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2 ATk EF FHESHAA, FA A AAEE 2E 2Y9F FEE AFse
QATAFFL 2001d A F 20059 L &F7] &3 1653, o7 26297
W, 3 214TES AYsanh. dAFAFIE AL VIFEL R 20059 11¥
AR EFE ALY, SFHERE AA3HY FFoln ofAlol HZxe CAT-lb &
FE P58 ZFUAHG2
HE A3 A=l FAAYN FFH Y FFNEAL S
vete] QAFA TS vS AAFI "E@Ad o
g Aotk FFEFAU 29 ol& gL A4, FE, $HE Folth
Parasuraman &9 SERVQUALS FAHLZ st &F oA AH| T
daest F3d AT BE d7AE] FIPHAKoY FELF
v 5% FHdAMY T MUl AaFdd B dFe BA FUTh
old mal, & dFe FIAU 2 o] L&A EFEFAHRL, IASFHA, A3A
A ol A4 Nu2FAE HE}D 159 7] FujgFo ofn
= ghe}, FEAH & o &AL F
ot AU 2FFde 2o/t A& £ A7) AEd oo o

1. 23923499 S43 o) 27 93

L Mul=Fde g 2 23

QA FAol @ ATFE 1909 AAE AZBE, Z A% B
A EAAARLY £5S BHoR A7HolA gom, 19804 o] Tt A
2e 2ABR AN AR FUAA Au2 FAATO TR A
FH 0},

1) FF&45AZ Y3 ATISHR, http//www.airtransport.or.kr/atis/statis/L_statis_1_l.asp
2) AAZAFTEFA, “BEol FAFFeZ 7l Z(Vision 2010, Journey to
Greatness)”, 2005. 11.
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EA L xzte o] ddxdel 7 (unidimensional concept) &2
AzZetA] gon EAd g Hrle e 29050 I N Hoz o] Fo
Atk & AU2BA AGE A $9E 72 Goha @ F e

G399 Yyos Aoz e

tetrebdt 5(PZB)2 1988 A9 AyATE st Mu2gd &
NA-AF G st MU 2FEE FHrley 93 SERVQUALS /HEdoh
ol FITWHL AHREY Mulxd g sldiet A i AAe &
A FARste Ao, aANS AFda F2 g V|HELYA A
do ERNE T vt o] WL HE2Z Jfgd A¥AFE SHAURCE,
o] F Aujxigle] YA AEAZ ¢ dE A W eg MujanAE
FIolA v FEYRA STEHAR 2 ALHATSD

Myl 2 ol AFdA @alE SERVQUALEA 3" FZolgke 7
‘A9 Z4 (perceived quality)’S L &3t ol FrAe A
g0 980 &3 AvAe] A@E ojudrtd Bt F
F40] ARAQA FAT: 28 "Hxo & Feoln A A=
go2n ZFETT ATt

35S AH|aFA] MujazFe] Al Fe ol stk =7e AT Auj2 A
FTAY AA Aol B3 A7 Aol 2RE 7A@ © FAsATh wEkA
AZ4E AR 2FAL 2 AZF 7)Y Abeld] EAlste HAee F=d W
Fo 2 ZHHT}

<Y 2-1>& ot 22 7luje Ao A7} zto] ¥mE B MH|~FZ
o] Yetdtis MulAFARF oz AAE A7t 7IHET Fow MulA2F
Aol ¥t3, 1 widie MulaFde] e Aol

_L4

A

A}z

o ]

R rl,%
N
Blodn i@ rlo

N

]

3) A. Parasuranam, A. Valarie, Zeithamal and Berry. L. 1., "Reassessment of
Expectations as a Comparison Standard in measuring Service Quality:
Implications for Future Research," Journal of Marketing, Vol.58(January), 1994,
pp-111~124.

4) A, “EFANRED A7) —T‘ﬂﬂﬁg%fﬂ] uXE Q4 vA-dyegt
olgaE FHo2-, MAFAYNTEE, TEHITL k4, 2001, p.58.

5) A. Valarie, Zeithamal, "Defining and Retailing Price, Perceived Value," Report
No.87~101, Cambridge, MA: Marketing Science Institute.
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<3 2-1> MH|AFERY

e el A
=R QO
(FHZZaW ’_’ (Expected Service)

g=¢ Hela 2
Q .
ol <l (Service Quality)

NZE M| A
(Perceived Service)

AFE : A, Parasuraman, et. al., "A Conceptual Mode! of Service Quality: Implications
for future Research,” Journal of Marketing, Vol.49(Fall), 1985. p41.

2. 3FABI 2

E
x
|>
lo
1o
1o

1) 2&

FF71E o] &3 SFAHCEZNY FIL 37 o|AFAALT AAHYA
A2 FAH Uz, NE EFA2HE Airsides} Landside® TEETh 3%
HARY gate ©]F DL Airsidedt H3tm 3d27] )AEH 45 L AF, 2
o m& 7% Aol ol R & A H& L3t} Landsidest IS Airside
gt 7718 BAE FASY, T2 AAAY £ FFAYANEHR FAR R 718
FOAAE o2 o]FolA] It}

T & Be]7)1Fd s Martel? Seneviratne(1990)& F&< 4 Eu|d
o] Muja £ YL FE 84S AFSHAM FIAHAE 1249 FF
AldE R FEII o] A =&, 28 A4, B, 5 TY AF &2
2 UFAT o] AR & 7k AJdA ZtFojop & Mu|x WMEE A
Aelste] FFA LR FF Yot B ApoM FFAE" 60 oz o

6) o)FF, “FTIMUA-FIMuA 24 B AHE FHeR, TFFIE,

%4 A3%, 1994. p. 30.
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o] o] B3l E3F Ndoh®t Ashford(1994)E wEX ¥ A =5 H7}d
A FIFMHAE <HE 2-1>F o] 57 REoZ JFYrhD)

<E 2-1> SEMH|A AJAH

{4 3 - ticketing, check-in, 2Ot $SIE X2,
e STHAL M HAA
o7 = - Hlo|EBIRX], &5 22X, &4 Y ZE A (concourse)
e OlSA M| - curb X, B, TEXY, g5 U EHS
HoiAlA - S, 2, AMMFUE), 2=, hlAlM, J]Et
HZ ISAA | -2 &5, Hely, 23, dAet o
29, gvlth IATACA AAs) 23 = Airport Monitor Survey©l A &
=°] B3 237019999 F& Mulx BEEE 7p 3 A A FF624 —“?ﬂ)
< WAeR A gtk FYdAe IFFFATEIAA <FE 2-2>9
T £9, N4, 374 59 FHo wet FFAMu 2~ 2405 AE3E

7) N.N. Nhoh, and Norman ]. Ashford, "Evaluation of Transportation Level of
Service Using Fuzzy Sets,” Transportation Research Record, 1994.

8) FEH - A= F53 92y, UAAFTATHY Au2FEF A BT
AT, TAEstA T, |, A283F, 2003. 4, pp.817106.
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<E 2-2> 7|5¥ A2 B/
X9y AMEZ | EHold B2 Ejold HE AlolE
(regional (ground (terminal (tennin: b:ilin ) (gate and A/C
access) access) access) g parking position)
A2sHE 2 . .
;j‘z +:| " -information 44l
tel H o 2¢
= Bel 28 | ozvisasl
2lyd -check-in  AfH] A
2™ [ N ol | A&
SYUD L) g |y g [can0lB H| = o | MIERAL | siaajael
saciol 8| ™ 7 S aly FoErel | zgoigz | may
= AR 2 &g 2siEzbEAL| T2 E T ST Held
E Ol =4chol -porterA{H|A DR E | TE EHREH (01 A
2EEY K| S0 FABAYE | R gep) Mol it
SIAIM(ZH -FxRFe éf =z
O od ME{/ 2 Ax Ao|lE H2
THOHS o | TE o sGmdEE0sT | o
BX XY/ -curb-side 2| = .
_:-| EO‘_}?:-{A_'H x‘"%/;o o) -K‘IAISHEL
S XAEl 2 20| SOAl ALY AL 27}
Rl ) Rz 5)
-2ste| x|z - HAE (AR L )
= 9|x| Al A gy AN}
-S4 olsAlMx} SM9| iR
- 38 Hstaffo] THY ! MEY
- HobZAl ALARIO| HOlst ol s
- 24A|12F 2H ;EP’Z;?DI
- CHYEX|E AlY O i A 2 e
. =2
| Saalael obEA ©l: EIX|238, VOD)&E
. ZatA|Ale| by x| - waiting lounge
- 38 H$HEY UX|eE
Az : =S TUEHE, “SSMU|AROL fEZAL EETE, H17E, No4

3. MY~ F4o HyPAF

1990 d el TQM(Total Quality Management)©] 7199 AlHCZ AAHHA
A7 vp7AA 2 TSM(Total Service Management)S 284 AH| 24+ 9]
YRS Agdte dEHQ] &2 Ae=u Ut o) G9d 7199 A
F40] 7‘1‘3]&.% Agste 719 ZASHAG AR ZFAA HAHA &
Aolgte AL FAS & F= AoH, MuaFAe] 7199 4FAA FI48F
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2R Fe Mg fEe aQdolge A& on@.

Reichheld$} Sassere 79| FaA4E 7Zxabdx FA, BiH4, £94
o] #ANN DAHFEEY 5% F7he 26%A 86%7HA S F£AF7HE THA
£ta Brletgth A7 aAE5Y FAEE AuaEdz A3 ARH RS
2 gAY el a2n nEAY Ede Bvjs v, 2 FeiAtet
TEAY AN 29T £ AT

OdelE 278 SEAAA g AquagdE AT ddMe
e rHos dofju]&& TP a2} ZE ®

Utk 2849 Mulae ddcze FARAE AT & SAVES 28

oo
L.
Hir
R
s
fr
poih
flo
o

Slot, %719 Belly Space, &338 %), 28]z &% Ao =& v & %
oltt. AU 2FAL MAGduAste FRES LAY AAF G FHAL
2 FAgez Muagdd 2o &
H8)E ZA4A 1D

FTIAH A FA #F AP TE <F 2-3>F 2o a2yt FIAH
2 F4L 99 7R Fo-a glod, Aulx wAEA dgetn e Al
Ztd Mel= F49 MdF ti Aozt vk o|AL A o] A (Zeithaml,
1988)120] A zZtd FAolgte MEE =Yt “AFoll A ARHJA +574
ojvt ¥4 g A # 2 EAE HI3 A Hleto, ARAL
FA07 W&o nAEC] U3t FAAol e AFolst AT

T a5 §3HA A7 I A4 MuAFE FAA 4R

o, JELHE 9I3e FALFEA FHAA

%
o

¢

9) F. F. Reichheld, and W. Earl Sasser, Jr. , "Zero Defections: Quality Comes to
Services,” Harvard Business Review, Vol.68 (September-October), 1990, pp.105~111.

10) D. A. Collier, The Service/Quality Solution: Using Service Management to Gain
Compeititve Advantage, Burr Ridge, Illinois, Irwin, 1994. p.203.

11) M. Langer, Service Quality in Tourism, Peter Lang, NY, 1997. pp.32~35.

12) V. A. Zeithaml, "Consumer Perception of Price, Quality, and Value: A Means-End
Model and Synthesis of Evidence," Jowrnal of Marketing, April 1988, pp. 35-48.



174 TEBwEBEE, F3346Q007. 2), F3k HEES - R

il s E4d4a¢
Martel & 23 Bujde MujA $Fo ¢S FE 84F F
Seneviratne MBI AE 12709 FIANAME FES)
(1990) AA, 3 5o AF YL TE

Ndoh & Ashford | @Al Al2€E o4 g 324, 71ds, 3
o .

(1994) ol FAA, BUAAE, HE 5’-%"\] A S 5/ REoE FE
IAT{\‘,IQO‘m‘;irmO“ IATA7F 3% 2370¢] B8 Moz 222 Xz A A7
Sty | FEEN TN gow AnarEe W Ak
TN 9 AH=ZAFEE 2270 Mu2¥EA FA42A9E% 7R Z
321(2003) 299 e84,

QW T A FF SERVQUALY EAFA LS 2o
A 9 el Mulx EFAaL FHEIAC &M AFRFE
221(2003) FYAA, FgAa AFA v BFY, I, AEF
A=, FHAFoz FE.

AR : HHXNEE EHE AFX 7o

A5 4A L o4 ¥y

o) A79 BAe FPAH2Y o] §AA $HALEFHY, A B
A, TASEIA $o) ALY TN FLe JPA FAS Yo,
o] Fol thelH FFEIYTI 1A 5900 4P Azetn YESE



VA=A T FEEEA M2 ol &2 AZd MH2FDA FF AT 1D

of Ao BAS D3 st WA FPAH A~ FH| Hrhade 4%
stuAstg et FFAN 20 FA L #Hatd e A2 AW E Hhe %01
oA 7kA £/7F dehvda Qo Aulx 4 Aztd g d7ME £
Az FH 8 fFota old e AFFEE At am.

3, A2 4L FFo] A4 JIHE AZste] oo wEk A
£ AL, AFet 242 AN Jdet vlaste AlFE Au2e] AHE s
7bete Rol7] dEd, Aul A AFA FFedEaT 1 AH2E o838

ey

EFAoA e doldtAl vebd 7HeAdol At

e
tijo
1p
.
i
t
sl
[»

e o

<3 3-1> d72¥

———————————————————————————————————————————————————————————————

R R EEEED
[ ]
29000|
o | [ oioHst Meix
ki GAP 2 o) - =YX
A R R
22900|
it X281 A &
ES 1
= GAP 1
=
2 ol
=&o
M P ELCIPYTTEN

A o] Aol FEAE2e A, BF, HE T BUEE 49
dhe <ad 3-1>3% 2 d7EFS AAs

ol dFE FTHAMY| 2 AP 71EATE EYR IS FALIES W
¥4 F4 F¥ =¥ SERVQUAL B oate] F&ota, 7Ith-E2¢X
it 2As Al Tt} Ao BdA ] o Aulx FAE F
ST 123 el 7]~ %WNQHHMASWWJ%EﬂEﬂ%%
FFE WA E A2 d7RYE AAGs. AT HAS 2 gAY <
7He baw Zoh
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74 1 FFe] A4t JE Au2ELY A AU 20 §A7L
AZg AF Aol E Ao](Gap 17 & Aol

7 2. FgAu 2ol &7} e Mula FAR X z7e A3} Ao
ol = 2ol (Gap 2)7F A& Aol

2. W4e] 22A el

1) I2e| J|thet M3t

o] AN A3 2y JHEE HEE] A8 FIA 2 dE F
Bl A o] gxte] 71t AHE Z2Fste] ok gr) FEAH 2o hE RS
7 =S EAE7] 95t Parasuraman So) AAZ AujaFEdol 574 X
3 T Mulx A48 3712908 SPASE 39 AR S AA G
t}, olo watM HEEGF S AuAFER 227 £33 I AujaA A4 Yot
8 BgozE IATACA wid AAse Iziste FFAMH|2 FAA
‘Airports Monitors} 25 2 FFAe FFMu& FHEFES Ao
FAREE AR F HF 1582 FAHAYT

%

2) 1o ghET

o] Aol pARELE “mHo] B Y&l ARF ez T YW 7
o} AFaH F AZAE AAGHI ZolHrte] | Hole wEToz Aol
31, 5o e vzt AU FF FolA A =43 B FH
270 FES AAE TH JEE SHIFUT

il

)

3 Zareglel Moz x2
FHEYAL o] AT 2ol @ A4 TR a9 FE 8
Qo2 MY $40 el ANE P AAE TR Az FPeAT,
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1) ZAF le

o] AT st 2005Q 28 FE 4¥7AA fEdEt] FFAE| A o] &R
(F5F4, A3R EFYA, TAESYA )T ddezR FUdER 94
HES AN 3 HEHoR HJIE BIAY ABE BN ALE3ATH AHE
g AR AWEE AN HER F 3000 F FASLTAA AN FAG 48%
Ql 1210) 9} LA F AN FAR 1300 E AR

2) BEARY AFFANA
Y AR AFEALA

Ex
=
E X
=5

%
AL ofge <% 3-1>F Zoh
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<E 3-1> ATFEALA 54
L 3 & SRS W) &
k2 166 73.8
4d o 59 26.2
37 225 100
20t 67 29.8
30t 87 387
ik 40tH 57 253
50t) o}d 14 6.2
A 225 100
¥4od 106 475
3254 35 157
9= TAEL LA 18 8.1
° YA HRELYFA 15 6.7
7 e 49 22
A 223 100
54 o] 3} 86 384
6~10d 74 33
A7\ 11~154 30 134
16~20d 22 9.8
201d o] 4 12 54
A 224 100
100%H8) o] 3}k 7 31
1007H%] ~ 2004+ ©] 5} 101 45.1
P FLE 20079 ~ 30044 o) 3} 61 272
3002+ o] 55 24.6
3HA 224 100
3 ME23te 7N
2Abo AHEE HEAE QTR APFES FYAH 2 o84S 3Y
TAAES 2FOR FHNGG AREFL TPV 2 FA9 AFAT
23 HYATE FRAP o8, TALEAY AATATY FAAERY ©
4& B3 o8 Hesch PANEH A4E golo APYe AR} PE
o AAAEE B FAHC BAel AFHYLE YA 2A A8
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<E 3-3> MHlA ZFH Nz 2084

T o B AL A
clekst YZUEAIMZ HA=HO Uct 787
SEFUX|AUAMOl & 2R Ut 718

Ay | AHFRHRA § S RCX| ol # =Hof Aok | 714

0|8 | StEE{n|E2 7(HAIdo] H1 XHs} 707 [23.941|.8608

Hel8| sya £ s12xj2)u8 oo FolSUCH 621
st22| o|SAIY ¥ SMufx[7} & =of Uct 620
HotZAA|ARIO] #CiE Sof AUCH 521
stz ALz 2ol F&sict 820

AL AH MAH Zt=mo2e| oA iMo| crksict 780

Held| smsie MEsl & olRolx Ut g |00 8677
SM3tEE NMalshlo He|sict 716
SE/MBMALE 2D ZHESHC} 785

A& HIBIE wxI7E SOl 750 17.868|.7974
MorghzsiEs e X208 = Uck 643
2A7 S AlAEO0] B 2HH Uct 604

1L ARe 494 2 By 24

M

—_
~—

ofd

=}

AFdME FAEYH  (principal component method)S

A2 F2 dE B =E AS] e 2L

B2 E2E

Hg QAT ol
Fatel

23

(eigenvalue)®} A28 (scree)d A& 12F 299 8 Ao, JuslA
(orthogonal rotation)! Hl2l#A (varimax)& AHE-E 2U3 A& AT

dulzAatg AA JAxrt dojAe 8L AAT 8

1 EL X

TT__

y A% Au) s
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M for o

A9 39189L 6719 g0 FRIOH F HE
Mo ALt H T AuRALE AA At oA e BFE AAT
A Az Mulx FA9 9898 6719 89lez FEHALH F 25
g B5E Ayt HFEAN AL

=
=

5]
o

1l

do fo B¢ oy

<E 4-1> MelA EZo MEE &4 HIt

st BT 3 W3 A E(a)
+34 4 1,2 3, 4 8619
A=A 6 56,789 10 9154
THA 3 11, 12, 13 8822
A4 4 14, 15, 16, 17 .3909
R 5 18, 19, 20, 21, 22 9012

A A GE 3 23, 24, 25 8917

Au 2z AR B A0S FUn Hue B A3 A%
Hel 2 E QAT nhA st
*zwyg" 1o ol 098 239 Tk Al ARHE PA) 22
do) THE FRNES Tt Alede A
A

obo
s
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ox
24
to
fo
FE
ro
>
>
ol
gi
re
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0_>L
X,
3¢}
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re
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a =¥ Y Wz AE=(a)
Al o]-&3 2] 44 7 3, 4, 5, 10, 11, 12, 14 .8608
ARG 2] A4 4 6, 7, 8, 13 8677

A& 4 1,29 15 7974
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2. 7Vd1(Gap 19 A=

A2 49 24FEER Fgo] AGsn de A¥lx F29 4#4
ZASEAAN AAstn Qe AT dste Hulx FA 2Ad¥E FAR
FaAh 2 8QEE FALEGAY Aula F4 A Hee ﬂﬂi‘ﬂr
ol A5 HFe A4S AEA BF &5 2HE YRR Aul2
Aol Az qajr FALFIART Tl o TFAA FHE P& AL
2 AZEr} ojg 2L A e A HAF5E Astd IALEIAS T
g Zto] SYUEE t-testS AN FFP o, O A <F 4-3>9% 2

o}:] m[o

<E 4-3> MH|A EXe| Moo tfE t-test 22}

‘2_ s, -
29 % SR gz |zeua BEH | g |geus
T (A-B)

o 2Ae¢4+GdAHA) | 219 | 5.05 | 1.00

34 ) -0.004 | -0.020 | 0.984
Z3HB) 30 | 5.06 | 0.86
A &5 G A 220 | 4.34 | 1.02

A=A i -0.563 | -2.921 | 0.004
23 30 | 4.90 | 0.79

. FAEEGA 221 | 4.06 | 1.03

<54 ) -1.092 | -5.424 | 0.000
=3 30 | 515 | 1.08

_ A &5 A 220 | 392 | 1.23

gAAd | -0.872 | -5.532| 0.000
=% 30 | 4.79 | 0.73
ZAEEGA 219 | 4.28 | 1.07

74 ) -0.725 | -3.576 | 0.000
=& 30 | 5.00 | 0.83

Awrd | FALSEFIR 219 | 3.80 | 1.12 0.960 | 4599 | 0.000

x| 3g 30 | 4.77 | 0.73 ' ’ '

* Levene SEAMAY ZI SEM JIHE 7|ZHFU=4.134, 72 &E=0.043)

<E 4-3>¢ 232 A9uW quz FA 89 F 3 Aaa A 9% ol
A 2919 AR, $94, B4, FAHL BF £ E(p-value)o] 0051
o Fe @ ANER 1 Aot flate e ¢ 4 xm. 2 Auls ¥
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TEA 7 71zrat o) mEd SA 2o t-teste ol EAY 7MY
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ABSTRACT

A Study on the Perceived Service Quality of Airport users of

Incheon International Airport

Choi, Byoung Kwon

The aim of the study is to investigate the factors which decide an airport
service quality and the differentiation of perception on the airport service
quality between airport users and airport authority. For the purpose of this
study, the determinants of airport service quality were factors analyzed on
the basis of service marketing concept.

In order to identify an airport service quality dimension, the writer
conducted mail survey and individual interview from the Korean freight
forwarders, the 3PL entities, integrators and the airport operation authority.
The result of this study is summarized as follows.

1. The dimen measurement was confirmed as a superior method to
dimension of service competitiveness.sions of airport service quality
consist of five factors; tangibles, reliability, responsiveness, assurance,
empathy.

2. There are notable differences in cognition of airport service quality
between airport authority’s perception and airport customer, and
between airport customer’s perception and expectation.

Key Words : Service Quality, Airport Cargo Service, Airport

Customer Satisfaction




