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(;i) o5 20 1 2012 2913 2914 | communality
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Bo]9 3 944 -151 093 173 907

(24:2%) c3 926 -183 107 133 895

bl -173 915 181 075 903
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b3 -.146 907 194 119 893

al 228 025 858 -015 752

X"U](;?%)ﬁﬂ a2 091 211 836 035 793

. a3 -077 348 774 082 731

Aeela] d1 248 046 051 847 706

B} a2 -026 112 021 828 784
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(;:i) E= 291 1 201 2 communality
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B Ao At 7PEES FA BT Z R E (covariance structural model) 4198 AA| g0
2H Asstanh. 4 AR ARkl AeE AW EWH, ¢ = 127.55p = 0.000 df =
48), GFI = 0932, AGFI = 0.886, CFI = 0.972, RMSEA = 007922 Uteh} 23 We £&
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CH 4> 201N QOIFA: QM4
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* AR x2 = 127.55(df = 48, p = .000), CFI = 972, GFI(AGFI) = .932(.886), RMSEA = .079.
al 807*
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cl 920
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ABSTRACT

An Analysis on the Mediating Role of Marketing on

Customer Satisfaction Focused on the Aviation Service

Joong-Kwan Kim*

World aviation market has been expanded every year caused by improvement of economic level - quality
of individual life, increase of the development of tourist industry. Aviation companies have compete to
develpe the service program for the maintaining of sustainable choice by customer and develop the market
share. This study aims to suggest customer service strategy which is based on the relations between
satisfaction by providing a differentiated service quality. This paper is focusing on the investigation with
the mediating role of commitments on customer satisfaction in Aviation company. For this purpose, we
do literature reviews, develop research model and conduct an empirical research. The literature review
covers theoretical discussion on customer satisfaction and core variables for hypothesis setting. This
analysis shows the airline service factors have a positive effect on the customers’ satisfaction and re-choice
intention. And it is necessary to improve aitlines’ systematic management and strategic development on

airline service factors for better airlines’ customer service.

Key Words : Aviation Service, Customer Satisfaction, Emotional Commitment, Calculative Commitment,

Switching Cost
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