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Abstract

The impact Airline service attribute
has on customer’s perception of

convenience and satisfaction

Business Administration KIM, Soosung

Supervised by professor HWANG, Yongcheol

Airline is striving to hold a dominant position through the differentiated
services in the aviation market that is getting more and more highly
competitive with an establishment of low-cost airline and foreign airlines
invasion of domestic market. Moreover, customer 1S getting more demand
on the service quality these days that flying is becoming everyday routine.
Therefore, It is essential that airlines improve their service and product
quality to accommodate customer’'s needs In an attempt to keep regular
customers and generate new ones.

Especially, service is the emerging major element which helps an airline
to be predominant and to survive amongst others in the aviation market.
Also, convenience 1s being recognised as the main factor amid service
features in the technetronic society. Until now, however, most of research
carried out on customer satisfaction and service attribute was about in what
way their service quality could affect customer satisfaction and their
response under the ’'Service’ as a whole, did not investigate airline service

quality respectively.



Although, individual service elements such as in—flight service, ground
service, reservation, and ticketing, could be a great source for marketing
personnel for analysing how much those attributes would affect customer
satisfaction, it has been failure to notice that how important those each
service element play a role in the marketing process.

According to the pre-researched data above, this study tries to grip of how
those attributes influence on customer’s perception of convenience as well as
how the recognition could affect customer satisfaction as a whole. The
pre-research tells that airline’s service characters affect customer satisfaction
directly, but this study rather tells you that in what extent customers get
influenced by convenience which is considered as an important factor in
modern society and a parameter introduced in this study to show customer’s
ability to understand the concept of convenience in the aviation industry.

It is expected that this study would contribute to an offering right answer
to the question of how to raise customer satisfaction and the influence of
service features on customer’s perception of convenience in the industry.
Questionnaire, filled out by a respondent directly, is used as a means of
collecting data to be analysed and to prove that the study is based on facts.
This survey conducted on passengers of K airline who depart from Jeju
Island at the Jeju international airport from 13, June to 19, June in 2008 for 7
days by 8 researchers.

301 Questionnaires were recollected from distributed 320 in total, 290 of
those were regarded to be valid with exception of 11 questionnaires not filled
out completely.

First of all, the analysis shows that airlines offer services categorized as
4 index, physical, labour, process, and information.

It is noticeable that despite increasing an importance of service offered to
customers to give information, the services based on physical and labour

are having a high priority in this research with its peculiar service attribute



to the aviation industry that offers the high quality of convenient
transportation.

Second, in regard of customer’s perception of convenience, there are two
elements abstracted, time and endeavour.

Thirdly, physical, information, process, and labour features among service
elements of airlines have an positive impact on customer’s recognition of
time convenience, in particular, in order of above, they affect customers
more bigger in the customer’s recognition of time convenience.

Fourth, physical, labour, process, and information features among service
elements of airlines have an positive impact on customer’s recognition of
endeavour convenience, in particular, in order of above, they affect
customers more bigger in the customer's recognition of endeavour
convenience.

Fifth, although, both customer’'s perception of time and endeavour
convenience appeared to have an influence on whether or not customer
would be satisfied, perception of time convenience has more impact than
endeavour convenience on customer’s satisfaction.

This study has its significancy in an attempt to define the relationship
between those concepts, which has been known only theoretically, by
analysing data acquired from men-to-men customer survey. However, as
this study does not suggest stable structural model that enable us to apply
those concepts to general service characters, customer’s perception of
convenience, and customer satisfaction as a whole, it is till exposing its
critical point as a result of lack of research data. Thus, this study pursues
theorization of the concept about convenience using structural model after
clarifying the relationship between those features through data analysis.

Besides, so far, this kind of research was to analyse service of airlines in
general, a barometer to analyse individual service attributes has not been

set up.



In this study, it has been attempted to conceptualise all variables which
are related to airline service attributes that are in relation with convenience
as studied before. Yet, it still needs to develop a way of service quality
measurement in terms of convenience in the future project. Again, to
develop a way of convenience measurement including activity study on
customer and distance, time concepts, observation is recommended In
defining the structural concept rather than questionnaire, also it is necessary

to develop measurement criteria.
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