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Pengaruh Service Quality Dan Corporate Image Terhadap Behavioral 

Intention Melalui  Customer Satisfaction Pada Maskapai  
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ABSTRAK 

 
Seiring dengan perkembangan zaman dan perkembangan teknologi, 

sektor jasa merupakan sektor yang mengalami peningkatan dari tahun-tahun 

sebelumnya. Diyakini bahwa kunci utama untuk memenangkan persaingan 

dalam dunia usaha jasa yang semakin ketat adalah melalui penyampaian 

jasa yang berkualitas. Penelitian ini ingin mengetahui dan menjelaskan 

pengaruh Service Quality dan Corporate Image terhadap Behavioral 

Intention melalui Customer Satisfaction pada Maskapai Penerbangan 

Garuda di Surabaya. Teknik analisis data yang digunakan adalah SEM 

(Structural Equation Modelling) dan menggunakan program LISREL. 

Penelitian ini mengambil 200 responden yang memenuhi kriteria 

berdomisili di Surabaya dan pernah menggunakan maskapai penerbangan 

Garuda dalam 6 bulan terakhir, namun hanya 196 responden yang 
digunakan. Kesimpulannya adalah terbukti adanya Pengaruh Service 

Quality dan Corporate Image positif dan signifikan terhadap Behavioral 

Intention melalui Customer Satisfaction pada Maskapai Penerbangan 

Garuda di Surabaya. 

 

Kata kunci:   Service Quality;   Corporate Image;  Customer Satisfaction;       

Behavioral Intention. 
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The Effect of Service Quality and Corporate Image to Behavioral 

Intention through Customer Satisfaction for Garuda Airlines  

in Surabaya 

 

 

ABSTRACT 

 

Along with the advancement of time and technological development, 

the service sector has experienced a notable improvement from year to 
year. It is believed that the key to dominating the competition in the 

business world’s increasingly stringent service sector is through the 

delivery of quality services.This research is developed to discover and 

describe the effect of Service Quality and Corporate Image on Behavioral 

Intention through Customer Satisfaction for Garuda Airlines in Surabaya. 

The analytical data technique that is used during this research is SEM 

(Structural Equation Modeling) and this research uses LISREL program. 

This study took 200 respondents who met both criteria of living in 

Surabaya and having used Garuda Airlines in the previous 6 months but 

only 196 responden were used in this study. The conclusion is that it is 

proven that Service Quality and Corporate Image positively affect and are 

significant to Behavioral Intention through Customer Satisfaction for 
Garuda Airlines in Surabaya. 

 

Keywords: Service Quality; Corporate Image; Customer Satisfaction; 

Behavioral Intention. 
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