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A Study on the Customers’ Service Expectation Level:
The Effects of Distribution Service Excellence Awards for an Airport
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Abstract

Purpose - In this research, the expectation level of service of Incheon International Airport was investigated. Service
expectation level is critical to the customers’ satisfaction and should be managed. Regarding the expectation level of service,
the concepts have been defined and introduced by some researchers including Zeithaml, Berry, and Parasuraman (1993).
However, due to the difficulties of measuring the level, researches on the expectation level of service have been limited.
The main reason of difficulties of measuring the effects is that desired service, adequate service, perceived service,
predicted service which are the conceptual components of the expectation level of service are psychologically described
concepts and thus are hard to set up standards and to measure numerically. All that one can discern is that desired service
level is higher than adequate service level or perceived service level is lower than predicted service level under the certain
conditions, etc.

Research design, data, and methodology - In this research, the level of service and factors affecting the level are
investigated using the case of an Airport. The main idea of research is to investigate whether a supposed factor that is
alleged to affect the expected service level is working empirically. The supposed factor is service provider's promise to
provide certain level of service to customers.

Results - The research results can be summarized as follow. First, service provider's promise, in this case the Airport’s
Service Quality Award by Airports Council International which can be regarded as objective promise to provide the certain
level of service to customers is turned out to be influential to factors affecting expectation level of service. Second, service
provider's promise affects to move the customers’ expectation level of service upward especially the service of delivering the
necessary information to customers in the airport correctly and swiftly.

Conclusions - The implications of the research results are, first, customers’ expectation level of service in influenced by
service provider's promise, second, airport’s service award increases the level of customers’ service level and as a result for
the airport to meet the customers’ expectation level of service more efforts should be made..

Keywords: Expectation Level of Service, Service Quality Award, Factors Affecting Service Expectation Level, Airport Explicit
Service Promise, Airport Distribution Channel.
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|CHQF AH| = X|ZE Zuteto] Xto[of Cisf &= HhEe
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MEo| HIwEILE S5t E0{ 7|Cist Gjof Hs 4ut
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E20rE0|2} SHCKOliver, 1980; Bearden & Teel, 1983).
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7|CHMH|A 2HA HHATSS 240 ZAHH, 7|Y0] 1240
Hot= MH|A00| Ok A0 Cist ARl Parasuraman,
=]

(1993)2 7[ChMHE|A =& 23 O|EHo=z FZ|E oI
Ol g0 X|SotALt £ LPZOMf 0|F HEd £
AXt ohs A7S0| HRES XISt QUCHD EHEREITE A
2 7|thME[A #=F0l2k= JHEO| kRl AH|XtO| 2IX|of HE
g2 71 7| WEo Ol AL 5857 oE7|
W=l Aoz HHEHEICE Z[CHMB|A HA ME|AFE R 53
J2[1 sSHe=zE MH[20 Ot TE O2E =5t7| flet
Yero| SILIOICE 7|ChHAHEIA 2N H-ATES 298z
S|EXIH Table 11t ZfC}

Table 10{M Z|CHAH|A 2 Z|CHol 7HE2 7|CHOI20] 7|
®E 71 UCHTolman, 1932). 7|CHO[E2 MH|A FE, AH|

A0S 2 F0M O |85 AFSEILL UL

M ZHOIMS| MH|A0 2HE Fe AT0ME 7|THAM
H|20f CHot AZH7I EstA o|FReD CHEER &
OF7I ITAH|A £O0KYen, Gwinner, & Su, 2004), AOjAMH|A
H20f(Gagliano & Hathcote, 1994; Grewal, Baker, Levy, &
Voss, 2003), 52 gt £=F2 MHAE dFHE = U=
20 SO|CKFeng, 2017). O|2{gt ZOkOjAM M4t ZHO| MH]|
A J|isFE fd AFs AH[X= 2B AR ZHO|
M HMBSHH El= AMH|A =FOo| Tt X|[Z0]| [0 QA0
O|E 7|Hte 2 3t dE5ATI} 7155t ElCta EICHQuan
& Youn, 2016).

XZHE MH|A 23 o= THAE 474K AEberol UCH
1 EMEI|H, Parasuraman et al.(1988)2| 7|CHAMH|AQF Mt
ol 7|3+ QH=O0|E0| CHEXO|CE O] O|E2 MHAZE 2
HAX o|2 = o+ FO| QYL oL}, PtEN EiEE
S35t U= F 12| ooz MH|AEE M1z Of
OTICt H7|ECE nAMBER2 X042 OojRICt He A
O] AZ&NO|Zt= H|®ES HYtn QU7|= BIC} Parasuraman et
al.(1988) Z&o| otA ™S K|S Teas(1993)= HHIE 7|
CH(Normative expectation) 7S ZQsl0] BEO| 7|8 =
o Y=t staxt st 2n, Carman(1990)2 X|&HMol 584
£ Z=X5IGLCt Douglas and Connor(2003)= ZHCHAAGIA 10
b MH|ADYLIK  AfO[Q] Z[CHMH|A =& & Z(gap)o
CHal ok HE AT MH|ADfLIXZF 0240| J|CHA{H| A0
Cist ofsiE =2 20| EHo|2t= TS HAlStD UL
Walker and Baker(2000)= 7|CHA{H|AO| CH$H CHXMRIE ©Z
£ AEst H Lk ZL{0M= Cheong(2002)0| 7|CHA{H|A
0| s ATSIHAM Dol LA R0, X R0, A=
2010] F¥H tM 0|20 7|tiMH|A +=Fof CHEE FF
2 0X|l= Z0E MAISt QUL

Parasuraman et al.(1988)2| 7|CH-M1t I{CHACIA AfH|
& EAH2 43 gotE2 ZFE= 40| E2|Ho|2t= Cronin
and Taylor(1992)= Mtz &0 7|8t MH|AZE ot nE2
KMAISED QUCE HH AH|AO0f QU0] nZo| AEO| Z2% 9
g2 3= Schmitt(1999)2] =&+ 0|2 7|CHA{H|AO| CHEt &
@Ol OX|= g #3H H4FAHTPIL -0 210 RUCE Yen
et al.(2004)= 1ZHo| (t0{7} 7|CHAMH|A == 31 MH|A M)
o A0 Cisf =3t A2, 7 AutE2 142 ZOlo| A
HIAK S0 &ogt 42 HUEECHE XRAMOIAIM FHHMALRE
odis 42 Holtt= 52 ZAutE NAISta QUCt ofgkof
3% #E o Fof TH HBARTL F£AHE HE UACH

(Fodness & Murray, 2007).
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Table 1: Summary of Service Research from the Point of View of Service Expectation

Service Expectation

Expectation Theory by Tolman(1932)

Production quality

Garvin(1987), 1.S.0. Standard

Expectation-Performance Model

Parasuraman, Zeithaml, & Berry (1988)

Measuring Model

Perceived Service Quality (Garvin, 1987)

Normative expectation Teas(1993)
Performance Model Cronin & Taylor(1992)
Experience Model Schmitt(1999)

Customer Satisfaction

Transaction-specific satisfaction

Expectancy-disconfirmation
paradigm(Oliver, 1993)

(Oliver, 1981) Satisfaction Type

Cumulative satisfaction

Anderson, Fornel, & Lehmannl(1994),
Johnson et al.(1996)

Source : Based on Extant Studies Researcher Reorganized.
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1997), TaHX}O|= S4lF(Akbaba, 2006; Markovi¢, Raspor, &
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2.2. 7|CH MH|A

MH[AOAM AH|XEQ Z|CHEE MSE Ol AMH|A(service
performance)0f CHs{ AH[XFZE ZHX[0 Qs APEE ME
(pretrial belieh22A 7|CH= AX MHAE "WIGE BE
(standard) =2 Z=7{(reference)?} =ICHCheong, 2002). AH|
el MH|A #=Fo| Cist 7|tz 37tX| REeE2 FdE =+
o, OA2 3YMH|A, HMPMH[A D210 &FH(zone
of tolerance)O|CH(Zeithaml et al., 1990). S|YAH|A =2 Ht
2fZIsE AMH|A(desired service)Zt HEZEFS MH|A0| CHSHO
AUSte F=ELE 7|0l AH[XGC| TH(wants)ub AR
(hopes)0| FaZ O|X|A| EICh 3|TAH|ALQ AHARE JjHo =
O|&A £=F9| MH|A(ideal service)7t ULt O|&H =F9| M
H| A= AH|XIZF 7|/5H= AH|A £=50|H(wished-for) 1414
HOb= 5| XHRAOAM 7|CHSHs HIEHEISE MH|A =FZ Tt2|
It & = Ak 2& 3|UMH|A £=F2 O|¢E +=F2| M
HAELD &2 +=F0|M HMECtn 2O

XM¥ MH|A(adequate service)2t AH|X7F 20F Qi0| BIOLS
2 = Ae F=EQ MHIAER §& 7ttt XAl J|i+=F
= U= MH|A =Fo| 71E Z2 £=FES 7I2l7
S|UAMH|A =F0f| Cisl At UAX|gH OA
E = Qe A otL2te AMME 2o Qo AHH
MH|A =F2 MK 4™ S8 HIESE QAGHY &=
O|=E&l MH|A == (predicted service level)0f 2|8 ™M EICE

O ==l MH|A ==Z(predicted service level)O|2t AH|X}7:
S AMH|A ®SXHO| CHsl AXME 7|CiSHE AfH|A =FO|Ct
OlFE MHIA £=FE2 S4HOE O|4H MH|A =Fit Y
MHIA =F Ato[of @(X[StA EICE OZFE MH|AZ MH[A
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2|1 OEE MHAE S1 UCE ofif OfFE MH[AE= CHA|
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ENDURING SERVICE INTENSIFIERS

EXPLICIT SERVICE PROMISES

- Derived expectation EXPECTED - Advertising
- Personal service philosophies SERVICE ___ |- Personal selling

- Contracts

PERSONAL DEEDS Desired Service |¢ - Other communications
TRANSITORY SERVICE INTENSIFIERS Zone of T VICE PROVISES
- Emergencies Tolerance Pricg
- Service problems
. PREDI-
Adequate Service

PERCEIVED SERVICE ALTERNATIVES q CTED WORD-OF-MOUTH

- Personal

SELF-PERCEIVED SERVICE ROLE GAP < SERVICE | | |- Expert

SITUATIONAL FACTORS
- Bad weather
- Catastrophe
- Random over-demand

PERCEIVED
SERVICE

PAST EXPERIENCE

Source : Zeithaml, Berry, & Parasuraman (1993).

Figure 1: Nature and Determinants of Customer Expectations of Service

Customer Expectations of Service

_— T

Internal Factors
- Personal Needs
- Level of involvement
- Past Experience

External Factors
- Competitive Alternatives
- Social Conditions
- Word-of-mouth

Firm-Product-Factors
- Promotion
- Price
- Distribution

1 — 1

Service Philosophies

Conditional Factors

- Service Staff

- Typological Clues
- Other Customers
- Firm Image

- Waiting Time

Source: Kutz & Clow, Service Marketing, 1998.

Figure 2: Factor Affecting Level of Service Expectation
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Question Remarks
Personal Needs Grasping the desire of travel : main purpose of airport use
Personal Involvement Frequency of travel
Factors
Past Experience Past experience of airport use
Air-port Service Staff Appearance, attitude, behavior of airport service staff
Firm Factors Tangible Assets External features of airport
Use Public Corporation Firm image, Top class manager
Conditional Social Condition Social perception on airport
External Word-of-Mouth Word-of-mouth from neighbors
Factors Information Search Self-search information
Facilities, system Airport infrastructure
Appropriate installations Airport infrastructure
Airport design User friendly design
Technical Business handling time Appropriateness of business handling time
quality Information Swiftness, accuracy of delivered information
Expectation Security check Fast and perfect check
Level Prices Prices using facilities in the airport
of Safety of departure process Trustfulness of departure process handling
Service Voluntary help Kindness of service provider
Efficient business handling Capabilities of service provider
Functional Fast service Competence of service provider
quality Attitude and posture Service mind of service provider
Kindness Service mind of service provider

Knowledge on information

Information capabilities of service provider
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Table 3: Results of Analysis
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Without explicit service promisees With explicit service promises
Standard regression Standard regression
coefficient t value p-value coefficient t value p-value
1 personal needs .291 2.929 .004 .325 3.384 .001
2 Involvement .204 2.005 0.48 244 2.476 .015
3 Past experience .351 3.619 .000 116 1.155 251
4 Service staff .054 .520 .604 .393 4.204 .000
5 Tangible assets 162 1.581 A17 .554 6.550 .000
6 Public corp. .350 3.090 .003 .555 6.576 .000
7 Social cond'n .220 2174 .032 518 5.960 .000
8 Word-of-mouth .305 3.090 .003 412 4.451 .000
9 Info. search 155 1.511 134 442 4.858 .000
Table 4: Results of Analysis of the service promise on expectation level of service
95% confidence level of average
N Average Stnd. Dev. | Stnd. Error aal S Min. Max.
Lower limit Upper limit
1 334 4.36 634 .065 4.23 4.49 3 5
2 317 418 .660 .066 4.05 4.31 2 5
Total 651 4.27 .652 .047 418 4.36 2 5
Variance analysis
21(5)
Sum of squares df Mean square F p-value
Between group 1.503 1 1.503 3.582 .050
Within group 80.559 192 420
Total 82.062 193
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