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WA 1 uete] 33718 e Uik 2ejBE O %18 ER 25 §
2 19 Al EAY 5450 BEe Pyt Siste] westn gk
2ol BRolh. At B2 §I/IYe WAW Auls BAe] £Fo] B2
AT FF719] 2P 2oty Uk A1YE el ol SFe] Yt
£ wopsta vlmek o] Fasie

B Apeld B2 A 39] o2 Akl R FTA hergT
2F P MIAT 2] Al B4, o2 34 2 DARSE v
@ 2HL shurt gt

>

19909 =l FA] 2719k gEold w f=7F 201049 7] 29 3,000%F
s

o] A49) B AFOoR ByStArh Fa 4

670 Arell 6,000% Ze
ole] FZM T ¥ 7+ AH wRE FH BRI UTHEI-D.
200250 FZol o=

o]
o2 3uj Frtotg e, Sh=rof FEQl whEel

li

1) http://terms.naver.com/entry.nhn?cid=504&docld=1022588&mobile&categoryld=504



o] 5l sodtt.

CEI-1) @33 22 29 4 P2 4%

A% | 2002 | 2003 | 2004 | 2005 ]| 2006 | 2007 | 2008 | 2000 | 2010
3=2Ql [ 13.34 | 16.86 | 25.91 | 31.22 | 32.24 | 38.95 | 43.75 | 39.76 | 41.62
g |7 1 8 7 6 9 1 6 5
e 12.1117.29 | 22.62 | 32.58 | 39.86 | 43.11 | 38.19 | 41.88
=7 18,840

i) 1 0 6 0 0 3 2 9

Ztz=: http://terms.naver.com/entry.nhn?cid=504&docld=1022589&mobile&categoryld=504

2010dof §H= A&m ZEZ<lo]l oF 30.000 Holgded, o F KTHo]
3.333 o2 11.14%°]Htt. 2012d9] FstA2 oF 5000 ©] Hict. gh=of
A TE Aol Foteke =%}

A=(d) | 2003 | 2004 | 2005 | 2006 | 2007 | 2008 | 2009 | 2010 2012
%) | 208 | 356 | 510 | 809 | 1.309 | 2.022 | 2.724 | 3.333 | 2F 5000

Z}&: http://terms.naver.com/entry.nhn?cid=504&docld=1022589& mobile& categoryld=504

4 FHoR & FH L QR FF A4
FHOoR sto] opiol, 43, Holwlelst, o dell,
L IAMe eqstn glon] stoldd FA FYAR

9lom], 39712 1127 wAe

Agstn k2

2) http://ko.wikipedia.org/
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Mo

74 7ol SHHIEE ~ o]2323 LA xg FIYetal A
Fot7] AR o wWold, BAIH SAA A dFch rRE
= TR MIATS Hud A g7 EYste] &3 4= A
ojz]1 Ao R dado|=E AHAlstal it

2012¥ 71% MIAT @ZAM= “Chinggis Khaan” A Z3lA 10 7 =,
15 78 ZAofl HEgstn ek % STHIEZ-AE LA 15 A& 6
H, ool 1081 FHFstar Gk

BT, of

1-3) A= BT oM =4 2= o8t 5749 A=

<

B

MIAT tiztats 71Et 2
25 % e % e % -
2003 | 126240 | 60.67% | 30.450 | 14.64% | 51.371| 24.69% | 208.061
2004 | 157.091 | 53.73% | 55.244 | 18.90% | 80.013 | 27.37% | 292.348
2005 | 183.191 | 53.02% | 73.077 | 21.36% | 88540 | 25.62% | 345.536
2006 | 206.257 | 49.36% | 78502 | 18.79% | 133094 | 31.85% | 417.853
2007 | 249.677 | 52.25% | 97.006 | 15.90% | 131176 | 27.45% | 477.859
2008 | 264.127 | 54.06% | 104.932 | 21.48% | 119497 | 24.46% | 488.556
2009 | 236.544 | 53.24% | 96.636 | 21.75% | 111.133 | 25.01% | 444313
2010 | 266.040 | 50.03% | 112.073 | 21.07% | 153691 | 28.90% | 531.804
2011 | 365.707 | 55.34% | 116360 | 17.61% | 178786 | 27.05% | 660.853

d

Zk&: Civil Aviation Administration of Mongolia: http://www.mcaa.gov.mn/index.php/page/28

(E1-3)oA BZO] “Chinggis Khaan ZAZge]A 2003-20119 %]
=4 &= 08T 49 FAE HoFal Ut olF F=FTAN MIAT
o|-get S Hit2 50-60%°1H, UHA o= FFAE o8& 57

ALl 40%= Hrds= AEstal Sl Ae o 4 Aok 18a o] Bt
"Chinggis khaan® =23l digtadZS o] gt & !
7kt Qe Ae & ok Sl I2E= e & d3AIA A

oA 71 2 AAAR vehE,

ofN it

3) http://miat.com/mn/brief-history
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Al 2% olEH =7

A 1A AMus FHof digt xF

1 Aulzg] Ho 2 54

Gl
2 H§Z AEoty gt
AH|2of tigt Aot o7 7k Qledl olE FEs] HLstr] 7t o]
ARt o2 AHIAT “AH[Z} &5 FHA7]7] S A T x2Z ] 9
sf AFEE= FIY LFoltt .4
ME A £AS FAH0R o] [ M.Rathmell(1966)-2 “AH|AZ AJ&Fo) A
Foln, g7} T TR Loz WA £ Qv o
Hrolzt Holst ety Tt W.J Regan(1963)2 “Al&2 WA A4t
A A WA e o et FAlOl A&HZF Hoka” ohgl

oHAE BofoflAe] B2 SxfEo] AH|AS H 7E2] EAS
Parasuraman, Zeithamal and Berry(1985)&= H|-5-34, AAt-4H]o] FAIA,
o|dA, £} Zo] 4712 EAES 7HA AL St

al
ulgo R sfo] Aulse] tEt S4E thedl Zo| FRHTHEL-1),

4) g5, HYd, AdHE (2008), TMHAD, , AL, HEAESHAL p. 276

5 JM. Rathmell, (1966), What is Meant by Service?, The Journal of Marketing, 30, pp.
32-36

6) W.J. Regan, (1963), The Service revolution, Journal of Marketing, 47, pp. 57-62

7) A, Parasuraman, V.A. Zeithaml, & L.L Berry, (1985), A Conceptual Model of
Service Quality and Its Implication for Future Research, journal of Marketing, 49, pp.
41-50



(FE2-1> Mul2e] 54

ShAf E A (English) EAGHEY])
Ronald T.Rust | intangibility 34
Anthony J.Zahorik inseparability A, 2 AR
Timothy  L.Keinigham 2)5 -
— N
(Service Marketing variability =°°
1996, p.7-10) perishability AEA
o intangibility T34
Mark  Gabbott  Gillian [Gnseparability AAY 28] ZAA
Hogg (Consumer and | heterogeneity g, o1EA
Service, 1998, p.26-29) | perishability 284
ownership 2GR
Adrian Palmer | intangibility 34
(Principles of  Service inseparability 2l L e
. variability 54
Marketing, 1994, perishability AEA
p.3-7) ownership AFRAY
Robert C. Ford | intangible 34
Cherrill  P.  Heaton | services are consumed WAL ] EAA
(Managing the Guest | At the moment
Experience in provider—customer | X-AH|AAT2 AT
Hospitality, 2000, interaction 2
p.13-15)
Mark M. Davis Jonelle 1nta.ng1b1.h.ty ke
Heinek . perishability 24
cimeke (Managing direct customer | _ .o 1o
services, 2003, p.5-7) interaction SLESE R

24 A%, (2010) TFEFEAF AHAEEo]l 1A wEE gl S| WA 9%, %

odietal skl TGty Ak, p. 12, AE

PZB(1985)9] A<t 9l (E2-1)E HIFOR AHlA EA4& aofstd o
&3 2ol 47hA] .

A4, FHdA (intangibility): o] 722
= A2 A AE5S 22 5 itk
[edhe AulaE B WS 5 glon, MuAE gt Ag HAE
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AR = (& Aot
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EA, A4t-4H] 9] FA4d(inseparability) : *131 e 7R AT 2 A
U L] bl i A o IS B P e B o5 B = e = Aol

AA, o] A/ (heterogeneity) /53 (variability): 74]%31]-% oHa] Au| AT} A
BA, 20, 20l we Al Bdo] gerin Axe] EUolE
2219] 712 "ol whet Au| Ao Fdo] gt £k gl
A, 484 (perishability): A8 A= A4} FAlo] WA st Hyto] E7F

fot = Aulast welE i 4aE S gl Aol

d

>

or
ol

N

LSBT

e e Aol ol Ha qld AejsiAyg 245717} ode
dol shvpolth, AEIAER] td HelE ode] ATolq AFASo] thed

Gronroos(1982)= AH|AFH-E AH|ZLO] Z7|Theh AH| A} QIAE AH|A
o] Hlwgrte] Autoletal Ao sFirt.8)

Parasuraman, Zeithamal, and Berry (1985)& AH|ZFE©] QAAJE AH|A
Fdolst Au|A Z9fo] AlFsfof btk L7]l= AH|ARY] Z]tiet Alset A
Al AEj2of Tigt AB[AES] )1A1S] Zfolgtal SHRITEY)

3. AH|A F49] SERVQUAL =g

Parasuraman, Zeithamal, and Berry (1988)+= AH|A 23S ZA 5= o
el SERVQUALE RS 7fEstiion, z7)de= ABlLs FH9 F4ad=
1070 2497 71 =)oz AAsIA=d ol% 571 ALAHIA, A=A, &
24, Sy, TS dEsSHE 227 FEoz WHSHAAHIH2-1
2-2).10)

8) C. Gronross, (1982), An Applied Service Marketing Theory, European Journal of
Marketing, 16, No.7, pp. 30-41

9) A, Parasuraman, et.al(1985), op.cit., pp. 41-50

10) A, Parasuraman, V.A. Zeithaml, & L.L. Berry (1988), SERVQUAL: A Multiple Item
Scale for Measuring Customer Perceptions of service quality, Journal of Retailing, 64,
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2zt Mugl=F 32
171 53¢
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Sl Al ZdE Adle <
AulaZ 2] el g Ml
1 L= ity
1, w3 2, Fldje] A3
2, A=)y - 1 1
| R Hdlx =
& ot B - z
W %‘d‘-ﬁ- 1111__5‘_: A—":I'ﬁ 1|:{I‘-‘E ..K“l";“li
4oBys g 3. /g9 % =3
5. 43 g8 MHulas=FzH

LR R

Z}=: A, Parasuraman, V.A. Zeitham |, & L.L, Berry (1985), A Conceptual Model of
Service Quality and Its Implication for Future Research, Journal of Marketing, 49, pp.
41-50

4 (tangibles)> =224 A, AH],

SERVQUAL ®3&9] 57kx] #19 & &
A, AwrUARIA 5 840 ol tieh &Folal, 414 (reliability)> ©F
E3F MEIAE A #3E 4 Qe TS Witk S AR Ee &+
A= At MH|AZS A FsH=rto] tigt AFPolth. 3 (responsiveness)-<
IAZA SZA4A] /\1H]i‘)r Tee o/t di't Zpdolw, A4
(assurance)> Aol IASA F= LA, M4, & 59 9
pp. 12-40
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S 3 Al | Edd AA
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4 | AE| 2t HAE ANt AE(EEA, HFEEY] Q)
Al = A5 | MM SFEAIZE F4
(Reliability) 6 | o] EAlo S&UE o AHAFLE HS
7 | A B AR AEAE S
8 | ek&SE A7t AHIAE AT
9 | A= Az gle st
3 =] 4110 | AHlE AlTAIZEY] Agskel o
(Responsiveness | 11 | 219452 4535 AH| A A5 ALA|
) 12 | ALE9 A 77k I8 2] 2HA]
13 | oFfe] Bt w0l @ 4o Zoh= A9
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(Assurance) 15 | 2ANA F= AL +44
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(Empathy) 19 | 2 A40A "HejstA AtthE 23
20 | A RAHR1 TS HolH= 2
21 | 2 ANA gt o]o& Fel= Ad
22 | 1A &to] et 2=9] o]

Zt&: A, Parasuraman, et.al(1985), op.cit., pp. 41-50

11) olaA, ghidot, (2006) Tt=E7]de] AME|AEZZ HriA: HARY, , A ALY
StuETHE pp. 41-2
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stAl ¢b= m Y & ot WA vAI" ARYAeldolA &t
MH|2 Aot wpel] Bt A9 GAPAS UG ThAA): GapSe A
2o} Z1diE Aulaeh AZbE AMujary AAeRA] ghe Aol ARt 12)

of
ol
ok
A
i
ol
I
o
=
>
i
iy
N
N
mlo
=
N
ol
ok

—_

GAP1 H==E) AFuseld
GAP
GaP3 |
A" Anize 2= A
HlaEEE ikl

—

capr2 1 |
a8 Z1Asl e =
o xpa] A=}

Zt&: A, Parasuraman, et.al(1985), op.cit., pp. 41-50

12) A, Parasuraman, et.al(1985), op.cit., pp. 41-50
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QLFATH B4 M7 ga) NERAS AAstgon], 24 A
1T

T 23199 = Q= =Y SHA T AAHS dAdol 1049(45.0%),
o/del 1273(55.0%) 2= Hepgon, A2 207t 130%(56.3%) 2= 7t
% @ol AA|eka o 2= 307t 647 (27.7%), 40t 2478(10.4%), 20
Al olst 107 (4.3%), 500 oL 3W(1.3%)¢] <& uehgrh SHzte]

AL g Zo] 124H(53.7%) 22 71 A Yehdon 1 ggoaLl fst
AZE ool 7578 (32. 5%) AE0] 1‘11(9.1%), 71e 1194.7%)0] &+o0=2 B
A Ayt vebgoh SRt Zde shao] 109 (47.2%) 22 71 ol
2} 2|5kl oW, E}%Ei g A= 60%‘(26.0%), 7)€} 437(18.6%), %<
17%9(7.4%), B2 2%(0.9)9] &0z Ugron, Sgzte]l Ygol: 100-200
THlo] 87 (37.7%)7 1007+ |5t 78 (33.8%) 0.7 71 Wol A5 e
™, 200-3007+¢ 447(19.0%), 3009 & o] 229(9.5%)9] «o=2 YEerd
ct.

wpeta] AEEAbe] Folgt 3EAte] e A9 HoHA vgted, 20
(56.3%)2] tistis EATH53.7%) S 47.2%)7 AFF A=H26.0%)7F 74

wol AAsh AL B 4 9k,



(E4-1) o} AF-5AHA
3= B (n=231) H]&(%)
4 g 104 45.0
=ps 127 55.0
20t) wlek 10 4.3
200 130 56.3
A 300 64 277
4014 24 10.4
50t ol4 3 1.3
e 21 9.1
=E 124 53.7
st
et ol 4 75 32.5
7)€ 11 4.7
2He ez 60 26.0
TE 17 7.4
PALSS SHAY 109 47.2
2] 2 0.9
7€} 43 18.6
1007wt 78 338
100-2009H¢] 87 377
43
200-300%H 44 19.0
3009 o4 22 9.5
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Gk, WA BAL 0PETHOR A 2L ek
(EH4-2) SFA] FFA o GHe

1Az HI = (n=231) H]-&(%)
A2 o8 MIAT (B& 136 58.9
1 [e)
FTAE ol L
Korean Air (§H=) 95 41.1
ojfZ L n A 211 91.3
ZL o]l&
;Lq 7 oo mzuz 2 20 8.7
-1 o d
HAE ZHA - -
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=
1. 4 &3d4 35 dx%
BFgA Aozt a7 tol S4stA o= Mde dnty 45
5] EAst=71E ntefshH d& SAste Haso] Fd% aclo=
FAEAE GRIshk= Aoty adi#AE Sk Mass 4UHATT =2
72 JolglgA I Yies Tt AZIthen = VN E Aol =
A7t S5t TS SASH=AE B siFe 33489 +9
ojlgtal & 4 Ut HA Aolgt ZAHY W45 Atolof ojwRt &
2450l A=AE HA Ao et.oD

2 Ao FEEIA st7] 9ot A aliAS AAISHH.

RE SA¥Hess 74 FE5t7]  flsllA F9E=24 (principle

component analysis)= A o, 22 AA2|9] Td3E fscto] A n 3

A A (varimax)& AESHAT. QJAAAFL ZF Ha4eF @QI7He] AFyiA 9]
AL g Uedth OB g ZF Hes2 QdAfA7 7P w2 akle] &5
A Hot B A{AE= & of A He WO AAFS A5t
a4t ge "otke o= 8o we ZF8HE FAbstandardized
variance )& ZHe|ZIt} & Apelapel FofolA gl 7o) AE 7|
T2 At (eigen value)= 1.0014, QQIAAZS 0.40 odold {FoIgh H
T2 st 0.500] §e 2% MEE 2 geps] 2 A4
£ o589 7ol wer 184 0 o], a9l AAA7F 0.40 o)d= 7=+
©= SF3rt.62

60) F2]% (2008), TSPSS/AMOS FAEALH, , A& 21 Al7|AL p. 61.

61) AT (2007), TAHEIATMPEO] A%, , A& WAL, pp. 160, 343,

62) &A= A, pp. 81-2.
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(E4-4) FFA A2 BAO) THERY BH A - 2

PSRc]

M —

1 2 3 4 5

SHA/d1: o] QbAStal o] 88 4 910 | .209 | .154 | .190 | .183
AE HHS FHa ATt
A4 AUES 1 HE 901 | .186 | .166 | .188 | .192
gt SRS 24S 283 )k
SHIA3 AUES A= & ot 898 | 204 | .167 | .160 | .137
a2 AYPEL o9t HiE2 D 600 | 200 | .188 | .288 | .241
e )
AEA50 29, B2 AZto] v 203 | .899 | .037 | .196 | .208
Aottt
AE 30 k&Rt AHIAE Ao 197 | .889 | .071 | .208 | .220
S Aof|A A&s] AlFstArt
AL S8 AH|AE F9AeR 195 | 887 | .082 | .211 | .233
Ag] otz g sk
AE A4 SHANA k&5 AL H 375 | 504 | 187 | .354 | .301
o|5hg 2|7k AU
41 AYE9 £xEA, 87t 168 | 078 | 933 | .172 | .119
2 Hol1 skt
S R@A5: YAl 124 | 036 | 930 | .114 | .075
EA@EHAATZ /R0l Edtt
FdA3: A2l 7HH, Al°lE, 165 | 073 | 916 | .156 | .065
Huld Fo] 1 HS $1x]|
AT
F42: 4l vl 253 ST 346 | 394 | 444 | 026 | .197
TS AYE2 1o He s 231 | 227 | 151 | .871 | .212
Zolsflsta, A7 of Fix} g
st
TR AYEL 1 o] 234 | 207 | .162 | .870 | .233
Moz Azbsta 93
T30 o] WA o] & 4 208 | 238 | .191 | .854 | .232
A AZES Z grEa 919l
SEA2 AYES P ATHe= JA81 | 230 | .078 | .230 | .884
IR EotFEal Lottt
SsHA4: HAYES I AHAE 71 | 216 | .093 | .254 | .881
2145 2 Ystct
SHA3: AYPEL 14 9o FA 306 | 358 | 131 | .153 | 544
AH|AE A5t
SHAL ZYE2 vHE oz 366 | 346 | 226 | 231 | .496
a0 Qo] A&5H U35kt
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29l 19 433 R4e DAL 5004, HAEE 31.836%5 L
owl, 29l 29 AABHHY WGAL 2942, BALE 18390%S ek

oh 891 3¢ Eul3 8 /A= 2.660, w42 16.628%F LEHHT.

(HA-6) FEA M~ FA4) FAEHIY A% 2T Q)
I{A AE
Ao 284 5.094 31.836
A2 A A 2.942 18.390
=534 2.660 16.328
BE JHHEA49
KMO#%} Barlett9] Kaiser—Meyer-Olkin &% 0.924
A7 AT A1 2237.165
olgtE L000***
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A &
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1. 712 19 A5 23

Jpd1e] SRusl YRGS HRARlY] tro] HARAE AN}
71 Aol WA g R0 b culisEeEs MIAT, KADE BE3
o $E 2u40 BN BT BF YBAE v Aua EL0

Aolet MY 1>o] AAATE thavt 2rh(E4-14).
3 S 719 AHs EA 29

5 o gl
F340 gk Azl Zol7t 9l Aolghe M 1-De] HAZAT, g2
-7.9512 +1.96Rtt A1, FoEL (p-value) 0.0002 FTAH FoloF
StollA] ztol7t 9l AeR et UM 1-1D2 A=t S =Tt F
T FIAFE 7o Mula EA-o] 299 G4 dict A7) zolrt e
AL & 4 Aot ARG L FIES 63.214, FogE2(p) 0.00008 3]AA
o] mdo] 3t Aoz yetgton, 3] it R2=21624 SRS

TE MY WA Tt BE FEAE THY] AH[A FEO gelel
gt 2)Zbol| Zpol7b 9l Aolghe M 1-29] HAZAI g

-8.201(p=.00002 F1-D1} upzirizg2 Q=i & o=y 2%
BAHE 7] AHlA FHO] Q1] Al el tigh 2]zt Aolrt e A
o & ot IARFL Fgrol p=.000°14 67.2519] +2A2 LERgom,
Aol it A=l 22.4% (R2=.224)2 ety

q9A FE AR BN = FE FFARE R AHlA £
QQ1Ql FEAel gt 21Z7ke] ztolzt §l& ZAolehe FME 1-3)9] AR A,
S -9.194(p=.0002 BAZ FolszstolA o7t Y= Aoz e
COHd 1-3)& Q9= & S 33 F3AE 1 AHlA FH 9
N S/l thet A 7ol zol7t e A & 4 Ut ARG FiLol
p=.000°14 84.538¢] £2= Hol1 glow 3J|PA gt R2=2662
22.6%°] A== Holu

foi o o

Eh
o T lo

d
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(BA-1DF3AF 383 Au|AZdvte] 2724 dit
SEOEE R g | g | goms | A
Ay | owe | o - S

A 0.069 61.262 0.000 R=.465

R2=.216
A4
454 | 0.090 | -0.465 | —7.951 | 0.000*** R2=213
F=63.214
p=.000

A5 0.079 51.145 0.000 R=.476

R2=.227

A=

A=A | 0.103 | -0.476 | -8.201 | 0.000*** R2=.224
F=67.251

p=.000

FEA i 0.067 57.782 0.000 R=.519
=7 R2=.270
(cfmpd 2=
2= 24 | 0.087 | -0.519 | -9.194 | 0.000%*** R2=.266
MIAT, F=84.538
KAL) p=.000
5 0.073 58.328 0.000 R=.471
R2=.222

A4

A4 | 0.095 | -0.471 | -8.079 | 0.000*** R2=.218
F=65.267

p=.000

A} 0.077 50.009 0.000 R=.345

R2=.119
A4
74 | 0101 | -0.345 | —-5.571 | 0.000%*** R2=.116
F=31.037
p=.000

B 2o BHOIA TFT BE FFAE 29 Auls EBY 8919
Aol ot 4

A zto| zpol7} Q& Aolete UM 1-49 AAZAY, it



-8.079(p=.00002 Yeht CH1-4> A== &5 =
ko] Au|A FHO] @RIl SRl it A Zkell pol7t Sl
AUtk B ARYP-E Fgrol p=.000014 631.0379] 2|2 UEyton,
et AEe 21.8%(R2=.218)= UElSITH

Ao 2 Fm AH[AEY] WA =t BE FEARE 7He] AHlA &
2ol @RIl /el tigh Azte o)zt s A < A
AAT, gk -5.571(p=.000) = 574114 FojaEotollA Aozt e Ao=
e O 1-52 AHEGY & =3 3E FFARE 7He] AHA F
Aol 81l FAA gk x|Ztof] Aol7t Sl Ae & 4 Stk RS
FZtol p=.000014 84.5389] &5 Hol1w glom 32| tigt R2=.119
2 SgHSrt FH5ESE 11.9% A9sha e 2

a8Bng “FF AHRY] WA d=ut FE FEARE e AHIA &
Aol tigt 21kl Zpol7h gle Arolehs UM D2 HTHo=2 AHHEG

o

i)
Ir ol

2. 7V4 29] A% 2%

A7re GEA Auls Edo] nAREE] IR AL w1 Aolehe
GRS AZI] dstel GBAL Aulz B 5 7] 2918 SYPRSE
o}

oA AMaE] FA5A (Tolerance)= B5F 0.10]1A4H(F341=0.728, Al
24=0.487, $EA=0.451, FAX=0.531, ZH@A=0.547)2] $2= U]
ol EHRls 1 tFgddole AV gtk Aoz & 4 Qlrh 39
mg2 Fgkol p=

0.000014] 36.1779] $=x=2 Yeptar glom, s7Ale| tigh
R2=0.44602 44.6%2] A3eS Hol1l it} Durbin-Watsone 1.7012
ZIAE Zhof] ATEAIZE glo] 3l RFe] As Aoz yehty Q)
a8y fPAe] IAMER uXE FF 2 32112 £1.96HH
a7, gostge 00028 Ueh} FE2-1>8 AEE gt Au|AZA] @



olo] AlZ|AL
7} iHE“FrJ

4 < 0.000=2 e <7Hd2-2)
42 t%k% 3.541, Golgge 0,003 et 7HA
TS ¢ e 0.0587 0.5392
0.9549} 0.5902 0.05 Xt} =4 ey

Hd2- 4>9} e A S uw 717
l:,_oﬂ 14

(E4-12DFFA AvlL B0 TARZRY ALY Az}

2L | Edy | 2F20 | HE tak s | FATA
e 218 3.829 0.614
34 055 .187 3.211 0.002** 0.728
2124 .059 .328 4.609 | 0.000*** 0.487
=4 .070 262 3.541 0.003** 0.451
2FAA .061 .004 0.058 0.954 0.531
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ABSTRACT

A Study of Differences in Service Quality of Korean and
Mongolian Airlines and the Effect of Perceived Service Quality

on Customer satisfaction

—With Emphasis on the Moderating Effects of Service Justice—

Bold, Sarantuya

Major in Marketing

Dept. of Business Administration
The Graduate School

Hansung University

Over the past two decades, the social, economical, cultural and
educational communications of Korea and Mongolia have grown at
phenomenal rate. The both country travelers visiting to each other (using
airlines) have grown rapidly too.

Therefore, the purpose of this study is to compare the differences
between Korean and Mongolian Airline service quality based on
SERVQUAL model(tangibility, reliability, responsiveness, assurance and
empathy) and to investigate the effect of the perceived service quality on
customer satisfaction, as well as whether the influence of service quality
on customer satisfaction depends on perceived service justice(distributive,

procedural and interactional).
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To achieve these purposes, the data was collected from Mongolian
customers from the Incheon International Airport and the “New Gimhu
Town” (Guanhidun, Jungu, Seoul). A total of 250 respondents
participated in the survey, yielding 231 useable responses.

For statistical treatment, collected data were analyzed using
frequency, reliability, exploratory factor analysis, correlation and single
regression, multiple regression and moderating regression analysis with the
SPSS 19.0 program.

The results of this study are followings.

First, there are significant differences in all of the five dimensions of
perceived service quality between Korean and Mongolian Airlines from
the viewpoint of Mongolian customers. In addition the service quality of
Korean Airline is better than Mongolian Airline’s.

Second, from the five dimensions of service quality tangibility,
reliability and responsiveness would lead to influence positively on
customer satisfaction. Especially Mongolian customers consider the
reliability as the most important factor.

Third, procedural and interactive justice have moderating effects on
relationship between service quality and customer satisfaction. Especially
interactive justice affects more than procedural justice.

In practice, this study aims to propose that service providers make

efforts and inspiration to improve service quality of Mongolian Airline.

(Key Word) : Service Quality, SERVQUAL Model, Tangibility,
Reliability, Responsiveness, Assurance, Empathy, Customer Satisfaction,
Distributive Justice, Procedural Justice, Interactional Justice, Frequency,
Reliability, Exploratory Factor Analysis, Correlation, Single Regression,

Multiple Regression, Moderating Regression
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