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Abstract

The objectives of this research are to investigate the effects of COVID- 19 on job
competencies, motivation, and efficiency, and to study the impact of COVID-19 on work performance
that affects work efficiency. This study adopted a quantitative approach with a sample of 400
check-in staff at Suvarnabhumi Airport. Data were collected by using questionnaires and rating
scales with 5 levels. Statistics used in data analysis include mean, percentage, standard deviation,
and multiple regression analysis. The results showed that the overall job competencies affected by
COVID-19 were at a high level. Considering each aspect, the most affected by COVID-19 was
management, followed by coordination in providing services and providing assistance to passengers,
respectively. Also, the overall work efficiency was at a high level. The multiple regression study
found that the impact of COVID-19 on work performance in passenger facilitation, service quality
improvement, and service coordination, as well as the motivation of the check-in staff, affects work
efficiency.
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Research Conceptual Framework

Independent Variable Dependent Variable

Personal factors

1. Gender

2. Age

3. Marital Status

4. Education Level

5. Monthly Income

6. Work experience

7. COVID-19 infection history

8. Work duties during the pandemic

Promoting factors

Effects of COVID-19 on Job Competencies towards

Work Efficiency o Work Ef[ cien

- passenger facilitation _

- passenger assistance | - Quality of work

- Service quality Improvement - Quantity of work
- Contact and coordination in provision - Time management
- Management and planning — Expenses

Motivation Factor

- Motivating factors
- Sustaining factors

AN 1 NIBULKIAANITITE

Fig.1 Research Conceptual Framework
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Table 1 Number and Percentage Personal Factors of Respondents, classified as follows:

Check-in Staff

Personal factors

Number (people) percentage
Gender
Male 143 35.75
Female 257 64.25
Total 400 100.00
Age
21-25 years old 146 36.50
26-30 years old 85 21.25
31-35 years old 60 15.00
More than 36 years old 109 27.25
Total 400 100.00
Marital Status
single 339 84.75
Married 59 14.75
Divorced/Widowed 2 0.50
Total 400 100.00
Education Level
Less than an associate's degree or vocational certificate. 2 0.50
Associate degree or Vocational Certificate 1 0.25
Bachelor's degree 365 91.25
Postgraduate 32 8.00
Total 400 100.00
Monthly Income
Less than 15,000 baht 35 8.75
15,001 — 20,000 baht 132 33.00
21,001 - 25,000 baht 56 14.00
25,001 - 30,000 baht 28 7.00
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Check-in Staff
Personal factors

Number (people) percentage
30,001 - 35,000 baht 57 14.25
More than 35,000 baht 92 23.00
Total 400 100.00
Work experience
less than 1 year 3 0.75
1- 2 years 6 1.50
3 - 5 years 130 32.50
6 — 10 years 100 25.00
More than 10 years 161 40.25
Total 400 100.00
COVID-19 infection history
Yes 356 89.00
No 44 11.00
Total 400 100.00
Work duties during the pandemic
Yes 391 97.75
No 9 2.25
Total 400 100.00
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naudses st Saaiunnlan damou 339 au Anuduseuay 84.75 nqudtessaaulnay sz sy
NITANEITLAULZYYINT 91U 335 AU Anifiusaeay 91.25 ﬂzglwﬁq@ﬂwziqusfmg flsnelaszmang 15,001
20,000 U Fman 132 An Anuiusesas 33.00 nqudngaInlngydeignisiteusnnan 10 daul
daan 161 A Anfiusesay 40.25 ngussegsauiginefiszifinnsfiade COVID-19 d1u9u 356 Ay
Anuliuseuas 89.00 ngusey s e neillsraunisailunisufifeslusasiiinnsunsssineeate

To%aladn 41u9m 391 au Astiusesay 97.75
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Table 2 Mean and Standard Deviation of the Impact Factors from COVID-19 on Overall Work Performance

Effects of COVID-19 on Job Competencies towards Work Efficiency M SD. Level
- Passenger facilitation 3.61 1.07 High level impact
- Passenger assistance 3.62 0.97 High level impact
- Service quality improvement 3.50 0.99 High level impact
- Coordination in services provision 3.67 1.05 High level impact
- Management and planning 3.76 0.91 High level impact
Total 3.63 0.86 High level impact
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Table 3 Mean and Standard Deviation of Opinions on Overall Work Motivation.

Opinions on Work Motivation M SD. Level
- Motivational factors 3.86 0.73 High level opinion
- Sustaining factors 3.20 0.92 High level opinion
Total 3.53 0.74 High level opinion

4 . A . 2 N B S
91NA19°97 3 uaAsfiuan AonAnTiuausegelauniines Baemnduduaeis (aun au
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v
o o
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Table 4 Mean and Standard Deviation of Opinions on Overall Work Efficiency.

Opinions on Work Efficiency M SD. Level
- Quality of work 4.01 0.81 High level opinion
- Quantity of work 3.64 0.82 High level opinion
- Time management 3.91 0.81 High level opinion
- Expenses 3.48 0.91 High level opinion
Total 3.76 0.72 High level opinion
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Table 5 Impact Factors of COVID-19 Affecting Work Efficiency.

Unstandardized Standardized
Work Efficiency coefficients coefficients ‘ .
B SE Beta
Constant .586 143 4.092 0.000%**
- Passenger facilitation 113 0.28 .168 4.010 0.000**
- Service quality improvement 152 .031 .210 4.965 0.000%**
- Coordination in services provision -.120 .032 =177 -3.792 0.000**
- Motivational factors 524 .039 534 13.406 0.000**
- Sustaining factors 203 .031 261 6.547 0.000**

R =.784, R? = .614, Adjusted R square = .609, F = 125.311, p. = .000

**p < 0.01
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Fig.2 Working model for airport services in the COVID-19 era
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