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Abstract

With the development and generalization of internet and information technology, airlines has
tried to reduce their business expenses and commissions to travel agencies and enhance service
qualities through service automation and simplification, such as internet booking and ticketing,
self check-in, in—flight internet and RFID for checked baggage.

The statistical techniques conducted for this empirical analysis are frequency analysis,
reliability analysis, factor analysis, confirmatory factor analysis and multiple regression
analysis. This research has tried to examine factors of airline e-services that influence on
recommendation re-purchase intention and satisfaction.

Results has found that only on-line reservation and ticketing factor had significant effect for
recommendation and re-purchase intention and all e-service factors produced significant effect
to total satisfaction. It was also recommend that airlines have to provide easy and more familiar

e-service system to their passengers to deliver better services.
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