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ABSTRACT

The objectives of this research are : 1) to study the level of customer’s satisfaction with low cost airlines services and
2) to study the level of service quality, which affects customers’ satisfaction with low cost airlines services. The
respondents were people who used low cost airline services at least one time per year. The sampling method is a
purposive sampling with the total sample size of 400 people. The instrument of this research is a questionnaire. The data
analysis from the survey were initially analyzed by using statistics: percentage, arithmetic mean, and standard deviation.
Multiple regression analysis with the Stepwise method was used to test the hypotheses based on the significance level
at .05 (95 % confidence level). The results showed that 1) the significance level of service quality on the average was at
high level (3.768), and 2) the level of customer’s satisfaction with low cost airline services on the average was at high
level (3.7063). The results of the multiple regression analysis revealed that the service quality factors (empathy,
reliability, assurance, and tangibles) affect the level of customer satisfaction at low cost airlines services, and explain
75.7 (R’=0.757) of the variance of the satisfaction.

Keyword: Low cost airlines, Empathy, Reliability, Tangibles, and Assurance
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