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Abstract: This study developed an instrument, based on the SERVQUAL model, to gauge 
the characteristics of specific cross-strait routes, in order to measure the service quality, 
perceived by travelers from Taiwan and Mainland China, of cross-strait airlines. Further, we 
analyzed the differences in the perceived service quality provided by Taiwan cross-strait 
airlines and explored the relationships between service quality difference and passenger 
satisfaction and preference behaviors, using a path analysis model. The results indicated that 
there were significant differences between the perceptions of Taiwanese and Mainland 
Chinese travelers related to cross-strait airlines, in all service attributes. This implies that even 
though the peoples of Taiwan and Mainland China share the same culture and speak 
Mandarin, their perceptions of airline service quality can be quite different. Finally, the path 
analysis model results showed that not all services significantly affected passenger 
satisfaction. It was also found that some services affected passenger preferences towards 
certain airlines.  
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1. INTRODUCTION 
 
Since 1978, when the government of Taiwan lifted the limitation on trips to visit friends and 
relatives (VFR) in Mainland China, the traffic between these two areas has gradually and 
significantly increased. The number of Taiwanese tourists traveling to Mainland China in 
2002 was over 3.5 million, almost eight times the number in 1988 (Mainland Affair Council, 
2004). It is estimated that, by the end of 2004, the number of personal trips taken will be close 
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to four million. It is apparent, from these figures, that the traffic from Taiwan to Mainland 
China is substantial. People traveling from China to Taiwan are still under certain restrictions; 
the number of Mainlanders visiting Taiwan in 2003 was around 140,000, less than 20 times 
the number of Taiwanese tourists visiting China (Mainland Affair Council, 2004). With the 
increasing economic and cultural interaction between Taiwan and China, however, the number 
of Mainlanders visiting Taiwan is expected to climb in the foreseeable future.  
 
Most traffic between Taiwan and China currently depends on air transportation. Due to the 
political climate, only indirect travel is allowed, with at least one mandatory stop over. 
Specifically, air passengers traveling between Taiwan and China must touch down at a third 
place, such as Hong Kong or Macao, in order to transfer to another plane, which will then 
take them to their destination in Mainland China. People traveling cross-strait, therefore, must 
tolerate the inconvenience of transferring to another aircraft; this gives them the opportunity, 
however, to experience services from the airlines of both Taiwan and Mainland China, which 
may influence customer satisfaction, as well as their future choice of airline.  
 
Some research has shown that, besides having to change planes, flight scheduling, ticket 
prices, in-flight service, employee attitudes, facilities and ticketing procedures are also key 
factors in determining how airline service quality is evaluated and can influence a traveler’s 
choice of airline (Proussaloglou and Koppelman, 1995; Kanafani and Ghobrial, 1995; 
Cunningham, et al. 2002; Sultan and Simpson, 2000; Lu and Tsai, 2002). Therefore, the 
decision of which airline to choose and the evaluation of airline service quality, made by 
people traveling cross-strait, may be based on more than the transfer option; cultural 
background may also be a factor influencing perceived service quality (Cunningham, et al. 
2002; Sultan and Simpson, 2000). Although airline passengers from both Taiwan and the 
Mainland are ‘Chinese people’, their different circumstances may affect their perceptions of 
the service quality of cross-strait airlines. 
 
Moreover, if a policy of cross-strait direct flights becomes a reality, there is a high probability 
that the operators in the cross-strait air transportation market may exclude third-state airlines. 
The question then is what competitive advantages do the airlines of Mainland China possess 
when it comes to servicing travelers from Taiwan? Conversely, can Taiwanese airlines attract 
travelers from Mainland China? These questions are important, and timely, as these airlines 
are, at this moment, aggressively preparing to provide direct cross-strait flight services; 
service quality is, therefore, the key to how these questions will be answered. 
 
Based on these facts, the main goal of this paper was to explore the differences in service 
quality between cross-strait airlines and to analyze the service strengths and weaknesses of 
those airlines. In addition, we also wanted to know if the service quality perceived by 
Taiwanese and Mainland Chinese travelers, affected their preference behavior, regarding 
cross-strait airlines. The findings would allow us to determine the important factors affecting 
cross-strait travelers’ service quality perceptions and choices, and also provide some practical 
suggestions for the management of cross-strait airlines. 
 
The remainder of this paper is organized as follows: Section 2 reviews some airline service 
quality literature; Section 3 introduces the service quality scale and the methodology used in 
this paper; Section 4 presents and discusses the results of the empirical analysis; finally, brief 
concluding comments are presented in Section 5. 

Journal of the Eastern Asia Society for Transportation Studies, Vol. 6, pp. 798 - 813, 2005

799



 

2. LITERATURE REVIEW 
 
Quality has become a significant concern for those in the service industry, specifically the 
airline industry. Although people primarily use airplanes to satisfy their need to go from one 
place to another, procedures from ticketing, checking, boarding and traveling to baggage 
handling, etc. can also deeply influence travelers’ attitudes to the services provided by airlines 
and their satisfaction with those services. Hence, airline passengers can experience many 
service encounters with front-line employees as well as in-flight attendants, this is called 
‘moment of truth’. Passengers may judge or evaluate airline service quality through a 
comparison between their experiences and expectations, over a number of quality attributes 
(Grönroos, 2000). 
 
So far, many academic researchers have devoted themselves into studying the quality of 
airline service by following the simple logic of comparing expectations/experiences or gap 
analysis. In the research of Gourdin and Kloppenborg (1991), for example, indicated that 
identification of service gaps is the first step toward quality improvements. Their findings 
showed that the gap between passenger expectations, and management perceptions of 
passenger expectations, was the most crucial failure point. That is, a critical issue for airline 
managers is being aware of passenger expectations and meeting those expectations. Ostrowski, 
et al. (1993) also pointed out that superior service quality could lead passengers to a 
significantly higher propensity of retained preference. Some similar points also can be seen in 
the research of Lee and Cunningham (1996). Thus, the service quality of airlines is an 
important issue, not only for airline managers; it is also a key factor in building long-term 
brand recognition. 
 
In studies related to the analysis and survey of airline service quality, few have discussed the 
relationships between a passenger’s cultural background and his/her perception of service 
quality. Sultan and Simpson (2000) and Cunningham, et al. (2002) are two exceptions to this.  
In the Sultan and Simpson (2000) study, the SERVQUAL instrument was successfully applied 
to examine customer expectations and perceptions in an international environment, and 
indicated that customer expectations and perceptions of airline service quality varied by 
nationality. That study compared the expectations and perceptions that European and US 
airline passengers have of both European and US airlines. It was found that both the European 
and US airlines were perceived by both passenger groups as not meeting expectations in 
overall service quality; the service quality ratings of European passengers were significantly 
lower than those of US passengers, however, indicating that Europeans are generally more 
critical of service quality, overall. The results of Sultan and Simpson (2000) showed that the 
customers’ nationality could be a critical factor in their expectations and perceptions of airline 
service quality. 
 
Meanwhile, the study of Cunningham, et al. (2002) had similar conclusions to those of Sultan 
and Simpson (2000), indicating that there were significant differences between the perception 
of Korean and US airline passengers towards service quality, based on the SERPERF scale. 
They found that US passengers were generally more satisfied with their airline service than 
were Korean customers. They also pointed out that Koreans were generally satisfied with 
bumping procedures, whereas US customers felt more satisfied with the airline’s baggage 
handling, operations/safety and connections. 
 
Duffy, et al. (1997), Witkowski and Wolfinbarger (2002), and Furrer, et al. (2000), also found 
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that there were some significant relationships between culture and perception of service 
quality, although the businesses they studied did not include the airline service business. In 
our study, the sampled travelers, from both Taiwan and China, all spoke Mandarin and had 
similar traditions, cultures and religions. However, because there has been little practical 
interaction between cross-strait residents over the past 40 years, their socio-economic 
environmental development has been different; this is especially true in the significant 
progress of the service industries in Taiwan. This means that the service quality expectations 
and perceptions of Taiwanese and Chinese airlines may be quite different for the people of 
Taiwan and those of Mainland China. 
 
 
3. RESEARCH DESIGN 
 
 
3.1 Developing Hypotheses 
 
This paper had two major purposes: one was to examine the differences in the perceived 
service quality between cross-strait airlines, from the viewpoints of Taiwanese and Mainland 
Chinese travelers. The other was to analyze the effects of perceived service quality on 
passenger satisfaction, which may then influence the choices between Taiwanese and 
Mainland Chinese airlines. According to some previous studies, i.e. Cunningham, et al. (2002) 
and Sultan and Simpson (2000), the different cultural backgrounds of passengers may lead to 
different evaluations of service quality. Thus, we developed four hypotheses, as follows: 
 
H1: There is no significant difference in service quality between cross-strait airlines from the 

viewpoints of travelers from Taiwan. 
 
H2: There is no significant difference in service quality between cross-strait airlines from the 

viewpoints of travelers from Mainland China. 
 
H3: There is no significant difference, in the perceived service quality of Taiwanese airlines, 

between the viewpoints of Taiwanese and Mainland Chinese travelers. 
 
H4: There is no significant difference, in the perceived service quality of Mainland Chinese 

airlines, between the viewpoints of Taiwanese and Mainland Chinese travelers. 
 
Moreover, good service quality can also lead to higher passenger satisfaction as well as a 
significantly higher propensity for retained preference of an airline (Grönroos, 2000, 
Ostrowski, et al., 1993). In this paper, we adopted the same five dimensions used in the 
SERVQUAL instrument, to measure the perceived service quality of the airlines, by 
developing a structure to show the relationships between service quality, passenger 
satisfaction and preferences. The structured diagram representing this concept is displayed in 
Figure 1. 
 
Based on Figure 1, we constructed two further hypotheses, as follows: 
 
H5: The perceptions of these five service quality dimensions can have significant effects on 

passenger satisfaction. 
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H6: Passenger satisfaction significantly affects passenger preferences. 
Although direct relationships between the five dimensions of service quality perception and 
passenger preferences may exist, they are not shown in Figure 1. We address the possible 
effects of service quality on preferences in a later section.  
 

Tangibles

Reliability
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Assurance

Empathy

Satisfaction Preference
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(+)

(+)
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Figure 1. The Path of Influence between Service Dimensions, Passenger Satisfaction and 

Passenger Preferences 
 
 
3.2 Service Quality Measurement 
 
A widely used method of measuring service quality is the gap analysis model, originally 
developed by Zeithaml, Berry, and Parasuraman in 1988, shown in Figure 2 (Grönroos, 2000). 
The model concentrates on five ‘gaps’ which can impair the extent of service quality 
delivered. This study focused on Gap 5: the difference between airline passengers’ 
experiences and expectations of service. The result can be either positive (the experience was 
better than the passenger though it would be) or negative (the experience was worse than 
expected). Although the other four gaps are also important factors in service quality, Gap 5 is 
the only one that can be determined solely from data collected from airline passengers; in 
order to determine the other gaps, we would require data from the airlines, themselves. 
 
In order to measure Gap 5, which determines the difference between customer expectations 
and perceptions, the SERVQUAL instrument, developed by Parasuraman, Zeithaml and Berry 
in 1985 (Grönroos, 2000) was adopted. It contained five determinants; they are ‘Tangibles’,   
‘Reliability’, ‘Responsiveness’, ‘Assurance’ and ‘Empathy’. Twenty-two attributes have 
commonly been used to describe these five determinants, with respondents being asked to 
state what they expected from the service and how they perceived the service. Based on the 
comparisons between customers’ expectations and experiences, among these 22 attributes, an 
overall quality score can be calculated. 
 
However, these 22 attributes still have certain limitations in measuring airline service quality. 
One of these is that they fail to capture airline industry-specific service characteristics 
(Cunningham, et al., 2002). Hence, our study was modified, based on specific characteristics 
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of cross-strait flights, and specific features of the airline industry, with suggestions from 
airline managers; these modified attributes were categorized under the same five dimensions 
as the SERVQUAL model, providing a means of measurement for both Taiwanese and 
Mainland Chinese travelers to gauge their expectations and perceptions of Taiwanese airlines 
and Mainland Chinese airlines. Details from these service attributes are presented in Table 3.  
 

Word of mouth
Communications

Personal needs Past experience

Expected service

Perceived service

Service delivery

Translation of
perceptions into service
quality specifications.

Management perceptions
of consumer expectations

External communications
to consumers

GAP 1

GAP 2

GAP 3

GAP 5

GAP
4

MARKETER

CONSUMER

 
Source: Grönroos (2000). 

Figure 2. Concept Model of Service Quality – The Gap Analysis Model 
 
The service quality defined in the SERVQUAL model determines the gap between customers’ 
expectations and perceptions. Namely, SQ = P – E, where SQ is denoted as service quality, 
and P and E are denoted as customers’ perceptions and expectations, respectively. 
Respondents, therefore, would have to complete all attributes based on service expectations, 
followed by a second set of the same attributes, based on their perceptions of actual service 
received. As a result, completing the survey could seem rather onerous. Thus, it has been 
suggested (i.e. Cunningham, et al., 2002) that measuring service quality based only on the 
perceptions of service performance would suffice, as in the so called the SERVPERF model: 
namely, SQ = P.  
 
However, the study of Robledo (2001) indicated that the SERVPERF was not an efficient 
measurement scale, in terms of validity and reliability. In his study, an alternative scale was 
proposed, called the SERVPEX, to measure service quality. The concept of SERVPEX 
incorporates expectations and perceptions into a single scale, from “Much worse than 
expected” to “Much better than expected”. After applying empirical studies and comparing it 
to other measurement scales, i.e. SERVQUAL and SERVPERF, Robledo (2001) successfully 
proved that the SERVPEX was superior, to both the SERVQUAL and the SERVPERF, in 
terms of validity and reliability. 
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Table 3. Service Dimensions and Measurement 
Tangibles. Physical facilities, equipment, appearance of personnel. 
 TAN1. Appearance, attitudes and uniforms of employees. 
 TAN2. Quality of in-flight environment and seating facilities. 
 TAN3. Variety and quality of in-flight meals. 
 TAN4. Variety and choices of in-flight entertainment facilities. 
Reliability. Ability to perform service dependably and accurately. 
 REL1. Efficiency of the check-in process. 
 REL2. Transfer service and efficiency at Hong Kong or Macao airports. 
 REL3. On-time performance of scheduled flights. 
 REL4. Remedial procedures for delayed or missing baggage. 
Responsiveness. Willingness to help customers and provide prompt service. 
 RES1. Capable to response to emergency situations. 
 RES2. Prompt attention to passengers’ specific needs. 
 RES3. Understanding the specific needs of passengers. 
 RES4. Capacity to respond to cancelled or delayed flights. 
Assurance. Knowledge and courtesy, ability to inspire trust and confidence. 
 ASS1. Sincerity and patience in resolving passengers’ problems. 
 ASS2. Probability of flight breakdowns. 
 ASS3. Safety performance of airline. 
 ASS4. Knowledgeable and skillful provision of services. 
 ASS5. Sincere and responsive attitude to passenger complaints. 
Empathy. Caring, individualized attention. 
 EMP1. Numerous, easy-to-use ticketing channels.  
 EMP2. Ability of flight attendants to speak Mandarin and various dialects. 
 EMP3. Convenient flight scheduling. 
 EMP4. Spontaneous care and concern for passengers’ needs. 
 EMP5. Frequent cabin service rounds by flight attendants. 
 
In this study, travelers from Taiwan and Mainland China were all asked to complete service 
quality evaluations for cross-strait Taiwanese and Mainland Chinese airlines. In order to place 
as little pressure as possible on respondents, and taking the respondents’ willingness into 
consideration, we adopted the SERVPEX as the measurement scale to define airline service 
quality. The service quality evaluations were incorporated into a questionnaire. In addition, 
there were another two parts to the questionnaire; one asked for particulars of the travelers’ 
backgrounds, while the other asked about the travelers’ experiences of cross-strait flights. The 
questionnaire survey was administered at CKS International Airport and Kaohsiung 
International Airport in September of 2004.  
 
 
 
4. EMPIRICAL ANALYSIS 
 
 
4.1 Sample Description 
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A total of 450 persons responded to the questionnaire survey. After eliminating incomplete 
responses, we had 404 samples, or 90% of the total respondents, for further analysis. Of the 
404 samples, 262 were Taiwanese traveling to Mainland China and 142 were travelers from 
Mainland China, going to Taiwan. Below, we give a background analysis of the sampled 
travelers, from both groups of travelers. 
 

1. For the travelers from Taiwan, the ratio of male to female was approximately seven to 
three and 80% were below 40 years of age. The personal monthly income of 
approximately 55% was below NT$ 60 thousand and for 20%, it was in the range of 
NT$ 60 thousand to NT$ 80 thousand. Incidentally, for nearly 30% of the Taiwanese 
respondents, this was their first visit to Mainland China, while 45% of the respondents 
visited Mainland China regularly, between two and five times per year. 

 
2. Almost half of the sampled Taiwanese travelers were visiting Mainland China for 

business purposes, while nearly 40% of respondents were tourists. Around 65% chose a 
Taiwanese airline as their major transporter to reach the transfer stop of Hong Kong or 
Macao; the other 35% took a third-state international airline, such as Dragon Air, Air 
Macao or Cathay Pacific Airways, to go to Hong Kong or Macao. When transferring to 
Mainland China from Hong Kong or Macao, nearly 60% of the Taiwanese travelers 
chose Mainland Chinese airlines to reach their destinations. 

 
3. For the 142 sampled travelers from Mainland China, the ratio of male to female was 

also around seven to three and 75% were between 31 to 50 years of age. The personal 
monthly income of approximately 30% was in the range of RMB$ three thousand to 
RMB$ five thousand and for nearly 20%, it was in the range of RMB$ five thousand to 
RMB$ seven thousand. For over half of the respondents from Mainland China, this was 
their first time visiting Taiwan, while approximately 30% visited Taiwan regularly, two 
to five times per year. 

 
 
4.2 Analysis of Differences in Service Quality 
 
Based on the measurement scale for service quality proposed in the previous section, we 
further analyzed the differences in perceived quality between cross-strait airlines. Here, 
respondents were asked to separately evaluate each service attribute, according to the gap 
between their perceptions and expectations, using a five-point Likert scale: ‘Much Better than 
Expected’, ‘Better than Expected’, ‘Equal to Expected’, ‘Worse than Expected’, and ‘Much 
Worse than Expected’. Five different scores were assigned: +4, +2, 0, −2, −4, to represent this 
five-point scale. The scores for each attribute were then tabulated; the results can be found in 
Table 4. 
 
According to the figures listed in Table 4, and from the views of Taiwanese travelers, it can be 
seen that the perceptions of service quality attributes, for Taiwanese airlines, were all better 
than expected; the service scores all had positive values. On the other hand, the perceived 
service quality attributes for Mainland Chinese airlines were all worse than expected, with the 
service scores all having negative values. The top five attribute qualities for Taiwanese 
airlines were in the sequence of EMP2, TAN1, EMP1, ASS2 and REL1 as well as ASS4 
(REL1 and ASS4 were equally important). This meant that the Taiwanese respondents not 
only valued the ability of flight attendants to speak Mandarin and other dialects as the most 
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important attribute, but also cared about the knowledge, skills and appearance of employees. 
In addition, the ticketing and check-in process was also considered important. The lowest 
ranked service attribute for Taiwanese airlines was RES4, which is the capacity to respond to 
cancelled or delayed flights. 
 

Table 4. Service Quality Measurements 
 Travelers from Taiwan Travelers from Mainland China 
 Taiwanese Airlines Mainland Airlines Taiwanese Airlines Mainland Airlines
 Mean Std. Dev. Mean Std. Dev. Mean Std. Dev. Mean Std. Dev.

TAN1 0.878 1.348 − 0.458 1.567 0.789 1.667 0.296 1.597 
TAN2 0.508 2.430 − 0.878 1.588 0.873 1.458 0.000 1.650 
TAN3 0.206 1.497 − 1.284 1.587 0.831 1.492 0.085 1.812 
TAN4 0.382 1.568 − 1.206 1.510 0.817 1.509 − 0.141 1.760 
REL1 0.695 1.408 − 0.763 1.688 0.845 1.494 − 0.155 1.581 
REL2 0.290 1.457 − 0.588 1.528 0.704 1.529 0.028 1.734 
REL3 0.634 1.447 − 1.336 1.778 0.775 1.578 − 0.211 1.794 
REL4 0.191 1.588 − 0.702 1.687 0.535 1.716 − 0.366 1.885 
RES1 0.321 1.352 − 0.817 1.582 0.648 1.517 0.014 1.659 
RES2 0.603 1.329 − 0.870 1.477 0.831 1.373 0.085 1.613 
RES3 0.382 1.313 − 0.847 1.566 0.803 1.545 0.085 1.446 
RES4 0.176 1.511 − 1.206 1.880 0.761 1.916 − 0.197 1.850 
ASS1 0.618 1.310 − 0.908 1.511 0.690 1.469 0.056 1.667 
ASS2 0.779 1.518 − 0.580 1.861 0.789 1.543 − 0.099 1.707 
ASS3 0.198 1.503 − 0.565 1.591 0.296 1.717 − 0.394 1.909 
ASS4 0.695 1.375 − 0.656 1.603 0.831 1.548 0.239 1.534 
ASS5 0.458 1.346 − 1.008 1.534 0.648 1.420 0.014 1.676 
EMP1 0.817 1.258 − 0.649 1.695 0.732 1.497 − 0.155 1.527 
EMP2 0.901 1.383 − 0.229 1.519 0.746 1.626 0.070 1.640 
EMP3 0.237 1.364 − 1.130 1.672 1.126 1.534 − 0.211 1.520 
EMP4 0.534 1.572 − 0.847 1.706 0.704 1.472 0.070 1.495 
EMP5 0.328 1.274 − 0.908 1.449 0.746 1.461 0.042 1.709 

 
As for Taiwanese travelers’ perceptions of the service quality of Mainland Chinese airlines, 
the worst quality of service attribute for Mainland Chinese airlines was REL3. This meant that 
the general perception of Taiwanese travelers was that the on-time performance service 
quality of Mainland Chinese airlines was much worse than expected. The second worst 
quality of service attribute was TAN3, while RES4 were the third worst attributes. This 
indicated that not only the quality of in-flight meals and entertainment, but also the response 
to cancelled or delayed flights, all fell far below the expectations of Taiwanese travelers.  
 
In short, these results showed that Taiwanese travelers may look more positively on 
Taiwanese airlines, assigning higher values to Taiwanese airlines than to Mainland Chinese 
airlines. Of course, it is also possible that the service performance of Mainland Chinese 
airlines was lower than the expectations of Taiwanese travelers, which was why all service 
attributes of Mainland Chinese airlines received negative scores. 
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From the point of view of travelers from Mainland China, the perceived service quality for all 
Taiwanese airlines’ attributes was higher than expected; however, they felt that some services 
provided by Mainland Chinese airlines were lower than expected. This was especially true of 
safety performance, baggage claming and on-time performance, as well as flight schedule 
convenience, which were the lowest four ranked services. 
 
The service ranked top by Mainland Chinese travelers for Taiwanese airlines was EMP3, the 
convenience of flight scheduling, while TAN2, the quality of in-flight environment and 
seating, followed close behind. By the way, Mainland Chinese travelers perceived check-in 
procedures, in-flight meals and entertainment facilities, response to customer needs and the 
knowledge and skills of employees, as being performed well. On the other aspect, 
Mainlanders perceived the appearance and attitudes of Mainland China airline employees as 
their best service quality. However, they perceived the services related to reliability as the 
weakest for Mainland Chinese airlines. 
 
In order to determine whether hypotheses H1 and H2 are true or false, we used a t-test to 
separately analyze the differences in service quality between Taiwanese and Mainland 
Chinese airlines, from the perceptions of each sampled groups of travelers. The outcome, not 
shown here, indicated that there were significant differences in the perceived quality of all 
attributes, between both airlines, regardless of whether the travelers were from Taiwan or 
Mainland China. These conclusions led to the rejection of hypotheses H1 and H2. 
 
Moreover, we used ANOVA to exam hypotheses H3 and H4. The results, illustrated in Table 5, 
show that some attributes were significantly different at the α-level 0.05, between the 
perceptions of quality by Taiwanese and Mainlanders towards Taiwanese airlines. These 
attributes included TAN3, TAN4, REL2, REL4, RES1, RES3, RES4, EMP3 and EMP5. In 
testing the differences between the quality perceptions of Taiwanese and Mainlanders towards 
Mainland Chinese airlines, there was only one attribute, ASS3, with less significance, in 
which the p-value was over the criterion of 0.1.  
 
These results implied that most services provided by Taiwanese airlines were not significantly 
different when it came to the perception of Taiwanese or Mainland Chinese travelers. In other 
words, the service quality of Taiwanese airlines was consistent, whether serving passengers 
from Taiwan or from Mainland China. The performance of almost all the services provided by 
Mainland airlines, however, were not only inconsistently between the two groups of travelers, 
but also the Mainlanders’ quality evaluations of Mainland airlines were lower than the 
evaluation of the same services by the Taiwanese (see results in Table 4). From these results, 
our conclusion was to accept hypothesis H3, but reject hypothesis H4. 
 
 
4.3 Reliability Analysis 
 
Cronbach’s  was used as an examination indicator to determine the reliability of the 
measurement scale of service quality. The value of Cronbach’s 

α
α  is generally required to be 

over 0.7 and the calculated results are listed in Table 6. 
 
From the figures listed in Table 6, it can be observed that the reliability of all service 
dimensions, in terms of Cronbach’s α , was greater than 0.7 from both sampled travelers’ 
groups. Actually, nearly all service dimensions, except ‘Reliability’ from the Taiwanese 
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travelers, received a Cronbach’s α  of over 0.8. This meant that the SERVQUAL 
measurement scale, applied in this paper, was reliable. 
 

Table 5. ANOVA Comparison of Service Quality by Nationality of Passengers 
   Taiwanese Airlines Mainland Chinese Airlines 
 Taiwanese vs. Mainlanders Taiwanese vs. Mainlanders 
 F Value P Value F Value P Value 

TAN1 0.34 0.5603 21.02 < 0.0001 
TAN2 2.69 0.1019 27.38 < 0.0001 
TAN3 16.08 < 0.0001 61.76 < 0.0001 
TAN4 7.28 0.0073 40.70 < 0.0001 
REL1 1.01 0.3164 12.50 0.0005 
REL2 7.19 0.0076 13.59 0.0003 
REL3 0.82 0.3655 36.63 < 0.0001 
REL4 4.09 0.0438 24.55 < 0.0001 
RES1 4.95 0.0267 3.36 0.0674 
RES2 2.65 0.1045 36.03 < 0.0001 
RES3 8.35 0.0041 34.38 < 0.0001 
RES4 11.37 0.0008 26.81 < 0.0001 
ASS1 0.25 0.6146 34.90 < 0.0001 
ASS2 0.00 0.9494 6.52 0.0110 
ASS3 0.35 0.5552 0.92 0.3389 
ASS4 0.83 0.3636 29.63 < 0.0001 
ASS5 1.76 0.1851 38.26 < 0.0001 
EMP1 0.36 0.5479 8.38 0.0040 
EMP2 1.01 0.3155 3.38 0.0667 
EMP3 35.90 < 0.0001 29.60 < 0.0001 
EMP4 1.12 0.2898 29.00 < 0.0001 
EMP5 8.94 0.0030 34.87 < 0.0001 

 
Table 6. Reliability Analysis of Service Quality Dimensions by Nationality of Passengers 

 Cronbach’s α 
 Travelers from Taiwan  Travelers from the Mainland 

Tangibles 0.8339 0.8424 
Reliability 0.7488 0.8217 

Responsiveness 0.8414 0.8423 
Assurance 0.8344 0.8399 
Empathy 0.8373 0.8519 

 
 
4.4 Analysis of Airlines’ Strengths and Weaknesses 
 
We obtained the service score of each service dimension by adding up the scores of the 
corresponding attributes for each dimension, then averaging this by the number of attributes 
in each dimension. In order to clearly observe and compare the strengths and weaknesses of 
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the airlines of Taiwan and Mainland China, we created two diagrams, representing the scores 
of these five dimensions. Figures 3 shows the results, based on the perceptions of the sampled 
travelers from Taiwan and Mainland China. 
 

-2

-1

0

1
Tangibles

Reliability

ResponsivenessAssurance

Empathy

Taiwanese Airlines

-2

-1

0

1
Tangibles

Reliability

ResponsivenessAssurance

Empathy

Mainland Chinese Airlines

 
(a) Views from Taiwanese travelers       (b) Views from Mainland Chinese travelers 

Figure 3. Scores for the Five Dimensions based on the Perceptions 
of Travelers from Taiwan and Mainland China 

 
From Figure 3(a), it can be seen that, from the perceptions of Taiwanese travelers, the service 
strengths of Mainland Chinese airlines lay in the dimensions of ‘Assurance’ and ‘Empathy’, 
while the service weaknesses fell under ‘Tangibles’ and ‘Responsiveness’. From Figure 3(b), 
we see that, from the perceptions of travelers from Mainland China, the main strength of the 
airlines of Mainland China was ‘Responsiveness’, with ‘Tangibles’, ‘Empathy’ and 
‘Assurance’ following closely behind. ‘Reliability’ seemed to be the main service weakness 
for the airlines of Mainland China. In summary, it can be said that the perceived quality of 
these five dimensions of the airlines of Mainland China, from the perspectives of both groups 
of travelers, was quite different. 
 
Furthermore, it was discovered that, from the viewpoints of Taiwanese travelers, the service 
strengths of the Taiwanese airlines, as shown in Figure 3(a), were ‘Empathy’ and ‘Assurance’, 
while a service weakness was the dimension of ‘Responsiveness’. Observing the results in 
Figure 3(b), there were no significant distinctions between the performances of the five 
service dimensions perceived by Mainland Chinese travelers.  
 
Based on the descriptions above, we can conclude that Taiwanese travelers were more 
satisfied with the ‘Assurance’ and ‘Empathy’ service dimensions performed by both airlines, 
and were less satisfied with the performance of ‘Responsiveness’. However, travelers from 
Mainland China were satisfied with the Taiwanese airlines’ performance of both ‘Tangibles’ 
as well as ‘Empathy’ and the Mainland airlines’ performance of ‘Responsiveness’. In addition, 
Mainland Chinese travelers were not satisfied with the performance of ‘Assurance’ provided 
by the Taiwanese airlines, or with the service of ‘Reliability’ provided by the airlines of 
Mainland China. 
 
 
4.5 Analysis of the Effects of Service Quality on Customer Satisfaction and Preferences 
 
We further investigated the causal relationships between service quality, based on the five 
dimensions, and customer satisfaction and preferences. According to Figure 1 and following 
hypotheses H5 and H6, it was inferred that good service quality would impact passenger 
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satisfaction, and consequently, that good service quality would also positively influence 
passenger preferences. To verify the causal relationships presented in Figure 1, and 
hypotheses H5 and H6, we looked at the five dimensions of service quality and passenger 
satisfaction, the valuation of total perceived service satisfaction given by respondents (these 
were represented as the difference between both groups of airlines), and passenger preference 
as manifest (i.e., exogenous) variables, using Path Analysis to estimate the causal 
relationships. Figure 4 and Figure 5 demonstrate the final estimated results. It should be 
described further that the value of the five dimensions of service quality were got from 
averaging all the attributes’ scores of each dimension. Therewithal, the preference was the 
passenger intension of flight taking when making a direct cross-strait trip in the future, 
measured by a five-point Likert scale. The five measurement points are “I definitely will take 
the flight of Taiwanese airlines”, “I probably will take the flight of Taiwanese airlines”, “I will 
take either the flight of Taiwanese airlines or Mainland Chinese airlines (depend on the 
schedule)”, “I probably will take the flight of Mainland Chinese airlines”, and “I definitely 
will take the flight of Mainland Chinese airlines”. 
 

Tangibles

Reliability

Responsiveness

Assurance

Empathy

Satisfaction Preference

0.245
(3.752)

0.079
(1.683)

0.096
(1.755)

0.124
(1.542)

0.146
(1.743)

 
GFI = 0.994; AGFI = 0.969; χ2 = 6.055; d.f. = 6; P value = 0.417 
Note: figures in parenthesis are t-values 

Figure 4. Path Analysis Results – Taiwanese travelers’ perspectives 
 
Figure 4 demonstrates the result of path analysis from the perspectives of Taiwanese travelers. 
It represents the perceived service quality, in terms of the difference between Taiwanese 
airlines and Mainland Chinese airlines, which may affect the satisfaction and preference for 
Taiwanese airlines. The result was quite good as the index of GFI as well as AGFI are close to 
1, and χ2 value is less than critical value at the α-level 0.05. From the direct paths and figures 
shown in this diagram, the direct effect of ‘Tangibles’ shows the most significant, ‘Reliability’ 
and ‘Assurance’ on ‘Satisfaction’ seem less significant, but the t-value of these constructs still 
over 1. Besides, there is no direct relationship evident between ‘Satisfaction’ and ‘Preference’, 
but ‘ Tangibles’ as well as ‘Reliability’ had a few significant effects on ‘Preference’. 
 
These findings indicate that the differences in ‘Tangibles’ between the two groups of airlines 
was the key factors influencing the satisfaction of Taiwanese travelers positively; however, 
the differences in ‘Reliability’ and ‘Assurance’ also affected Taiwanese travelers satisfactions 
more or less. In spite of that, ‘Tangibles’ and ‘Reliability’ seemed to have a few important 
roles in affecting their preferences. As most Taiwanese travelers travel cross-strait for 
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business purposes, it makes sense that they pay more attention to services performed 
dependably and accurately, especially transfer services and on-time performance. Meanwhile, 
they also emphasize on the quality of physical environment as well as outlookings of 
employees. 
  

Tangibles

Reliability

Responsiveness

Assurance

Empathy

Satisfaction Preference

0.628
(4.429)

0.362
(2.486)

0.331
(2.104)

 
GFI = 0.997; AGFI = 0.989; χ2 = 1.293; d.f. = 7; P value = 0.989 

Note: figures in parenthesis are t-values 
Figure 5. Path Analysis Results – Mainland Chinese travelers’ perspectives 

 
Figure 5 illustrated the relationships between the perceptions of Mainland Chinese travelers 
towards the difference in service quality of both nationality airlines (i.e. the perceived service 
quality of Mainland Chinese airlines minus the service quality towards Taiwanese airlines) 
and satisfactions together with preferences of Mainland China airlines. As can be seen, the 
estimated result was also performed well. The index of GFI and AGFI are close to 1, besides, 
the χ2 value is much less than the critical value at the α-level 0.05. From Figure 5, it can be 
seen that only ‘Reliability’ and ‘Assurances’, regarding to the differences, had positive 
impacts on the satisfactions with Mainland Chinese airlines. By the way, there also was no 
evident to support the direct relationship between travelers’ satisfactions with Mainland 
Chinese airlines and their preferences of the same airline group. However, ‘Empathy’ had 
significant direct effects influencing Mainland Chinese travelers’ preferences of airlines from 
Mainland China. As a result, it may not have strong evidences for supporting the acceptance 
of hypotheses 5 and 6. 
 
Summing-up pervious findings of analysis, it led to the conclusions of verifying the six 
hypotheses mentioned in section 3.1 as following: 
 
1. Hypotheses H1 and H2 were rejected through the analysis of t-test. It implied that 

whether serving travelers from Taiwan or from Mainland China, the service quality 
performed by both groups of airlines were perceived different from the perspectives of 
Taiwanese as well as Mainland Chinese travelers. 

2. Hypothesis H3 was accepted but hypothesis H4 was rejected. This indicated the service 
quality perceptions of travelers from Taiwan and Mainland China to Taiwanese airlines 
was identical. While there was significant variances between the views from both 
traveler groups for Mainland China airlines in service quality. 
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3. There was no obvious evident to support the rejection of Hypothesis H5. Although there 
were still some services that affected travelers’ satisfactions positively, it was seemed to 
be insufficient to judge the hypothesis H5. Whatever, it was obviously to see that there 
was no direct affecting relationship between satisfaction and preference. 

 
 
5. CONCLUSIONS 
 
In the service industry realm, the airline business is quite typical. Passengers’ perception of 
quality of service plays a key role in airline management, whether in Taiwan or Mainland 
China. This study has examined the service quality of cross-strait airlines from the 
perspectives of travelers from both Taiwan and Mainland China, and has discussed the 
differences in service quality, between these countries’ airlines, and their effects on travelers’ 
preferences. Through this analysis, some significant conclusions were drawn: 
 

1. From the service quality analysis, it was evident that the overall service performance of 
Taiwanese airlines was better than that of Mainland Chinese airlines, from the 
perspectives of both travelers’ sample groups. The perceptions of service quality 
differed significantly between the travelers from Taiwan and Mainland China. This 
indicated that travelers’ habits, cultural backgrounds and social environments might 
influence their perception of service quality. 

 
2. From the perspectives of Taiwanese travelers, the service strengths of the airlines of 

both Taiwan and Mainland China were ‘Assurance’ and ‘Empathy’. The service 
weaknesses of the airlines of Taiwan and Mainland China were ‘Responsiveness’ and 
‘Tangibles’, respectively. However, from the viewpoints of Mainland Chinese travelers 
to both groups of airlines, it was evident that the services of ‘Assurance’ and 
‘Tangibles’ were the weakness in the airlines of Taiwan and Mainland China, 
respectively.  

 
3. Not all service dimensions had an obviously direct impact on customer satisfaction. 

‘Tangibles’, ‘Reliability’ and ‘Assurance’ may be the three services that did directly 
affect Taiwanese travelers’ satisfaction with Taiwanese airlines, while ‘Reliability’ and 
‘Assurance’ may influence the satisfaction of travelers from Mainland China with the 
airlines of Mainland China. In addition, travelers’ airline preferences were not directly 
dependent on their satisfaction, but were directly affected by some service dimensions, 
such as ‘Tangibles’ as well as ‘Reliability’ for Taiwanese travelers and ‘Empathy’ for 
those travelers from Mainland China. 

 
4. The findings of this study indicated that the cross-strait airlines should have different 

marketing strategies as well as progress programs in terms of service quality. For 
Taiwanese airlines, they should keep ‘Reliability’ and ‘Assurance’ progressing for 
attracting more Taiwanese as well as Mainland Chinese travelers and upgrading their 
satisfaction. While for the airlines of Mainland China, they should pay more efforts on 
improving total service quality, especially the dimensions of ‘Tangibles’, ‘Assurance’ 
and ‘Empathy’. 
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