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El H| 3 F 3} #E3h tak frolgdE
A 7V ez ) 0.000 0.208 1.000 0.320
KTX 0.000 -0.224 -1.120 0.269
&5 0.112 0.770 0.442
obs 61, +<2& 0.01, Adj R? 0.165
*p (0.1, **p € 0.05, ***p € 0.01
F 42) nARESo] wjEd gJhold &l PA = FF
e H T3 E=3) tak frolgdE
AATEE -0.013 -0.430 -3.490** 0.001
BARLE 1.467 0.073 0.650 0.518
199 FNFAE 0.000 0.033 0.270 0.787
A 7} ak 27 0.000 0.871 4.610%* 0.000
KTX 0.000 -0.587 -3.200%** 0.002
& 1.098 2.920 0.005
obs 61, +<2& 0.0001, Adj R* 0.3023
*p (0.1, **p € 0.05, ***p ( 0.01
3 43) nARrEo] 24k wold E o WA= FEF
i H] % F3) EF3) t gk folgE
aATEE -0.002 -0.323 -2.370* 0.021
AN E 0.278 0.053 0.430 0.668
199 FNFAE 0.000 0.061 0.450 0.654
A 7471 0.000 0.707 3.380*** 0.001
KTX 0.000 -0.551 -2.710** 0.009
&5 0.200 1.860 0.068

obs 61, frelg&E 0.0162, Adj R* 0.1474

*p € 0.1, **p € 0.05, ***p € 0.01
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T = 3| AA 5 FEHA z % Tl E
- e 9doldE
B 0.0002 0.0052 0.04 0.97
A 24 — 0.0125 0.0135 0.92 0.357
AEA 4 - -0.0039 0.0054 -0.73 0.465
43 F4 — -0.0201 0.0143 -1.41 0.159
BAYTE — -0.1415 2.7543 -0.05 0.959
11" GDP — 0.0000 0.0000 1.24 0.214
A7tedE7l — 0.0000 0.0000 1.48 0.138
KTX — 0.0000 0.0000 0.73 0.465
gF - 0.1838 0.7264 0.25 0.8
— A3 £oldE
IS E — 0.0484 0.0568 0.85 0.394
2 4 — -0.0244 0.1488 -0.16 0.87
AP A FH — 0.0550 0.0592 0.93 0.353
44 4 — -0.0856 0.1571 -0.54 0.586
BARTE — -39.2239 30.2828 -1.3 0.195
11" GDP — -0.0001 0.0002 -0.66 0.51
A7VdE7] — 0.0000 0.0001 0.52 0.603
KTX — 0.0000 0.0000 1.46 0.145
T — 1.3804 7.9862 0.17 0.863
- AANEE
24 4 - 0.9895 0.2044 4.84*** 0.000
AEA Fd — 0.2598 0.0851 3.05%** 0.002
A F4 — 0.2176 0.2323 0.94 0.349
BAEE — 5.3214 44.9186 0.12 0.906
11" GDP — -0.0004 0.0002 -1.7% 0.089
A7VdE7] — 0.0001 0.0001 0.7 0.484
KTX — 0.0000 0.0000 -0.45 0.654
g - -30.5900 11.5631 -2.65 0.008
x*(9): 28.471, CFI: 0.917, RMSEA: 0.124, SRMR: 0.042

*p € 0.1, **p <€ 0.05, ***p < 0.01,
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+ 7 AAAF | m=aA z % PSR
48 4 — -0.0154 0.0194 -0.79 0.429
AAREE — 0.2445 3.8395 0.06 0.949
19194 GDP — 0.0000 0.0000 1.47 0.143
AVGF7] — 0.0004 0.0001 2.71*** 0.007
KTX — 0.0000 0.0000 0.16 0.874
T — -0.5842 1.0053 -0.58 0.5601
— Ak w098
AANEE — 0.0053 0.0755 0.07 0.944
294 £4 — -0.0944 0.2005 -0.47 0.638
2y F4d — 0.0618 0.0869 0.71 0.477
qAd #4 — 0.1013 0.2269 0.45 0.655
AATE — -46.6355 44 .8237 -1.04 0.298
1919 GDP — -0.0002 0.0003 -0.82 0.41
A7VGE7] — 0.0037 0.0016 2.27*%* 0.023
KTX — 0.0000 0.0000 1.14 0.254
I — -5.8825 11.7359 -0.5 0.616
- aAREE
244 4 — 0.7938 0.2832 2.8%** 0.005
a8 A 24— 0.3838 0.1213 3.16™** 0.002
q4H 4 — 0.3127 0.3340 0.94 0.349
BAREE — 11.2385 ©66.3325 0.17 0.865
191¢ GDP — -0.0004 0.0004 -1.02 0.309
AVgE7] — 0.0038 0.0024 1.58 0.115
KTX — 0.0000 0.0000 0.601 0.54
e — -33.4384 16.9635 -1.97 0.049
x*(8) 1 4.53, CFI : 1.000, TLI : 1.129, RMSEA : 0.000,
SRMR: 0.023

*p < 0.1, **p € 0.05, ***p < 0.01,
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Abstract

Kang, Jung Sun

Department of Public Enterprise Policy
The Graduate Schol

of Public Administration

Seoul National University

Today, many companies are making a lot of investment and
effort to satisfy their customers on the expectation that
customer satisfaction will improve their performance. Also,
empirical studies on customer satisfaction and corporate
performance are becoming more common both domestically
and internationally. In domestic research, the KCSI Customer
Satisfaction Index of the Korea Management Association
Consulting or NCSI Customer Satisfaction Index of Korea
Productivity Center has been analyzed mainly for listed
companies. This study differs in that only one type of service
sector was studied using the airport’s customer satisfaction
survey results. In addition, compared to the existing study
only studying the relationship between service quality and
customer satisfaction or customer satisfaction and the
performance of the company, this study is meaningful in that
it attempted to analyze various aspects of the relationship
between service quality, customer satisfaction and the
performance of the company at the domestic airport.

Except for Gimpo Airport, Gimhae Airport, Jeju Airport, and

Daegu Airport, other airports are suffering from chronic
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deficits, and are operating for the purpose of public interest
for the convenience of transportation for local residents and
balanced development of the national territory. It was
decided that it would be desirable to analyze the quality of
service factors that affect customer satisfaction and invest in
the purpose of improving customer satisfaction efficiently. It
also analyzed whether customer satisfaction also affects
airport financial performance and what service quality factors
should be improved to improve financial performance and
customer satisfaction should be managed.

For the study, I used the result of customer satisfaction
survey from 2006 to 2015 by Airport of Korea Airports
Corporation, which operates and managed domestic airports,
and analyzed by dividing the quality of service into three
categories : primary service quality, differential service
quality, contact service quality as classified in the customer
satisfaction survey. Financial performance is based on three
factors : the growth rate of sales, the ratio of operating
profit to sales, and return on assets(ROA).

The effect on the financial performance of the airport is due
to various factors besides customer satisfaction such as
airlines, food and beverage facilities, etc. I tried to consider
quantifiable factors. Based on preliminary research and
theoretical background, I considered low-cost aircraft, KTX,
Korea’s economic growth rate, and gross national income per
capita.

As a result of the multiple regression analysis, it was found
that primary service quality and discriminative service

quality had a statistically significant positive effect on
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customer satisfaction. This supported the hypothesis of this
study that the higher the quality of service, the higher the
customer satisfaction.

The analysis of whether the quality of service at an airport
has a positive effect on firm’'s financial performance partially
supported the hypothesis of this study, as only differential
service quality has a statistically positive effect on the
growth rate of sales.

Thirdly, an analysis of whether customer satisfaction
positively affects firm’s financial performance shows that
customer satisfaction in profitable airports has a statistically
significant negative impact on all three financial indicators.
Having had no effect, the hypothesis was rejected.

The analysis shows that the primary service quality and
customer satisfaction have an equal negative impact on
financial performance. It suggests that customer satisfaction
does not always enhance a company’s financial performance,
and that the primary service quality satisfies the customer’s
safety needs, but it can be inferred that it will have an
adverse effect in improving the company’s financial
performance.

In the previous research, it was stated that customer’s
desire for service varied, but continuous investment to meet
all of them would lower the financial performance of the
company. In addition, due to the characteristics of the
airport itself, there are cases where the customer satisfaction
value and the financial performance of the airport operator
do not match.

The lack of a causal relationship between customer

,9’77



satisfaction and financial performance at the airport or the
existence of a weak negative relationship indirectly suggests
the problem of privatization of public facilities. If the airport
operator is a private company that aims to maximize profits,
it will infer that it will take measures such as maximizing
commercial facilities, reducing service personnel, and raising
airport fee, rather than investing to improve customer service

that does not help to improve profits.

keywords : Customer Satisfaction, service quality,

financial performance, airport
Student Number @ 2018-24847
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