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Abstract

Low-cost Carriers (LCCs), as an emerging operating model in commercial aviation,
offer low ticket prices at the expense of limited services to attract customers who are
particularly concerned about the price. Past studies have used LCCs as examples to
understand the impact of service quality on customer satisfaction. In this study, we first
apply data mining technology to collect and extract contents of customers’ online reviews
on LCCs from the TripAdvisor website, then we add the “review involvement” variable
to understand how it interferes with service quality and customer satisfaction. We collect
a total of 17,490 English reviews and the results show that “customer service”, “value
for money”, and “check-in and boarding” are the three aspects that have high impacts
on customer satisfaction. The adding variable “review involvement” has an obvious
moderating effect on service quality and customer satisfaction. Moreover, we conduct a
qualitative study and find other service quality variables those customer would concern
about Low-cost Carriers. Finally, this study also proposes managerial implications as
suggestions for aviation operators to better understand what their potential customers care
about and to improve their business strategies.
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FREfIZ% (Low-cost Carriers; LCCs) /2 fifi 2% T B E R =0 1R SHA IR
Z2ZE » DURA IR N AR R E S ERIRE RS NHEE - 40 ESEAEMRIR
Tt - HBRPIEEH  (HRETFIRITS MR DA IR AT - KK
IEFRECIUH A B B EE =0 EAEBRERZE AR - SEEESESEE
PRI bt 08 5 |3 26 12 P (B A% BYJH B & #5 3 (Fourie and Lubbe, 2006) o [3 B B fi #H %
(International Civil Aviation Organization; ICAO) FoR 0 2017 FEFRIE M2 EE &5 12
AKX KR ERMUMRE FE R 309 » B thRRBREMZZAYELE - Tl RSUs R
HJHE 8 (Atallah, Hotle, and Mumbower, 2018) °

FE R BB i 22 B R L 22 i AR U RN ] - (B A B R B R BRE T 22 Y
B Z2[A# (Mason and Alamdari, 2007) = Kl - S5 S ERE ARG | THFL2ERT:
ANE EmBR(E T 22 & AR B A A 2 17/ (Kim and Lee, 2011; Leong, Hew, Lee,
and Ooi, 2015; Liou and Tzeng, 2007; Moslehpour, Wong, Lin, and Nguyen, 2017; Pan
and Truong, 2018; Saha and Theingi, 2009; Wittman, 2014; Yang, Hsieh, Li, and Yang,
2012) » B e L AR (E 22 Bl T 22 HY 72 22 (Koklic, Kukar-Kinney, and Vegelj, 2017,
Lee, Ng, Chan, Choy, Tai, and Choi, 2018; Lim and Lee, 2019; Lu, 2017; O’Connell and
Williams, 2005; Siering, Deokar, and Janze, 2018) - Z#FEE M E R T M 2R E 4
fiizz AR5 imE R AR - SR E R E M 2 B E iz - " HERRE AN
R EEEWEE - WaER R | 1Ut5sm (Jiang and Zhang, 2016; Koklic et al.,
2017; Siering et al., 2018) = 2R » BR(EML 22 HY A KF U2 FEE R Ei iz -
B T RRANERS 3 BOR AR LB AR TR = AT FRERRI 32 (Lee, 2013) ©

[FIRF - B e AORER - AL EARBE G » 40 - TripAdvisor » Booking.com % -
] DR RE 2 (B8 B iR 75 1% 40 =A% E# (Bigné, Ruiz, Andreu, and Hernandez, 2015)
PRI T Bl Ry R A S BT = B A B 222K (Xiang and Gretzel, 2010)  BHE & E &
SR RV EE LB EH O MRS (Vermeulen and Seegers, 2009) ¢ [FRF - 1HE
Ty S E BT ER G th e DUR EEFeRAVIE R fEM LG22 BEVaRAVIREY - £817) 248
B Bl B S R A BT O IR (Bigné et al., 2015) » (EEHEAYIFCH » KLEIET 28
HA B A &R R B R i AR T B 2 & B HAY1E1E (Zhao, Xu, and Wang, 2019) » fiiZ23
HASHISN (Siering et al., 2018; Lim and Lee, 2019) © KR H8R (7 1E A SRS HUE 18
7 HNAESENEEN - K - # EefEm RO R E EE KT (Korfiatis,
Stamolampros, Kourouthanassis, and Sagiadinos, 2019) °

WEMFEE G SRR EM 22N R IRG S E i B R B E T 9T - ST
228 N EE R - (ERBEE A S E R ENIRE - Rt & IErHARE AN
% (Siering et al., 2018) « ;B F BN HRAE LA BARAFEE - (HE2H RIS SE TR
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MHEER - [HAGREEEHIEHR S ITER LR KB RMEEHRE - miHErE
#=HE (Han, Hyun, and Kim, 2014; Kim and Lee, 2011; Koklic et al., 2017; Lee et al.,
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HIHAEEIS » & AR B R AR5 A TR HA T 7 2K B (R = (Wong and Dioko, 2013) ©
Hatam i E R - ARAT T BB E R AL EE (Liv and Park, 2015;
Zhou and Guo, 2017) - HWFFEETEH - EREF N5 AT EFamay KB - w5y
WA AZEE R ERR A SRR (BB BER) - RLmE
A FEH12534 (Tanford and Montgomery, 2015) o Kl » & EAZS B AR 0B BE T e
W FEARBEEERORBIG TRmFEH (FEEEREE » 2013 5 Mellinas,
Nicolau, and Park, 2019) - tHEt 2 Eilmma WS HES @ MEEFHEEH DM
ReHRAIHAL - WR0R H CAEZ B B S K ERH A - 5T &
21 FREALFFAIE R (Lee, Noh, and Kim, 2013) » Al R 3R E A H B E KA S
SIREEEEHIERE ] (Fiske, 1980) @ tREHE maTam & 2 Elit & ARSI Ed B B Ay ml i
(Schlosser, 2005) ° [Al[lt. » Zhang, Zhang, and Yang (2016) f2H! - FE& BRI S
FFamE R AT IS AN E A - {H Lewis and McCann (2004) 71~ » #8552 & HIFE
ine AR ERESNARE - B REEREE G o B BRI E s S i am s
AR BB B ZE I3 - HREFamI N AR R g HAE EFEEE R - B RRHE -
HRRRMEMZE - KRB A B A 2200 N AHIE] - 20 SRR B S A 22 AR %5
B RHEE - FREBEE A R (HERBEE H IR IRE M E R
FER W AR e R T  BAMRE L ARIPERET - B - ARG
TEMUE R M2 BRR L - 25 s B BB 22 AR o B B i = 2 AR B £

AHHFELL 2018 FHELT Skytrax BERBEHRTTHAIVBREM 22 A AR FHEE S
{57 F TripAdvisor H B 5] I 122 BEE M2 & IRV AR B o0 8 Bl = HUEE 57 » T
AR Al 755 o B T ) S TR P R A T P B = R s RIS ER R R B YR am S5 Ak
oA H e amE A2 AR - PEETETam 2 Bl B IR 745 oL 8 B A 2 T i o 2 R
BIER © [AIRE » AW FEE @ a0 - S IRBEAE TripAdvisor HYEYam N 2 ETTRA
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A7e H TR IR B R HBEE R R - DU a2 B [ R
TREVFREARR « DU SRR EIRE & ok E i i 8 BB B WA FCRT & 2 F
£+ $2H! Hla 2 H1h ; 23825 am2 B H ARG oL E Bl W B S IR 2 B IR H
H2a % H2h -
— ~ IR
AR5 E (Service Quality) FyAZ # AR5 FHBAEL B BR IR AN 2 R 22 22 (Parasur-

aman, Zeithaml, and Berry, 1988) « JT4F R %5 i & BITHRBA M 9052 212 E = ERIE » ik
B B E R EAE N F ISR BT IR - B0« sR1738 - fRBESE - BUEES (M
RG> 2005 5 FIRAE ~ SREGEBTEAE - 2017 5 Lai and Hitcheock, 2016)

FHPA ML 22 SE RS S8 - 2B 22 O B A 1 B o s s I 25 S AR 65 o ' Y B8 A
EHASY (Gilbert and Wong, 2003) » SR 22 SEASE B - (SRR B EEE D
fii#E - H Park, Robertson, and Wu (2005) 7~ » FH Parasuraman et al. (1988) 2 HIHY
SERVQUAL &% » LA 222 AR IR SE T EE A - FHEF 2 2E R
AN (R R Af 15 B A3 5 B A i 22 R 55 SR O Bk 5 i T[] = Liou and Tzeng (2007) 23
DIE TR » B al5elt » 6% FRRES - MPLRFZIZR » MBEEns 14 S i m 43 pr i 22
AR5 48 - An and Noh (2009) #& Hi /ST EARFSAZR - 4« BIENM: ~ [FIELL - &
Bhi'E o~ AORLE AT AT SENE - T AR b AR R R B R RS o AL
Wu and Cheng (2013) 22 FIAR S a0 'E 53 R VOl 2 : AEinLE - BiEERE
mE AR A E A E - WE— P E S 1R AT B
fEREfRR ~ B i@ - BN  LRBREE - FERFH - OE - B G EESE -

T & 1368 R (E M 22 R 75 i U i A% ] » Kim and Lee (2011) 2 SERVQAL 1Y
Bt « TSR - B - R HERIE M R RS ; Han et al. (2014) DUEGZ
FIAIRZ O IR 55 B B <2 B IR B B B i RE & 7 B DR B =B E R T @R AR 5 iR
RS e L P EE AR RURER - B ¢ B ~ TR IBNRAR - BER - FEAIETEE
PRELEIEHESE R AR R 2 Bl A\ B A B sdEig e - ik N BRIIRG SE
Saha and Theingi (2009) f2HEME ~ FFE ~ 22k S EE) N B 5 09E - GRS
TR~ 22 AT s IRREAE T ULERIG [ - MENREAR © VERFIREENEUE 22k
EEEREES - A5EE - HFWE - T8 - RIS fEEEZEHE  thE A
EEEIRERS - S5 - HHE) - FEiE) - BN [E e E R -

R T LU R (B 22 B A AR 22 FIRR 5 6 » Lim and Lee (2019) ZE 3R BREMIZ2HY
BE - JIE PR LDHIARES 275 Al DUEFIES - S ELERBIA/TE § Korfiatis et al.
(2019) FHBNEEAERREMZE - B2 A FME NFEENE, - [ DIEH
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R B 2= BT 22 Z I JE 72 52 ; Han, Yu, Chua, Lee, and Kim (2019) 275
an' B BT AL Ol s ot R B s B2 - T S (O 22 B B (E 22 - IR
BB AERRE AR R - A RS E -

FHE A FEAG S T A/ - M2 RS ot 8 IR A s R E S B P G i 9 R R 3%
[ (Farooq, Salam, Fayolle, Jaafar, and Ayupp, 2018) » H E235 i 22 AR 755 i E 7Y
FEAE HE A AN FEAA R (SR K HELEEEEE > 2015 5 Liou and Tzeng, 2007; Leong et al.,
2015; Koklic et al., 2017; Korfiatis et al., 2019 ) ° AWFF2HHE Korfiatis et al. (2019) HY
PR - HH TripAdvisor 5 am 855 HYEFAR PE B 0k i & 1R 55 o0 8 [ R FE IR - [
WF -+ [BIREE 52 8 P Ot E T 22 AR 5 A B RO R TR+ BB ¥ TripAdvisor &¥ 3w
#uhE H R ERC FFEEE - DR TEEEEE BRI mENEERE (5F
HFE1) .

x 1 XEEERR

BRF% T ) S| REE

a. EE(EF#E Seat Comfort Farooq et al. (2018); Kim and Lee (2011); Korfiatis
et al. (2019); Pakdil and Aydin (2007); Siering et al.
(2018); Tsaur, Chang, and Yen (2002); Wu and Cheng
(2013)

b. BEZARFE Customer Service Farooq et al. (2018); Gilbert and Wong (2003);
Korfiatis et al. (2019); Liou and Tzeng (2007); Nadiri,
Hussain, Ekiz, and Erdodan (2008); Pakdil and Aydin
(2007); Park et al. (2005); Siering et al. (2018)

c. B2 Z Cleanliness Farooq et al. (2018); Pakdil and Aydin (2007); Kim
and Lee (2011); Korfiatis et al. (2019); Wu and Cheng
(2013)

d. # F 225 Food and Beverages An and Noh (2009); Fourie and Lubbe (2006); Korfiatis

et al. (2019); Siering et al. (2018)

e. BEEBZEMA Legroom Ali, Dey, and Filieri (2015); Kim and Lee (2011);
Korfiatis et al. (2019)

f. #% 22 In-flight Entertainment Fourie and Lubbe (2006); Gilbert and Wong (2003);
Korfiatis et al. (2019); Siering et al. (2018)

g. ¥)5FF{E Value for Money Boetsch, Bieger, and Wittmer (2011); Korfiatis et al.
(2019); Siering et al. (2018)

h. #RFEZE#HE Check-in and Boarding Ali et al. (2015); Korfiatis et al. (2019); Wu and Cheng
(2013)
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BHE B E (Customer Satisfaction) <& i F 2 b BUAR % 1% Pl e AE B 1 FE I E - 1%
B s 2R A B E I = AT YRR (Oliver, 1981) » Hansemark and Albinsson
(2004) AR BEE S 2 —TERERE - TR I oL IR B Y S IH B 1 2 ARG R
& o BEMEMTES A S E T E - SRR S R AR (S A S R S
FiEEZE E AR (RN B ZIAI 3% (Wu and Cheng, 2013; Ali et al., 2015) ° Rl » B -
T B 2 =L M R BKEER (L, Yu, Pei, Zhao, and Tian, 2017) » KBRS & 1
HAERER - (R IGEE mEE - 32 EEAYRRE (Farooq et al., 2018)

WERHEZLDHE A EEEENESSRGREE (BEEH - 2xREHN
FHSH > 2013 5 Kim and Lee, 2011) -~ 35 MBI RN ~ BURERIAIE - FF2A1THH
e FH A2 B N B i EREE MR » 20 ¢ Zhao et al. (2019) LA TripAdvisor
R E E RS IR AL E S TR EE - (FRTERE mEERTEE
Stamolampros, Korfiatis, Kourouthanassis, and Symitsi (2018) DA TripAdvisor HEH 7 45
TN FRERERTREE - (FRIEEMZE A FREERHEE - B - AWF5ER LA
BEE (L TripAdvisor 7¥amHHVE R E S © (FRH#TEEE mEEITEE -

=~ MRS i B e R I B R

AR 75 ' 2 TEHI R A T = Y B2 2245 12 (Caruana, Money, and Berthon, 2000;
Jiang and Zhang, 2016) ° Kim and Lee (2011) & 7 fifi 2% 2~ 5] HR 75 '8 Hil Jg 257 i 7= P
Z ERBATR - oG SRR IR o B B B AR R B R - BT
HRIREEMLZE A FIERFF R N BRI A Rl pe i m H AR B £ # (Al et al.,
2015) © [th4) » Zeithaml, Berry, and Parasuraman (1996) 385 » T fERAE 1Y A1 IR
H o BN REMEEE RIS EEREEZ  Jiang and Zhang (2016) /8RR » iz
SRR L B 2 R IR T R B GRE IBR R 32 -

2 SUIF ST AF AR S o ' i s B 75 T = HY HTT Al (Han, Kwortnik, and Wang, 2008;
Parasuraman et al., 1988) » 875 & ¥ i1 22/ 7] F& (i AR 7% o B 0 5 52 BRI 9
o 1S EEE (Farooq et al., 2018; Kim and Lee, 2011; Koklic et al., 2017; Saha and
Theingi, 2009) * [af#4: (Kim and Lee, 2011) ~ [G]3# 4 (Farooq et al., 2018) ~ ZEiR A &
(Farooq et al., 2018; Koklic et al., 2017; Saha and Theingi, 2009) ~ #1%j A\ & (Saha and
Theingi, 2009) S5 AR5 50 'S [H A & B S S G2 » RIT Ali et al. (2015) JRERANER
AR - SRUVE B FERZBAE A R A - AL 3 2 S T S B B 22 2 R AR
o E R - D ZEEEEERGGE - DIESEE WE R AR SRR -

i &5 BB 22 A AR5 o' $H R B AV A » Kim and Lee (2011) PSR RER
BREMZEE - ERZ IR EHNREENZEE - AEEP TR EEE S
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WEEAHEETZE  nHENE - REMEHER.OINEEEE RS [ - BIEN
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Koklic et al. (2017) ELEs {22 Bl BB 22 0 R %S e S B 1y 2 - ST BR(E
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Hla @ & B HBEE NEE A RS E
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Hle : FRE 22 EBEZ WEE A E RS E

HIf : B FIRSEHERR NS S A E RS E A

Hlg : VBT EEBEE WE A R 2

Hlh @ 5SS HBRE mE A ER#EE

/g~ s Bl

S A AR - AR E RV e T BRI FE N ARGEE 3 - BT am Al Bl it B LR R TH
FIRMEE T —EFTHVE - B B 0] DLy 28 Sh a5 Y B0 A A B (212 5 Al
ff v 2016 ; Siering et al., 2018) - fEFFamAduL T - HE TMuGEFEE E T iFam2
Bl WP RoRfEaduh et am Y KB % - ATt R H A B R B AR
(Clark and Goldsmith, 2005) - [fizFam K EHIZ 5 - Hiid Fy 2 HZEHIREE (Racherla and
Friske, 2012; Liu and Park, 2015; Zhou and Guo, 2017) » {HZ&1J#8Es (Huang, Chen,
Yen, and Tran, 2015) » Ed 22 B2 & (Banerjee, Bhattacharyya, and Bose, 2017; Zhao et
al., 2019) - JE XN E i B RS AR R - WA EEAI R L A - B
B RS - B AT HFZRE I AR -

iE L 2 B R P AR A A AU AR I - REAAR IR B T (R S - B —
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HETE A RHE - FRETTHET T

— ~ RILERIEH

R BRI R i am L AVELES - AF7ER & RIK H TripAdvisor fE g5 HY
fifizz /N F] SR Em o B2 ] Python 385 HY Beautiful Soup FAHFREVE R - A6 HERR
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“ . “Always a great experience flying Southwest” m
‘ b4 *19 Reviewed yesterday ‘_%%E% o §$§ﬁ H Eﬁ
rmojsej1 If given the choice we always choose Southwest. Bags fly free,
Rochester, New York g e . . . .
friendly, fast, easy check in process, direct flight and decent in air free
R Level @ Contributor entertainment choices. Always a positive experience and Southwest is
‘ﬂ‘ 18 reviews our airline of choice.
25 1 helpful vote
@@@@(0 Seat comfort @@@0OQ0 Legroom
JUBIRE ST R— @®@®@®®® Customer service @®@@@®0O In-flight Entertainment
N RS @@®@@®@® Cleanliness @@®@®®® Value for money
@@@®0OQ0 Food and Beverage @@©@@@
Check-in and boarding
SHEA —
2 o fpilE
T e S L R

HAETHEs &R O REZEN - SRR E S L IR Fer s T
5% (Siering et al., 2018; Stamolampros et al., 2018) o AR {57 RV (255
APk ) RslERPBL (Likert LB EF ) - HAE Ky 1 3 5 - DIBAEAE & TR E IR 5 Y
BB R RO s - JUERRSS U H WY FEACR B B 8L (Korfiatis et al., 2019) ©

a2 B2 5% TripAdvisor HYH P EIEH R - #EIRE 1 £ 6 - FEHH
BE FN e am A (e uh R RS R AR o 1SRRI e DAL R R A am E Y Rl (B
(Baek, Ahn, and Choi, 2012) » fCEREV & & F B A BYF B B € HI15% (Liu and Park,
2015; Zhou and Guo, 2017) » Zhao et al. (2019) DA F T im22 0 - BOARFEEE
e am e R ER I Bt am A U2 B - A0 DAL R a8 - S AR 5ERY
HEmiRAY

= BfbE R EL AR

HRE(LFFEH - (EREEEIIRFSLE R 8 (A =M - (HIEE AT R
RS E AR AR S B4 o AT FE R EOE R - ERRENZE A
HURR _ERTem - IS HBER S BE BN EE T - BB IS S E mm A
BERNEIREE - 9T T B RS2 8E Python WY A Bh=XE1 & /1 Jupyter Notebook
Google Cloud Natural Language API 43 HTiiFsFlal
(—) &EHmERE

ARWFSELE TripAdvisor #ELEES I 17,400 HIIE S0 i am - #E BT ERITHE
MR - BoketamE T X FRE - BESCRNARE - FARRER - WBRITERT
9%~ BT AT 1A (Stop Word) 55+ i FIH TF-IDF BASEFAT » @ HAHEH E
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FaA o DU EBRHER F H BRI T SCAR AT R - KFEAS I (L& RHE I A R L& R -
PR R AEIR AL 3 BT A SR A YETE A -
(=) XFRE
AW 52 5 H Python 38 5 Y gensim E {f & NLTK & {17 X F i B 1y &
BR » T3 F A2 & ¢ B A (Tokenization) ~ # ¢ FE HY (Stemming) ~ 57 783E i
(Lemmatization) & EATEIFEC - WMMPREEEERFSR « FEARTFIR 8% ~ (EHFADUEF
%F - HAERHGAMA 10 ZM2EA 4T - BIZ AR o RSKitFerE e - B
AR A N-gram f & SOA - TR DU AT SR BRI TRBEF © & - fHT 37
FRIREAE - 215 1,037 [EERFE -
(=) TF-IDF BétF o 47
TF-1DF & 44 Ry Al A8 — W [a) SO A3 (Term Frequency-inverse Document
Frequency) /&% » B FEEIHE AR ET 7% - H DLEHL F % € FEafE
— SRR EERE - HNRE(E R EE S (Term Frequency; TF) B 535 [ S AR A 3R
(Inverse Document Frequency; IDF) FH3EF115 » TF-IDF {E 515 3%~ 5 RF & T 50 8
o NFUANE 3 -

W, =tf,, X idf,

3 TF-IDF A3

at MRS . P — Fefe . =7z - . ot IDI
N tf, BER AR ES j (ER AR R HEBRAYRER 5 idf, SR 108m ’

D ZRAZE R EENIE amAR 8L - df, RlE i (H S e A i am P A RS s W, By
JIRE(E - Hb of,, B idf, FE3RFTTS » HIRTt A X HEEE AT %0 - TF-IDF {8 B 5~ 58 /1 B —
AFEmAY B R B IE b - B EA AR R A e R A B S B - B 2 - EHRFFEF
D EE R RRR K - HEERREY K2 HERTamE HBEERE
FE 0 BT A E B AIAEUE o AR HIFH TF-IDF (B1EFTamAN A - 2B EM (Term
Frequency; TF) /A 70 BYS5R > BHELH 470 {550 - (%48 B 25 5 B o

Mg~ RS

& Ek53 1 (Sentiment Analysis) 71N Fy i 5288 (Opinion Mining) » IR 73 #af a5
HHES (W B4 RS - FH%H) AVBE - RBE - BREOREBEUSHE - mEise
% DNV G e e nl B B U T R T 0T+ I ARIFFEER A Google Cloud Natural
Language API * £ Google A 2016 2 HY T B - SERIHEERE2% (Machine Learning)
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A B — B F O E TN KSR R LR B RS 73 8L (Score) © TE##E> B E
T -1 (M &Em ) 21 (BRIER) @ #5355 0.25~1.0 K IEHEITE#E  -0.25~0.25
R IrERE 0 -1.0~-0.25 BAEERE - AWFFEF] A T B8 H FTE TripAdvisor 5%
W e - IR RS TIEFE 8 TRERERE T DUBRE G 5 B R TH
FEAUFTA

.~ B B

AHIFFE ARG ) T R B AR e 2R 15 2 470 (f 5254 - B0 FH RF EOR R R (Feature
Selection) ffi e 8 HL 75 - i gs 27 11 XGBoost SEEFIERL » 45T FEREY T TF-
IDF {H , HiEgRiTam T 1HE o8 ZMBtERM: - XGBoost 244 Ry R FE T+
flir (Extreme Gradient Boosting) * 1] 8 & & B A B BRI A/ MBI R EE - #E 7R
L AE A HE iy R PR AU A & DU/ IMEARRRHR S » MG TEIE H AR R B AE 5 -
IRIBTHEME YRR - WFERIRE v] 0 Rl BR A58 - TASH 52 TEA B A bR BB R am ey
TErE 8 BEEEE - SRR -

AWFFE LA TR E EER 72 (RMSLE) (F Ry Al BT B TR e AU FE T - ST
SEEFERI A1 » XGBoost fAIAY RMSLE B Ry 0.18 » /NFA— R f5 MEH §F A RMSLE
{E 55 0.2 » XGBoost IERIFHENF D 10% HUFRZE - HTAHIMERERS S i — kg MR i
B %k XGBoost A AR 65 {FEL 5 5 B RH A B 255

N~ 2 IR o i 1) 5

AWM Siering et al. (2018) ZHFFE  RHFUZE AR i (70 o3 oy = R ERSIH » 70
E TReCHRE EE ) AR AR BT HAERE o T RLOIRESER o K
RS  Fles iRy A EE - 22l MURERE ; TS diksmEE
KIS - HEIRES - B TARE - 8 EERh - B Ege - fEsmer T H e
KIEEEE  VIARTEER S - AR ERaT iRps ma - i EmE R A E 25570
FERMEE -

B tHRiBR
AKIFFEHE 10 SACMEHIZEAE TripAdvisor HEBRILAIZOR BB » 3 17,490 A
e o FEMZORMEANE 2 - 75 FRERIT B T B R AT T
BRI TR E R R R — B LR E TR (1) TRz
ZORH TR IR R — B0 ) TR S SRRIRE 1 ; (3) (SR -
SR E SRR - RS S A T R B ANCT — - FR R 2
Bk BEERERMES - FIA TRIOES BRSSO TITZE X SEN
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ZEMZE - AIZIRRIFEANE S By - RIEHFRER - EflEiE S &
i - TERAVE RSB - (8] SPSS Statistics 20 T » ESLEHEERAGE
frii et ot (FERFR3) - FEET 2Tl - BRR A e i 2 R
it Hla ] H1h 5 28 DLFAER0 R 4 - BRas (B H2a 21 H2h o - ¥R 22 B AR A
R o

K2 BAHE
No. /NSRS Bt
1 TN ZE AirAsia 694
2 WEMZE Norweigan 1,585
3 S HEfZE EasylJet 3,034
4 HEMZE Jetsar Airways 1,488
5 2oz ( XIEAIM X) AirAsia X 167
6 FaEEMZe WestJet 2,031
7 EFEEMZE IndiGo 991
8 PEEMZE Southwest Airlines 6,991
9 BN 2 BffZE Eurowings 193
10 Fi&fif Scoot 316
iR A 17,490
<3 RIERET
o Mean S.D. Min Max
KEY (BREREE)
HBHEEZE (OR) 4.26 0.91 1 5
BEg (RHFERE)
FE(IEFEE (SC) 3.63 0.92 1 5
BEZART% (CS) 4.25 0.98 1 5
FRE (CL) 4.22 0.87 1 5
¥ 22 (FB) 3.37 1.11 1 5
BRERZER (LG) 3.58 0.95 1 5
B LR (IE) 2.90 1.36 1 5
MBERTE (VM) 4.27 0.93 1 5
IWEIEEH (CB) 4.24 0.99 1 5
FETEE (FrmEE)
FFEREER (R 4.07 1.58 1 6
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— ~ B R B R R
E R I RS SRANZE 4 Fs - in S BEEIRE FE (VIF) iR 1814 24 -

EERAMEE(E 10 - KRB B2 B AR I (Neto, Bloemhof, and Corbett,
2016) ° b4 > Durbin-watson #a g5 (E Fy 1.621 » REHNFAE H AR - HFERHG
RER \ERIT IR 8 B R S EE A EREEN 2 Ft - RER Hla 2]
Hlh 3G HF - Hrr o JUBIRE B SRR S B i B2 B i K B i/ NEEY
Sl BEERE - VETE - REELE AR B AR - BRELZERT
B s BORRE -

x4 EEHHRER

Coefficient Standard

feesst Estimation Error Tvalue VIF  #&%
(HE8) 0.475**  0.022  21.591
Hla JEAIEF#E/E (SC) ~EEEES (OR) 0.093**  0.008  12.047 3254 %%
H1b REEZARTE (CS) ~EBEEZ (OR) 0.282***  0.006  43.382 2605 =i
Hic 28 (CL) ~%E8E% (OR) 0.035**  0.007 5104 2345 ¥
H1d  # -42%% (FB) ~%B2E% (OR) 0.044**  0.005 9.013 1.907 X#F
Hie RBEEEZEM (LG) ~EEEF (OR) 0.042**  0.007 6.058 2817 ¥%
H1f % FIR%E (IE) %2888 %( R) 0.041**  0.004  11.189 1555 i
H1g #ERE (VM) >E2EEE% (OR) 0.218**  0.006  33.954 2258 i
H1ih SREEEEH (CB) ~EFEEE (OR) 0.178***  0.006  29.983 2238 %
N 17,490
Adjusted R? 0.67
F1{& 4,433.710**

i 1 *p <0.05, *p < 0.01, *** p < 0.001

T ETEUR

B T iR am 2 B Y TR AR S B A W R AR, - AT S TR
155 o DR R 65 i 8 B R am 22 B A2 T T - S A I s P T T AR B B A Y A
HIEA R A2 B ETE 25 - R S MR TH  SERG B Hm G2
B ) A2 S VE B SRR T R P R EREIR o S RS o B i 2 B A SR TE AT R T
FEERANT @ PEALETEIE (B=-0.011; p < .05); BEF AR (B =-0.025; p < .001) ; BEEE (B
=-0.034; p <.001) ; & F&EE (5=-0.02; p <.001) ; FEERZ2R (8 =-0.015; p <.01) ; H&
IREE (B=-0.016; p < .01) ;s IEFTHE (B=-0.031; p<.001) : HFELEHE (8 =-0.038;
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p <.001) > FHFESEERN - FFamzH i/ TE RS S R RE 2 = 2 M RS H 3R
EisR - HE a2 iy o JERG S E M W= 2 MR RIS E G - 57
At - 5 50ERER H2a F H2h BT -

&5 FHEEABER

Coefficient T Value Adjusted

feeast Estimation R? R
H2a  EEUEFEE x SFamSi -0.011* -2.017 0.34 2
H2b  EERARTS x Fsm i -0.025*** -5.454 0.55 Sz
H2c B x FFmSi -0.034*** -6.435 0.40 Sz
H2d  #E &R x FFmS i -0.02*** -3.486 0.32 oz
H2e  RREFZER x FFamSER -0.015** -2.662 0.28 oz
H2f B DIREE x FFmS i -0.016** -2.732 0.23 Sz
H2g  YEFRTE x fEmS i -0.031*** -6.431 0.48 Sz
H2h  3REIEIEHE x TR -0.038*** -7.695 0.46 Sz

& - *p <0.05, **p < 0.01, *** p < 0.001

= R B 2 RS L B 0

AW E A R R RO AT AT 65 L EEFHA - (K% Siering et al. (2018) HY
BRI E R o TR SR ERER N T T - R S GRS R B AN 2
A - MO E KR - 2 BR " EREIEEA ) B TP o T R RS
B TR ) AL SE R E 1 - R R E A R =
FHEEE 11 XKigm (FERE6) -

ARRFEIE SR 6 BZEAFEE MR ERTH > A ISR E RIS W E
T RETE] - FrP B RO ETE A MRS - BRES - BE R B L
IRERERYH FT{E - AP E AL TN A — B - AR EL B T RS v] LG O A
EALRFE TR E AR R ALEFEE - 5 0 S R0 i B O R (E AR > At
a1 By i o IR 22 i B g 7 AT R (R T - AEE RS i B IR D - BRI
HIRREIRR R - EREREFIEIEERFT - Rt EF R RS S S BEEE AR
(S

EHEER ST - EREIE LR G R B2 E =R - 41 2l
BT HERF I BID &2 - L H AU R 22 8 RIRURL DIRES - B SRS (TR AY
B (HEREEPFLRETHE ER - TR R R EZ D R R E R
WEE - B« MERHEE  VERHEE © DERREOH - PERAHE - YER - iR
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HEBRZFIEENEE - EPRAEES - BEEFIB L EREL RIS - &
SLREMS R —KIFRUIRAEREER - RACHAEALE RAYIRAZ NI AHERE -

&6 MRFBMEERAFHD AR

FEE RAEE BEYH
O BRFSEM RhaEXEEAIRIE  Aircraft, Cabin, Dreamliner, Frill, Plane, Toilet
R BB Board, Check, Counter, Gate
EEAIETEE Legroom, Seat , Space
ZEM Land, Safe, Reliable
T £ERF Arrive, Cancel, Delay, Leave, Late, Miss, Schedule, Time,
Punctual, Wait
AR AR FSEM) HENRR TS Airport, Bag, Baggage, Ground, Terminal
B THR# Attendant, Attitude, Crew, Polite, Pilot, Staff, Steward
H R Drink, Food, Meal, Snack, Water
¥ s Entertainment, Online, Wifi
HthmEm YMEFE Book, Budget, Cost, Charge, Fee, Fare, Pay, Price, Ticket,
Value
iz Company, Carrier, Experience, Flight, Journey,

Recommend, Service, Travel, Trip

th - fosmER R
A FEE AL TCARMBRER AT - BRESRRENTZ IR B R E mE A
PUR EFam 22 BUET N & B CRAURIEN SR © RIRGE SR PREIBIRT - HEIREE TR
HAARES S E TR - AER AT it - SRR EEHEE R - iR
FelR T R AR g T R BRI 7e B 2% -

DN %%ﬁ

ARWEFEH TripAdvisor FUEEZE 5Fam - - EEERARS H /R BR(E M 22 RS o0 8 Bl &
FERIEHE - TERTS B Bl B AR B RUR - ARFFeRIAS LB TR (BGR H1 — 2
JUEIRBSMES IR AEE mEE - AR EEENER R - BERE - WEM
B~ MEB(ELEH « BEALEERE - f% EEL - FRE0Z2R - #% FiRSE - BORRE - {Ei5E
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i S AT+ BEE AR B <2 B = i AU AR5 11 17 (Kim and Lee, 2011) » FRRBEF EE
Bl B THYA BRI - AL ETRE TR FROFE SKILAS T 2 HIRATE (Liou and Tzeng,
2007; Koklic et al., 2017; Korfiatis et al., 2019) ° #%#% 5 /R3Z#F Saha and Theingi (2009)
FeHizE - RN B IRS H IR S e R R A E B - REEE R LR
RS h B T A=Y A FE - FonBRE AT 22 B FE R ZE(E (Gilbert and Wong, 2003;
Korfiatis et al., 2019) * {EF&E R 2REZE = S 1Y BIFE A 22 (Mason and Alamdari, 2007;
Ali et al., 2015; Jiang and Zhang, 2016)  Jttoh - 75 B8 B by 52 B0 RH 2 iy = P 1Y 55 =
% BRI RREN 22 6 H B B =R S - MR E AT AR B B
FIELGRAR - (HIhEE N LHEME G 2K 7 B - RIS R & B AR B 22 e Ak
BHIRRHEEARF - HX - fEEERAERARSEE S - 8RR - B RS |
Bz B FAER, - AR B IR EREM AL LT ] - BEEER MRS
DUERRAIEEERF R IG IR Z 4 R E AUHE, - B REAI 22 ~ B8 FIREE L - 2%
JRERINNIIRTS - BAELA TR - BLEEMZERSE RAHE] (Lim and Lee, 2019)

A AR em 22 SRR AN R - FFam22 Bl & r AR AN UE RS o B B M =
ZERIRETR » AWFSEHE R E (fRaR H2 — 2 - st - EHEE GRS
RS HEER - JUERSLEHBEENE RN ERE S TGS - SR AR
PR - BUEERREEE - g T MEBREM AR R EE TR IR NS - Kt
AR A BREM 22 IR B IR R - th R EIRG S SRR B -

B FEEL 7 - A S SR AL E B e R ey 8 (& R E - BEEE
A REAEE o A1 EeTEH R T EEE RS ) B - BRI R DA it
RS E 8 TR » BEEEFH/E(TS (Bag, Baggage) ~ il (Terminal) ~ 22k &
(Attendant) ~ Z Bf (Pilot) » T{E A & (Staff) » FEFEF (Attitude) ~ i85 (Polite) % - 1F
sElLsehry " YERE ) BE - KM HREBEF TR (Book, Ticket) » FAR
(Cost) » THEL (Budget) * {HF% (Price, Fare, Fee, Charge, Pay) * DU AE(E (Value) 55 -
Pt AT DAY TR LA BN R S E - fE - AL EEREE
HIRLE - Bt 24 - SBISE] T ={#E4E TripAdvisor il R ¥ H IR SEEE » 45
A« Za > PHSHERFIEEP 5 - LR BEE EEME A FERES - HL 21
RHRRR 24 2 H A - R MiZ2 A BT ER AR DIRES < @EH9E - 2% (Siering
et al., 2018; Liou and Tzeng, 2007) + JEEEHERFE (Siering et al., 2018; Liou and Tzeng,
2007; Saha and Theingi, 2009) E2f252 (Farooq et al., 2018; Nadiri et al., 2008) G HF5¢
B - R = EE H R RIS B — E R -

(S

[y

=
g
)
2
:
o
=
o
&
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¢
=
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5
o
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2019; Lim and Lee, 2019) » ZAFFELAREEMTZE 1A TripAdvisor YR am MR RAS » 75T
AR B R AR - DL G am 2 BARY FRETRCR - B DAT S B 2 = 8 -

B IRENERES RSB IIIRIREE 3 (Farooq et al., 2018) » FE=E EUMF
Sz E S BRI BRE TS E R SRS E - DA e R B A
& (Ali et al.,, 2015) o (BN [F YRS B RN FIRVE LR (L - B EIRYRRE -
AWFFCEEI - BR(ERT 2R CEIRE W E HEE MR E NIRRT E - (HEHEE
ARFSAHEL » FECIETERE - # LR - BRELZER - BB ENREE A R
Eil Nadiri et al. (2008) STEHMEAMIZZA FIFTMAIIIFEAE « EEFHAZEAFF - # L
B TP R 55 BTG BB T2 IR 5 R S FE Y 2 B A2 FE A =) © Santos (2002) g2 -
FREM 228 D BITEE AL TR ~ B S, - BRETZR » 2R HFm M - HERIEESR
KRR EE - BEIRB2RERTE  HREErERErEE -

HR o A5eA B am 2 EAEE T OB e E N, - NMEHRES S
SOEEER T HEHE B A NS M#EEE (40 ¢ TripAdvisor » Booking.com ) JNVEE
B B ERANSMEIEE G T i XN FRR RS T AN FEREE
s EEERE ' WARFRFE NG & TR AR A A 5 (Baek et al.,
2012) » FFEmE HFSEREAAIER (Liu and Park, 2015; Zhou and Guo, 2017) » Bi25F#2
EFEE (Zhao et al., 2019) » Korfiatis et al. (2019) 5 amz2 8% 5 B @82 — > 15
F=Tams2 S S IE A2 - Ye, Wu, and Zheng (2019) $5H! - IR H
e PR - SRS R E U - RREE RIS » &8
B2 st s ig rh 2R T 208 (Wong and Dioko, 2013) » BAZ A & B R am 2l
& RINERZHIEERE - WEAWRLHHE - BRI E S T RREN 2R
ELH TR AR NS » A FERIAS SR rT DUSE] - FTaa2 Bl - RREAR
EMIZE R EE RIS N AR T % - St g R AGR BRI - Rl n] DARHE AR e
HNEEwEI2E -

= AWHeESBE L THERURE RIS » $EAE TripAdvisor SFEH I H
RESHEEHERSSE - (EEE O EPAIEER 22k, « T DIRYERE
M, B TIPS ) F={ERSE - EmAPSEH » Lim and Lee (2019) & R EIR
TTES RS BREEREENRBEE » #3506 & ERE G EREmZE
FalamE] B EETE  #LEAEE IRELER 8 EERE RS -
RIS RIEREMZZE S T BRI EHEE - EER i EE

1 TripAdvisor LLERIRIREERHAEL - ZRESGEML 2R EMmIVE 8  REREEm a5 5
B > AWTFERIE L 2 IE e E R - Wy Ry etam 2 B 1 2 5 Ay T (EEH -
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B S ERAEE R E (Nadir et al., 2008) * AGFFEHE—5 T 1SAEREZ L H 1R
HAEE - R - L - PEERMERFEEL P S - H AP YENFEE Lim and Lee (2019)
FREER AT EREE Y T OB ) T HEE A MRy | B T AR 5 F
TREMEAHLL o [FIF - 35 = (EE E AR 2B R REE (Farooq et al., 2018; Nadiri et al.,
2008; Saha and Theingi, 2009) * FHEEFH (Nadiri et al., 2008) BE £ ZFH (Nadiri et
al., 2008; Siering et al., 2018) &\ BHZ AR B - Lo H MERFHRE Rk 1% H st

R L - HRAELZ DB - SEREEE - BUETIES - giiEgEss
KETHHT - BAFIR A RIS AR W R EFE (Siering et al., 2018; Liou
and Tzeng, 2007; Saha and Theingi, 2009; Ali et al., 2015) o K5 & HE S EEH1E
SEREEHE K (Chevalier and Mayzlin, 2006) » 215 BR{E i 22 AR & B A DT SR BE A
MIREE AR @ Bt e B A RRZ BY A B BEL 7R SR (Ofir and Simonson, 2001) ©
It T2 TIIRRMEREE | Bl TIPS (RS - R R AT R IR AR E N
BRI R E BRI R R E EAEE -

= B

FEHEHRRGE - B - FREMZEERT2 A m & RO R
BAE SRRV E - WA ERIEBE R EME PR A IRE S E - FHE(LHY
Wroera R r] DL - fESRPREMZERVIRE IR E EmlRE e - R BRENE RIS
JEEFRE] - MEARGEE AR Al e B I E RS AVIEY - (HE R 2 i e (it
WIIRES - TR IRE T ERINE » ks N B ZHMERF RIFRUIRES R - DR E R APy
WInE - A REleSBENMEE - B2 B REE ENEE - R EIR IR
B W E ENREREEERE R  ERREE AU BB TR >
FhE ARG A= IS - A ERRE A= e A AR S bl B e B i 22 — 20
EREERCREER  RELEHREENZERG R E - Kt - SREEEZ
HOEHEE - SR B SR A RE Y RR(E I Y & iR s UF IEME RIS - SR ERE
N FEREREE - RS T ERENEEER O - DRSS HREN 22 IR
RN R ARBAE SRR EMIZE A RE A IRAIR DL - [FIfe - IR R lea A8 BRI am e » 2
FEHEERBSHIN BE AR TR - BB P IEM AT R RS i E B S A - AR
(B 2R S EHE L B FFMIEMERE - RS W) B TR BR(E M 22 0B & IR
WIRRAN - B = > EEBEALHIFER TR0 - Al DAREIFHBRAI A5 - AR (M 3¢
FHH LS HEE N OESREE - INR% s JEYER R 55 — (W8T - 2R
EEAredtny 8 BT AR LR T SE LA MYIEE - EFRR LR - HERFEP SR
18 = (I RV B A A B AR - TRl AR AT 22 S B T T I A e IF
M~ ST Z 2t - BRSSP SR -
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P9~ WESERRBISEAR AW

AWHFEE LA NHFERRS] « Bt - IR EERBAREF - MRMZE A FIATERE A IR
I P AHIE] - (A2 IRAA R & RRE T2 A RS G B E T — - B ESAE
FREMZE A FIRABE T BRI ZR - HREVTTE e ik ML= - BT TR
SR P R ST RS RS R o LK AW E SRR - (2RI —
P2 TripAdvisor JEIUEAE AU = Bk - RAHFE Al DR BE ARG P2 EVE S
afamE T A - DU T BRSO H TR SR EM IR G E - &% - HifE
HET e B SIS AL B BRFE - BREMTIZE G HEH T RAEMIIR R - 155
fiole N B - (HB P RARMIARE PR A (L EF SE R  JAlER 22 ] B B R SRV LLER
AIREEN S - IR A rTRE O H RIS 2 ik s B S i S R B S IE Y -
HRIENHTEE RE RN FEIMAREIER - LB FIfAREEE RIS E - thETReE
Lo PR R E R 55 -
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The Moderating Effect of Review Involvement on the Relationship
between Low-Cost Carriers Service Quality and Customer
Satisfaction

Jia-Jen Ni, Department of Applied Japanese, Chihlee University of Technology

Yi-Hsuan Li, Department of Business Administration, National Taiwan University of Science and
Technology

Tom M. Y. Lin, Department of Business Administration, National Taiwan University of Science and
Technology

1. Purpose/Objective

Low-cost Carriers (LCCs) attract potential customers with relatively cheaper ticket
prices, thus the low airfare has become one of the important factors when choosing to fly
with a particular LCC. However, in this emerging business model, there are also other
factors that will affect customer satisfaction and deserve further discussion.

The business model of LCCs is different from that of Full Service Carriers (FSCs).
Customers who regularly comment on or make suggestions to airline service quality are
more likely also experienced travelers and have many flight experiences. Nevertheless,
past studies has not discussed yet whether these experienced customers have more
moderate or stricter perception on service quality of LCCs.

With the advent of the we-media era, experienced customers now can actively share
their own travel experiences through social tourism websites such as TripAdvisor and
Booking.com. These websites hence become vastly important sources from which other
customers obtain information before traveling. Online reviews have also become vastly
important sources for related business enterprises because of the hidden messages and
relatively authentic contents within huge data.

Prior studies regarding the impact of service quality of LCCs on customer satisfaction
mostly use questionnaire survey but collect only limited samples. Therefore, this study
uses data mining instead and aims to collect a large number of customers’ online opinions
which will help us understand whether the impact of customers’ perceived service quality
of LCCs on their satisfaction is different from that of the Full Service Carriers (FSCs).

In addition, this study also discusses whether the degree of online “review
involvement” of customers affects the relationship between the service quality and
satisfaction of LCCs. Finally, to identify what are the important service items to the

customers, we conduct word analysis through data mining technique to group the service
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factors mostly concerned by the customers.

2. Design/Methodology/Approach

In this study, we choose TripAdvisor.com as our data source and extract the data
using Python. We select samples from the top-10 airlines that have won the 2018 Skytrax
Award for the Best Low-cost Airline in the world, and collect a total of 17,490 English
reviews about these LCCs dating from 31 May 2016 to 24 August 2018. The extracted
contents include “the name of airline”, “the reviewers’ levels”, “dates of reviews”, “the
overall rating of satisfaction”, etc.; and the eight aspects for rating the service quality: (1)
seat comfort; (2) customer service; (3) cleanliness; (4) food and beverages; (5) legroom; (6)
in-flight entertainment; (7) value for money; and (8) check-in and boarding.

Besides, we use the contribution level on TripAdvisor to represents the level of
“review involvement”. The higher level of the contribution level indicates the more
reviews he/she has posted on TripAdvisor, that means the reviewers’ credibility (Baek,
Ahn, and Choi, 2012), experience and professional knowledge (Liu and Park, 2015; Zhou
and Guo, 2017). Zhao, Xu, and Wang (2019) used this contribution level as “review
involvement”, thus in this study, we also use this contribution level to measure the “review
involvement”, and as a moderator to evaluate the theoretical model in this study.

To explore different dimensions when consumers consider about service quality,
we also use “feature selection” technique to extract important words/phrases that are
influential to the consumers’ “emotion scores” from the collected reviews. Based on
Siering, Deokar, and Janze (2018), we divide the airline services into three major aspects,

namely, “the core service concept”, “the augmented service concept” and “other concepts”,

and classify those extracted important words into these three categories.

3. Findings

In terms of the effect of service quality on satisfaction, it is consistent with the
expected hypothesis that all eight aspects of service quality will positively affect and
improve customer satisfaction. We find that the high-to-low degree of influence of these
eight aspects is as follows: customer service, value for money, check-in and boarding, seat
comfortable, food and beverages, legroom, in-flight entertainment, and cleanliness.

Specifically, what customers evaluate the most is “customer service,” which means
that customers concern about their interaction with airline employees a lot and hopefully

in return these employees will understand and give more attention to their needs. The
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second one is “value for money”, which means that customers of LCCs pay more attention
the airline ticket prices. The third one is “check-in and boarding”, which means that
customers have different opinions on the check-in and boarding service process that LCCs
offer. Secondly, among the service items that consumers pay less attention to, cleanliness,
in-flight entertainment, legroom and in-flight meals are not the core competitiveness of
LCCs. Consumers mainly regard LCCs as airlines can deliver passengers to designated
locations on time at low fares. The seating space and in-flight entertainment are considered
additional services that are not highly concerned by consumers. It is the same as previous
research results (Lim and Lee, 2019).

Besides, the result of our quantitative research also shows that when the level of
consumers’ “review involvement” are different, these review involvements will negatively
regulate the relationship between the eight aspects of service quality and customer
satisfaction. This result is consistent with our H2 hypothesis. Specifically, higher levels of
review involvement weaken the impact of the eight aspects of service quality on customer
satisfaction. The result indicates that because more experienced travelers understand better
the characteristics and provided services of LCCs, their expectations to the service quality
of LCCs will reduce. Therefore, the impact of service quality on customer satisfaction will
also reduce.

Furthermore, through the qualitative research, we obtain more details about the
aforementioned eight aspects of service quality which reflect what customers care about.
For example, in the “customer service” aspect, customers mentioned bag, baggage,
terminal, attendant, pilot, staff, attitude, and politeness. In the “value money” aspect,
customers mentioned book, ticket, cost, budget, price, fare, fee, charge, pay, and value.
That means these elements would be the most important factors customers take care.
Therefore, it could be understood in detail about the sub-factors of different service quality
that customers care about in their minds.

In addition, we find three service-quality factors that are not listed in TripAdvisor,
namely, safety, flight punctuality and image. Safety is an important indicator for consumers
to choose airlines, and safe delivery of passengers to their destinations is also the core
service provided by airlines. Past researches have discussed safety (Siering et al., 2018;
Liou and Tzeng, 2007), flight punctuality (Siering et al., 2018; Liou and Tzeng, 2007;
Saha and Theingi, 2009) and image (Farooq, Salam, Fayolle, Jaafar, and Ayupp, 2018;
Nadiri, Hussain, Ekiz, and Erdogan, 2008), which were considered to have certain impacts

on the service quality of the aviation industry.
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4. Research Limitations/Implications
Firstly, regarding management practice, the quantitative research results show

that customers attach great importance to customer service, which means that service
personnel should fully communicate with customers and maintain a good service attitude
to improve customer satisfaction. Secondly, for customers with more flying experience
with LCCs, the influence of service quality on satisfaction will reduce. Therefore, we
suggest LCCs can use various channels to “educate” customers that cheaper ticket prices
come at the expense of traditional tangible services, and to encourage those regularly
flying with LCCs to post positive online reviews to help prospective LCCs customers
obtain more accurate information. Thirdly, through word analysis, we found three aspects
that consumers did care about but not listed by TripAdvisor for reviewing, namely, “safety”,
“flight punctuality” and “airline image”. Hence, we suggest LCCs pay more attention to
improving flight safety, controlling flight punctuality, and enhancing airline image.

In terms of research limitations, first, the sampling time of each airline is the same but
the number of English reviews of LCCs in different regions is different, which results in
unbalanced sample sizes. Future studies will produce more accurate results if researchers
can overcome this barrier. Second, we use only TripAdvisor to obtain the message data
of customers in this study. We suggest researchers collect reviews from multiple social
tourism platforms in the future. Finally, flight distance is another aspect also affects
customers' evaluation of service quality. For medium-haul or long-haul flights, passengers
may consider more about seat comfort, legroom and food and beverages. Subsequent
researchers can collect information of different air routes and compare the service quality
that customers care about of different air routes to further understand the strength and
weakness of LCCs.

5. Originality/Contribution

The academic contributions of this study are as follows: Firstly, we confirm that
customer service is the most important aspect affecting customer satisfaction of LCCs,
while the tangible services such as seat comfort, food and beverages, legroom and
cleanliness of LCCs, have very little impact on customer satisfaction if compared with
customer satisfaction of FSCs. Secondly, we also confirm the importance of review
involvement in Electronic Word-of-mouth (eWOM) research. Specifically, we find that

customers who have higher involvement in online reviews better understand what services
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LCCs will or will not offer and thus lower the impact of service quality on customer
satisfaction. Thirdly, we extract contents of passenger messages through word analysis
and find three aspects which customers highly value but TripAdvisor does not list for

reviewing. They are “safety”, “flight punctuality”, and “airline image”.
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