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ABSTRACT

Nok Air is the low cost airline in Thailand which trains the new staff using the senior-
junior training system. Nok Air executive managers believe that this training culture helps produce
the new staff with practical knowledge in the shortcut. From the organization analysis, not only
confuse knowledge transfer, the senior-junior training system is the cause of the blame culture as
well as the damage costs in organization. To reduce damage expenses, and increase learning
capability in ‘check in and ticket booth’, this independent study emphasizes knowledge
engineering and after action review as the solution. The research objectives are i) to study analyze
the critical issues in airport ground staff work performance; ii) to capture knowledge based of
experts using knowledge engineering; and iii) to develop quick reference ‘check in and ticket
booth’ for communities of practice Nok Air ground staff. 15 Nok Air ground staff are selected as
the case study under these two conditions which are i) work experiences from 1 month — 1 year;
and ii) their pretest scores are lower than 50 %. Research tools consist of paper based pretest and
posttest, after action review record form, and quick reference ‘check in and ticket booth’. The
analysis goes to percentage and the comparison between pretest and posttest. The results
illustrates that

1. 15 day implementation via quick reference ‘check in and ticket booth’, the ground staff’s
cognitive level in ‘check in’ job increases 70-80% while ‘ticket booth’ job improves 60-70%.

2. After action review record underlines that the ground staff creates body of knowledge

in ‘solution to check in and ticket booth’ after 15 days of quick reference implementation.



