Moon-Seop Kim / Journal of Distribution Science 14-10 (2016) 73-79 73

Print ISSN: 1738-3110 / Online ISSN 2093-7717
http://dx.doi.org/10.15722/jds.14.10.201610.73

The Influence of Customer Satisfaction on Customer Loydty and the
Moderating Effect of Gender

SEAH[A0] Teh DHBZO0| A XS0 O/X|= S0 A0 A
A-II:I=IO| st
o=Z2—l 1=

Moon-Seop Kim(Z=4)*

Received: August 4, 2016. Revised: September 19, 2016. Accepted: October 15, 2016.

Abstract

Purpose — Customer satisfaction has been considered important as a way to retain current customers. Specifically, the
retention of current customers through customer satisfaction has been considered important in an industry where competition
between companies is fierce. Major Korean airlines have confronted fierce competition with the growth of low cost carriers
(LCCs). In order to survive, these airlines need to retain their customers. This research aims to investigate the relationships
between customer satisfaction and the customer intention to remain loyal. Moreover, this study examines how the influence
of customer satisfaction on customer loyalty is moderated by gender.

Research design, data, and methodology - A regression model is developed in which customer satisfaction, gender, and an
interaction of satisfaction and gender are predictors and the customer’s intention to remain loyal is a dependent variable. To
analyze this research model, data were collected from 402 university students taking a marketing class in universities in
Seoul, Chung-Cheong province, and Kangwon province. After eliminating data from students who had never flown and data
with missing values, a final sample of 201 was analyzed. The hypotheses were tested using SPSS 21.0. Internal reliability
was supported by the results of Cronbach’s a. Multiple regression was performed.

Results - Empirical results showed that customer satisfaction toward the airline’s service had a positive influence on the
customer intention to remain loyal to the airlines. Moreover, this influence was moderated by gender. More specifically, a
male customer’s intention to remain loyal was more determined by his satisfaction toward airline service than a female
customer’s.

Conclusions - This research contributes to the aviation service marketing literature by showing how customer satisfaction
influences customer intention to remain loyal and how this influence is moderated by gender. More specifically, male
customer loyalty is more determined by airline service satisfaction than female customers. These results have manager
implications for major Korean airlines in terms of customer satisfaction and gender as ways to enhance customer retention.

Keywords : Satisfaction, Intention to Stay, Gender, Aviation Service.
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<Table 1> Regression Analysis for Intention to Stay

Unstandardized | Std. | Standardized t
Coefficients | Error | Coefficients(f3) P
(Constant) 3.134 .071 43.855 |.000
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Bot0x}F Stz 0ol o|=0f OjX[= 0| M HEeo =F
RIE HJch nATER0| HX|Le|ko| O/X|= FE2 o
‘do] el dELC o 2 Aolzts <7t 2> FHE| 2
HOb oA AHefX|Sel=o| O/X|l= nATt=o| FTko|
O 37 LIERRCE o2fst ZAuts MH|AE XIste YR
JHelol Chet SdE= ofdo| HMELD =X|Bt MH|A XS
710l CHet BdEs HY0| odED =7 IE0
(Baumeister & Sommer, 1997; Melnyk et al., 2009) T-ZA}
20| ot EZAt0] CHEE AH2HX|LQ=E THHSTE AL
ot 2 AF0IME FSAF MH|A0 TSt 0ZHaH=0| S-S AL
CHSE AziX|Se|=o OjXl= dao| ofMdErt FHMoAM O
=4 LIEtd Ao 2 siMe 4= Qrt

N

22 mjo njo

02t
o
oH
>

12

i D7 RS WBA MHIA) CfSo] BIEELE e
SBAE XSHOZ 08K s 1A o=} SII%
Ao 3 HEs H AOAA O SCHE AR JIE 2
2 XIS 9sf0] NUDIZES WSl FBAF OHESO|
A 2ol Mo w2t Hojst 40| WaBS AN

TS TN MHIA0| BIEE FS CIE YA O
THs40| W] W20 44 nAS || YiAE O
of M|20| Cft BIES ROl TFE Tast Atk o

Ol'd N2 SSAL MH|20| UHFSIEEE CHE SSA

r2 mn net ox

50| £ mE FM2H0| 9)S HO CI2 STAIE 0|2 JHsM

=21 O M= o == o o
O &7 W20 ol 1S o= NS &+ OfLet
Het HI&2 =0/7| 9ot H3 EASIOJOF BiCt. tESH AMH|
2 HE 710 oSt 8= HY 240] =10 MHAE K|
ot YR el oist Sd=& ofd 10| =2

(Baumeister & Sommer, 1997; Melnyk et al., 2009) & &4
OIME MH[A BHERO| SEALO| TS AHE{X|H2|=0f O|X|=
W2 OfY DAWCH Y DA0| 27| WRo| LY Do
A= MHIAE HSdte d3ARtel #AE Zx5t= BHH o
g AMo|A= MHIAE MSSte SEutel HAE Zete E
7} Lk

= Ao ol2fet ShEF AAME U HEH AAEHOEZ Ct
O SHAE A1 UCh WA 2 A= dSAF MH[A0| Cit
SYSAE AL O|8StaAt St= 2k OjX|=

gots HYoLt nAMEZ SYAF|s WHE AFEFe=E
MAISHR| XSIRACEL &= AFOM= nAPt=Eo| MeH=0I
AFE Z|of, X[ZE dat g, ®e|, Xtop XY, 7|sE ¢
X|d(Hoch & Ha, 1986; Kim & Lee, 2012; Yi, 2000) SO| 11
HOZ0| O/X= FES SEeEZN DHAEZ JTisi= &
ot2 AFFoR MAIZ BRIt ULk

2 O7s THMO9-27MQ| CHEtEE CHYCE HEXAE T
AStRA7| MEo| & A7l ZUE COfE od & AYol &
oA Yutsishe Ole F2AE 7|22 27t UCL of22
‘dYol XHEA E42 Aol 2t dojgt = ks M2 1
HE M =z AFOMEs HEo| ZEZ Nt # ofLjzt AHCY
of 2 Mdeo| XA A e EeJt AUk

Cleez, =EHQ A7|lsidEs o= Hdut 22l qde
HDO|EHO XPUSHM S St HEELDH oo RHMoA &
ot AlEEL SO BAE S2AGH7] WEO|(Block,
1973; Cross & Madson, 1997) A ECH 0{A0| EfQIO)| CH3H
JELE ERRIOl |70 FLo|E 7[20|1 EfQIo| oA B2
gdekg "ol Hueo| ofst SMEVF =2 ™ol ot
(Markus & Kitayama, 1991; Melnyk et al., 2009). T12{L} A
HIAE HM3sts S 70Q10] ofgt S8EE 0jd0] HHE
CF =X MH|A MS 7|0 et SdEEs =H480] oM
Ct =7| Oj20|(Baumeister & Sommer, 1997; Melnyk et al.,
2009) SSAL 20| Ol EZAtol CHEH HefX[ESEE &
LHEE ARES 2 A70ME SSAF MH|A0| CHeE 0ZHDt
Z0| 30| Cigt AH2iX|&e|=o| OjX|= Fgo| ofdE=Ct
HHOANM O = LEHt AOE sfjMe 5= QUL

Yz AFO|M= 2HAH CHAO| CHS 0ZHo| HIEJF nZeo
HeX|Sele ! =0 OX|= Fako| A deo| xHS
HE A oiAS CHRfstol oitgt Eert UL OE =
2 AF0MKE SSAF MH|A0 CHEE DHTHRO| B AL
CHSE AZiX|Se|=of O|Xl= FTolM MEo| XHESIE 4
HE Z0| ofLzt MHIAE H3Bst= S0 st 2HE0|
Zlof st ™ Y cARtm2 2 (AR ®X]) Zojof Oj%|
£ 0| AoA dEol ZEINE AL, MH|AE H|
Sote YR Cist 2t=0| 7|0 Chet AHefX|gelz &
THolz0| OXl= FEolN e =EFRIE ASCHH
0| TYUA MRl =2 7|0 Cigt HSMEO OX|= I

of AM dEo|l =E2ME =Holg + AS 0|t o=

0
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gxtof et 7|1Ee SE 2| %2 FFE2 90
2 S o % oln 547 9¥E o
§|(Benenson et al., 2009) Hd nZidr ofMd nzHo| Xjo|of

References

Aiken, L. S., & West, S. G. (1991). Multiple regression. Testing
and interpreting inter actions. Newbury Park, CA: Sage.

Baumeister, Roy F., & Sommer, Kristin L. (1997). What Do Men
Want? Gender Differences and Two Spheres of
Belongingness: Comment on Cross and Madson.
Psychological Bulletin, 122(July), 38-44.

Bendapudi, N., & Berry, L. (1997). Customers' motivations for
maintaining relationship with service providers. Journal of
Retailing, 73(1), 15-73.

Benenson, J. F., Markovits, H., Fitzgerald, C., Geoffroy, D.,
Flemming, J., Kahlenberg, S. M., & Wrangham, R. W.

(2009). Males' greater tolerance of same-sex peers.
Psychological Science, 20(2), 184-190.

Berenbaum, S. A. (1999). Effects of Early Androgens on Sex
Typed Activities and Interests in Adolescents with

Congenital Adrenal Hyperplasia. Hormones and
Behavior, 35, 101-110.
Block, J. H. (1973). Conceptions of sex-roles: Some

cross-cultural and longitudinal perspectives. American
Psychologist, 28, 512-526.

Burnham, T. A,, Frels, J. K., & Mahajan, V. (2003). Consumer
switching costs: a typology, antecedents and
consequences. Joumal of the Academy of Marketing
Science, 31(2), 109-126.

Cross, S. E.,, & Madson, L. (1997). Models of the self:
Self-construals and gender. Psychological Bullefin,
122(1), 5-37.

Halpern, D. F., and LaMay, M. L. (2000). The Smarter Sex: A
Critical Review of Sex Differences in Intelligence.
Eaucational Psychology Review. 12(2), 229-246.

Hoch, S. J., & Ha, Y, W. (1986). Consumer Learning:
Advertising and the Ambiguity of Product Experience.
Journal of Consumer Research, 13(2), 221-233.

Hwang, Hee-Joong (2012). The Effect of Education Service
Quality on the Education Service Repurchase Intention.
Korean Review of Business Administration, 25(1), 1-19.

Jang, Hyeong-Yu, & Noh, Mi-Jin (2010). A Study on the
Relationships of the IPTV Service Quality and
Repurchase Intention. Korean Review of Business
Administration, 23(4), 1805-1832.

Jo, Ji-Yoon (2016). NMumber of LCC passengers exceed 30
million on this year. Seoul, Korea: SisaWeek.

Jo, Woon (2016). LCC, Customer dissatisfaction. Seoul, Korea:
MeCONOMY News.

Kim, Byoung-Jai, Kang, Myung-Soo, & Shin, Jong-Chil (2005).
A Study on the Determinants and Performance of
Consumer-Brand Relationship, 7he Korean Journal of
Advertising, 16(3), 55-81.

Kim, Mo Ran, & Ahn, Kwang Ho (2012). The effect of service
failure on the desire for betrayal and retaliatory behavior:
Based on the moderating role of the customer-service
firm relationship quality. Asia Marketing Journal, 14(1),
99-114.

Kim, Moon Seop, & Lee, Hyoug-Tak (2012). The Effect of Self
Congruity and Functional Congruity on the Performance
of Brand Marketing. Journal of the Aviation Service
Society of Korea, 10(1), 3-22.

Kim, Pan-Jin, & Lee, Jin-Young (2016). A Study on the Effects
of Perceived Quality on Whitening Cosmetics’
Satisfaction and Repurchase: Focused on University
Students. The East Asian Joumnal of Business
Management, 6(2), 15-22.

Kim, Sang Hyeon, & Oh, Sang Hyun (2002). The Determinants
of Repurchase Intentions in the Service Industry:
Customer Value, Customer Satisfaction, Switching Costs,
and Attractiveness of Alternatives. Korean Marketing
Review, 17(2), 25-55.

Kim, Yong-Min, Kireyeva, Anel A., & Youn, Myoung-Kil (2014).
Effects of SNS Characteristics upon Consumers’
Awareness, Purchase Intention, and Recommendation.
The International Journal of Industrial Distribution &
Business, 5(1), 27-37.

Lee, Chan Do (2009). The Influence of Service Quality on the
Customer Satisfaction, Recommendation and Reuse in
the IFE. Journal of the Aviation Service Society of Korea,
7(4), 5-20.

Li, Long Zhen, & Yu, Wen Ying (2010). The Effects of Airline
Service Quality and Consumption Emotion on Customer
Satisfaction and Repurchase Intention. Journal of the
Aviation Service Society of Korea, 8(3), 149-165.

Markus, H., & Kitayama, S. (1991). Culture and the self:
Implications for cognition, emotion, and motivation.
Psychological Review, 98, 224-252.

Maute, M. F., & Forrester, W. R. (1993). The Structure and
Determinants of Consumer Complaint Intentions and



Moon-Seop Kim / Journal of Distribution Science 14-10 (2016) 73-79 79

Behavior. Journal of Economic Psychology, 14(2),
219-247.

McGlone, J. (1980). Sex Differences in Human Brain
Asymmetry. Behavioral and Brain Sciences, 3(2),
215-263.

Melnyk, V., Van Osselaer, S. M., & Bijmolt, T. H. (2009). Are
women more loyal customers than men? Gender
differences in loyalty to firms and individual service
providers. Journal of Marketing, 73(4), 82-96.

Meyers-Levy, J. (1988). The Influence of Sex Roles on
Judgment. Journal of Consumer Research, 14(4),
522-530.

Oliver, R. M. (1981). Measurement and Evaluation of
Satisfaction Process in Retail Setting. Journal of
Retailing, 57(Fall), 25-48.

Oliver, R. M. (1997). Whence consumer loyalty? Journal of
Marketing, 63(Special Issue), 33-44.

Oliver, R. M., & Bearden, W. O. (1985). Disconfirmation
Processes and Consumer Evaluations in Product Usage.
Journal of Business Research, 13(3), 235-246.

Oluwafemi, Adebusoye Shedrack, & Dastane, Omkar (2016).
The Impact of Word of Mouth on Customer Perceived
Value for the Malaysian Restaurant Industry. 7he East
Asian Journal of Business Management, 6(3), 21-31.

Ostrom, A., & lacobucci, D. (1995). Consumer Trade-offs and
the Evaluation of Services. Journal of Marketing, 59(1),
17-28.

Reichheld, F. F., & Sasser, Jr. W. E. (1990). Zero defection;
Quality comes to services. Harvard Business Review,
68(5), 105-111.

Richins, M. L. (1983). Negative Word-of-Mouth by Dissatisfied
Consumers: A Pilot Study. Journal of Marketing, 47(1),

68-78.

Rosenberg, L. J., & Czepiel, J. A. (1984). A marketing
approach to customer retention. Journal of Consumer
Marketing, 1, 45-51.

Shin, Mi-Hyang (2011). Influence of Fast Fashion Value on
Commitment and Repurchase Intentions. Korean Review
of Business Administration, 24(6), 3505-3523.

Shin, Jae Ik, Hwang, In Ho, & Chung, Ki Han (2006). A Study
on the Relationship among  Consumer-Brand
Relationship Quality, Repurchase Intention, and Word of
Mouth in  B2C e-Business. Korea  Corporation
Management Review, 13(2), 191-207.

Szymanski, D. M., & Henard, D. H. (2001). Customer
satisfaction: A meta-analysis of the empirical evidence.
Joumnal of the Academy of Marketing Science, 29(1),
16-35.

Yi, You-Jae (1993). The Determinants of Consumer
Satisfaction: The Moderating role of Ambiguity. Advances
in Consumer Research, 20, 502-506.

Yi, You-Jae (1997). Differences in the Consumer Satisfaction
Process between Goods and Services. Journal of
Consumer Studiies, 8(1), 101-108.

Yi, You-Jae (2000). A Theoretical Examination of Customer
Satisfaction Research : Findings and Outlook. Journal of
Consumer Studlies, 11(2), 139-166.

Yi, You-Jae, & Kim, Woo-Chul (1998). The Influence of Physical
Environment on Service Quality Perception. Korean
Marketing Review, 13(1), 61-86.

Zeithaml, Valarie A., Berry, Leonard L., & Parasuraman,
Ananthanarayanan (1996). The behavioral consequences
of service quality. Journal of Marketing, 60(2), 31-46.



