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Abstract

This study aims to develop the measuring instrument of the educational service
quality that can be applied to the department of airline services in universities,
and reveal the dimensions that reflect the characteristics of the department of

airline services in universities. To achieve the purpose of this study, the initial
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measuring instrument of the education service quality was derived through the
thorough analysis of the previous studies, and the contents of the measuring
instrument were developed through conducting three rounds of Delphi surveys.
The results showed that the educational service quality factors in the department
of airline services were identified 7 dimensions and 42 items which were global
support factors, employment support factors, education factors, professor factors,
reputation factors, environmental factors, and department management factors.
This study suggests the direction of education that the department of airline
services should aim for, and provides implications for efficient department
operation to improve the department of airline services specialty and educational

service quality in the future.

Keywords : Delphi Method, Department of Airline Services, Educational

Service Quality, Development of Measuring Instrument
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6.09 | 0.95 190.91 | 6.00 | 7.00 | 6.00-7.00 | 0.82 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.32 | 1.02 | 95.45| 7.00 | 7.00 | 6.00-7.00 | 0.91| 6.00 | 7.00 | 7.00 | 0.86 | 0.50
591 | 1.00 | 86.36 | 6.00 | 6.00 | 5.25—7.00 | 0.73 | 5.25 | 7.00 | 6.00 | 0.71 | 0.88
6.45 | 0.78 | 9545 | 7.00 | 7.00 | 6.00-7.00 | 0.91 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
5.64 | 1.43 | 72.73 | 6.00 | 7.00 | 4.25-7.00 | 0.45 | 4.25 | 7.00 | 6.00 | 0.54 | 1.38
5.73 | 1.17 ] 95.45| 6.00 | 5.00 | 5.00—7.00 | 0.91 | 5.00 | 7.00 | 6.00 | 0.67 | 1.00
5.23 | 1.17 | 72.73 | 5.00 | 6.00 | 4.25-6.00 | 0.45 | 4.25 | 6.00 | 5.00 | 0.65 | 0.88
6.18 | 1.07 | 86.36 | 7.00 | 7.00 | 6.00—7.00 | 0.73 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.14 | 0.62 |100.00| 6.00 | 6.00 | 6.00—6.75 | 1.00 | 6.00 | 6.75|6.00 | 0.88 | 0.38
6.09 | 0.79 | 95.45| 6.00 | 6.00 | 6.00—7.00 | 0.91 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5.82 | 1.03 | 90.91 | 6.00 | 6.00 | 5.00-6.75 | 0.82 | 5.00 | 6.75|6.00 | 0.71 | 0.88
550 | 1.12 | 86.36 | 5.00 | 5.00 | 5.00—6.75 | 0.73 | 5.00 | 6.75|5.00 | 0.65 | 0.88
5.05 | 1.15 | 63.64 | 5.00 | 5.00 | 4.00-5.75 | 0.27 | 4.00 | 5.75|5.00 | 0.65 | 0.88
5.64 | 1.26 | 81.82 | 6.00 | 6.00 | 5.00—6.75 | 0.64 | 5.00 | 6.75|6.00 | 0.71 | 0.88
6.05 | 1.15 | 95.45| 6.00 | 7.00 | 6.00—7.00 | 0.91 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5.68 | 0.92 |86.36 | 6.00 | 6.00 | 5.00—6.00 | 0.73 | 5.00 | 6.00|6.00 | 0.83 | 0.50
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6.59 | 0.58 |100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.05 | 1.11 | 90.91 | 6.00 | 7.00 | 5.25—7.00 | 0.82 | 5.25 | 7.00 | 6.00 | 0.71 | 0.88
6.32 | 0.87 | 95.45| 6.00 | 6.00 | 6.00-7.00 | 0.91 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
573 | 1.01 | 86.36 | 6.00 | 6.00 | 5.25—6.00 | 0.73 | 5.25 | 6.00 | 6.00 | 0.88 | 0.38
545 | 1.30 | 81.82 | 6.00 | 6.00 | 5.00—6.00 | 0.64 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
514 | 1.32 | 77.27 | 5.00 | 6.00 | 5.00—6.00 | 0.55 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
6.50 | 0.50 [100.00| 6.50 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.50 | 0.85 | 0.50
6.41 | 0.65 [100.00| 6.50 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.50 | 0.85 | 0.50
6.86 | 0.34 [100.00) 7.00 | 7.00 | 7.00—7.00 | 1.00 | 7.00 | 7.00 | 7.00 | 1.00 | 0.00
6.64 | 0.48 |100.00) 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.05 | 0.71 |100.00| 6.00 | 6.00 | 6.00—6.75 | 1.00 | 6.00 | 6.75 | 6.00 | 0.88 | 0.38
6.09 | 0.79 | 95.45| 6.00 | 6.00 | 6.00-7.00 | 0.91| 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.18 | 0.78 |100.00| 6.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.36 | 0.64 |100.00) 6.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
541 | 0.98 | 81.82 | 5.00 | 5.00 | 5.00—6.00 | 0.64 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
5.55 | 1.03 | 86.36 | 6.00 | 6.00 | 5.00—6.00 | 0.73 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.32 | 0.70 |100.00| 6.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5.18 | 1.30 | 68.18 | 5.50 | 6.00 | 4.00—6.00 | 0.36 | 4.00 | 6.00 | 5.50 | 0.64 | 1.00
518 | 1.47 | 68.18 | 5.00 | 7.00 | 4.00—6.00 | 0.36 | 4.00 | 6.00 | 5.00 | 0.60 | 1.00
482 | 1.72 | 59.09 | 5.00 | 4.00 | 4.00—6.00 | 0.18 | 4.00 | 6.00 | 5.00 | 0.60 | 1.00
464 | 1.49 | 59.09 | 5.00 | 5.00 | 4.00—6.00 | 0.18 | 4.00 | 6.00 | 5.00 | 0.60 | 1.00
6.18 | 0.78 | 95.45| 6.00 | 6.00 | 6.00—7.00 | 0.91 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.32 | 0.76 | 95.45| 6.00 | 7.00 | 6.00—7.00 | 0.91 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.50 | 0.72 | 95.45| 7.00 | 7.00 | 6.00—-7.00 | 0.91 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
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6.33 | 0.78 | 95.24 | 6.00 | 7.00 | 6.00—7.00 | 0.90 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.10 | 0.92 |90.48 | 6.00 | 6.00 | 6.00—-7.00 | 0.81 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5,57 | 1.09 | 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
1.42 | 85.71 | 5.00 | 5.00 | 5.00-6.00 | 0.71 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
557 | 1.05 | 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.38 | 0.90 | 95.24 | 7.00 | 7.00 | 6.00—7.00 | 0.90 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.24 | 0.75 |100.00| 6.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.38 | 0.79 | 95.24 | 7.00 | 7.00 | 6.00-7.00 | 0.90 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
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6.00 | 0.87 |100.00| 6.00 | 7.00 | 5.00—7.00 | 1.00 | 5.00 | 7.00 | 6.00 | 0.67 | 1.00
6.62 | 0.49 |100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
567 | 1.21 | 71.43 | 6.00 | 7.00 | 4.00-7.00 | 0.43 | 4.00 | 7.00 | 6.00 | 0.50 | 1.50
5.29 | 1.12 | 76.19 | 5.00 | 5.00 | 5.00—6.00 | 0.52 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
6.62 | 0.58 |100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
5.33 | 1.08 | 80.95| 5.00 | 5.00 | 5.00—6.00 | 0.62 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
495 | 1.21 | 66.67 | 5.00 | 5.00 | 4.00-6.00 | 0.33 | 4.00 | 6.00 | 5.00 | 0.60 | 1.00
548 | 1.40 | 85.71 | 6.00 | 6.00 | 5.00-6.00 | 0.71 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.05 | 1.05 | 95.24 | 6.00 | 6.00 | 6.00-7.00 | 0.90 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5.67 | 0.94 | 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.76 | 0.68 | 95.24 | 7.00 | 7.00 | 7.00—7.00 | 0.90 | 7.00 | 7.00 | 7.00 | 1.00 | 0.00
6.10 | 0.97 | 90.48 | 6.00 | 7.00 | 6.00—7.00 | 0.81| 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.33 | 0.78 | 95.24 | 6.00 | 7.00 | 6.00—7.00 | 0.90 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
571 | 1.03 | 85.71 | 6.00 | 6.00 | 5.00—6.00 | 0.71| 5.00 | 6.00 | 6.00 | 0.83 | 0.50
548 | 1.10 | 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81| 5.00 | 6.00 | 6.00 | 0.83 | 0.50
5.43 | 1.22 |90.48 | 5.00 | 5.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
6.48 | 0.59 |100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.38 | 0.49 |100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.90 | 0.29 |100.00| 7.00 | 7.00 | 7.00—7.00 | 1.00 | 7.00 | 7.00 | 7.00 | 1.00 | 0.00
6.62 | 0.49 |100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.29 | 0.63 |100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.33 | 0.56 [100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.48 | 0.50 |100.00| 6.00 | 6.00 | 6.00-7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.38 | 0.58 |100.00| 6.00 | 6.00 | 6.00-7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.67 | 0.56 |100.00| 7.00 | 7.00 | 6.00-7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
548 | 0.85 | 85.71 | 6.00 | 6.00 | 5.00—6.00 | 0.71 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
5.71 | 0.76 | 95.24 | 6.00 | 6.00 | 5.00—6.00 | 0.90 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.33 | 0.78 | 95.24 | 6.00 | 7.00 | 6.00—7.00 | 0.90 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
4.71 | 1.35 | 66.67 | 5.00 | 6.00 | 4.00—6.00 | 0.33 | 4.00 | 6.00 | 5.00 | 0.60 | 1.00
519 | 1.26 | 85.71 | 5.00 | 6.00 | 5.00—6.00 | 0.71| 5.00 | 6.00 | 5.00 | 0.80 | 0.50
543 | 1.53 | 71.43 | 6.00 | 7.00 | 4.00-7.00 | 0.43 | 4.00 | 7.00 | 6.00 | 0.50 | 1.50
462 | 1.50 | 61.90 | 5.00 | 5.00 | 4.00—6.00 | 0.24 | 4.00 | 6.00 | 5.00 | 0.60 | 1.00
6.57 | 0.49 |100.00f 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.43 | 0.73 | 95.24 | 7.00 | 7.00 | 6.00-7.00 | 0.90 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.67 | 0.71 | 95.24 | 7.00 | 7.00 | 7.00—7.00 | 0.90 | 7.00 | 7.00 | 7.00 | 1.00 | 0.00
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6.48 | 0.50 |100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.29 | 0.63 |100.00|) 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5.67 | 1.04 | 95.24 | 6.00 | 6.00 | 5.00—6.00 | 0.90 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
5.29 | 1.16 | 95.24 | 5.00 | 5.00 | 5.00—6.00 | 0.90 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
5.62 | 1.05 | 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.48 | 0.66 |100.00) 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.29 | 0.70 |100.00| 6.00 | 6.00 | 6.00—=7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.52 | 0.59 [100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.05 | 0.79 |100.00| 6.00 | 6.00 | 5.00—7.00 | 1.00 | 5.00 | 7.00 | 6.00 | 0.67 | 1.00
6.62 | 0.49 |100.00) 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
590 | 0.97 | 85.71 | 6.00 | 6.00 | 6.00-7.00 | 0.71 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5.24 | 0.81 |90.48 | 5.00 | 5.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
6.62 | 0.58 [100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
543 | 0.85 | 90.48 | 5.00 | 5.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
5.24 | 1.06 | 76.19 | 5.00 | 5.00 | 5.00—6.00 | 0.52 | 5.00 | 6.00 | 5.00 | 0.80 | 0.50
552 | 1.10 ] 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
5.81 | 1.10 ] 90.48 | 6.00 | 6.00 | 6.00—6.00 | 0.81 | 6.00 | 6.00 | 6.00 | 1.00 | 0.00
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5.67 | 0.71 | 95.24 | 6.00 | 6.00 | 5.00—6.00 | 0.90 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.76 | 0.61 |100.00| 7.00 | 7.00 | 7.00—7.00 | 1.00 | 7.00 | 7.00 | 7.00 | 1.00 | 0.00
6.29 | 0.76 | 95.24 | 6.00 | 6.00 | 6.00—7.00 | 0.90 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.38 | 0.58 [100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
5.67 | 0.89 |90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
5.33 | 0.94 |90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
5.38 | 1.00 | 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.62 | 0.49 |100.00) 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.38 | 0.58 [100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.81 | 0.50 |100.00) 7.00 | 7.00 | 7.00—7.00 | 1.00 | 7.00 | 7.00 | 7.00 | 1.00 | 0.00
6.57 | 0.58 |100.00) 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.24 | 0.61 |100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.10 | 0.61 |100.00| 6.00 | 6.00 | 6.00—6.00 | 1.00 | 6.00 | 6.00 | 6.00 | 1.00 | 0.00
6.19 | 0.59 |100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.14 | 0.64 |100.00| 6.00 | 6.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
6.62 | 0.65 |100.00) 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
5.62 | 0.79 | 90.48 | 6.00 | 6.00 | 5.00—6.00 | 0.81 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
5.62 | 0.58 |100.00| 6.00 | 6.00 | 5.00—6.00 | 1.00 | 5.00 | 6.00 | 6.00 | 0.83 | 0.50
6.29 | 0.70 |100.00| 6.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 6.00 | 0.83 | 0.50
4.86 | 1.25 | 66.67 | 5.00 | 6.00 | 4.00—6.00 | 0.33 | 4.00 | 6.00 | 5.00 | 0.60 | 1.00
538 | 0.72 | 95.24 | 5.00 | 6.00 | 5.00—6.00 | 0.90 | 5.00 | 6.00|5.00 | 0.80 | 0.50
5.38 | 1.36 | 71.43 | 6.00 | 6.00 | 4.00—6.00 | 0.43 | 4.00 | 6.00 | 6.00 | 0.67 | 1.00
4.67 | 1.32 | 71.43 | 5.00 | 5.00 | 4.00—5.00 | 0.43 | 4.00 | 5.00 | 5.00 | 0.80 | 0.50
6.62 | 0.58 |100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.57 | 0.49 1100.00| 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
6.67 | 0.56 [100.00 7.00 | 7.00 | 6.00—7.00 | 1.00 | 6.00 | 7.00 | 7.00 | 0.86 | 0.50
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