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INTRODUCTION 

•  The airline industry has been an attractive industry in Indonesia 
and has attracted many investors to invest in the industry. Thus, 
there are quite many airlines in Indonesia, even though it is 
difficult to start the business and to enter the market. 

•  In order to beat the competition, most airlines decide to 
pursue either price affordability (low-cost / cost leadership) or 
superior service quality and offerings (differentiation) by 
tailoring its offerings to match customer’s needs and providing 
best services (Fahmi, 2009).  

•  In the airline industry, quality refers to all aspects and criteria 
that defines the customer’s experience with the airline 
(Fageda, Jimenez, & Suarez-Aleman, 2014).  
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RESEARCH GAP 

Based on the literature, there are several approaches in 
assessing the service quality of an airline ; 
Ø SERVQUAL (Fahmi, 2009; Baker, 2013; Budianto, Gumarus, 

& Kristiana, 2014), Nevertheless, Kulašin & Fortuny-Santos 
(2005) argues that SERVQUAL dimensions might not be 
universal, but context-based, thus may not apply to 
every type of services. 

Ø Airline Quality Rating / AQR (Bowen, Headley, & Luedtke, 
1992; Gardner Jr., 2003). AQR measurement does not 
encompass every aspect of quality and its scores are 
ambiguous since it adds and subtracts scores across 
different quality dimensions (Gardner Jr., 2003)  
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RESEARCH GAP 

Based on the literature, there are several approaches in 
assessing the service quality of   
Ø Service Process Perspective / SPP (Tolpa, 2012; Kankaew, 

2013),  
Ø Service Disquality Index (Rhoades & Waguespack Jr., 

2008), and statistical methods, e.g. empirical multivariate 
analysis (Fageda, Jimenez, & Suarez-Aleman, 2014), 
regression (Greenfield, 2014), as well as structural 
equation modelling / SEM (Suki, 2014).  

 
However, an empirical implementation of service quality 
assessment for airlines by matching the management’s 
perception of service quality with the customers’ 
expectation is rarely available. 
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RESEARCH PROBLEM 

•  This concern is proven since the rank of some of 
Indonesia local airlines in 2016-2017 is decreased.  
(Skytrax, 2011 - 2016). It is necessary for Indonesia 
local airlines to assess the current level of service 
quality and the importance of each aspect of 
service quality to determine areas that require 
improvement; as well as the impact of service 
quality towards perceived service value. 
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RESEARCH OBJECTIVE 

(1) to measure the influence of service quality 
towards perceived service value,  

(2) to examine the gap between current level of 
perceived service quality and expected level of 
service quality, 

(3) to utilize Importance-Performance Analysis (IPA) to 
analyse what aspects of service quality that needs 
to be improved. 
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RESEARCH METHODOLOGY 

•  The survey was conducted with 120 respondents. 
The respondents were screened from loyal 
customers of some Indonesia local airlines (3 local 
airlines) who had flown regularly (or at least several 
times) in the last three years. The data collection 
was conducted using judgmental sampling method 
between April and May 2017 over a period of two 
weeks.  
•  The data obtained from the questionnaires were 

processed and analysed using several methods, 
which include: linear regression, gap analysis, and 
importance-performance analysis. 
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MODEL TO MEASURE THE INFLUENCE OF SERVICE QUALITY 
TOWARDS PERCEIVED SERVICE VALUE  
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MODEL TO EXAMINE THE GAP BETWEEN CURRENT LEVEL OF 
PERCEIVED SERVICE QUALITY AND EXPECTED LEVEL OF 

SERVICE QUALITY 
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THE IMPORTANCE-PERFORMANCE ANALYSIS (IPA) TO 
ANALYSE WHAT ASPECTS OF SERVICE QUALITY THAT 

NEEDS TO BE IMPROVED. 
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RESPONDENT’ PROFILE 
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RESULT AND DISCUSSION 

•  Analysis on the Influence of Service Quality towards Perceived Service Value 
(Linear Regression Analysis. 

From the table above, the regression equation can be formulated as follows: Y 
= 0.893 + 0.777X, where X: service quality and Y: (perceived) service value. This 
equation represents a positive relationship between service quality and 
perceived service value.  

Table above indicates that the R2 score of the regression model is 0.335. This 
means that service value is influenced in the amount of 33.5% by service quality. 
The remaining 66.5% are coming from other factors which are identified in the 
literature, such as Perceived Sacrifice and Customer Satisfaction (Cengiz & Yayla, 
2007; Huang, 2010; Hapsari, Clemes, & Dean, 2016). 
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RESULT AND DISCUSSION 

•  Gap Analysis on Perceived and Expected Service Quality 

The most significant gaps are 
discovered on the quality of 
departure/ arrival services and 
baggage delivery services with 
gap value of -0.812 and -1.043 
respectively. 
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RESULT AND DISCUSSION 

•  Importance-Performance Analysis to Determine Aspects of 
Service Quality that needs Improvements 
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CONCLUSSION 

•  This study concludes that there are still significant gaps 
between the perceived level of service and the expected 
level of service, thus Garuda Indonesia should improve its 
service quality to meet customer expectations. 

•  Importance-Performance Analysis shows that to meet 
customer expectation, the airline should reduce emphasis on 
the quality of onboard services, maintaining the quality of 
ticket purchase services, and check-in services, while 
focusing on baggage delivery services and departure/ arrival 
services. 

•  Moreover, regression analysis shows that Service quality has a 
stat ist ical ly s ignif icant impact, both part ial ly and 
simultaneously towards perceived service value (p-value: .
000), with hypothesized impact of 33.50%. Therefore, 
improvements of service quality have potential to improve 
(perceived) service value. 
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RECOMMENDATION 

•  In addition, to gather more insights on service quality 
and customer satisfaction, it is recommended to 
perform gap analysis both from customers and 
company side (Chen & Chang, 2005). This analysis can 
also be complemented by a qualitative analysis in-form 
of market research, focus group discussions, and in-
depth interviews to support and enhance the 
quantitative findings. 

•  Further research also can evaluate the impact of Service 
Quality towards not only perceived value, but also 
towards customer satisfaction (Hapsari et al., 2016), as 
well as customer loyalty, and word-of-mouth marketing 
(Cengiz & Yayla, 2007). 
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THANK YOU 
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