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A Study on the Evaluation of Incheon International
Airport’s Service Quality

Daesung Chang”* - Youngtaek Kim** - Sunran Jeon***

Abstract

With the intense globalization and economic development, airport service has been
getting more important in the service area. However, the related research has not been
conducted in the topic of airport service due to mainly the difficulty of research
measurement from the complex characteristics of airport service. This research using
SERVQUAL/SERVPERF seeks to identify the quality dimensions of international airport
service, and further to provide the service quality evaluation tool applicable to in-~
ternational airport. From the literature review and field survey, the quality measurement
tool on airport service has been developed. In addition, an empirical study has been
conducted, by utilizing the measurement tool, for the two group: general airport customers
and the employees of a domestic airliner. Several statistical analyses such as descriptive
analysis, reliability, validity analysis and multiple regression were performed for analyzing
the data obtained from the two groups mentioned above. Statistical results showed that
the proposed service quality dimensions are appropriate as a measurement tool for
identifying the service quality of international airports.

Key words: international airport, service quality, SERVQUAL, SERVPERF, service
quality measurement tool of international airport.
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