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Relationship between Electronic Service Quality of Airline toward Consumers
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ABSTRACT

The objectives of this research are to investigate the relationship between Electronic
service Quality of Airline toward Perceived Risk of online service consumers and
Perceived Value the samples of this study were 385 consumer. Research data was
statistically processed to determine Pearson’s Correlation

The research result showed that the quality levels of electronic service of the
airline in term of overall and each side are in higher level. On the other hand, the
perceived risk of the general service usage consumer is in lower level that consumer will
perceive risk of electronic service airline the quality of electronic service of the airline in
every side has the statistical significance of the negative relation tendency in low level
when comparing to the perceived risk of the service usage consumer in 0.05 levels.

From all result of this research are recommended to the airline in order to
decrease the risk of consumer by establishing the security of financial transactions for
consumers. So that consumers have more confidence in the quality of electronic
services, the airline should establish a system login and password for all previous

payments to prevent data leakage.

Keywords : The perceived risk of service consumers, Electronic Service Quality
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