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Abstract

New high-speed rail service, the Korea Train Express (KTX), has been beginning service in Korea. We

measured the service quality of the Korea Train Express and comparatively analyzed the service quality
of domestic flight and express buses which are means of long distance transportation.

Furthermore, by using the Kano model, the perception level of the service of customers is not only seg-
mented in groups but also switching barriers are derived.

As a result, the customers by group have a difference in the level of their perception. While in both
high—speed bullet train service and flights dimensions significantly affect the customer satisfaction and re-
tention excluding a responsiveness dimension, in the Train Express four dimensions (Reliability, Responsive-
ness, Assurance, Tangibles) with the exception of Empathy which significantly affect the customer sat—

isfaction and retention.
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QA7HH # A 3 0.9452 | A TA) 0.9451 | <17= A 3 0.9496

ENHC 0.9401 | wietew|¥ 3 0.9469 | wigrelwiy 3 0.9111

A2 B2 2 0.9151 | MH|= 3% 0.0183 | Mu)~ 32 2 0.9264
& A 13 3 7 13 3 A 12
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Ho| oA A Atk FAA BARL T ATh NE AE|A LY FFFELRE B o 1A
EAAA(VIDSe R IS Badsts 2 Do fog dFS HAE AH2ee u53
F820e 10014, 3akeAE 0.1018HY of 2 59 AS 34, A=A, 384, A £
th B AFUtde N FAAEARE 2% 0180 IARE Fod FFE v glon FF7]Y
A3 1084 v Zouma FAAe FAE ot BAEE A, F¥AF, S ol 2EH A9
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A 4 At (FdAE| B3t | pdt | ASY [HEAFE| FE | @ | ASNY HoAE| Fat | o#
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NEA | A [244.165| 0.357 244.663| 0.304 392.516| 0.405

3t A [247.538 249.707 393.378

ekt | 5.193] 2596 | 8597 | 0.001 | 1.997| 0.999 3.654| 1.827 | 4.978 | 0.007
A4 | Fehd [205.966] 0.302 214.482| 0.267 | 3.744 | 0.024 [350.514| 0.367

3t A [211.159 216.480 354.168

[z | 5.975| 2.987 | 5354 | 0.005 | 8569| 4.285 | 9.762 | 0.001 | 5.169| 2.584 | 5.472 | 0.004
F384  Avdl | 385.0| 0.558 348.953| 0.439 447.262| 0.472

g A [390.975 357.522 452.430

AA | 5.215] 2608 | 7.383 | 0.001 - - - - 1.744| 0.872 | 2.025 | 0.133
T4 | vy (244.415| 0.353 - - - - |406.864| 0.431

3t A 249.630 - - - - 408.608

Jd7r| 3247| 1624 | 4627 | 001 | 6.157| 3.079 | 8.809 | 0.001 | 4.113| 2.057 | 4.467 | 0.012
WA | Fe | 242134] 0.351 277.843] 0.349 436.015| 0.460

g A 245.382 284.000 440.128

<E 6> AHlx FHT uARZe 3ARA A3
1A e # 3 7 g s

Al F3k PZt | R2 | ABE Fgk Pgt | B | AT Fgk PRt | R
5|9 |241.018| 153.743 |0.001 |0.472(226.117| 208.873 | 0.001 |0.446(239.458| 156.364 | 0.001 [0.393
A2t 1269.326 281.194 369.683

0.232 |6.79710.001 | 0.530 [1.888 0.340 [10.033| 0.001 [ 0.465 [2.151| 0.225 | 7.803 {0.001 | 0.607 {1.646

r> | A
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0.165 [4.112|0.001|0.380 (2.628| -~ - - - - | -0.015 [-0.441(0.659 | 0.417 | 2.400
0.029 [0.703]0.482|0.351 {2.852| 0.046 | 1.163 | 0.245 | 0.341 |2.935| 0.141 | 3.875 | 0.001 | 0.381 |2.628
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A¥g | TR | e# | R | AFR| Fgt | @ R |ASY Rt o8| K

217478 42.030 0.001 0426  |179.813|47.173| 0.001 0.354 199.645(38.905[0.001| 0.328

292.866 327.498 409.496

Sl | A

o10t] 394 0001 | o0u7| 1056| 0.124] 459 | 000t [ sse | n112] 0et| 5432 oot 0sar o6
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B4/REF - B JroWe 88 DAHT Do HRY DAY TALE U MEFe Bet AT

-

AL & & ok wEA M THDE FEXHoE 7Hae tE AA) BEAAAE <FE 11>, <E 12>,
A B = ATh <E 13>, <E 14>, <X 15>, <X 16>°|t}
<E O AT aAFA ] JAFA A
153E %37 LEW 2

AES Fgt o3t R As| Fgt | o3t R A | Ft | ot R
i 209.426| 34525 |0001{ 0379 |156.192{37.082|0001| 0301  |154.155|27.808| 0.001 |  0.258
#
5 |343.333 361.883 442,377

:ﬁg 0.124| 4.475|0.001|0.947 | 1.056 | 0.090 | 3.290 | 0.001 | 0.899 | 1.112| 0.094 | 3.667 | 0.001 | 0.937 | 1.067
% 3; 0.108] 3.208{0.001 | 0.644 | 1.552 | 0.152 | 4.872 | 0.001 | 0.700 | 1.429| 0.196 | 6.676 | 0.001 | 0.716 | 1.396
g

gg 0.207| 6.167|0.001|0.647 | 1.545| 0.257 | 7.387 | 0.001 | 0.558 | 1.791| 0.228 | 7.202 | 0.001 {0.619|1.615

g_i 0.129| 4.3690.001|0.839|1.192| 0.036 | 1.278 | 0.202 | 0.853 | 1.172| -0.005 |-0.180| 0.857 | 0.941 | 1.063
%l %E‘j -0.014|-0.378 | 0.706 | 0.505 | 1.979| 0.029 | 0.823 | 0.411 | 0.544 | 1.837 | -0.023 [-0.690| 0.490 | 0.573 | 1.746
J

?j‘:j 0.116| 3.003|0.003|0.489 | 2.043| 0.063 | 1.575 | 0.116 | 0.429 |2.332| 0.070| 1.917 | 0.055 | 0.470|2.128

:%H_% 0.094} 1.898|0.058 | 0.295|3.386 | 0.003 | 0.094 | 0,925 | 0.494 |2.024 | 0.048 | 1.754 | 0.080 | 0.842|1.188
T ag
}\3 23 0.099| 2.8270.005|0.601 | 1.665] 0.029 | 0.851 | 0.395 | 0.578 | 1.730| 0.152| 4.818 | 0.001 | 0.619]1.617

:2;% 0.213| 5.74910.001|0.535| 1.867 | 0.138 | 4.140 | 0.001 | 0.606 | 1.649| 0.092 | 2.919 | 0.004 | 0.628 | 1.594

%ﬂ;}j 0.094| 3.29810.001|0.907 [ 1.102} - - - - - | -0.013}-0.483| 0.629 | 0.864 | 1.157
% :—?Bi 0.049] 1.260)10.208|0.4772.094| - - - - - | -0.028]-0.836| 0.376 | 0.621 | 1.611
g

321 0.133] 3.380|0.001{0.474|2.109| - - - - - 0.023] 0.674 | 0.500 | 0.514 | 1.945

zﬁ? -0.039]-0.792 | 0.428 | 0.300| 3.334 | 0.052 | 1.393 | 0.164 | 0.481 | 2.077 | -0.025|-0.874| 0.382 | 0.770| 1.299
g :Fﬁg%d 0.032| 0.78010.4360.4412.270| 0.055 | 1.472 | 0.141 | 0.477 {2.096| 0.057 | 1.703 | 0.089 | 0.550|1.819
!

32‘% 0.006| 0.1460.884]0.439|2.280| 0.118 | 2.894 | 0.004 | 0.405 | 2.468| 0.072| 1.970 | 0.049 | 0.469|2.130
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o

T4 E xR T 3 7] AR e
A | FR | p#k | R | ASY | Fg | p# | B2 | ASY | F#t | p#t | R
3] |377.364|1856.754| 0.001 |0.683|293.764 | 1364.625| 0.001 |0.567| 319.952 {1400.903| 0.001 0.536
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