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Abstract

It is essential to have a trust with customer, especially in the airline context which provide the
best service and movement to particular destinations. However, previous researches were
performed only within restricted variables regarding this topic. Thus the purpose of this research
was to investigate the relationship among trust’s antecedents, trust and loyalty. A convenience
sample of 298 travelers from airline customers was surveyed and 286 usable questionnaires were
analyzed. According to the literature review, trust’s antecedents were divided into the following
variables: ‘competence’, ‘benevolence’ and ‘problem solving ability’. Trust objects were divided
into ‘company trust’ and ‘front line service employee(FLSE) trust’ accordingly. The findings of
the study are as follows.

First, company trust’s antecedents which are 'competence’, 'benevolence’ and 'problem solving
ability’ yielded positive effects on company trust. Specifically, ‘competence’ has the strongest
influence among variables. Second, as far as FLSE trust’s antecedents are concerned, only
‘competence’ and 'problem solving ability’ have positive effects on FLSE trust. Third, both
company trust and FLSE trust influenced each other. Lastly, both company trust and FLSE trust
have positive effects on loyalty.
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