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Abstract

Purpose - In this study, we tried to find that the relationship between the perception of customers
on the airline service quality, customer satisfaction, and intention to reuse in Chinese low-cost
carriers industry.

Design/methodology/approach - We conducted the empirical study for hypotheses testing using the
survey data of experienced users in Chinese low-cost carriers service. In this study, reliability and
factor analysis were conducted using SPSS 26.0, the path analysis was performed using AMOS 24.
Findings - We found that the customer’s perception of aviation operation, reservation/ ticketing,
online information service provided by Chinese low-cost carriers are positively associated with
customer satisfaction. In addition, it was confirmed that customer satisfaction is positively related to
the intention to reuse.

Research implications or Originality - Based on the results of analysis, it was confirmed that the basic
sub-services of the airline are also important in the low-cost carriers services market.
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Fig. 1. Research Model
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F % 20499 S ARE B0l g BEel B4 FeF Fe (Table 13} 2ot
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Table 1. Summary of Demographic Variables

Group Frequency Portion (%)
Sex Male 126 618
Female 78 382
Teenage 32 15.7
Age 20's 118 57.8
30's 49 24.0
40's~ 5 25
Student 176 86.3
Job Puk?lic Servant 2 10
Office Worker 20 98
Self-employed 6 29
0~2 103 50.5
Frequency of 3~4 54 265
Usage Ha0 32 15.7
7= 15 7.4
Family Visitation 2 10
Purpose Business 6 29
Travel 35 17.2
Education/Training 161 789
Middle School 37 18.1
. High School 96 471
Education University 70 343
Graduate School 1 05
China 93 45.6
South Korea 35 17.2
Nationality Uzbekistan 24 1.8
Vietnam 33 16.2
Pakistan 19 93

£ 7ol o myel ANE Wrse S B 8] 2EukE do) HlAES A .
2 A} (Table 2) o] Veht vlsh o] mE WsEe] A2uks Ut ASTE 0.6 oI & glglon]
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Table 2. Results of Cronbach’s Alpha Test

Construct # of itmes Cronbach’s Alpha
Cabin Service 4 0.688
Reservation and Ticketing Service 0.785

4

Online Information Service 4 0.765

Aviation Operation Service 3 0.640
Customer Satisfaction 3 0.798
Intention to Repurchase 3 0.741

WrEe] 24 By 2S998 FAE BN §a8 90 4 AASHEr. (Table 3)
B vhs} go] WE 20159 Aalghe] 0.5 oo et g 57 o] Bde Hustm Qe
Aoz BerEelr

Table 3. Results of Factor Analysis

Factor 1 Factor 2 Factor 3 Factor 4

Online Information 1 0.804 0.122 0.072 -0.063
Online Information 2 0.766 0.166 0.043 0.055
Online Information 3 0.691 0.108 0.069 0.220
Online Information 4 0.568 0.296 0.121 0.344
Cabin 1 0.076 0.762 0.010 0.114

Cabin 2 0.107 0.741 0.157 0.010

Cabin 3 0.238 0.606 0.189 0.234

Cabin 4 0.307 0.503 0.205 0.145
Reservation and Ticketing 1 0.078 0.037 0.818 0.124
Reservation and Ticketing 2 -0.100 0.350 0.696 0.025
Reservation and Ticketing 3 0.400 0.188 0.561 0.209
Reservation and Ticketing 4 0.475 0.047 0.507 0.142
Aviation Operation 1 -0.023 -0.045 0.055 0.837
Aviation Operation 2 0.239 0.284 0.231 0.645
Aviation Operation 3 0.232 0.350 0.123 0.632
Eigen-value 2713 2.258 1.925 1.859

Pro. of Exp. Variance (%) 18.084 15.051 12.835 12.395

V. 7V A

2 el Jbae RS Slsl AMOS 248 8% AzRAe Asgt. WA 2Y AgEe]

A5 x'=7.949, df=4 p=0.093, CMIN/DF=1,987, CFI=0,990, IFI =O .990, GFI=0.987, RMR=0,010
o=, CFL, IFL 0] 247} 0,901 7<ks) 2wl o] AFAe 253 Sl Ao BeHd + v

718 4% A3k thee] (Table 4ol 2okslo] gl whsh 2ol ZNhAHI2E ASIS Lol £344]8)
2uoh ook 9 A2, £2Q) R AFANE S nAREEe] T G ATk A0

e 9tk w3k nAvtE s glaaju) o] Ao]g omo] FAA JFS vt ARE HoF
stk webd A A ZIdiM e s e oS digh 7 (H1-1) o] 9l ywA] 7HEEe
B A )
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Table 4. Results of Hypotheses Test

H Estimate SE. CR P Result
H1-1 Cabin — Satisfaction 0.038 0.065 0.579 0.563 Reject
H1-2 Aviation Operation — Satisfaction 0.215 0.051 4.249 0.000 Accept
H1-3 Reservation and Ticketing — Satisfaction 0.308 0.066 4.695 0.000 Accept
H1-4 Online Information — Satisfaction 0.317 0.054 5.832 0.000 Accept

H2 Satisfaction — Repurchase 0.652 0.058 11.17 0.000 Accept

x?=7.949, df=4 p=0.093, CMIN/DF=1.987, CFI=0.990, IFI=0.990 , GFI=0.987, RMR=0.010

VI, 28 9 A4

F3 AR 201349 ofF, AAH0E AV 1GE S S50 4 B Bl Aol i FAE B
WL ofol e} IRHe] A7k B A ASlel B Sl RS, AZKEE Ael 2ok
F3UF slols Tk AIATE QAR 2T 8 Alo] AZREE Age] WS W A A
olUe threl she] AZMFBAREE FF A Aol FAShEA AR 79k W AF A Swot
oA gut,
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e e 24 A e e A7) B At TRelE 2P AREE o8t
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FAG AN FEAVE ABSHE 2ekel FuA 2 EF ol 71 F1RH el A
B 5 oduk olo) tfak A&He Telsh FA AA WsA) o[ Foldof & WA aolnt
A, iAol e dek Askeh FAE Aas) 2 Adoleks Holth, ¥4 Azl ¥
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