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= 4.0 FFALY HA SRV A5 128 .169 108 | —.188 | 569 | —.099 | .149 132 | —.005 .289 548
3G FFAEY o] FgFALE ¢ Wo] o]8E Aol .332 .082 .350 .247 497 | —.046 | .139 109 | —.148 | -.158 627
7 1.0] &A= stttk 102 | 122 | 084 | —.025 | —.004 | .747 | .113 | .251 057 | —.041 671
]
A |20 FEAE A% L3 AT S 284 | 093 | 195 | .235 | .028 | .718 | .095 | .016 | .028 089 717
o]
2{ 3. o] BqFAE L A4S Fu YTt 144 212 163 .257 .247 .498 107 175 .133 —.241 585
7_] 4. o] gAY Bav} AAES HA 719 4 AUt 219 | —.005 | .221 116 .032 124 | .838 .051 | —.024 .015 .833
o
S|
;] 3.0] &FALE=E 71 A HlE] H=& A7 Q) 172 281 132 124 .066 .066 793 | —.059 | .023 —-.004 783
Bl
= | 2.0 FEAL 7FAo A= gkEghc) —.083 | .203 | —.299 | —.011 | .405 216 .460 .012 .336 -.053 676
‘i} 5. A} AP vl wjol| = 117e] QRS A S-S 118 152 .093 265 | —.008 | .145 | —.044 | .669 138 .180 .637
% 8 A&l A&k 313 A|2El (o ek, )] 9l .088 .182 108 119 130 072 071 .663 .254 -.200 637
% 15. 7| 554929 ortaE sHo| 53t} 170 .090 176 288 | —.028 | —.052 | .146 .051 754 042 749
A
,{g) 14, o] FAI= kA L3S st Y}, 017 | —.035 | .147 | —.042 | —.008 | .225 | —.137 | .342 677 —.114 682
;_QL 4, FFEAF AE A] 7)Eo|U} ML olo ]S Ex AABI} 100 | —.160 | .114 .012 102 | —.017 | .023 .033 141 742 .631
sl
o - - - -
W |3 @A A9d o FRe AR 7 et —.087 | .234 | —.071 | .150 | —.156 | —.027 | —.042 | .064 | —.297 | .694 .690
)
= o _
5 6. AFE Z7)o wel &dFE S g st .028| -.115 .081 -.108 .262 .256| -.025|.325 -.083 .587 .655
(e}
Eigen Value 2.825| 2.483| 2.221| 2.196| 2.107| 2.090| 1.912| 1.779| 1.707 1.656
BAL 9.114| 8.009| 7.165| 7.085| 6.797| 6.741| 6.169| 5.740| 5.505| 5.342
A A 9.114| 17.124| 24.288| 31.373]| 38.170| 44.911| 51.080| 56.821| 62.326| 67.667
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(B
i

B

—
Do
w
B
(@)
(@)}
9
o

1 13.632| 0.573 1

2 13.805| 0.575 | .343%x 1

3 4.266| 0.505 | .248#% | 292%x 1

4 14.065| 0.582 |.255%*| 379#x | 310%x* 1

5 |3.755| 0.586 | .333#* | .337#*x | 283%% | 155 1

6 |3.930| 0.427 |.376%x | 401x% | .393%% | .342%% | 4]10%x* 1

7 1 3.976| 0.502 | .235%x | 272%% | 316%x | .204% | .379%* | 42]%x* 1

8 | 3.773| 0.573 |.255%x| 192% | 274k | [169% | . 409%* | 363%% | 354 1

9 14.024| 0.439 | .268#% | 294%x | 393s% | 150 |.381s%* | 358%* | 434#% | 341%x*

10 | 3.719 | 0.546 | .094 192+ 123 | .013% | .052 | .103% | .098 | .003%*x

= T4, 2=WrSA ) 3=R8A, 4=8A1, 5=21EA, 6= A olulX] | 7= A
8=7154 olnu|X] 9= A= 10=7THAHH °]FEA
#xp < 0,01, *p < 0.05

S "A Aol 7Hd

1-1, 1-2, 1-3, 1-4,1-5¢] H<S23} v53t o] yeistth. & A7l 7Hd

Hest7] 8l vs3l7 BEAES ol &agla dae <F V-6>9F 2t
FarstAlet BARFAAFVINE AHRE o <x V-6 2tk 57] 39

o ttxa XA A gl &

A
FAdo] FFA Hal=olnxo] m 2= BAE gho] 5.0900. % +1.960]4 0]
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AL, FoFE(Ph) o] P<.o0lo]lm R 7P 1-18 AE AT wkSAdo] FFAL B Al
zolm Ao WA= WAL rgho]l 2.4800.= +1.960]40lal, o5 (PEL) o]
p<.050] B2 7Hd1-22 A AT F@o] FIAF B =olu Ao nX= &
A= tgko]l 3.1680.% +1.960]%0laL, FolF(Pgh)e] P<.0le|mnz 7P 1-32

AE QAT Balge] FFAL Hallso

_
=)
B

of mX= #Al= ko] 1.3840.2 7f
A1-42 717E0T. 0] FFAF BAsolu Ao mxE #AE gkl
1.8830.2 7}d1-52 7]Z+H e},

3| ARG Fakol p= 000014 19.996°] & Holil o, 372 gt
R*=.4032.2 40.3%°] A& Ho]a glt}. Durbin-Watson= 1.9009] 3=
Faks 7he] AaaATE flvkal AR e] A Ao m e

< IV-6> FFAHA2FA Bl =oln| x| #7

H] 3} ¥+3}
il =9 A 4= A4 . o | &4 .
S o T |
B e Beta
() 1.418 265 5.355 .000
A RaRes .089 .047 133 1.883 062 | .813 | 1.230
¢° HE-S-A .073 .050 .109 2.480° | .041 | .739 | 1.352
HHE T 534 169 053 222 3168 | .002 | .824 | 1.214
olm =] | Al .065 .047 .099 1.384 168 | .797 | 1.255
SRS 237 .046 362 5.090" | .000 | .801 | 1.248

R=.635, R?=.403, =% ¥IR%=.383
F=19.996, Durbin-Watson=1.900, P=.000

#*p<0.05, *xp<0.01, **xp<0.001

EQEe mARZ A1 FFS vA Zolehs ApH2-1, 2-2,

2-3, 24,259 AZAT 3 Pol veksrh. B AFelA M FFH] 9
<¥ V-89 7},

FAAS BAPPAFVIDE Bolnd b <E N-7>3 2ok, 57 59

gl FARAY FA= 7IEA 0180 =7 e ddel A flar &
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ABZAF(VIF) = 10 olstz 7]E#]ol A sttt
Aggo]l mANFe v A BAE tFho] 3.2980.F +1.960]4 0L, 2
(PEh)o] P<.00lo] 2= 7HE2-12 AYH AT whgAdo] aAwFHe nlx|
T otHke]l 1.9738.2 +1.960]/F0laL, Fo (PR o] P<.050]1 B2 7HE2-22 A
gt F@F Al nANSRo mX= WA= twke] 2.1780.% +1.960]% 0] L,

o= (Pgh) o] P<.olo] 2= 7pAd2-32 e E ). Salido] aAnkEe] m) x|

N
iy

{

rlr
s
)

I

_

|

A= tgkol 07822 +1.960]/F0laL, frolE(PRh)e] L9382 P>.050] =
2 7H2-42 1A HAT. o] ARk

7}d2-58 717 E 9Tk,

3| A RE L Fgho] p= 00004 8.006°] A& Holal glom, 3|72 oigt
R*=.2130.% 21.3%9] A2& Hola gt} Durbin-Watsoni= 1.8709] %=

Faks zhe] AdaAzE fltkal Aol A Ao® e

o WA= BAE ko] 1.1760=

< IV-7> FFAn|aFdo] aARtsof vjx|= gk
H] 3} ¥+3}
TEH = A4 A4 . o | &4 .
T = g s T | 3
B Tzt Beta
(A5) 2.015 356 5.653 | .000
7 .073 .062 .096 1.176 | 241 | .803 | 1.245
174 HE-S- A .104 .065 136 1.973° | .010 | .741 | 1.349
arz | 1878 146 067 168 2.178" | .031 | .889 | 1.125
o shal A -.005 061 -.006 -0.78 938 | .820 | 1.220
A 2] A .199 .060 266 3.298™ | 001 | .818 | 1.222

R=.461, R*=.213, =4 ¥R?=.186
F=8.006, Durbin-Watson=1.870, P=.000

#*p<0.05, *xp<0.01, **xp<0.001

BRSO AL wARES AN FFS WA Zolge M1, 3-2,



3-39] ASAY a3 Zo] Y. £ Aol s A Y8 ts
7 BN E o] &l A= <E IV-9>9F Zrt.

FaEA e} BEARZASFVINE AR oS <® V-3 gk 37] 39
Q9le] FAEAL FAE 71FEA 0180 E7)d s e EAZ Q&
ABZAFVIF) = 10 o]stz 7]EA] el A gakait.

BEA olm A7} AAREE] W= A= tghe] 2.0782.F +1.960]/ 0] L,
FrolgE (PR o] P<.olo]|mg 7PA3-1 A, A A oln| A7} uAwS
of A= TAE gkl 3.77422 +1.960]0] i, Fo = (PRh) o] P<.01o| B &
7bd3-22 A= EQATt. 715 o|nA 7t uARER nX= #AE t3ko] 2.214
o7 +1.960140laL, o= (PR o] P<.0lo] =g 7HA3-38 A e E A}
3|ARE S Fgkol p= .00001A4 16.7009] FX|& Holi Qith. 3|72 oig
R*=.2500.2 25.0%9] AW=& Holil glt}. Durbin-Watsoni= 2.0449] 3=
aks 7re] FaaATE ivkal ARG ] AR Aow e

<EIV-8> B o|n|xe} 1wt
H] 3% 53} ¥3}
& = A+ A% oo e R
M= M= AT I | A
B 3 Beta
(A7) 1.796 328 5.477 .000
aA | AEA olHA 172 083 .167 2.078™ | .039 | .770 | 1.298
x| A olm A | 265 070 .303 3.774* | .000 | .776 | 1.288
7154 oln X 133 060 173 2214 | 028 | .819 | 1.221
R=.500, R?=.250, &A% R%=.235
F=16.700, Durbin-Watson=2.044, P=.000
#4p<0.01
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Abstract
The Effects of Airline Service Quality on

Brand Image of and the Customer's Satisfaction

Jiao Xue

Department of Business Administration
Graduate School

Jeju National University

Supervised by professor Hyoung-Gil Kim

With the development of the global society, The competition between
companies 1s becoming increasingly fierce. In order to maintain the
continuous flow and survival of tourists, enterprises must constantly
provide high—quality services to customers. As one of the typical service
industries, the aviation industry 1s no exception.

The purpose of this study 1is to study which service factors should be
selected to improve the service quality of the aviation market, and to
explore the effects of airline service quality on brand image of and the
customer's satisfaction.

The purpose of this study can be summarized as follows:

First, It reviews the current research status of aviation service
quality theoretically, grasps 1its relationship with the concept of
aviation service quality, and derives the constituent factors that affect
the evaluation of aviation service quality.

Second, It tries to explore the influence of airline service quality on
brand image of and the customer's satisfaction.

Third, Try to grasp the adjustment effect of oral information
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dependence.

Fourth, Understand the media role of airline brand image.

For this study, Two methods of research study and survey are conducted.

First, Through previous research studies, this study propose a
conceptual definitions about the main study variables. Many previous
research which studied the type of airline service quality. For the
purpose of this research review the theoretical literature through the
study of the brand image and customer's satisfaction.

Second, The survey was conducted from October 10 to December 20, 2017 by
Online survey and survey. Total 324 were used for the analysis, to analyze
the data, we used SPSS 23.0.

The results of the empirical analysis of this study are as follows.

First, It 1s found that the quality of aviation service has an impact on
the brand image of airlines.

Second, It is found that the quality of aviation service has an impact
on customer's satisfaction.

Third, It is found that the relationship between brand image and customer
satisfaction. It 1s found that the empirical i1mage, symbolic image and
functional 1mage of airline brand 1image have a positive influence on
customer satisfaction.

Fourth, It clarifies the adjustment function of oral information.

The theoretical and practical enlightenment can be obtained through this
study. The enlightenment can be put forward as follows.

First, It 1s helpful for the actual marketing strategy of airlines.

Second, The brand image of airlines affects customer satisfaction. When
operating an airline, the airline realizes that the brand image will play
an important role.

Third, In order to improve the purchase intention of passengers, various

strategies should be formulated to enhance image.
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Fourth, The quality of the airline service 1s very 1important for
customer thinks. In short, this study reveals the service evaluation of
quality 1s helpful to improve the service quality of the goods, and
promote the management of the aviation industry. It can be said to be a
more active customer management and necessary steps.

This study has certain limitations and suggestions for further research.

First, We conducted a questionnaire survey in JeJu island. There are
certain regional limits. It 1s necessary to further expand the target in
future research to promote the analysis results.

Second, This study i1s about the overall satisfaction degree of customers
to airlines. Therefore, 1t 1s necessary to judge the satisfaction degree
of customers to the service ethics of airlines from multiple angles.

Third, The relationship between customer satisfaction and purchase

intention should be analyzed.

Key word: Airline Service Quality, Brand Image, the Customer's

Satisfaction, the Interdependence of Word-of-Mouth Information.
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