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Abstract

The purposes of the study were to 1) to study consumer’s satisfaction with service
quality provided by Low-cost Airlines 2) to study consumer’s service image provided by Low-
cost Airlines and 3) to study the correlation between consumer’s perception of Low-cost Airlines
Service Image and consumers’ satisfaction with the services provided.

Four hundred and ten domestic passengers of Low Cost Airline, 135 from One-two-go
airline, 135 from Airasia airline and 140 from Nokair airline responded to questionnaires :
demographic data, the perceived service image , satisfaction of quality services. Descriptive
statistics and coefficient of correlation were applied to analyze the data.

The finding were as follows :

1) No significant difference was detected between consumers with different
demographics (gender, age, monthly income, occupation and airline used) toward satisfaction
from service quality of Low-cost Airlines.

2) No significant difference was detected between consumers with different
demographics (gender, age, monthly income, occupation and airline used) toward service image
of Low-cost Airlines.

3) Significant correlation at level .01 was indicated between service image of Low-

cost Airlines (people, place, process) and service quality satisfaction.



