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SERVICE QUALITY INDICATORS OF AIRLINE SERVICE BUSINESS
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ABSTRACT

Air transport industry is a fast-egrowing transportation model. The popularity of
using this transportation is increasing in term of the number of passengers and number
of cargoes because this transportation model can reduce a transit time. This is one
of the reasons why aviation industry is a fast-growing sector and highly competitive.
Several airline businesses attempt to implementing strategic management for
competitive advantage. Therefore, service quality improvement is an important business
strategy. This article aims to introduce the indicators that are used to measure service
quality of airline business. It can be an informative guideline for entrepreneurs who
are in an airline business in developing an airline strategy to better serve customers.

Keywords: airline service quality, quality indicator.

* Jeeanssdussinanumiviladafnduasldauniu augladafnduasdnnansivu i Ingdeas Uy
MeNVRYAYT

215d153¥1MSASUNU gaus



UR 15 aUUR 3 @ouunsIAU-0UIAL 2562

unu

NS ANUNANYLETININATIUN U AR tyeE 9Bl sUEELA LAY NS
Aasansludagamnedatemaiideants iugluvunmsvudedilafuanuden 1iesnan
ausInElunsAun vihldgsieanunsanszaedudludgniusegavaneiideanis
Ieegnemnisa Tnenduidnsanmauysal finnavivalis wasnovaussionufiosnIsves
anédnld Mewmdnaniieiligaamnssunisuudimsenmeadugnamnssuvuialg)
fflesdUszneuiiiisadesdnnuinn lngesduszneudAuesgnanmnssunsuudmIIeInie
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AtUNIWUSNNS (service quality)
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LL@id’auimjLLé”mu%’sJﬁsimmﬁsJﬂ%’ﬁ’;LL'UU SERVQUAL w84 Parasuraman, Zeithaml
and Berry (1988) uldlunsinnauninnisuinisansnistu il Pakdil and Aydin (2007)
nai1 uAdeiienld SERVQUAL Wugilums@nwiesaanmnsliuinsvesaenistu
warldunsin Likert iunasilunmsiananimnsusnisvesanen1siu aenndesiu Chou et
al. (2011) wag Park, Robertson and Wu (2004) #lduunaansinnmuninnisuinissmenis
UsgnALuIAANITINAMAINNNTUSNNSIY SERVQUAL

nsldumiAn SERVQUAL lunsinamninnsuinig du Chou et al. (2011) uas
Keshavarz et al. (2017) lafinwaaninnisusmsvesanenistulagldinasinisinaunin
a1en150umMen1siduuIAn SERVQUAL 1nUseendldiiunisinnaninnisliuinig desd
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MsUINIElagans anudilannussan siviyeElagans MU MINiowe Iy
AnuazmIntuNMgetnslagans wasmsiuletunisimiveslagans
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NSUTMTIANIG 19U UVRY Percin (2018) ﬁ'lLauaﬁa%i’mmﬂwwmﬂﬁu%mﬁmﬂmsﬁu
waNWIoaNUWIAN SERVQUAL Lol aisiaslifinnuni1sdnnis (management) HasAusenay
Ao UszAvBamnsliuinns manssnemsliuinmsludigsiaduiiiiendes uazarmaninse
vogniFeansnisiu 1unes Gupta (2018) FATfvtuinAe SAdunsdeamsuaznisuing
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