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ABSTRACT

The aim of this study is to establish the customer satisfaction model
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of on-line ticketing for domestic airlines. This study designs an attitude
questionnaire and interviews sampled domestic air passengers ° The
content of questionnaire includes passenger’s demographic data, ticket
purchasing behaviour, service expectation, perceived service performance,
overall satisfaction and loyalty. The system equation model LISREL is
applied to investigate the relationships among variables in our model. In
addition, some suggestions for improving the marketing strategy of
airlines are provided based on the results of this study.

The findings of this study reveal: 1. passenger’s service expectation
shows not only a direct positive impact on perceived service performance
and but also an indirect positive impact on customer overall satisfaction
significantly, 2. passenger’s perceived service performance shows a direct
positive impact on customer overall satisfaction as well as loyalty
significantly, 3. both customer overall satisfaction and service expectation
have direct positive impact on customer’s loyalty significantly.

Keywords : airlines, on-line ticketing, customer satisfaction model ,loyalty
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