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ABSTRACT

The Comparative Study on importance and

satisfaction of airline selecting attributes

- Comparing A Airline and S Airline -

Jang, Jeong Ho

Department of Tourism
The Graduate School
Gyeongju University

(Supervised by Professor Koo, Bon Ki)

Nowadays the service branch shows large proportion in domestic economy
in many countries. So modern society is referred to called service economic
society. In recent years, the competition in service branch is becoming
more and more over competitive level and it makes all to focus on service
quality. Service quality is the priority condition of choosing service and it
plays important role in survival and development of service sector. Today
service quality needs to match with changing and differentiating needs of
customers. In order to provide with that service we need to know our
service quality level reality.

There are many researches about the selecting attributes of only one
airline. But there is no research comparing airlines. In this study, I aimed
to compare Korean domestic airline with the airline known us by the hub
airline in Asia, and to know the real competitiveness level of our domestic

airline in Asian airline sector.
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The purpose of this study is to suggest the best ways of improving
competitiveness supported by customer’s satisfaction and providing with
good quality service by comparing the importance and satisfaction of airline
selecting attributes of A domestic airline with S international airline.

The final purpose of this study is to find the way of improving the
importance and satisfaction of selecting attributes of airline and provide
customer’s satisfaction.

Specific research for this purpose of this study is as follows:

First is to find the more affecting selecting attributes on customer's
satisfaction of airline.

Second is to study the influence of customer’s satisfaction on selecting
attribute’s importance and satisfaction.

Third is to suggest by the positive ways of improving competitiveness of
domestic airline and support the customer service strategy based on this
research.

Fourth is to help the domestic airlines to match with the global airline
standard of service quality and to develop more.

This research aimed to suggest practical implication based on IPA analysis
using 28 variables of selecting attributes of domestic A airline and

international S airline. Empirical research results were as follows:

First, A key selection attribute analysis, as selected by the results of the
safety properties of the importance of reliable airline aircraft, the airline
customer complaints, ticket change and cancellation during rapid processing,
staff hospitality and friendly attitude, an abnormal reaction of flight combat
capacity and compensation seem to be an important selection attribute.

In addition to non-key attributes of self-selection is the online check-in

feature, often accuracy flyer program (smart phones), a variety of ticket
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prices, check the speed, flight attendants appearance and attitude is

unimportant select Properties.

Second, the importance and satisfaction through surveys carrier select
Properties from the IPA data obtained are analyzed by the IPA derived
indicators. It presents the results based on the actual impact of each
property. Continued good performance, and keep the guests think this is
important because a necessary area (top right), the region is actually well
Satisfaction sewing project is considered to be convenient flight schedules,
including 13 election performance is equivalent to avoid exXcessive
importance of efforts to visitors to the area (top left) are three options
property, the focus is to encourage regional (bottom right) less important to
passengers, but high satisfaction select properties, such as more reasonable,
less satisfaction with the properties to choose your seat assignment two
airlines, property, low-priority areas such as recognition and image of the
selected (left) to the selected attribute importance and satisfaction is low
They found that, as in the airplane flight to the latest variety is the

equivalent of 10 selected properties.

Third, the analysis results by security, customer complaint response
properties of the aircraft, rapid processing, welcoming staff and friendly
attitude, not normal flight combat abilities and reward ticket changes,
cancellation of the importance of the airline selected in the S Airlines This
suggests that the reliability of such an important and select Properties.
Also showed a selection of hotels ganeungga self-examination is not the
most important Internet (smart phones), then the accuracy of the frequent
flyer program, to facilitate yiyo lounges, in—flight entertainment, diversity,

awareness and image carrier, for example, choose to display unimportant
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property.

Fourth, select the carrier by gaining importance and satisfaction of a
survey of property derived IPA IPA matrix analysis of the data. That the
actual impact of the results of each property. Good performance area
continued to maintain a desired (top right) it seems to be the state of the
art facilities, its cabin as 12 select Properties. Avoid too much energy
region (top left) and three optional attributes, such as the accuracy of the
mileage program, to encourage regional focus (bottom right) to make an
appointment, fast, and two optional attributes ticketing, such as
high-precision, low priority areas (bottom left) and convenient flight

schedules and other performance seems to be quite 11 selection.

Fifth, in terms of overall importance of A and select Properties S air
carriers and operators also have similar results. These results can be seen,
the use of consumer properties of the selected operator value. In addition to
a major part of the airline’s choice of satisfaction attribute it is dominated
by some airlines and S, and is divided into a similar cross-section and so
on. These results show that consumers via operators to think about an
inevitable choice attribute satisfaction. It can be seen that there will soon

be the airline’s strength.
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