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Abstract

This study intends to derive a differentiated in—flight wine service strategy
and countermeasures from the practical aspect of the aviation industry after
COVID—19. The hypothesis was tested by examining the reliability and validity
of the research model based on 317 samples for empirical research analysis
regarding the effect of airline in—flight wine service quality on customer value
and behavioral intentions. The analysis results are summarized as follows. First,
among the service quality of in—flight wine, all three variables(tangibility,
assurance and responsiveness) showed significant positive(+) effect on customer
value, and assurance, tangibility and responsiveness were found to have a strong
influence on customer value in that order. Second, customer value was found to
have a significant positive(+) effect on behavioral intention. Both theoretical and

industrial implications are suggested.

Keywords : Quality of inflight wine service, Customer value, Behavioral
intention
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