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30  ™(3.81), 20 th(3.64), 50 ©(2.85)9 Fo2 UEWoH,
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EIEnAS,
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Algk A3 20 of, 30 o, 40 o, 60 t o]e] 50 tf Ht} ¥hE

}

;OL

7 o B2 AoR Yy

=
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)

o] WS Hyr2 60 tl o]/%H(3.73), 40 TH(3.63),

3

B3

w1l
=~

(3.53), 20 th(3.49), 50 W(3.000¢] <oz UEelgtony

30

2 W2 A

1.933(p>.05)2.2 el A®dd mE 2l

F=

G0l ohd Ao vuha,

Els
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Aoz vy 714 3-2 = A E A
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CE 4-11> &5ol WE /A S Az el thE WHE Aol wA
RS
Ad 3 7&eA
200 ¥+ 201-400 401-600 601 #+¢1
29 F # ALEAA
o] &t i el ol
(n=5) (n=44) (n=73) (n=102)
SAE4 3.20(.75) 3.39(.70) 3.42(.58) 3.31(.64) 593 -
Hkg gl
3.33(.67) 3.73(.73) 3.78(.57) 3.67(.73) 919 -
T34
ﬁg] ol
3.40(.48) 3.55(.73) 3.56(.62) 3.47(.62) 387
B34
* p<.05, #* p<.01, *=xx p<.001 AFE A ¢ Scheffe’'s th5H| L
A5 g e ) W= H4L 401-600  wHA(3.42), 201-
400 WH(3.39), 601 w®FAo]4H(3.31), 200 HHY 0]3}H(3.20)8 o=
deiteu, F=593(p>05)e= vehl xS me £AEde Aol
FAH0R feld o] obd Ao vehit
A5 we 9 FAAY TSR HS 401-600 wHE(3.78), 201-
400 HEY(3.73), 601 W o]AH(3.67), 200 HEY 0o]3sH3.33)e] o=
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(38.56), 201-

E[l—

401-600

s=o 7
o
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B3l

]
=~

)

|
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CE 4-12> 9F] WE WA LE Az FL) B BT Aol

43}
g 38 V&S A}
A2 .
84 A= 944 AR A 7] €} F 3
/B
(n=30) (n=20) | (n=43) | (n=39) | (n=35)
(n=57) A
3.25 3.53 3.41 3.20 3.60 3.28
o NER 2.627" =
(71) (.49) (.65) (.68) (.55) (.56)
L=t 3.60 4.07 3.64 3.73 3.69 3.63
2.243 -
T34 (.79) (.48) (.61) 71) (.57) (.67)
Al 2 3.45 3.79 3.38 3.48 3.56 3.44(
1.630 -
H3A (.68) (.68) (.45) (.68) (.55) .64)
x* p<.05, #x p<.01, #*+x p<.001 AFEHAA ¢ Scheffe o] thsH] L

d3E F4FHAY U5 Hd> FAB.60), A=x(3.53), AF(3.41),
71BH3.28),  AMMI&/AMI(3.25),  AHFAE(B.200¢] wom YERew,

F=2.627(p<.05)% UEI} dFo] wE S22 WS zfol= EA 50w

Jo
o,
rot

Ao ueydd. Aol ATAnY SAEAd dgel o

o
||
ol

3 oQE Ao® UeRAw AFHYL Scheffe o TFuHlae|AE

-

.
bzl
o

o BAHOR ol Aol7h LhehA ehghr).
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vebgon,  F=2.243(p>.050% UEh} fFe mE vk 9@ Iz e

Aol BAAOR Fog ol ofd o g UERR
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dFHE AF 2 EFAY SR He Alx(3.79), SH¥(3.56),
AHE2(3.48),  Aw|z/weld(3.45),  7IEN3B.44), AEA(B.38)9] o=
UER o, F=1.630(p>.05) 0. & YERY} fGFel wa A5 9 B3 gg
ML o] xpol= FAH SR FoF o] obd o ® ey

A JFe wet §AFEAY UMEEE tEA QAsE Zo® vEh
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F49 FT8E A9 AolE HTFsr] #& dAviA EAHEA (ANOVA)S
S AT <E 4-14>3} o] el
<E 4-14> o] &3l & 7IWAFHE AH 2 F4o g 8%

Ad & 71e5A
29l 0-2 3 3-5 3] 6-8 3 93] o4 F ARAA
(n=50) (n=106) (n=42) (n=26)

SAE4 3.92(.51) 3.98(.58) 4.02(.50) 3.99(.61) 314 -
Hkg gl

4.10(.45) 4.16(.62) 4.09(.63) 3.99(.52) 629 -
T34
ﬁg] =1]

3.89(.46) 3.95(.61) 3.88(.60) 3.85(.71) 337 -
H=A

x* p<.05, #x p<.01, #*+x p<.001

o] §35E SHEQ

= o
T HS

AFEHAA ¢ Scheffe’'s th5H| L

6-8 3](4.02), 9 3] °]“(3.99), 3-

5 3](3.98), 0-2 3](3.92)¢ <«ox yEtykor} F=.314(p>.05)= e}
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=4 g3t o=
Aol 4] A3
g 4 7|84
o}AJoLt
249 33 £J3FA} A7} F %k ALEAA
37
(n=87) (n=26) (n=33)
(n=78)
=4 E3 4.03(.45) 3.96(.58) 4.01(.54) 3.82(.71) 1.272 -
Hkg gl
4.19(.56) 4.07(.58) 4.08(.47) 4.04(.67) 907 -
T4
ﬁg] ol
3.95(.53) 3.91(.61) 3.98(.55) 3.78(.70) .803
B34

x* p<.05, #x p<.01, #*+x p<.001 AFEAA 1 Scheffe’s TR

Folg @
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>
>
i
lo
>

=40 ToE HdS e 4.03), FAH4.0D),
oAl ot @-E(3.96), A7HEE(3.82)¢] o= v

o F=1.272(p>.05)%

dfol= EAMOR folg ol

913AH4.08), oFAlobIEE(4.07), A7FEE(4.04)9] =0

’

_84_



907(p>.05)% e}

F=

o ol Ao et}

FAH3.98),

R

<]
o2 uExto,

2=
RS

A7+ (3.78) 4]

ofAlobrtalE(3.91),

&-8(3.95),

i

o 3t

Els

o

.803(p>.05). =2 YEY} Fol &

F=

o ol Ao et

KeR
-

4-3

7

Aow vEnd

Adoz folsd e

=
S

o A &=

<
]

8] 2~

| EAEA(ANOVA)S

Z

IOEE

3|

4-16>7 o] YERRET

-
It

3k Ayt <

PN
T

_85_



)
S

4-16> o] &=

<3t

R
H
o~
ot
~A
0e) o o)
By S 5 =
- — o —
o)
o ~ © — - -
Lo Te) o)
N =) ~t - ™ - [a2) -
Nt
pl _ . N
m_w.o ~ ()} [a\] o
= = < = =
v 1 3 = =
,.Zl.._ S (@] [aN} fop)
" X ~ : . )
Gy - - -
wo e
A
~ AJ sl - . - L
B- ™ N o
w0o®" ST -7 -7 7
~
N
o — N o - o0 -
(=] el - <t - lae) —
Nt
(=)
Ww.w n w © - 0 w 0
(n\u - <t N2 —
ﬂE m_x JxAlO m_x JxAlO
o) B a2
o =T olo N w Njo
on = Mo <! )

: Scheffe’s t}&H| L

rveel

al

7U

ok

x* p<.05, #x p<.01, #*+x p<.001

(4.09),

o Ushdou,

T
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=
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al7)

=0

H

?_

]

;.AL

A1/

]

;.AL

(3.94),

0
e

-

3
Hn

1.078(p>.05)%2 el

F=

o] obd Ao Yyt

3
pul

(4.36),

T
B
o
g

/O

71 EH(3.96)¢]

o)
)

ﬁo

Fog

(4.00),

)

_,AO

Z.E

(4.13),

—
[e]

_86_



2.070(p>.05) 0.2 e} o
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-.262
-1.070
-1.946

.106
113
.106

-.03
-.12

-.21

.61
.66
.62

3.36
3.74

AukE £ (n=107)
3.55

x* p<.05, #x p<.01, #*+x p<.001

71
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.69
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<E 4-18> o] g3

of whe ZWAgm Auls FDo gE wEHE
Aol w4 At
Ad & 71eE5A
89l 0-2 3] 3-5 3] 6-8 3 93] ol F# AMEHA
(n=50) (n=106) (n=42) (n=26)
SAE4 3.27(.55) 3.42(.66) 3.29(.62) 3.40(.71) .810 -
Hkg gl
3.65(.62) 3.74(.70) 3.67(.68) 3.78(.69) .346 -
T334
AlE A
3.49(.59) 3.52(.65) 3.49(.60) 3.56(.74) .094 -
H=A

2~

> A4A : Scheffe's thsH| L

= 3-5 3](3.42), 9 3

o] 4+(3.40), 6-

=
2 3](3.27)¢ w22 YERoy, F=.810(p>.05)22 e}

Jol EAHOR folg Fae
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9 3] o]AH(3.56), 3-5 3](3.52),

6-8 3/(3.49), 0-2 3](3.49)¢ ¢l = YeR oY, F=.094(p>.05)% YER}

o
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A 3 7&A
RE ! _
29l e 93} A7V Fg | AA53A
g5
(n=87) (n=26) (n=33)
(n=78)
=454 3.43(.50) 3.40(.71) 3.31(.69) 3.11(.66) 2.204 -
Hkg gl
3.78(.60) 3.71(.71) 3.60(.68) 3.61(.79) .819 -
4
ﬁg] =1]
3.57(.60) 3.54(.66) 3.42(.58) 3.37(.72) .952
H=A
* p<.05, #* p<.01, *xx p<.001 AFE A ¢ Scheffe’'s th5H| L
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ABSTRACT

A study on Importance and Satisfaction with

In—flight food service quality

Lee, Ji-Ae

Major in wine Sommelier-Foodstyle
Dept. of Cultural Industry

The Graduate School of cutural industry

Sungshin Women's University

In Korea, more than 20 foreign and Korean airlines compete for more
customers.
Thus, for customer acquisition and maintenance, airlines are doing their

utmost to improve the service quality.

This study focused on in-flight meal service of airlines and the



meaningful differences between customers’ expectation and their
satisfaction after experiencing the meal service were analyzed in respect
of demographic factors and using patterns to provide the basis to be used

to improve in—flight meal service quality.

Statistical package PASW 18 was used to analyze the data.
The survey targeting Korean passengers was conducted from September
23, 2013 through September 30, 2013 at Incheon international airport.

Of 250 questionnaires, total 224 questionnaires were analyzed except
untrustworthy 26 responses.
The analysis for frequency was conducted to understand demographic
factors and using patterns of respondents.
Before hypothesis verification, reliability estimation for measurement tool

was conducted and consistency of survey items was evaluated.

The result of factor analysis showed following 3 main factors — food
quality, response and consensual, thrust and assurance.

Matching sample T-test, independent T-test and analysis of variance
were used for hypothesis verification. Scheffe’s multiple comparison test
was used for post—hoc comparison.

The result of hypothesis verification for importance level and satisfaction



level of in—flight meal service is as follows.

Hypothesis 1 - the survey showed meaningful difference between
importance level and satisfaction level. Thus hypothesis 1 was adopted.
The result showed people place more emphasis on importance level than
satisfaction level in all factors.

Hypothesis 2 — the survey showed meaningful difference in the importance
level of in-flight meal service perceived by customers in respect of
demographic factor. Thus hypothesis 2 was adopted.

Especially, there are significant difference by their gender and occupation.
Hypothesis 3 - the survey showed meaningful difference in the
satisfaction level of in—flight meal service perceived by customers in
respect of demographic factor. Thus hypothesis 3 was adopted.

Especially, there are significant difference by their gender and occupation.
Hypothesis 4 - the survey showed meaningless difference in the
importance level of in—flight meal service perceived by customers in
respect of using pattern. Thus hypothesis 4 was discarded.

Hypothesis 5 - the survey showed meaningless difference in the
satisfaction level of in—flight meal service perceived by customers in

respect of using pattern. Thus hypothesis 5 was discarded.



The result of IPA showed that the factors on consistency/maintenance
includes hygienic conditions of in—flight meal, flight attendant’s attitude
responding to customers’ requirement, flight attendant’s degree of
understanding about in—flight meals, careful concern for customers,
providing the right menu requested by customers, the information delivery
about in—flight meal menu /service time and timeliness of in—flight meal
service.

The factors on improvement/effort includes the taste of in-flight meals,
the temperature of in—flight meals and flight attendant’s politeness and
friendliness. These are the most fundamental factors and need
concentrated management and improvement on the preferential basis. The
factors of low priority are the quantity, the shape, the nutritional balance,
the diversity of in—flight meals and flight attendant’s knowledge, service
capability and menu introduction.

Lastly, the factors of unnecessary effort are flight attendant’s will and
ability for solving a problem, quick meal service and quick recovery after
meal service. The more effort level than current effort level for those

factors are unnecessary.

The result of this study has meaning in providing the basis for the

improvement of in—flight meal service and has limitations at the same time.



If those limitations are overcome, the practical approach to marketing

strategy can be possible.
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