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Abstract

This research aims to study 1) The overall Satisfaction of Users of the Financial Department of
the Civil Aviation Training Center and classified by demographic factors. 2) The level of the importance
of service quality factors. 3) The relationship between service quality factors and the level of satisfaction
of users of the Financial Department of the Civil Aviation Training Center. This research used quantitative
research. The sample was 400 customers of the Financial Department of the Civil Aviation Training
Center. By convenient sampling method. The research instrument was a questionnaire. The statistics used
in data analysis were Percentage, Minimum, Maximum, Frequency, Average and Standard Deviation.
The hypothesis was tested using t-test statistics, One-way ANOVA and Partial Correlation, significantly at
.05 level. The results found that 1) The overall Satisfaction of Users of the Financial Department of the
Civil Aviation Training Center was very high level, and classified by gender age and education level found
that the satisfaction was very high level. 2) The level of the importance of service quality factors was
found in the 5 factors of service quality including tangibles, reliability, responsiveness, empathy and
assurance was important at a very high level. 3) The correlation between customer care and the level of
satisfaction of users of the Financial Department of the Civil Aviation Training Center found that was
relatively low, customer response and customer confidence were low, and service integrity was very low,
significantly at .05 level, but confidence was not. Suggestions: Civil Aviation Training Center should give
importance to the quality of service in all aspects to improve and develop to create a good organization
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