
TABLE Of CONTENTS 

 

ACKNOWLEDGEMENTS ................................................................................... iii 

TABLE OF CONTENTS .......................................................................................iv 

LIST OF TABLES .................................................................................................vi 

LIST OF FIGURE ................................................................................................. vii 

GLOSSARY ........................................................................................................ viii 

ABSTRACT ............................................................................................................ ix 

CHAPTER I INTRODUCTION .............................................................................. 1 

1.1.   Background ..................................................................................................... 1 

1.2.   Practical Problems .......................................................................................... 2 

1.3.   Research Question .......................................................................................... 4 

1.4.   Objective ......................................................................................................... 4 

1.5.   Limitation ........................................................................................................ 4 

CHAPTER II LITERATURE REVIEW ................................................................. 6 

2.1.   Market Orientation, Customers, and Services ................................................ 6 

2.2.   The Way of Service......................................................................................... 8 

2.2.1.   Customers Oriented..................................................................................... 8 

2.2.2.   Customers Involvement .............................................................................. 9 

2.2.3.   Service Development Logic ........................................................................ 9 

2.2.4.   Service standards ........................................................................................ 9 

2.2.5.   Dimension of service quality .................................................................... 10 

2.2.6.   Airport Service Performance ....................................................................11 

2.2.7.   Value in customer’s perspective ............................................................... 15 

2.2.8.   Value Configuration Network in Public Transport ................................... 16 

2.3. Airport Service ............................................................................................. 17 

2.4.   Customer Satisfaction and Gap Model of Service Quality ........................... 21 

2.5.   Importance – Performance Model................................................................. 23 

2.6.   Summary ....................................................................................................... 24 

CHAPTER III RESEARCH METHODOLOGY .................................................. 25 

THE ROLE OF GOVERNMENT REGULATIONS / POLICIES  IN PERSPECTIVE OF CUSTOMER
SATISFACTION FOR IMPROVING
PERFORMANCE OF AIRPORT SERVICE  IN INDONESIA
HERI SUTARJAN, Prof. Ir. Siti Malkhamah, M.Sc., Ph.D.
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/



3.1.   Research Approach ....................................................................................... 25 

3.2.   Design Questionnaire .................................................................................... 26 

3.3.   The Practical Data Collection ....................................................................... 28 

3.4.   Data Analysis ................................................................................................ 29 

3.5.   Validation ...................................................................................................... 29 

CHAPTER IV EMPIRICAL STUDY ................................................................... 31 

4.1.   Soekarno – Hatta International Airport (SHIA) ............................................ 31 

4.2.   Juanda International Airport ......................................................................... 33 

4.3.   H. Asan – Sampit Airport ............................................................................. 35 

4.4.   Regulation of Airport Service ....................................................................... 37 

4.5.   Inspection Result  of Regulator For Airport Service .................................... 40 

CHAPTER V RESULT AND DISCUSSION ....................................................... 48 

5.1.   What Really Happens When Passenger Using Airport Service? And What 

Makes The Customer Satisfied In Airport Service? ..................................... 48 

5.1.1.   Demographic Profile of Respondents ....................................................... 49 

5.1.2.   Factor Analysis ......................................................................................... 52 

5.1.3.   Regression Analysis & Evaluation of “Importance – Performance” ........ 54 

5.1.4.   Validity and Reliability Test ..................................................................... 55 

5.1.5    Summary ................................................................................................... 57 

5.2.   Comparison Evaluation Result at Each Airports ......................................... 58 

5.3.   Comparison Customer Perspective and Inspection Result of Regulator .....62 

5.4.   Interview To Official Ministry Transportation for Airport Service..............63 

5.5.   Discussion ..................................................................................................... 64 

5.6.  Advice / Suggestion To Improve The Existing Policies / Regulation...........66 

CHAPTER VI CONCLUSION AND SUGGESTION .......................................... 68 

6.1.   Conclusion .................................................................................................... 68 

6.2.   Research Limitation ...................................................................................... 70 

6.3.   Further Research ........................................................................................... 71 

LIST OF REFERENCE ......................................................................................... 72 

APPENDIX ............................................................................................................ 77 

 

THE ROLE OF GOVERNMENT REGULATIONS / POLICIES  IN PERSPECTIVE OF CUSTOMER
SATISFACTION FOR IMPROVING
PERFORMANCE OF AIRPORT SERVICE  IN INDONESIA
HERI SUTARJAN, Prof. Ir. Siti Malkhamah, M.Sc., Ph.D.
Universitas Gadjah Mada, 2016 | Diunduh dari http://etd.repository.ugm.ac.id/


