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NAPAPORN THONGKAM: ORGANIZATIONL CULTURE IN INFLIGHT
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This study is a qualitative research which aims to investigate an Organizational Culture
in Inflight Service of Thai Airways (PCL) Attendants and to analyze the company’s human
resource management to develop cabin crews’ service operations in three aspects: the concept of
organizational culture, the perspectives towards capacity, and the human resource management
theory. The data used in the analysis were collected from the interviews with specialists from the
Human Resource Management Department, in-flight managers, pursers, and cabin crews.

The results of the study show that the perspectives towards capacity and the
organizational culture in service operations of the cabin crews must follow the requirements of the
company with some additional personal factors involved so that the operations could reach the
standard and organization’s goals. In addition, self-development in terms of perspectives and
capacity was extensively emphasized so that cabin crews would be able to work efficiently and
maintain the organizational image. For the operational culture, the company treated every staff
like family as well as instilled perseverance and disciplines onto every staff so that they would be
ready for every working condition. In terms of the capacity development, the company was found
to plan and manage its personnel to suit the operations under the condition that the staff must
represent Thainess through their operations. This led to a high recruitment standard to select only
those ready to work for the company. Furthermore, the company also analyzed the results from
every operation in order to improve its staff’s capacity and perspectives or solve any occurring
problem. It was recommended that the impacts from the change in governmental policies and
within the company itself should have been investigated as well in order to improve the operations

and staff.
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