The Results of Satisfaction Survey
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The project on assessing the satisfaction of the
public and entrepreneurs in the aviation industry on the
performance of the CAAT and disseminating information,
news, knowledge and innovations for 2020 focused on
two target groups: the general public and entrepreneurs
in the aviation industry. A total of 1,305 samples were
surveyed to assess the degrees of their satisfaction
with  CAAT’s performance. Another objective was to
disseminate CAAT information, news, knowledge and
innovations, which will lead to further development and
upgrading of CAAT’s operations.

In addition, in-depth interviews were conducted to
expand the insights gained from the quantitative research
study and to seek solutions that meet the needs and
expectations of the target groups as well as the demands
in the aviation industry. Out of the 16 interviewees, nine
represented airlines, two came from aviation agencies,
two were aviation training organizations, and three were
repair stations. The results of the surveys by types of
work are detailed below.

Regarding CAAT’s dissemination of information,
news, knowledge and innovation, the overall feedback
showed a high satisfaction level (3.59 on average, or
71.8%). The general public expressed a high satisfaction
level (3.70 on average, or 74.7%), while the aviation
industry expressed a moderate satisfaction level (3.40 on
average, or 67.1%). Precision and reliability of information
was the aspect that satisfied most respondents, while
accuracy of information and variety of dissemination
channels had the least satisfaction. Applicability and
contemporaneity were the key factors that most
influenced their satisfaction. Generally, it was perceived
that CAAT’s most urgent need was to comprehensively
disseminate up-to-date information that corresponds to

the current situation.
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With respect to CAAT’s services, overall feedback
showed a high satisfaction level (3.87 on average, or
77.4%). The general public expressed a high satisfaction
level (4.30 on average, or 85.1%), while the aviation
industry expressed a moderate satisfaction level (3.50
on average, or 70.9%). Personnel was the key factor
that most influenced their satisfaction levels. The queue
management system was the best aspect in terms of
promptness whereas staff attire was the most appreciated
aspect in terms of service personnel. Step-wise provision
of services was clearly foremost in terms of service
delivery processes. Cleanliness had the most votes
in terms of workplace conditions. The most significant
indicative need for CAAT was improvement in clarity of
new regulations and announcements to ensure correct
compliance. Other recommendations included adoption
of an e-documentation system, which will facilitate
document updating and reduce the area required for
document storage.

With respect to perception of CAAT’s overall
operations and services, feedback showed a high
satisfaction level (3.62 on average, or 72.4%). Both
target groups expressed a high satisfaction level, of
which the general public opinion (3.70 on average, or
74%) was slightly higher than that of the aviation industry
(3.50 on average, or 70%). The most important issues
were transparent operation in line with the principles
of good corporate governance and continuous follow
up and compliance with standards and instructions of
international organizations. Continuous development
of the organization, personnel and supporting systems
was the key factor that influenced optimum respondent
satisfaction. The issues that CAAT was most required
to address for improvement were reduction of redundant
processes and documents and development of an
electronic platform for communication with service
users and workflow. This included less use of hardcopy

documents.
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With respect to behavior of officers who provide
services, the overall feedback showed a high satisfaction
level (7.46 on average or 74.6%). Both target groups
expressed a high satisfaction level; the general public’s
level (8.61 on average, or 86.1%) was higher than that
of the aviation industry (7.02 on average, 70.2%). The
most appreciated behavior was the respect for personal
information of service users — staff did not offend
or disclose personal information without permission.
Meanwhile, the least appreciated behavior were attempts
to discover and understand the needs of service users
as well eagerness to address the problems that were
beyond the scope of their responsibility. Working in
strict conformity with the standards, protocols and
instructions without prejudice by staff was the key factor
that influenced optimum respondent satisfaction.

Based on the survey results, researchers conducted
the following analysis to identify the strengths and
weaknesses of CAAT’s services for further development
and improvement.

1. Dissemination of information, news, knowledge
and innovation. According to the analysis, CAAT has
achieved good performance in providing precise, reliable,
up-to-date and applicable information. The information
is objective, unbiased and includes technical references
that are internationally accepted. CAAT should maintain
this strength and, concomitantly, improve the presentation
of information. An easy-to-understand format is
recommended to enhance communication efficiency and
enable immediate use of information. In addition, CAAT
should adopt a more diverse approach to ensure that
the information is accessible to larger groups of service
users, this may include different forms of presentation
such as infographics to attract target groups and
information dissemination via various channels (online

media, for example).
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2. Improvement of the queue management system
for quicker service delivery. CAAT should improve the
queue management system to reduce time used in
each process while ensuring that services are delivered
within the set duration. The improvement should include
identifying appropriate service hours, setting order of
service processes in line with CAAT’s announcements,
providing boards/signs with symbols or information about
service processes and duration of each step, ensuring
appropriate locations for service areas and service
users for enhanced convenience, and providing sufficient
amenities (seats, toilets and so forth). In addition,
officers should be well prepared and willing to provide
services and answers. Service should be delivered in
a fair, transparent and professional manner and meet
international standards. Proper attire and clean sites
should be maintained.

3. Overall operations and services. CAAT has
established and developed a fair governance system
that meets international standards; it has continuously
developed its organization, human resources and
supporting systems. This is a strength that should be
maintained. It includes compliance with the standards
and instructions provided by international agencies and
operational transparency according to the principle of
good corporate governance. However, the promotion
and development of the aviation industry for greater
efficiency and a sustainable future should be improved
with urgency in order to enhance public recognition.
Besides, service delivery should adhere more to CAAT’s
vision: “Standards towards Sustainability” and this should
also be communicated to the service users.

4. The behavior of the officers who provide services.
A strength that should be sustained is strict conformity
with standards, protocols and instructions as well as
indiscrimination. Other strong points that should be
underscored are staff responsibility, transparency and
probity as well as respect for service users’ personal

information. However, an issue that needs urgent
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attention is for staff to learn and understand the
needs of service users and work accurately to address
their problems. This includes explanation of services
processes, problem-solving and intuition to give advice
without being asked. Besides, staff should acknowledge
all comments and suggestions of service users for further
development of services. Staff coordination should be
strengthened to ensure efficient delivery of services that
best meet the needs of service users.

Considering CAAT’s operations in the past year,
44 4% of the feedback showed that the corporate
image was better than in 2019. From the public’s point
of view, this was attributable to staff enthusiasm to
provide services in a quicker manner while feedback
from the aviation industry attributed the improved image
to operations that better met the standards required;
24.1% perceived no changes in CAAT’s corporate image
and 1.6% indicated that the image had declined mainly
because no progress had been made in addressing
complaints and officers changed details or regulations
without notification.

Regarding in-depth interviews with entrepreneurs
in the aviation industry, most of them expected CAAT
officers to work actively and seriously during office
hours and to provide information required in a quicker
manner, within the specified time and to meet the needs
of service users. In addition, they expected that relevant
agencies can contact CAAT officers directly out of
office hours, especially in emergencies. With respect to
personnel, most agencies expected CAAT officers who
provide services to have knowledge and expertise and
the ability to give clearer advice, especially on issues
related to relevant domestic and international regulations.
This will help to strengthen CAAT’s professional image
in terms of information provision. With respect to
service processes, CAAT should establish an internal
management system to facilitate coordination, reduce
unnecessary processes, enable less use of paper and

promote the use of information technology. In addition,
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authorized officers should be able to make a decision
or give approval more quickly; this will allow relevant
agencies to properly manage their operating time. With
respect to the service center, its one-stop service
provision should receive further promotion. Although the
online services have become more popular, the CAAT
office remains the main service center that is accessible
to the general public. As for the management policy,
CAAT should enlarge the waiting hall with additional
seats for service users. A modern interior design would
create a more pleasant environment and make service
users feel more comfortable.

Regarding news and information, most entrepreneurs
wanted CAAT to provide a summary of laws and
regulations that are enforced in associated regions such
as CLMV and EU. These may be published in the form of
guidebook so that they can be easily applied and studied
in preparation for assessment by CAAT. Since most laws
and regulations are similar, the guidebook should specify
precautions in each country that entrepreneurs must be
aware of. In addition, if there is a revision or update
of rules and regulations, relevant agencies should be
immediately notified. In case an action plan or measure
for handling the COVID-19 situation is issued and affects
the operations and assessment in the aviation industry,
the information should be disseminated extensively to
allow relevant agencies to further plan their corporate

management and prepare for the incoming situation.




M9 NSUTTEUINURTENNTAAAD WU 9N W,
AN190U TR bA Ay A NIz uIuNIIA L RUII LA
v a A = | & )
nslrssmsnyuiaziulageanystiasuiou luyauas
maqmjuEﬂﬂi:ﬂaumiqmm%niiumiﬁmﬁqLﬁmﬁ BEATNN
=1 a = A A v v lﬂl v 1 =
Fanudud nziasa’du wazndannazldanuaianas
waaud tadynn vﬁam‘*ﬁ'asdamafﬁ_lmg,u”l,umsmau
U U d! o v U dl o Wdz 1
dadnan Ten1syneIurasEIIntnRaINIsarin b aunIN
d' 1 1 a % G4 4 yda‘ g
WHanau LagaINTAREI NN NANHEIYDIDIANT LARE U
uananit nstadulugmuasn ladfinmsiuduun axnm
ungldnansssundviatdidued1ed Sndtelfua
waztivauldngssidouiuniisnudu 9 adramiiian
waztanuldnelduiasnisiniiruald lusmsifelnn
TUAIWTINVBIDIANTUATNITANAUIIY NITSTUUTURDU
MIHALINTUAZLENNTNN TINDIRUULEUlUNTRTIRU 2R
AnrsUuSuunumasdnsnsadatvsuldianaanadag
> 3
AUHINIFIUEINANINTYU Hawuwerenlunisfineng
seifloudateAuigInuNIATNNTNNTIRBIAINUTENG
N1NTU N IENITVNIUATEUIZEIUWINUTAIINAGDIA
1 ﬁl 1 =1 = v U dld
HINNINHanan SINDIIUNNITRTIAYITAY LBnuTNAH
v o ° X 2 v P &
msldsuusihuassuuziiane nndedayaiidulsslond
4‘ o U & Gl 1 o a a YV &
NazvinldasdnsnIarulsusiiuianssuldduldenw
dIU U v G 1 a v
W03 UNTNAULE WIaansarIunInTIalssnlE
1 < 3 v A d‘ a g 1
agglafan vreaseFeRTynINAadusznIng
ANTUTZEIWINU FIWINNIG AWN. NANTULASATSATND
maufladenand AonaazdaanszduamnIwnsyieuli
dA‘ ‘g % o % a‘d’d o
AEVIULAZEENANNENAUIN AN YU TasiTywiuas
qﬂaﬁﬂﬁLﬁ@%umnﬂszamﬁtﬁmiﬁwLﬁumus'mﬁ’uﬁ’u
AW, NRIUNT 12U N1TABUAIDINAID IAAILUZUILINATI
L%’WﬁﬁﬁmaiwmﬂﬁﬁmammmwﬁﬁﬂLLazﬂs:aumizﬁ
mnﬂiﬁmiﬁuﬁuﬁaé’wqﬁﬁmﬂ%’aﬁaﬁq WWax1nauda
Hnaw ﬁﬂﬁdﬂNa@iammL%aﬁuslummgﬂé'awaﬁaada
$#IaNITRUIFININ WA UBIA NTINUIUNINLAZANAU
FUADY FINAADNITLUINIAUILINUNSTURATDUIY
#dasnsdesa vildenuaslfnailunsdedioga auds
fogandazmelfluivlodnminsuaznimdongs Tud
anwsanndasiu (luneitunminsfidoyangszideoy
wIanasnsueauld Tasannsaaiiinandu Soft File
& (PDF File) usiastunmaengy Lufideyadona
%aUlnan) (Hudu

With respect to communication, CAAT has achieved
good performance and enabled uninterrupted operation
and service processes. Most entrepreneurs agreed that
CAAT staff have manifested willingness and eagerness
to provide assistance, solutions and information support.
In general, their performance has improved compared to
previous years and this helps to enhance the corporate
image. The staff have successfully worked with integrity
and probity in line with good corporate governance
principles. Regulations and measures have been enforced
with all relevant agencies equally under the same
criteria. To summarize, operations, service processes,
staff performance and the assessment protocol as well
as roles and regulations have been improved to better
meet international standards. Efforts have been made
to study international regulations and measures, which
facilitate more efficient operation and coordination. In an
assessment inspection, the inspectors provided useful
information, advice and guidance which enabled the
assessed agencies to operate in accordance with the
set standards and pass the inspection.

However, certain problems and obstacles have
periodically arisen during the coordination process.
For example, in some cases officers give answers or
advice based on their opinions or experience rather
than on research results or empirical evidence, this
affects the service users’ confidence in precision of
the information. The establishment of many divisions
within the organization with various work processes
makes it difficult for service users to communicate with
responsible units and it also takes considerable time to
receive required information. In addition, CAAT’s website
contains information in both Thai and English but the Thai
version provides PDF files of the rules, regulations and
measures that are available for public download while
no files of the English version are provided. If CAAT is
aware of and manages to address these problems, this
will help to improve the quality of work and develop

better outputs work-wise.




