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Abstract This study analyzed empirically the effects of the perception of outbound passengers, who flew
from Korea to overseas tourist destinations, on the cabin service quality, tourist experience, and tourist
satisfaction. For empirical analysis, a survey was given to Korean passengers using a national carrier of
South Korea. Based on empirical analysis, the researchers judged that the analysis results and
implications could be applied to inbound foreign passengers who visited Korea for the tourism purposes
if researchers generated significant results from empirical analysis. This paper designed a research model
that represented the meaningful relationship among, airline cabin-service quality, tourist experience,
and tourist satisfaction following preceding research. According to the analysis, that factors that
consisted of the cabin service quality had a significant effect on the tourist satisfaction with a mediating
effect of both the cognitive and emotional tourist experience. Therefore, the perception on airline's
cabin service quality of the national carrier would be a starting point that can help improve the tourist
satisfaction.

Keywords : Outbound Passenger, National Carrier, Cabin Service Quality, Tour Experience, Tour
Satisfaction
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Table 1. Exploratory factor analysis for airline service quality
Factors for cabin service quality Factor 1 Factor 2 Factor 3 Factor 4
Empathy Usefulness Tangibility Responsiveness
Cabin crew’s service attitude .786 .210 135 .095
Cabin crew’s care and consideration 775 .203 .206 .162
Spruce appearance and refined image 771 181 104 131
Expert knowledge of cabin service 765 232 152 .068
Tender smile and cheerful look .760 175 222 .210
Fluent communication with passengers 759 .230 .023 .089
Cabin crew’s hospitality and courtesy .751 .209 217 211
Foreign language skills of a cabin crew 719 152 .095 .085
Positive and proactive service mind .680 .067 348 .170
Managing abnormal situations in a cabin 612 .000 433 125
Monitoring and concerns upon passenger .588 -.037 .550 .067
On-boarding service and welcome message 585 129 393 124
The latest entertainment materials in a cabin 235 .808 .067 175
Various contents for passenger AVOD 226 .808 .240 .092
Wifi environment for personal mobile device 112 728 327 .035
Seat convenience for passenger 246 .530 477 .282
Providing lots of books and magazines .169 279 043 .188
Clean lavatory and aisle in a cabin 313 .389 .692 .085
Space utilization of overhead bin .230 .281 .672 .109
Maintenance of facilities in a cabin 291 402 647 212
Cabin crews service at duty free sales .082 -.030 254 769
Various products for duty free sales .149 .024 268 731
Cabin crews’ differentiated service behavior 200 354 -.004 726
Providing service in cutting-edge style 194 319 -.131 718
Eigen value 10.302 2.229 1.627 1.192
Percentage of variance (cumulative) 42.923 52.210 58.988 63.954

Kaiser-Meyer-Olkin : .931, Bartlett’s test : 4447.075, p-value : .000
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Table 2. Confirmatory factor analysis for SEM

Observed and latent variables Estimate esriir CR. p-valu SMC

Positive and proactive service mind — 904 062 14.547 el 539

Cabin crew’s hospitality and courtesy — 1.000 - - - .698

Cabin crew’s care and consideration — 1.007 .055 18.329 ook 731

Tender smile and cheerful look - Empathy 1.016 .055 18.402 o 734

Spruce appearance and refined image — (EP) 969 .059 16.353 o 632

Cabin crew's service attitude — 942 .058 16.257 o .627

Expert knowledge of cabin service — .865 .057 15.276 ek 577

Fluent communication with pax. — 814 .059 13.785 ook 499

Cabin crews’ differentiated service behavior Responsiveness 1.000 - - - 779

Providing service in cutting-edge style (RS) .869 .105 8.289 o 499

Various contents for passenger AVOD 1.000 - - - 712

- —— - Usefulness o

The latest entertainment materials in a cabin s 977 .061 16.088 .652

Wifi environment for personal mobile device 821 .060 13.611 ook 504

Clean lavatory and aisle in a cabin Tanaibili 1.000 - - - .609

Maintenance of facilities in a cabin arglG)l 1ty 1.107 .070 15.870 ek .785

Seat convenience for passenger 1.097 074 14.802 e .676

Prefer to revisit my tour site T facti 1.000 - - - 677

Feel good to my tour site our S?,FSS) action 1.083 .063 17.168 o 764

Be well aware of my tour site 972 .064 15.163 ek .630

Stress was relieved by tour experience Perceptual tour 954 .084 11.387 el 546

Refresh myself by tour experience experience 1.000 - - - 594

Feel lack of time for tour experience (PTE) 962 .086 11.241 ik 528

Be charmed by beautiful surroundings Emotional 1.000 B = = 524

Feel comfortable by tour experience arousal 1.217 .103 11.811 ek 770

Emotional healing by tour experience (EA) 927 .089 10.446 ok 448
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Table 3. Pearson correlation analysis (**¢..001)

EP RS us TG TS PTE EA

EP 1 457" 529 .649** .373* 415 281"

RS 457 1 497" 484 255" 267 .178(.013)

us 529" 497 1 .697 252 .215(.003) 243

TG .649™* 484 697 1 333 303 287

TS 373" .255%* 252% 333" 1 .690™* 565

PTE 415 267+ .215(.003) .303** .690™* 1 413"

EA .2817%* .178(.013) 243" 287" 565™* 413 1
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Table 4. Structural equation model
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Observed and latent variables Estimate Std. COflS'EI"L'lCt p-val
error reliability
- Tangibility 654 075 8710
Empathy - Usefulness 356 .091 3.895 ek
— Responsiveness 411 .062 6.639 ek
— Usefulness 360 .077 4.704 ook
Tangibility
— Responsiveness .403 .053 7.632 ok
Usefulness - Perceptual tour .145 .070 2.069 039
Empathy — experience 277 .082 3.363 o
Usefulness — Emotional .052 .055 935 .350
Empathy — arousal 242 .067 3.612 ek
Perceptual tour experience — 581 .068 8.488 ek
Tour satisfaction
Emotional arousal - 498 076 6.564 ok
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Fig. 3. Path analysis results
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