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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.

» Keyword : Internal Service Quality, Job Satisfaction, Customer Satisfaction, Airline Ground Crew

[. Introduction

i
oot
O
.
>,
(o3
k]
13
M o
ml
=2
Ho
rot
N,
o,
[rt
N
£2
©
M
M
o,
i
o%

N

1o

rlt
oLl g of

AU U =5

gel efa) azste] Al mAl= SR adE S7HIE

T A2aAd e vk

A7) aize] vheFslal H4kgh el sl ehdg 54
o] MR|AE Alarshs AL vig- B H o, o= yiF-ae
FA S ol QA t Zhs sttt QR A& ow
g Mul s FAE frAlska desh] feiM s R s
A @FtaL Sl TS 8k AlaElEo] TSl BEE ek
kel o] dasitt M 7)eel W Ho] B A
2gjo] &A1) R uANSS ThestA & Zlolt1].

G AH| A s IR M AlE Ao
2Hgo 7 o fojAm AAHA Ao Biest Pg2 oozl
Au| 2ol T3k FA7Eeh il $a3 G A= 24
Aul 2 A glo] F& A2 FEeted Ao who] glojof
at ol A wharo] obda s Aol thet St
sEOPA|AL el 2 Mu|AE Aled 5 QU HER olE

e First Author: Seung-Lee Kim, Corresponding Author: Young-Shin Cho

*Seung-Lee Kim(sunykim0404@empas.com), Department of Airline Service, KwangJu Women's University
**Young-Shin Cho(cho2108001@stu.ac.kr), Department of Tourism Management, Seoul Theological University
* Received: 2016. 01. 14., Revised: 2016. 02. 22., Accepted: 2016. 03. 01.

* This work was supported by 2015 Seoul Theological University Research Grant



114  Journal of The Korea Society of Computer and Information

Sl 0 FALE wo TSR VI ol&E A=
A= AH|2==) A (service profit chain) & 7S A|9ts)
ATH2]. o] ¢} o] gy Ate] A SFAE, FaAl AdolA
e gk M| 2E Al gl F oF sk iAo' Q1A
o RSS9 ] 29] Fige] $a.9 ol
2 SslglaL, deake] Aol B3 thRE Ui u] 2 Al gl
Feol Akl olE 50 Ak 3 22 AR e, dAket
Heta o] wAVEE, 5 ko] 38 So] EAlg

WA n] 2=FA(internal service quality) 531740l
FARE AR AR AT uA 0] oAl Al AlEshs HAA
Aufzs Sgolt SITHB]. WA R ] 2
ool A|zkeh=s Mu|A F4 e flaii] =AU tek
8 Ba] 71 32 70 710 BAQ) SRS B EALS S
7= Ao
=0l "W]’\’*ﬂ Tl 8 =
Frost & Kumar(2001)& 3174 %} fH‘?iﬁ = THLE H
e Zﬂ%“?%t Au]zol Bk a7e] Q1o FaFe Frkal
A6

1a1sL A H| 2 E D2 A o2 qu| 7] 9le] WA 2~E

I FAe Aol ofeir A H—r/‘i‘ﬂ]’\ol %7“% =7gst
7] 13 T A7) o] ol AT 7 =

HERA| 20 I Zho] Xﬂ%%’

mﬂzﬂoﬂm ASSIs WA <) o) o)

E
o
%
@
jen}
3
nz%;
2\4_{}—‘
13%
<
25§
p
.
- (o
K
b=
i
2
%ri
La?ﬁ

N K
o3t

X
E
[
u{u
rUL1
mlo
m&
o,
ol
rr
N
o
1o,
18
ek
o
4n
o)
=
liuf
ki
oft of\
> o
o
o &
oo =
2

fo

R oo W
i)
o
o

i

).
A A BH=HE] gl

R
o
o K
=
g
=
[
=
Y
1o
2 |

ot
tlo
M
1%
o oot
o
2
N
5
e
ol 9
>~
>

[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
2 ATl AEFgEEe] did e A5 sl

4 BN g aBAe AAsgth B2.004 A

RER

f BE AFWE AEHE BARE 0.7 ol g0 ekt
FEe AL 4g0] FuHAG41], ZAETe 2ARAE na
Aoz 3

gace pAFEUdEon FHR EHS F@
g 3

bz Re R |

=AE

242}

3} 2004 B vk} o] PN oS A

A9 0925, AWE dmel BS 0

08612 7 291 vl A 8 7o) ARAAZ e A
@

R P CERE

Table 2. Results of Verification of reliability and validity
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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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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 #5742+l 3 (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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