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Abstract

Regulatory Effects of Self-expressiveness and FSC/LCC in Relations between
Airline Service Quality and Customer Satisfaction

Man-Jong Hwang
Department of Business Administration

Graduate School

Jeju National University

This study aims to investigate influence of airline service quality,
customers’ perceived value and image of airlines on customer satisfaction and
regulatory effects of self-expressiveness and FSC(Full Service
Carrier)/LCC(Low-Cost Carrier).

Firstly, this study explores service quality of airlines, perceived value,
image of airlines, customer satisfaction, self-expressiveness and FSC/LCC
theoretically and then defines correlation between the variables.

Secondly, this study examines regulatory effects of customers’
self-expressiveness and FSC/LCC in the relationship between airline service
quality and customer satisfaction.

Thirdly, suggestions for marketing strategies of airlines will be made for
better service quality and customer satisfaction based on findings of this
study.

Questionnaires includes 22 questions about service quality, 8 questions
about perceived value which is a mediator variable and 8 questions about
image of airlines in order to use service quality as an independent variable of
analyzing instruments. Exploratory and confirmatory factors and reliability are
analyzed for high validity and reliability of analyzing instruments.

6 questions about customer satisfaction as a dependent variable, 8 questions



about self-expressiveness as a moderator variable and 4 questions about
FSC/LCC are included in the questionnaires to assess them. Factors and
reliability are analyzed for high validity and reliability.

Especially, interrelations, Average Variance Extracted(AVE) and the
goodness of fit between factors obtained through the confirmatory factor
analysis are investigated. A structural model for the factors is created and
the suitability of the research model is surveyed in order to understand
influencing relationship.

Structural equation analysis is done for hypothesis verification which
evaluates the influencing relationship in each route of the model and
understand differences by airline service types and ticket purchase patterns.

Conclusions are drawn from the research into direct and regulation effects
based on an empirical study. First, service quality of airlines and customers’
perceived value are positively correlated. Results are similar in personal and
social self-expressiveness while they are different by airline types(FSC/LCC).
Second, service quality and image of airlines are positively correlated. Results
are different in personal and social self-expressiveness while they are similar
by airline types(FSC/LCC). Third, perceived value and image of airlines are
positively  correlated. Results are different in personal and social
self-expressiveness while they are similar by airline types(FSC/LCC). Fourth,
perceived value and customer satisfaction are positively correlated. Results are
different in personal and social self-expressiveness while they are similar by
airline types(FSC/LCC). Fifth, image of airlines and customer satisfaction are
positively  correlated. Results are similar in personal and social
self-expressiveness and by airline types(FSC/LCC). Sixth, both of personal
and social self-expressiveness are significantly meaningful by airline
types(FSC/LCC). Groups with high personal and social self-expressiveness
use FSC more and LCC less while groups with low personal and social

self-expressiveness use LCC more.



Based on the findings, conclusions are made as below.

The first conclusion is about influence of airline service quality on
customers’ perceived value. The higher the service quality is, the higher the
perceived value is. The influence is more significant at LCC rather than FSC.
It means that airlines’ efforts for better service quality are necessary to
enhance customers’ perceived value. Especially, LCC is required to make
efforts to improve service quality for higher perceived value.

The second conclusion is about influence of service quality on airlines’
image. The higher the service quality is, the better image airlines present.
When social self-expressiveness is highly regarded, the influence becomes
more significant. It implies the importance of promotional activities for service
as well as providing quality service.

Third, the higher the perceived value is, the better image airlines present.
When personal self-expressiveness is highly regarded, the influence becomes
more significant. It defines the importance of a contact point between
customers and service providers. Airlines should perceive the importance to
enhance customers’ perceived value by meeting customers’ needs at the
contact point.

Fourth, the higher the customers perceived value is, the higher the
customer satisfaction is. When social self-expressiveness is highly regarded,
the influence becomes more significant. It suggests airlines to study
customers’ perceived value to develop differentiated and specialized service.

Fifth, the better image airlines present, the higher the customer satisfaction
1S. Therefore, airlines seem to need to make efforts for image improvement
through public relations regarding employees’ capability, social contribution
works, funding support for common good, safety and reliability.

Sixth, there is no meaningful differences between groups of personal and
social self-expressiveness. Groups that place a high wvalue on social

self-expressiveness evaluate service quality, perceived value and image of



airlines somewhat highly. Groups that place a high value on personal
self-expressiveness evaluate customer satisfaction somewhat highly.

Groups with high self-expressiveness prefer FSC to LCC. Therefore,
influence of service quality, perceived value and image of airlines on customer
satisfaction and regulatory effects of self-expressiveness and FSC/LCC seem

to be significant for marketing strategies of airlines.

_iv_
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T2 29 % A= B |SE| B | pn | CR
—
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At K
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T | const. | 7559 | 331 [0000| - | - |rce |ows|om7| -

) CR(Critical Ratios), Free A} 524 FAHEE Const. 259 574 2d

* p<0.1, = p<0.05, *=x*x p<0.01
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WA G(B-0570)R T P2l A hehd FEAL olmAel A JB(p
~0663)°] o =LAl hebst

U GFAL A 2FAR FTAL ovA b FFRAIL FEAM 2 ol §
S0 AotgAYt FFA FH0l whet vEA dehbEA PE@ Aot oo
Eol Ve ubsk ol AQH Aslolut Ab8 Y A1) AotEAN wWE ol
( £x?=4.339 p.=0.037 > x%0.05(1)=3.840)7} EbF W AL F3 ol wE Ao
(£x 220174, p=0677 < x%00s(1)=3840)7} Atk FAAL AL UeA 9
Shth. %, FSCub LCCH Auvhs sl g3Au2Edel 255 384
. 58 oled AT AUH A9 AEAY S TS

]
(=023 Btt= AFSH Akl AotxdA = TAskE - $=0.555)01

wheb FEAF AUl =E QAT FFAF olul A kel AA FgpA tF A
(H2-D)3 o]2l g dgurAce] Aolmage] zdojde] et 7H(H2-2)<
5

Nl 3, AL G890 2ddstd )3k 7} (H2-3) 7] 7}

+ o},
<¥ N-8> FFAF M| 2ZEA} gFAF oln| 2|7+ #
B

x Aey 2 A= B | sE p. | CR.
—
Ho A‘ﬂgﬁ;ﬁ =) FFARIRA | 0657 | 0047 | 0663|0000 | 13.861°
—wm =
- Model X2 dr D. N p. | Group B B CR.
2} . 7h el
of | Free | 7472 | 330 | 0000 | 4339 | 0.037 | Z1& | 0257|0253 | 2239
Hoo | 3 e
9| Const. | 7515 | 331 |0.000| - - | A8 |oasz|oss | -
] el
&
S| Free | 7486 | 330 | 0.000 | 0.174 | 0677 | FSC | 0388 | 0448 | -0.424
Hos ’;]'
I Const. | 7488 | 331 | 0000 | - - | LCC | 0354|0424 | -

%) CR(Critical Ratios), Free AH4-52%4 3429 Const. =59 5714 2

* p<0.1, = p<0.05, *=x* p<0.01
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(t=1.965, p.=0.05<t=5.203, p.=0.000)X.t} = A YE} fo] Hojojx] %
b E2SE FEA oMAE Eobd Folek: JFA(H ) AXHIor], 53
Al olu A sha3el A vhEl whsh ol 7Rl AhAe] Qg p=0.220)20h
= bAoA el BEAl AulaEDe] FB(=0663)2 3MAE O LA v 3

T 3o & YEyTh

)
i
N
~
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O

=6.090 p.=0.014 > x%0.05(1)=3.840)%= YERE WHH, &gFA

_,d
Ho
oflt
=

=0.064, p.=0.800 < x%0.05(1)=3.840)%= YEFYA] eFQkTh,
%, FSCU LCCH¥ At Fatd A28 A7 2355 84 oy
A% FolAM, 53 oled AFL AFA AU AtEAY L FaAHE 7
$(B=0372RtH= AN Ao Aol EAYL FaASE F 9 =0605)°] 7
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weld AzE spxs GFAR olvlA qhel FH JFBAE vehd 7
(H3-D)3h Aol E@A ) 24 ol Ulg /A4 (HZDS Aden, 334 3¢

o~

_78_



ZHd skl digk 7FA(H3-3)2 7] 7F= AT
<E NV-9> Az+d 7R ¢F FaAb olu A Fhe] #HA

L Az 2 3= B | SE | B | b | CR
Hs- By A7+ 714 = | gFAlelnH| 0.199 0.038 | 0.220 | 0.000 | 5.203*
= Model X2 dr D. IN'E: p. | Group B B CR.

#F " 7|l
o} Free | 747.2 330 0.000 | 6.090 0.014 241 0.629 | 0.605 | -2.347
Hsz- | 3
] _ _ AL3] _
A Const. | 753.2 331 0.000 29l 0.354 | 0.372
3
_go_ Free | 748.6 330 0.000 | 0.064 | 0.800 | FSC | 0436|0417 | -0.258
Hs 3 ’;}
;_;]T Const. | 748.7 331 0.000 - - LCC |0413 | 0.514 -
(€]

) CR(Critical Ratios), Free A} 24 FAHEE Const. 259 574 2d

x* p<0.1, =+ p<0.05, *=x*x p<0.01

5) 71 4 HEZA 3

4 AZE AR RAREA WA= el FolHA AFenA ot
£ ol &, ANzl Og A4E At BL5E aARERE Rold s

A(+)9F 283 J3Fo] AotFAA T FSC LCC 5 FEAF Alwdhs Au=
A= A F3el we dE2A veheEA Asdth <E V-10>2 919k 2
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Aol vehd whel o] X zbE ZhA o] FE(B=0.256) BT U@l A
= 7HAbBol A o Al olm A o] FIF(B=0.626)S 28] o] v AA T

A A 7he ThA| e} NS gre] GFRATE G A E| s o] gAbE o] Apold
A4 A FHo wgt 2A JehdeEA AFe Ay okde] e vERd
He} 7ol JNQ1A ol AFS|A Yol AolmAA WE Aol(x2e; (1)=2.710
< 2ax?=3.807, p.=0.051 <x%0.05(1)=3.840)¢] AF9} tiEo] PR Fe td CR
190 = FoAFE a=0.6FFNA ] AAA 1.96HF 2A VERL 2obx
ol tisk BAA Zolrh el W, @Al f3e] w2 Aol( Ax 2=0.013,
p.=0.909 <x%0.05(1)=3.840)7F Ath= FAARJA SAE AT

=, FSCY LCCE e FaaA A48 77 2555 1S Ee
FolAw, 53] oleld AT /MAH Ao AelRAA S FoASE A9(B
=0.036) . th= AFS] A A o] Aot A S T RAISHE A5 (8=0.263)° O st
Al VERSE

wEbA] A zbE 7R eE aARES kel AA JFAAE vERA 7HE(HA-D R

al
AolmAgel xAeisel og AAMEADES ANHL, FEA §3e) 2H

i} Ay 9 A= B | SE| B | pn | CR
Hy Bs AZHE 7HA = AR 0.256 0.041 | 0.256 | 0.000 | 6.185™
- Model X2 dr D. Ax?| p. | Group B B C.R.

Free | 747.2 | 330 |0.000 | 3.807 | 0.051 ﬂﬂ 0.039 | 0.036 | 1.985"

Hyo .
Const. | 7509 | 331 |0000| - | - | 48 |o202 0263 -

Free | 7486 | 330 | 0.000 | 0.013 | 0.909 | FSC |0.210 | 0.189 | 0.115

Hy 3
Const. | 748.6 331 | 0.000 - - LCC |0.224 | 0.206 -

oft o ol 0%t o i 2 3L

) CR(Critical Ratios), Free AHF525 FHEE Const. BF9] 574 e

* p<0.1, xx p<0.05, **x*x p<0.01
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¥ 79l

of | Free | 7472 | 330 | 0000 | 0608 | 0435 | 14 | 0783|0764 | -0.770
Hs 2 Jij';_ R

@ Const ) aqzg | a1 |oo00 | - | - | 49 |osr 05| -

e} N Rl

3)

5 | Free | 7486 | 330 |0.000 | 0.001 | 0.976 | FSC |0.770 | 0.722 | -0.030
Hs 3 ’;} C

i) onst | 7486 | 331 |0000| - - LCC |0.766 | 0.564 -

%) CR(Critical Ratios), Free AAFE ¢ A XY Const. 259 S7FA<F w4
* p<0.1, *x p<0.05, #=x*x p<0.01

i}

7 7 AST 8

7Fd19 A5 AT, FEFAbe] Muls F-o] X7by Jho] wA = g Fo
A (p<0.0Dolth &, FFAL AujaFHZ AzbE sEA 7k JFEA(yy)0l A
S| 7 Al F78 X (B=0.626)7F A (+)A o2 el CR(Critical Ratios)gtol ti
Fake] A A (t=1.965, p.=0.05<t=13.001, p.=0.000) 2.t} =LA e} -FA} A H]
~FA0] =EFE A4E AT Eopxth mE /A Adely AbslH 24

of AolEAAe] wE Aol Ax2=0242, p-0623)E FEIA ke WA wgA}

A AqEzEde] AztE A WA e Ggo] 2 Aow B & quk
SA), 7HH2e] PE A o
FE FH(p<OODOI Z, FFAL Aul2EAT FFAL o mA 7he] GG

(vl A BFAAs F4A(B=06577F A(H)Ho2 vEpykal,  CR(Critical
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Ratios)gko] tE 242 o7 %] (t=1.965, p.=0.05<t=13.861, p.=0.000) K.t} =LA 1}e}
U FFAE A aE o] 2S5 AL oW A& ozt w3 QA A
ojif Ab3A Apgle] AeltmEAel w2 Aol Ax *=4.339 p.=0.037 > x*0.05(1)=3.840)
7F vebd wbE ) BAb fdol]l mE Zol( ax 220174, p.=0.677 <x%005(1)=3.840)=
slct.

AR, 7Hd3e] A5 A, Azg T FEAbe] ojw Ao m A= JFe F
A (p<0.01)olth. =, A7k 7hx o} gFAF olu| A ko] AFRA( Byl A 3]
AAG FAA(B=0.199)7F H(+)H o2 ebykar, CR(Critical Ratios)gto] t#3%
o] A (t=1.965, p.=0.05<t=5.203, p.=0.000)E.c+ =LA e} AztE 7k 7}

0%

£S48 FFA oUAR wohdth EF AU Aot AEH Ao Ao}
FAA w2 Zo]( Aax ?*=6.090 p.=0.014 > x%0.05(1)=3.840)7} Jo1}, FFAL

Fo w2 x}o]( ax 2=0.064, p.=0.800 < x%0.05(1)=3.840) §LA
G, b4l AFAR, AdE AN aARS v JFe FoA

(p<O.0Deltt. =, A ztel ZhA oF ARk 3ke) GFAA(By)NM AAGF F
A

T

A2 (B=0.256)7} A(+)2 o2 ek, CR(Critical Ratios)gte] tiE¥E4e <
2] (t=1.965, p.=0.05<t=6.185, p.=0.000)E.t} = A el XZ4H 7FA7F =&4-5
Aboll tigt AN ol Tl A Aol ALE A Ao Ao}

ot
of

Aol & 2ol (x%0, (1)=2.710 < Ax =3.807 p.=0.051 < x%0.05(1)=3.840)¢} 7}
2o gk CREE FoaE a=0.067TdA49 AAA 196K A e}
U Aot oig BAA zelrt dod, FEAF fFHol wE Aol(ax?
=0.013, p.=0.909 <x%0.05(1)=3.840)= §1 ATk

A, MBS ASAT, FEALY olmAsL nARSH WA JFES &

A (<000 ek =, FEAE ofm x| ef nARES ko] FEFRAA( Byl M 3917

(T =
r_BL

F FAX(B=0.694)7} B(+)4 o & eyt CR(Critical Ratios)gko] titEAko)
A AR (£=1.965, p.=0.05<t=13.711, p.=0.000)E.t} =A e S-FA}ol] sk o]n]

Ee5rE DAMEE Boldth EE AAA A} A8A Aol Ao}

N

TAA(2x?2=0608 p.=0435 <x%0.0s5(1)=3.840) = IFFAF F3( 2y ?=0.001,
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p.=0.976< x%0.05(1)=3.840)° W& Z}o]7} Q= S

Z] o]

-

<7

e A

ok o)

- ! T TS A
th ool MNAEAASTANE FAYE FAeE Astd ve3
<¥ N-12> M3 7@3Zz43
CR./ -
7} AEy 4 F2 Ay ? D. ZAWMEol Ak | CR.(t) | vl
H 1-1 13.001 | 0.000 - - A &
LY 11 .
BFaLA il -1 o = 5] 0
H 1-2 X lili} | O | 0242 0.623 | ANA=A/AE AL | 0503 | 717}
+=4
H 1-3 7271 | 0.007 FSC/LCC 27517 | A9
H 2-1 13.861° | 0.000 - - ) el
LY 2 61-—'/&}-
SFFA O—J_ ok =4} =] 3L © ok 5
H22 | % éﬁi D] g | 43397 0037 | AARA/ALEAA | 22397 | A
=4
H 2-3 0.174 0.677 FSC/LCC -0.424 | 7]z}
H 3-1 5.203 | 0.000 - - ) el
21 3T A} - o N S
H 3-2 AZE || o)) | 6090 0.014 | /HAxFA/AFE 2 | 2347 | A
7HA]
H 3-3 0.064 0.800 FSC/LCC -0.258 | 717t
H 4-1 6.185* | 0.000 - - Al &
31 78 . _ =1 o » _
H 4-2 A48 || m= [ 3807 0051 | AQAAL/ALE A | 19857 | Al
7+X] =
H 4-3 0.013 0.909 FSC/LCC 0.115 | 71zt
H 5-1 13.711™ | 0.000 - - A &
532 I - 1=
H 52 s2Al | =] e | 0608 0435 | WAL/ e =) | -0.770 | 7172}
ol m] | v
H 5-3 0.001 0.976 FSC/LCC -0.030 | 71zt

F) # p<0.1, ##p>0.05, #x p<0.01
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<FE IV-14> 33 AF FH(FSC/LCC) FJebd 2wl 2ol

ot E A =
T
FSC LCC 37 df. t D.
Aqu] =& 5.129 4.735 4.899 453 4388 0.000
A Z+E 7HA] 4.387 4.226 4.293 551 1.610 0.107
F A} ol m A 4.917 4.370 4.598 450 5.745™ 0.000
PR = 4.798 4.634 4702 551 1.683" 0.092

4 A=E o83 A FFol wel dyEY <%

7 AAE AER 2R AlRdade AAF 497 2184 499 Aolx

A4 4 8l wFor FAEA=H, 24 ALER S Wl da A A
Qo] Aol AA L it 3351, AFE A 2P Aol AA L 33179 FHo=E, %
AbE HEe] FHAEE YE L dv 2y o] dk o] FSCe LCCAte

Aol QA Amw, AAH Aok AHRH Aee] AoEAY R Fo
Mol Aolg weolth FAMeZ wW, AAH Al AlEAY L PSCE89D)
7} LCCEBDRG A et ol d @ A AHA A E@AYNAE B
a7 dehda gtk 2 AhEH el mAA Gl A% FSC(3.740)7F LCC(3.317) % o}
A JEUIE, ot BE a=0015EdA BE folHe AolE wel Aot
wepa AA AU Aom@Yolt AE A o] AolEAY BE FSCE
ol g3t Puol LCCE olgalt dunt o s & 4 vk

<E 415> FFA §F9 AotEAA

3 ot = A =%
TR
FSC LCC A df. t D.
MAA Aol d A 3.891 3.351 3.351 551.000 | 4.873" 0.000
AL A 2ol A 3.740 3.317 3.317 551.000 | 3.601"" 0.000

) * p<0.1, *x p<0.05, =+ p<0.01
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AN oz Fyarel 8L AALHAL 41.6%7F FSCOl &A@ 1 wah 1,
58.4%% LCCOlE SRAqltl, FSCol 442 A 249 Aotgad nA
of weh Awrw NAH AolwEAo] e Fro] FSCol&Abe] 365%¢2lE 1t
A MAH Aolm@AMol He FWS 635%E =A UL 9 LCCo| 4}
o] A9ol= AAA AolwAA e mAW TN} fAHA LEETh S8 of

ek MAA Aol Ade] e Fuo A FSC(36.5%)XE.tF LCC(50.2%)
o447k 137% ©f A Upehisel whal A Aolmage] He kol A

_,d
=

© ole} W2 FSC(63.5%)°]-8 A7} LCC(48.8%) ©]-&Atxt} v =4 veya
Stk olsh o] AotE@A Sl mAS) o] §FFAbe] FHolE FANOD wal

A(p<0.01)e] 3= Aoz YEpyt

g FSC/LCCol&AHE AMs| A xhd o] Afobx @A Aol whep Aoy A
32 polFAAlo] e e FSCol&xlo] 36.1%<ld whal AFE A Atolmd
ol e Hhe 639%E 27.8%9 & Aol2 =A uehuka, vhd LCCol&A

Agole AsA AohE@AS] mAW FAE AAE @AW A A go}

Lo

‘

=
;

73 °]

Hir

= A 548%= AE A AopsmE Aol v Hdke] LCCol&-#F
452% Kt 9.6%%t B A UERsktE R ARS A ApolE A o] vh2 Fdhol A
© LCCo]&7H45.2%)7F FSC(36.1%) Bt 9.1% T =A e ¥k, A4 2}
FEdAgol =& o] &5 Aol ol¢k RE FSC(63.9%) ©]-&A&0]
LCC(54.8%)°] 625 Btk 9.1% © = Wt o9k o] ALS]H Aol dA
o] At o] &FFALY] FE = FAALE BAHEAH(P<O.0Do] Ae AHoR

LHEFSE

o
5]
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< IV-16> Aot @A o] Aol mE o] &dEAe] +9

ol &I 9
T w Fhol Al A
FSC LCC a A
L. 84 162 246 % 10.11
Low FE)&(%) | 34.10% 65.90% | 100.00% df. 1
AN & (%) | 36.50% 50.20% 4450% D. 0.001
332 DA S (%) | 15.20% 29.30% 4450%
@ A I 146 161 307
AN & (%) | 47.60% 52.40% | 100.00%
High A &(%) | 63.50% 49.80% 55.50%
AAWE(%) | 26.40% 29.10% 55.50%
A 230 323 553
a4 A ) &(%) | 41.60% 58.40% | 100.00%
AWH (%) | 100.00% | 100.00% | 100.00%
AAN &%) | 41.60% 58.40% | 100.00%
ol &I
T = 7Vl Al HA
FSC LCC A A
A 83 146 229 " 4.6
Low AN & (%) | 36.20% 63.80% | 100.00% df. 1
) A &(%) | 36.10% 45.20% 41.40% b 0.032
:{jz AAW&(%) | 15.00% 26.40% 41.40%
a4 I 147 177 324
High & (%) | 45.40% 54.60% | 100.00%
A &(%) | 63.90% 54.80% 58.60%
AANE(%) | 26.60% 32.00% 58.60%
¥ e 230 323 553
a4 A FEu&(%) | 41.60% 58.40% | 100.00%
AWH (%) | 100.00% | 100.00% | 100.00%
AAN &%) | 41.60% 58.40% | 100.00%
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