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Abstract

This study investigate the impact of cabin service attributes on customer
satisfaction and the recommendation using an online review data of air service
users. The results of the analysis are summarized in some of the features, such
as the following.

First, as in the previous studies, the attributes of the cabin service affect
customer satisfaction and recommendation. In customer satisfaction, seat comfort,
face—to—face service of employees, food that has been provided, a relatively
wide variety of attributes, air service price are taken into account. In the
recommendation, such as face—to—face services of employees and air service
prices, relatively limited attributes is found to have been considered.

Secondly, in terms of seat grade, the business customers and the economy
customer differ in consideration factor of customer satisfaction and
recommendation. In the business customers, Value of the paid money is
considered important to the recommendation and satisfaction. But the economy
customer consider various attribute, such as value of the paid money, seat
comfort, face—to—face service of employees, food that has been provided.

Third, In terms of the magnitude of the impact, air service price 1S greater
than the service of the employee on customer satisfaction. But the service of the

employee is greater than air service price on recommendation.

Keywords : Cabin Service Attribute, Service Quality, Service Evaluation,

Recommendation
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2.1 71 Mu|& $A4o] gk FHd mRls 2pEH FF

dutd oz My FHL Aujzo] tigt X ZE JEX 2 A, Au]Zzo] tid] An|A}
g5 A% 4% Ae) MEe o9 Azteh=riE e ol tH(Kotler and
Keller, 2006).

MUl AFAe AR 7, e dF, 424 884, AR 25, Au~
35, HAY e F 67]';(] ale=w 45 (Gronroos, 1984) 84, g, dt
573, 9, d4, A&%, A, JF&old, AwrUAeld, e g o]sf Fo
Al FHe] AR &%Olf‘:] 71t Au|2ef A2 AH| 2T A FAEs AR
t}(Parasuraman, Zeithaml, and Berry, 1985). 18] 3 Parasuraman, Zeithaml, and
Berry(1988)+= 344, A=A, w4, g, 44 & o/ 78w 44
SERVQAULS AA 8}t

Aol ALoE v|d AAFE, A, A, AAA, FA #HersH kA, AHE

DA P2 o] FFA MH|a wEHEE AASH(IATA : International Air
Transport ASSOClation), AA L3, obdA, doutE o, s &8, §He I,

A=A, 7§ ﬂxq 744 E(Hu and
Brumng, 1989) dede] 7H4, AEd ©@s, Zgr@vo 4l

[e]
FohE W] gy, ooF W w Auzo) Aely S °§5}°l e 4
w70, 1009). w3 7o) Fashhn Aok Auls BA £4E FoEANSE
S g, Ad D Aol W wagAus, doF R W Auls, FFLF A
X, FEAN A Fol Fasel(WANI £FL, 2004), FTIE, A4, 7]
R, 2F2AR, B GEEE ANANE B R/7PY et BgEHes 7
gEel gk F, dpRe] AL SHANz, Aok % wd, SFAN L, AAn 2
= A=
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27F AgE o] o]FojXtt. o] gt 7|Ulel EA Anjiel FRUES] A MM
A o] Mg, 7w A AMuls) 7l AR AHlL, 7| o= AHlA Fo R o]
Folxm, 7] Au| 29l FAe tigh 7pA &= ZhzEe] Au) s S gk A
7he} 3 Au) o] 7hAd digk F

AH A7 A ZeeE aAnkEe pAakzA mdlS upgtow o] Foj Rt (Oliver 1988).
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AL IARS WA ThFH o

3
=, SERVQAULE ¥HlXste] w2 dAg50] 1A & &)
A5l BT d%S wAe= Ao yehlal itk ghdel] S ERRICAl ot
W8S FH3h= A2 vagdo)7] uiie 259 A 84258 FHoE FH
o] o]Foxt}, efufstyl, ARA T T i FHA Ao gEeA stal T4
Aol ot F42 AXsl= Aol 7] wFol (Petty and Cacioppo, 1986), B2
ARE FHs= AL FH 45895 #2170 (Pham, 1996).

28 A Aol 3k 71 Ao oJEhH AR|AELS 3 AlEd oy 7pA] AL
7L = RS 719k RetER b A5Y e AAE SRt AAste] JF
sl & dart ok b (A A, 1998). TS S HelS 23S AlAEe] oY
7 A=S sAll dEetA =W Fare oigh 84S AstErial ghth(Han and
Hwang 1999). weta o]dz e 7|EAFZAHRES vgo=z g3 F2 A7}

e sy

7 1 0 B AR TR S o] W FH ] vA = G2 Aol U

2.2 71W AMu|& S4o] T FH | mX = FFY FFE Ao
aARESo] HAA RS upgo g o] Folx = Wiy F 2 HEAA RES bt
gog o]FofAt}, & ARAELS HAS 5 udste] dukdel HrtE Wela F
e & g AN F2 EAA dA% S4S THeE FH gt
AHIFsR Qe dEEofor = FAWA| X7} anv|Rfe] FolE FAMAA F9
2SS AN 75 ES "oy 4 ti(Han and Hwang 1999; Janiszewski
1988). AHIHE stz Q] A ojol st FAHAIA| 7} An|zte] FolE EAMAIZ

S Ao 2MAES Y AT tetel Aemom Azd Fog B

Fo

ZA AR AREE ¥dtelr 3ch(Janiszewski 1988).
ojegt FHMAIA ] FoiA AEE vt ARAY F719 s wet gt
A 4 At ((Petty and Cacioppo, 1986). sfufatdl AH|AbE2 A 21 1A% 22
S 7HA A 7] wiEel AEAE HAHNA =FHE EE A5 AYsteE e =27
St AN A=5S AeHoR FostARk(Janiszewski 1988) HHEAE F7]9}
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Satis faction; = B, + B,Seat; + B,Staf f; + BsFood; + B, Enter; + 3 Price; +¢; (1)

Satis faction,: 17 19 EFAF FFLE

Seat;: L7 ] 7| FA ol tjg HFIt=

Staff;: a7 ie] 7] A M|z g FrE

Food;: aL7% 19 7|W A5 Mujzel et H7he
Enter;: 274 i9] 7Y 9.2 Au]Zzo) gk HI7te

Price;: A7 19] AMu| 2 7FAC gk 7t

Recommendation; = 3, + [3,Seat, + B,Staf f; + By Food, + B, Enter; + 35 Price; +¢; (2)

Recommendation;: 2.7 io] FAF FH %
Seat,s 37 i8] 71 FAol thd FrbE
Staff;: 7 io] 7] el AH] 20
Food;: 3174 io] 71 A& An] o] i Frhe
Enter;: 174 i9] 7] Q=2F AH| 2o g F7Fe
Price;s 174 19 AH| 2= 7FAC] tig P

T R ATIEE T oopAlel mAe] 531 (27.5%), V= AUt T H1 7] 52
(26.6%), QLxEeole} FANE T Aol o} o] 498 (25.4%), F=3} &
d 9 ZFa 5 fy o] 349 (17.6%) T2 YEHHTH<E 2> Fx).

S drdaE 20149 SHAVF 71HoR 7Y Boton 1 thgo R 20134
689, 2015 547 ¢ow uvEwt 2ga 9¥Es 1€ 4 2 79 9t
oo ® woka, 399 89 S AuHoR AA YERTH<E 3> FE).
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%) (=) (1.0) (=) (=) (=) (05) (15)
HESRES 1 13 11 10 6 - 41
s | en | e | 6y | e | o | e
0] 1] 1 37 42 39 28 2 149
Tfﬂz%)z: (0.5) (19.2) (21.8) (20.2) (14.5) (1.0) (77.3)
@7 2 52 53 49 34 3 193
(10) (26.6) (27.5) (25.4) (17.6) (1.5) (100)

A= |19 | 2¢ | 3¢ 449 |5¢€ | 6¥ |79 |8€ | 9¥ |10€ |11€ |12¢ | @A
201349 | 9 7 1 9 8 3 6 2 3 8 6 6 68
20149 | 6 5 3 |12 | 4 5 |14 | 4 8 4 1 5 71
20159 | 6 3 2 6 4 3 6 1 |11 2 5 5 54

A 21|15 6 |27 16 |11 |26 | 7 |22 | 14 | 12 | 16 193

B A3E fd 49 AR 248 Hge VxEAE A¥uEd, 58 % F
A= Ad(M=4.306, STD=1.130)¢] 7}& =tom, 71 tFo 2= 714 (M=4.000,
STD=1.195), #21(3.963, STD=1.028), AW (M=3.895, STD=0.992), <42
(M=3.738, STD=1.103)2.2 ey} a8 9= A= 104 HE 7|3 FHF

Kl

AF-A oz AwE Ay FHo] 1564 (80.8%) Lelar n]FHo] 379 (19.2%)¢ A
o= e

HPEE 7He] A & : el T

T zboli= AANE fFoug FAAAE Hol= ZoE YER
(r=0.856, p<0.001)°] W=} 7} =& % o

(r=0.755, p<0.001), 22} (r=0.628, p<0.001),

2 Yepwth gk Anjs S FHAe] FAAAE AuEWH A4(r=0.751,
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p<0.001)7} Fd oz o} &5 3|ARY 4 Al s oist &<2le] &
g Aow FAGETH<E 5> FHF).
<} 4> WFo FAH 5A
Hag H T ot EE=Ax 223k = ol gk
TH= (Satis) 193 7.756 2.618 1 10
24 (Seat) 191 3.963 1.028 1 5
219 (Staff) 193 4.306 1.130 1 5
<2 (Food) 187 3.738 1.103 1 5
A4 v (Enter) 181 3.895 0.992 1 5
7}24 (Price) 193 4.000 1.195 1 5
%% (Recom) 193 0.808 0.395 0 1
<X 5> WHFE 7ho] AaATA
Bas 24 2] £ =4 A v 7+4 el
== 1
S| 0.585% % 1
A | 07555k | (.43 1
| 0.628#xx | (0.343%xx | (.63 1
A m) 0422+ | 0.377*5% | 0.318%kx | 0.4]1 7% 1
74 0.856%xx | 0.561##* | 0.733xkx | .54 | 0.405%% 1
3 | 0786wk | 0.427xxx | 0.751xxx | 0.534sxx | 0.321%%% | 0.740%%x 1
***p<.001
4.2 7|4 Au]x £A4o] w3 FH| uX= FTF Ao
A2 Aol aAEe] v n A= JEdS AHRT] 9, UA AAE 57HA
Au| 2~ £ JrisgEEa v 1He] AR S A4 }Oﬂt} I Ay ARE 2= A
H 25 ou|sl= 'An)'E ALt BE Au|x $A4 o] whFo| fojudt Jaks
n 2= Ao® el 3w nx= gEH o] 7] 1 3 R R <] B e
&Aoo M A YElH e, O Lo Rzs HY A9t A HHeksh W S
olgtE HA TOE YEIHTH(<E 6> FXx). oY AuE E o A5
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AAS0] o ApAYN A oE &4

_]'__7_ ‘f‘f g % — N
), ob&e T8 7|U Anjzd P EE AU(stafDES] W ARz ¥ =¥&
7] 7F ¢

B t-value P-value
intercept -1.906 0.000 -3.95 0.001
24 (Seat) 0.303 0.119 2.70 . 0.008
21 (Staff) 0.448 0.190 3.36 0.001
<4 (Food) 0.278 0.119 2.42 0.017
A vl (Enter) 0.147 0.057 1.38 0.169
7+4 (Price) 1.225 0.561 9.87 . 0.001
F-value 125.5%#x%
R2 0.785
adjusted R2 0.779
p<.05, "p<.01, "p<.001
A2 o] aAEe] FHo nX= S AR 8, $A EAH ot
Az 5744 AHls £4 GRS SPEse ou A THASE ao] AT
2o oA FAEAS AU 1 A3 Mujs o] o mA = g
ol A9 Auzsh Aol felud Fe WAL Aow v, 34

8 uw /W A5 B AUzt Abel wel vekshtel o 2 9% F
Aol 540z vhehgrt.

<¥ 7> Alx $43 2 o] HARA A7
B B t-value P-value
intercept -0.405 0.000 -4.15 0.001
24 (Seat) -0.018 -0.047 -0.81 0.421
21 (Staff) 0.157 0.438 5.83 0.001
=2 (Food) -0.002 -0.005 -0.07 0.941
A1l (Enter) 0.012 0.030 0.55 0.586
7} 2 (Price) 0.142 0.429 5.68 0.001
F-value 56.4xx%
R2 0.621
adjusted R2 0.610

p<.05, "p<.01, "'p<.001



gt AH| = HAdo] whol| mX|= QFIo] aAMEY 7] ol TEHE Aol7}f
AEAE AHET] Y&, 1A o]& FTHHE I|AEAE AT o] Bg HE=UA
S mef olFZwen] FEzo giEiAnt A4S SGled, HAE Yo He AE
o] wjg- o] tEAdE Z7|ol ool As AOE FuE o] FA oA ALttt
A 2y~ T A 4ol whSe g 8% 94" Z8S e Ao
2 YEWTH(<® 7> (a) #FXF). o= H2Y2E S5 A5 ARk div] ddiA o=
ol L FFRE AES] "ol FEUE JHAC Agste RS FasH
AZeE Aoz gadEy, 53 B4 H FFAMA Aua ApEE R g F5
= a7 FAE A ZZa:Me FFP(Frequent Flyer Program)® &&% &% 7]
As & F s AR 7idHr,

i, o]iwm] F 2l G- v AH|A SAd HlE] 7t o] g =& 4
&S A= Aew YERaL, 1o 9ol A9 AH| 2o A Hekgte] feojn|gh o
FE T AoE YEHTH<E 8> (b) X)), oe olmzwr FH2d Af 7HEE
EE, & AulA SR T8 18 H e BAAER] wAeR wEEvh HrbE =
Ao worgEnt, webs o] A5 g 7hA] A6 gk xRt v 44 o
gl AL div] AAdgk AMu|x~ FEE GAdsheE dEfe] a4 E Y

(a) Business class (b) Economy class
B B t-value |P-value B B t-value | P-value
intercept |-1.965| 0.000 | -1.74 0.091 | -1.955| 0.000 | -36 | 7| 0.001
A (Seat) | 0.380 | 0.147 | 1.65 0.109 | 0273 | 0110 | 201 |~ 0.046
219 (Staff) [-0.314|-0.136| -0.91 0.370 | 0614 | 0259 | 427 | ™| 0.001
42 (Food) | 0.506 | 0.247 | 1.93 0.063 | 0.204 | 0.083 | 1.54 0.125
Anl (Enter) | -0.044|-0.015| -0.15 0.883 | 0.184 | 0.074 | 1.57 0.118
7+4 (Price) | 1.904 | 0.765 | 522 | ™ | 0.001 | 1.129 | 0529 | 837 | ™| 0.001
F-value 24 8sxkx 97 .5k
R2 0.795 0788
adjusted R2 0.763 0.780

p<.05, "p<.01, Tp<.001
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A vlzys o A9 uE Muls S4L fond gdo] dEhA fste



U 7 &4 FHe vl Fa% 9AF 4
(a) Fx). st olzmxv Fe2 A= 71U A Au|z=et 7Mool FHeo| F4a
# 9Ee Fr Ao vegsd, el wa A9 Auzot FHel o 2 9%
2 MAE Qo] 549e % 5 A
<E 9> AUl 43 23 0] B F7RY A%
(a) Business class (b) Economy class
B B t-value |P-value B B t-value | P-value
intercept | —0.756 | 0.000 |-2.96| ** | 0.006 |-0.282| 0.000 |-2.71| ™ | 0.008
24 (Seat)| 0.050 | 0.115 | 0.95 0.349 |-0.029| -0.082 | -1.12 0.265
A9 (Staff)| 0.076 | 0.196 | 0.97 0341 | 0172 | 0509 | 625 | ™ | 0.001
<4 (Food)| 0.052 | 0.152 | 0.88 0.388 | -0.018| -0.052 | -0.72 0.472
Al (Enter)| 0.013 | 0.026 | 0.19 0.847 | 0.006 | 0.017 | 0.26 0.794
74 (Price)| 0.185 | 0444 | 224 | = | 0.032 | 0.131 | 0431 | 5.08 | ™ | 0.001
F-value 106« 42 Tk
R2 0.624 0.620
adjusted R2 0.566 0.605
p<.05, "p<.01, "'p<.001
V. 28
oA g2 A o] gxse] £dtel PHARE ugor Aulx o]
3l 2o WAL GRS AWE Ao BA A oy g @ s 540
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