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Abstract

The main purpose of this research was to explore Thai passengers’ attitudes
towards flight attendants, both positive and negative. This study was a qualitative
research. Data were collected from 12 informants who were Thai passengers, selected
by a combination of purposive sampling and snowball sampling. Semi-structured
interviews and participant observation were used as a means of data collection.The
collected data were then analyzed by thematic analysis (Braun & Clarke, 2006). The
research findings revealed that Thai passengers had positive attitudes towards flight
attendants according to the concept of Ajzen and Fishbein (1980) which included: 1)
cognitive component; 2) affective component; and 3) behavioral component. In term of
the cognitive component, 7 aspects were identified; having outstanding physical
personalities; representing key persons in an airline business; having service mind; having
good language skills; being able to deal/ solve problem efficiently; having better
opportunities; and requiring limited knowledge and skills to work. As for the affective
component, the informants had a variety of feeling ranging from admiring, being
indifferent; and feeling pity. Finally, as for the behavioral component, the informants
stated that they were impressed and would come back to use the service of an airline

in the future; and just saying thank you and smile.
Keywords: Fligsht Attendant, Attitude, Thai Passenger, Informant
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