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Effects of low cost airline cabin service quality, customer

satisfaction, and loyalty to Airline
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ABSTRACT

This research identifies the relation between the quality of cabin service(personnel and

material services) in Korean low-cost airlines and resulting customer satisfaction and loyalty.

Its aim is to provide low-cost airlines’ international flights with basic information when

building strategies, and to suggest a strategic implication for an original and competitive

cabin service policy that can enhance customer retention. As a result of the analysis, first,

hypothesis 1 on relation between the quality of Korean low-cost airlines’ cabin service and

customer satisfaction was all valid. Moreover, it was coherent with the results of previous

researches. Second, hypothesis 2 on relation between the quality of Korean low-cost airlines’

cabin service and customer satisfaction was also valid and coherent with previous studies.

Third, hypothesis 3 on relation between customer satisfaction and loyalty was valid and

coherent with existing studies. Consequently, this research suggests that in order to achieve

the continuous retention of loyal customers through customer satisfaction, the quality of

personnel and material service has to be considered primarily. In addition to that, this

research also suggests that the original and competitive service marketing of low-cost airline

is necessary for an airline to continue its profit-making.
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Table 1. ICAO Categorized by
characteristics of airline business model
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