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ABSTRACT

The Effect of Service Quality Dimensions:
Case Study on Royal Jordanian Airlines

By: Mohannad Al Habarneh
Supervisor: Dr. Abdallah Q. Bataineh

This paper is conducted to find out the relationship between service quality and
customer satisfaction & loyalty in the Royal Jordanian (RJ) airlines. This paper uses
instrument questionnaire. The variables include in this paper are Service Quality as
independent variable and Customer Satisfaction as mediator variable and customer
loyalty as dependent variable. The questionnaire includes 38 items of indicates, Service
quality dimensions (Tangibles, Reliability, Responsiveness, Assurance, Empathy),
Satisfaction and Loyalty. A sample size of 380 respondents is conducted in (RJ) sales
offices and non-RJ travel offices, 375 accepted and validated questionnaires were
collected and analyzed using multi statistical approaches to determine legitimacy of

research and establish logical and valid conclusion.

A multivariate regression analysis is performed to study the impact of (RJ)
service quality on customer satisfaction and loyalty in (RJ). Also, limitations of the
research are provided and the direction for future research is suggested for further study
in this area of service quality and customer satisfaction. In order to test the influence of
service quality dimensions on customer loyalty, there are three main hypotheses and ten
subsidiaries hypotheses are proposed. The results indicate there is significant effect of
service quality dimensions (tangible, reliability, responsiveness, assurance, and
empathy) on Customer satisfaction, also there is significant effect of service quality
dimensions on Customer loyalty, over all the Customer satisfaction effects on the
relationship between service quality and customer loyalty.
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