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2u e HEE 7 NS WA ool #eEd EES 4
o AA-d g Aoe vl udsty AgAErit AR OE idew
Aeolstol  ARgsta Atk =l - flA o A (emotion)¥ A A (affect) &
E&stAAY "E2A Ast= 497t Brh wullel A9 AR AgstAcdA s
emotione A= affects FHHOo= AHolst= A¢7F Bou At = vt =

Ab-gsh= o] wrh(arE ¢, 2003).

&

2 wast

i<}

7FARL AAE¥ut otz “Z(feeling), 7]¥(mood), 7+ (sentiment)d}=
TE e, dubFor =43 GArE w34 543 #dste] agE u o) &
A el gkar g oh(Thoits, 1989; o] A4 - MA1&, 1995).

AM= ojb@ #2 ool 9% =7 JH=(Cohen & Areni, 1991) 4]
AAA F9s BT AbaLe FHd wkbgiE s Aol =79 Aol =4S

ALY 2PA @S, AW} EF, B HoF, FEF LAY

L=,

YA o QA Heletn 3 4 9rkOliver, 1997). B4 Ao} Azl og
A7kl ol ofm digel W@ sulxte] =43 ZNE EBe Ao thWells &
Prenky, 1996). = f71419] 8@ 94 4¥ens 744¢ =2 di A7
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dHA R SAHA ¥e =hoR Aolste dyF A A ARl BE
el Q7] % sttp(Hawkins, Best & Rogers, 1998).

oA d AR} AAMe dArAEd wet 7 ld T stdE o 2A B
2 e ouE Abgs7]x= 3l Cohen & Areni(1991)& F 74 7id S
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Tt S MY dFE Kol AME HAEY ¥ xEH JiEe
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ngth aEe PFe R sl AuHez Fwsh Emor, dugow
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n = G gigk oaF QA7 glo] sty §AE 5 Qe o=
Bkl o]l¢t Wb 2 Holbrook & Batra(1987)& #AS AAHT ¢ ¥ ZAH9

Zolal AL Hojst= d(Westbrook, 1987)olgtar 3 4 lom AH|e; #HdH
A0 2 Richins(1997)+= AlF9] el AMES B8 oA 7HA] Eghst 237
Mdold, AFAHe A= AY APsA He Aol Ao AT

A 005)E AAurgold ojud tgolt ol tiste] Fo|HolAL Ei
ME AR wgdtelm s kel ShgE ARAToIM, Lulge] A AF
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2vztEo]l Adste A g A= ZAl Mehrabian & Russell(1974) ¢]
PAD(Pleasure-Arousal-Dominance), Izard(1977)¢] DES(Differential Emotions
Scale), Plutchik(1980)2] 87F4] 7]# A, Watson, Clark & Tellegen(1988)<]
PANAS(Positive  Affect  Negative  Affect  Schedule), Richins(1997) <]
CES(Consumption Emotion Set)5©] ¢lth.

PADZH =+ A 3 - & 7 (pleasure—displeasure), 317]-1] 317
(arousal-unarousal), % Al-% < (dominance-submission)®] A 7}# oz =H 3}

i gtk A PADS] A HIE= 34/H9) @Eelglon 74 Ade 39 dEew

T4 298 PADHAY H =& A
DESH =+ 743 A#d ddH 259 wgo & Fo gAS FAHE
1070 ¢ 7] = Ao 2 A| o5t Ao RA, 74 (interest), == (joy),

=& (surprise), I 2 (distress), % x(anger), ¥ 2 (disgust), **](contempt),
Tl & (fear), H-1128] % (shames), & A7 (guilt)e] EFH o] g} = F 1989l =
DES®l| ©]o}A DES-I7F AZEAde=d, ol 71l

T 30709 FEAF FEER FAEHS dew, o3 DESF A3

=] =
WA =7A HE AvjAtEe] TS SA4%te FAEE wWol A& a Qi)

o

44 g 3 FEeAE

KeX
=

17+e 87kH o] 7E Aol EAgittar F33 Plutchik(1980)E ¢ & (fear),
B i-(anger), 71%(oy), I E-(distress), & (acceptance), AL (disgust),
7|l (expectancy), =eb#(surprise)> 7|84 Aol HFe AL 7| EA
AAEo] &9 A%z dAASTy Bk TS olE FA37] 93 647 H7A
Hg2 2 A ¥ EPI(Emotion Profile Index)E 7]3F 31t

A, B dATEAAN BAHES IAHH AN FAAY AR FRIAL

ATHALE ¢, 2003). Westbrook(1987)+= 1], 7|1% & 44 #AAHS=Z sta



7S @AY, E=dk olgsk AgPAFE My e R Wastson, Clark

&
Tellegen(1983)= w44 #AY FAA TAS 7220 107018 F 2079 &5

P 4linterested), & 53k (excited), 79 3k (strong), W3l (enthusiastic),
A} A1 7H(proud), 7 A8l +=(alert), % 7+ (inspired), 3} 4 3l (determined),

vl & 3}+=(attentive), 3H(active), I Z-=(distress), T3 (upset), Z A7 (guilty),
o] % (scared), & o4 (hostile), ¥ 7t (irritable), ¥I112]%(ashamed), % <H(nervous),
A A 3 (ittery), A = (afraid) 2.2 T4 ¥ PANASE A A3t

CESHEL ol HE5o] A4AA Aol doju 48 S48 94

T2 Aggatse] ofs siEeEd wE] Richins(1997)ell &3] 71& A F4 9
LAl ATIEWEA A AR #AHE RS FAs7] f A=
- (anger), E-vH(discount), 21 A (worry), % Z(sadness), 2] & (fear),
T% S (shame), A% (envy), =(loneliness), YWY (romantic), At (love),
3 2 (peacefulness), Al (contentment), 2 4 (optimism), 71 (Goy),
A= (excitement), = 2% (surprise) &2 7] 2H=] 1T},

T = o]gha - 9l A3 (2002)0] Aol e w3t dFdFHS AdustHA
o=l Anud HAHEES Wste] mlldgel v A&st= B¢ AvA
A A A] ko PAEEo] Lok AL uteaA] Do st P atEo] Lalu A oo 2=
ATt FFSFHAA el FE E3sle] CREL(Consumption Related Emotion
LishH =5 Nt =g, AE&d - &93H2004)= =l A¥RE9 AFH
AMul ol da] =7l AME Fotstr] 9 =l Mol dEd AAME
F%3o] KCEL(Korean Consumption Emotion List)E E3] A8 A9 # =24}
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£ 3 3 (pleasure) -+ 5‘(Dlspleasure 3 & (happy),

7 é(contented 7)1 ¥ (pleased), %= (satisfied) - % 3 (unhappy),
% (melancholic), #52( annoyed %814 &5 (unsatisfied)
3i‘r7] arousal)— Hlﬁ‘rﬂ (unarousal): & % (frenzied),

& B (excited), )
2= (stimulated), &¥(aroused) - 7 3H(sluggish), &8 3H(calm), Mehrabian &
1)

2 3H(relaxed), 857 %S (unaroused) Russell(1974)
% Al (dominance)-% < (submission): %A (controlling),

A=A ( autonomous) 1+ & (influential), | ¥}(dominant) -
%4 (controlled), fr %= (guided), 7+3}(influenced), %< (submissive)

A (interest), 74 (oy), lnr’/]rﬁ(surpnse)

- B deo
DES | % 8(distress), & x(anger), &< (disgust),

Al (contempt), 723 (fear), 511213 (shames), [zard(1977)
2 A 7+ (guilt)
871 T“qﬁ(fedrv e (anger), 71% (oy), ¥ 25 (distress),
& (acceptance), %7 (disgust), 7] (expectancy),
71284
52} (surprise)
P Ainterested), &% 3F(excited), 7 g+(strong),
3k (enthusiastic), AH41 7 (proud), 74 A3k alert ), 97+ (inspired),
514 8 (determined), ™ 3H= (attentive), 23 (active) Wastson, Clark
PANAS ,

HA4A o g3 25 (distress), 33 (upset), 2 32 (guilty), &

& (scared), % @I(hostﬂe), t 7¥(irritable), 51123 (ashamed), Tellegen(1988)

E9H(nervous), A7 31 (jittery), FA] W(afrald)
- (anger), %“&(dmcount) 77 (worry), &% (sadness),

CES T8 % (fear), 4% & (shame), 2 F(envy), 2% (loneliness),

g iHromantic), A& (love), 3 & (peacefulness), 4| (contentment), Richins(1997)
Y4 A (optimism), 71¥(oy), A= (excitement), & 22 (surprise)
TAA BAR-INE 5, VN8, A, v, U, gy d, v, 3,

/\]H—7 Trq] z471- 0] FO zﬂo

PAD

Plutchik(1980)

A4 9%

T R, T A, =2 11‘10]—61‘) =
e n T e ol 84 - ¢4 &
CREL FAA HR-AR 2w, A s, 7 e, 9RE, 39, e (2002)
o, B Bl B A 23 AR, A, 85, oE F
A, 94, A%, 944, 3, 59
AFS AH 20 AEG, A, AGA, B, A%, B

HT ek, SR, AR, RO
KCEL 43 Wobe wokdh s|m ° (L2004L> °
159 B4 av-shd B2, ABAE, I3, ok, 72
U
Muj o] BAY An|-7]E B s BAL 337 B3
g AYATE oz A7 Ael,
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ABSTRACT

The Effects of Airline Service for Infants/Children on the

Customer’s Emotion and Loyalty

Yoo Inkyung
Department of Hotel Management
The Graduate School of Tourism

Sejong University

It can be said that recent domestic air transport market is in an age of
unbridled competition due to the expansion of low cost airlines, increase of
foreign airlines servicing in Korea and etc. Also, airline users have developed
diverse and high quality needs for services with their overflowing information
and many experiences. Therefore, strategic management which provides
differentiated services and heightens loyalty is essential for the survival and
administration of airlines.

Infant/Children have high values and potentials as a target of niche
marketing which divides customers based on their age, occupation and etc. to
attract customers in the saturated market and provides them with most
optimized products or services. Also, emotional elements are important when

experiencing airline services whose characteristic is to combine tangible and



intangible services. Therefore, this study suggests implications for attracting
airline customers and increasing their loyalty by examining the relations
between airline services for infant/children and the customers’ emotion and
loyalty.

The concept of airline services for Infant/Children was established and
components of the services were used as measuring tools for theoretical
examination. Also, more than 300 questionnaires were distributed to the persons
who have used international airline services accompanied by infant/children
under twelve years old within last one year for an empirical research, of which
220 significant questionnaires were analyzed through a statistic package, SPSS.
As a result, it was found that there are five elements of airline services for
infant/children which are ‘in—flight physical service for infant/children’, ‘service
for convenient reservation, ticketing and boarding’, ‘in-flight human service’,
‘in—flight meal service for infant/children’ and ‘service for convenient baggage
claim’. Customers’ emotion has two elements which are ‘positive emotion’ and
‘negative emotion’ and loyalty has one element. Relations between variables
show that all subsidiary elements of airline services for infant/children have
significant positive effects on positive emotions and partially significant negative
effects on negative emotions. Also, positive emotions have significant positive
effects on loyalty and negative emotions have significant negative effects on
loyalty. Besides, all subsidiary elements of airline services for infant/children
have significant positive effects on loyalty.

With the results of the research above, this study is to provide basic data for
marketing strategies to target on niche markets and attract loyal customers and

to suggest the values and importance of research on infant/children in the



airline industry and hospitality industry which have relatively less performances

of research compared to other industries.

key-word: Infant/Children Airline Service, Customer’s Emotion, Loyalty, Target

Marketing, Niche Marketing
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