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7) Brain Sternthal & Craig, C., Consumer Behavior-An Information processing
Perspective, Englewood Cliffs, N.J.:Prentice-Hall, Inc., 1982,

8) James F. Engle & Roger D. Blackwell, Consumer Behavior, 4th ed., New York The
Dryden press, 1982.

9) Banfe, C. F., "Airline Marketing”, Prentice Hall, New Jersey, 1992
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Mol A AA4el(Actual State)9d ©]4FH Abef(Ideal State) Abolell zo]7t &
28-S A o dojuA "ok aujzle WA e 9 dHAA 2 AyE
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AND SERVPERF,” op. cit., 1997. p.16.
36) R. E. Anderson, "Consumer Dissatisfaction @ The effect of Disconfirmed Expectacy

on Perceived Product Performance,” Journal of Marketing Research, 10, 1973, p.38.
37y D. A Aaker & G. S. Day, Consumerism: Search for the Consumer Interest, 3rd

ed.(New York : Free Press), 1978, p.2-20.
38) C. Fornell & B. Wernerfelt, "Defensive Marketing Strategy by Custormer Complaint

Management, A theoretical analysis,” Journal of Marketing Research. 24, 1987,
p.337-346.
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39) R. A. Westbrook & ]J. W. Newman, "An Analysis of Shopper Dissatisfaction for

Major Household Appliances,” Journal of Marketing Research, 15 August, 1987, p.457.
40) John E. Swan & Linda ]. Combs, "Product Perfomance and Consumer Satisfaction :

A New Concept,” Journal of Marketing, 40, 1976, p.25-33.
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<E 31> U $3AASEE A

() TAA(E)

Al A7 A7 Al 7] A7
1991 12,253,071 | 11,889,704 | 362,367 | 10,270,666 | 9,998,898 | 271,768
1992 14,554,737 | 14,134,246 | 420,491 | 11,257,011 | 10,900,877 | 356,134
1993 15,549,988 | 15,053,625 | 496,363 | 11,651,345 | 10,960,924 | 690,421
1994 18405866 | 17,773,853 | 632,013 | 13,075,979 | 12,092,701 | 983,278
1995 21,008531 | 20,412,739 | 595,792 | 14,602,751 | 13,948409 | 654,342
1996 23,566,588 | 23,064,324 | 502,264 | 15992455 | 15,401,820 | 590,635
1997 25,638,603 | 25225936 | 412,717 | 16,598,273 | 15979671 | 618,602
1998 19,504,413 | 19,135,876 | 368,537 | 14,104,367 | 13,540,786 | 563,381
1999 21,144,542 | 20,673,152 | 471,390 | 16,750,100 | 16,084,125 | 665975
2000 22514,887 | 22,289,299 | 225588 | 19,452,282 | 18905229 | 547,053
2001 21811334 | 21,495,715 | 315619 | 20,350504 | 19721925 | 628579
g gFAEFEs, 12002 93, , 2002
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<H 3-2> AFTY dxd 443

A= 1997 1998 1999 2000 2001 2002
&3H(A) 60,755 48,550 47,699 53,225 57,688 46,180
= A4 | 13729817| 10452817 10.082,799| 11,418,335 11,837,680 9815520
g () 9,376,555 7078329 7,801,297| 8626721| 8811408 7,140621
"5 E(%) 68.3 67.7 774 756 74.4 72.7
+3(H) 2,379 2,429 2,279 2,450 2,909 2,028
GRS 501,249|  496,037| 508645 560,705 614,503 414,975
211 o] 2(%) 264,865 255,861  288,354| 331,435  350,829| 237,638
@58 (%) 52.8 51.6 56.7 59.1 57.1 57.3
) 63,134 50,979 49978 55,675 60,597|  50.208
£ FFHA | 14230757 10946854 10,591,444 11,979,040 12,452,183| 10,230,495
A e acm) | 9641420 7334190, 8039651 B9S8.IS6| 9,162337 7,378.259
‘ 5 E(%) 67.8 67.0 76.4 748 73.6 72.1
TR A7), Fe7] L3 A= frobAl 9l 20029 A3 108 7HA 9
AE R FEFA AFAA
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(&9 H=)
A% 2000 2005 2010 2015 2020
di SA=8 | 8601 10,553 13,780 15,563 17,577
Ay A F27] NEAGFHEAL AHRER 1999.12
66) &} ML FA7 VEALFHEAL AHREFSF, 199912
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ABSTRACT

A study on the satisfaction and element when choosing airliners
according to types of travel

- focusing on the regional route, Jeju, domestic airline-

Kim, Kyung-Hu

Department of Tourism Management
The Graduate School of Business Administration.
Cheju National University

Supervised by Professor Kim, Kyung-Ho

Today the aviation market continues to rapidly change and develop and
all the airliners are located in the strict competition with the world-class
big airliners.

In this situation airliners try to concentrate their energy on satisfying
the demand of the customers and recognizing competitive benefits for
customers .

In this study we investigate the difference of estimation about the
importance of service quality according to types of travel such as travel
purpose, the times of travel and living place and compare the difference of
the estimation and real satisfaction result, that we can offer the data,
which would help for the domestic airliners to build strategy of

improvement of service quality.
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On the basis of the result of this study in terms of elevation of the
airline service quality we can present :

1. The domestic airline customer regard the safety operation as the most
important element when choosing airliners. Therefore safety operation is
very critical point for airliners, which have a experience of aircraft crush.

2. The Punctuality( on time at the scheduled time ) is the important
element of selecting of domestic airliners, that is closely connected with
the reliability of the airliners.

3. Almost airline customer are interested in the air fare, this element can
determine long term profitability and market competition power of the
airliners. In this point airliners have to deeply think of the air fare.

4. The preference of the airline customer about the flight schedule,
presented by the airliners give serious affect on choosing airliners. It is
natural for the airliners to make the flight schedule favorable to the
customers.

5. Most of the respondents present the milage benefits as the important
thing, which becomes an important competitive program. The airliners have
to improve the benefit system for the frequent flyers and try to give them
much more benefits.

6. In order to elevate the satisfaction in the boarding registration and
baggage operation the airliners have to remove the unnecessary procedure
and improve the equipment of registration counter. At the same time they

have to continue to train the Job ability of personnel.
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