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Abstract
The objectives of this study were to the develop problem solving communication
skills for In-flight service procedure of flight attendants at Thai Airways International. The
population of this research were 60 flight attendants comprising of 10-year and over

experienced, in-flight manager and instructors with over 20 years’ experience. Qualitative

method used in this study consists of 7 steps as: follows : 1) Study and conduct a research
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on primary data by collecting information from voice of customer, e-Thai Customer Satisfaction
Survey (e-TCSS) and Customer feedback report as well as assessment of flight attendants
performance, 2) Draft the approach of effective problem-solving skill, 3) Conduct the focus
group in order to produce communication approach for in-flight service procedure. 4) Collect,
Interpretation analysis and draft the service procedure, 5) Present the draft of service procedure
to cabin crew training department and collect management feedback, 6) Adjust the draft of
service procedure. 7) Design training material. The training material were design for Problem-
Solving procedure for In-flight service consisting 3 phases: pre—flight, in—flight and post-flight.
The learning process was primary based on three principles: safety, security, and service. The
results of this study show that guidelines of positive communication skill by using polite and
appropriate language to enhance customers’ relationship for resolving conflict situations and
also the details of training material will be used in flight attendant training courses in order

to develop problem-solving skills and integrate knowledge for maximized work efficiency.
Keyword : Communication Skill, Solving Problem Skill, Service Mind
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