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<E 2-2> AF+F A3 3

A% Wad#34 A=A #FA FA

2002 4,226,019 | 93.59% 289,496 6.41% 4515515
2003 4692,376 95.5% 221,017 45% 4913,393
2004 4603,297 | 93.33% 329,215 6.67% 4932512
2005 4641552 | 92.46% 378,723 7.54% 5,020,275
2006 4,852,638 | 91.34% 460,360 8.66% 5,312,998
2007 4,887,949 | 90.03% 541,274 9.97% 5,429,223
2008 5,281,501 90.72% 540,516 9.28% 5,822,017
2009 5,891,584 | 90.31% 632,354 9.69% 6,523,938
2010 6,801,301 89.75% 777,000 10.25% 7,578,301
2011 7,695,339 | 88.04% 1,045,637 11.96% 8,740,976
2012 8,010,304 | 82.65% 1,681,399 17.35% 9,691,703

=3 ¢ AFEEAR = B335 A A E (http://www.hijeju.or.kr/)
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gtk T3 20039 o|FEE AHT 697%°e] FUHES Holal 3o,
=l AN FE AT 1211%2E ¢ 2 FT7FAE Hole 5 AlFTE
gt o] &A= 8] kst Sl

<% 2-3> AFFTY T 4443

o= T ol 87 S7HE
Al U A = A A Al Ul A = A A
2003 | 10,802,989 | 10,505,743 | 297,246 | 7.66% 7.81% 2.96%
2006 | 12,109,836 | 11,209,896 | 899,940 | 3.88% 2.199 44.67%
2007 | 12,296,426 | 11,031,811 | 1,264,615 | 1.54% | -1.59% 40.52%
2008 | 12,448,084 | 11,704,899 | 743,185 | 1.23% 6.10%% -41.23%
2009 | 13,643,366 | 13,017,275 | 626,091 | 9.60% | 11.21% -15.76%%
2010 | 15,724,360 | 15,010,737 | 713,623 | 15.25% | 15.319% 13.98%
2011 | 17,201,878 | 16,482,948 | 718,930 | 9.40% 9.81% 0.74%
2012 | 18,443,047 | 17,357,551 | 1,085,496 | 7.22% 5.31% 50.99%5
AHTF7Hs 06.97% 7.02% 12.11%

2] gy Al FtEAAE A8 (http//www.airport.co.kr/)
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oAk AAIA ABr1Egdd R o5 Aol Frkeke FAlolw 53,
ToEAY SWAEETY) ol&E FA3% Tkt FAR o AF
BA=THA] Fsor 1 vg7] @580l S/ eS¢ A
<E 2-4> AFTY FT7 H4¥8F

T TH A g4 HsE

2006 15,580,673 11,956,995 76.74%

2007 16,016,239 12,152,111 75.87%

2008 16,563,641 12,283,934 74.16%

2009 17,926,367 13,475,934 75.17%

2010 19,587,200 15,533,628 79.30%

2011 21,652,152 16,980,219 78.42%

2012 22,497,187 18,201,098 80.90%

AT HSE 77.23%

EA: AT A FEEAAT A& (http//www.airport.co.kr/)
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= %437 98 60 AZzAE u}
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A2d STMANEEFE JHEY

2
MU AEAS FASE 200 Ud ATs ANHAEAS 243 4
Xl

= 71ie] ®vh. Gronroos(1984)el olattd AMu]AFEAL 7]thE AH]
2o A Zbgl Ay 2o o) o] ozt k) mEkA] Z)uiE An]s
of A Ztel AH| 2~ Zb7be] RS WA e 8AES oW AH|AF A9
ARA QES o F7F Ak WA e Au|aFA e 43S v A
T 8AEEE VIYY oE AEH AV, #A9 AR, Hd YAraE,
NA & 5o UATEATE AL, AzZkE AP ]T‘f 7199 &4,
=4 A9, oA @A, FoAnA T AIHATE 2

W3k Parasuraman, Zeithaml & Berry(1985)(©] 3} PZB)b Gronroos 2]
ATE VxR o BHup AFHow MHA2FHY FAAS AFEA,
WA, 58, A3, dE, AbARE, A8 E b, Aol 7
A % 107 WEE AA A, ol#d 10714 FA L2l

| qQ
Aulz I A ZbE AqH| A FF2] 2ol v AR AEA S

o2 A8

<E 2-6> AHA2EA9 10717 FAH4LA9

AH| 2F 4 9
S TALEY WS
A #7 AH| 2 R S A 8A
(Reliability) (714l AAgE oFge] o]d AL 2 V)5 HEA)
Hh-&-7d MU ~E AFstes T99e] AEA
(Responsiveness) | (KM 229 FA] v, A&k g @ 2], AA AT
59 MUl ~E AFsh=d Bagh 7lsolu A Ao A
(Competence) (A9 g Anlz=e] FHS 7| 2 A2)

8) Gronroos “A Service Quality Model and Its Marketing Implication”, European
Journal of Marketing, Vol. 18, No. 4, 1984, p36~44

9) Parasuraman, Berry & Zeithamal, "A Conceptual Model of Service Quality and
Its Implications for Future Research“, Journal of Marketing, Vol. 49, 1985, p47
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[e)
R

Garman(1990)

ST Auls gF mheb] PHL

. Parasuraman, Zeithaml & Berry(1985b)

]

St

S

=

(N4, 0, BT AF, H99 83 2997 5)

7}
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'LO
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=

A

A
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T SATHPZB, 1988b).
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(Credibility)
(Security)
a7 o]
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2. Au| =& 49 54
(1) SERVQUAL®E ¥

Mul~FAe] 54 F /Mg duksl ® 23 o2 SERVQUALS v =
o] PZBOI9SELI0C] oa] e MuAED SAETRA A x7]gol
a2 sk BohE olsfshed AHgEE
scale)o|t}. PZB+ @9 HiExol gy gl dAES 55
977 B& oz FAE =A EF AoLS Ax} MAA T Z=2ksto] AlF
A (Reliability ; R), g414 (Assurance ; A), 3 A (Tangibles ; T), &%
A (Empathy ; E), W34 (Responsiveness ; R)S W ¥3t= 227 &35
AT oAl 7HH] FAALLE 7+ 2ol JdF R AES 2ol RATER
g w27 gt olaste] 59 EAAAe] thd mAe] Azt )
e FAHsE 2 Egoz FAH"E Auzx FE A =79
SERVQUAL-°] 7§25 Ath.

ﬂ
2
o
B
k1
8
=3
=
'S,
D
=
D
s

<¥ 2-7> SERVQUALSY 57}A] F+A4 841D

THLA A o

O & A
(T;Irlgib(ies) =4 Avl, v, AEA, AfUACIA o &

A= kg Mg A S B s AE bed
(Reliability) 719l o] =

%%/g = o ° =

(Responsiveness) S7HAQ Al AlF, Ao Qe hS hed A=

@]—}1\1}\3 = S = = 1
(Assurance) Ab o] o ojubE, A4 B S AFE F= Y

;)(;LZ:}:-A(S] _7_7_7”01]71] 7Htﬂzqo‘| 7 /\]_TL]_ onqQ_ T E :6]__L_,_ o
(Empathy) o =271 v vH S= ar -~ o 9

10) Parasuraman, Berry & Zeithamal, "A Conceptual Model of Service Quality
and Its Implication for Ruture Research.” Journal of Marketing, Vol. 49, 1985b,
p33~46

11) Parasuraman, Berry & Zeithamal, "SERVQUAL: A Multiple-Item Scale for
Measuring Consumer Perception of Service Quality,” Journal of Retailing,
64(1), 1988b, pl2~40
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O wolrt o5& Al aFded 43S A= 719 Wi 8dEl
et AGTE AjFete] mo] x7ke GAPY AAA 7= MEd 2ES
Mdatdet 5ol ostd An|2~ Fo gk 142 7ig AH| 29
A7t AdH 1H1*«1 x} ojof A WAttt st} 5 7digk Ajn] 7}
A zbE AE 2K S "W(EP>PS) 149 AMnj2E= o o4 wEAY
Al st g o o“?‘(EP<PS) W o] o] Ao E o] ARl AHAFE
Aol HE Aoty & ¢ (EP=PS)ole 83 F et #H2g e
A7 @

(2) SERVPERFE ¥

Cronin & Taylor(1992)12= AMu]|~EAH e gid <& Ndssa
2 z%Qo{o]: {shjr: y)rxqoﬂ/q “/ﬂu]/\%g_xhjr”g}‘— -J—/ng—]_oﬂ H;ﬂru}
SERVPERF %% & 7HHL6}01 AyleEnto g EAIES

REE g 2432 vad $oatn Fastarh Aus
Ede nAel e AR T Auze] Folz} b AAF Aul
= 3Ao] AZke Al 1 AT FAE Aol

]

I U8LS SERVQUAL 7ldte] o272 Eui7l © Au|2EAy 314
HHoll gk V]E Aol NdA o r A ERbo] EAg = 4w
E AMH2FAE HEe fARe Jideg A 4 v sogt=
SERVQUALZ ] 72 Aol aARkSHeoA] olofr] sl Wk /By
JHhde] MeE Hojuhx] it Aot & wHy AnjAEZ
= MdAo=z Fylo] s A K3tk Aoth

agla AFH Aol SERVQUAL A A& 570xF9¢) 2270 3
Zo| &l SERVQUAL¥ SERVPERFE H|w3dlE A2 £33
A2 SERVQUALS dAvthide] & 470 AF(23, i FE A, AlE
&, WEEFE) T 27 Aol s AgtstAl vErsk o SERVPERF+=
A7) Abgdel A BEF A Aew yeyion A A R E
H =7 ey Mels 2 HE24 SERVPERFZF o $-Fatva F
A ATHEEZ, 2001).

>

12) Cronin and Taylor "Measuring Service Quality : A Reexamination and
Extension®, Journal of Marketing, Vol. 56, 1992, pb5~68
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Cronin & Taylor(l992)b o] ETJ ATFANE vigo R AH|AFEd
= AR el o
7

d—‘i— 7]t = %035401 91 B Aujzd g 7dE

4% Ha7t Aﬂ}ﬂ 2 Zlojt},
Cronin & Taylor(1994)13)= ©] 1}o}7} SERVPERF %35¢] 7}
B FUbel @esh Adante] AR A SERVPERFE| ol 7F&4d
3ol ZAHb (Weighted SERVPERF)S Al A8t o 258 A3
grutow A FFES sl SERVPERFS A3 d&d o4 3
& 4
]

f

Fatol 7tew Ao AL Atk a9e 259 A7
T(1992) = 7HeE Ao FAo] deAHvke] A vl Mu~FA
< FRHor FA8A Kok Aom YewEt

Ao A7t AnaFde
=9 MulaEde] d M= /idA XHL HH] 4, uuE
f & gErle] BEAS o]2Hog wayttE o onE Jtx Ao=

de A At

<¥ 2-8> SERVQUAL# SERVPERF 2 3& 9] n|w

T SERVQUAL SERVPERF
A ok Parasuraman, Zeithaml & Cronin & Taylor
Berry
Aol 74 A3t - 7)) A3 3}
A 7 - S
7eje Ae : 54 g
el BE | e @ 22 71
=24 570 29 227) & 570 A9 2270 &&=

%] : Cronin & Taylor(1992)

13) Cronin and Taylor "SERVPERF versus SERVQUAL : Reconciling
Performance-Based and Perception Minus-Expectations Measurement of
Service Quality,“ Journal of Marketing, Vol. 58, 1994, p125~131
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(3) SERVPERF Z o] t3t H|

Cronin & Taylor(1994)¢] o]elgt F4o diste] PZB(1996)+
SERVQUAL®| 57bA] zh1zte] ZaddAds FAsiglens fxdst
v, o]2 <13} Cronin¥} Taylore] <A-olA <2l SERVQUALS # 34
o vrAl vebd S Slvkal whakskith WA Cronin & Taylor7b AH] 2
of tigk 7ide= g SAHE Faglo]l A e A7 FANCRE
o 5 AHl2Ed SAol 2 dv= F4e ds PZB+= Bolton
& Drew(1991)e] A5 <Ql&3to] MulzFdol gk A zh2 datet 7]
k8] zpolel &yl glow, Q5lE Adiet 7t Apolrl A H e
Mu|aFde] FAANE o wol Aidtia sl vk yolrbA
Helson(1964) ¥ Kahneman & Miller(1986)2] A& <183te] Av] 2%
Aol gelom Auyntow Mu|2FAg Hlwsk= Zlo] gk A4 9

AL Jgsa 9l o]¥tol %= Cronin & Taylor(1994)7F A 3¢} 7]t 7t
)

<

-
r‘

4% Baglol guven s 2

AA gk A TN E Aol FAS G AA A=
o}

§2 o

L3k PZBE SERVPERFZF F438t= dakdAded dist A7 =
st Q) oluto| = ARA 71x]d] 9 ojA] SERVPERFE AJH]| AE Ao
EAHNE AEsHA dotdtr] 93 AdH ARE ¢ wWol AFI=

SERVQUAL® M8 & &3ttt A4 il v

p
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1. AFEY AH2FZ2 8203 AFE AA A o|n ] FFHA
kA 2 Aol s dmE e Atel A AAIZ R A 2 TR R]

KAC-CSI®] 4714 A& Syulss Fa, AFddov Ao A WA

Q21 <1x4 o]u X (Baloglu & McCleary, 1999; 7 ¥ =--1}FA13]  2001;
A6F, 2005 ©WA, 2006 AAF BEE- WS 200600 B
¥ HEdze 54 2 23S FTHEUTE AFVME S AASS

<E 3-2> Au&FZ 8207 AR F o|n|R|ete] FEFAA ATF7HA AA

7Ha 1. Mu&FEL AAH oln| X9 AP H /o FFe FIE Aot

7HE 1-1 AlSAEME 2 ARH ol R|e] dguiH el F¥e vE Aotk

0

7Hd 1-2. E2d8AHI A= QAH olux| 9] dFui# o] IS mE Aotk
7Hd 1-3. 2P M| AE IAH ojulx|e] @FuH o] IS v Aotk
7He 1-4. AFAH| &= IAF ojwX]9] AFviH o] = v Aotk

7H 2. MBIEFEL JAAH olm|X| 9 AFAxe FFE H- Aot

7Hd 2-1. AlSAIAME e ARH oo Bzt e E Aotk

=
7Hd 2-2. E24-A A AAH olux| 9] BFUze] FIFES TE Aotk
7Hd 2-3. ZPEHME| e JIAH oulX|9] @FAze] FRS vl Aotk

7Hd 2-4. AHAH|I A= AAH olm|x| o] wFAZate] FIE mE Helnh




7Hd 3. MBIEEALE QIXA olm|X|e &4 B &g FFS FIE Aot
7Hd 3-1. AleAVAME s AE on|x]e] &4 2 4ol ke mE Aotk
7Hd 3-2. ™A AE AAF oluX9] &4 R &30l FFE UE Aotk
7Hd 3-3. APEAMu| e AAH omR|e] S4 H &g JFE WA Rtk
7He 3-4. AFAH|EE AAF olwX| 54 R 4¥el FFE A Aotk

MU 2FZA8JAF AFEY HAZ o|n A JFAA
Tl Xﬂ—zr%%o]‘jlxlg T oTE aclQl AAA om X (Baloglu &
McCleary, 1999; ©l&]3], 1997, B}Als]-al5-9 2002; #A-F%, 2005, %1
A, 2006, AT AES A SG, 2006; s HEAIAR- 9, 2007) 9]
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7 4-1. AEAEM R s AAE olu|X|e SA%] FFe WA Aol

7Hd 4-2. 2LQHMR|EE AMA oluX|e] EAwel FEFE TE Holth
7Ha 43 ARARME| A= FAH olulR|e EA=el FFE HA Ao

7H 4-4. QA= AXE olmR|e] S0 Y mE Aotk
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7Hd 5-2. LM E|EE M ojuX|e] ARl FEE wE Holtk

7Hd 5-3. APEHAME| A= M ojuX|e] ARl FEFE v Rolt

7Hd 5-4. QA= AXF olmR|e] AdH|Adel FRke mE Aotk
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7He 6-2. ZYHA A AME olu|x|9] offef Akt
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2. x}f—v'_gl ek

T Az digk AFEAE fete] FAAYE dHeld 34
(data coding)¥} ®l°]¥ =zl (data cleaning)¥}4dS A, SPSS(version
180) B4 ZRawe Bt BAsL AREAYPoRE 1

SR QR AHERA FRBARY, OFALNS 2459

AR, 2R ATEAGE Y Solus] st MEEA

(frequency analysis)< A8}l t}.

EA, AT AuaFd R, AXA ojujx], HAA olu| A& Ul
o7 QolEA(factor analysis) % Cronbach’s Alpha AlFEAS %3

K7 9&te] AT A A (correlation analysis)<S 4 A &3 o

A, AFsad AuaFdalo]l AlFadgolv A (4] 4

R4

EEERE

H7] 918kl A4 (regression analysis)S
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o ol 26‘1‘(89%)23 1/}E‘rM

A AR 759 (25.8%), T4 5278(17.9%), AHF A 519 (17.5%),
5 349 (11.7%), A 309 (10.3%), BAHA 269 (8.9%)S. 2 EM
i, FEEExeE dEaAd/EY 119%409%), dedAst/EY9 799
(27.1%), aLZolst 65%8(22.3%), WA/ =4 288 (9.6%) o=

A AERIE 2F~4FWHY 121 416%), 4H~6HTYI 809
(275%), 63 ~8H Y 629 (21.3%), 831 ~19<% 168 (55%), 199 o4
129 (4.1%) 0. = eyt t),

s o] lojA= o do] 2421 (83.2%) 22 AFEE
fEXHOoT FAFEYoH Loz IR 259 (86%),
H(5.8%)7F F1E oAU

A 3doly AFEE o] &3l4= 3~53 939 (32%), 1~23] 831
(285%), 5~103] 544 (186%), 10~153] 309 (10.3%), 153] o]4 314
(10.7%) &2 ERsE
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<E 4-1> ZAEZAY AFEA %A £4
T4
B FlR=t
T % N =5(9) o (%)
A H A 135 46.4
o 2} 156 53.6
20t 69 23.7
30tH 83 28.5
A 40ty 66 22.7
50tH A7 16.2
60th o] A 26 8.9
A9 4 51 175
AHE2] 75 25.8
A4 26 8.9
A4 T 52 179
a5 34 11.7
A 30 10.3
7] e} 23 79
aZ o] s} 65 22.3
510 Awd A /ES 79 27.1
o &g As/ES 119 40.9
o 3 A 8 /& S 28 9.6
2H -4 k) 121 41.6
A4 -6+ 80 275
= 63 -8 62 21.3
8:-19¢ 16 55
194 ol 12 4.1
o 3 242 83.2
A 25 8.6
AT/ A E 17 5.8
7| B} 7 2.4
1-23] 83 28.5
3-53] 93 32.0
315~ 5-103] 54 186
10-153] 30 10.3
153] o] 31 10.7
A 291 100.0
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o]l 47 &dle] =EEHAT aAAAFL H3} 0752004 L 0916
o8 AAg AETA BHEAES 7ML e AoRE A HATE AT A
AP 2 AAEAY 30179%, EGAARI2~= 11.907%, AP A0~
12.748% 18] a1 QA MU= 24.346%S Arstal 9l Zloz yEhith

- =]
] s | 2
T7 A 33 | (eigen | AHH
value) (%)
A 3 A A ¥ &=
AF5ade A NBAAe Sath | 872 | 800
AFZAe o uEel 4%, Astseh. | 871 | 79
AFZAE wEA o] o e 857 | 787
AFFae WA ool Egalth 815 | 683
AFzae A Aol A, 802 | 693 | 6338 | 30179
AFEFE FAGAUS AT, 79 | %
AT A el eaa. 73 | 632
AFzae oA A o] §alt. 768 | 689
AFsade Aol =0 752 | 665
EAAA~
AF 5 ATA = dd welt | 839 | 88l
AFza A A~ ol 8o erdaith | 836 | 891 | 2501 | 11.907
AFZa kAwrd st & olwolAa gtk | 806 | 869
A A H] 2
Azae qusd An=s dgad. | 807 | 8%
TIA Eow 288 it 867 | 862 | 2677 | 12748
Sa tiae olwWEs AFa. 807 | 8%
QA A ] 2
AF5a A9 o] GAstL 916 | 881
AFar Ae ojo] NE fve aAS ek | 907 | 880
A5zd A9e aAsde] dZa, 8%6 | 831
AEea 498 w5 awst adad. | 84 | sag | o0 | A6
AFed A9e D47 AR 830 | 739
Aea A9e Andow wAS wuA @ | 820 | 761
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Item Deleted 2 z} A&E3E2 AAYPS w, dA Cronbach agtE.t}
stetels Aoz ALY mEA AFFEES Adetes §52 e A
o7 yeiut EIEAAT ‘AlFTde HAlol £uH4.33).77F 7HE

=2 AFE BAoH, “Td Ul A ofWETVE AleEH(3.28).7 5 At
|

<E 4-5> AFTY Au2FA A i N =g A
F3RA =R
T8 = | Alphaif
ot i Item |Cronbach a
| Deleted
A S A A H] 2
AT ZAE e3te] FFsith 4.28 | .740 939
AT A WA ] g8ttt 415 | 722 936
AFsaS AT er o] et 4.23 | 788 939
AT FrAde] ssith 3.72 | .937 941
AT FAFA ] $Fsith 3.86 | .976 938 945
AT A de] st 3.82 | .925 937
AT FAMHAI ] Helsirk 4.03 | 787 939
AT hliEo] A& Aghsich 412 | 742 935
AT HAdel Tk 4.33 | .839 940
EoA /\-] u] <
AT AsgAu) e AEe wheirk 4.18 | .645 918
AT AT Aujz o] 82 bdsith 4.29 | .699 383 930
AFad a7t & o] Fo{AaL Sl 4.30 | .697 894
RS
S ThEgE oIET AlTE T 3.28 | 772 893
E3HAL som E71eS At 3.32 | 727 845 912
A7 2paste Au| s ddgit) 3.47 | 167 383
QA H =
AFEF A9 AdsH AR, 4191780 948
AFFER Age HAoR aAS Fakt gtk 415|741 | 936
AF T Ade] o] B 4271699 938 o
AFEF A9E T 5 g} ey, 4231695 941 '
AFae Ahde A=4oz s izt gtk | 3.90 | 929 951
A3t 2S48l [5eh 4.20 | 709 942
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H Aol A A FEAF goln A Pd 8l sl 1A
ojm Ao tigk 7t MG AFE 24T <3E 4-6>3 Zo] YERRTH

g Wl wglzel Wil -9 Cronbach a®l 3k 0.895,
09312 AlF o] A YEE o™, Alpha if Item Deleted #2 2+ A
Tg5S AAYS @, AA Cronbach a®] FHETF st o=z 4
Aot gk AFEES Adste &5 gl Aoz e

=24 9 & W4 H$E Cronbach af] #a 09472 A8 4F9]
w]-$- =A YE o™, Alpha if Item Deleted atoll A 3F & (A3 3
< AlF F4EEE v o glnh)o] 0954% 0.947R T A WER
S} Cronbach a®] gt AHAI7F =71 wiitell AASHA @712 sttt

Fradn AFTFe AT 5@ RE n A
=
=

(4.00).” 7} 7}% =< AFE BeloH, AlFdS AT LY}
‘g A

FYEY | AHEEA
. — | Alpha if
T 7 i“} e | Cronbech a
e Deleted
wg Ay
AFEae AFe] BEH Rople AXw gk | 4.00 | 777|868
AFgare AFe] Fapd ujo] FRair) 367|720 828 895
Agake Ae] PAE tiEese] tkeitt | 3.70 | 778 | 856
#PA=
AFaake AFe] PAE Hoshet] Solsick| 3.84 | 952 | 929
AFEake AR P Skl $<rai, 382|874 840 931
AFzake AFe] Pt $<si) 373 820 926
9_&] 1:_1 )\33
AFEae AFe] SARSE Y 4= Qlrk 327 890 | 954
AFFRe AFe] PgEe] FRaT) 328 | 865 | .886 947
Agare AFe] HREEE v, 3.14 | 871 927
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ok 2 AT AR FHEFA
el A A ol Ao gt 7} W AFRE BAAY <% 4-7>3
Zro] vhERRE

=A% ‘ﬂ—’F-J 4% Cronbach a®] < 09362 21 4o] wl$ =
A YeEbst o™ Alpha if Item Deleted #holl A & 3F&-(A]F-g3koll A A
Fol FnELS =zv)el 09512 093BET =A  UEuou
Cronbach a®] gzt #AA7F =7] wiol #A|ASA &71=2 s,

of -9} Feksh W] Aol Cronbach a9l #e 09542 AlF 4=
o] wj$ =A el o, Alpha if Item Deleted groll A 3 &% (A5
TFOAA AF] AfFE =z1th)e] 0.961F 0954t E=A HERG O
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Abstract
'The effect of the Airport Service

Quality Factors on Jeju Tourism Image

- Focusing on Jeju Airport -

Kim, Min Cheol

Department of Public Enterprise Policy
The Graduate School

of Public Administration

Seoul National University

Full-scale Jeju tourism development started since the
establishment of ‘Jeju Construction Master Plan’ in 1964 and more
than 8 million tourist visit Jeju on an annual basis, which makes Jeju
one of major tourist destinations of Korea. Jeju has no other means
of transportation but airlines and ships and thus 90% of tourists and
residents use airlines.

The Jeju International Airport has recorded an all-time high-18.44
million visits by domestic tourists—due to the sharp increase of
low-priced airlines since the introduction of low-priced airline
services.

Furthermore the global recognition on Jeju Island is gradually
increasing thanks to so-called “UNESCO 3 Medals”;'Biosphere

Reserve designation’, ‘World Heritage designation’ and ‘World



Geo—park Certification’ and 'World 7 nature landscapes’, which leads
to an increase of foreign tourists. In particular, Chinese tourists are
expected to grow further as China accelerates the construction of
international airports. In parallel with this, “A Study on the
Development Plans of the Jeju International Airport” conducted by the
Korea Research Institute for Human Settlements(June 2010-April
2012) forecasts the Jeju International Airport will be saturated in
2019, 6 years faster than the government’s forecast, which increases
a need of the expansion of the existing airport and the construction
of new one.

An increase of airport users intensify an importance of airport
service quality and the airport service quality determines the
competitiveness of airport. Thus an airport plays a role in promoting
the regional culture and images rather than supporting the
transportation.

The purpose of this study is to analyze the effect of the service
quality factors of the Jeju International Airport on two Jeju tourism
image factors, which are cognitive and emotional images via an
analysis of the correlation between the service quality factors of the
Jeju International Airport and Jeju tourism images.

To verify the research problems, this study has investigated the
literature on airport services and tourism images both in home and
abroad, and then completed the questionnaires on the basis of the
service evaluation model ‘KAC-CSI' developed by the Korea Airports
Corporation as tourism image factors as an independent variable.
Based on these, an empirical questionnaire survey was conducted
targeting the passengers departing from the Jeju Internal Airport.

The findings can be summarized as follows.
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First, all the sub-variables of the Jeju international service quality
factors do not have a positive effect on Jeju tourism images. In
particular the discriminatory service of the service quality factors do
not satisfy most hypotheses, being off the significance level, which
indicates the discriminatory service quality factors of the Jeju
International Airport do not have a great factor on Jeju tourism
images.

Second, of the sub-variables of the Jeju International Airport
service quality factors, the Jeju international airport service quality
factors do have the greatest effect on the cognitive image. The
recognition of Jeju tourism starts and ends at the Jeju International
Airport. Thus it is natural that tourists desire the discriminatory
customer services in Jeju.

Third, of the sub-variables of the Jeju international service quality
factors, the facilities and the fundamental services have the greatest
effect on the emotional images of Jeju.

Fourth, the Jeju tourism image improves as the Jeju International
Airport service quality factors increase, indicating there is a positive
correlation between service quality factors and tourism images. In
other words, the satisfaction on the airport service quality factors

leads to an positive effect of Jeju tourism images.
Keywords : quality of Service, tourism image, cognitive image,

affective image
Student Number : 2012-22749

g -



	제 1 장 서론 
	제 1 절 연구의 배경 
	제 2 절 연구의 목적 
	제 3 절 연구의 방법 및 구성 

	제 2 장 이론적 논의 
	제 1 절 공항서비스의 개념 및 특성
	1. 공항서비스의 개념 
	2. 공항서비스의 특성 
	3. 제주공항 현황 

	제 2 절 공항서비스품질 평가모형 
	1. 서비스품질 구성요인 
	2. 서비스품질의 측정 

	제 3 절 공항서비스품질의 선행연구 
	1. 공항서비스품질 평가모델 
	2. 공항서비스품질 선행연구 

	제 4 절 관광지이미지에 관한 이론적 고찰 
	1. 관광지이미지의 개념 
	2. 관광지이미지의 특성 
	3. 관광지이미지에 관한 선행연구 


	제 3 장 연구모형 및 가설설정 
	제 1 절 연구모형 
	제 2 절 가설의 설정 
	1. 제주공항 서비스품질요인과 제주도의 인지적 이미지 영향관계
	2. 제주공항 서비스품질요인과 제주도의 정서적 이미지 영향관계 

	제 3 절 표본설계 및 자료분석 방법
	1. 자료의 수집 
	2. 자료의 분석방법 


	제 4 장 실증분석 및 결과해석 
	제 1 절 인구표본의 특성 
	제 2 절 측정척도의 타당성 및 신뢰도 분석 
	1. 타당성 분석 
	2. 신뢰도 분석 
	3. 변수간의 상관관계 분석 

	제 3 절 가설의 검정 및 해석 
	1. 제주공항 서비스품질요인과 제주도의 인지적 이미지 영향관계 
	2. 제주공항 서비스품질요인과 제주도의 정서적 이미지 영향관계 


	제 5 장 결론 
	제 1 절 연구결과의 요약 및 시사점
	1. 연구결과의 요약
	2. 시사점 

	제 2 절 연구의 한계 및 향후 연구방향 

	참고문헌 
	Abstract 


