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Abstract: Service sector has become more relatively important as it has become a most essential part of
any economy. One of the industries in this service sector is the Airlines industry. Being one of the modes of
transport that propels the economic activity of a Nation, it has become essential to study the quality of
service that should be made available to the users by this industry. So far the focus on airline service
research has been to identify airline selection criteria and performance rankings. Of late the focus of
research efforts has shifted to examine the issues inherent in various passenger segments. Prime objective
of this study is to analyse the relationship between air passengers’ class of service and their perception of
service quality and also purpose of the trip, and satisfaction. This investigation indicates that majority of
respondents perceived that responsiveness is most important, followed by tangibility, empathy, assurance
and reliability. In contrary, consumer satisfaction level is more for tangibility followed by responsiveness,
reliability, empathy and assurance.

Keywords: Airlines, Transport, International, Domestic.

REFERENCES

[1]. Chen, M.Y., 2003. A study on Airline Brand Positioning — An illustration of Customers Travelling FIT
America/Europe. Master thesis, Nan-Hua University.

[2]. Hansemark, O. C. &Albinson, M., (2004) "Customer Satisfaction and Retention: The Experiences of
Individual with Employees", Managing Service Quality. Vol. 14 (1).

[3]. Kossmann, M. (2006) Delivering excellence service quality in aviation: A practical guide for internal and
external service providers. Hampshire: Ashgate,

[4]. Martin-Cejas, R.R. (2006) Tourism service quality begins at the airport. Tourism Management, 27(5), 874-
877.

[5]. Saha G.C, and Theingi. (2009). "Service quality, satisfaction, and behavioural intentions: A study of low-cost
airline carriers in Thailand", Managerial Service Quality. Vol.19 (3), pp. 350-372

[6]. Yu-Kai HUANG The Effect of Airline Service Quality on Passengers' Behavioural Intentions Using
SERVQUAL Scores: A TAIWAN Case Study

[7]. Philip Kotler-Marketing Management, Pearson education.

Copyright to IJARSCT DOI: 10.48175/IJARSCT-7395 433
www.ijarsct.co.in



