Journal of the Korea Industrial Information Systems Research Vol. 23 No. 5, Oct. 2018 : 145-157

http://dx.doi.org./10.9723/jksiis.2018.23.5.145

o -~
AHAR & As F7
A whel

ISSN:1229-3741

FEALAdAR A A 3 E

(Service Failure Recovery Strategies through Human
Service Capability: A Case Study of Airline Cabin Service)

TR R

(Kim Yoon-Jin)

& % W ATE FTARAN 2 ARAN A Gl w2 Ty FFAbe] A A5 A
2 BAste]l Aulz % et 9 FFAAANAEAL FAD 5 A USAR} Aot
ANt FAbe] A A AL 2ol HE Aus AsjE Ao oYL AL & 9
271919 o el ¥R 9Re MA 4 v ane aARES f8) Auls A g
gol WA A A% GAS BF N8 wee L] w7 Byl AUEA FEF sof wrh
58 ARG Lol o Aus qFe 14 Wrkeh APSA AnEe] gov, AAAu A 3
B2 @ AR e wAREEe] W FHH FFAS An ek webd FFAA
Aulze] 37 BEAbd 991 BAFomM, Az At 2ARL W THAolw ALd A
SRqe) UgAES F2 5 Atk o2 Fabol /G A9 NUAAE AB%sn nAH A%
oJm $EH9 BAT FAFOEA DAFHES o Folu F ot}

Abstract

The purpose of this study is to explore ways of service recovery and procedures

through the service failure cases depending on the employee capacity that leads to improving

quality of the airline cabin service. This study was tested using the failure case of airline in

korea. Since

interrupting and discontinuing of customer service affect customer defections,

customer satisfaction must quickly respond to the service's error situation. The service of the

cabin crew 1is closely related to the customer’s evaluation, the direct connection. Customer’s

objectives are to meet employee needs for service recovery and to recognize and analyze

customer perceptions of human resources services, restore customer expectations and maintain

contracts with customers. Therefore, this study proposes a set of strategies for effectively

preventing and responding to customer related service failure in the airline cabin service.
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o' B gtk HAAE 878 E ok Al Ao Az
2 Adde gEaAdAns aa By AlEE S DA A sl diste] el xztEks
Zlgto g 1S Fhepsto]l AMulx s da  AAAe] FEo Ui Aoz, ArF ZoAMR
g Ao aaHd d&EAE vhdsta H A4S A7A wg ggFein], Aus Ao
A gk ol5 Tl FFAAANAE AFsE EBAVE AAERFE Aus JELS HE o7
A EIN AdsFAES AddAYd uAe A "n(10-11]
g ol#lsty AH2di&sHS FENZL F 20009 % “FriolE FFA= 7IEHGuitar) S
ofop dnt. adER FEAdAN s dujeh BT g T98L VI oA w4
aaA BE das Sl FeAdAnNs 2 o dxH Aol s fuelE At
ZAF MHl A FAS AN FEHoZ T (United Airline)& ©]&3% 3+ 70| zpile] 7]
TAF AAE el N9 F Ak EHGuitar) &°] #olx 2& ¢ B AV
st out FFAtlAE w2 A
do7b aAe] fFREC &Y FFez <Qlsto]
2. O|EH ui 4 A AAL uAERRE dgE Be Fo a7
oAl Al AbF AT o= Mulz Asfel] o whE
2.1 SRAAMMH|A Almje} 3| 8ol oA dode BoFE AR 7Y
of AXsA Kk Sl Feh, & aidel o
BT Au 2 Adoae] wAe wEL 7190l FAH W7t e AMEEdA FE
Z=R3 quls Ag @ F o] ek ATE A IS BoFI FAl Mula Aafel i
Aoz o] gon yEe HMagdpe  FAEo] dviy o rtE AT
Parasuraman et al.[8]¢] 7H¥3 SERVQUAL A = FEAN S T A M
Rge F¥ Ao B4 2 FAse] g PR FAHAM wAsta, 1AL
sttt FE AU AE FTAA A Tels ez FAH slen, AH ol sF
2 . 0l& Au| o] tate] o] 7]ulel Al upel o] 5, Wl T, A5 % 7IEAqu o 3u
Huj~2 wr] Ad AgRd HuA AZ BFTE 5 A2l 53, AdsFA49
(Expectation)¢ A A3 we Fo w7 DAANE a<”le] A AA AEdh= MY T
A % (Performance)ol] web aEM A0~ E3 AAMH 2= Zldgbs FdeA A wrEa
7F Zpol7F WAy A BTH6L 7oA H]) <9k A4 =Rk AL ZE ZHE s R sk AEl
A2 zbe] Zolzb AA wAsA Hw, 2w AFH @AeIw &l 1A, 7 L5 E, W
z3 U2z PrtE 4 gome zol(Gap)s  AF e AN HPskE FEHE Awn 2Tt
Zol7] 93 thorsk Age wmAsA @k A A AR, AdgHde] s sHl w2
Hl 2 ZAe 1A MEEES kol gow yg  A°l e vERe vAPsE FHonE
Ui glon, gds Mulx Ao dxe] 1 00 T HHES AFE Au| o] g Rk
Mo &z 5= wolx 7 (Defensive Effect)e} ol zFol7k MAEHA dry aguz Aqujx
N2 WAS FARE FAY GBOffensive DA% Aol W@ A WA Aol gl
Effec)® 7FRo24 17 fA&S woln, o Mok AFAna & 5 glov, Feak A
AT} ol e oA HrHI AH 2 A Ao A HAEd S AAss AMuls Ao 35 9
ZulAbe Aol AdE heA o) e Hashan @5 lnll

Wb 7|2e Ao wAA gk e 7)) Aulz Aefel #d FAde 24 Pl
o BlE] Au A At BAEA HE oSS RCARoot Cause Analysis)= @AY A2
Aol Qe EA(da)ETt Aua A A 0 ATHOERM OlE wA s A B s
2 Byt ge Agz ole &2xEt o 2 E " (Brainstorming), 5-whys, ¥ & & tio]ol1
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AMul 2 13 Abd 15709 FA Al Buk ¢eole uomge 3 3 14417k FAE v S
BAta, oA 3Be 98 feA 2  EdeA wETh olg e FFuAd
Wols wZalgon ulm AldlE AR s A Sdl= Qe 2oz wjg- A3 FAANE QA
v 3B A2 A A e a ezt dejeA sHe Ao Bgoh @
Table 1914 AAE % 14709 a5 A2 A H) T FE e dmESR Agel WF V%
2 Z2AsY 17 Bukabds 7)) g1 = BAskernR Aol Al 1A &
ME A9 mAgs 2 olF A .l A== gl 87 sk o= FF ASA
Table 1 Comprehensive Airline Cabin Service Failure Cases Review
Service Unit of NCS A C|D|E|F |G| H]|I J | K| L |M|N
Service response 4 1 6 3 1 4 2 1 5 5 |33
SVC Physical services 2 3 2 2 1 3 1 1 |16
Fail Human services 1 2| 2 212 ]2 2| 2|15
Type F & B service 11 11
Special care PAX situation| 2 13 1 2 1 4 |23

A Airline cabin safety management, B: Preparation before take off, C: Airline cabin service before take
off, D: Airline service during the flight, E: Airline cabin service before landing, F: Airline cabin service
after landing, G: Maintenance After the passengers deplane , H: Emergency patient management, I: Cabin|
In—-flight beverage
announcement, M: Airline customer satisfaction, N: Airline service manners

service management, J:

service,

K: Airline service management, L: In-flight

(71 A&
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Table 2 Recovery Strategies of Airline Cabin Safety Management

Analyzing Problems

Trouble Shooting Procedure

Solutions

Service without checking
passengers’ drinking

conditions conditions
L, . 2) Guide Drinking restrictions
Didn't  consider  that . .
. 3) Report the situation to
passenger might be
Purser

ashamed when guiding
the drinking rule.

1) Listen and understand passenger | ¢

4) Keep take care the passenger

It is essential to guide drinking
restrictions but with polite man-
ner and sufficient explanation.
the
¢ Check the drinking conditions
directly to the passenger.

*

Airline Regulations: When serving alcoholic beverages, guide the drinking restriction.

Table 3 Recovery Strategies of Airline Cabin Service Before Take off

Analyzing Problems

Trouble Shooting Procedure

Solutions

Used unnecessary | 1) Listen and understand re-
expressions to offend quirements
passengers. 2) explain and make them un-

derstand the regulations
Didn't express ap-

3) Report the situation to the

e Explain that the Child give-away is
provided for the age of 2 to 12 and pro-—
vide an alternative service. Ensure that
Special Handling Request accurately
identifies the number of child passengers
so that they can be delivered.

reciation to as— urser and provide alter— L .
D . P D . . P ¢ When guiding passengers, use polite
sengers for their ac- native services .

. . . language to inform them that we under-
tions for flight | 4) express  appreciation and , ..

stand the passenger’s position and en-—
attendants. support

sure that they are not offended.

*

Airline Regulations: Child give-away is provided between the ages of 2 and 12.
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After the calcu-
the

the

Solutions
The Crew ensures that the goods

check with
carefully to ensure that the calcu-

lation matches

receipt.

sengers are accurate when selling
=

make a sincere apology. Effort must

be made quickly to resolve the is-—
sue and to meet the original pas-—

and quantities requested by pas-
If a mistake occurs, the cause must
be identified and the crew must ac-
knowledge the mistake quickly and
senger requirements.

duty—free goods.

lation,

@}
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&

o]

services
- 151 -

Trouble Shooting Procedure
alternate

1) Listen and understand requirements
Apologize once again

2) Acknowledge mistakes and apologize

3) Corrections

Sale of duty-free | 4) Alternative services
3) Provide accurate and rapid service

[Lack of service product requested]

1) Apology & Explain

5) Continuous attention
2) Provide

[On Service Request]

1) Listen

[Mistake during service]
Lack of apology | 2) Identify exact needs

Table 4 Recovery Strategies of Airline Cabin Service During The Flight

Analyzing Problems
goods In a care-
less manner.
for mistakes
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Table 5 Recovery Strategies of Emergency Patient Management

Analyzing Problems

Trouble Shooting Procedure

Solutions

e Poor and unkind
look at patient
passenger fol-
low-up.

e Poor communica—
tion with local
cabin crew

1) Determine emergency status
of passengers

2) Collect medical information

3) Guide on onboard allergy
medicines

4) After consent of passengers

5) Follow-up measures such
as replacement of additional
ice bags

e When applying for patient passenger, re-
spond with a serious look and empathy

e Provide continued attention and service ap-—
propriate to the condition of the passengers

e In-flight or snack food must be explained
in advance

[In case symptoms are criticall

Conduct a doctor paging immediately.

[In case of minor symptoms]

Ask if you are in good condition and explain

the ingredients and medications you need, since

there are usually such allergy symptoms on

board as an allergy medication is in the air—

plane

Table 6 Recovery Strategies of Airline Cabin Service Management

Analyzing Problems

Trouble Shooting Procedure

Solutions

Careless attitude of
service and lack of
response.

1) Tell the passenger that noise is

due to seat characteristics

2) Provide earplugs and eye patches
3) Inform the reason why snack is
not provided and provide alter—

native service what they need.

e Special attention is paid to passengers
who rest in vulnerable seats due to
aircraft structure

* Excessive service must be avoided for
passengers who wish to rest.

e (Care must be taken when servicing
nearby passengers.

e Sufficient explanation and alternative
service 1s required for non-service.

Table 62 @& Ad <Fae] Aot A T3 F a4 dRE §F4 TYe gk
S Al AdsFAde] FFom A% 1A e AAAY =&S &38k= e a7 7
= Y3 W&o % ARE 1A g7 = Al AR AE Feof o e a
H#A 4 o ZAZ oln VEe] A3 AdH AT A7 BAEA FEE AL el T
M HeE F nAL FHA =5 5 45 o asty, shdel Ader Qi wad Ade=
gol wob ZIWel A HAkE kA o oiil 3t A &sk A A § A e] b AZS WA
< AYa &dvh shARE SFdo] AlSeiA dufof gt
WA tER #4e Ao AUk e & Table 7 7IWEEAMB 2 Aledt #dd AL
F7F AT =AE A T FHUo] oA <t gz, ado] Fxo FRHE L8t cFAS
s} AvpHE FH Abstsislon ojv] F= )i “Fotul FATHL @@y i Aol THS
w7h v Ads @ e dA N ok w2t  2AE AT S G2 Fao] el E
2ol gltpal sko] = 5 A wjaE AgH ThA] EojHstoy SHd2 “gRldE F27
2 odgs vAA v g & dgdos g 1§ $Fdol

ol B, ot Hg T MHlAE &= A aAe] #EHE Ao Auga #5 F e7] A4
shdely F2 VIUgSgd we Fi aAE s @ wo= aAReR JAAE s T =3
of BFom Qs uA =Ho TF WAL F e b
Jenz F& oleA s Fosof At o uAL Fyoy T ALdFHF
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Table 7 Recovery Strategies of In-Flight Beverage Service

Analyzing Problems

Trouble Shooting Procedure

Solutions

Inappropriate Service
Conversations and
Attitudes

[Drinking Servicel]

1) Listening courteously

2) Food and beverage explanation
3) Service provided

[Contact with Passengers]

tus of the passengers
2) Apologize and pay attention again.

1) Immediately apologize & identify the sta-

Suitable naming and positive tone
must be used in service standard
attitude, must be responded in
accordance with the service poli—
cy, which states that 'No cutting
words, jargon, and business
terms are not allowed’ in the
event of passenger service

Table 8 Recovery Strategies of Airline Customer Satisfaction

Analyzing Problems

Trouble Shooting Procedure

Solutions

1) In-flight meal service descrip-

In particular, if they are a frequent flyer,
you should be more interested and re-
sponsive to the passenger.

Poor and cliche . e In-flight meal service, Cross check is car-
. tion and apology .
apology for mis— . . ried out.
2) Provide alternative meals . .
takes . . . e In the event of a mistake, make an imme-
3) Serve with drinks with meals . . .
diate apology and offer sincere service.
e (Carry out alternate service requested by
passengers
o] At g S5 T/ An[zol o 1S =7A HYew, sFde]l wgE ALz
g E714 3 Al A gigk 7] g 857t E ot EFdA uhsol FYrleAY 2E&
Atk AT oled Ao QAME < =71A HAHh
ZIHE FFAIZ o5 7F glenz w #3F 17 7 g Al AASHFAe FFgR Qs 1
o FES U w, AFste HAFE TH A ERhE A AtElEA, A g A
of sl FAHo= Aysta, EeA St dutq oz gFofs F T QAT
o AB A B s s dEantE AAME vhebs LE A AH| 2o digk 7] Al e 7F AT
A oF sttt 53] SFde] wHEHE fAF A MNAFFAL olgfst ] QFAE T 7]l
W2, Al A g WAl booking) 5 ol % FHAY T Jenw uA @ A, @i
2 37 guelA ot sEZ Qs nAdA w4 ARE Fokel FauAde ssm A
Agats Ao A5k QR sn v vz ATA 23 o FoE /1€ Bast 9
Fol WA 17 VEEE HAA/NA BES A howY F 20 AolE dEuE AAE FA
Wl ambol= g mH A Ak Fl. sa mAel A3t 4We sk A4
Table 8& ¥44 LARFZAM L Aol 2% Fa AYF An2E AFe =3 7
oo wAe FEAE AF olfse 4Eud  WALR AuzdME F 9 olde $Rel
(high miller)3| 1 .24, 7|2 A& AlHel 7} AMu 2 Al Ao xael djaf whregl ol
. Al k& A L TIH T=9 SeA s wx st FAF o R AH s
SHd EF 7IuAEs 93 AFskA skt S Aoz EnksS Abdd o3 = S
o Aol 7|UAS AFeA e AE T Zolt}, olelg Ayt LA A] FEH AR
& Aoy vE gi&atA ¥ FEAYE HE o ¥bo] FastH, MAARFGN Pt AH|
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Table 9 Recovery Strategies of Airline Cabin Service During The Flight

Analyzing Problems

Trouble Shooting Procedure

Solutions

¢ Double use of
honorific.

¢ Correct Object
target requires
in service dia-
logue

1) Practice the proper con—
versation

2) Use the correct honorific
term for personal touch with
passengers

e Familiarize yourself with and practice correct
service dialogue

. Honorific refers to a person when an object is
used together in a single sentence. Practice con—
verting people into main characters and practic—
ing conversation in an age-appropriate manner
to allow natural conversation with passengers on
personal touch. In addition, use a appropriate
honorific terms for passengers rather than their
fellow crew to communicate with them.
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