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Pengaruh Service Quality, Relational Benefits Dan Perceived Value
Terhadap Customer Satisfaction Dan Customer Behavioral Intention
Pada Penumpang AirAsia Di Surabaya

ABSTRAK

Industri transportasi udara di Indonesia mengalami banyaknya
perkembangan sehingga mengakibatkan bertambahnya jumlah maskapai
penerbangan. Perkembangan ini menyebabkan persaingan yang semakin
ketat dan mengharuskan perusahaan maskapai penerbangan untuk
memberikan pelayanan terbaik agar konsumen merasa terpuaskan.

Penelitian ini ingin mengetahui dan menjelaskan pengaruh service
quality, relational benefits dan perceived value terhadap customer
satisfaction dan customer behavioral intention pada Penumpang AirAsia di
Surabaya. Teknik analisis data yang digunakan adalah SEM (Structural
Equation Modelling) dan menggunakan program LISREL.

Penelitian ini mengambil 150 responden sebagai sampelnya yang
telah menggunakan maskapai penerbangan AirAsia minimal 3 kali selama 1
tahun, menetap di kota Surabaya dan berusia 17-50 tahun.

Kesimpulannya adalah terbukti adanya pengaruh service quality,
relational benefits dan perceived value terhadap customer satisfaction dan
customer behavioral intention pada penumpang AirAsia di Surabaya.

Kata kunci: Service Quality; Relational Benefits; Perceived Value;
Customer Satisfaction; Customer Behavioral Intention.



The Effect of Service Quality, Relational Benefits And Perceived Value to
Customer Satisfaction and Customer Behavioral Intention for AirAsia
Passenger In Surabaya

ABSTRACT

Aviation industries in Indonesia are having a really big development
as of now, thus the increasing of airlines number. This development makes a
really tight competition and airlines companies are pushed to the limit to
provide the best service to ensure customers are satisfied.

This research is developed to discover and describe the effect of
service quality, relational benefits and perceived value toward customer
satisfaction and customer behavioral intention for AirAsia passenger in
Surabaya. The analytical data technique that is used during this research is
SEM (Structural Equation Modeling) and it also used LISREL program.

This research collect the data from 150 respondents as a sample who
use AirAsia minimum 3 times for at least 1 year, settled in the city of
Surabaya and at least 17-50 years old.

The conclusion is that it is proven that there are effects of a positive
and significant service quality, relational benefits and perceived value
toward customer satisfaction and customer behavioral intention for AirAsia
passenger in Surabaya.

Keywords: Service Quality; Relational Benefits; Perceived Value;
Customer Satisfaction; Customer Behavioral Intention.



