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ABSTRACT

The aim of this study are (1) to analyze the effect oftangibledimension and
reliabilitydimension toward customer satisfaction of the flight services at PT.
Garuda Indonesia (Persero) Thk. Branch Office Palembang. (2) to determine
which the most dominant dimension effect toward customer satisfaction of the
flight services at PT. Garuda Indonesia (Persero) Thk. Branch Office Palembang.
Data were collected through (1) questionnaire and (2) an interview. The
resultshowed, first, adjusted R square had effect of the tangible dimensions and
reliability dimension toward customer satisfaction.There were strong relationship
between the tangibledimension and reliabilitydimension toward customer
satisfaction of the flight services at PT. Garuda Indonesia (Persero) Tbhk. Second,
the regression coefficient indicated that the reliabilitydimension has more
dominant factor affecting customer satisfaction. The highest indicator in the
reliability variable was ‘the cabin crew’s services were friendly and politely’,
however the lowest indicator was ‘timeliness flight’. The less dominant factor was
tangible. The highest indicator in the tangible was ‘well-dressed which worn by
cabin crew’ whereas, the lowest indicator was ‘the staff reservation which worn
well dressed’.

Key words: Tangible, Reliability, Customer Satisfaction, Services.
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