The Analysis of the Quality Impact of Airline SNS from the Viewpoint of
System and Information

Hyun-jee Park* - Jung-in Kim** - Young-ha Kim***

o =22 2011 R (WSHE|=F)9 MASZE =20 xittel XS Hot
(8+=01 7R £F-NRF-2011-32A-B00278)

o
rmn
re
1
e

(@) ok
=0 =

BH G SNSS] ALA AHGS FET 5 9 obS AA S A2 E SNS 1] =12
5% 9 vl Aol 8% The| mekel S AlX ek Aolth AN A 0.2 AL SNSO| B EA, #A e,
W 59 09l 1 JFHAT LYSHATE AFEA Astel oI5, FFAF AVE MM 20] A 28 E A3}
ARAN2EAS ALY A9, A mAs S8, ZAH Ao {8 JF& AL A0 R Lehgh DA
S50 43 AL31 ) e} )33 ool 1) kol fel3 B S v = AL Vet

ABSTRACT

The objective of this research is to suggest how to keep the continuous customers and how to build business model and marketing strategy.
In detail, this research aims to closely examine the relationship among SNS quality(service quality, information quality, system quality) for
airline customers, relational benefit(social benefits, psychological benefit, customization benefit, economic benefit) and customer satisfaction.
As a result, if SNS quality is getting better, relational benefit better is higher. Specifically service information quality is more impactive to
relational benefit than system quality. The effect of psychological customization benefits from SNS quality is the strongest to customer

satisfaction of all factors. To conclude, the results of this research can be the guideline when designing marketing strategies for airline
customers and for traditional tourism customers who use SNS.
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