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The Effect of Operational Control Center’s Service Quality

on Airline Staff's Job Engagement

Hyo Joong Kim'

ABSTRACT

Here I investigate what effects Operational Control Center(OCC)'s service quality may have
on airline staff's job engagement. My analysis reveals that airline OCC's service quality has a

meaningful effect on airline staff’s service satisfaction, and that service satisfaction mediates a
meaningful effect on staff's job engagement. It was suggested that improving OCC'’s service
quality leads to higher staff's job engagement. Accordingly, I suggest methods of improving
OCC's service quality. I find that the importance of contributing factors on OCC's service

quality are as follows, in order of most to least important: professionalism, assurance, empathy,
reliability, organizational culture, and responsiveness. The results of this study are relevant not

only for airlines but also for government agencies such as the National Emergency Management
Agency, the Korea Forest Service, the National Police Agency and the Korea Coast Guard that

operate aircraft and must ensure aviation safety.

Key Words

Satisfaction(A|H]ATE), Job Engagement(R5-&

.M 2

20194 10¥ 319 Bk QA dfiollA Adr|7t
FEoh= AR7F EAITE AYAOAE FERE A&
W] AR 491 A 9 =2x|9] Y 7|4k &
AS ZFJAPE TUTH HY ZFAL B9 59l &
7] 2% A5 & g o EE0] AU
A At SFHAR] o] A7[st Ar|Afe] F
8 ¥l F SR AEEHA AL 2020

Received: 17. Feb. 2020, Revised: 11. Mar. 2020,
Accepted: 26. Mar. 2020
* lEepgteL G AER Hid
AZkAA} E-mail : jhonhj2000@gmail.com
A} 2 YR A AR 57997 24 vho s
4043

Operational Control Center(Z

SIEAAE), Service Quality(AH|AEZ]), Service
9]), Aviation Safety(F-32F)

WS At 2FUAE S A83te] 2442
gL LAAAR Ao RN SAR E1 ]
oSt AMR719] B4 02 FAANalS o
a3t st SAeHil.

718 ARl B HlSe) ohaolA] shfet
O agarlo] o o] wet SgwelAle) cjol
A&Hoz Fa H1 ek

JRolE 275k Y W ARSI oY 2
Aplz, £ % AYSSAT BeE AT e o
QS HHSIeA APHEIL Qi v, SUEAE
oF Aol The A obd] BEgh Agold),

S 7 FEANAE STEANE I el
Eo] 239 eblat 1A2] AUIAE S| Istel
TR Qlch A, AR, AR, SR

I 22 =7t 7oA FBA FARE 719 T



2
H
o
of
Mo
QQL

Sot3) FYEAME ) AulAEDo] FFA AU Hng

Yol A= FF 15

2
B
?E

AL Skl Sl
A% A3ozoIA gtk *FREAL AR
AE B2, U 7 AR SEEAAECA 5
>3 ‘ﬂf.'# HgA R 2 9 M7,
7] duavge] AES 939%ke 47t 3871
%xﬂ o 71—A]E l:h:]—o]-.‘:_ %Ti 1,]-_’_01 H X Ea
o 29 FAE "@tte 23 B4
| ASEAY, DB = v 2FS =
JBHAZ17] fl5te] ofF 7HA] dijkS whdskal
Heks Zot 2F 2FAHS At
SAsAAE el S FEAPER Afol7} UAIRE,
FBEAL ool Bf FA= FE mAE 17
T, AdsTd, AL 25 B 994
o35} W AA HEYL; Eo] S =8k Q).
= FAl 4R s
A9 4734 S SEEAA
ddsicl A Ul 72 BA=
ok Aol E}E_Ui% Zy FAo A AARE oA
tigtol M= ASshe 47 2AsH = SEA
AEe] S ﬁ}o*} A FHM A
oleky Wetwls A HE YA Hrk. Ao o7
243 o) eFa Aolo] AuAEY Holg
oA SYSAAE ] Mu|AFES P S
SANE S 3270l FFS U B HA AEE
AREUS FHAE 5 3 Aol
wEhA o] =RolAe EddEARRt ZF FAJolA st

o

=
of
=

oE
3

ot
ok
rr

i

o ook
o

ool
AE

;SH
(o]

H

=
[}

_Il->
ol

N 001'

X
\U

o 19 9
ool
N
)

fﬂSHO?H

A" AYLS uFels LA} ZSEAAME T} ZH3=0]
of @ Au|AEHo] RIS AT A} ek,
TG PTA SUFANE] AulAE o] GRS v
4 5 gt A9 2R, AYSTY, IS
49, o Ul 312 JYAY, Yy Solug

FUEAME Y] Edo] PB4 A9e] HFEY] of
W3t G MALAE AFe Bkt Sk

Il. O|2H HiZE

2.1 SSA SYSHME

FEARE AgE 22 Hdot 58808 9
5t7] flste] 2 FFAF Hell SEEAMEE FaL
[CAOEAIZI&-37], International Civil Aviation
Organization)oAs ZAEA|AENA ATl =
ASAAHIAE o] JJAIRE B|Fo] FEE w7t
219 BE o] gt 2FHUTE FAE ARE

o Sk, FBAY LRI ZH wret
oG S AYAL FYEAMENA Ao

Aul2ERY F24 G4 AXDL ek

P FUBAMEANAE BB Lt

Ad YRE sty g g4 9 et
Ho| 23AHE ABSIA s, BalolHE
GIA} AL LAYES QAR % Higsh 4~
g7] R0 FSEBAMH|AYE SFo] Hol S 9
tH2l.

o1% AN A FBA FTEAMEIA AF
e FYSAMLY BY S5 FYAL Bast
floml, ik THUSY AARSFES YA
a0 Aneg sEe ¥ wast gk

2.2 ZESHMEAZED MH|ATHS

T SHEAAE Y SRBAAHAE A=
240& H-3-A(responsiveness), B34 (reliability),
T (empathy), A& A (assurance), AE(professio-
nalism), &2%3Korganization culture) 5°] Utk

ol 4 IHHEFIoNA AHAFES BTt
317] el 219kt 249} SERVQUALRE HoA ARRE=
[40] tEo] 23T AAE ESAFo] WgH 84
QA A2, 2RI S wEolAH3] dTE
APstr] sl et APATLE Bl ARREHL =
A AFAL APE FFAL SEAIAE Y %‘?J%Zﬂ/ﬂ
H|A9] SAZ 9Jsl ®Fsto] 849} sISITH4l (5

ZZko] @4of tis AWEH WA, A= ]%"
3 712 o AMIAE AYsHA Algsia= 2ol

o, WhSAL 4143 RS ASEE Rl B
ZHe Aula AL e 52 2 Bl gt
4, AL BAY LS dhat whelet Al
HQl AU, AEAL el BAE SYse, 24
Role BRAY THUSI] 4TAES o) B4
4 98 7HAAS JulateHel~ 8],
FYBANEGNA ABoH SUEAMH 2 B
° YA 2 HUSO AUAE SF I AT
Qo] FFe vlAe Ao Uehtu(o(12, Fuje)
FEFRA A% HUEE PO A Ao
93 P SEAE Y FYEAA LB D] 3
AP SREE *1H1é‘ﬂé— | 9 P o

: L R0 v
(1], #2 3ol Frhsn 01% AU SFEA £k A

ot metA o] =2



16

o
ofy

Vol. 28, No. 1, Mar. 2020

Me dIFSAE ol ARBFEAE Eedste A
FEAE Jor FAEAAEIL FL4E 7S

s,

2.3 MHIATIEY 22 ZQ

2 2=2(job engagement)> AH412] Uof| tfisio]
Lrle A9d AR 5, AHLle] Aol ZH4le] A
oA A= FRES oJulgicH13],[14].

ol|gt AFEQ]of thgt AL 1960 H|=Eo]lA]
oA Ag=Eo] 7R B2 APITES F9
AT YEY] FETkE 9 25yt JRRE vlH]|
= %9 99I9 Acg BA=o] YrH15],[16].

25, APEYe 2ATHAS H5gue] £
3t JakS nx|e W4 nolElo] ZQ o] Ry

2298 FohArle aclof ehiA TelsAo]
A ABES Aol Hhek wEzo] IEH 18,19

PR 2 SN WP 2R FBA &
& FHUZS) QFe] AHOR A TAE B4
£ S SYBANECLT, SYEANEIA A2
e FABAMAEL0] A% THAES] HTEY
of Qe WA Aow WHEA, ok olof that A
T FFFA] 2R AASS RO @
el QIeH2).

webd o] Ao APATES vigoz
JFeo] FREL Y AEGGBAIA 2T
THUES el mESIGOM, FAFAMEIA
AZIE ABAEE $Fo| G FYAS] HRE

Aol mlAl= FFE 245 dF I AHEFEAN]

_ﬁ
e

A 2Fske HEES] e =S SHAE =
NE YRS AABRALAL Rt

. G2

3.1 Ao Chabap HAHHE

3.1.1 HAHA

ATE A3 AR, DEZTIOIAN FHI =
SALOA ol At AYES o= A
A5t

FEAPIA ZHBIL Sl e, AdSTY,

i ook

FIPUA, FIA AN 2RAE o HEe
Agelgict. AEA BT 2 24 vlee nels

SRS oA, ZAEFo] e AEAE
ALJRt 66975 Aol ARSI

3.1.2 AARH
o] e B FLEANE A Asske T

SAIAB| 2] FHo] FEAF A2 Au|ARtEe] v]A|
© Gl sl 2431, AulagtEo] AL 2]
AFEel mAe dF= A3 A5l AAE U

olF {I3f oFH Fig. 13} o] AL FS EASHA
A5 AP

P FYEAMEGNA A SFEAAL
Fo] YAl 2HSE THASY AulAgS]
w3 gl YRl SRse FAUS0] Ll

= o] HRBY] HHL FFS

i

ol
*
X
)
l1:1
g,

FEPYAS AT AYES BAY 5 9
A7) AGE WSS 19 TAS AR 5 9]
ATt AR AT ol2L FFIRer B8
£ oFE BARYYel20]

Wb o] Aol ARATE HiEgoR AR
B2 WAt P 2FBE PYASS HRE
ol mlXL S 159 2RAFL vhFo o}
S, AREY SE FHS oY g AR

ANBRIA TP ST,

3

= M

[r

o] 7ol A FHHes FASAARILEE
=, SHeRRle WA, AlE, A4, S, A2

B

-S4 s
A4 - [AuaEd ] - | AuaE
A

BZA !
HEA EAES s
2283 EE] FEED)

A%
25707k

Fig. 1. Research model
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Table 1. Independent variable measurement
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Table 3. Dependent variable measurement

Table 5. Structural equation model analysis results
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