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I 2340 B P52 ke 249 A Hgkdo] F7ketAl 2 Aotk (Hess et al., 2003).
H| 2 g8 tiet BEEE OF Aol 2= ol 22 Ade|e e Ad7Y e
R R Qs APxA S AEekid
AAZAE fa Aye e 232 471 (A
V. o1l FRES QAAE AE| 2 FA gk X9 1)ES
THE & 2 AH2FE, 2)9EE TAHE & B2
MUIAEA 3) B FAE & W AHAEE, 4)
4.1 AEAA S FAE & B AuaEA)Aa, 2714 AY
of BT A% (54 &9 dF, &54 £
2 A7 BEAL ZAHY] S} QAE A FE)ol s SHggdozn AL 4x2804A4 =2
22 FA-o] Muls A7l B o Muls 38 Qg o] A4k (2-way ANOVA) = Adsisitt.
of gk 7Ithzah Afr| 2 350 g Bz of AU 9= Karande et al.(2007)<] dtelA
Hot Jes vAEA| dolEual stk adln AMEE Al T AU eE B AT A4
I BAZE NS B dE el mek ojgA g 9 4 2 Bkt Karande et al.(2007)
A=A S4skalzt skt of AFoM = A2 A WA S FelA T3t
2 Ad7e M ASE Y8 AU E o8 Eo] ZAHE AR AT, HARE FgFAL
AR WS ARGt AYee s wiee R AH 2 F-d dig AR S AlFshes vs 1E Y
ste AE7IHS AHES ol fre v 2k AA, g3old Aual B A (Air Travel Consumer
U2 A vlE] Al 9ake wao® 4] Report) & A9 EHA 2% #2]H 481 (mishandled
A S ES AR & At 539 54 wokolAl Al baggage)©] IFAF AR FA Hobe] F88 A
Hj 2 Al 9 8|53} 22 A #Aste A& B R2E LS| g ke B4l did AMuls
< olglgo] EAlgteH, Aol wAE gEE ¥ Ado AvE] o BrEsitha sttt
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AMu| 2 Aol A ARetd EAA A7t b A A A fRE 26, A" A
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(B 4) =1 8 27t =
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5249t b5 29 g5 AolMe A B3 a

=0
A

A -

#ko] AFs|ZpsHiofo] 4] WrolEol = KERTES
L u| XA Richins(1983)2] A2} Bae(2014)
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5.3.1 AHl2 28]t sldize} BdE A1
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Ap = ﬂﬂoﬂ g slza B s oh
1 M 3-1)¢ A%e) A9 Shuse
%q OJ ua_ Au| 2 E40] )3 Al e 23
(A)F = SRE A

% e FB)oR s,
|2 g5 ek 7]tizke] Ftae
A (ANOVA) & AAlaksitt.

M 12 4537 a9 2 FH)
I, %8 F A 2EF AXE MH| A F49 =3

v T ' = 4l A (2=
Hlzste] FAREAS ST o W 4709 HeE
1: (FA= High&IAd #4 High) / 2: (¥4

1 E)
T Low&<QIA1d #4 High) / 3: (%—"JE High&

05 :Laiﬂi 7}*4 1& 7124 ek
7 1-13 7Md 1-2 &3 71245 e
Hh iQle] B @F A tig 2459
A7 el A 71 318 BEAH O A
2 s tH(F=3.365,
3 Y= Ak wat T 7)o t}
ato] K-9 Qg EA 0] ALY B
B Az 2189 AZA0l Aeke siz Atk
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43 23 43 = 43 23 43 &3
4.138 4.903 4.718 4.757 4.617 4.724 4.770 4.858
(1.31), (1.15), (1.36), (1.30), (1.21), (1.25), (1.13), (1.22),
N=58 N=55 N=52 N=>54 N=47 N=64 N=61 N=54
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An Empirical Study on Service Recovery of
Generation Z in Airline Industry:
The Moderating Role of Complaint Behaviors

Joo-Hyun Kim* - Jin Kyung Kwak**

Abstract

The purpose of this study is to identify factors affecting service recovery expectations and
service recovery satisfaction in the airline service industry. Also, this research is intended to
investigate how the relationship varies according to individual’s complaint behavior tendency.
This study has several differentiation points. Firstly, the study focuses on the customer-side
variables, which are customer loyalty and perceived service quality, among the leading variables
influencing service recovery expectations based on the previous studies. Specifically, the degree
of customer loyalty was assessed by the presence of a specific airline membership, and the
degree of perceived service quality was judged by other service benefits according to the
in-flight classes(business class versus economy class). The result of the pretest confirmed that
the manipulations were statistically significant. Secondly, the study concentrates on airline
consumers of Generation Z in order to find out their airline consumption behavior and perception.
Generation 7 refers to the next generation of the Millennium generation, and generally consists
of people who are born from the mid-1990s to the early 2010s. As reflected in words such as
YOLO or Work-Life Balance, which represents lifestyles of Generation Z, many people now
travel and enjoy their leisure time to find happiness right away. In this context, the study is
needed to look specifically at the airline consumption behaviors of Generation Z, and seek how
airlines can respond effectively by identifying the needs of their growing consumers.

In this study, the scenario-based experiment was conducted on the Generation Z by

manipulating the customer-side variables. Hypotheses were verified by the two-way ANOVA

* Ewha Womans University, First Author
** Ewha Womans University, Corresponding Author
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using a total of 445 responses. In detail, two - way ANOVA was conducted by the 4x2 factorial
design measuring customer-side variables (divided by four different types according to customer
loyalty and perceived service quality) and complaint behaviors tendency (divided by active
complainers versus passive complainers).

The results showed that customer loyalty and perceived service quality did not show a
statistically significant difference in service recovery expectation and service recovery satisfaction.
On the other hand, the interaction effects were shown with complaint behavior tendency:
Active Complainers showed higher degree of service recovery expectation and service recovery
satisfaction than passive complainers even though they both had identical service failure and
service recovery processes.

The implications of this study are as follows: First, customers who show complaints after
service failure occurs can act as an opportunity for airlines. Second, airline service operators
should seek ways to motivate customers to actively engage in complaining behaviors. Among
them, it would be desirable for airlines to appropriately utilize service guarantees that provide
benefits to customers who show complaint behaviors. By doing so, airline service operators are
able to find out opinions of dissatisfied customers and increase their satisfaction by meeting

their expectations.

Key words: airline consumer behavior of Generation Z, customer loyalty, perceived service
quality, complaint behavior tendency, service recovery expectation, service

recovery satisfaction
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