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ABSTRACT

Travel agency is one of the most important outlets for airline tickets.
Most of the people happen to become the customers of an airline because
they join a tour and take the scheduled planes or book and buy the tickets
through travel agencies. Therefore, the airlines should do more efforts to
understand how the travel agencies deal with the tickets and what their
perceptions toward its service quality. The main purpose of the study was to
investigate the assessment of the travel agencies to the service quality of the
airlines and tested if there existed significant differences. The data was
collected by questionnaire and analyzed using descriptive statistics such as
frequency and mean, T test, One-way Anova, and LSD. The major results
are as follows: 1.The travel agencies think highly of every service quality
factor of the airlines, especially those factors related to the flying safety and
accident handling. 2.The perceived satisfaction scores of the service quality
factors of the airlines by travel agencies are low. This means that the airlines
need to improve most of the service quality factors. 3. The factor analysis
found seven service quality factors and the ability of response was perceived
as the most important factor. 4.There existed significant differences among
the employees of the travel agencies with different ages toward tangible
service factor. The employees in different position had significantly different
perceived importance toward competition factor. 5. Travel agencies had
negative evaluation to the service quality of the airlines. Those service quality
factors with higher perceived importance had lower evaluation. 6.The
socio-demographic variables such as age, years in travel agencies, years in
current position, and yearly amount of the group travel of the company of the
subjects significantly affect their perceived evaluation toward service quality
of the airlines.

Key Words: Satisfaction, Importance, Perception.
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