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Abstract

In this study, the basic concept of service profit chain was introduced based on the existing

studies related to service quality of airline ground crew to find out how are customer satisfaction

influenced by factors related to employees who provide service quality to the customers, such as

internal service quality and job satisfaction. The data of this study was

collected by questionnaire

and based on airline ground crews and Gimpo international airport users. A total of 190 of airline

ground crew and 273 of passengers validity sample was analyzed a frequency analysis, reliability

analysis, exploratory factor analysis and correlation coefficient analysis from SPSS 21, a hypothesis

through out confirmatory factor analysis and structural equation modeling from AMOS 7.0. As a result

of the analyses,

it was found that the models was appropriate in proving the hypotheses on

interrelationships among internal service quality, job satisfaction and customer satisfaction. Overall,

finding of this study enhance the theoretical progress on the experiential concept in walking tour and

offer important implication for airline industry marketers.
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[l. Literature Review
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2. Job satisfaction
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2. Hypotheses
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3. Study sample and data collection

Table 1. Characteristics of Respondents
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V. Results

1. Verification of reliability and validity
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Table 2. Results of Verification of reliability and validity
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Work convenience .896 776
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Provision of vision .886 .671
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5=assurance, 6=job satisfaction, 7=customer satisfaction

3. Results of hypotheses
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ors n . 1 > 3 4 5 6 7 job satisfaction Ac
H6 | >Customer | 0.587 0.033 8.918 .000 ce
L 8.35 | 0.61| (779 satisfaction pt
2 | 3.84 | 0.74| .657 | (843
3 3.92 | 0.59| .702« 576 (.755)
4 | 3.75| 0.64| .655 | .662 | .652 | (.793)
5 | 3.16 | 0.63| .614 | .589 | .643« | .732 | (653)
6 | 3.54 | 0.56| .539 | .562 | .577 | .566 | .640 | (.849)
7 | 3.63 | 0.74| .656 | .657 | 646+ | .691 | .53« | .681 | (.827)
Note) * p<0.01. ( ): AVE
1=tangible, 2=reliability, =~ 3=empathy, 4=responsiveness,

V. Conclusions

B ATE A A A9 AZE WA sE
o, AW, T3 AHAE AT W FFA olgAe 1
A el GPol B ATRA FTALL AN EL,
AR, wARE] B AY R oBY WAL I,
AN AERS £, A, T, B8, Sagew
Fate] ARuEe] WA G oleld FEA A4
FRA9) ARFo] YA} o7 WA p)HE IF
WAS RS SAk T B b B okl A
DA 2 E el B AT B 28 SRR A
Hl2s Rolo] ek 7|E AT} lv] e Agolch. w3 A G
G320 Poho] 1A BAT TATE} Au] 2 E Ao
B¢ A5 wol 2ysle] gont Wradelehn & 4 9)
© gEA A SRAT BAT RAEAEAC] AT
%, wANEe] Po] Bt o] ARF Aol % U
2 AQAT i FFANZ BRNA Z1E] PAo] ohd
AR e o] BaF Aol

i i

A#73

Parasuraman et al. 59|

SERVQUALE#E57H4]  AFQl 3 /d(tangibles),
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(reliability), ¥H&-*d(responsiveness), Bl d(assurance), & WHH7F 54 99 A9 A4 sHFHo2 dAH=HAT=
3 (empathy) &2 WA ~F2-E TSR oM [16], A% HolA SEvat AA d3AHe S guishyds F27t
FELS 2 Gu)(2004), SAEAN G0N HAATE v Arka BUEG. FF G AN SRA0E 24} o] Fo]
o2 AT 24]1[19]. PR B AFeA] AR A 2 A7 vlal 245 on] gy AWE EEdHE 4]
2 Oliver(1997), Ryu et al2008)¢] HAQTE vgoz T Dastel, FEA WA LEDD 120 B ofe] el <
HIAGTH3OI40). ¥ AT Fa) S84 AR BAL U] HWAE YR $4 A7t Bashta A,
B sEAe ATHEe] o5 oo v a 4T W
& A AP SRR AT AL ATVE IT
A olgAe] wARES] felg JFRAL FHBE W
oA o]n] Heskett et al.(1994)0] AeFsE An]2a=el |2l
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