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[ dedicate this work to my beloved son Seong Bin,

You inspired me to complete this long journey.

Thank you.
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A5 A1 Y 1 0.6
A2 1 0.6
o} A] o} L} 40 25.2
o wj g o] = 6 3.8
of] o] H- Ak 8 5.0
of o] 7]} o} 1 0.6
o o] 3 & 1 0.6
A I 1 0.6
o] ~E} 4 25
A T3 16 25.8
Zl o] o 14 8.8
Fel 2 3 19
dEES 1 0.6
E} o] &3 2 1.3
E] ¢ o] 5 3.1
Ao AgF 3 1.9
shefol e 1 0.6
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<& 4-3> FAA 8974
27k 8
YY) agd | awe
Arof Ve | TR g | zew oo
FeuaEd 2
0538
Al
0.797
A2
o) 0.737
e A3 5150 | 0872 | 30776
0.704
A4
7
0.733 0
A5 )
0.851 9
Bl 0
7 o] A| A
U‘]jjﬂ];ﬂ] B2 | U ise | oomss | 21306
| 0608
o | 0693
k=
o c2 | O™ 1003 | 078 | 18137
o | 0617
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4 B HEE BEEZAFER(AVE)S] Al ghel, g A9
PN
T

AAA T FEY 245 HAE(Fornell ¥ Larcker, 1981)3F+= WS A3}
A=
<E 44> SHEY
Entire Mean :
Construct | item | Sample of Standar | . o i Composit
. d ! AVE e
S S estimat | Subsample tic o
. o error reliability
Al 0.8018 0.7989 0.0382 20.9822
A2 0.8866 0.88R82 0.0173 51.1837
%34

- A3 | 0.7888 0.7905 0.0407 | 19.3808 | 0.666 0.909
A4 | 0.7870 0.7873 0.0402 | 19.5917
A5 | 0.8122 0.8078 0.0286 | 28.3862

e | BL | 08351 | 08385 | 00400 | 208756
L B2 | 08792 | 08770 | 00272 | 323240 | 0714 | 0.882
RPN T Rs [ os201 | 08194 | 00354 | 231724
l Cl | 08793 | 08780 | 00212 | 414713

~ C2 | 0.8294 0.8350 0.0341 | 24.3459 | 0.629 0.834
C3 | 0.6932 0.6538 0.0766 8.5298
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BIl | 0.8215 0.8202 0.0434 | 18.9230
BI3 | 0.9200 0.9156 0.0263 | 35.0400

b

oluA | BI4 | 09216 | 09176 | 00316 | 29.1929 |0-760 | 0927
BI5 | 08182 | 08049 | 00547 | 14.9555

S | CL1| 09106 | 09063 | 00346 | 263185

A 0895 | 0944

4% | cL2 | 09802 0.9803 0.0137 | 71.4271

Note. Bootstrap Options: Number of samples generated: 500, Number of cases per
sample: 50
AVE: Average Variance Extracted
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<E 45> Fol¢ RN L AWUEIY

%ol

1 2 3 4 5) 6
GBAN2ED A
1 sTd HE 0816

delAd 204687
2 0845
OFA %] (0.000)

0.589"* | 0.537"**
(0.000) | (0.000) | —

0.673" | 0.597"" | 0.751™
4 B¥E omx] 0.571
(0.000) | (0.000) | (0.000)

0.621"" | 0.481™ | 0.633™" | 0.710™
5 AMnls 714 -
(0.000) | (0.000) | (0.000) | (0.000)

0.675"" | 0.4377" | 0.582"" | 0.704™" | 0.702"
6 a7 FAAE 0.946
(0.000) | (0.000) | (0.000) | (0.000) | (0.000)

Note. tZHd: SQRT(AVE), P<0.10%, P<0.05%*, P<0.01#sx

<E 4-5>E Gfol AU Aus FA A9 BAs o)X, Aux A4,

B FAE e ABEN AT BAAN RE FUE 00l 3
277} » -



b, 9 AB|AE AAG ¥ B o|m A AJH| XA
A, 1A FHE e BAE shefsts AFolth ATEP BhE A
ARE <FE 4-6>3 2}
<3 4-6> A7EY BNETY
Entire Mean of
Standard
AR Sample |Subsample T-Statistic
error
estimate S
o | <349 gx |- |Bd= oju)Xx| (0.354 0.360 0.062 B.716|**x*
X THE HE | — | AHl2 7HA 0.354 0.351 0.064 5.507| %%
o Y HE | —» | 18 SAE 0.250 0.250 0.075 3.325 3%
ANA o
— | Bd= ouz]| 0.191 0.186 0.068 2.817| %%
Qb )
EEnER
i — | 1 FAE | -0.034 -0.055 0.043 -0.790
s
BEEREE
H] — | AH|2 7HA] 0.118 0.129 0.069 1.711
i
oL RE A > AE 7B | 0361 | 0360 | 0.066 | 5.464]#xx
gk AdqH| A |- BalE ojux]| (0418 0.418 0.071 5.861 [*xx*
2
3 I U | | 1 AR 0.023 0.062 0.046 0.497
9
I Ml 7HA] | — | 1 FAAE 0.306 0.311 0.095 3.211 |
[e]
¥} _
BAE olmx]| —| ul FAE 0.347 0.347 0.115 3.027| x5

Note. Bootstrap Options: Number of samples generated: 500, Number of cases per sample: 50

P<0.10°, P<0.05", P<0.01™

_55_




s, A FEA e ol AU Aul

12

A
ax

=]
RUS

A

o
o)
o

o]
T

)l

)
—~
0

Nk
el
e
o
)

b

ol
=~

—_—

BRI

24 |l
= =

Haparn, welA

3)

ahs

uf 74

o] 7 4 <]

ofp

o
il

uf 7l

1=
T

=]

o] | 4] 7}

G

Ao et

-

°l

Ee
I~

;OL
=t

i
-
)

W2 b7 el e ek

e
N
Lol
wmo

Jm.o

o

_56_

Ao 2 e



.3

N

P<0.10%, P<0.05™, P<0.01™
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The Flying Nanny service helped the national airline of the United Arab Emirates win the Best

Up In The Air Experience’ award at the recent Future Travel Experience Global event
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ABSTRACT

A Study on the effects of the infants in-flight service

quality factors to customer loyalty:

The mediation effects of

brand image and service value

Kim, Mee Seong
Major in Aviation Service Management
Department of Cultural Industry

Graduate School of Cultural Industry

SungShin Women’s University

This study aims to suggest a strategic direction for improving the

quality of in—flight service for family passengers accompanying infants



under 24 months.
The objectives of this study are as follows.

First, the definition of service quality and customer loyalty is defined
through review of existing research literature, and the basic theory of
this research topic is presented by grasping characteristics of infant

customers.

Second, based on the service quality level of infants, we analyze
in—flight service experiences of infant customers and derive customer

satisfaction.

Third, the mediation effects of brand image and service value are
analyzed to analyze the effect of service satisfaction on service

performance.

Fourth, based on the results of the study, we will provide basic and
practical data for the service development of infants in the future and
design the manual for infants services to be managed and developed by

airlines.

In order to accomplish the purpose of this study, we conducted the
survey on Koreans who have used domestic and international full
carrier airlines or low-cost airlines with infants under 24 months of
age. The survey was conducted and collected them from March 12,
2016 to February 20. The survey was conducted online through SNS
and parenting group, and 172 questionnaires were collected and analyzed

using 159 data after excluding inadequate data and poor responses.



The main results of this study are as follows.

As a result, the attitude of flight attendants showed a significant
affect in the relation between three dimensions of quality of service and
customer loyalty. However, in—flight facilities, safety equipment, and

customized service did not significantly affect customer loyalty.

The mediation effects of brand image on the relationship between
service quality dimension and customer loyalty in infants were found to
be a perfect mediator in the relation between facilities, safety equipment
and customer loyalty in the case of customized service. And the
attitude of the cabin crew showed that the brand image was a partial

mediator.

In terms of the relation between service quality level and customer
loyalty, it is found that the attitude of the cabin crew is partially
mediated in the same way as the brand image. In the case of facilities,

safety equipment and customized services, Mediated.

Finally, brand image and service value have a positive effect on

customer loyalty.
The implications of this study are as follows

First, the higher the satisfaction with the service quality of in—flight
service, the higher the perceived value of airline brand image and
service value as well as the higher the customer loyalty. Therefore, the
importance of service quality in infant in—flight service is emphasized

and at the same time, was required.



Second, in order to increase the satisfaction of service quality for
infants in-flight service, we must prioritize efforts to increase brand
image and service. Third, if marketing approach 1is performed by
enhancing competitiveness of service quality in infant in—flight service,
airline induces famimly customers with high brand image and service
value, so that the customers may bring word of mouth effect to other
customers accompanying infants can be reused I would expect to have

a positive impact on the recommendation.
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