DOI:10.16749/j.cnki.j ecjtu.2014.05.016

553155 5 R KK ¥ IR Vol.31 No.5
2014410 H Journal of East China Jiaotong University Oct.,2014

T EHS:1005-0523(2014)05-0037-07

EF=NEFEMOMSATRS RETHEERT5R

kB9 R, FRA
(RO AR RS2 R~ Be , TEJ5 Rt 210016)

WE o T AT RARE IS T B34 A AR 2N 8 MR AR B A T AL A 3 IR 0 B 0 il i o
SEB R A AR B AT T BE, SRS R A A TR e A G SR 0 R E R AR R
R Aats RIRF AN S AT AR BT EOS BT A ZH BT A RS A SRS R B B R R S0 A A

Ao T M.
KBIR AVE RS RS F s 5 B T AR B B
HESES:U8;0212 kRS A

TE RIS Hi 5w A EU R RIREE S, i zs e & S HE UL A IR 55 o ik, A 2 2 vl S A £ 48 FHLRT AT ¢
SR RIS G ] X B IR S5 0 B B AR T2 8 ) SR RS R B R 28 . X s A w5 L a8
I 5 IR 45 o et R A R T AN CE BRI I IR 55 T il AR i LSRR 45 T A ) Rk A
SCHK[ 1 ZRBHVF 2043 A /R T A BEPEAL A ClE AR 55 0 i, 76 AR 55 o it i e e B RO R E . Sk
[2 J 56 STk [l o & BRAE A 25 28 W) IR 55 s P Ak O AR A IR S T e & IR o 6 ] N i s 4 vl il
55 T AT 98 KRBT 40 R W 1T, — 7 1T, AT S 28 Wl R SR R BIE A B HH R, $ B A s 2 v R 55 o A 4
(PN, TR s R DA R SRR 255 9 — D T, A2 2 W) 2 JR A S I A7 B8+, 6T SERVQUAL H 36
SERVPERF & %55 , XU 2s /A Fl R 55 s P Ak GRS i S5 THR 9T % o (R, th s A wl IR S5 it Iy
L NSk 9-12 ] F BB A IR 55 5 2 4 SERVQUAL .SERVPERF 254 A BER 4> i (A FE AT 2 2
ARG B PPN 2 . BRI, S5 R 55 T B, AR ST Y H AT =, — i 8 )2 A s 2
)RS5 o A ARE A AR R | — 3 o A AR R T LA v {5 5 (R s 2 v IR 55 o o i

1 REEFLERE

T8 PR A DG LI 55 A SCHRZE IR , A SCHE MR T AT IR 25 i i 2 2w R 55 ot e A 2R
W 1, Mg — B, B AAdE s B R R PR B o AR A R R 4, B
T AT AR = T £E T Brady Fl Cronin (2001) 38 H 9 BCM LAY, 28 B A5 41 R FE 1 2
A BRI A T I R BRI R 4 S s i R A A R
HER RN ZE A 4 =B R S5 R A 548 R RN R g 2 A =B 7 F Tk =B R a5k i as
s al RSG5 B AR T

Yrs BHA: 2014-07-19

EEWAB: FZRARRSIEEE (71201082) ; i @ KA L 55 2% L 0% 430 H (NR2014007 ) 5 TLARAR i AL P 22t 2Bl
WFFETE £ H (2012 ZDIXMO03) ; Hfiit Tl &£ 1) LR A B F 52 £ 5 (GX2012-1016(M) )

YEB BT 5K (1988—) , &, A L-WF9e A WP Jy )y sS i is b ) 5 8 3L

BHEE : T8 (1980—) , 5, BIZZ , B WF9E 5 1) R RARE T 40T AL R L s 5 70 0 5

(C)1994-2024 China Academic Journal Electronic Publishing House. All rights reserved. http://www.cnki.net



38 S NN BN e 20144

AEHJFCEE AR 1A i R, AR A Ak 5552 A e e v i 95 $ (3t AN 2 2 18] B39 N B St T, 52 L o
EE R T AR MRS St Z A AR R B . 7ESEIUIR 95 52 pFid R rh  VF 2 2 B IR T 52
B g — R E A S H IR S A S B . A SCEE T BCM AR, R FIA Ji& 152 HLJ%
AT AT 2 TR T, TR A — A T, O TR S B SR R AT o A
JEA I AR SR

i
=i
c %

CAEEIR::

ke 55 Jo
Jr gk

B
i
=
il
=
F
=

SR i
[ia) L TR

B1 EF=MEFEENMEAR RS RETMHER
Fig.1 The evaluation model of airline service quality based on the third—order factor structure
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Tab.1 The results of convergence degree test
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Tab.2 The results of the model fitting in three stages
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Tab.3 The parameter results of second—order and third-order factor model
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Tab.4 Assessment results of correlation between third—order factors

=BT 1 2 3 4 5 6 7 8 9 10 11 12
11l 0.831
Ll 0.978%  0.680
HIETE 0.388%  0.409%  0.880
FPEME 0.430%  0.497%  0.829%  0.873
HEME 0420% 0446 0.674% 0.900% 0.728
wh 0314% 0319% 0.535% 0.673*% 0.858* 0.791
JrERE 0459 0.534%  0.461% 0.448% 0.350% 0.297% 0.844
KHE 0.405%  0.458% 0.433%  0.418% 0.345% 0.252% 0.965*% 0.846
WERRTE 0.478%  0.580% 0.520% 0.579% 0.610% 0.402% 0.894* 0.905% 0.682
GAYE 0436%  0.558% 0.348% 0.537% 0.725% 0.531% 0.332% 0.318% 0.739% 0.539
ZEEER 0.396%  0.483%  0.438% 0.569% 0.749% 0.570% 0.321% 0.294* 0.712% 0.937* 0.805
AL 0.343%  0.444% 0.355% 0471% 0.661% 0.497* 0263* 0.291% 0.667* 1.119% 0.908* 0.771

TE WAL RPN EHR O 2219 F 5 iR, HAR B 7208 120 = N T Z I A5 56 R L #3018 p<0.001

S22k

[1] PARK J W, ROBERTSON R, WU C L. The effect of airline service quality on passengers” behavioral intentions: a Korean case
study[J]. Journal of Air Transport Management, 2004,10(6):435-439.

[2] PARK J W, ROBERTSON R, WU C L. The effects of individual dimensions of airline service quality: findings from Australian do-
mestic air passengers|J]. Journal of Hospitality and Tourism Management, 2006,13(2):161-176.

[3] FKALTE s 2 vl e 55 N AEAA 15 RS T B AR Z0 T[] Al 1% 7,2009(5):35-37.

[4] SN T 28 v MR 55 o ik 2 e BE AR (0] BRAR Rk, 2007 (24):175-176.

(C)1994-2024 China Academic Journal Electronic Publishing House. All rights reserved. http://www.cnki.net



5554 sk ST N A TS 2w e 55 TR PEAG A Y 43

51 WL ME T A TR B R AR 55 = 4 R A 5 A BT[] RS 4E,2003(1):16-18.

6] A2, TR AR AR TS 23 B & MR S5 it SEUER 5[0 7 R A2 e 7 41,2005,23(1):29-32.

7] EoE LT SERVQUAL J5 I 28 Ik 55 B s PP T 5[ D] R R B R%#,2013.

8] TENFET G540y AR B i 2s 24 wl U = BE AR o [ BRI R 272541, 2007,25(6):38-45.

8] JASE UL LU ABIREEE LT 2 oA AL LA IR 55 T PR F S [ A TS R 2013,(4):28-71.

9] DABHOLKAR P A, SHEPHERD D C, THORPE D I. A comprehensive framework for service quality: an investigation of critical

—_ —_ —_ — o —

conceptual and measurement issues through a longitudinal study[J]. Journal of Retailing, 2000,76(2),:139-173.
[10] LEE S H, KIM Y P, HEMMINGTON N, YUN D K. Competitive service quality improvement (CSQI): a case study in the fast—
food industry[J]. Food Service Technology, 2004, 4(2), 75-84.
[11] CUNNINGHAM L F, YOUNG C E, LEE M. Perceptions of airline service quality pre and post 9/11[J]. Public Works Manage-
ment & Policy, 2004,9(1):10-25.
[12] PARK J W, ROBERTSON R, WU C L. The effects of individual dimensions of airline service quality : findings from Australian
and domestic air passengers|]]. Journal of Hospitality and Tourism Management, 2006,13(2):161-176.

Evaluation Model of Airline Service Quality Based

on Third—order Factor Structure

Zhang Jun, Hu Rong, Li Tianrui

(College of Civil Aviation, Nanjing University of Aeronautics and Astronautics, Nanjing 210016, China)

Abstract: In order to carry out quality evaluation of air service effectively, according to the airline service charac-
teristics, the paper proposes and tests a sub—order model of airline service quality. The empirical results show that
we can confirm all three levels of the proposed sub—order structure where a passenger’s perceived airline service
quality includes second—order factors of interaction, environment, process and outcome qualities, and each sec-
ond—order factor further has its third—order factors. The empirical results also show that airline service quality
scale is valid and reliable.

Key words: air service; service quality; sub—order factor; passenger perception

(C)1994-2024 China Academic Journal Electronic Publishing House. All rights reserved. http://www.cnki.net



