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Abstract

This independent study aimed 1) to study satisfaction level towards service provision of
first and business class lounge of Oman Air 2) to compare satisfaction towards service quality of
first and business class lounge of Oman Air segmented by personal factors and 3) to study the
relationship between factors determining service quality and satisfaction towards service quality
of first and business class lounge of Oman Air. The research instrument was the questionnaires
which were distributed to the 400 samples. The results found that the samples of departure
passengers, Suvarnabhumi Airport rated the factors determining service quality of first and
business class lounge overall at a highest level. (=4.45) and rated assurance, reliability, empathy,
tangibility and responsiveness and were satisfied with service quality of first and business class
lounge of Oman Air overall at a highest level ( =4.47). The highest satisfaction levels were

personnel, food and beverage, place and facilities.

The results of hypothesis testing at a significance level of 0.05 showed that 1) the
different gender and education level affected different satisfaction towards service quality of first
and business class lounge of Oman Air in the aspects of personnel and facilities 2) different
nationalities affected satisfaction towards service quality of first and business class lounge of
Oman Air in the aspect of equipment and overall at a different level 3) different objectives of
travelling affected different level of service quality of first and business class lounge of Oman Air
in the aspect of food and beverage and overall at a different level 4) different frequency of using
service affected different satisfaction towards service quality of first and business class lounge of

Oman Air in the aspect of personnel and facilities and 5) factors determining service quality in



terms of tangibility, reliability, responsiveness, assurance, empathy and the overall has a
relationship with satisfaction towards service quality of first and business class lounge of Oman

Air in the aspect of personnel, place, food and beverage, facilities and overall.

Keywords: Satisfaction, Service Quality, Lounge
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