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Abstract

This study proposes a conceptual model integrating social capital and
problem—solving routines to assess how airline management perceives and
responds to COVID—19 and innovates services. Given the need for quick action
In emergencies, existing problem—solving routines are deemed insufficient due to

uncertainty in re—operation (Visentin et al., 2021). The study examines the
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impact of social capital and problem—solving routines on service innovation,
moderated by perceived uncertainty from COVID—19. A survey was conducted
among Korean airline companies, and hypotheses were tested using prior studies.
Analysis using SPSS PROCESS Macro (Hayes, 2017) revealed that airline
workers' social capital positively influences service innovation. Problem—solving
routines also positively impact service innovation. The moderating effect of
perceived COVID—19 uncertainty significantly impacted the relationship between

social capital, problem—solving routines, and service innovation.

Keywords - Social Capital, Problem—Solving Routines, Service Innovation,
Perceived Uncertainty, COVID—19 Response
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SSMAES A2lH Azt 2X id FEO| MH|A Ao OjXl= o et A+

A ekatth(Chowdhury et al., 2019; Lee et al., 2013). mpA 2o g2 7] <3} wete
AT AMulaE AFEE AFEE ¥ FEUERRH o9ds 48 & U
(Chowdhury et al.,, 2019). d%dx] %3 97|17} S o, AT = = #A 9
UESL A= A314 g ALdst @ 3oz A2 58S zon, A3 4

o] Apde] 917] WA el F(+)e] FFE vk (Kale et al., 2000). wHebA

thest ge e A,

7HAL - ZESAAES AEA ARMEA DS AHs gl F(+)9 S

FEAIE T e V|HdEe] Ao R o] 2T (Garcia—Villaverde, 2017). &A=
alAAe] by oioh BN ofyet 1 A ARSA &S HXT
(Giuliani et al., 2015). & 7I9E3 BHAES Tbe AX MHl2 7199 g4
ko] oJ5FS wlE 4 dtH(Huggins and Thompson, 2017). A23A oz A3 }EH

o T2A AAE AEH S, ARH 9T D BAE FA A4S F0F 5 9

(Lee et al., 2013; Maula et al., 2003; Molina—Morales and Martinez—Fernandez,
2010). 719 7AFHE WolA 2 s S H(Lee et al, 2013). webA AL
34 Aol Ao A J19e) A1sH 849 54 wE RS A% A+
o] #AE 712 4 AvH(Huang and Liu, 2019; Nahapiet and Ghoshal, 1998). uwz}

A Theat ge e aRsgrh

72 - FEeAAbE e ARRE ARG 2 MEla HAld A(+)e] dEFE A

Aol

3.1.3 A= Auj2 2l

npA o 2 AL A ApEo] BAA Apde] PAl HiEel A
F vk AAR e 23 02T F e wAE r)
ol sl 453 AR GE nLx A7HY ol B3PS
A€t (Lee et al., 2013). WA vt 22 7pd S AAHSA

M3 L T ARE Y] ARSI AR (A E)S Aus HAld AF(+)e dEFE v
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2005). H]
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< S7IdA e A gl Alg S SIAIH(Weick et al.,
S

5!
M2 7% SEA @A Aol Whsd duAd L1 e

TH5A ge
G4 05e FuSE BUES DA An s Aud AF oA A4S A
sof gtk w2 e AQ el W Yk GHe W, AL Uewere
g3} g8 BH

FebS olsffsioF ghth(Thomas et al, 1993). AR AF=} <l
ElHE &3 COVID-19 Z&elA 7|& dFAgdars mar|niy el 48
st vdd TAE f2et S meb gea 22 7hdS AAssi

M4 L e EAAEY A d FRE ARls Fale F(+)e 9FS vAE A

ol

COVID—-19& Qlaf dZo] AL, A&HA 07 T ZRE AF7bsloF o= &
EopAgh S REET. 538 dEd des o A E B H e
7139 dgor AP 5 %E‘r(Weick et al., 2005). SIAE =HHS 485
Astar AES A3 TR whEsithe SHA A f17]d diMstE 24 THe
A(+)e 93FS mz & QAE}(Ann Glynn and Watkiss, 2020). w&}A] oS3 &
7Hd & A s

7hEss FEEAAEe ARSA AREel  SrbehE Aulz Sdle]  FrbshE
COVID—199 wiet 1A= FehdAdo] Frhstd olefeh o] Hashe =dat
LA Aol

7Hd6r FEFAAES] A A FE 5
COVID—19¢] that AA¥ =&4d7do] gho]
7 Ay Aol

LI

B AT BAe FFEANE ANA ARD BA 1 FHol Aus sl
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%ol et 2ol BA AdSAh WA, AT A7 S4L sjers

425
71 918 WIZ=#A (Frequency analysis)¥} 7|= %7 4] (Descriptive statistics)S 2
Alstart. B4, AAET] A8 AAS HES] 98l Cronbach’'s a AlTE AHE3FS

oh AA, ARSI A A A Sl A FE, An[s FA 3k RS glskr] Yl A
HEX (Correlation analysis)= AA)3Ath YA, Hayes(2017)7} AJetst PROCESS
macro Model 1S ©o]&3}o] A3]4 22 g 74 3|2 FEo] Ay A A oA

X B zdaTE dFA

V. 4524 4%

2 AFE fste] = A FAEIL e FTFARERZRYH FHE HAEAR
Aek At vixEE 25059 AEA F 224%(89.6%)7F IFHJL B AT
A2

2 B3

Fast7)el Aget AEXQ Aoz yelwy. SExte] AEEAAdy, AudAt
oltetd EAS wobshy] fJeiA Wl BAS Alddt At o <F 2>9F )
Ado A A= 28.6%(n=64), A= 71.4%(n=160)Z JeFTH A3 A 304
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O

AAFES ALRIH A2t 2H siE FEO| MHA HAo| 0jX= Feol of

= ==

2

el

7} 60.7%(n=136)= 714 ©Adrt 2FAHKoA = 10 o] o] 28.6%(n=64)= 7}
& Bk

W% HANE (%)
231 A 64 28.6
°= o] A 160 71.4

20t 48 21.4

30t) 136 60.7
A 40Th 24 10.7

50t

o3 16 7.2

A

o]t 56 25

2-54 8 3.6

]

N 5-84 48 21.4
8—10
48 21.4
L‘j
10
64 28.6
o]/g-
A 2} 112 50
AN l/
. o 4 64 28.6
A/
T
g 48 21.4

AFHTE g3t WSS AFHAY F4S A3 47 Cronbach's a H2E H
FAAEEM AZQls] A EAH (Varimax) S AFE3te] AE3 =, A EE &9l
3t7] 91384 Cronbac ’s a 2 A=39y. 29E= g8 < 3>37 2. Agd AE
LRAMEYZ, )2] Cronbach’a &= .805~ .939¢] W¢ HolFm A 8l

HelE
2 Fde] Cronbachs a4 = 8479 W9 AW oxwE BIAAO g1, T&HW
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S a2 HAle 8867 BT 7 olato g oA o7 ey}

Cronbach’a
|EQ 3 .936
T 939
SHPHS
A7 .805
AN A .847
457 by 811
N AH] 2 Al .886

4.3 AR HAF

2 Ao A8 WFE VAR A <3k 4> o] YElyY. #AAf
o A dlolH AFAS AE ¥ . West, Finch®} Curran(1995)+ A% 29}
A% £7 7)Eow dolE Af4e B £ doka Agadon, o 7xw 7
s AEs A7, = AUzl 003~.978 HY ol HEE= AYgk 017~1.551 ¥
A= Ay AR 71 2o Z] il AatAde] sxEva B 4
<} 4> A4 A4 Ay

M SD = A M SD = Az

YES —0.88 =5 -0.62 | —0.38

5.39 | 1.659 0.017 5.5 1.379
A1 1 A1 1 3
HES -0.40 | —0.81 | B8 -0.25 | —1.06
486 | 1.771 4.68 | 1.798
2 7 7 A2 6 6
HE$ -0.23 | —0.82 | &g -0.73
4.82 1.54 421 | 1.702 | 0.234
3 2 9 A3 6
HES -0.94 | B3 -0.35
4.5 1.726 | —0.38 4.07 | 1.537 | 0.178
34 7 A4 4
HES -0.83 | —0.16 | &2
5.39 1.57 3.93 | 1.441 | 0.562 | 0.017
5 9 6 A5
HES 5.07 | 1.628 | —0.77 | —0.07 | Al | 3.89 | 1.804 | 0.013 | —0.73
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STEANXS ASIE K23 2A S1Z ZEO| MHIA HAO X HE CfEt o7
6 1 A1l 6
1 | 461 15 008 | OIS g | ey | 7020 | 708
oo | 429 L 604 —0.10 | —0.67 | Au)] = 54 L5 —0.00 | —0.54
" ' ' 6 7 & A13 ' ' 9 2
w3 | 379 | 1637 | 0.003 | ~V° ARI= g e | 1033 | 016z | 0%
g | 420 | 1a6a | 7002|7073 A= S 0s | 9008 | 0207 | T
s | a6d | 1567 -0.35 | —=0.82 | Au] 2 75 | 1o -0.82 | —0.46

-0.17 | =0.39 | Alu] -0.97
6 | 4.29 | 1.488 i 5.86 | 1.578 —-0.47
1 9 217 8
—0.55 | AUl -0.42 | —0.12
A1 | 454 | 1.404 | 0.24 i 5.18 1.54
1 218 2 7
—0.81 | v -0.17 | —1.44
272 | 4.39 | 1.701 | —-0.19 i 5.32 | 1.493
4 219 2 8
8] 2~
-0.07 | —0.98 | _ -0.55 | —0.84
AF3 | 4.43 | 1.703 Al 5 1.95
4 5 6 4
0
A H] 2~
-1.09 | _ -0.02 | —-1.14
AF4 | 3.82 | 1.798 | 0.084 6 A1 | 5.25 | 1.458 ; A
1
S
A 8l -0.35 | —0.86 | _ -0.04 | —1.55
5.14 | 1.555 A1 | 5.36 | 1.423
A1 6 9 7 1
2
A H] 2~
A 3 -0.33 | —0.74 | _ -0.46 | —1.32
4.68 | 1.695 A1 | 5.71 | 1.335
A2 3 1 5 7 2
S
A 3 -0.74 | . -0.23 | —1.09
4.64 | 1.371 | 0.245 Al | 525 | 1.458
A3 5 2 5
4
A 3 -0.54 | —0.24
5.21 | 1.401
A4 6 4
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a9

G A o] gelel AR A AR, A A FE, AR A A 8l e A
T #EAd 2 WEHES Hsy] f&l Foj&e d@AS(Pearson Correlation

HAT (<% 5> Fx). =2FH AFEA, ARSA AL, A
A F9, Aulzs a4l -4

E JdoE e AHATTE vl dwrd AARVE
891 486 ~ .839 F=olA A(+)9 FPAL Wi Je Aoz YEIGTH(p< .01).
74 1,238 HAE53 A9 AT <F 4>2 AR, A3 F 2ol Muxa §4l

o freA A+ GFe 1
Ad Frlo] Aulz HAd §9)

= AA = A

et 7k 1,238 AAHAT EA)
FS m X Aoz el 7HA 4

o W, K
o
f

)
o

~

+
~—
lo,
of
(

<E 5> 44 B4 24
HES A T A = A8l 2 LIS =R
vES] = 1
T T4 4 1
A 6465 7075 1
=AEE 5045 625 A9 25k 1
Arj2 4l 486+ 511%x 526% 839%x 1

4.5 A8 AE 2 o] AH|AF A
24 a7 Y

=
o

sk A A A AXFE B3FAA 9

ALS A AR} A2 Al AN A 1A E Bl TH 2dadE
71§18 o] Al A= Hayes(2017)7F #|<bgt PROCESS macro Model 1< ©]
ow, BExe RAEF 5000, AFHF 95%=2 AAse] Ayt A3
g dAl AW <X 6> 2ok EAAN, FEUFQ AHls Sl dlE sy
T UEA(B= .2966 p< .001), 7+ (B= .3618, p< .001), A= (B= .3730, p<

| Aol A 2 A" A ol dFHe] FAHU

R

Y

£ ookf ol

off
o

finss

H
S4EF(B= —.0782, p< ODOIAT §o8 GBS WA Ao epgrt, o)
@ Avhe BT FAREC] A ARG Fa QA BIAY] solw Au]x
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SSTAAEL MEH A2 =M SHE FEO| Mu[A HUo| DXl ol o

= ==

2
e
-4

s
2]

SV A A H B o] olx A FHW ALE]F zHEo] Mqu]x Al
3 = e gugth. mebA <7 5> A AAHJYT F,

W xdadE JRaga A 5 dvk ARSA A
a4 A3y agxe <y 2>9 Ak

A=)
DA
= it rrorlo

e ro

T coeff t LLCI UCLI R2 F P
) 5.2012 86.1599 5.0822 5.3201
U EY A | 2966+ | 7.1384 2147 .3785
A H] 2~
. 2112 4.6005 .1207 .3016 0814 27.9785 0000
R
HESH A
* Ay | —.1525 | —5.2895 | —.2094 —.0957
SR
) 5.1678 | 82.1316 | 5.0438 5.2918
T+ .3618+#xx | 7.6585 .2687 4549
A H]) A
5 4] 1953 3.8554 0955 .2901 0211 6.7615 .0099
R
T %
qu) 2 —.0782 | —2.6003 | —.1374 —.0189
SR
D) 5.0930 | 76.5513 | 4.9619 5.2241
A g 3730%xx | 7.6241 2766 4694
A H] 2~
5 4] .0750 1.4171 —.0293 1793 .0053 1.6451 2010
R
A E *
e 2 .0375 1.2826 —.0201 .0951
gl
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<% 2> A}3|A AR} Auja Hal Alolol A QxH EIAAe] 2dan A
oz Ay

HEAZ » Aul= FA FA * A= 84

=
gatalon, £ B2EHE 5000, A3 95% 0.5 AAste] g EATh A
Aol o A A <x 7>3 gk BAAAe] oig A Ade v
oo wA ), S5 Auls oale] fiE s8N A sld FR(B= 7581,
p< 00D B FYFANA dWa AE B frofd dFEe] &y
Atk ZElar SHWEet A o] Fe A Aula F4lo A= o
ElTet Mulz Ao A5 A83(B= .0625, p< .0DOA fFoledt IS 1
Aoz yeith oleld A= ey FAAE] A dd FE sHS T <

: o] ok

5l B4l ol E Aus Fae FrhakAw Q148

A 4 F8 5 o

@A <M 6> A HA 9l
w4 2

v A4 5 ek

o [

= O
>
JTLITE»LOZ:

~d
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SSTAANEL MEH A2t =M siE FEO| Mu[A HUo| 0jX= Feof tiet A7

N
kA
-
\Y
g

Al A FEI AEjs S

g
>

Aol Q1 BN 2AEN AF

iin)
N

=
e

coeff t LLCI UCLI R2 R p

126.253
5.0938 1 5.0142 5.1733

ox
5

2

7581w | 20.6271 .6857 .8305

U S Mo
(U]

X
R
b

.0261 7844 —.0395 .0917 .0101 7.9182 .0053

>,

Qa1
Mt 2

*

.0625 2.8139 .0187 .1062

2
R u}
[>

o
2

<7 3> AMEA AR Auz H2 Aolol A QAE BN xAE A
% gz A3

A A4 T Au= G

e

ma2
6.50

0%
a0
134

— 234

600

550

5.004

4,501

4,007
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= Are FETiklel FARbEe] ARSI A Adah A sld FEle] AR il
A WAE st st A SAele. AT AS AA, eSS A
A ALE Auls Gale] A FEFS v, wAsd FE AA e g
Aol 2449 G WY ol FEVIYG oA TAAE o] Al YES A,
TR ARTE A s HA1E H3leked T8 S dne s AT B4
A FEE Auls Sale] A dFE viAle AR dERy. BA] e A
A AL 8 wA Sld FHO AEIE FaE Aua dald s 9FE v
AA ARG =A, ARSA AR EAl Sl E FEo] Aqula Al gke] wojel 1A €
=gdAde 2dadrt BAs=Ad A A =daATt EATS B
o S AR AR A A FEE AEs Fale] FAAQ G wAAY @
FEAAEC] COVID-19= -8 IXd =Fd3E 57 A8 w9 o4 o4
A Gl Hashe Ao wAHAN. of#d IXHE wHdA] dFE gho] W
& FoelM e 2dEHAT JSHBAT w2 FdME 1 advF UEuA &%
of mheEbA ARSA AR A A TRl AFSH Muls galo] SrhehAN
COVID—199 digh <1x Z2dAdol Ao el oA Adss o5 3t
dAE faA7lE it EAE ASEAAN S8t ol $7] el A
oAt B g AFAbsdte] dAA §& ddsta PToR §rlal g
W COVID=-197F &5 aAAEe] oabaAel AdE Fvhs A& e, 53
g wobe] AL MESAE AFH o At W oA ek Vs
= 4wl AAEe VRS st el we e sEo] dAs] d
ojxltt. 71 A4 0‘”01 A71E AAsa el mreh Peshs Aol 280l gl

ol Al 7S e HE (AL X}i 2D A A7 g Y F

< &Y. FFAF FARIEC] 7IE AASEAL

A HEY A} 19, A= of&

Zol, FFAE] 159 A

st ] 2] dojuar QErkea =

e o, v AFAE 44 474101]/\1 @S FAYY. 2 AF AFAANME ¥ AE

Z2Y Aol Mu]AE WA 7| 3FV]E AUstE ”?ioﬂfﬂ A EgAA 9
Toes 18T 9, gE AFAERY] #AAA S v

o, "ol Al of WA Fof sp=7l ol A= AAE =HHA

o

)] o] )]

s

a PEor 2| 3l
ool e gAMEA S

j&?"z‘
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