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Abstract This paper has made an empirical research on airline staff working at Incheon international
airport, who perceived safety culture in their organization and delivered safety information while the
staff were providing service against passengers. The purpose of this paper was to analyze the
relationship among safety culture, service quality and service provider efficacy to find out which factor
of safety culture had a significant effect on both service quality and service provider efficacy. Following
the results from empirical research, this paper would provide administrative implications which could
be applied to improve airline’s service quality and to manage effectively the airline staff at field.
According to research, it was found fairness culture among safety cultures had a positive and significant
effect on both service quality and service provider efficacy. However, reporting/studying culture had a
negative effect on them. In other words, it would decrease airline service quality and prevent active
service provider’s efficacy at airport if a airline management focused reporting/studying culture of
safety. It is important to settle down fairness culture of safety to motivate and improve service quality
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Table 1. Exploratory factor analysis for airline service quality

Observed variables for service quality Factor l FaCtF)r. 2 Factf?r.S.
Trust/Responsiveness Tangibility Accessibility
Convenient location of lounge 745 314 111
Airline’s unique service operation .709 .165 .502
Upgraded lounge facility 675 345 141
Service for the elder and disabled 633 .106 552
Check-in and boarding process 611 481 103
Airline’s service identity 606 212 535
IT service for check-in .563 562 083
High tech self-service check-in .548 .536 192
Service facility allocation at terminal 534 354 349
Fast CIQ service process .105 747 249
Differentiated service for high-class passenger 316 .658 122
Improved service satisfaction of passenger .355 646 .298
Exclusive passenger terminal and service 172 593 167
Upgraded transit service and facility .309 510 367
Easily findable signage and marking 394 482 229
Differentiated service and location .309 532 .526
Satisfaction from exclusive terminal 319 447 439
Improved network among skyteam member 397 433 402
Easy link to ground transportation -.023 272 765
Convenient duty free shopping environment 279 .159 .634
Figen value 9.711 1.116 1.014
Variance (%) 48.554 59.205 63.952

Kaiser-Meyer-Olkin(KMO) : .941, Bartlett’s test :

3688.237, p-value :

.000
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Table 2. Exploratory factor analysis for safety culture of airline staff

Observed variables for safety culture i Factor 1 X . Factor 2
Reporting and studying culture Fairness culture

Well established safety training process .900 277
Active communication for safety 878 .287
Safety monitoring and feed-back 871 314
Simplified safety reporting process 857 .328
Cleared reporting system .665 574
Safety is regarded as the highest value 154 .854
Any staff can mention safety issue .398 738
Passenger safety is an important interest 330 730
Seniors concern on safety issue .565 646
Improved safety at airline service field 397 .663
Figen value 6.650 1.090
Variance (%) 66.499 76.403

Kaiser-Meyer-Olkin(KMO) : .928, Bartlett's test : 2824.623, p-value : .000

(p<.000)S EoFTt. TFAl ABA B4 st &4 AR 2912 H11/8H5E8KReporting and studying
2 QRIEA Adt F 3719 2UE0] ZEEILE FFA  culture)Z YERFOH B 8902 FFESKFairness
Arla FEE HsHe AA 9902 AE/HRSA culture)E EAE QI
(Trust/responsiveness)°|o™, &4 2912 F34

(Tangibility)o] 2 upX2to2 HZA(Accessibility)o] 4.2 EHOIH QOl1BXM
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o] BEl oIx o, a5} XS Hol=T7 _ . .
LERT o1 S L0%) o SR G BT pagsh gupa £ je) dRe 702 4 glod 24
o O O A5l A3 j=] e Ne) kol K= O _ N
o] e P AU X FAREUDO00E HH 5 gornue gof wAgasSe APEE Wwstolo}
9] O ESIE Sl= Qo1& = 277 =[] =
Hidle. PEste ke A9l & VW =EERY gonge see 2 917] Wio|n
Table 3. Confirmatory factor analysis for latent variables
Latent variables std' Stds C.R. p-value SMC
estimate error
Check-in and boarding process — 779 - - - .608
IT service for check-in — | Responsiveness 842 .062 15.415 o .709
High tech self-service check-in — .803 .073 14.676 sk 645
Service for the elder and disabled — .785 - - - .617
Airline’s unique service operation — Trust .850 .068 16.349 ook 723
Convenient location of lounge — 727 .070 13.521 ok 528
Differentiated service and location - .803 - - - 644
Satisfaction from exclusive terminal — Accessibility 725 .076 12.444 o .526
Easy link to ground transportation —- 701 .068 12.955 ek 491
Improved safety at airline service — .864 - - - 746
Any staff can mention safety issue — Fairness .758 .058 16.188 ek 574
Seniors’ concern on safety at field — culture .851 .057 19.618 ok 725
Improved safety at airline service — 757 .054 16.183 ek 574
Well established safety training — 911 - - - .830
Active communication for safety - Reporting/ 935 .034 28.926 o 874
Safety monitoring and feed-back — | studying culture 923 .034 27.843 ek 851
Simplified safety reporting process — .896 .038 25.677 ek .803
I can solve any service issue — 834 - - - .695
I can utilize all the resources for service | — Service 834 .055 18.226 ok .696
I can handle customer complaints —- provider .902 .051 20.708 ok 813
I have clear service goal and vision — efficacy 832 .055 18.150 ok .693
I can manage unpredictable situation — .800 .057 17.060 e .640
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Table 4. Summary of structural equation model

Path among latent variables Estimate Std. error CR. p-value
Fairness culture — Trust 2.123 287 7.397 ek
Reporting/studying culture — -1.206 237 -5.088 o
Fairness culture - Accessibility -.740 .186 -3.983 o
Reporting/studying culture — 1.671 .230 7.257 e
Fairness culture — Responsiveness 2.248 307 7.330 ek
Reporting/studying culture — -1.338 .250 -5.347 ek
Fairness culture — 5.739 1.147 5.003 ol
Reporting/studying culture — Service -3.007 758 -3.966 ok
Responsiveness — provider 726 270 2.694 .007
Accessibility — efficacy 331 252 1.316 .188
Trust — .826 355 2.325 .020
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