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MAZAAZE (World Economic Forum)®] F&=to|zt Al ZeheA 75
(Klaus Schwab)2 42t 4Hd Aldi= 13457 54 s= 7|He R sh= =X
o] Fa% AT Sh= A AARR H#AsEAH(Schwab, 2017). WA FEAME

%8

Y= f 94 BAel Feetedd Axs

Al #HJd(machine learning)’¥t ‘@ 24 (deep
learning)’ & EFE™, WA= FAE Edste= Adoltt. #Al o] tigo

dolHg wgoz dZstel g2 st Fxeld, | gde Azl 5 7z
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(Deep Learning)

[ 29 2] 9345 4 WA 7=
=2 AlH|gE F9 AFA(2018)

AREZ Aol HRglel ¥
A Qo) AFAE ATE FANE ol

B2 o)

1970dt] &8k o=fe] JRE
e g5t A= AFH &
s gk shAR APArEe] Belghs kel ojs) 20009se] HolSTA
ARl Aol B8] FoHIUA ATAE et wel Hsict
[ 3 1] AA 2= A3 A Y
ER R oA 15w =
IDC A4 A ] Bof 12709 &9 16509 2=(174)
Cognitive SW Z#H& 109 & 2 (179)
BCC A% 24212 8409 e 11309 9= (17¢)
Market&market Au| A (3 m|t] o)) 429 = 2 (209d)
Tractica Al A|AH] 291 =g 11199 &81(17¢)
AE FY HATA A=A AT (=) 3274509 <l 232638¢%] <l(20)
IBM 2025 2000%Y A A&
W17 20259 6% 749 &8 (7000%Y o A
E4 . KT HAAAGAF4(2018)
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g Zo=2 dEsta WRIxE 20259 mE &37F 7000 Yol olg Aoz 4
Zotal o=, 2018).
2. AR Au| 29 A9
FEAFE HIES 7IgEe] AAHeR Tosta Sl AR (Chatbot)' > A9
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ot Aazre] ARUAA ot AlVleS HEST gt oot AT EAE
o] g3 tizts Sl ARl WA @ ostAY d HEE ATl ATAS
(Al Artificial Intelligent) 7]9te] AFUA o] AZEQO]E At
AE-L JAFAT 7I&S FAota wAxet Adots Fejz WHotHA g
ZIAENA AMzg 71318 FED 7FsAde Agst ok 7192 AR 7Y
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Fot v-gAl SHA Y] FHE skl Aek(E v, 2017).
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AR M|as ARFAAT) 2ok 7IdEs SHeE HAlA E35s AR
ojal Qlt}. mlo]m 2 AT E (Microsoft), -2 (Google), Ho]AE(Facebook) &
2 fAA 7IdE2 AR AHAE 7o = 9 HAAE ZRte R disty 7

2 FA7A] o r M thefet AR AH|A &3S AlEstal Aok
AAR-EL6], 2017)

ol 2ARE= 20159 S Ao 2 QI7IE Fd AReo]A(Xiaoice)oll
ole], 2016\ 3} <QIFAT AR ‘HIol(Tay)E AEH ESH, 154

(GroupMe), ZI(Kik)s &4 HAAE &l AREAe} di3tsty ot55t= 714 o
& (Machine Learning) 7|5 ®HASIG oW dF AREAES olfdS <-gotd

AR RS 28 FAREE AR QM) ARLS obrlets AEA
]_

N#oz At
Rpe Tkt AALL AT glort F140] LEslel FRe 285
A7) gl BeH Add 71eA] we] asth o
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Asttt. 2AAE Y AYE IFS mlAle 802 A ol(relative
advantage)’, "¥X|4d(compatibility)’, “EF(complexity)’, AH T4
(triability)’, “7FA]/d (observability)’o]2tal A A5t tH(Rogers, 1962).

o ZheHl AA, A ol el 7|E9 ARG ¢ FA A= Fk
£ IotH, A4, 4242 Mol BAL] Aoy 7hxet duty FAFSHAY A
gt Q1A 9] A g wWetth AR, 257442 il tigt o=
o] QI ArE, UAZ AR 7Hsd2 ide] AAlR AAEL Sle Bk, BhA]

sog FhAAe HEe Aut the AelAl ol Ax 47 Bef Astel o

WeEs 24T Feole o8 dEHu AHZEd acle mefstaxt gAg4t
olgo} l&send Er FUAYRY 5 FF A8l 2 RUASS
AT A)e4 8 390 Aol Ed] 9L wAL AA asvt 2
of5lo] Gtk o] AHHWA o meksh] A SasgEAY o2 3
Zro] o]Fojz|11 Q= Ao|th(Mathieson, 1991; Adams, Nelson, & Todd,

1992; Hendrickson, Massey, & Cronan, 1993; Igbaria, Guimaraes, & Dauvis,
1995, Taylor & Todd, 1996).
2AAE Y AY &Hkeof et ool FEHUH ‘YAAH(Innovators)’,
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‘Z7] AR (Early Adopters)’, ‘7] th4AHEarly Majority)’, ‘%7] tt=AH(Late
Majority)’, “A|AZH(Laggard)’ & ®HA 7kx= Z75te] AAISkAH. 1= A9
25%7F ME2E 7lee Yok dAIAF 250 &5k, 13.5%+= =71 A=A,
34%7) 7] v 872 34%v= 7] v 8N, 18 A UmA] 16%7F AA
2 1% &3tk Hdth(Rogers, 1962).
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S b 2349 28 AAAE BeHeln Ao mystE Agolw, £7

Aol 24 ARe F&olt AEE £ Age] AU 27] He
Aol B4 AT BYs AL, F7) et AR AFelE, dea 54

kA F e o] olg T AE GgolA Az TS Hr(E A=,

2013). W 71658 £57 UG ARge s Adse oSt v
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ABSTRACT

Study on Effectiveness of Phase in Chatbot Service to Provide

Efficient Passenger Service for Airlines

RAYOUNG KIM

Aviation Service Management Major

Department of Cultural Industry and Arts
Graduate School of Cultural Industry and Arts of

Sungshin University

This study was designed to examine the management tasks for successful
settlement of chatbot services by airline passengers to understand how well they
are aware of the Al chatbot service of local airlines in Korea. The artificial
intelligence and the robot are the keywords of the fourth industrial and the
Korea local aviation industry is also reacting to introduce them. It is essential to
build a leading image of an airline company, as it can lead to operational
efficiency and customer convenience and service enhancements.

After designing the study ahead of literature and data analysis, we conducted
a survey of 200 airline passengers and found that the awareness of chatbot
services introduced by Airlines and Jin Air, was highly recognized. This has

defined that both experienced and inexperienced airline people are highly
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interested chatbot service.

However, awareness of the specific services offered has gradually declined to
68.5%, while chatbot users have become 35.5%. There is a gap between the
recognition of the chatbot service itself and the actual information and utilization.
Although it has prepared to accept the existence of new technologies which still
relies heavily on existing channels such as call centers and counters because of
the inconvenience.

67% of the respondents said that they should phase in chatbot services to all
airlines regardless of the size or nationality of the aircraft. More than half of the
respondents said that the service sector should be introduced to all services
provided by airlines (reservation and ticketing, fare information, service—related
information, etc.).

The research concluded with those four suggestions.

Firstly, airlines need to aware of low availability of chatbot service which
would require various try such as promotion and marketing. Therefore, airlines
should actively appeal to passengers the convenience and usefulness of chatbot
services, thereby encouraging them to step away from the threshold of the inertia
of the route and strengthen their attitude to embrace new technologies.

Secondly, passengers prefer to introduce chatbot services to every services of
all airlines. Airlines need to recognize chatbot services as an infrastructure or
system across the airline industry and actively cooperate in the deployment. This
means that it is not a problem at the level of individual airlines. This solution is
relevant because aviation systems featured international, compatible, connectivity
and alliance.

Third, as passengers have responded to the problem of adaptability and
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reliability of chatbot services, they should focus on securing their usefulness and
reliability. The chatbot should provide passengers with a variety of information
and be equipped with additional skills that add service depth and kindness. Until
the level of technology reaches normal level, it is necessary to operate connection

services with a person in charge to help out tasks that chatbot cannot handle.

Keywords : Airline Service, Artificial Intelligence, Chatbot Service,

Customer Channel, New Technology, Path Dependency.
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