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Ezfly easyjet |southwest |continental
1. [ ]
2.
3 [ ] [ |
(
)
2 2 1 2 2
1.
1. FAQ
2.
3. ] ] ] ]
4 . [ ] [ |
5. [ | ] ]
6 . call center | [ |
4 4 6 5 1
Tot al 216 19 27 29 33
Continental
Continental 1934 50 %

95 %
(www.continental.com) Continental
Continental
Air France Northwest Airlines

EVA Air Continental
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EasyJet
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)
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ezfly.com
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Ezfly

EasyJt 1995 11 Easykt
(ticketless) EasyJet
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8 9 . (bvv.easyjet.com) EasyJet

EasyJet

EasyJet

EasyJet EasyJet

administration cost

EasyJdet
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EasyJet 2. 7%
5. 4% 13 %

(Potomac, 2001)

Ezfly
Southwest  Continental Frequent Flyer
Program Easyj et
Emall
Southwest Emall
Southwest Emalil
Emall Continental
Continental Ezfly
Easyjet
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Churchill  Suprenant 1982

Oliver & DeSarbo 1988

Kotler(1994)

30

Oliver



(Oliver,1980)
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1993)
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(Churchill & surprenant, 1982 Tse &

(Yi,1993)
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1970

Churchill
Surprenant(1982)
Helson(1964)
Szymanski Henard(2001)
Oliver DeSarbo(1988) (assimilation theory)
(dissonance theory) (

88)

( 84)

Tse Wilton(1988) Johnson Fornell(1991)

Fornell(1992)
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(1) (2)
(3) (4)
(Day,1980 Richins,1983)
Counningham(1956) 50%
Brown(1952)
(1) (2)
(3)
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Guest(1955)

Blackman & Crompton(1991)
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Jones & Sasser 1995

Griffin 1996

Zeithaml, Berry &

Parasuraman(1996)

Frederick 2000

Oliva Oliver McMillan(1992)
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Anderson  Sullivan(1993)

Heskett James Loveman Sasser &. Schlesinger (1994)

service profit chain

Singh Sirdeshmukh(2000)

Rechinhheld & Sasser

(1990)
Cronin  Taylor(1992)
( 84)
( 84)
( 88)
(
89)

(Linear Stuctural Relation Model,
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LISREL) LISREL

factor analysis path analysis
Lynd(1999) Kees Enno Ingrid(2000) Gerpott Rams &
Schindler(2001) Choi T. & Eboch K.(1998) Innis Daniel Londe

Bernard(1994) ( 89) ( 809) ( 90)
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Ehrenberg(1991)
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2.3.1 4 P

1. (Product)

(1)
(2)

Cronin(1994)

Janal (1995)

(digital information goods)

(digital entertainment goods)
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( 3) (hard goods)

( 4) (perishables)(
Kotler (1)
?7(2)
(3)
8 7

(Price)
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3. (Place)

Kot !l er

8 7

8 0
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(Promotion)

(push vs. pull strategies)
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86
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3. web sit
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87 airlines(tnavyel oci ty

) Vs.
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Ex.pedi a vs.
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Forndll

Johnson Anderson Cha, & Bryant(1996)

(ACSI Modd!)
Johnson & Fornell(1991)
Fornell CSB(customer satisfaction
barometer)
Fornell 1992

( 90)
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(2)
(4)
(6)
(8)

(10)

17

(Li keadl e)

17
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(5)
(7)

(9)

3 2 1



(Likert scal e)

(Likert scale)

5 4 3 2 1

(Likert scale)
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(1)

(2) (3) (4) (5) (6)
(7)

3.5
SPSS 8.0 for

Windows LISREL
t

Scheffe
3.1

3.5.1 descriptive statistics)

3.5.2 Chi squaretest)

3.5.3 (Reliability Analysis)

Cronbach Alpha

Cuieford(1965) Cronbach Alpha
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0. 7 0. 35

3.5. 4 Factor Analysis
17 17
3.5.5 t (T-test) (analysis of

variance, ANOVA)

3 . 5 .SBheffe
Scheffe
3.5.7
(Linear Structural Relation Model,
LISREL)



N/ A

T
Scheffe
T
Scheffe

N/ A

N/ A

LI SREL
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225 287 ( 142
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4.1
4.1
100 91 100 8|0 200 171
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2510 233 250 125 50( 45
42
2 4 4 53. 3% 21~30
318 609 . 31~40 20
17 7.9 196
42.8 ( ) 25. 3 18.1
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117 25. 5%

216% 20. 1%

20,001~40, 000 20,000 16
35. 2 34.7 5,000
5,001~10, 000 180 13®. 3%
37.1% 3 4~7 8 ~1
127 117 103 27. 7% 2
22.5%
(%)
2414 53
214 4 6
4 47 100.
20 36 7. 4
21~30 318 6
31~40 78 1
41 26 5.1
458 100.
6 3 13. 8
196 42 .
116 25.
83 18. 1
458 100.
32 7.0
92 20. 1
28 6.1
50 10. 9
99 21. 6
117 25.
40 8. 7
458 100.




(%)
20, 000 159 34 . 7
20, 001~40, 000 161 35.
40,001~60, 000 8 4 18
60,001~80, 000 31 6 .
80, 001~100, 000 9 2
100, 001~150, 00O 8 1
150, 001 6 1.3
458 1000
5,000 18( 39. 3
5,001~10, 000 170 37
10, 001~15,000 6 3 13
15,001~20, 000 20 4 .
20, 001~30, 000 14 3.
30,001 11 2. 4
458 100.,0
25 5.5
3 127 27 .17
4 ~7 117 25 .5
8~15 103 2.5
16~20 26 5. 7
21 60 13.]1
458 100.,0
1
4 237
51. 7 108 199
3473% 63.99%
186
47.57% 116 29.67%
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372 8. 18%
( %)

237 51. 7
221 48. 3
458 100./0
108 34. 73
199 63.99

( 4 1.29
311 100./00
186 47 .87
116 29. 67
32 8.18
20 5. 12
31 7.93
6 1.53
391 100./00
171 37.13
287 62. 7
458 100./0
40 20. 3D

ezfly 185 78. 68

2 1.02
197 100./00
10 3.214
99 32.04

2( 118 38. 109
25 8.009
40 12.94
11 3.56
4 1.29
2 0.65
309 100./00
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( %)

94 48. 21

4 .05

18 9. 23

56 28. 72
23 11.709

195 100.

87 19.0

97 21. 2

140 30. 6

134 29. 3

458 100.

2 368 80.
3~6 76 16.
7~10 11 2.

11 3 .7
458 100.

25 5.10

124 25. 3

23 4. 69
6 4 13.06

29 5.92

41 8. 37
90 18. 37

36 7.35

4 6 9. 39

8 1.63

4 0.82

490 100.
171 37. 3%

4 0

20. 3% 15 &zZly
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78. 68%

118 (38%) 99

(32.04%) 40 (12.94%)
94 (48.21%) 56 (28.72%)
140 134
2 3~6

368 76 80. 3% 16. 6%

124 (25.31%) 90 (18.

(13.06 %)

4. 2. 2

458 171
287
91 153

0. 0BO (0984 5%
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21~30

120 198
9. 1%7 =0.027 5%
77 21

11.020(P =0.012) %

5 2
72 65
8. 5 OF2 (
=0.204) 5%
20,001~40, 000
6 1 20,000
116

2 3. OP5 9=0.001) 5%
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13.
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91 153 244
80 134 214
171 287 458
Pearson Chi-Square=0.000, P=0.9814
20 8 28 36
21~30 12|0 198 31
31~40 37 41 78
41 6 20 26
171 287 458
Pearson Chi-Square=9.197, P=0.027
27 36 6 3
77 119 196
49 67 116
18 65 83
171 287 458
Pearson Chi-Square=11.020,P=0.012
15 17 32
35 57 92
9 19 2 8
19 31 50
27 72 99
52 65 117
14 26 40
171 287 458
Pearson Chi-Square=8.502,P=0.2014
20,000 4 3 116 15
20, 001~40,000 61 1010
40,001~60, 000 4 4 4 0
60, 001~80,000 13 18
80, 001~100, 000 6 3
100, 001~150, 000 4 4
150, 001 0 6 6
171 287 458
Pearson Chi-Square=23.059,P=0.001
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NI

5,000 514 126
5,001~10,p00 67 10 3
10,001~15,/000 31 3
15,001~20,000 9 11
20, 001~30, 000 6 8
30,001 4 1

171 287
Pearson Chi-Square=8.937, P=0.112
41 24

3 51 87

4 ~7 47 6 6

8~15 8 56

16~20 23 1|7

21 0 37

171 287
Pearson Chi-Square=63.618, P=0.000
36 51
29 6 8
67 73
39 95
171 287
Pearson Chi-Square=13.407, P=0.004
2 130 2 38
3~6 34 4 2
7~10 5 0
11 2 1
171 287
Pearson Chi-Sqaure=3.828, P=0.281
* P<0.05 ** P<0.01
4 . 3
)
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65
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76
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Analysis)
(Reliability Analysis)
(One-Way ANOVA)
4. 3.1
1.
(1)
(Likert scale)
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(Exploratory Factor
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2. 98
4.5

1 12 4. 63 0
2 9 4.39 0
3 11 4. 32 0
4 10 4. 29 0
5 4 4. 19 0
6 5 4. 18 0
7 6 4. 13 0
8 7 4. 06 0
9 14 3.98 0
10 8 3.70 0
11] 15 3. 6|7 )
12 2 3.66 0
13 1 3.65 0
14 3 3.58 0
15| 16 ( 357

16 18 3.55
17 7 2. 98

2

(4.
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17
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. 16
.12
.71
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019
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76
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72
85
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6 2
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0.
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0.
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6|1
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3|7
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1.

99
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6 4

58
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5
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56

0.
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0.
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0.

3

3
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0.
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0.

1
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3
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4

3
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3.
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183

335341 0.
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6
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1
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98
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2
1
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1

1
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(Exploratory Factor Analysis)
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(1)

17

(principal components)

(varimax method)

(eigen value) 1

59. 564 %

15
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Cronbach
a
9 0.(830.45 45 . 8% 3 20. 853
10 0. 7809
5 0. 742
4 0. 682
12 0.619
7 0.507
2 0.873.372 . 953 34. 806
3 0. 858
1 0. 806
14 0.868.3009 . 581 48. 388
13 0.75%3
6 0./546
17 0.797T.900 177 50. 5614
16 0.761
)
15 0.608

Cronbacha 83. 98%

11 0.5
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84. 68%
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(principal components) (varimax method)
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10 . 641
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3 . 7 4|2
11 0.[727.40 3 3 . 956 50. 947
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17
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(eigen value) 1
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7 0] 667
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1
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3
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16 2.1B7 70 44.074
716
17
) .1696
15
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8 0.557
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9 0.703
4 0.655
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( ) t
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(1)

( 4.13) 5 %
(P=0.012) =0. 0(2P6 )
(P=0.01)
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Scheffe
(2)

4. 14 5 %

84

(P=0.

021)



(p=
(P=0.047)
Scheffe
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Scheffe
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D1
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(maximum likelihood, ML)

Hair

Anderson Tatham & Black(1998)

5.1
1.
goodness-of-fit index,
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(individual item reliablitiy)
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PGFI=0.54 5.5
5. 3. 2
5.6

0.38 0.85 viz A A ves3

101



5.5
X 91.70 |[x 44.01
(d. f.=39)d.pf=0=3D p=0.20
GFI 0.91 0.96
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