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41) R. D. Pittle, "Product Quality: Who Decides It?” Proceedings: 30th Annual
Conference of the American Council of Consumer Interest, 1984, p. 80.

42) AFY, “APP Au|aFA Frbol] e A7 wRAE9 =, A7
tfskd, 1996, p. 8.

43) Christian Groenroos, "A Service Quality Model And Its Marketing
Implication,” European Journal of Marketing(Vol. 18, No. 4, 1984), pp
30-44.

44) A. Parasuraman, V. A. Zeithaml & L. L. Berry, "SERVQUAL: A Multiple
Item Scale for Measuring Consumer Perception of Service Quality,” Journal
of Retailing, (Vol. 64, No. 1, Spr. 1988), pp.12-40.

45) J. J. Cronin & S. A. Taylor, "Measuring Service Quality: A Reexamination
and Extension,” Journal of Marketing, (Vol 56, July 1992), pp. 55-68

46) W. A. Sherden, "Gaining the Service Quality Advantage,” The Journal of
Business Strategy(Vol. 3-4, March—April 1988), pp. 45-48.
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TE vl 245 =4 F 2% 5
/e T | g2 | =2 | g2 | =& | g9 | =& &9
98/01 | 1493 | 1,519 |361,817 | 368,770 | 257,373 | 270,142 | 71.13% | 73.25%
98/02 1,192 1,201 | 269,104 | 270,989 | 166,239 | 169,192 | 61.78% | 62.44%
98/03 1,247 1,255 | 293,910 | 295,228 | 196,964 | 196,794 | 67.02% | 66.62%
98/04 | 1,391 | 1,407 | 336,623 | 338,629 | 240,757 | 250,048 | 71.52% | 73.84%
98/05 1,410 1,422 | 335,003 | 337,146 | 230,506 | 236,527 | 68.81% | 70.16%
98/06 1,198 1,212 | 286,385 | 288,041 | 171,564 | 173,447 | 59.91% | 60.22%
98/07 | 1,356 | 1,348 |323,665 | 319,741 | 226,361 | 198,536 | 69.94% | 62.09%
98/08 1,492 1,523 | 366,351 | 374,021 | 294,736 | 329,394 | 80.45% | 88.07%
98/09 1,144 1,139 | 270,455 | 267,864 | 183,902 | 176,752 | 68.00% | 65.99%
98/10 | 1,198 | 1,214 | 283,495 | 287,017 | 205501 | 211,650 | 72.49% | 73.74%
98/11 1,030 1,028 | 241,442 | 239,848 | 199,421 | 119,229 | 82.60% | 81.40%
98/12 1,076 1,070 | 249,558 | 246,475 | 200,183 | 197,395 | 80.22% | 80.09%
99/01 1,110 1,131 | 261,655 | 266,236 | 230,481 | 236,710 | 88.09% | 88.91%
99/02 1,000 999 236,769 | 236,570 | 186,523 | 185,333 | 78.78% | 78.34%
99/03 | 1,050 | 1,066 |240,805 | 245,025 | 194,304 | 198,659 | 80.69% | 81.08%
99/04 1,103 1,106 | 260,268 | 260,466 | 226,896 | 229,557 | 87.18% | 88.13%
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FE[ 9@ & 745 =45 %> &

W9 TR 2z | =% 22 | =2F 22 | =F |
98/01 919 903 158,908 | 174,021 | 95,112 | 103,391 | 73.25% | 59.41%
98/02 779 786 134,088 | 145,022 | 66,099 69,944 | 62.44% | 48.23%
98/03 760 721 134,736 | 144,186 | 69,816 67,946 | 66.62% | 47.12%
98/04 740 743 133,152 | 133,633 | 82,506 83,447 | 73.84% | 62.44%
98/05 716 714 128,802 | 128,757 | 73,482 76,570 | 70.16% | 59.47%
98/06 640 643 115,015 | 115,451 | 54,784 55,514 | 60.22% | 48.08%
98/07 673 671 122,955 | 122,466 | 77,554 66,696 | 62.09% | 54.68%
98/08 741 750 139,575 | 141,442 | 100,510 | 113,644 | 88.07% | 80.35%
98/09 644 646 114,462 | 114,692 | 66,604 64,640 | 65.99% | 56.36%
98/10 678 671 119,826 | 119,139 | 81,309 82,624 | 73.74% | 69.35%
98/11 678 671 121,830 | 120,751 | 94,859 92,250 | 81.40% | 76.40%
98/12 710 711 123,524 | 123,409 | 88,581 86,683 | 80.09% | 70.24%
99/01 766 766 136,089 | 135,942 | 102,336 | 104,860 | 88.91% | 77.14%
99/02 693 693 118,388 | 118,607 | 80,404 79,421 | 78.34% | 66.96%
99/03 766 764 132,573 | 132,409 | 92,557 89,872 | 81.08% | 67.87%
99/04 803 803 139,571 | 140,173 | 118,659 | 115,932 | 88.13% | 82.71%
99/05 810 810 139,428 | 139,566 | 115416 | 113,766 | 80.57% | 81.51%
99/06 736 732 124,064 | 124,275 | 89,704 91,804 | 76.35% | 73.87%
99/07 759 755 130,462 | 130,188 | 104,766 | 95,438 | 77.20% | 73.31%
99/08 841 842 146,945 | 147,646 | 127,514 | 139,122 | 93.64% | 94.23%
99/09 811 810 136,113 | 135,432 | 93,802 90,315 | 72.45% | 66.69%
99/10 818 817 141,826 | 141,779 | 100,998 99,804 | 74.65% | 70.39%
99/11 774 774 132,791 | 132,478 | 95,155 91,490 | 74.98% | 69.06%
99/12 811 811 141,789 | 141,755 | 105,399 | 101,785 | 75.42% | 71.80%
00/01 854 853 148,037 | 147,761 | 107,755 | 114,860 | 81.23% | 77.73%
00/02 739 737 125,483 | 125,250 | 89,243 86,675 | 73.05% | 69.20%
00/03 801 803 140,980 | 141,777 | 104,129 | 100,758 | 72.09% | 71.07%
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= o A 108 39.7
20 o 124 45.6
- 30 T 70 25.7
(e)
40 T 46 16.9
50t o] 32 11.8
1= o]&} 9% 35.3
A o)A 176 64.7
1009+ o] s} 50 184
101-2005+< 110 40.4
201-300%H 62 228
3019H o) 50 18.4
272 100.0
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g ASHEE TE0l8H7) 35.3%, A o3 64.7% = YEg o o Ht v}
TASHEZE 404%7F 1019920074, 22.8% = 2017+1-3009H 0.2 ZALE L
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7 2o
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Py
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A H AL om A 80 294
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JoF s % HAiste A 138 50.7
A 272 100.0
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& 4 ok E=F BF AHA DeHE YL 329
1A G 4ol =2 Auls Aol sl dART FHAH 4ol
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Hir

%A o A
‘1-5'—0—/)1}\‘]1:1]3: 2 T2 ST = t
0 O 1o = _ AT - Rl p
i Az} Ci Az}
ol AB] 2 3268 | 0914 | 3148 | 0.734 1.144 0.254

dlek/drA Bl | 3890 | 0520 | 3.611 | 0490 | 4.434% | 0.000
g Au) 2 3610 | 0.696 | 3593 | 0.656 | 0203 | 0.839
HbAA AMu] 2 3342 | 0.738 | 3556 | 0.741 | -2.337* | 0.020

AR S L] 3585 | 0.606 | 3.667 | 0580 | -1.101 0.272
o2 B AUl | 3622 | 0.658 | 3.482 | 0.603 1.780 0.076
=2 el & 3293 | 0.759 | 3.611 | 0593 | -3.680** | 0.000

e~ AA P 3516 | 0427 | 3524 | 0351 | -0.165 0.869
* p<0.05, ** p<0.01
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20 o) 30 40 50t ©]’¢

Mz A rE X gz ¥=| F P
_\—Iﬂ B I ‘__:1 B Y I _\—ﬁ LAl _\—Iﬂ R
R R P R i

Ao | 3.065|0.804| 3.086|0.847| 3.435| 0.834| 3.813|0.738| 8.883**| 0.000
of| ok /44 | 3.677/0.503| 3.800| 0.580| 3.957| 0.469| 3.875|0.492| 3.806* | 0.011
w4 | 3.548|0.667| 3.714|0.617| 3.609| 0.714| 3.563| 0.801| 0.931 | 0.426
HobAA | 3371]0.749| 3.457|0.736| 3.435| 0.834| 3.563|0.619| 0.623 | 0.600

710 | 3,516 0.618| 3.657|0.587| 3.739| 0.535| 3.750| 0.568| 2.507 | 0.059

32 | 3.4360.641| 3.743| 0.652| 3.696| 0.628| 3.500( 0.508| 4.411** | 0.005

2| 3.371/0.727| 3.543|0.557| 3.217|0.941| 3.625|0.492| 3.067* | 0.028

A ¥4t | 3.426(0.400| 3.571|0.394| 3.584| 0.359| 3.670|0.380| 4.786** | 0.003

* p<0.05, ** p<0.01

ol Aulz AejlA = 500 o] o] 3813802 71 A JEgoen T
o2 40th, 300, 20} o2 YEY AFol BesSs ol Auls do o

ol 2lo] oL ¢ 4= 9

& s A<l & 3l

o of/ ik M2 He A= 40t)7t 3.9578H 0.2 7HE EA vEhdon oh
o2 50t °]d, 30th, 20t) - o= wEh 4othek S0t o] e FAAESF ol

of /A AMulZ Ao dis] #e S 20tHF 30thol HIs) A Q14 o]

o
oW
o
)
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FotE #d AulE oAM= 307t 3743 02 b =AW
SO0 2 409, 20, 50t o] oZ el 30t} 40te] TSSO F8tE

B Al ol ga A 40| 2009 500 o4l wla| wee &
2 Au)2 Aol AE 500 ool 3625802 714 A vhebgon o

Tz
o 2 30tH, 20th, 40t) o2 YEY dAFE=E Zo]S HIH
A A AA FdoME 500 o] 367082 7HF wA U
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Buor thgom 400, 300, 200 wow 2 Aol BerE I
%

Mulz A ajlo] tis SAAQ Yol =5 & T Uk

IE o]3} A o]
A2~ A T= q= t p
T:] R ey \:] B ey
8T | mx | BT | @

Tl 3.250 0.858 3.205 0.844| 0.422 0.673
of oF /-4 3.688 0.509 3.830 0.529| -2.146* 0.033
F Al A 3.771 0.624 3.511 0.693| 3.056** | 0.002
Hobz A 3.500 0.821 3.386 0.670| 1.203 0.230

71 3.729 0.607 3.557| 0583 2.297* 0.022

25 E 3.708 0.579 3.489 0.659 2.740** | 0.007

=& 3.396 0.761 3.432 0.769| -0.397 0.692
AA it 3577 0.355 3487| 0416 1.799 0.073

* p<0.05, ** p<0.01

dof/akd Anl2 HoME tiA]l o]io] 383080 g qFo|al 3.6887
v =4 el 8ol £S54F o /@A Mulx o g3 dHHA 2
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Au)A Aquja Do e 1E0)d7) 377142 thAl o4 351140 H]
A detter 7 AMuls oM E aEolstrt 37295082 Al o]
35574 vl&] =A veElyth E=3 FaE #E Muls doMx 1

7} 37082 A o]/ 34897l HIE =A UEhd FEFFo] EEFE
A Azt 7| MuElA, $3HE #E AEI2~ e didl] FE A <

Hol £8S & & duh

i
o

ofr
-

O

(@) FFEEANL ol g1 2557 BE FFLEAN2 A FolWF

<E 38> AS5F hE FFEEANL A ol dF

1005+ ©]&}| 101-200%+4 | 201-300%HY {3015+ o)A+

S ] B T= = T = = F
S T AR|° THA|° T HA|C T A
1= - - 1=

il 3.160] 0.889| 3.327| 0.900( 3.194|0.743| 3.080| 0.804| 1.147 | 0.331
of oF/Hk | 3.600| 0.571| 3.836| 0.498| 3.871{ 0.495| 3.720|0.536| 3.299* | 0.021
263 | 3.600] 0.700] 3.691| 0.602| 3.516|0.763| 3.520|0.707| 1.203 | 0.309
HbAA | 3.280( 0.784| 3.582| 0.734| 3.355|0.704| 3.320| 0.741| 2.824* | 0.039

71 3.5211 0.505| 3.782| 0.565| 3.484|0.565| 3.520| 0.707| 4.924**| 0.002

FoHE | 3.441|0.577| 3.691| 0.602| 3.548| 0.619| 3.440|0.760| 2.762* | 0.043

=zt 3.440/ 0.760| 3.527|0.713| 3.161|0.772| 3.480| 0.505| 3.783* | 0.011

ZA| 3t | 3.434(0.427| 3.634| 0.368| 3.447| 0.345| 3.440| 0.440| 5.398** | 0.001

* p<0.05, ** p<0.01

FTeeAu2 o]g 1A A5FFY wWE FFLEMuls A ol
A% A3 71W Mulzst A4 FFAME p<0.01 FEANAN FF 2ol &
Holw ofof/abd Au|zel HbPA AH|2, FkE #Y AHl2, T3 A4

=
28 p<0.05 FFAA fFg Ao
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otz B Muls HolMes HAAE B FFAE olu AL 3700 o2 AHE

= YEser ggog AL, AR o8 YEEeH =3 A
Ml AellME Fe sl 3sedes 71 wA vEser] geos <

A2, AANAG 3 F3AE ojv A £o' yely @Al ddgalld wet

e o Aujao =2 AHlA Fo| 2ol & H it

<3E 3-10> FFAF A8 glldd wE TN A Aol HF
A A2 qF A=
Au= A ¥z ¥z Tz F p
°T | g 23 23
ol 3175 0.897| 3.342) 0.757] 3.164| 0.873] 1.199 0.303
o

of ofr-d 3.775| 0.616| 3.854| 0475 3.727| 0.487| 1.368 0.256
A4 3.700f 0.683] 3.512| 0.633| 3.600{ 0.707| 1.555 0.213
HebAA 3375 0.891| 3415 0587 3.473| 0.738] 0.411 0.663

714 3.550f 0.635| 3.683| 0.606| 3.618| . 0.558| 1.008 0.366
T 3.700 0.683| 3.366| 0.578| 3.618| 0.621| 6.383** | 0.002
=3} 3.200f 0.786| 3.439| 0.771| 3.564| 0.567| 6.285** | 0.002

A | 349 0407| 3516 0401 3538 0391 0.252 0.778

* p<0.05, ** p<0.01

o AHl Aol A HEE p<0.05 FEANA 7 ApolS Holw HAuH A
HlZ2E p<O017Eol A frolet AolS Btk UmA F3ed

e FAHOE fo% AolE HolA Btk
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<¥ 3-11> F3dFY FHASF AR BE FFLEA2 A ZoldF
ufj o] & AL o YA}
Aﬂlﬂ]{: 2 S ST T= F
I R R I A B I I N P
w7 w7 u7
T 3038 0804] 3354| 0852| 3278| 0882 4.253¢ | 0.015
[e)

of of-d 3.793| 0.530] 3.723| 0483| 3.944| 0.630| 2.587 0.077
A 3509 0.720 3.585| 0.632| 3.944| 0.630| 5.796** | 0.003
HebA A 3415 0.742) 3400 0.700] 3.556 0.909| 0.633 0.532

71 3.623| 0.560] 3.569| 0.609] 3.778 0.638] 1.742 0.177
T 3.528| 0.665| 3.539| 0586 3.778| 0.722] 2.301 0.102
=3t 3415 0.688| 3415 0.632] 3.444| 1.027] 0.026 0.974

A Ht| 3474 0378 3512 0390, 3.675| 0.453| 3.507* | 0.031

* p<0.05, ** p<0.01

do) Aquls Aol AL o]go] 335400 7% A UEor o
2oz A}, vhAolE(RE, AR, AEY) Fow tehton HAuA A
Hle AN AR 322 HE A UESSR el WAL
Aol o2 veh.

w3 FFyEEMEA A HAA FHFAHE APA) 3.675HCE M E=A
gJehdon geoz @3l A ol 202 Uen} Fras Jugs 4
2o web o) Azl HAug Aus, FEeEANs A QA Aol
we,

b9

@ o1& dlotAd] we FBeEANs A Aol AF

HI2E p<0.05 FFolA fFo3 zto]E Heolm yw A sz 2 g

e FAHCZ FoAF A0S HolA g
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<3 3-12> o] § oA WE FFTFAH X A o] HF
Al ook | R e
FFEEA s 4 = = t p
bz T =] T
“Tlwx [T ax
o Au] 3182 | 0911 | 3271 | 0.759 | -0.861 0.390
o ok/dkA Mu] X | 3.844 | 0487 | 3.695 | 0.563 2.342% 0.020
A AMulx | 3597 | 0.728 | 3.610 | 0614 | -0.153 0.878
BobAM Mu|2A | 3442 | 0.676 | 3.407 | 0.829 0.381 0.704
AL I ) e 3.623 | 0.606 | 3.610 | 0.585 0.181 0.857
SlE B AHl&| 3597 | 0.632 | 3.525 | 0.650 0.920 0.358
T2 AH A 3.403 | 0.652 | 3441 | 0.790 | -0.435 0.664
AEl 2 AA HTF | 3527 | 0385 | 3509 | 0415 0.378 0.706

* p<0.05, ** p<0.01

Aok/ @ Az DAHE FFA Aol
3.695%0) MIsl %A e} 334 eFaL o] g3 w0l slof/u A
Wz Aol el HE cheld S olgstE 1A Hs) AL Ao] =

= HAFET

<3 3-13> o oFFHA AR mE FFFAMH A F Aol H S
2

A kst A AF
GTEME 2 A | _ ¥xF | xE t P
i |
" wg | T oan
ol A B]2 3313 | 0.780 | 3.130 | 0.903 | 1.787 0.075

o ok/dkA Mul~ | 3881 | 0506 | 3.681 | 0527 | 3.183** | 0.002
Au) g Av] 2 3642 | 0642 | 3565 | 0.714 | 0.929 0.354
Bt a2 3493 | 0.802 | 3362 | 0.683 | 1.444 0.150

71 A8 3.687 | 0554 | 3551 | 0.629 | 1.888 0.060
FolE B AMul2= | 3552 | 0632 | 3580 | 0.649 | -0.354 0.724
A e el 3403 | 0.833 | 3435| 0579 | -0.367 0.714

Aul 2~ AA G 3567 | 0397 | 3472 | 0394 | 1.983* 0.048
* p<0.05, ** p<0.01
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ABSTRACT

A Study on the Service Quality Management in Domestic

Airline Industry
-Focusing on regional route, Cheju-

Seo, Jeong—Kug

Department of Tourism Management
The Graduate School of Business Administration.
Cheju National University
Supervised by Professor Kim, Kyung—Ho.

The purpose of this study is to find out demographic features and
element factors in selecting behavior for airlines.

In order to accomplish these purposes effectively, I examined the
findings of previous research in this area and also conducted my own
research at the same time.

I analyzed documents and records so as to investigate theories on the
relationship between the concept of service quality and general service in

airline.
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Based on this, there are several characteristics, such as airline schedule,
safety, on time at the scheduled time, and image. Generally, customers are
recognized airline service quality as positive satisfaction, but service in
selling is low satisfaction result. To overcome these current situations,
several suggestions could be recommended; First, customers really want to
have better service quality in everywhere. To fulfill this customers’s desire,
airlines should try to upgrade better service quality than before for the
company and its success. Second, internet business is growing so fast and
providing a variety of informations which are very useful sources to users.
Therefore, domestic airlines should be cooperated each other in information
system service part to save money and provide convenience. Third, airlines
should consider current systems, such as check in, reservation,
over-booking, seat control, and cancellation in the aspect of customers’
behavior.

Finally, selling product is the most important factors in business. The
problem is how to sell, what they want, what we have to sell the our
products to customers. To sell the products, product makers(service
providers) should consider so many methods; discount, cooperation with
community, differentiated charted service and daily price, and so on.

However, its study have several limitations; First, service quality is not
segmented several factors, such as service for airport, travel product, and

employee. Second, no study on low-season. Third, its study focuses on

Cheju region.
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