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Abstract

The purpose of this study is to examine the factors that influence airline brand
loyalty during the COVID—19 pandemic, with perceived service value as a
mediating factor. To model the changed environment of the COVID—19 pandemic

in the context of airline cabin service, independent factors were categorized into
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four types: Physical Servicescape, Social Servicescape, Emotional Symbolic
Servicescape, and Quarantine and Safety Activities. In this study, the
relationship between the four independent factors, mediating factors of
perceived service value, and brand loyalty was investigated.

Data were collected from 403 aircraft users who had experienced COVID—19
and were used for analysis. Based on the research results, the following findings
were made: 1) Safety prevention and quarantine activities were found to have a
significant impact on customers' perception of service value. 2) Furthermore, it
was discovered that the factors influencing customers' perceived value varied
according to gender and seat class. These results are expected to make a
significant contribution to the exploration of airline risk management strategies

and provide guidance for the development of an epidemic response manual.

Keywords . Cabin Servicescape, Quarantine and Safety Activities, Perceived
Service Values, Customer Satisfaction, Brand Loyalty
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2.1.1 E93F AMu|22Ao]x
24 Mu|asdol = Auls 7] 94 B2 #4S 9uetH, 8L

= F 8 A (ambient conditions), &3Mlx] 2 7]%*§(Space/functlon) FAF 2 A
A& (signs, symbols and artifacts)% 37}A = EFHUH(Bitner,1992). 3-3Ale] &
g4 M| aaAo] L= Aol Aol whgdd AH| A AP0 R Y] ¥ F
of SAA YT = F U= o7 AAAQA FE Lo (H2F,2018). A
ol Ak o] AJW(2019), Ax1F(2019)9] A 2 B2 gt =eH AqujasA ol
TE FASE 8ARE #A, TE, gAY 22 =28 33 EEA 84S 24
v 2L F5, 98 F ATEHE 7S 28 HYEE, AVOD Al=F 5o o
A< S =24 ArjazAolzr A sttt

2.1.2 21813 AH|22A o] T

ARRIA MulasFol s F2 QIHeRloR Ao glow ofE Ay} 7|E Al
Mo g Firste] sl th(Baker, 1986). Ml 7]oA] o] FAX & ANIAH A= F
Ao Al AFe Fgel mi Eebits Fddhsdl, old WA kI Mu|AE T
b= AL sFd2 SANA 2 dFe vIAA =Y, 9 A 49 2§
e Tt AL Au|ze] gS v Al ¥ h(Brocato et al.,, 2012). Brocato
et. al.(2012)E 2AFAZLS g2 o] Mulx 43} #Adste] Hersltyp FH 4
QU el digh s AAsHA A fAbsttal =7 AEE ov|dit. whe)
A ATlA Ao AR A Mulasdolts AdShd AMuls Al weEsE
olF- QI opyet AR, AtaEeE, AR, gaEit oMY AT o
3}

Rosenbaum(2005)< Bitner(1990)2] HAdA4 AMu|azAo|Z AGFE 84735}
84 5249 AAA guiE nfgo R AgrlSely FA A st H e 3
Jo] =HE 2T} Eliotet al. (2013)2 A2FHES o= 3 nlAlEY 49 of
Sk Ao Al A AB] Aol Ze] s % WA AMu|asAolxz ggsto] A
ottt o] ¢ AANFAA AMu|asAol = Tt B4 RAZF ofd Ve A
Ao A HAE Adbd 7tg o= 7]§Q01E}(Rosenbaum & Massiah, 2011). d& &
o], Mixdro wat AT YA =3, AHE, Ags 55 Y

d 5 EbdT), 2 <Al
A A Aol A S RESA7| = Au|aaAo]Ze] 9 AhE B
FAFe] Corporate Identity Program(CIP) % mAWEL 3kAlo] & 3
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2.1.4 A E

71E AFelAE 20099 AIFETF, 20100 A, 20129 W22 5 o2 5o
Faadlel Adn HARES JdgA A9 ddE B 97 53] FE AP
= A =3 FAE VIeola A9 A I o482 FaHe A g5
3 ARE, dA2 I YA FRE FErH(AHHA, 2012). 2219 H 7)E
Aol A& G T APl AL JFS v A, w3 R} A
" Follm FA0] vpaaE AHHor ARG wET old FEe Y T
Aol o =<t F% =25 Jstds 95 wgsta glov, dadew &
A AEla AR Shdel HY e kel Fad AbgA Hgom o
A glom, g ofdg Fo| oJPgMEe] Bk g3t U Fa TS drH(E
A, 2022). whEbA B A BYrdard e Mu|zzAlo] 2T o] A2k A
Hl 2 74, aARtSE, BESdEd mAs 9% #AE FEste 2S HHo=
gk},

2.2 Azkd Au] 272

Monroe & Krishnan(1987)2 7}xJeo] thdl Fujx}e] Az}
B A ZtstAl HE dd"oly F4, AF -5 g5FoEH o

& kel ma gAela gelsanh. meld el golA b mEAe el
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g
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S
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o
o
it
e

EZAT 7FA 71 vlg wE A BAE B 9gon oAL Ax xEn| Lo tt
7HAE Md3t 3 Aolth(o] Al W,2020). HEF Han(2011)E A Z+g 7Fx] o] -zl
NS B Fdg Au|zoAut AlFo| tja] F7et= 7FA7F & Aol 1
59 AHEEY o] Db 5 dvkal ik Aol A= o m g Au|asA
o] o] @ ATl AMAe A ZtE AMu|ATEA|o] Foldt FEFe w XA Gl
ol gt A|Ztgl AH|A7FX7F Aol Bl = ol m X = odkel sl A
shar gk}

N,

2.3 1A WSt

1980y Oliver7} #|A|gk 7|t B A] o] & (expectation disconfirmation theory)2
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ol tE. FFAL Mu|a FWo A uAHLE FAo] FFALE o] &ty A, ol &
=, o8 ¥ T ASE xFse JHHEGH §gs gudti(A s ol E,
2015). A4 Ay~ w5 Hrhe &3 ool At e B4 A%
A FEQo] AT AE A A RE FHES LSRR uf$ F23d, 53
S AEeet 7] Wi a3t o] FasttH(AEs - 2ad, 2012). webA
a2 grEe AE R Aqujzo] AnbAECl 46 A B3 A 2407 wiie] &
& Aula 2dolA Fe e 98-S 3tk (Fornell, 1992). 117 w55 53 17 &1
ol 5% Z7Feta Fd 8ol 25%00M 85% % AA F7te 4 vk nARFHE A
ARl AMu| 2o gk g AAA] FUER AAXH(-FD 9], 2009), & ATolA
T M MU aaA o] Lo A 7y 840 FREE HUEshy] fg dew &gt

Jones & Sasser(1995)% HHEFAHALEE 54 BHEY Ab|j2y AEFS 7
ow FujstEe ANAbe] g FY] FAES W] FAER it 4714
FAEE 1ol HAE AsS 7ge AL 9u|ste v @] SRS ¢ U2
iete] vepd W duwert w2 Weke A 9m gtk Thomson & Park(2005)
T BIESAES A5shes Bz AMA Foizka 2533S 46 H= AL
2 At 719S 93Y dve 89S fofstal Aot RAEF AR 52
R &v)zF 7|RkS g REh7] 98 == 3gkth Jensen & Hansen(2006)2 7$H4]
acle] #AIglel B4 Bz Al slo] BAEFALEE a4 o= Y
AT ARESATE ol gt AFE HIFOo®E & ATl e o] o] &St FEAL
of thet FofdtAl, I3 B HdE=E @At AEHHQ AME 2 F3 gEE Ed
HAEFAHEE gletarzt ot
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At P e A 22 PS ho] Eabd S K= =N 3§£°ﬂ frojgt &S v th(Fernandes &

Neves,2014)1 3Fgiow, 7 bul=2)

A, Hold, e=d &84 /\1317\’\7“0] o] g]le] Aztd 71 33@01] A

Aow Fo%k g3k vt siglvh ot AAASE vfRo R B dAqoA A

A MU=z o] YA Mu|asAo] = A ZFE A B ATFA] o {197k
P3|

A Aoleha Agsa vhest ge e st

H1 @ Mujaz7o]e] Ze]4] Mu|Aasdo] = A2t n|27kx]o #eldh A(+)9]

3.1.2 A3 H AMH|AAA 0] T et A ZFF A H| 2T}A
APATel Al 317 4 UHEE GUbehe 1A Al 4R TR "HE, 9F
821, A+ o T84S el ith(Hightower et al.,2002). H3gh B A}3] %
"13]’\/\7“0]4‘3] st AAFo| A= bitner(1992)7F Wale= B A AW ol
T3l A A= BRI AE R AH] AT o] FolX

&7 ¢ ?all‘%i wolalm AlHES AT GAlET L 7= AFSE Abolo) A
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44 A7t O]"Eroix]% LXHX’ EL’\E}J— 6}O:“:}(Brocato et
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FF AYAENA Ao BAFAA AulazAo] 2= 53] Fe] o7 F oy
2202 Q8] Aud FAS AP AFFENA o A FEF F S Foth &
3 #A7] M FRYoT ZRFE 2ole]l A oA In—bound(E-3Y)u] a8 HoA
= FEdE S v HAEo] Fa, A A&T grraEel w=at
= 9549 EEdA 52 5 Ak ol2fgh el oigk AR AFdE st
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2199 F7)ste wmrE A9 kel iF - T JPAELS FFTALY
FIA AT FRAY Wy, e Feael A dAEAA Fed Aus
FA 8o QA& ek o] x| e} (2021)] AFolA FFAL Au iAo Tt =
2119 o]} o] 5] Aol

g

oL, L B% 1AL vhaa 2§ oY @ WY H F5 o
B e o Fasita ojgon, A Auss $ARE, HaAS dgss 44
relel gmel 47¢ 2An ot Aow Uehkth webd X Aol R o
AT o welebdBEe AaAuare fold dF v Ao
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Woodruff(1997)= n74e] A ZtgMu| 27127 S5 AR Folxltkal 613l
ohomgh AL ol &g FEAL SHA] Az gk vk} o] &g E 7] 9
SAEY A v P grol| RESSHA] EW, o] &g FFAL Anjze] dRkA o R wh
A "vkar vk (A 8E2007). o]AW(2019)9] AFlA= AZE AH]2 TF
A7y AAZA THA], 71 A TRA, ARSA 7EA] o R R Nk fogk of g
S SHsteE Ao® Yewon, o] F AAA JHA7F M F FFE vA = AR
UESTH o] 32 5ol daate] tidt WSS w7 dels #AAA 247 A
gttt S| 4 gk ek A5, o] 53] (2015)9] ATl e FFARS] AL
TH O AztE MujaFAde] g T o] aATNF & IFS VA= AL
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