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ABSTRACT

This study was conducted a comparative study to
identify the differences in service quality between
Incheon and Kimpo international Airport and critical
factors influencing satisfaction of airport customers.
According the results of this study, all service
quality factors except the service factor of
geographical location of Incheon international airport
are better than those of Kimpo international airport.
However, all of service quality factors of Incheon
airport are evaluated as inferior to those of
american, western  european and  japanese
international airports by both the airport visitors
and the employees of one korean airliner. In
addition the service factors such as response,
safety, airport facility and geographical location are
found as critical factors influencing satisfaction of
the airport visitors and the airliner’'s employees.
Among them the service quality factor of
geographical location of Incheon airport is much
inferior to that of Kimpo airport comparing with
other service quality factors. Thus, the results of
this study suggest that the managing team
implement TQM and six sigma to enhance the
service quality level of the Incheon international
airport up to that of the american and western
european intermational airport. Especially, it is
strongly required that the Korean governmen
deliberate in deciding the geographical location in
case of planning new international airport because
geographical location is related to not only traffic
to airport but also safety of landing, taking off and
flying.
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