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o 7 = A A 19 116381 | 19 |17,.258| 18 |18,756
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° 3l & SH+=A | A E 4 11519 5 | 1533 | 7 | 1514
3l & = A HE 5 11430 | 5 | 1458 | 6 | 1,445
FEEZAZuE |[FH+=A (W2 5 8079 | 5 | 7761 | 6 | 7.666
A | = wokd2 | 3 86| 3 | 7733 4 | 7639
=421 U +=HA | o9 gk - 1698 | - | 7144 | - | 7608
=421 = A ELIR - 1674 - 1690 - | 7401
o 7 FU+=A | A o 5 |17110| 56 |17575| 54 |18,933
of o] 7Y = A A 28 112028 29 |12511| 31 |13524
g]} A Zr]H U +=HA] 2 40 136605 38 (39435 37 42,168
lfi A Zr]H = A oA 32 34640 30 |37.466| 32 | 40,068
z3 & F+A | AE 14| 88 | 15| 8% | 15 | 92
3 & = A HE |11 86 | 11 | 814 | 11 | 832
FEEZAZuE |[ZW+=A (WedZ ) 19 3693 | 19 | 3595 | 19 | 3813
slEEZEHY A wokAg2 | 17 | 3676 | 17 | 3578 | 17 | 3,796

A5 - gFAR Y A 2~H <http://www.airportal.go.kr/in)>
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J8)a <EOML1-4.2>¢F o] 2018 stA| 2~AlE B AU|xA JlEL
Z 270¢] FSC(Full Service Carrier : th & 33 Hl KAL 2 AAR¥ 771 ¢
LCC(Low cost Carrier : #n]&&3Ab7t Ha=7) 4670, HF=A 152
N AR, 25378 =4, F 316339 e AAS s Aok

SHe S7bES 200w, EAE 597N, A2 65

i gEluetel 3570 Ao 847 o= FFAREC] 3970w B 11970
ANg oA 21270 Aoz F 1,6193(9A & 9 14338, 3= F

GEL1-4.2> =4 3Ake] a2y d32018d sHA 71%)

=t | =4 A 5 ST @)

S 2 A [aalaz] A [an]3=

cietets 43 108 161 112 35 997 890 107
OfAlOfLt 24 72 94 71 23 696 580 70
Of| Of -4t 11 19 26 26 - 137 204 -
ollo{M & 6 14 14 14 - - 97 -
O|AE} 8 21 25 25 - 133 187 -
W=t 12 30 40 40 - 237 398 -
Xlofl o] 11 23 32 32 - 302 302 -
El<llO] 11 25 37 37 - 119 272 -
of|o{ 2l 3 5 5 - 5 56 - 56

Al 46 152 253 202 51 3,163 | 2,930 | 233

As 3R g A 2H <http://www.airportal.go.kr/in>
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.12 &F AAFAZY B Fo

.1.2.1 AlA A71&33A A4 LE Z3 F0]

ICAO(International Civil Aviation Organization : =#|®17Fea-7])2] A
DRIAE 71202 ZAFE <F M.1-579F Zo] 22HFEH7I7F 24
A 20099 AQstae EFEAZH0] AEKHORE FI) Ho| st

oj2lgt A EFo FUHEE FAA Y Aol 20149 FE A Fof o

A S7HEol A& R Agestal i, 20160 sl Shee B

<GEOLI-5> AlA A7) &3] A4 &5 AF Fo]
Sw 97 T g7 A=
Bty | SHEE(D) B 2 SHE(%)
2009 2,488 -0.4 4,554,781 -1.1
2010 2,705 8.7 4,917,070 8
2011 2.870 6.1 5,240,510 6.6
= Al 2012\ 3,004 46 5,520,842 5.3
;ij] A 20134 3,138 45 5,824,084 55
20143 3,316 5.7 6,172,191 6
20154 3,556 72 6,635,006 75
201613 3,796 6.8 7,124,350 74
2009 936 13 2,781,644 -1.3
2010 1,036 10.6 3,018,229 8.5
2011 1,124 8.5 3,248,212 76
2012\ 1,191 6 3,447 426 6.1
Al 20134 1253 5.2 3,644,113 5.7
20143 1333 6.4 3,870,543 6.2
20154 1,437 77 4,158,958 75
201613 1,553 8.1 4,481,293 78

As - 3R g Al2H <http://www.airportal.go.kr/in>
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<E M1.1-6> o 54

2 =9@016d 71)

E S AL I R A L
1 |Southwest Airlines 151,740 | 1 |American Airlines 320,044
2 |American Airlines 144,191 | 2 |Delta AirLines 308,088
3 |Delta Air Lines 143,322 | 3 |United Airlines 299,080
4 |China Southern Airlines 114,493 | 4 |Emirates 270,797
5 |Ryanair 112,015 | 5 |China Southern Airlines | 205,720
6 |United Airlines 100,140 | 6 |Southwest Airlines 200,348
7 |China Eastern Airlines 80,509 | 7 |Lufthansa 149,702
8 |EasyJet 70,747 | 8 |British Airways 144,028
9 |[LATAM Airlines Group 66,814 | 9 |Ryanair 142,740
10 |Air China 62,308 | 10 |China Eastern Airlines 138,042
11 |Turkish Airlines 61,737 | 11 |Qatar Airways 137,603
12 |Lufthansa 57,091 | 12 |Air France 136,659
13 |Emirates 55,198 | 13 |Air China 135,464
14 |Qantas Airways 53,227 | 14 |Turkish Airlines 125,098
15 |All Nippon Airways 47,325 | 15 |Qantas Airways 120,029
16 Hainan Airlines 46,601 |16 |LATAM Airlines Group| 113,587
17 |Air France 44,308 | 17 |Cathay Pacific Airways 110,246
18 |British Airways 44,098 | 18 | KLLM 97,676
19 |IndiG 39,768 | 19 |Air Canada 93,663
20 |JetBlue 38,275 | 20 |Singapore Airlines 92,437
21 |Japan Airlines 32,749 | 21 |Etihad Airways 89,480
22 |Lion Airlines 32,409 | 22 |Aeroflot Russian Airlines 82,667
23 |Gol Airlines 32,216 | 23 |Hainan Airlines 82,290
24 \Qatar Airways 31,209 | 24 |All Nippon Airways 79,099
25 Skywest Airlines 31,205 | 25 |EasyJet 78,641
36 |Korean Air 26,616 | 26 |Korean Air 75,197
54 |Asiana Airlines 18,933 | 37 | Asiana Airlines 42,168
A5 AR g A|2H), <http://www.airportal.go.kr/in>
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< LI-7 FFAe] 99 2 37 Bt AA +92016%3)
2~ = o s ——
i ver [W[E  ver |5
1 |Federal Express 184,740 | 1 |American Airlines 929
2 |Lufthansa 124,306 | 2 |Delta Air Lines 832
3 |American Airlines 104,463 | 3 |United Airlines 737
4 |United Airlines 87,779 | 4 |China Southern Airlines 701
5 |Delta Air Lines 84,322 | 5 |Federal Express 652
6 |China Eastern Airlines 75,333 | 6 |China Eastern Airlines 531
7 |China Southern Airlines 69,087 | 7 |Air China 411
8 |Emirates 51,937 | 8 |Ryanair 362
9 ILATAM Airlines Group 45,836 | 9 |Lufthansa 346
10 |British Airways 41,840 | 10 |British Airways 334
11 |Qantas Airways 41,234 | 11 | Turkish Airlines 334
12 |Air China 35,349 | 12 \LATAM Airlines Group 329
13 |Egyptair 29,753 | 13 |Qantas Airways 298
14 |Qatar Airways 29,365 | 14 |All Nippon Airways 257
15 JAir Canada 24,186 | 15 |Emirates 254
16 |Turkish Airlines 24,124 | 16 |Hainan Airlines 238
17 [ KLM 23,845 | 17 |JetBlue 226
18 |Cathay Pacific Airways 23,338 | 18 |Qatar Airways 191
19 |Shenzhen Airlines 22423 | 19 | Aeroflot Russian Airlines 189
20 | ThaiAirways International | 21,998 | 20 |Air Canada 169
21 |Aeroflot Russian Airlines 21,554 | 21 |Avianca 168
22 |JetBlue 21,533 | 22 |Korean Air 162
23 |Avianca 21,061 |23 | KLM 161
24 |Korean Air 20,844 | 24 |Japan Airlines 159
25 |Air India 18,694 | 25 |Alaska Airlines 155
44 |Asiana Airline 10,146
A5 gdFAR 8 Al ~=E <http://www.airportal.go.kr/in>
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M.1.22 AAA FEA e A4S 3ot 715 v

IATA(nternational Air Transport Association : =A|&-&*4H3]) 7&
201614 2] AM-eFAANA Z} FFAe] AHL <KE M.1-6>3 ZTh

(E L1-6>¢F o], 42A s WYgste A4 LEE JEo=EE
American Airlines, Delta AirLines®] o2 A|&S Aujsta o gHA
S-guele] KALS 269, AARS 379 1o, American Airlines2] 212 o]
wls) Zbzt 235%9k 13.2%0 M E s AHolt).

g oldd <F ML.1-609 AAS <F M.1-De FFA 75 7EL
2 ¥ E 39, 2016d & A THHE FE 7I¥ S E American Airlines
o 185 W) Hsl, KALS 2179 & 24918, AARS] 10WHEL 4498
Z158t] AUid fREe AdHo] 45 o= Hrido. 8y 3

A FEEYRE 26910 oA B2 eEUAo] 4 oo}, 2H9] TA

=g FAY e wkgstka

o] AARES THY 7IEoE 44994 oA L= V|Eo=® THE
S AHE Hof KALY HIs) &84 2 AAGAA e 43S B
3 o

_36_



M.2 ¥yt A=A 34 249 54

m21 $euet Gaes AN AYas

M.2.1.1 AAEAZ = 54

GEL2-DDF o] fejve}t FFAAEE AFS A 4=
Adall Tl =AY HFErE 2 Hbdo), A4S 2537 =A== lE
oeFst AaE Bl

GE ML2-10> g 2 FAd =48 A4 F &4
YA 2017 o2 A 2017 o4
S I A i A PRICNE
('8) (%) (%)

1 | A=Z-AF | 16770554 | 518 [ 1 |SZ(HKG)-AM=(CN) |3446446| 45

2 | AF-7e | 4348464 | 134 | 2 | QAPHKIX)-AL(ICN) | 3.177.633| 4.1

3 | A=-As | 2709315 | 84 | 3 |WF(BKK)-A&(ICN) | 2,621,066 | 34

4 | AF-AF | 2342272 | 72 | 4 |[#ANRT)-AE(ICN) | 2405948 | 31

5 |AF-tF | 1905466 | 59 | 5 |HE(TPE)-A=(ICN) |23%486| 3.1

6 | AF-F5| 1714507 | 53 | 6 |FF2IHFUK)-M&(ICN)| 2,236,038 | 2.9

7 | QE-2A| 506237 | 16 | 7 |SMITHHND)-A2(GMP)| 1949717 | 25

8 | 9H™-Asl | 425493 | 13 | 8 |FEH(PVG)-AME(ICN) |1,717336| 2.2

9 | AE-o9 | 350468 | 11 | 9 |3Cl(HAN)-AE(ICN) |1.629120 | 2.1

10 | AF-o34= | 231482 | 07 | 10 |PF2EH(MNL)-A=(ICN) |1544.053 | 2

AA A | 32406255 | 100 1009 =4 A 23.122.843| 30.0
As - gFAR g A 2H <http://www.airportal.go.kr/in>
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AR, TWAAS 5ol 20179 ZHEZ-AF 51.8%, AF-FaH 13.4%=

A 5 2o 1) Aol FE, 27) Aol 65.2%F AA = of

SAl, FAH] Aol FZHKC-ALACN) 45% 2 ATHKIX-A &
(ICN) 4.1%= 4% o]’deo] 271 =44, 3%U7F 370 =44, 2%th7F 57) =42
2 100 Aol 300%F HH&e 7155n Utk ol FMel wshw
AFol Aol YA, 2537 A FolA o 12% B0l 30%] A F

sk AL A= A AL dAn.

Ll
rlr

<E M.2-2> A AAE hd=7F &9Q017d)

2015 2016 2017
=HS T s A" [Fa| 94 [Fe (A
(3) (%) (3) (%) (8) (%) | (%)
1 ¢+ 12,168,572 129 | 15114,249| 242 | 19,043,187 26 | 247
2 = = 16,475,680| 34 | 19,857,325 205 | 13,940,932 -29.8 | 18
3|7 = 6,019,682| 115 | 6,568,068 9.1 7,266,595 106 | 94
4 |HEY 2,7110917| 296 | 3,786,648 39.7 5613270 482 | 7.3
5 |Hf = 3,469,917 134 | 3,885,618 12 4,388947| 13 5.7
6 Zgd 3,467,050| 125 | 3,823,365 10.3 4,341,850 136 | 56
T EF 3,478,603 0.1 3,996,561 14.9 3981175 -04 | 52
8 | ¥ 2,340,092 09 3,447,775 473 3.975,704) 153 | 52
9 |ZH ol e 1,067,397 6 1,360,109 274 1,727,693 27 2.2
10 [A7HE= 1,253,908| -03 | 1,377,173) 938 1,426,696| 3.6 19
A o374 61,434,404| 8.2 | 73,000,810] 188 | 76,955,719| 54 | 100
As - gFAR g A 2H <http://www.airportal.go.kr/in>
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M.2.1.2 A2 &5A%e] hgad 54

GE I.2-2>8F o] FAN A7 ege] tgRelA oA 5 SEo
2015 wlal 2017 3¢ AAHo] FRA HAA= 25.3%7F 710, Wl
G2 107.1%psHE w53 WO, 32 15.4%pWtEe & HAE B
ot 283 1072 Al vl TAIZoZ 3] 20159 9] 85.4%0 A
20173 2] 85.3%= ZrAgt}.

AR, dEAA v T2 2106\ 19.8%AN A 20173 24.7%=, W EFAA
2 20153 4.4% A 20173 7.3%=, tiTHAIES 20151 3.8%°l A 20173
5.2%=Z A Z7}Ach

S, FFAF HF 21069 26.8%014 20174 18.1%2 F7ake] o
A o AUFEE Ay, WTAZE 21059 9.8%4 20179 9.4%
2 wFe] Zagth

Im

/\
1:
o
w
A4
i)
N
N,
o
S
&
rL
w
(o
=}
(ol
)
N,
N
Hl
=
2
i)
Hl
Y
2
S

o
2
-y
ot
ol
—

JA 852, Zlojlo] INA 7179, oo F-4F ABL 4419, o] 2~E}
3t¥ ESR 4459, El9oldry TWB 5939, oojeld AIH 09, oojA&
ASV 1o 2 FA=HT

&1714 20139 39el Az AFL T ool AHES AN FELE
Bhe HFate] ANETAL Fx ehr

O TAHLTAS AP oojald AHS ANG SANE =
AT 2AAE FTpEe AE ol

(o3
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a9 2709 FSC(Full Service Carrier : th 8 a&Ab

B, KALS AARS] Hl3l A4 2 @87 FRE o 2ujo) it

o
2
e
>
=
=
ftlo

83 7789 LCC(Low Cost Carrier : AH|LFZAHE FolA AR

st

dF7] B 712 JJAZF INA 9 ABLE ol vl 1.5u) o]Ake

=Y

25 zta ok g JJAC] Hls] AARS FARA FRE=E 3.9 Est
a1, KAL2 6.9uf o] &3

<E M.2-3> sll/=A4 &F&FA Y =85 AH20181)

TE | ek b | AFEE | Kool | ool At | o2HE | HslolaE | dlojgld |ollojas:
or8 x}
daEA | 2QH | A8 | L A4S B A3 AR | e | 29
T
W8 (5%) :
oy | 6211.80|8302.24 '05,0825| 08.0405 | 080611 | 08.08.06 | 05,0831 | 120522 151228
Hx
syayey | 090801881223 06.06,05  08.07.17 | 0810.27 | 09,0107 05,0831 | 13,0305 | 16.7.11
Tlo =2
R e » S
AL 24 FA | A | A | FA | A | 2A A
37
y_ool 16400 | 82 | 32ch | 2500 | 23th | 18!l | 19t | 2t | 6ol
o
AR
(1) | 4798%1 1026291 131821 | 3009 | 5001 | 386%1 | 16991 | 7201 | 175°]
A
(o) | 12180 | 6866 | 1768 | 1353 | 917 | 881 | L7 | 50 | 219
[¢]

As - 3R g Al2H=H <http://www.airportal.go.kr/in>
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=
T

.22 THFIA AHLEANE B 849 53

M.2.21 54D AR LEANE B} 7223 EA
GEOL2-4>9) o] dighadd KAL, ofAlolutald AAR, Zolo] JNA, A
g JIA, g9lelds TWB, o] 2=Eta3 ESR7HA] 6919 o=, ofoli
ABL-2 891, dlojAl& ASVE 29919 HF& A= 8/ 58 A oA
68.3%, A7 Z=Z 66.9%2] HF&S Z=

k
o

o

<E M.2-4> $8vet ZAA FFoAfeE FAAZ20173)

g 33AR xg A x"H  <http://www.airportal.go.kr/in>
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olAe] AATFTEE 2719 FSC(Full Service Carrier : &3 AhH =3
AHEQD KAL 2 AARS #xle] 548, 12l 7709 LCCLow Cost

Carrier : AW EFFA) FTAAEL =44 A4 542 WEstm Yok

o

H oF74 A2 71Fe=Z 79 DALDelta Air Lines) 2.11%, 9%
SIA(Singapore Airlines) 1.52%, 109] HVN(Vietnam Airlines) 1.51%, 11%
DLH(Lufthansa) 1.40%, 1291 ACA(Air Canada) 1.38%, 1391 THA(Thai
Airways International) 1.28%, 149 XAX(AirAsia X) 1.21%, 159
THY(Turkish Airlines) 1.10%2] H+&<8 HATh o|g 8/ = =4 3
SAESY SEUE FAd AALFANA A A2 T)E HFE2 11.53%
2 266.69kmol| &gt}

<E ML2-5.1> 52 FEAE =2 oA ¢ A 4 F0]

Ag o FFAR Y Al 2= <http://www.airportal.go.kr/in>
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<EOML2-5.1> 2 <(GE ML2-5.2>9F o] ZAZGFAEY A A4 5

o) FE % FAhE FolE nw Zzw TV F 20109 ol Fo] WA

20173l 3.8%2 & % H4aE Hlo.
el LCCEe o4 4 S7he2 mid of
ot 53] TWBE 2013\d o] % 58%E ‘&3]3t

ol -\
riu

o

fru

o

o=

Ul

%0

NeBe FEI /125

<E M.2-5.2> ZAZTZAE ZAM oA F9 A7 Z71E Fo)

25 sFAR Y A 2H=H <http://www.airportal.go.kr/inD
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55%
30%
25%
20%
15%
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&
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GEOL2-5.3> wA8FFAME 2Ad A4 & AF& Fol

i

A5 FEARR z8 A 2~®" <http://www.airportal.go.kr/in>

<EOML2-6.1> ¥ <F MM1.2-6.2>%F o] mAFFAEY IAA A4 2
2o F2 % F71E FolE By 2 FFY7] F 2010 o) Fd A
A oA A2= 27 A9 KALS 20134, 20140 74 A9, AARS
201737k A A &A1 F7HE B Erh

g LCCE TolA oA o= 28 INAZE 201678 JJART T
I o A7 AL Btk INAS JJAE ESR @ TWBe] AA e nla)
oF 2ule] A& Hola 9Tt
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<E M.2-6.1> ZAZFZAE ZAM oA Az AA Fo] EA

A8 FEAR

i

CE M.2-6.207 7o] =3

g

g Al ~H=l <http://www.airportal.go.kr/in>

AR Al oA

28 Az

=
[€)

o] 20101 o]Fol= KALS A3 BE FHFFAEC] FHH9

Holr, 2010-2017'd 5t KALS H+ 4.1%9 S7H&s 715

AARE B 7.3%9] Ax=3 37He& 71534

#9 LCCEL A2 Y 39 o|FRHE F5H Jtow

MAZE 2013-2017'd &<

& 40.6%° HE A Az F7
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—eo=KAL -¢-AAR — —ABL -4 —ESR --e--JJA - --IJNA ——ASVY —TWB
60%

55% | = %
50% | -— G il ~

45% -

0% | \'\

35% - ~
30% -

25% |

- = 9.
- - - — -
20% - — L .".-.._“"‘_...- L - ‘Q-"‘-__‘
- =t » =

&

L}
15%

GGG S S g g g i g g G g )

—o—KAL -o-AAR — —ABL - & -ESR --e--JJA —--JNA ——ASV --8--TWB

5%
E
- ’:’
L
4
£ -’
4% f--—— -
¢ ','
i F
LA
#
-
-
3% &
‘f
> £
o~ /
o r | |
- -
=g # iy
&
2% i r -
'." - o -
- i -
- - l./ -
L - -
- - . s
- - & LA
- i #
s - P
.-" - oo i ok = -~
1% L R SRR St
"’ - . & B . : i
A - _ L s -
Pt z =] e
- = ~ -
i e = /
il ot T -
- % -
| __‘__.J % a’._ e - e
0% #=———=a e ——— FF LA RS e

Vs
s
%,

& & & & & & & §

<I¥ M.2-2> =HFSAPE A 44 D=2 J7& Fo

i}

_48_



<E M.2-6.3> =

=
O
O
il
fo
o
o
2
=
=
rlr
DN
o
o
©
rt
flo
>
o)
o
u
—
Z.
=
rlr
[\
o
—
—
rt
o
>

s
)

F3AHE FAd 44 A=

rr



of

KE M.2-7> A GFAE AA &

Ag - FFAR xY Al 2= <http://www.airportal.go.kr/in)>

ke

222 24 A7 esA% 2447 T24 54

GE M2-8100 A UehbE 2AREAS] 24T FUM 97 5 3

HAA AxH Fol= (3E 1.2-8.2>2F o] 2008

A&Aow 27T webd U oA S 2007
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CGE M.2-81> FHFEAE FWA 47 5 AAFo] 54

A5 gFAR XY A 2~H <http://www.airportal.go.kr/in)

i

TAMT= gy FHAA A A 2712 FSC(Full Service Carrier : o &
GFAD A AFEQ] KAL 2 AAR¥} 778¢] LCC(Low Cost Carrier : *H]-&
g3 FAAES HH AAY 58S HEsL Yt

(R I.2-8.2>0 A1 2013-2017' &<Fe] 5%t oA 9o At P37}
&S FAHFIAEZE A4rstd, LCCEolA+= INA 21.0%, ABL 13.9%,
TWB 13.6%, ESR 13.5%, JJA 12.2%°] o=, FSCE94= AAR 5.8%,
KAL 1.2%% YEehdo)

ol gt A¥, <F IM.2-8.1>3 o] 201799 A F+= T/HA Hol
462.97+ ol ™, Hytoll tht =7 (=3 H )7 Hol KAL 1.73%
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A5 - gFAR XY A 2~H ) <http://www.airportal.go.kr/in)>

<E M.2-8.3>3 Zo] FAFFAIE A o7 FoA oA 9
HAELS B (198 M.2-3>3 Zo] KALLS 19974 70.0%S AHo= X

=
A

, AAR HA 2000 37.3%E AP = x4 st
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<{Abstracty

A Study on the Customer Satisfaction

by Air Transport Service Factors

Jin-Young Lee

Department of Consulting
Graduate School of PaiChai University
Daejeon, Korea

(Supervised by Professor Chang-Kuen Moon)

In this study, for the sake of deriving the market demand drive
services leading to the activation of air transport services in Korea, we
identify the customer satisfaction determinants from the air transport
services to clarify the structural characteristics and the characteristics of
the passenger transport market and derive the differentiated strategies
for customer satisfaction.

In particular, this paper aims to understand and clarify the processing
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status of customer complaints resulting from the improvement in
passenger transport capacity of the Law on Ensuring Soundness and
Access Control.

As well, we make the systematic reviews on the customer satisfaction
components and the complaint sources and their settlement processes in
the viewpoints of customers to establish the sustainable growth
foundation with the unique capabilities of service value propositions.

The key elements of the airline service industry’s success is the
current state of international operations of international carriers and the
establishment of a strategy for customer service for internationally
differentiated domestic airlines .

In order to estimate the impact on customer satisfaction with aviation
service elements, We have conducted a test of the data based on
content survey theory.

Concludingly, the customer satisfaction levels for major airlines and
low-cost airlines should be managed according to the customer-tailored

and adequate growth and evolution strategies of airlines. .

Keywords : Air Transport Industry, Air Transport Service Factors,
Customer Satisfaction, Large Airlines, Low Pricing Airlines, Customer

Complaints
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