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ABSTRACT 

TARUMANAGARA UNIVERSITY 

FACULTY OF ECONOMY&BUSINESS 

JAKARTA 
 
 
 

 
(A)      CHANDRA WIJAYA (115160282) 

 
(B) PREDICTOR    AIRLINES    TANGIBLES,    TERMINAL    TANGIBLES, 

PERSONNEL, EMPATHY AND IMAGE AGAINTS CUSTOMER 

SATISFACTION AIRASIA AIRLINES IN JAKARTA. 
 

(C)      xvii+ 108 pages, 2020, 8 pictures, 26 list, 6 attrachment. 

(D)      MARKETING MANAGEMENT 

(E)      Abstract:  the  purpose  of  this  research  is  to  examine  wheter  airlines 

tangibles, terminal tangibles, personnel, empathy and image are the 

predictor to customer satisfaction on AirAsia airlines. Sample was elected 

using convenience sampling method amounted to 150 respondents at 

Jakarta. The result of this research is that airlines tangibles, terminal 

tangibles, personnel, empathy and image is proven to be a significant 

positive predictor on the customer satisfaction on AirAsia airlines. 
 

(F)      Keywords: Satisfaction, Service Quality, Airline Industry, AirAsia Airlines. 

(G)      References 60 (1968-2019). 

(H)      Tommy Setiawan Ruslim, S.E., M.M.
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(A)      CHANDRA WIJAYA (115160282) 
 

(B) PREDIKTOR     AIRLINES     TANGILES,     TERMINAL     TANGIBLES, 

PERSONNEL, EMPATHY DAN IMAGE TERHADAP CUSTOMER 

SATISFACTION  MASKAPAI  PENERBANGAN  AIRASIA  DI 

JAKARTA. 
 

(C)      xvii+ 108 halaman, 2020, 8 gambar, 26 tabel , 6 lampiran. 

(D)      MANAJEMEN PEMASARAN 

(E)      Abstrak: tujuan dari penelitian ini adalah untuk menguji apakah airlines 

tangibles, terminal tangibles, personnel, empathy and image merupakan 

prediktor terhadap customer satisfaction maskapai penerbangan AirAsia. 

sampel dipilih menggunakan metode convenience sampling berjumlah 150 

responden di Jakarta. Hasil penelitian ini menunjukkan bahwa  airlines 

tangibles, terminal tangibles, personnel, empathy and image terbukti sebagai 

prediktor yang signifikan positif pada customer satisfaction maskapai 

penerbangan AirAsia. 
 

(F)      Kata kunci: Kepuasan, Kualitas Pelayanan, Industri Penerbangan, Maskapai 

AirAsia. 
 

(G)      Referensi 60 (1968-2019) 
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