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Abstract

Airline business operates in the 21st century within fast changing market environment
and fierce competition. Management of airline companies has faced the need for vast
adaptation to new trends in the growth of world economy that are cardinal changes in
marketing environment due to quick development of Internet and IT, transport price
competition and, as a consequence, low profit margin, diversified customer wants and
needs, lack of investment needed for new aircraft equipped with the latest high tech
innovations, unpredictable oil price changes, and exchange rate fluctuations. This study
is aimed to evaluate the quality performance of cabin service, to analyse, further, the
issues that appeared to be the most significant among customers' -answers to
questionnaire, to explore the relationships between these issues ‘and customer
satisfaction, to highlight the essential questions to address, and to provide some
pra‘ctical‘ suggestions. The five dimensions (such as tangible, reliability, responsiveness,
assurance, and empathy) were adopted to examine the relationship between the service
quality and customer satisfaction of Mongolian and non-Mongolian passengers travelling
by the MIAT. According to findings of analysis made with use of the SERVPERF model,
it can be concluded that Mongolian travellers' satisfaction was effected by "Tangible'
and 'Responsiveness' dimensions of service quality, whereas the 'Empathy' dimension

has more impact on the satisfaction of non-Mongolian.

<Key Words> cabin service, service quality, customer satisfaction
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