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The airport is a place to serve air transportation passengers from departure to 
arrival. Air transportation passenger services at Halu Oleo Kendari Airport are 
the main component to increase passenger satisfaction as stated in the 
Regulation of the Minister of Transportation of the Republic of Indonesia 
Number: PM 38 of 2015 article 3 paragraph. However, there are still some 
service components that are not optimal, for example, comfort services in the 
form of air temperature and water availability as well as convenience 
components in the form of Flight Information Display System (FIDS) and 
signage. To find out whether there is an influence between air transportation 
passenger services on passenger satisfaction at Halu Oleo Kendari Airport, it 
is necessary to collect data with quantitative descriptive methods through 
documentation and questionnaire data collection with a sample of 88 
passengers. Furthermore, data processing is carried out by conducting simple 
linear regression tests. There are results of this research that air transportation 
passenger services at Halu Oleo Kendari Airport have a significant influence 
on passenger satisfaction, with the results of the influence of services on safety 
components of 80.7%, security components of 91%, reliability components of 
96%, comfort components of 77.8%, convenience components of 91.9%, and 

 equality components of 94.4%.  
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INTRODUCTION 

Based on Law Number 1 Year 2009 airports are defined as land and/or water areas with 

certain boundaries used for landing, take-off and landing of aircraft, boarding and 

landing of passengers, loading and unloading of passengers, cargo, flight safety, as well 

as internal and multimodal transportation locations for protection facilities, basic 

facilities and other additional facilities [1]. Wolter Monginsidi Airport, which has now 

changed its name to Halu Oleo Airport, is an airport that serves flights for Kendari, 

Southeast Sulawesi, and surrounding areas. In its operation, the airport does not only 

function as a place for taking off and landing aircraft but also provides services. One of 

the services provided is air transportation passenger services. Passenger services are 

provided from departure to arrival. As regulated in the Regulation of the Minister of 

Transportation of the Republic of Indonesia Number: PM 38 of 2015 article 3 paragraph 

(1) concerning air transportation passenger service standards, passenger service is the 

main component to increase passenger satisfaction [2]. 
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Passenger satisfaction is a crucial factor that determines the operational success of an 

airport. This satisfaction arises from the comparison between passenger expectations and 

the reality of services received at the airport [3]. However, at Halu Oleo Kendari Airport 

there are still several service components that are not optimal, such as comfort services 

in the form of air temperatures that still feel hot and water in toilets that are sometimes 

not available. In addition, in the service of convenience in the form of Flight Information 

Display System (FIDS), which is often erroneous, and the wrong signage in its placement. 

 
With several service components that are still not optimal as described above, the author 

raises this issue to find out whether there is an influence between air transportation 

passenger services and passenger satisfaction at Halu Oleo Kendari Airport. There are 

two hypotheses in this research, namely H0 and H1. H0 states that there is no influence 

of air transportation passenger services on passenger satisfaction at Halu Oleo Kendari 

Airport. In contrast, H1 states that there is an influence of air transportation passenger 

services on passenger satisfaction. In this research, the authors focused on H1. 

 
RESEARCH METHOD 
Research Design 

 
There are several stages carried out by the author in determining the research design of 

this Final Project. The following is the research design used. 
 

Figure 1. Research Design 
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Research Variables 

In this case, the authors use independent or independent variables (Variable X) which are 

variables that affect or cause the dependent or dependent variable (Variable Y) to arise. 

Variable Y is a variable that is influenced or that is the result of an independent variable. 

As in this research, the research variables can be described in the figure below. 

 

Figure 2. Research Variable 
 
 

Based on the picture above, it can be seen that the independent variable (Variable X) is a 

variable whose value affects other variables. Variable X in this research is air 

transportation passenger service which consists of six components, namely safety, 

security, reliability, comfort, convenience, and equality [2]. While the dependent 

variable (Variable Y) is a variable that depends on the value of other variables. This Y 

variable is passenger satisfaction which consists of five indicators, namely assurance, 

reliability, tangible, responsiveness, and empathy [4]. 

 
Population and Sample 

Population is the whole subject to be researched [5]. In this research, the population is the 

average number of peak time passengers (PWS) at Halu Oleo Kendari Airport at 09.00 - 

13.00 WITA with a total of 730 passengers. From the total population, it will then be taken 

for the sample. The sample is a portion of the population used for data collection of 

research [6]. A sample can also be interpreted as a data collection procedure when only 

part of the population is used to determine the desired properties and characteristics of 

a population [7]. In this research, the sample size was measured using the Slovin Formula 

with a significance level of 10%, which resulted in a sample size of 88 respondents. This 

sample is expected to accurately represent the population and provide a valid description 

of the influence between the services received by passengers and the level of passenger 

satisfaction. 
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Data Collection Techniques 

The data collection technique is the most strategic stage in research, because the main 

purpose of a study is to obtain accurate data [8]. In this research, the method used is the 

quantitative descriptive method. The descriptive method emphasizes direct description 

at Halu Oleo Kendari Airport by making observations and documentary evidence [9]. 

Quantitative methods are considered as something that is confirmatory between theory 

and reality [10]. Based on data collection in the form of numbers by distributing 

questionnaires. 

 
Documentation 

Documentation is a method used by researchers to obtain an answer to their research, in 

the form of information in the form of images to support and facilitate research [11]. 

Documentation is used as evidence of how the condition of air transportation passenger 

services at Halu Oleo Kendari Airport. 

 
Questionnaire 

The questionnaire is a measuring instrument used to measure an event used by 

researchers [12]. In this questionnaire, the authors used two variables with each 

consisting of 18 statements, so that the number of statements in the questionnaire was 36 

statements. The author uses a questionnaire to collect data, the author distributes a 

questionnaire containing a list of questions related to air transportation passenger 

services to passenger satisfaction at Halu Oleo Kendari Airport. 

 
Data Analysis Method 

Data is collected by the researcher to make it easier to analyze [13]. In this research, data 

analysis was carried out as described below. 

Likert Scale 

In this questionnaire, the author uses a Likert scale, which is a scale used to measure the 

attitudes, opinions, and perceptions of a person or group of people about social 

phenomena [14]. For each answer choice is given a score, then the respondent must 

describe, and support the statement (positive) or not support the statement (negative). 

Table 1. 4 Points Likert Scale 

Simple Linear Regression Test 

A simple linear regression equation is an equation that describes the relationship between 

one independent variable/predictor (X) and one independent variable/response (Y), 
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which is usually depicted with a straight line [15]. Regression analysis is used to 

determine the relationship between two or more variables, especially to explore 

relationship patterns whose models are not yet perfectly known. 

 
RESULT AND DISCUSSION 
Questionnaire 

Table 2.Questionnaire results 
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Simple Linear Regression Test 
Influence of Safety Services on Indicator Satisfaction (Assurance) 

 

Figure 3. Regression Test of Safety Services on Assurance Indicator Satisfaction 

 
The P-value of variable X in the test above is 0.000 <0.05. So, it can be concluded that 

variable X1 (safety service) influences variable Y1 (assurance indicator satisfaction). The 

value in the R Square column obtained a value of 0.807, meaning that the effect of variable 

X1 on variable Y1 is 80.7%. 

Influence of Security Services on Indicator Satisfaction (Assurance) 
 

Figure 4. Regression Test of Security Services on Assurance Indicator Satisfaction 

 
The P-value of variable X in the test above is 0.000 <0.05. So, it can be concluded that 

variable X2 (security services) influences variable Y1 (assurance indicator satisfaction). 

The value in the R Square column obtained a value of 0.910, meaning that the effect of 

variable X2 on variable Y1 is 91%. 

Influence of Reliability Services on Indicator Satisfaction (Reliability) 
 

Figure 5 Regression Test of Reliability Service on Satisfaction Reliability Indicator 
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Influence of Convenience Services on Indicator Satisfaction (Tangible) 

 

Figure 6 Regression Test of Comfort Service on Tangible Indicator Satisfaction 

 
The P-value of variable X in the test above is 0.000 <0.05. So, it can be concluded that 
variable X4 (comfort service) influences variable Y3 (tangible indicator satisfaction). 

The value in the R Square column obtained a value of 0.778, which means that the 
effect of variable X4 on variable Y3 is 77.8%. 
Influence of Ease of Service on Indicator Satisfaction (Responsiveness) 

 

 
Figure 7 Regression Test of Ease of Service on Satisfaction Responsiveness Indicator 

 
The P-value of variable X in the test above is 0.000 <0.05. So, it can be concluded that 

variable X5 (convenience service) influences variable Y4 (responsiveness indicator 

satisfaction). The value in the R Square column obtained a value of 0.919, which means 

that the effect of variable X5 on variable Y4 is 91.9%. 
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Influence of Equality Services on Indicator Satisfaction (Empathy) 

 

Figure 8 Regression Test of Equality Service on Empathy Indicator Satisfaction 

 
The P-value of variable X in the test above is 0.000 <0.05. So, it can be concluded that 

variable X6 (equality service) influences variable Y5 (empathy indicator satisfaction). The 

value in the R Square column obtained a value of 0.944, which means that the effect of 

variable X6 on variable Y5 is 94.4%. 

 
Discussion 

significant influence on passenger satisfaction as measured by the assurance indicator, as 

stated in Figure 3 which shows that H1 is accepted. The same thing also happens with 

security services where the data in Figure 4 shows that security services affect passenger 

satisfaction with assurance indicators so that H1 is accepted. 

 
Furthermore, this research also reveals that reliability services have a significant effect on 

passenger satisfaction as measured by reliability indicators, as shown in Figure 5 so H1 

is accepted. Similarly, comfort services affect passenger satisfaction with tangible 

indicators as shown in Figure 6 which also results in acceptance of H1. In addition, 

convenience services are proven to influence passenger satisfaction as measured by the 

responsiveness indicator as shown in Figure 7, so H1 is accepted. Finally, equality 

services have a empathy indicator, as shown in Figure 8 which results in acceptance of 

H1. 

 
From the overall research, it can be concluded that all H0 is rejected, while H1 is accepted. 

This means that there is a significant influence between each service component (safety, 

security, reliability, comfort, convenience, and equality) on passenger satisfaction at Halu 

Oleo Kendari Airport as measured through various indicators, such as assurance, 

reliability, tangible, responsiveness, and empathy. This finding confirms the importance 

of each service component in increasing passenger satisfaction at the airport. 
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CONCLUSION 

Based on the results of the research, it can be concluded that there is an influence of air 

transportation passenger services at Halu Oleo Kendari Airport on passenger 

satisfaction. Specifically, safety services influence passenger satisfaction in the assurance 

indicator of 80.7%. The security component influences passenger satisfaction in the 

assurance indicator of 91%. Furthermore, the reliability component influences passenger 

satisfaction reliability indicator of 96%. Meanwhile, the comfort component has an 

influence on passenger satisfaction with a tangible indicator of 77.8%, and the 

convenience component influences passenger satisfaction with a responsiveness 

indicator of 91.9%. Finally, the equality component influences passenger satisfaction in 

the empathy indicator of 94.4%. 

 
Based on the results of the questionnaire contained in Table 2, it is recommended that air 

accountant passenger services at Halu Oleo Kendari Airport be improved and improved 

on several components that are still not by domestic air transportation passenger service 

standards. In particular, it is necessary to increase and improve the comfort component, 

especially related to air temperature and the availability of water in the toilet. In addition, 

improvements and improvements are also needed in the convenience component, which 

includes improving the Flight Information Display System (FIDS) and placing signs or 

signage that are more strategic and easily visible to passengers. 
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