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Voice of Customer - Executive Summary
Quarterly Report — 4/2018 (October - December 2018)

Customer Relations & Service Quality Department (BKKSZTG)
Product and Guest Experience Department (BKKD?7)
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Voice of customer Report — Quarter 4/ 2018

Customer in Royal First Class (Source : Data Warehouse — Quarter 4/2018)
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Q4/18 Royal First passenger by Nationality
compared with Q4/17
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Q4/18 Royal First passenger by Booking Channel
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Voice of customer Report — Quarter 4/2018

Customer in Royal Silk Class (Source : Data Warehouse — Quarter 4/2018)

Q4/18 Royal Silk passenger by Gender
compared with Q4/17
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Q4/18 Royal Silk passenger by Nationality
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Q4/18 Royal Silk passenger by Booking Channel

compared with Q4/17
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Q4/18 Royal Silk passenger by Check-in Channel

compared with Q4/17
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Voice of customer Report — Quarter 4/2018

Customer in Economy Class (Source : Data Warehouse — Q4/2018)
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Customer Experience

Our Respondent (Source : VOC Survey — Quarter 4/2018)
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Q4/2018- Nationality compared with

Q4/2017
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Satisfaction & Loyalty (Source : VOC Survey — Quarter 4/2018)

@3 Overall Satisfaction with THAI by Class (%)
% diff Moving AVG
Class of Service Q4/2018
(Q4/2018-Q4/2017) | (Q4/2017-Q4/2018)

All Class 77.65 0.68 77.46
Royal First 82.64 -4.16 83.03
Royal Silk 76.50 1.01 76.54
Economy 77.86 0.68 77.959

Net Promoter Scores

Q4/2018 — NPS Group compared
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Direct flight (Non - stop)

Price

Percentage

Freq flyer / mil

Convenient schedule

ge program

Ring Satisfactdon |/ %o
P Pre Flight Service
Reservation & Ticketing ] ) 87.64 0.88
Thai Website - 1 68.92 0.75
Ground Service
Check-in | Y 83.64 0.73
Lounge ] 1 60.91 3.10
Boarding | 78.06 1.84
Irregularity | 41.25 0.83
| In Flight Service
Cabin Crew | 81.85 1.18
Announcements Y 76.11 1.14
Food | 58.47 0.25
Beverages | 70.68 0.49
In-Flight entertainment | E—— T 1.51
Reading materials | 37.55 -2.33
Cabin Ambience Y 76.27 0.14
Seat | ) 63.17 0.24
] Post Flight Service
Arrival A 73.87 1.55
Overall with THAI | 77.65 ——
0 5IO 1(')0
Q4/2018 Top 5 reason for choosing THAI
Previous good experience with THAI 44

40

50




Customer Feedback — (Source : from SIS - Quarter 4/2018)

oo .
.
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Complaint : Commendation Ratio
Quarter 4/2018
Telephone Contact 1: 0.00
thaiairways.com 1: 0.00
Reservation and Ticketing Service 1: 012
Check-in 1: 042
Lounges 1: 0.86
Boarding 1: 040
Attitude of Cabin Crew 1:10.01
Performance of Cabin Crew 1:3.93
Defect/Malfunctions 1: 0.00
In-flight Entertainment 1:0.49
Meals/Dessert/Snack 1:121
Baggage Handling on Arrival 1: 0.001
Handling of flight Irregularities 1: 0.06
Remark : Complaint =1
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1 Na"?ms’\zﬁm‘sﬁﬁ'zamﬁuﬁdwa%maagnc?hmn e-TCSS (e-THAI Customer Satisfaction Survey)

Tasana 4/2561

a o Y o o v . . A
USHNY lavinmsdaanuion alﬁJQﬂm e-TCSS (e-THAI Customer Satisfaction Survey) Sadwnsg
ﬁ%’li’;ﬁm'swﬁawa%maagﬂﬂ”ﬂunmﬁumd LLa:nn"FuLﬁumﬂ@ a1 uN1381399UWLY In-House Survey A9l

2555 agiadaliod SRTUNANMIANTIY laTana 4/2561 (ANNAN-TUNOY 2561)a§ﬂvl,@1”@1°1’1ﬁ

1.1 wwlduaananunswalaand (Customer Satisfaction Index/CSI) lun1wsau

= = & ] =2
Lﬂiﬂﬂtﬂﬂu@]ﬂtmvlﬂi&l']ﬁ 4/2560 014 vlﬁ]i&l"lﬁ 4/2561

Class/CSI Q417 Q118 Q218 Q318 Q418
Total CL 77.00 76.41 77.46 78.93 77.69
FICL 87.03 82.93 77.21 86.16 83.03
C/ICL 75.58 75.06 77.67 78.13 76.58
U/CL 87.79 89.49 81.81 85.22 91.04
Y/CL 77.20 76.54 77.41 79.02 77.88

Remark: Customer Satisfaction Index (CSI) = % Satisfied Passengers
( % of customers who have rated “Totally Satisfied” & “Satisfied”)

1.2 @ITHLEAIIANANNNINELIANAT (CSI%) TIUBNNTULAUNIILAZIAUINNT

= = < ] =2
SISV ZEEY @]GLL@Ivlﬂilﬂﬁ 4/2560 014 VL@]?%J']K 4/2561

124 NawMIaUNIg

Website Total CL 68.21 67.41 69.22 70.40

Service Item / Class / CSI Q417 Q118 Q218 Q318 Q418
Total CL 86.76 86.06 86.92 88.03 87.78
F/ICL 90.86 79.51 83.97 89.60 80.78

Reservation
& c/CL 84.47 84.91 85.46 85.82 87.20

Ticketing

uU/CL 92.24 91.10 90.98 82.79 93.77
Y/CL 87.27 86.29 87.18 88.50 87.94
68.98

1/24
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Service Item / Class / CSI Q417 Q118 Q218 Q318 Q418
Total CL 82.92 81.08 82.10 83.27 83.67
FICL 88.83 88.75 90.36 91.41 89.68
Check-in c/cL 86.07 84.85 85.65 85.40 87.27
u/CL 90.43 91.15 86.83 86.84 84.78
Y/CL 81.92 80.30 81.37 82.76 82.73
Total CL 57.87 56.97 58.07 60.76 60.98
Lounge F/CL 79.44 79.36 73.62 77.46 80.44
c/cL 55.20 51.85 54.93 57.11 57.99
Total CL 76.28 75.59 76.80 78.67 78.12
FICL 82.65 86.33 78.20 85.23 91.27
Boarding c/cL 74.26 72.73 73.13 75.15 76.38
u/CL 7417 78.47 84.26 91.14 87.48
Y/CL 76.77 75.98 77.43 79.29 78.42
Total CL 40.47 38.34 38.88 40.60 41.28
FICL 61.77 57.04 32.62 54.77 66.71
Irregularity c/cL 40.70 35.64 40.64 39.05 40.48

Handling
u/CL 29.48 32.24 34.80 37.32 37.58
Y/CL 40.17 38.65 38.57 40.85 41.35

122 3ZWINMILAUNI

Service Item / Class / CSI Q417 Q118 Q218 Q318 Q418
Total CL 80.71 80.03 80.29 81.66 81.89
F/CL 93.10 88.59 93.04 98.83 9355
Cabin Crew c/cL 84.30 84.38 85.07 85.95 86.10
u/CL 91.34 94.27 90.24 94.19 91.04
Y/CL 79.49 79.11 79.28 80.61 80.74

Page 2
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Service Item / Class / CSI Q417 Q118 Q218 Q318 Q418

In-flight Total 74.97 73.76 75.81 75.93 76.11
Announcement CL

Total CL 58.27 56.94 57.55 59.16 58.51

FICL 73.52 73.03 72.53 76.35 72.60

Food C/CL 62.02 62.35 62.74 64.15 64.35

U/CL 61.83 61.61 60.18 64.48 69.33

Y/CL 57.00 55.78 56.47 57.98 56.92

Total CL 70.19 68.01 69.68 70.75 70.68

FICL 88.13 79.44 85.86 90.89 78.96

Beverages C/CL 73.70 73.03 73.39 75.03 75.24

uU/CL 72.34 70.25 73.25 76.46 71.16

Y/CL 68.97 66.99 68.85 69.69 69.49

Total CL 49.32 48.57 51.14 49.76 50.84

FICL 46.96 53.19 44.67 39.24 38.94

IFE C/CL 44 .45 44 .97 47.53 46.65 45.76

u/cL 56.67 59.71 55.59 72.99 48.59

Y/CL 50.67 49.12 51.84 50.38 52.20

Total CL 39.88 37.62 39.53 38.24 37.55

F/CL 44.66 50.83 47.08 53.83 45.45

Reading Materials| C/CL 43.66 40.73 45.06 41.33 40.91

U/CL 45.71 35.49 36.93 44.39 47.72

Y/CL 38.72 36.94 38.45 37.47 36.63

Page 3
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Service Item / Class / CSI Q417 Q118 Q218 Q318 Q418
TotalCL |  76.18 75.29 75.57 76.47 76.34
FICL 85.19 83.24 79.10 86.88 83.63
Cabin Ambience [ C/CL 75.94 76.76 75.02 75.73 75.26
u/cL 90.16 89.88 86.62 93.07 93.61
Y/CL 76.04 74.89 75.61 76.49 76.50
Total CL |  62.98 62.31 63.66 63.75 63.25
FICL 88.96 75.15 70.48 82.82 84.15
Seat cicL 69.03 71.25 71.11 69.52 67.83
u/cL 91.20 91.81 90.28 91.14 93.74
Y/CL 60.79 60.48 62.16 62.32 61.88
TotalcL| 66.95 67.54 67.96 69.08 67.50
FICL 53.27 57.25 57.28 76.41 63.93
Customer c/cL 65.11 65.49 67.55 64.80 67.66
Relations
u/cL 67.64 71.77 65.17 81.03 68.29
Y/CL 67.63 68.02 68.19 70.02 67.49
TotalcL| 7233 69.67 73.42 74.17 73.89
FICL 82.31 83.54 85.33 93.04 81.23
Arrival cicL 76.05 73.27 76.18 76.69 78.09
u/cL 85.62 82.10 80.28 83.48 93.74
Y/CL 71.08 68.84 72.79 73.47 72.75
TotalcL | 56.37 54.89 56.24 58.16 56.82
FICL 68.61 59.91 65.67 68.22 56.88
ROP Program
(Select only c/cL 61.43 60.52 61.60 61.95 61.30
member)
u/CcL 64.31 66.08 71.27 63.80 59.95
Y/CL 54.37 53.46 54.85 56.94 55.38
Sensation about | . . | 4507 4137 4370 43.93 4181

“Touches of Thai”

Page 4
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1.3 20U3NIRANNELALENTAANNNINDLIFINS 3 S1OUKINEINIU LaTINE 4/2561 LENAINTULAUNI

smnnﬁ&mauma Suwite fuﬁqsﬁa sudszniia
1.Res & Ticketing 87.78% 1. Cabin crew 93.55% 1. Check-in 87.27% 1.Res & Ticketing 87.94%
2.Check-in 83.67% 2. Boarding 91.27% 2. Res & Ticketing 87.20% 2.Check-in 82.73%
3.Cabin crew 81.89% 3. Check-in 89.68% 3. Cabin Crew 86.10% 3.Cabin Crew 80.74%

1.4 @mu?nﬁm‘”ﬂﬁcﬂ@ﬂmsﬁmmﬁdwahﬁamﬁq@ 3 Sdugarhdmiulasang 4/256+1
ﬁ’lLL%ﬂGl’lN‘]ﬁ%Lﬁ%Yl’]d

swnnﬁgma%ma Fuwite fuﬁqsﬁa Fuilsznda
1. Irregularity 41.28% 1. IFE 38.94% 1. Irregularity 40.48% | 1. Irregularity 41.35%
2. IFE 50.84% | 2 Website 5840% | 2 IFE 4576% | 2 IFE 52.20%
3. Food 58.51% 3. Irregularity 66.71% 3. Lounge 57.99% 3. Food 56.92%

1.5 iﬂﬂa:Lﬁﬂﬂ@l@]ﬂULLﬂUﬁﬂﬂﬂ’lﬂJ
ATy216 ulasidud waRalunsaums wlasidud

Thai 233 Business 26.1
Asian (Non-Thai) 30.5 Holiday 55.6
European 33.3 Visit friends / relatives 16.2
North American 3.7 Others 21
Central American 0.1 Total Respondents : 11,924
South American 0.2
Australian & New Zealander 8.0
African 0.2
Others 0.7
Total Respondents : 11,924

5 mauausntRaniuiuTe ilasifwd FuUIN3 asifwd
Previous good experience with THAI 45.46 Royal First 0.8
Direct flight (Non - stop) 34.01 Royal Silk 19.3
Price 33.76 Premium - Economy 0.3
Frequent flyer / mileage program 29.77 Economy 79.7
Convenient schedule 29.00 Total Respondents : 11,924
Total Respondents : 11,924
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IATA-Airs@t (International Air Transport Association — Airline Satisfaction ) v[m‘sanﬁ 4/2561

A o v & o o Y . . . .
uTEny ldiadatayanisdiraanuisnalagndn IATA-Airs@t (International Air Transport Association —

Airline Satisfaction) %GLﬂuﬂ’]iﬁ’]i’mlutﬁuﬂ’NLEL%U-QISﬂ Tdusznay aandidanenisvasnsinlng fa (ARN,
BRU, CDG, CPH, DME, FCO, FRA, LHR, MUC, MXP, OSL,VIE uaz ZRH) 1W3suifisuanaitswelavasgndise

w§mn”m6ﬁua:ﬂ'lsu%ﬂﬁ’l,wﬁ'uqiﬁau,a:"ﬁ”mhwﬂ'@] (Benchmarking) 2848181304619 9 TI0NI&W 19 snan170n
(AF, AY, BA, CX, CZ, EK, EY, JL, KL, KU, LH, LX, QR, SQ, SV, TG, TK, VN, VS) laguanisdadszilasung

> a o @
N 4/2561 Na’lixﬁ’lﬂtyaEﬂ

st

2.1 seusensin (Ranking) LLﬂtgﬂi’]ﬂ’J’]&lﬁGWalﬁ]aﬂﬁ’]@iaﬂﬂﬂ’]‘iﬁ’nﬁ%d’]% (Overall Satisfaction with

Airline Performance - CSI [%]) FILBN AN TILABN

NNTUUING THFIND swilszndn

1.JL 88.14 1.QR 93.88 1.JL 89.04
2.QR 87.01 2.VS 88.48 2.QR 83.28
3.EK 79.84 3.JL 85.88 3.8Q 78.75
4.8Q 79.58 4.EK 82.12 4.EK 78.73
5.VS 78.04 5.8Q 79.71 5.VS 71.32
6.CZ 69.93 6.VN 79.55 6.CZ 68.89
7.KL 69.20 7.CZ 75.03 7.TG 68.48
AVG 69.10 8.EY 73.61 8.KL 67.27
8.AY 68.53 AVG 73.11 AVG 66.94
9.EY 67.82 9.AY 73.06 9.AY 66.31
10.TK 67.49 10.KL 73.03 10.TK 65.58
11.TG 66.55 11.LH 71.68 1M.EY 65.30
12.KU 65.84 12.TK 71.28 12.KU 65.17
13.8V 65.03 13.LX 71.13 13.CX 63.84
14.VN 64.97 14.KU 70.83 14.8V 62.42
15.CX 64.75 15.8V 68.73 15.AF 60.78
16.AF 61.27 16.CX 66.17 16.VN 57.08
17.LH 60.64 17.TG 63.38 17.LH 54.53
18.LX 58.77 18.AF 59.02 18.LX 52.42
19.BA 50.60 19.BA 48.70 19.BA 49.77

Remark: Customer Satisfaction Index (CSI) = % of customers who have rated “Excellent” & "Very Good”

BKKSZ
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22 wnliysaranuninalaanarluniwiin

Service Item / Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
csl 64.47 66.28 69.68 71.47 66.55
Total Class
Ranking | 1354 12/21 8/20 9/ 20 11/19
Overall csi 57.05 73.27 69.17 67.45 63.38
Royal Silk
Satisfaction .
Ranking | 1954 14/21 11/20 14/ 20 17119
csl 68.23 62.02 68.78 74.13 68.48
Economy
Ranking | g)>4 11/21 7120 6/ 20 7119
2.3 mmLLama”@mmmﬁawaslwaa@nﬁ%m:a”ué’u NN TUDTNTURZIAUTNNT
L‘]_]%UULﬁU‘]J@TGLWiVL@]iﬂJ'Iﬁ 4/2560 ﬁ\'i vL@]iN']ﬁ 4/2561
231 AawMILABNIG
Service Item / Class / CSl / Ranking Q417 Q118 Q218 Q318 Q418
csi 04.77 90.46 72.83 78.73 71.35
Total Class
Ranking | 554 6/21 13120 10/ 20 16/19
csli 94.62 90.28 68.74 87.80 67.57
Reservation Royal Silk
Ranking | 754 11/20 15/20 5/ 20 18/19
csi 04.42 90.65 73.40 74.76 72.26
Economy
Ranking | ¢/91 8/20 12/20 10/ 20 14119
csi 45.30 53.86 53.37 54.02 52.63
Website Total Class
Ranking | 1g9/94 18/21 17/20 17/ 20 17119
csi 77.21 74.49 69.68 76.98 76.50
Total Class
Ranking | g9 12/21 13/20 10/ 20 9/19
Check-in csi 84.50 84.58 7278 74.79 79.92
Royal Silk
Ranking | g9 7/21 16/20 15/ 20 11119
Economy |  CSI 7417 68.80 66.90 7757 74.44
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Service Item / Class / CSl / Ranking Q417 Q118 Q218 Q318 Q418
Ranking | g/94 13/21 14/20 7/ 20 9/19
csi 34.16 44.61 38.86 31.61 43.33

Total Class
Ranking | 5594 13/21 16/20 20/ 20 17119

Lounge

csi 30.28 44.15 37.21 28.06 39.86

Royal Silk
Ranking | 5594 12/21 14120 20/ 20 17119
csi 55.50 57.86 65.64 61.22 62.86

Total Class
Ranking |  1g/94 17/21 14/20 18/ 20 16/19
Boarding & csli 46.34 57.66 65.10 55.99 55.34

Royal Silk

Departure :

Ranking |  54/94 16/21 14/20 18/ 20 17119
csl 50.77 57.11 66.02 65.00 67.37

Economy
Ranking |  47/04 16/21 12/20 10/ 20 9/19

232  STWINMILAUNIG

Service Item / Class / CSl / Ranking Q417 Q118 Q218 Q318 Q418
csi 58.42 58.76 54.57 54.55 57.05

Total Class
Ranking 9/21 10/21 12/20 10/ 20 1119
csl 61.81 68.82 60.20 51.81 60.06

Cabin Features | Royal Silk
Ranking | 15/21 8/21 13/20 18/ 20 15/19
csi 56.57 52.77 49.88 55.69 55.53

Economy
Ranking 8/21 10/21 13/20 7/ 20 8/19
csi 40.16 36.29 43.69 45.63 39.61

Total Class
Ranking | 15/21 18/21 11/20 11/ 20 15/19
csi 63.14 59.95 63.53 60.98 57.06

Seat Royal Silk
Ranking | 14/21 18/21 12/20 15/ 20 18/19
csi 27.34 23.39 29.77 36.44 30.17

Economy
Ranking | 1g/21 17/21 15/20 12/ 20 13/19
Cabin Crew |Total Class|  CSlI 65.87 65.65 72.50 71.77 71.98
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Service Item / Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
Ranking | 12/21 15/21 8/20 11/ 20 10/19
csi 71.10 67.37 74.37 73.24 71.83
Royal Silk
Ranking | 11/21 17/21 8/20 15/ 20 17/19
csl 62.40 64.07 70.04 70.59 72.07
Economy
Ranking | 14/21 14/21 12/20 12/ 20 9/19
csl 41.16 43.86 44.93 45.68 46.19
Total Class
Ranking 14/21 14/21 13/20 11/ 20 11/19
Food
csl 4717 62.88 59.86 57.51 59.22
& Royal Silk
Rankin
Drinks g 1721 10/21 10/20 14/ 20 14/19
csi 37.32 33.46 36.79 39.82 39.73
Economy
Ranking | 15/21 16/21 16/20 11/ 20 1319
csi 34.44 30.15 37.87 39.07 37.19
Total Class
Ranking 19/21 19/21 18/20 16/ 20 14/19
csi 28.46 38.52 44.34 33.87 39.30
IFE Royal Silk
Ranking 19/21 19/21 12/20 18/ 20 15/19
csi 36.80 25.90 33.22 41.00 36.97
Economy
Ranking | 1g/21 19/21 19/20 12/ 20 15/19
233  RAIMILAUNMI
Service Item / Class / CSl/ Ranking Q417 Q118 Q218 Q318 Q418
csl 68.76 64.69 68.17 70.37 68.47
Total Class
Ranking | /21 11/21 9/20 7/ 20 8/19
csl 74.12 70.27 72.58 75.54 74.63
Post Flight Royal Silk
Ranking | 12/21 10/21 14/20 9/ 20 12/19
csl 66.35 61.10 64.59 69.24 65.26
Economy
Ranking |  9/21 13/21 8/20 6/ 20 9/19
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2.34  Value for Money

Service Item / Class / CSl / Ranking Q417 Q118 Q218 Q318 Q418
csi 59.29 60.61 60.66 58.43 59.84
Total Class
Ranking 13/21 11/21 10/20 12/ 20 13/19
csl 47.32 65.69 50.46 57.40 51.33
Value for Money | Royal Silk
Ranking 17/21 13/21 16/20 14/ 20 17/19
csl 65.61 57.22 64.67 59.40 64.23
Economy
Ranking 10/21 13/21 6/20 9/ 20 7/19

2.4 auImsnaniimsiulnedl Ranking aglu 5 §1euusn (1-5) WSsuiisy 19 aunsiin

TINNNTULAWN FUFIND aniszngn
13 service Item lafimsfin 4i5 Service ltem lafinnsiu 13§ service Item lafimsfin
o a . H o ' 0 @
Inufl Ranking atlu 5 §1abun Inefi Ranking agflu 5 $160ULIN | naf Ranking aglu 5 §rabun

2.5 aauImsnaniinsiulnell Ranking et 5 1augaring (15-19) wWSsuiisy 19 sumIon

s’mnn'ﬁ?ma%mo 'ﬁ?%ﬁ“iﬁa suilsznsa

MUl csi(%) swuii csl (%) Seuf csl (%)

1. Lounge 17119 43.33% | 1. Website 18/19 53.73% 1. Website 16/19 51.04%

2. Website 17119 52.63% | 2. Reservation 18/19 67.57% 2. IFE 15/19 36.97%
3. Boarding 16/19 62.86% | 3. Seat 18/19 57.06%
4. Reservation 16/19 71.35% | 4. Lounge 17/19 39.86%
5. Seat 15/19 39.61% | 5.Boarding 17/19 55.34%
6. Cabin crew 17119 71.83%
7. Cabin 15/19 60.06%
8. IFE 15/19 39.30%

e ——
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2.6 NYALLBUANABUULURALDY

Star OCSS (Star Alliance Online Customer Satisfaction Survey) 16\5&’121 4/2561

el wlasidud WMOWANIIWAL TG 5 A1ALLIN wlasidud

European 81.3 Direct (Non-stop) flight 48.85
Oceania 6.9 Convenience of flight schedule 34.43
Thai 6.6 Previous experience with this airline 34.10
Asian (Thai Excluded) 3.6 Value for money 32.46
North American 1.3 Frequent Flyer Programme 26.89
South American 0.3 Total Respondents : 305
Total Respondents : 305

wgealunsiaums wasiduad
Holiday/leisure 60.7
Business 23.3
Visiting family or friends 15.4
Other 0.7
Total Respondents : 305

Star Alliance LflumUmiﬁumﬁuw"‘uﬁﬁmﬁu’%ﬁ'ﬂ% Wuaungn vl@Tﬁwmsﬁﬁ'mmmﬁawahgnﬁwﬁlﬁu

§U1TN FFP/Frequent Flyer Program a4 Star Alliance Tuidunmesdusvasu (Code Sharing) Wiy

mwﬁa‘walwaaQnﬁwiawﬁm”msﬁua:mm%mi (Benchmarking) luﬁ'uﬁqiﬁal,l,a:ﬁ'uﬂs:%ﬂ"@ TINNINRNA 28
Fen1Tn (A3, AC, Al, AV, BR, CA, CM, ET, JP, LH, LO, LX, MS, NH, NZ, 06, OS, OU, 0Oz, SA, SK, SN,

SQ, TG, TK, TP, UA, ZH) Ganamidisaszsnlasung 4/2561 sy ldasil

3.1 #auUsIun130u (Ranking) uazdananunsnalagnedaaunsin (Overall Satisfaction with The

Flight /CSI-%) 28981 NID NN IINNTENTI9Y Va4 Star Alliance INUBNANNTILABN

NNTUUINS FHgIN0 swilsznda
1.ZH 82.14 1.BR 86.85 1.ZH 81.77
2.BR 77.12 2.NZ 82.81 2.06 75.77
3.CM 76.22 3.LH 81.12 3.BR 74.98
4.NZ 75.67 4.CM 81.07 4.CA 74.79
5.CA 75.03 5.ET 78.75 5.CM 73.50
6.06 74.51 6.LX 78.44 6.TK 73.08
7.TK 72.93 7.AC 76.81 7.NZ 71.81

BKKSZ
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NNFUUING BTUFIND auilsznda
8.5Q 71.46 8.5Q 75.88 8.A3 70.98
9.LX 71.31 9.0S 73.76 9.5Q 69.99
10.A3 70.99 10.NH 72.21 10.NH 69.96
11.NH 70.76 AVG 71.24 11.1X 69.83
AVG 68.35 11.A3 71.23 AVG 67.53
12.TG 66.44 12.TK 70.48 12.0z 66.02
13.0z 65.82 13.TG 70.43 13.TG 65.72
14.0S 63.82 14.5K 69.73 14.AV 63.06
15.AC 63.52 15.5A 67.97 15.08 62.84
16.5K 63.34 16.CA 66.00 16.AC 62.46
17.UA 63.13 17.0z 62.81 17.5K 61.63
18.AV 62.73 18.UA 61.51 18.5A 61.59
19.5A 62.55 19.AV 60.65 19.ET 60.45
20.ET 62.28 20.TP 57.45 20.UA 60.40
21.LO 58.56 21.MS 44.71 21.LO0 57.67
22.0U 57.72 22.Al 44.02 22.0U 57.12
23.TP 56.28 23.TP 56.15
24.LH 49.28 24.SN 45.80
25.5N 47.51 25.Al 43.92
26.Al 43,94 26.LH 43.02
27.MS 42.61 27.MS 42.14
28.JP 36.72 28.JP 35.12
Remark: Customer Satisfaction Index (CSI) = % of customers who have rated "5” & "6”
where "1” = "Not at all Satisfied” ........... "6 = "Very Satisfied”
3.2 umlikdananuianalagndrluning
Service Item / Class / CSl / Ranking Q417 Q118 Q218 Q318 Q418
Total csl 64.86 64.40 65.24 67.08 66.44
Class
Ranking 16/28 17/28 16/28 11/28 12/28
csl 65.40 68.38 63.07 67.28 70.43
Overal Royal Silk
Satisfaction Ranking | 19/24 16/24 19/24 11/22 13/22
Ccsi 64.62 63.66 65.52 67.02 65.72
Economy
Ranking 16/28 17/28 16/28 9/28 13/28
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3.3 ANTLRAIBATIANNNING LANAILAZAUAL FILUNANNTULINNTHAZIALINNT

= a < =
Lﬂiﬂﬂlﬂﬂﬂ@ﬁu@]vlmi&l']ﬁ 4/2560 03 vl:@lill’lﬁ 4/2561

3.3.1 NawMILaUNIN

Service Item / Class / CSl / Ranking Q417 Q118 Q218 Q318 Q418
csl 73.61 72.23 71.42 73.48 71.86
Total
Class
Ranking 22/28 23/28 23/28 15/28 12/26
csl 76.43 76.67 72.98 74.75 77.68
Check-in Royal Silk
Ranking 16/24 15/24 20/24 14/22 11/19
csl 73.04 71.40 71.07 73.23 70.62
Economy
Ranking 22/28 23/28 24/28 15/28 12/26
csl 43.13 46.60 44.92 45.93 47.03
Total
Class
Ranking 20/27 19/27 19/27 18/25 21/25
Lounge
42.63 44.74 39.70 45.62 44.56
CsSl
Royal Silk
Ranking 17/24 15/24 22/24 13/22 17/22
csi 58.06 58.21 59.29 60.68 62.57
Total
Class
Ranking 23/28 25/28 22/28 14/28 16/28
csl 60.55 57.56 55.51 59.42 58.19
Boarding Royal Silk
Ranking 14/24 19/24 22/24 13/22 16/22
csl 57.46 58.22 59.89 60.87 63.32
Economy
Ranking 23/28 24/28 22/28 15/28 14/28
csi 63.47 63.24 66.52 65.46 66.85
Punctuality | Total Class
Ranking 25/28 22/28 18/28 11/28 19/28
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Service Item / Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
csl 64.99 64.35 64.62 68.40 65.74
Total Class
Ranking 23/28 24/28 22/28 18/28 20/28
csl 70.34 68.65 67.12 70.40 68.43
Cabin crew Royal Silk
Ranking 18/24 21/24 20/24 13/22 18/22
csl 64.02 63.54 64.08 68.03 65.23
Economy
Ranking 23/28 24/28 23/28 18/28 21/28
csl 45.16 46.02 46.25 48.83 48.40
Total
Class Ranking 14/28 15/28 16/28 12/27 13/27
Food & csl 50.54 51.52 49.18 53.74 51.72
Royal Silk
Beverages Ranking 17124 16/24 18/24 12/22 17/22
csl 44.03 44.89 45.62 47.92 47.73
Economy
Ranking 13/28 14/28 13/28 12/27 12/27
csi 43.32 41.78 45.18 42.20 43.34
Total
Class Ranking 13/28 14/28 12/27 14/26 15/26
csl 37.85 36.63 39.23 35.66 39.90
IFE Royal Silk
Ranking 16/23 16/23 15/23 13/20 11/20
csl 44.10 42.61 46.03 43.28 43.99
Economy
Ranking 12/28 13/28 11/26 14/25 16/26
csl 53.99 55.40 53.53 56.05 57.59
Total
Class Ranking | 16/28 17/28 19/28 13/28 13/28
csl 59.70 59.58 57.94 58.83 61.30
Cabin Comfort| Royal Silk
Ranking 15/24 16/24 16/24 14/22 12/22
csl 52.89 54.59 52.66 55.54 56.91
Economy
Ranking 16/28 14/28 19/28 14/28 14/28
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333 WAIMIAUNIuaziug
Service Item / Class / CSl / Ranking Q417 Q118 Q218 Q318 Q418
csli 59.74 57.40 57.78 61.31 61.17
Total
Class Ranking | 26/28 24/28 26/28 17/28 22127
csl 63.16 58.77 59.96 63.11 63.36
Baggage
. Royal Silk
handling Ranking | 13/24 18/24 16/24 12122 14/21
csl 58.99 57.07 57.30 60.94 60.76
Economy
Ranking | 26/28 26/28 27/28 17127 22127
3.4 mybwlnud Ranking aauilu 5 §1AULIN (1-5) WWIBUBY 28 aunTOn
TINNNTULAWNT FUFIND andszngn

A ) A A
4% service Item lafinsiin

Inodl Ranking aglu 5 dabusn

A . A A
14if Service Item lafinsiin

Inedl Ranking aglu 5 ddbusn

A ) A A
4% service Item lafinsiin

Inedl Ranking aglu 5 ddbusn

3.5 3auSmsnaninsininedl Ranking a8l 5 d1auganig ( 24-28) 1W3suisy 28818M130%

TINNNTULAWNT

(5 AAUFATINY 24-28)

TUFIND

(5 AAUFATINY 20-24)

2
7

swilszndn

(5 AAUFATINY 24-28)

A ) A A
4% service Item lafinsiin

Inoil Ranking atlu 5 16

A . A A
4% service Item lafinsiin

Inoil Ranking atlu 5 16U

A ) A A
4% service Item lafinsiin

Inoil Ranking atlu 5 16

gavie gavine gavie
3.6 ﬁtlazl,ﬁwcf@lammuaaun’m
218 wasidwd W wafiEwa mquaslumitauma 1lasifwd

Younger than 21 years 1 Male 67 Business/Work 49
21-30 years 8 Female 33 Leisure/Private 51
31-40 years 22 Total respondent 2,460 Total respondent 2,460
41-50 years 29

51-60 years 23

Over 60 years 18

Total respondent 2,460

BKKSZ
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4 HAMTAATWRAA G-T3 VIanAI91NT=uU SIS (Service Integration System)

lasanah 4/2561 (aanay — TWNAY 2561)

2

syddad-ruvasgndlasinad 4/2561 uafidnunadayad-suvasgndn(Customer Feedback) Naneldas
ANBINUIBIULTMIZNAFUNWUT (Customer Relations Service Department / 84) lapfianszdnaty fie

41 ﬁﬂu’mﬁﬂﬂumi (Flown Passenger) LRI NUIUT DA G-TNVDIANAT (Total Feedback received through SIS)

529 laganad 4/2560 A9 laanadi 4/2561

Q417 Q118 Q218 Q318 Q418
Total Flown Passenger 4.99 5.14 4.82 4.84 4.87
Unit : (Million)
Total Feedback Received 7,714 7,505 6,173 6,919 6,906
4.2 uwlsiy Customer Feedback aaus lasunaf 4/2560 fis lasunah 4/2561
Customer Feedback Q417 Q118 Q218 Q318 Q418
(Rate per One Million Passenger)
Complaint Rate 895 796 819 745 868
Commendation Rate 741 647 756 655 703
Complaint to Commendation Ratio 1:0.83 1:0.81 1:0.92 1:0.88 1:0.81

1,200
1,000
800
600
400
200

case per 1M pax

Customer Complaint & Commendation Rate

—<==Complaint Rate

Q318 Q418

—o—Commendation Rate

1.5

0.5

Complaint & Commendation Ratio

Complaint value =1

Q417

Q118

Complaint

Q218

Q318

Q418

—o=—Commendation

a o a o o A o ' A % [ {
WInuNeuaaIdé wazdnTy mnmmué’lﬂumwmmuﬂu e lasungd 42561 nulasunsasinuludn
HAIRIINUTY 803FNARARITEUAS 3.1 LazATATNAARITELAE 5.1 nTudasiudfdadizululasinail Jaasiu

WinAw 1 : 0.81

BKKSZ
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4.3 TaUafA 5 dUAULIN MATNIEN 4/2561 UUINTUUINNT

TaGfignA13aasuugIgn 5 auauusn
o o & A & 4 & uihvga & .
aUAU NNNMBULI NI VUKW BUIIND A Auilsznea
: : NI N
Baggage Handling Meals/Dessert/ Meals/Dessert/ Baggage Handling
1.
on Arrival Snack Snack - on Arrival
Meals/Dessert/ Baggage Handling
2. Seat Punctuality of Flight
Snack on Arrival -
Performance of
3. Punctuality of Flight In-flight Entertainment Defect/Malfunctions
- Cabin Crew
Performance of Meals/Dessert/
4. Defect/Malfunctions | Defect/Malfunctions _
Cabin Crew Snack
- Baggage handling
Performance of on Arrival
5. Seat _ Special Meal
Cabin Crew - Cabin ambience
- Drink/Beverage

o o EASPN P, g S s yyw
Yoil saumnvuuims sateaiislasmsInldszytinsinislide

BKKSZ

@
28R 5 E]%G]‘]Jtliﬂsl%‘l"lﬂ%%Uiﬂ']i fa

1) NIIANTIITNA1I=20INIALET (Baggage Handling on Arrival)

FAFIWITWINTEYAA do ToyaTuyiny 1: 0.00

A do & A e ) a : @ v . a
LiﬂﬂﬂiﬂﬂLiﬂuqﬂq@ﬂa ﬁ“ﬂ'liﬂ@ﬁ'ﬂﬂ'ﬂ&uﬁﬂﬁ'lUVLNL"T'IN'WE]SL'IN']%VL@ LIURNNTITUAN U8

A3 ND1RA AUTNAN

\osusumIzfiawaiiu Heathrow wuinszdhidiunis Rimowa Nanga [EERE
(TG910/4Dec18/BKK-LHR/F Class)

Our suitcase was damaged; the wheel was broken from a recent Thai Airways flight from Tokyo to
Bangkok. (TG616/13Dec18/HND-BKK/F Class)

nanthidumatiioms 2 lu luusn Rimowa 17 dengams’ly 2 da 1ufi 2 Samsonite #Tu7 oriNay
9zWaAaN 1 do (TGI75/110CT18/DME-BKK/C Class)

When | pick up my luggage at Pudong airport, the lock of the suitcase was broken. The suitcase was
expensive and the loss was great. | asked for a claim of 9000 yuan

(TG664/23Nov18/BKK-PVG/C Class)
ifasnsumazBunitslaansntiduedaslulduasdanuineins Sadasldusms Tnaansztheae
dagrmamies uazlddszausmslugesmmefiaeiiduinwmiu 13,000 vn udidafisfinany nau
wuinszhdumsssind ﬁﬂ’ljmvl,ﬂ@i”'mﬁ'wlu LLazﬁamaaﬁagm sluiuuansin (TG970/150ct18/BKK-
ZRH/Y Class)
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2) 8N ILINSURLINEID% (Meals/Dessert/Snack)

FOFIWIWINNTOYAA do TayaTuyinn 1: 1.21

A do & A Al v _a Ao @ ' a
Liaﬁﬂiﬂﬁlﬁﬁuqﬁq@ﬂa Enmivl,mJQmmW 'J@]q@]ﬂﬂl'ﬁﬂizﬂaﬂﬂ'lﬁ'ﬁ@?Uﬂmﬂqw 87%75‘13\]@@ N2 PEVIRIPEY]

wI9nIzend amITRANNANRI R RIINLAWY

mmiﬁtﬁfwvlliﬁﬂmmw wazlifanuaalm visanamau allanamnsdedn Gslisuiumsusnms
il’lﬂ’ﬁzu First Class (TG661/31Dec18/HND-BKK/F Class)

Pre-ordered meal (Sushi) from LHR station; rice was so hard.

(TG911/140ct18/LHR-BKK/F Class)

ﬂ:l,mﬁdmmvl,ﬂ {nludinausaasaunazudaann (TG921/170ct18FRA-BKK/F Class)
qmmwmauﬁa Steak ‘lainnu AMNNTBITAYALAARINNN iaviuliinne Gaudu T9AUAN Vauuzh
lidududeslduSinamnn  wiall  variety  Divewatld  udadsusudpgunwsesiagdu
(TG940/130ct18/BKK-MXP/C Class)

undtiaLdagng ﬁmmg"ﬁumﬁmLLuuvLulﬁidﬂzﬁ wdlduuuny seAutnng mlauunsya wiald
dsidanIniafnaamas Wziieninduazgndaini muwﬁiﬁwﬁmﬂwﬁﬂmmegﬁ%”u wndn
sumIDuwiiTd  arsazinmguninzase s inoléiduamsing wiolufiduomnsetneauly
Lag (TG615/22Nov18/PEK-BKK/C Class)

wnadpmmunmuannifinly degann Wassiena lsietes NIAAAINANULUINITATIN
ﬂéaﬂﬁmmmﬂﬁﬂiwﬂ”ﬂ@iﬂ‘fﬁhm’%‘aaﬁunuﬁ'}maﬁm@i: (TG668/17Nov18/SGN-BKK/Y Class)

2 MIUWATNH 3 Las e iunynaziisaa |y muuﬁ:ﬂLLﬁdﬁNsluVl;\imj,mwimﬁmmﬁau
38941 (TG931/2Dec18/CDG-BKK/Y Class)

3) aNNAIIAaLIAIYaILNY1i% (Punctuality of Flight)
Fadusznintayad da dayaTuyiny 1:0.04

A o a A A A 1w o v ' ' 2 o a A P

LiaﬁﬂiaﬂLiU%gﬁa;@]ﬂaLﬂﬂ'JUua']T']ﬂ']lﬁﬂjT@ﬂﬁ']ﬁvln“ﬁ'l&l'ﬁﬂ@al,ﬂiaﬂﬂu LﬁﬂL'Ja']sLuﬂ'liﬂaﬂL'Y]EJ'J‘U%ﬂ@]VL'ﬂ
o o o a o Ya 1§ e, ' A &

Wﬂ'l(ﬂ%@]ﬁ']ﬂfyﬂ'lﬂ]:ﬁﬂﬁ] LLazﬂqlﬁLﬂﬂﬂqlﬁﬁnﬁmqﬂ SLWNU

When | was checked in at Thai Airway counter, | was told that the flight from Bangkok to Osaka
(TG622/260CT18) was delayed and re-schedule to 27 Oct Bangkok 08.00. The original flight was on
26 Oct Bangkok 23:30. | was very shocked and frustrated to hear this!!l(TG622/260ct18/BKK-KIX/F
Class)

mMIasdanMgidediuly uadauvas TG (TGI10/4Dect18/BKK-LHR/F Class)

| have to deplore a consequent delay in the flight due to “aircraft rotation”, as announced by your
company instead of leaving at 00:05 NOV 17th; the flight took off at 5am, forcing me to spend the
night in the airport. | did arrive in Paris 5 hours late and missed an important meeting, scheduled
Saturday morning in Paris. (TG930/17Nov18/BKK-CDG/C Class)

The flight was delayed which it caused us arrived at the destination late for 12 hours, missed our
business appointments, caused us a huge financial loss, missed the onward flight to Varanasi and had
to buy new tickets. (TG669/280ct18/CAN-BKK/C Class)

| am really frustrated about the massive delay of TG922 on 9 Oct 2018. It is very like that | am going to
miss my connecting flight from Frankfurt to Hannover (LH58) which is scheduled nearly 3 hours after
planned arrival. | am on a business trip and have an appointment tomorrow morning in Hannover which
I now have to cancel. (TG922/90ct18/BKK-FRA/Y Class)

Flight TG917 was delayed by 1hr 45mins leaving LHR. We missed our connecting flight TG249 to KBV.
You were unable to provide an alternative flight that evening and we were given flight leaving BKK at
0810hrs the following morning, a further delay of 14hrs and 55mins. When we arrived in KBV we had
obviously missed the transfer to our hotel that we had paid for as part of the package. We had to get a
taxi to our hotel.

(TG917/16Nov18/LHR-BKK/Y Class)
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4) aUnsalusn1suwaIasling13a (DefectMalfunctions)
FAFIWITWINTEYAGA do TayaTuyiny 1: 0.00
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Inflight entertainment liwsaudemsldnu fensfiagang glild udaziing reset udafionw
(TG661/31Dec18/HND-BKK/F Class)

My entertainment on the flight did not work and the crew couldn't solve this issue they tried to restart it
but it didn't help. It was not possible to switch places because the flight was full. | paid 3700 USD for
this flight and expect to get high value for this price. (TG475/280ct18/BKK-SYD/C Class)
ﬁmf&"l,sjmmm@%ﬁfﬂﬁ I35 lanilile sudamineeflild wdnsmihfiie reset 34 assudafildom
ai'ler (TG639/22Dec18/HKG-BKKIC Class)

38 screen lmunsnldmldanomisntn Whladnfins reboot system udauanasaninAgsliaansn
Trwle mﬁ]:vﬁmxuuﬁaumiﬁunﬂﬂ% wazasan 3 alwslimansarheslsldise
(TG624/210ct18/BKK-MNL/Y Class)

duiraniwlneduegnebs ideTesduifszuy IFE i TFowlale liwsauliuinunglavans
lumm:ﬁ@;LLﬂdluLﬁumaLﬁmﬁuﬁszuuﬁﬁ

(TG639/140CT18/HKG-BKK/Y Class)

| was rather disappointed when I'm paying for a full-service flight ticket, but with no inflight entertainment
as the row of system was down. You should upgrade your system before you lose more customers

because | probably wouldn't bet my money on you anymore.(TG414/240ct18/SIN-BKK/Y Class)

5) 15£ANSMNNNTNIUVBINFNIWABWIY (Performance of Cabin Crew)

ﬁ@d’sm:%’haﬁagaﬁ R ﬁaga"nmmﬁ'u 1: 3.93
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Basnlasumsiasiougigadatasntinnul judawhiddssingnm unwsaslumabrusmsliaula/la

WEOINALE) aa"’[m pansTosremIuimaa g ldldlvuSmseuemsliunsndniasuwaedvuuaziamas

Wus1auusn

' A -4 & A . oAd < o 'Y o % A A o M o
AoutA3899zl1 WNWWINLNE Travel Kit NNNNII LROUBANUNINNUGUSULIATBITUI NNl e
winhduldusds winnuasunauand “ldnslildynanud luglidmieuss ldifvlansihldud
A o ~ ws ' ., & A - . A A 2 X =
wiadr  wuflenuiEnileunanmhashlnmnidesadin udnueaazinateg SagnauliiFalu
naziih Carry on 8nass udfilifl gavhodmihnldifefinedu dnngimadminlalunslitediv
i lundlilunalidewis asnliwinnulddmefiszdasziannnhit amendaneufisznanim
aﬂ:ﬂ&]ﬁ’ﬁ (TG911/2Jun18/LHR-BKK/F Class)

Aae & P A PRy & A = acg g v a
loudiasuns lifinssaunuieswgemndamsdaay aflanandinewslausn nalwuinig
Aaa o< a o A Aac ~ Lo oA o A A A
launidauinifansona1sinold ldmaaswanels waauddiomenaiaiiaden luansiinen
A o & o a & o o o ) A . o A A A ' ) ' o
nbsdnlouninlasy  Bnnsdadasipsmarsawas lifimamuivelaiudaniald whladgnd

AautalImanenn uamsAuSmiTeuand 1 anuTaLaw (TG925/24Nov18/MUC-BKK/C Class)

o v [ A PN ' Af A< ae | w A ' LA o o o A
wWinNudanIUUnaIastn o EWoIM TN RSN I awin lidaaau snwnd
winudnvuu I lisuemawise eyl Tliiuezilesunony taldudaudn

(TG624/280ct18/BKK-MNL/Y Class)

Cabin crew was not responsive to passenger’s request. My calls weren’t answered.
(TG670/90ct18/BKK-CTS/Y Class)

o v v A 4 A a a o oA o v &
WIHNITUADUITURUINTUAL ;\lwqmﬂﬁ&lmimﬂwﬁﬁaﬁa NNAANINNDALINLLNVIUEN AT final

security check riaw take off Hyiuna guinaaatiay wliilasmadansldaislamwinaudadwds

BKKSZ

Page 19



w1 uananis sadadagiivueddng galley vanun iNammmbuuszifivinsdwridiafiofnisunu
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Fndwnbudnualdlaniian 9 uazhinaasls miwinauiuililddenudulauszsnlung

uSmsanwinle

(TG649/25Nov18/FUK-BKK/Y Class)

4.4 YoNansl 5 dwALULINLAINIEN 4/2561 BUIAINTULINT
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[2) %1201 INNNTRUINT DUV BUDHINI P | Huilsenan
* * WILN BN
1. Attitude of Cabin Attitude of Cabin Attitude of Cabin Performance of Attitude of Cabin
Crew Crew Crew Cabin Crew Crew
2 Performance of Performance of Performance of Attitude of Cabin Performance of
Cabin Crew Cabin Crew Cabin Crew Crew Cabin Crew
3. Meals/Dessert/ Meals/Dessert/ Meals/Dessert/ - Meals/Dessert/
Snack Snack Snack Snack
4. Drink / Beverages Drink / Beverages | Drink / Beverages - Seat
5. -

Seat

Seat

Seat

Drink/Beverages
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1) ianaduaznisianloldadlnaasuasnknawaawsy (Attitude of Cabin Crew)
Faduszninadayad dadasuirinny 1:10.01

Léaaﬁﬁﬁwugaqﬂﬁa winsnudausuusnsasle fanuarlaldlunsanise vsmsdesasiy wianlw

anutmnie MliElasssiinavdulauazonugulunadums

- winudeusuuwazasduldusnisediefioandn qualalalunnaeaziBoansaanisdunis
laslannzuaunia 33esysnguns uazquoigmiont azwsfing Tiuimsldifiuanuaenisadnoun
wane Wanuduay nlilesuanuazainsunsasaaiiisain (TG471/160ct18/BKK-SYD/F Class)

- dervlalunsusnszeswiinanudansuunieiadnge flChabachai M. AuSarita M. A tuKrisada W.
AmRatchadawan W. qauPattaraporn S. fljuaniaidasanutenlals ua:dfsunfnin sudw vuly
fi9 Air purser LAz Inflight manager ﬁﬂaﬂéwmvmwazmnmaamﬁ'mﬁuf: (TG921/30Sep18/FRA-
BKK/C Class)

- I'm really impressed the service provided by the crew named Phuchakintra P. and Sugeekan A.
Phuchakintra P. were very polite, attentive and made sure | had exactly what | wanted in a very
friendly way. And due I'm allergic to cow’s milk, Sugeekan A. offered me solutions of coffee | could
have. The service was the best. | felt very comfortable throughout the flight. (TG600/50ct18/BKK-
HKG/C Class)
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Hlauaniiaua fundunsule fiaugenunisliuinng dlddlasansiindanuglleas
(TG910/50ct18/BKK-LHR/Y Class)

There were one steward and one hostess; both were very nice and helpful. Asking customers’ needs
politely and very helpful which | never experienced in other company. They were with smiles all the

time, and help me proactively even | don’t ask.(TG677/130ct18/NRT-BKK/Y Class)

2) USEANTAINNITNI NV BINIENINWABUIU (Performance of Cabin Crew)

&@damm’iwﬁagaﬁ do TayaTy WinAu 1 : 3.93
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My service on this flight with Wipaporn K. was excellent, she constantly checked on me to make sure
that everything was fine. She also provided a first class service to me. Also Ekasith V. who is her co-
worker provided great service too. (TG475/260ct18/BKK-SYD/F Class)

Many thanks to IM.Danai Kandaworawongse, ASE.Wichaya Charuworn, and AHE.Ratchada Jindaluang
for excellent service. Their service was above what | expected. (TG931/18Nov18/CDG-BKK/F Class)
Thai Airways is still one of the best airlines; the cabin crew is clear and well organized. The service on
this flight was exceptional, friendly, attentive and efficient. Wipaporn K. was the one that perfect in
providing excellent service. (TG916/130ct18/BKK-LHR/C Class)

| appreciated the excellent service on this flight. | was pleased and impressed with the wonderful,
professionalism and skills of the crews, Nicharat G., Napat P. and Aubsornsawan B.
(TG340/140ct18/DAC-BKK/C Class)

Cabin crew has been quite exceptional. I've never seen such a professional crew working together.
Especially Peevara Suppadit, Tossawan Yongdeemittapap, Jakkarin Auetae, Nattanun Marittida, and
Aphisorn Chutaweru provided exceptional service and hospitality. (TG466/30ct18/MEL-BKK/Y Class)

It is amazing journey for me this time; | really appreciate the excellent service by your cabin crews,
especially Panit C. and Soranee M. It is the best service | have ever seen such a wonderful service in

my last 28 years travel experience. (TG639/140ct18/HKG-BKK/Y Class)

3) 211sNUINSUKLASILK (Meal/Dessert/Snack)

FOFIWITWINTOYAA do TayaTuLyinny 1: 1.21

Saaﬁﬁﬁwmﬁaqmﬁa mmﬂﬁ’mqﬁuﬁ ﬁqmmw LRYIRTIABTaN

omssaasowlangeddouuasdanumanzay (TG472/120ct18/SYD-BKK/F Class)

The food especially the pre-selected Thai Green Curry was extraordinarily good.
(TG475/3Dec18/BKK-SYD/F Class)

a1n1IE U InsuaznsaNananIa Crispy Pork Belly asaganneg

(TG925/40ct18/MUC-BKK/F Class)

The food was simply superb. | chose your local menu and it was fabulous; fresh, hot, spicy (not too
much spicy) with clean flavors. (TG461/10ct18/BKK-MEL/C Class)

The food was the best that I've ever had on airlines.

(TG916/100ct18/BKK-LHR/C Class)

Fradaninln waziadesifoaf@sWandaenu 1iu HeWAusad muwﬂi‘nju IFTIAIBLNIN
(TG917/40CT18/LHR-BKK/Y Class)
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- 2wnIeteud: TauNNn aTwadasaugnulaiiTauazka il unadsaninunases
(TG491/10Nov18/BKK-AKL/Y Class)
- onsaut linziw ldaniatasann (TG415/220ct18/BKK-KUL/Y Class)

4) Lﬂ%ma&l (Drink/Beverages)
Jsasuszniniteyad dadayasy iy 1:1.74
Léaaﬁﬁﬁwugdq@ﬁa wdeaanea g Tl uaz wraLl g mnIwe
- Beverage quality was high level. (TG921/5Dec18/FRA-BKK/F Class)
- Wine and champagne was premium quality. (TG911/250ct18/LHR-BKK/F Class)
- e30vaunaaLisunTy (TG920/17Nov18/BKK-FRA/F Class)
- Red wine and champagne were good quality. (TG432/170ct18/DPS-BKK/C Class)
- 1@3898NANN (TGB00/50ct 8/BKK-HKG/C Class)
- The choice of beverages was perfect. (TG922/27Sep18/BKK-FRA/C Class)

5) 11 (Seat)

a £

ﬁﬁ'@mm:wj']ﬁagam AovauaTsy Wiy 1: 0.72

U
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- filIRE@INELNY §un (TGY11/10Dec18/LHR-BKK/F Class)

- dervlluifindanuazainaue (TG475/270ct18/BKK-SYD/F Class)

- fiislusugsio eaws ndLwLNY (TGE45/15Dec18INGO-BKK/C Class)

- Seats were very comfortable and very high standard. (TG619/250¢t18/CTU-BKK/C Class)

- ﬁmfum:qﬂmﬁ@m gilasuaiumutndivrzaulavildueuaune (TG935/16Dec18/BRU-BKK/C
Class)

- REEAINELN AL RNAUTIAN (TG465/7Dec18/BKK-MEL/Y Class)

46 ﬁ'mm@maagnﬁﬂmma 4/2561

BKKSZ
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wiBouddie (lisn'ne) 29.7
ﬂ:[‘j‘ﬂ 23.8
alusNLne 2.9
AZIBBANNA 0.5
2IWIM 0.2
ALUININATY 0.1
laiszysma 7.3
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4 ﬁmu?msﬁLﬂ%@”’;%’;"‘mzﬂ”uaaﬁﬂs Foananuninalatesninandmny lagnsliusnindedu nslvusnsin

u'lod u,a:ﬂ'lﬂﬁu'%ﬂ'lsa'lmil,l,azm?adﬁwﬁ'ugiﬁa fazuuutasninitnaunesasas 1.98 S0UAT 7.36 WATIBUAT 2.79
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a s =1 Sl ] s 1 6 o
2 ﬂqfﬂiﬂﬂéﬁigﬂﬂﬂ'y\NW\iwa ] HBWIYIA ALNWNIN 2561
IATA-Airs@t — Overall Satisfaction 1 2 3 4 5
(Target)
519.4 a ® A
2.1 M RUINTILDADN rREGH 74.48 75.48 76.48 77.48 78.48
Y Aa 1 [=3 I3 v
2.2 mslrusmsdmwiulod Souas 50.67 53.00 | 5533 | 57.66 | 59.99
Y a -~ =l o a v
2.3 ﬂ']{l'ﬁﬂiﬂ'lia'l‘ﬁ'li memimﬂ&l(ﬁ%qina) PREGH 52.29 54.72 57.15 59.58 62.01
~ L £ o = a
2.4 N1FUINIFVDINWBNITWADWIUUKBLAIDIUW
2.4.1 |IATA-Airs@t WA 10 9 8 7 6
2.4.2 Skytrax WAl 9 8 7 4
2 msﬂ%‘uﬂyszﬁumwﬁawa‘la wie | awnawais | lasang | lasana | lasana | Tasana % Diff Tasana % Diff
IATA-Airs@t — Overall Satisfaction n huang 1/2561 | 2/2561 3/2561 4/2561 (lasana 1-4/12561 | (12 \Gaun-
4/61-11wnng) hnane)
a & a o
21 ﬂ’ﬁiﬁ'ﬂiﬂ’liwﬂa% DR 78.48 74.49 69.68 76.98 76.50 -1.98 74.41 -4.07
a 1 [ %
2.2 malgusnsawiulod Souae 59.99 53.86 53.37 54.02 52.63 -7.36 53.46 -6.53
2.3 ﬂ']iiﬁﬂ%ﬂ’]ia’]ﬂ’]i hay Sasaz 62.01 62.88 59.86 57.51 59.22 -2.79 59.87 -2.14
1AIDIAN (FHFIND)
2.4 N1FLINITVRINHNIUBADHTU
UnLATaIln
2.4.1 IATA-Airs@t Sueu 15 8 11 ‘ 10 ‘ >4 ‘ 12 >6
2.4.2 Skytrax auaL 4 4 Target
I v a =S 1 ' a & A 19/ a 1 I3 VL 6 VL
5.1 BWILBNUDAIIAINNNINALAAANITUINIILTADY LRSNITEDUINIINIULIY ‘ﬁ@llﬁﬂ%i’lﬁ MINR
Corporate KPI 2018
Target = 78.48 Target = 59.99
Total Class Total Class
Check-in Website
Quarter Quarter Quarter Quarter Quarter Quarter Quarter Quarter Quarter Quarter
472017 | 172018 | 272018 | 372018 | 472018 4/2017 | 172018 | 272018 | 372018 | 4/2018
1JL | 85.65) 1.VS | 8842 1.QR [83.97 1.JL [ 8592 1.EK | 86.10 § 1.EK | 76,97} 1.5Q | 76.68 | 1.EK | 78.35 | 1.EK | 81.24 ] 1.EK | 80.14
7.5Q | 83.58| 2.5Q | 86.30 | 2.EK | 82.62 | 2.5Q | 85.82 | 25 |82.92 | 2L | 7210 | 2.6K | 75.77 | 2.0R | 7086 | 2.5Q | 7771 | 2KL | 77.67
3.VS |83.14) 3L | 8544 3.JL |81.98] 3.EK |82.83] 3.AY |82.17 § 3.AF | 7094} 3.VS | 70.74§ 3.5Q [ 70.70 § 3.JL |74.32 | 3.QR | 73.01
3.QR |83.04| 4.0R |84.37| 4.X | 81.08 | 4.QR | 8245 [ 4JL |82.14 | 4KL |69.85| 4L |69.49 | 4.5V | 70.00 | 4.QR | 68.36 | 4.vS | 71.72
SEK |8151] 5. | 79.22| 5.0X | 80.47 | 5.LH | 81.07 | 5.KL | 80.77 | 5.50 69,53 | 5KL | 6851 5L | 69.13 | S.AY | 67.30 | 5.5Q | 67.77
6.V [80.12| 6KL | 79.03 | 6.5Q | 79.19 | 6.X | 80.21| 6.50 | 75.98 | 6.0R | 67.77 | 6.QR | 68.18 | 6.KL | 66.56 | 6.V5 | 66.10 | 6.KU | 66.63
7CX | 7761 | 7AY | 7712 7.0H | 78.06 | 7.8A | 7814 | 7.0R | 79.08 § 7..X | 64.56 | 7.5V | 67.86 | 7.vS | 6562 | 7.5v 6535 7.5V | 66.74
876 [77.21] 6.cK | 76.62| 6.8A | 77.12 | 8AY | 78.08 [ 8.0X | 78.02 | 6.VS | 64.05| 8.5U | 64.49| 8.X | 6543 | 6.0X | 63.86 | 8.9L | 66.20
9AF | 76.47 | SIX | 75.15 | 9KL | 77.10 | O.KL | 77.68 | 916 [76:50f 9.5U | 63.45 | 9.KU | 63.75 | 9.CX | 64.47 | 9KL | 63.39 | AVG | 6251
10.8A | 76.37 [ 10.EV | 75.02 | 10.VS | 76.10 |10-TG|76:98] AVG | 74.88 | 10.5A | 63.20 | 10.AF | 63.60 | AVG | 6198 | 10.LH | 63.31 | 9. | 62.30
TL0X [ 7573 | 1L.CX | 74.81 | 1LAY | 75.35 [ 11.VS | 76.47 [ 10.0H | 74.55 § 1L.LH | 627 | 1L.LX | 61.43 | 10.BA | 61.85 | AVG | 61.78 | 10.8A | 62.08
AT | 7465 [I2TG| A8 125V | 74.35 | 12.0K | 75.80 [11BA | 7337 || 12.5V | 60.8 | AVG | 60.62 | 11EV | 6141 [ 117K | 61.46 | 11.H | 61.16
13.KL | 7433 | AVG | 74.41 | AVG | 74.13 | 13.KU| 75.12 | 12.LX | 72.84 | 13.EY | 60.53 J 12.EY | 59.96 § 12.AF | 61.33 | 12.KU | 60.58 | 12.LX | 60.68
AVG | 74.24 | 13.BA| 73.37 |13.TG|69.68] AVG | 75.01 J13.CZ|72.15 § AVG | 59.79 §13.LH [ 57.98 § 13.LH | 60.23 | 13.BA | 59.05 | 13.TK | 58.90
14.50 71.78 [ 14.50 | 72.43 | 14.EY | 69.08 | 14.EY | 72.23 | 14.KU | 70.14 | 14.AY | 56.22 | 14AY | 57.27 | 147K | 59.83 | 14.CX | 58.43 | 14.AY | 57.92
5.1 | 69.42 | 15.KU | 71.39 [15.VN | 68.77 [ 15N | 70.78 | 15.5V | 69.77 § 15.CX | 55.56 | 15.7K | 56.57 | 15.AY | 58.70 | 15.AF | 56.57 | 15.AF | 56.69
16.VN | 68.56 | 16.AF | 71.00 | 16.TK | 68.75 | 16.TK | 70.31 [ 16.VN | 66.76 || 16.KU | 55.15 | 16.8A | 56.46 | 16.KU | 58.42 | 16.EY | 55.30 [ 16.EV | 53.38
T7KU | 66.56 | 17.7K | 70.45 | 17.KU | 68.25 | 17.5V | 68.42 | 17.6¥ | 66.30 | 17.7K | 51.63 | 17.X | 55.23 |i7.16|53.37|17.T6|54.02|17.76|52.63
16.5V | 66.34 | 18.5V | 67.75 | 18.CZ | 67.76 | 18.CZ | 65.38 | 18.AF | 66.01 || 16.UN | 50.53 |1B.TG|53.86] 18.VN | 46.37 | 18.N | 52.23 | 18.CZ | 46.79
197K | 65.21 | 19.VN | 67.15 [ 19AF | 67.23 | 19.AF | 62.82 | 19.TK | 65.00 | 19.TG|@5:30] 15.VN | 43.31 [ 19.CZ | 40.97 | 19.CZ | 39.91 | 19.VN | 41.56
30.C7 | 64.74 | 20.CZ | 56.92 | 20.A1 | 54.62 | 20AT | 55.99 20.AI | 35.71 | 20AT | 33.75 | 20.A1 | 40.96 | 20.A1 | 35.43
21.AI | 57.61  21.AI | 55.19 21.CZ | 28.22 §21.CZ | 32.01
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Wunelasing
Corporate KPI 2018 |
Target = 62.01 Target =dudu 6
Business Class Total Class |
Food & Beverage Cabin Crew

Quarter Quarter Quarter Quarter Quarter Quarter Quarter Quarter Quarter Quarter

4/2017 1/2018 2/2018 3/2018 4/2018 4/2017 1/2018 2/2018 3/2018 4/2018

1JL [85.05§ 1.QR [89.23f 1.JL |81.71] 1.QR |87.82] 1.QR | 84.20 § 1.JL |90.57§ 1.JL [90.79| 1.QR |88.03} 1.JL |90.93 ] 1.JL |87.76
2.5Q [77.93) 2L |85.19§ 2.QR | 79.15} 2.JL |76.44] 2.JL |79.72 § 2.QR | 83.23 ] 2.5Q |84.29 2.JL [86.22 | 2.QR |87.05] 2.QR | 87.05
3.QR | 71.9813.5Q |81.41§3.5Q | 73.77§ 3.VS | 73.62 | 3.EK | 71.42 }§ 3.5Q | 83.19] 3.QR | 83.21 ] 3.5Q | 79.96 | 3.5Q |86.06 | 3.5Q | 84.45
4.LX |67.39] 4.5U |69.12 f 4.EK | 72.89] 4.LX |73.33 | 4.TK | 69.50 |§ 4.VS | 73.92] 4.VS | 74.93 | 4.CX | 77.54 | 4.CX |80.07 | 4.VS |77.19
5.VS | 66.08 ) 5.LX |67.72 f 5.TK | 70.57] 5.EK | 70.98 | 5.5Q |69.26 § 5.EK | 73.59] 5.LX | 72.96 | 5.AY | 76.84 ] 5.AY | 79.60 ] 5.LH | 76.90
6.TK | 65.61] 6.AY | 63.97 | 6.VS | 67.28 6.TK |68.27 | 6.EY |68.95 | 6.CX | 70.41] 6.KL | 72.23 | 6.EK | 76.72 | 6.VS |78.94 ] 6.EK | 76.38
7.KU [63.89] 7.VS |63.62 ) 7.LH |64.04] 7.5Q |66.93] 7.KU | 66.67 § 7.LX | 70.26 ] 7.SU | 71.98| 7.VS [75.94} 7..X |77.70} 7.CZ | 75.14
8.EY |63.48 [ 8.VN |62.93| 8.AY |61.76] 8.EY |63.39| 8.VS |66.62 | 8.5U | 68.42| 8.AY | 71.43 |8.1G |72.50] S.EK | 77.44 | 8.AY | 73.68
9.5U [61.33] 9.TK [62.89 § 9.CX |60.17 | 9.VN | 62.67 ] 9.LX | 66.52 § AVG |68.24] 9.EY | 70.79| 9.KL [72.33 ] 9.LH |72.99 | AVG | 73.13
AVG | 57.28 R0.TG|62. 0.TG|59. AVG |61.43110.VN|66.41 § 9.AY | 67.7710.TK|70.31 J10.LH | 71.61 J10.KU | 72.65 f 9.KL | 72.10
10.AF| 55.2 J11.EY|62.13 § AVG |59.8210.LH [61.10 J11.LH|64.71 § 10.LH | 67.69 | 11.CX| 70.30 § AVG | 71.35 | AVG |72.63 R0O.TG|71.

11.AI| 54.9 | AVG |61.87 J11.LX | 58.05]11.CX|59.34 | AVG |64.18 § 11.EY | 67.59 | 12.EK|69.53 |11.CZ| 71.22 §1.TG|71.77] 11.EY | 71.49
12.EK| 53.6 J12.CX|58.04 §12.AF | 57.80 §12.KU | 59.09 J12.AY | 63.13 TG|65.87] AVG | 68.67 |12.EY|69.16 §12.CZ|70.16 §12.CX| 71.16
13.CX|51.27 J13.EK | 56.28 J13.VN| 55.58 | 13.AY | 58.44 ] 13.5V | 60.84 § 13.TK | 65.52 §13.KU | 67.35 | 13.LX | 68.94 }13.EY | 68.95 § 13.5V | 70.92
14.5V| 50.58 | 14.5V | 55.64 §14.KU | 50.00 [14.TG|57.51j14.TG|59.22§ 14.KL | 65.46 | 14.LH | 66.26 | 14.BA | 68.78 §14.VN | 67.87 | 14.TK | 70.33
15.BA|49.52 | 15.KL | 52.98 §15.5V | 49.79 § 15.KL | 54.35 } 15.CZ | 57.77 § 15.BA | 65.29 j15.TG|65.65] 15.5V | 67.33 } 15.TK | 67.39 | 15.KU | 69.70
16.LH | 47.36 § 16.CZ | 52.41 }16.BA | 49.67 | 16.CZ| 50.84 ] 16.CX | 57.70 § 16.AF | 65.13 } 16.AF | 63.31 | 16.AF | 65.72 } 16.AF | 67.17 § 16.LX | 67.96
7.TG|47.17] 17.KU | 48.00 | 17.EY | 48.40 | 17.AF | 50.66 | 17.KL | 53.95 | 17.KU | 62.96 [ 17.CZ | 63.26 | 17.KU [ 65.48 | 17.KL | 65.36 | 17.VN] 65.29
18.CZ| 44.81 | 18.AF | 47.88 | 18.KL | 47.64 | 18.BA | 46.53 | 18.BA | 49.68 || 18.CZ | 62.48 | 18.5V | 60.50 | 18.TK | 64.63 §18.BA | 64.13 | 18.AF | 60.47
19.AY | 44.04 § 19.LH | 45.40 §19.CZ | 41.34 | 19.A1 | 42.47 | 19.AF | 43.56 § 19.5V | 59.27 | 19.BA| 57.64 | 19.VN| 61.79 }19.5V | 59.13 § 19.BA | 60.32
20.KL | 42.09 §20.BA | 43.53 | 20.AI | 20.83 § 20.SV | 42.31 20.VN| 57.00 §20.VN| 56.99 | 20.AI | 46.76 | 20.AI | 52.44
21.VN|41.54 | 21.AI | 39.39 21.A1|47.78 | 21.AI | 39.34

6. TBINNTLHEUNTIILIH 910 3 TadAa

1 TG Domain [\\sfbkkho5\voc folder]
2. THAISphere Homepage [Voice of Customer]
3. THAISphere — THAIfamily [SZ-RHomepage]
muTeandoaeil
1. Quarterly Report =>
1.1 \sfbkkho5\VOC\Customer Satisfaction Research & Analysis Department (SZ-R)\Quarterly

Report\Q42018
1.2 http://thaispheretique.thaiairways.co.th/thaifamily/sz-r/Quarterly Report/Quarterly Report.pdf

2. Customer Satisfaction Survey
2.1 TCSS =>
O \\sfbkkho5\VOC\Customer Satisfaction Analysis Group (SZ-L)\TCSS (THAI Customer

Satisfaction Survey)\Oct-Dec18

O  http://thaispheretique.thaiairways.co.th/thaifamily/sz-r/lhomepage/E-
Report/TCSS/Overall TCSS/Overall Customer Satisfaction TCSS Q418.pdf

2.2 IATA-Airs@t =>

O \\sfbkkho5\VOC\Customer Satisfaction Analysis Group (SZ-LNIATA-Airs@t\Oct-Dec18

O http://thaispheretique.thaiairways.co.th/thaifamily/sz-r/latagap.htm

2.3 Star OCSS =>

O  \\sfbkkho5\VOC\Customer Satisfaction Analysis Group (SZ-L)\Star Alliance\Q418\

O  http://thaispheretique.thaiairways.co.th/thaifamily/sz-r/alliance.htm
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Voice of Customer Analysis Report
Quarterly 4/2018 (October - December 2018)

Customer Relations & Service Quality Department (BKKSZTG)
Product and Guest Experience Department (BKKD?7)



e-THAI Customer Satisfaction Survey (e-TCSS)
Quarter 4/2018 (October-December 2018)

For internal use within THAI



o
Age

Under 22

22 - 34

35-44

45 - 54

55 - 64

Over 64

No. of Respondents

Gender
Male
Female

No. of Respondents

ROP

1. Member

1.1 Platinum

1.2 Gold

1.3 Silver

1.4 Basic

1.5 Unidentified Tier
2. Non Member

No. of Respondents

Reason for taking this trip

Business
Holiday

Visit friends / relatives

Others
No. of Respondents

BKKSZ Quarter 4/2018

(%)
1.0
21.4
26.5
25.1
16.1
10.0
11,924

(%)
66.0
34.0

11,924

(%)
44.5
1.4
20.3
37.7
34.0
6.5
55.5

11,414

(%)
26.1
55.6
16.2

2.1
11,924

Class of travel (%)
Royal First 0.8
Royal Silk 19.3
Premium - Economy 0.3
Economy 79.7
No. of Respondents 11,924
Occupation (%)
Specialist / professional (Lawyer,
151

Doctor, etc.)
Management 22.7
Entrepreneur 111
Employee 26.5
Retired 9.8
Student 2.6
Government Office 3.4
Others
No. of Respondents 11,924
Experience of Flying THAI ( times) (%)
1-2times 56.1
3 - 5times 26.5
6 - 10 times 10.7
11 - 20 times 4.0
more than 20 times 2.7
No. of Respondents 11,236

—

Remark : Reasons for choosing THAI

Respondents may choose more than one option.

Unweighted Sample Size

Nationality (%)
Thai 23.3
Asian (Non-Thai) 30.5
European 33.3
North American 3.7
Central American 0.1
South American 0.2
Australian & New Zealander 8.0
African 0.2
Others 0.7
No. of Respondents 11,924
Reason for choosing THAI (%)
Previous good experience with THAI 45.46
Direct flight (Non - stop) 34.01
Price 33.76
Frequent flyer / mileage program 29.77
Convenient schedule 29.00
Safety and reliability 26.87
In - flight service 26.67
Star alliance network 23.53
Best for connecting flights 23.32
Offer good value for money 17.72
Nationality of the airline 15.08
Brand image of the airline 12.07
Aircraft type 11.28
Recommended by travel agent /
friends / relatives B2k
No. of Respondents
11,924

For internal use within THAI

Source : e-TCSS Q4/2018
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Level of Loyalty

FEAUAINNIIINANAUDY AIURNE
anAdlsaansdulne
LOYAL ANUATNANAFZININ anA1aAu TG uuau
POSITIVE ANUANTNANGAAA UGS 61TULINT6 §RATAL
agAu TG usdguasfizatguaniinii gae1anaae
LRaula'le
AT RISK naugnaAIn lluduazaghinduunldusnaisan
siavldauwenenugy darsualudiulgeluson
ANAINRUUAIANII A9LAINA LU 16

Source : e-TCSS Q4/2018

BKKSZ Quarter 4/2018 For internal use within THAI
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Customer Loyalty by Route

Overall Europe Australia Indochina
# of # of # of # of
Percentage Percentage Percentage Percentage
customers customers customers customers
LOYAL 2,345 21.10 686 24.95 194 24.43 86 19.55
POSITIVE 5,836 52.51 1,492 54.27 362 45.59 228 51.82
HESITANT 1,635 14.71 324 11.79 119 14.99 84 19.09
AT RISK 1,299 11.69 247 8.99 119 14.99 42 9.55
Total 11,115 100.00 2,749 100.00 794 100.00 440 100.00
# of # of # of # of # of
Percentage Percentage Percentage Percentage Percentage
customers customers customers customers customers
LOYAL 217 18.90 303 17.46 41 27.70 371 16.22 447 24.64
POSITIVE 533 46.43 911 52.51 72 48.65 1,269 55.49 969 53.42
HESITANT 212 18.47 264 15.22 19 12.84 380 16.62 233 12.84
AT RISK 186 16.20 257 14.81 16 10.81 267 11.67 165 9.10
Total 1,148 100.00 1,735 100.00 148 100.00 2,287 100.00 1,814 100.00

BKKSZ Quarter 4/2018

Unweighted Sample Size

For internal use within THAI

Source : e-TCSS Q4/2018
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GICO Overall Rating Satisfaction by Touch point

CSI Trend Total Class Weighted Sample Size

e-TCSS -Total Class - Overall Satisfaction by Service Items Comparison
October - December 2018 vsOctober - December 2017)

100 -

87.78
83.67 81.89

77.69
76.34 73.80

75 58, 70.68
2 60.98

CSI(%)

25 =
i 86.76 68.21 82.92 57.87 76.28 40.47 80.71 58.27 70.19 49.32 76.18 62.98 72.33 77.00
Reservation = Website Chedk-in Lounge Boarding Irregularity Cabin Crew Food Beverages IFE Cabin Seat Arrival Overall
Ambience Satisfaction
m Oct-Dec17 il Oct-Dec18
Service It R ti Websit Check-i L Boardi | larity |Cabin C Food B IFE cabin Seat Arrival Overall
ervice ltems eservation ebsite eck-in ounge oarding rregularity |Cabin Crew 00 everages Ambience ea rriva Satisfaction
Oct-Dec18 87.78 68.98 83.67 60.98 78.12 41.28 81.89 58.51 70.68 50.84 76.34 63.25 73.89 77.69
Oct-Decl7 86.76 68.21 82.92 57.87 76.28 40.47 80.71 58.27 70.19 49.32 76.18 62.98 72.33 77.00
% of diff (Oct-Dec18-Oct-Decl17) 1.02 0.77 0.75 3.11 1.84 0.81 1.18 0.24 0.49 1.52 0.16 0.27 1.56 0.69

Source : e-TCSS Q4/2018

BKKSZ Quarter 4/2018 For internal use within THAI
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Overall Rating Satisfaction by Touch point
CSI Trend Royal First Class

Weighted Sample Size
e-TCSS -Royal First Class- Overall Satisfaction by Service Items Comparison
(October - December 2018 vs October - Decemberr 2017)
91.27
100 - 93.55
80.78 89.68 83.63 84.15 83.03
80.44 * 81.23
75
~~
S
=
@ 50 - 38.9;
25
0 90.86 59.04 88.83 79.44 82.65 61.77 93.10 73.52 88.13 46.96 85.19 88.96 82.31 87.03
Reservation Website Chedk-in Lounge Boarding Irregularity Cabin Crew Food Beverages IFE Cabin Seat Arrival Overall
Ambience Satisfaction
mm Oct-Decl7 == Oct-Dec18
. . . . . . . Cabin . Overall
Service Items Reservation | Website | Check-in Lounge Boarding Irregularity |Cabin Crew Food Beverages IFE Ambience Seat Arrival Satisfaction
Oct-Dec18 80.78 58.40 89.68 80.44 91.27 66.71 93.55 72.60 78.96 38.94 83.63 84.15 81.23 83.03
Oct-Decl7 90.86 59.04 88.83 79.44 82.65 61.77 93.10 73.52 88.13 46.96 85.19 88.96 82.31 87.03
% of diff (Oct-Dec18-Oct-Dec17) -10.08 -0.64 0.85 1.00 8.62 4.94 0.45 -0.92 -9.17 -8.02 -1.56 -4.81 -1.08 -4.00

Source : e-TCSS Q4/2018

BKKSZ Quarter 4/2018 For internal use within THAI 7
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Overall Rating Satisfaction by Touch point

CSI Trend Royal Silk Class
Weighted Sample Size

e-TCSS -Royal Silk Class- Overall Satisfaction by Service Items Comparison
(October - December 2018 vs October - December 2017)

100
87.20 87.27 86.10

75.26 78.09 76.58
75 67.83

57.99

45.76

CSI(%)
3

25 -
0 84.47 63.16 86.07 55.20 74.26 40.70 84.30 62.02 73.70 44.45 75.94 69.03 76.05 75.58
Reservation  Website Chedck-in Lounge Boarding Irregularity Cabin Crew Food Beverages IFE Cabin Seat Arrival Overall
Ambience Satisfaction
mmmm Oct-Decl? —a— Oct-Dec18
Service | R i Websi Check-i L Boardi | larity |Cabin Ci Food B IFE cabin S Arrival Overall
ervice temS eservation ebsite ecKk-in ounge oarding rregu arlty abin Crew 00! everages Ambience eat rriva satisfaction
Oct-Dec18 87.20 61.74 87.27 57.99 76.38 40.48 86.10 64.35 75.24 45.76 75.26 67.83 78.09 76.58
Oct-Decl7 84.47 63.16 86.07 55.20 74.26 40.70 84.30 62.02 73.70 44.45 75.94 69.03 76.05 75.58
% of diff (Oct-Dec18-Oct-Decl7) 2.73 -1.42 1.20 2.79 2.12 -0.22 1.80 2.33 1.54 1.31 -0.68 -1.20 2.04 1.00

Source : e-TCSS Q4/2018

BKKSZ Quarter 4/2018 For internal use within THAI 8
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Overall Rating Satisfaction by Touch point

CSI Trend Premium-Economy Class Weighted Sample Size

e-TCSS -Premium-Economy Class- Overall Satisfaction by Service Items Comparison
(October - December 2018 vs October - December 2017)

91.04

100 93.77 93.61 93.74 93.74
87.48

91.04

w
(=]

CSI(%)

i .\.
- 69.33 71.16
25

92.24 56.12 90.43 60.46 74.17 29.48 91.34 61.83 72.34 56.67 90.16 91.20 85.62 87.79

0
Reservation  Website Check-in Lounge Boarding Irregularity Cabin Crew Food Beverages IFE Cabin Seat Arrival Overall
Ambience Satisfaction
i Oct-Decl7 e Oct-Dec18
Service | R i Websi Check-i L Boardi | larity |Cabin Ci Food B IFE cabin S Arrival Overall
ervice temS eservation ebsite eck-in ounge oarding rregu arlty abin Crew 00! everages Ambience eat rriva Satisfaction
Oct-Dec18 93.77 75.20 84.78 62.63 87.48 37.58 91.04 69.33 71.16 48.59 93.61 93.74 93.74 91.04
Oct-Decl7 92.24 56.12 90.43 60.46 74.17 29.48 91.34 61.83 72.34 56.67 90.16 91.20 85.62 87.79
% of diff (Oct-Dec18-Oct-Decl7) 1.53 19.08 -5.65 2.17 13.31 8.10 -0.30 7.50 -1.18 -8.08 3.45 2.54 8.12 3.25

Source : e-TCSS Q4/2018

BKKSZ Quarter 4/2018 For internal use within THAI 9
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Overall Rating Satisfaction by Touch point
CSI Trend Economy Class

Weighted Sample Size
e-TCSS -Economy Class- Overall Satisfaction by Service Items Comparison
(October - December 2018 vs October - December 2017)
100
87.94
82.73
80.74
72.75
75 A
o)
g 50
™1
7]
(8]
25 -
) 87.27 69.82 81.92 76.77 40.17 79.49 57.00 68.97 50.67 76.04 60.79 71.08 77.20
Reservation l Website ' Chedk-in ' Boarding I Irregularity I Cabin Crew l Food ' Beverages ‘ IFE I Cabin ' Seat I Arrival I Overall I
Ambience Satisfaction
s Oct-Decl? == Oct-Dec18
Servi . bsi heck-i di lari bi d Cabin ival Overall
ervice ltems Reservation | Website Check-in Boarding Irregularity | Cabin Crew Foo Beverages IFE Ambience Seat Arriva Satisfaction
Oct-Decl8 87.94 70.84 82.73 78.42 41.35 80.74 56.92 69.49 52.20 76.50 61.88 72.75 77.88
Oct-Decl7 87.27 69.82 81.92 76.77 40.17 79.49 57.00 68.97 50.67 76.04 60.79 71.08 77.20
% of diff (Oct-Dec18-Oct-Dec17) 0.67 1.02 0.81 1.65 1.18 1.25 -0.08 0.52 1.53 0.46 1.09 1.67 0.68

BKKSZ Quarter 4/2018

For internal use within THAI

Source : e-TCSS Q4/2018
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IATA-Airs@t

Quarter 4/2018 (October-December 2018)

For internal use within THAI
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GICO IATA-Airs@t — TG Respondent Demographics
Total Class

‘European 81.3 ‘Male 75.7

: Holiday/leisure
Oceania 6.9 'Female 24.3 v/
Thai 6.6 |Business 23.3
: No. of Respondents 305
‘Asian 3.6 I\/isiting family or friends 15.4
mercan 13| AGERGE o 07
ISouth American 0.3 16-21 1.3 No. of Respondents 305
No. of Respondents 305 22-25 1.0
26-34 7.9
35-44 11.5
First 2.0 45-54 28.5
|Business 32.8 | 55-64 28.2 Unweighted Sample Size
|Economy 64.9 | g5+ 21.6
pecial Economy 0.3 No. of Respondents 305
No. of Respondents 305

Source : IATA-Airs@t Q4/2018

BKKSZ Quarter 4/2018 For internal use within THAI 12
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GI0O Top 5 Reasons for Choosing THAI
Total Class
Unweighted Sample Size
Jul-Sep18 Oct-Dec18
Reason Percent Reason Percent
1. Direct (Non-stop) flight 40.45 1. Direct (Non-stop) flight 48.85
2. Convenience of flight 36.89 2. Convenience of flight schedule 34.43
schedule
3. P_re_\/lous experience with this 32.04 3 Preylous experience with this 34.10
airline airline
4. Value for money 32.04 4. Value for money 32.46
5. Price 30.10 5. Frequent Flyer Programme 26.89

Total Respondents : 309

Total Respondents :

305

Remark : Reasons for choosing THAI

Respondents may choose more than one option.

BKKSZ Quarter 4/2018

Source : IATA-Airs@t Q4/2018

For internal use within THAI
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GICO

100

75

IATA-Airs@t - Overall Satisfaction by Service items Oct-Dec 2018 / Total class

IATA-Airs@t Total Class - Overall Satisfaction by Service Items Comparison
(October-December 2018 - October-December 2017)

"52.63

Q 76.50

71.98

68.47 66.55

250 57.05 -
o 39.61 .
25
5 94.77 45.30 77.21 34.16 55.50 58.42 40.16 34.44 65.87 41.16 68.76 64.47
Reservation Website Check-in Lounge Boarding  Cabin Seat IFE  Cabin Crew Food & Post flight Overall
Features Drink Satisfaction
Oct-Dec 2017 e A\/G Oct-Dec 2018 «@e=Qct-Dec 2018
Service Items Reservation|Website| Check-in| Lounge |Boarding| Cabin Features| Seat IFE | Cabin Crew| Food & Drink|Post flight|Overall Satisfaction
AVG Oct-Dec 2018 76.22 6291 74.88 | 52.05 | 68.94 59.17 47.89(47.38| 73.13 50.77 68.30 69.10
Oct-Dec 2018 71.35 52.63 | 76.50 | 43.33 | 62.86 57.05 39.61(37.19( 71.98 46.19 68.47 66.55
Oct-Dec 2017 94.77 45,30 77.21 | 34.16 | 55.50 58.42 40.16|34.44| 65.87 41.16 68.76 64.47
%ot diff (OctDec | 347 | 733 | 071 | 917 | 736 | -1.36 |-055| 275 | 6.11 503 | -0.29 2.08
18 -Oct-Dec 17)
Ranking
Service Items Reservation | Website | Check-in| Lounge |Boarding| Cabin Features | Seat IFE Cabin Crew | Food & Drink | Post flight | Overall Satisfaction | # Carrier
Oct-Dec 2018 16 17 9 17 16 11 15 14 10 11 8 11 19
Oct-Dec 2017 2 19 8 20 18 9 15 19 12 14 9 13 21
Source : IATA-Airs@t Q4/2018
BKKSZ Quarter 4/2018 For internal use within THAI
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100

~
9]

CSI(%)
U
o

IATA-Airs@t - Overall Satisfaction by Service items Oct-Dec 2018 / Business class

IATA-Airs@t Business Class - Overall Satisfaction by Service Items Comparison
(October-December 2018 - October-December2017)

\ 79.92

7 55.34
39.86 39.30
25
94.62 43.23 84.50 30.28 46.34 61.81 63.14 28.46 71.10 47.17 74.12 57.05
Reservation Website  Check-in  Lounge  Boarding Cabin Seat IFE Cabin Crew Food &  Post flight  Overall
Features Drink Satisfaction
Oct-Dec 2017  ===AVG Oct-Dec 2018 =@=Qct-Dec 2018
Service Items |Reservation| Website|Check-in| Lounge |Boarding/Cabin Features| Seat IFE |Cabin Crew|Food & Drink| Post flight|Overall Satisfaction|
AVG Oct-Dec 2018 | 78.49 65.77 | 79.51 | 50.19 | 70.51 68.11 68.49 | 50.47 77.79 64.18 75.59 73.11
Oct-Dec 2018 67.57 53.73 [ 79.92 | 39.86 | 55.34 60.06 57.06 | 39.30 71.83 59.22 74.63 63.38
Oct-Dec 2017 94.62 43.23 | 84.50 | 30.28 | 46.34 61.81 63.14 | 28.46 71.10 47.17 74.12 57.05
7 of diff {Oct-Dec -27.05 | 10.50 | -4.57 | 9.58 9.00 -1.74 -6.08 | 10.84 0.73 12.06 0.51 6.34
18 -Oct-Dec 17)
Ranking
Service Items Reservation | Website | Check-in| Lounge |Boarding| Cabin Features | Seat IFE Cabin Crew | Food & Drink | Post flight | Overall Satisfaction | # Carrier
Oct-Dec 2018 18 18 11 17 17 15 18 15 17 14 12 17 19
Oct-Dec 2017 7 19 6 20 21 15 14 19 11 17 12 19 21
Source : IATA-Airs@t Q4/2018
BKKSZ Quarter 4/2018 For internal use within THAI 15
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IATA-Airs@t - Overall Satisfaction by Service items Oct-Dec 18 / Economy class

IATA-Airs@t Economy Class - Overall Satisfaction by Service Items Comparison
100 (October-December 2018 - October-December 2017)
75
72.07 )
:\; 65.26 68.48
%50
36.97 39.73
25 30.17
94.42 47.34 74.17 59.77 56.57 27.34 36.80 62.40 37.32 66.35 68.23
Reservation  Website Check-in Boarding Cabin Seat IFE Cabin Crew Food & Drink Post flight Overall
Features Satisfaction
Oct-Dec 2017 = AVG Oct-Dec 2018 ==@==Qct-Dec 2018
Service Items Reservation| Website| Check-in|Boarding| Cabin Features| Seat IFE | Cabin Crew| Food & Drink|Post flight| Overall Satisfaction
AVG Oct-Dec 2018 | 75.08 | 61.13| 72.35 | 67.86 54.42 36.88| 45.75| 70.80 44.55 64.27 66.94
Oct-Dec 2018 72.26 |51.04| 74.44 | 67.37 55.53 30.17| 36.97 | 72.07 39.73 65.26 68.48
Oct-Dec 2017 94.42 |(47.34| 74.17 | 59.77 56.57 27.34]1 36.80| 62.40 37.32 66.35 68.23
%of diff (OctDec18 5516 | 370 | 027 | 759 | -1.04 283 017 | 967 241 | -1.09 0.24
-Oct-Dec 2017)
Ranking
Service Items Reservation | Website | Check-in | Boarding| Cabin Features | Seat IFE Cabin Crew | Food & Drink | Post flight| Overall Satisfaction |# Carrier
Oct-Dec 2018 14 16 9 9 8 13 15 9 13 9 7 19
Oct-Dec 2017 6 19 9 17 8 16 16 14 15 9 8 21

BKKSZ Quarter 4/2018

For internal use within THAI

Source : IATA-Airs@t Q4/2018
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Star - Online Customer Satisfaction Survey
(OCSS)

Quarter 4/2018 (October-December 2018)

For internal use within THAI
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BKKSZ Quarter 4/2018

Source : Star OCSS Q4/2018

For internal use within THAI

Star OCSS — TG Respondent Demographics Total Class
Unweighted Sample Size
Age Number Percent Class of Travel Number Percent
Younger than 21 years 14 1 First Class 16 1
21-30 years 200 8 Business Class 453 18
31-40 years 531 22 Economy Class 1,991 81
41-50 years 711 29 Total 2,460 100
51-60 years 572 23
Over 60 years 432 18 Prlmfatrz_PltJr_pose Number Percent
Total 2,460 100 of this trip
Business/Work 1,205 49
Gender Number Percent Leisure/Private 1,255 51
Total 2,460 100
Male 1,637 67
Female 823 33
Total 2,460 100

18
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STAR -OCSS- Total Class - Overall Satisfaction by Service Items Comparison

(October-December 2018 vs October-December 2017)

Star OCSS - Overall Satisfaction with THAI by Service Items / Total Class

Weighted Sample size

100
Oct-Decl7?  ==@=Qct-Decl8 ~—#—AVG Q418
- 71.86 B
' 66.85 ——65.74 66.44
62.57 — o
)
. 47.03 -l
o
25
0 73.61 43.13 58.06 63.47 64.99 45.16 43.32 53.99 59.74 64.86
' Chedk-in I Lounge I Boarding Punctuality ‘ Cabin Crew ‘ Food & Beverages I IFE ‘ Cabin Comfort ' Baggage Handling IO\.rerall Satisfackion|
. . X X . Food & . Baggage Overall
Service ltems Check-in Lounge Boarding Punctuality Cabin Crew Beverages IFE Cabin Comfort Handling Satisfaction
AVG Q418 72.27 53.73 68.55 71.26 73.87 49.41 49.43 58.23 67.63 68.35
Oct-Dec18 71.86 47.03 62.57 66.85 65.74 48.40 43.34 57.59 61.17 66.44
Oct-Decl17 73.61 43.13 58.06 63.47 64.99 45.16 43.32 53.99 59.74 64.86
% of diff (Oct-Dec18-Oct-Decl7) -1.75 3.90 4.51 3.38 0.75 3.24 0.02 3.60 1.43 1.58
Ranking
. . . . . Food & . Baggage Overall .
Service Items Check-in Lounge Boarding Punctuality Cabin Crew IFE Cabin Comfort . . . # Carrier
Beverages Handling Satisfaction
Oct-Dec18 12 21 16 19 20 13 15 13 22 12 28
Oct-Dec17 22 20 23 25 23 14 13 16 26 16 28
A/L members (28 Airlines) : A3, Ac, Al, AV, BR, CA, CM, ET, JP, LH, LO, LX, MS, NH, NZ, 06, 0S, OU, 0Z, SA, SK, SN, SQ, TG, TK, TP, UA, ZH
. L Source : Star OCSS Q4/2018
For internal use within THAI 19
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@3 THAI

GICO Star OCSS — Overall Satisfaction with THAI by Service Items / Royal Silk Class

Weighted Sample size

STAR-OCSS - Royal Silk Class - Overall Satisfaction by Service Items Comparison
(October-December 2018 vs October-December 2017)
100
Oct-Decl7 =@ (Oct-Decl8 —m—-AVG Q418
77.68
75 / 68.43 70.43
_ - Bl _——e=ss
Q .
1 51.72
()]
50
39.90
25
76.43 42.63 60.55 70.34 50.54 37.85 59.70 63.16 65.40
Check-in Lounge Boarding Cabin Crew Food & Beverages IFE Cabin Comfort Baggage HandlingOverall Satisfaction
i B 0] Il
Service Items Check-in Lounge Boarding | Cabin Crew Food & IFE cabin agga_ge .vera .
Beverages Comfort Handling Satisfaction
AVG Q418 78.39 52.57 65.49 75.21 54.44 47.68 64.15 68.74 71.24
Oct-Decl8 77.68 44.56 58.19 68.43 51.72 39.90 61.30 63.36 70.43
Oct-Decl?7 76.43 42.63 60.55 70.34 50.54 37.85 59.70 63.16 65.40
% of diff (Oct-Dec18-Oct-Dec17) 1.25 1.93 -2.36 -1.91 1.18 2.05 1.60 0.20 5.03
Ranking
Food & Cabi B 0] Il
Service Items Check-in Lounge Boarding | Cabin Crew 00 IFE abin agga‘ge .vera . # Carrier
Beverages Comfort Handling Satisfaction
Oct-Decl8 1" 17 16 18 17 1 12 14 13 22
Oct-Dec17 16 17 14 18 17 16 5 13 19 24

Source : Star OCSS Q4/2018

For internal use within THAI




@3 THAI

STAR -0CSS- Economy Class - Overall Satisfaction by Service Items Comparison

(October-December 2018 vs October-December 2017)

Star OCSS - Overall Satisfaction with THAI by Service Items / Economy Class

Weighted Sample size

100
75 70.62 _
; 63.32 e §5.23 65.72
2
= 50
v
(]
25
" 73.04 57.46 64.02 44.03 44.10 52.89 58.99 64.62
l Check-in Boarding Cabin Crew Food & Beverages IFE Cabin Comfort i Baggage Handling ]0verall Satisfaction I
Oct-Decl7 =@ Qct-Decl8 ——-AVG Q418
Service Items Check-in | Boarding | Cabin Crew Food & IFE Cabin Baggage (?veral-l
Beverages Comfort Handling Satisfaction
AVG Q418 70.75 68.42 73.30 48.13 49.18 56.65 67.17 67.53
Oct-Decl18 70.62 63.32 65.23 47.73 43.99 56.91 60.76 65.72
Oct-Dec17 73.04 57.46 64.02 44.03 4410 52.89 58.99 64.62
% of diff (Oct-Dec18-Oct-Dec17) -2.42 5.86 1.21 3.70 -0.11 4.02 1.77 1.10
Ranking
. . i 0] Il .
Service ltems Check-in | Boarding | Cabin Crew Food & IFE (ELI Bagga.ge .vera- # Carrier
Beverages Comfort Handling Satisfaction
Oct-Decl8 12 14 21 12 16 14 22 13 28
Oct-Decl17 22 23 23 13 12 16 26 16 28
A/L members (28 Airlines) : A3, Ac, Al AV, BR, CA, CM, ET, JP, LH, LO, LX, MS, NH, NZ, 06, 0S, OU, OZ, SA, SK, SN, SQ, TG, TK, TP, UA, ZH
i o Source : Star OCSS Q4/2018
BKKSZ Quarter 4/2018 For internal use within THAI
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