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A Study on the Internal Service Quality of Airline Call Center's
Agent on Job Satisfaction and Turnover Intention
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This study focuses on assessing the impacts of the internal service quality components at airline call center
on the job satisfaction of agent and turnover intention for effective operation, thereby giving suggestions to
manages on the design and the operation of call centers. The major finding of this study showed that
intangibility, reliability, authority, leadership are found to have a great influence on the job satisfaction and
job satisfaction did not influence on turnover intention.
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Fig. 1. Study model
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Table 1.The complexity of calculation.
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Table 2. Exploratory factor & reliability analysis of internal service quality

£ 9 T5A |98 THE | B 282 |Cronbach's Alphe
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) KMO(Kaiser-Meyer—Olkin)=0.835>0.6, Bartlette] 7&A HZ X2=725.151x*
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Table 5. Hypothesis 1 tests result

T B | Beta |g qtlfar ol Eop t D
(Constant) | 1.239 6.206 | .000
+84 | 162 | 208 3.619%x% 000
A=A | 175 | 149 26,267+ 2.363+ | .019

349 x
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A3kg | 209 | .353 5.843%+ 000
2oy | 297 | 425 7.151%% 000

* 1 p<.05, *x+ 1 p<.001
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LT |-.358]-.237 —~3.318+ | .026

* 1 p<.05, **% 1 p<.001
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