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Factors Affecting Satisfaction of International Airline Business Class Passenger

For On Board Seat
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Abstract

This research studies the satisfaction factors of passengers in airlines’ business class that aims to analyze the
data for providing the suitable seat on board. The data was collected from the information that passengers give to Sky
Track company for analyzing the factors affecting the seat that most passengers prefer. The researcher analyzed the
needs of the passengers via 246 questionnaires from 10 airlines. Then, it analyzed the data by using descriptive
statistics in order to make suggestions to improve the seats that suit the needs of passengers. The result of research
from 10 airlines in term of five aspects found that overall satisfaction is moderate and high. The satisfaction level is

as follows. Seat length (X=4.16) sitting comfort (x=4.12) sleep comfort ( X = 4.00), seat width (X = 3.87) and seat
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privacy (X= 3.24). The result of hypothesis test by F-Test found that passengers were satisfied with business

class’ seat with 10 air lines in different level.

Keywords: business class passenger’s seat, satisfaction, international airline
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