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Adjustable Influence of the Converting Cost in Customer
Satisfaction and Customer Preference Affected by the Main
Factors of Airline Services

kol olofg ™

Yang—MI Chung” , MI—-Hye Lee™

e ot

2 avoie gEudel G A9 W JFe] gE FIANzedle] DAREY nAdfsEe v)
Ae 9Pl UF ABUEY) 2H AAS FHOR 433 7P BAL FI A7 ARRAE A
FATFE ol FHYTA ol§LAL RPVOE sof FFuAo] FFAE HUY W 7Fo] HE g
FAEz00l) SANES ST FAE JeRAs 223 nAYE DA B e A g 24
4 9P g 93 ARFR] BAS FI AW G908 AFES A, FPALE DADES] fo3
AR WAL A0 UEton], 4, FAMAE DAdEwe] 493 FFS UAE Aoz YEy.
AR, GBI OE LATED DAY SR AP G A5HE, SHGo] 24 4T 2
9 i g 287 482 e oz Uehdth

Abstract

This research is done with the objectives to examine and to identify how the main factors of airline services,
which become fundamentals for airline customers to select their favorite one, affect their customer satisfaction
and their customer preference, with a focus on adjustable influence of converting cost. The survey has been
conducted with the population of the airline customers who use international airlines through Incheon
International Airport and processed with the objectives to verify the influence of the main factors of airline
services to customer satisfaction and customer preference and also to collect the verified data for adjustable
influence of converting cost between customer satisfaction and customer preference, and its results are as
follows: Firstly, airline services have significant impact on their customer satisfaction. Secondly, they also have
significant impact on their customer preference, Thirdly, the converting cost between both of customer
satisfaction and customer preference to airline services doesn’t involve the adjustable function in consecutive
cost nor in learning cost but it does involve the one in sunk cost.

Key words : airline services, customer satisfaction, customer preference, converting cost
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Table 4. The Validity and Reliability of switching cost
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Table 5. The Validity and Reliability of customer
satisfaction and customer preference
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Table 6. The effect of airline service on customer
satisfaction

T & B | Beta |RSquare | F,p t D
(Constant) | 1.008 5.473 | .000
Q1 ZMu| 2 | 316 | .342 5.871 | 000
L2 | 187 | 202 3.325 | .001xx
242 412 11672

e —002| —.003 000%#% | — 046 | 963
ZIAMrl= | 087 | 101 1.752 | .081
geaulz | 125 | 152 2.657 | .008xx

sk 0 p<,01, #x 0 p<.001

4-5-2 714 29| 438

1) A H 27} Aol &Y ro] rlXe FFF
FEAH27L Aol PXle YT 4
St A3} R Squareat©] 02412 3| AR ] Ardgo]

24.1%2 UYehdo™, 3-8 1887224 H2<5F 0.1%
A 3)ARFo] %glf‘& Ao= e

SYPHFEY JFES BY, °17<“1Hlé% <]

Z 0.1%, E“HH] 28 YT 1%, 7IHARIA

= ‘IT"] = 5%01 4 H°1%4‘:°ﬂ BH9 dFS

H A= 7403-& UERgth - AH1 27} 0.2392 0]

Jg._g]g_ ] 7}1} = 0216‘]:.9_ u] ]:]‘]_ o]oqorq F)«é,qu]

o

A

, 7IHAMEIS, APAMRIA o] o2 YEha

ATt

FEMuIETE Aol gowd vA= FFEHL
<& >3 2



¥ 7. easAMH|ATL Mol &L ol o|xl= HE 24Y
Table 7. The effect of airline service on the
intention to reuse
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Table 8. The effect of airline service on word of
mouth
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Table 9. The moderate effect of continuity cost of
customer satisfaction on the intention to reuse
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Table 10. The moderate effect of continuity cost
of customer satisfaction on word of mouth
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Table 11. The moderate effect of learning cost
of customer satisfaction on the intention to
reuse
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Table 12. The moderate effect of learmning cost
of customer satisfaction on word of mouth
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Table 14. The moderate effect of sunk cost of
customer satisfaction on word of mouth
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