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ABSTRACT 

Low cost carriers have become dominant players in the airlines industry in the recent 

years. Air Asia Malaysia has made a remarkable revolution in the air travel with 

rapidly increasing growth over the years. The most concern of any airlines 

corporation would always be the fulfilling the customers' needs by providing benefits 

and services top of its class. Service quality remains essential in reflecting sales 

profitability and sustainability of the firm. In December 2015, Air Asia started their 

operation at the new Terminal which is Terminal 1 KKIA. This creates an attention for 

us to investigate the impact of this relocation to the customer satisfaction as they are 

several issues arise because of this relocation. Hence, this study aims to determine 

the significance of contributing factors which is price, road congestion and service 

quality towards customer satisfaction of Air Asia at the new Terminal. 



1.0 Introduction 

. CHAPTER 1 

INTRODUCTION 

Low-cost airline, AirAsia is found in our nation, Malaysia. Currently, AirAsia 

serves the Southeast Asia and certain region such as Indonesia, India, 

Singapore, Japan, China, and more. The Air Asia airline actually was founded 

by DRB-Hicom the government owned conglomerate. But, because of the 

airlines face with heavily-indebted, AirAsia bought by Tony Fernandes, who is 

the former Time Warmer executive Company Tune Air Sdn Bhd. This Airline 

began small which they started with only two planes in 2001. But todays, 

AirAsia was operating their schedule domestic and international flight within 

100 destinations spanning to 22 states. The headquarters of Air Asia is located 

in Kuala Lumpur. But in our study of this research, will only focus on the 

AirAsia airline in Kata Kinabalu Sabah airport. 

When it was first built, the original terminal bilding of the airport is Terminal 2. 

This terminal is situated at Jalan Mat Salleh in Tanjung Aru. This first Terminal 

was having it big renovation and expansion reopening on 1 january 2007 in 

order to accommodate this low cost carriers airline with the visit Malaysia on 

2007. Air Asia serves low cost carrier and charter the as the main airlines 

utilize to the terminal being Air Asia. Terminal 2 airports had the capability to 

handle 3 million passenger annually and there is 6.9 million passengers has 

ocured in this terminal in 2013, making terminal 2 as the second busiest 


