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ABSTRACT

This quantitative research aimed to study service quality affecting the satisfaction of
low-cost airlines after the COVID-19 pandemic situation. The data were collected by using
questionnaire from 400 airline passengers, selected by purposive sampling, who travelled and
experienced on service of low-cost airline carriers. The data were then analyzed by computer
program employing related statistics including frequency distribution, percentage, mean, and
standard deviations. The results revealed that from 5 service quality dimensions, the satisfaction
level of assurance was at the highest level, especially, the airline service that provided a stable
and acceptable service standard, followed by tangible service at the highest level, service
reliability at the highest level, empathy at the highest level, and the responsiveness at the high
level, respectively.
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