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Service Quality Strategies (AIRSERVE) Affecting the Service Repetition

of Garuda Indonesia Airline’s Passengers
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Abstract

This independent study aimed 1) to study service quality strategies (AIRSERVE) of
Garuda Indonesia Airlines and 2) to study the impact of service quality strategies (AIRSERVE)
on service repetition of Garuda Indonesia Airline’s Passengers. The research instrument was
the questionnaires which were distributed to the 250 samples. The results found that the

samples of Garuda Indonesia Airlines considered that the service quality of Garuda Indonesia
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Airlines overall was at the highest level. (X = 4.27) and service repetition intention levels
overall was at the highest level. (X = 4.11). The model of The Impact of Service Quality
Strategies (AIRSERVE) on service repetition of Garuda Indonesia’s Passengers developed by
Garuda Indonesia is consistent with empirical data. As well as being consistent and have the
ability to predict well and accept accounting for 60.2 percentages. The results of hypothesis
testing at significance level of 0.05 showed that service quality strategies have a direct
relationship with the service repetition of Garuda Indonesia Airlines (DE=0.742*) and the
interaction between Gender Nationality and service quality strategies impact with service

repetition of Garuda Indonesia (ME=0.124* and 0.130* respectively).
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