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Abstract

The types and characteristics of services that airport service systems provide have recently been

diversified and specialized to meet various needs of users and their travelling activities. A service for the

mobility handicapped is one of the newly demanded services. However, current services for them, which are

provided by most of the Korean airports, are not sufficient to satisfy their needs. Additionally, there exist a

lot of constraints in the use of those services, which makes it difficult for the mobility handicapped to use

them effectively. Another problem is that a lot of the mobility handicapped do not even know that airports

now offer services specialized for them. Considering that Korean airports have been recognized as a

top—level service provider for about decades, it can be claimed that such an inferior quality of services for

the mobility handicapped should be urgently improved. With this issue in mind, this study aims to propose

an approach to improving the quality of airport services for the mobility handicapped. Firstly, we examined

the actual conditions of the services for the mobility handicapped and identified the limitations of the current

services, based on the results of literature review and questionnaire survey against the mobility handicapped

and stakeholders of the services currently provided. Then we established a set of design improvement

requirements and suggested several ways to improve the services for the mobility handicapped. Finally, we

pointed out several issues to be resolved to design better specialized services for the mobility handicapped.
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<Table 1> Factors that air travellers think

important
Category Factor Importance | Ranking
Policy for the
mobility 2.084 9
handicapped
Policy for
Government compensating 2.240 6
policies accidents
General policy
for protectmg 2032 10
airplane
travellers
Airplane delays 4.100 3
Compensation Airplane cancels 4.200 2
for failures Lost luggages 4.600 1
during Luggage delay 3.800 4
service Airplane
operation milage—related 3.500 5
policies
Compensation Overbooking 2.132 8
for failures
befgre Refund'—{’elated 2184 7
service policies
operation
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<Table 2> The number of the mobility
handicapped in the late 2003[12]
T Population Ratio to the total
e (ten thousand) population (%)
Total 1,238 25.8
Handicapped 17 3.6
Aged(65+) 397 8.3
Pregnant woman 72 1.5
Child(5 to 9) 344 7.2

People traveling

with children or 252 5.3

babies
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<Table 3> Change of the number of the aged[16]

Year | 2005 | 2010 | 2015 | 2020 | 2025 | 2030
Aged(65+) 1,03 | 1,27
(milliony | 437 | 545 | 662 | 808 | ", :

Percen
ge( | 01 | 10| 131|157 | 99 | 243
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<Table 4> Difficulties that the disabled ol52 A wF & Al EWHARRS <Table 4>l 1}
experience outside[16] ERd A3 2o deuEsee] Herd FESoiA
. . Estimated o] AlEE Ao % YERt:
Reason for inconvenience (%) N) .
population
Lack of facilities in oo . . =
toilets 282 | 846 | 268,809 2.3 WFok} An|AA|AH 3}
eleI\lfaailgrg fafiadc lgtsl:;;g)rs 59.0 1662 563,280
Lack of facilities . N 2.3.1 U9 |3} ZAF
) 232 | 654 | 221,793 I . -
entrances and exits gl AT FRAA BF 2AE A

Inadequate traffic signals 15.5 440 149,261
Lack of facﬂ}tles in 70 196 66.344
chairs and reading rooms

Algt A3} ARl Sule] Ak W FEellA Al
3= M H| A= <Table 5>, <Table 6>l A|A|H
Lack of facilities in 5] 7k
vending machines or 8.9 249 84,554 )\J’]‘ Eq"
ticket offices
Lack of facilities in public
transportation
No accompanying person | 5y o | g75 | 330583
when going outside
Public gage 42.6 1,201 604,972

Uncomfortat?l? physical 76.1 9142 796,000
condition

52.5 1,478 501,097

<Table 5> Current services for air travel of the mobility handicapped (in Korea)

Service Name Items Contents
Crew members travel together with the
Goal mobility handicapped when they have a long
flight
Hankaiok ( family) ) The aged over 70 with no guardian; one
a aJCzK samzi ail,l ¥ )Semce Target people with at least two children under 7
orea[llr] 1nes years; people with communication problems
KAL service center travel agencies that issue
Way to use .
a ticket
Lesson a burden imposed on the mobility
Effect .
handicapped
Goal Offers a check—in service; customized lounge;
accompanying people
) ) Tarcet The mobility handicapped or one person
Hansarang (big l.OYe) Service & accompanying the mobility handicapped
(Asiana Airlines)
[1] Requesting the service when booking;
Way to use . . .
Requesting the servince in Hansarang lounge
Lesson a burden imposed on the mobility
Effect .
handicapped
Goal Offer exclusive departing service line
Fast track Tarcet The mobility handicapped or two people
(Incheon Airport) & accompanying the mobility handicapped
[13] ) .
Way to use Asking at the departing counter
Effect Shorten departure procedures
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<Table 6> Current services for air travel of the mobility handicapped (in other countries)

Service Name Items Contents
Help the mobility handicapped to use facilities
Mobility service Goal mor.e easily by offering an equipment for
(Germany— helping thenj _movmg .
Munich Airport) Target All the.moblhty handlcapped
[12] Way to use Reserw-ng or dlr.e(?tly gskmg at the hglp desk
Effect Lessoning the difficulties of the mobility
handicapped
Offering facilities for wheel—chair users,
Service for the mobility Goal improving audio services, Better information
handicapped design, etc.
(Canada— Target The disabled
Vancouver airport) Way to use Can use anytime
[10] Effect Lessoning the difficulties of the mobility
handicapped
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ojuf FEAV|A RISEE loteh= 3-1~3-7TH &
g2 Parasuraman et al.[14]°¢] A3 SERVQUAL
23 Mulx F4 A HEE 7lEew TSI
<Table 9>.

<Table 7> Questions in the questionnaire

Question Questions

Use of 1. Whether or not to use airport services
airport 2. Whether or not to use services for the
service mobility handicapped

3—1. Accessibility to airports

3—2. Procedure handling a luggage
Satisfaction 3—3. Entry/depart formalities
of airport 3—4. Waiting time
service 3—5. In—flight service

3—6. Facilities at the airport

3—7. Service at the information desk

Other 4. Other issues to be improved

<Table 8> Aspects that questions aim to measure

Question Aspects to Measure
1 Number of valid respondents
2 Awareness about services offered
3-1 Service tangibles, empathy
3—-2 Service reliability, responsiveness
3-3 Service reliability, responsiveness, empathy
3—4 Service empathy
3-5 Service reliability, responsiveness,
assurance, empathy
3—6 Service tangibles, empathy
3-7 Service reliability, responsiveness,
assurance, empathy
4 Other requirements of users

<Table 9> Five factors of SERVQUAL

Construct Definition
The appearance of physical facilities,
Tangibles equipment, personnel and
communication materials
. The ability to perform the promised
Reliability

service dependably and accurately
The willingness to help customers
and to provide prompt service

The knowledge and courtesy of

Responsiveness

Assurance employees and their ability to
convey trust and confidence
The rovision of caring,
Empathy P g

individualized attention to customers
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<Table 10> Results of the questionnaire
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<Table 11> Results of the interview

Question Respon Proportion
ses (%)
Use of Use 32 80
alrpp rt ! Not use 8 20
services
Use of Use 7 22
services
for the .
. 2
mobility Not use 25 78
handicappe
d
Score
Detailed Question out of Note
5
3— | Accessibilit 952
1 v
3_
9 Luggage 2.96
Entry/depa
. . 3-
Satisfaction 3 rt 2.58
of airport formalities .
. — Non—Service
services 3— Waiting
. 3.13 users
4 time
- excluded
3— In—flight
. 4.21
5 service
36_ Facilities 3.81
3— Information
7 desk 4.00
service

T F Awd 40780] HEEA] S9S Sliof sk
A AR AelA] AR (p) 2 BARHIE(1-p) o
o] 0.16°] Hrk =gt FAHIAE o]83k o] QU=
735 SHdlor sk 7 WAl ZitelME o] gk oiek
0.160] AR} FdAuAg] visteof st 114 2
=) A WA AR ES B 53 BFE HER S
ek o] e 53 5 FollM shel FEE AE
g FE5S 20%L Hobd 3R] ks FES 80%%
= T 3tk o] A Al p(I-p) 2 w2 0.16°0% I
g 4 ltk of¥l FRE vpo = work sampling©lx12]
METE Ak WS E83E o 90%AE % sl
A p(1-p)=0.16% o] WEF7} 407geld A 2K (the
percentage of marginal power)”} th=F 10.4%= Ak
ot wEbd olefdt duleals mest uf ol Aglst

No| Category Difficulties
.. ;Workers have low understanding of
Insufficient .
. manuals and a lack of practices
1 training of . . . .
;University students with low training
workers .
work temporarily
;Most of the crew are female (more
difficult to provide services than
Lack of P
2 human male)
;Male crew (cabin crew) are mainly
resources . . .
responsible of ticketing and luggage
management
Lack of .
. ;Lack of wheel—chairs in a plane;
3 material , .
some planes even don’ t have it
resources
Insufficient ;Airlines don’ t have other
4 preparation well—prepared countermeasures
for except indemnity (e.g. lending a
emergencies | reserved wheel—chair)
;An airport bus does not have a
wheel—chair lift
;Low—floor buses are easier to use
Not easily when moving in a party
5 accessible ;Need to use special vehicles when
to airports moving individually (Need to ask
separately at each departing airport
because it is differently managed by
each local government
Not easy o ;Cannot move the mobility
6 M handicapped and their luggage
move .
simultaneously
. ;Not easy to find a service web site
Service . K .
7 o ;Many constraints when using
accessibility R
services
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<Table 12> Requirements for service

improvement
Way to
No Requirement Rationale fulfill
requirement
Limiting thy . .
1 o lzuolfngserfice Analysis of Improving
P current states fields
users
Simol Analysis of
1mple current states; .
] . I
2 entry/depart Questionnaire mggl)gsmg
formalities survey
(3-2, 3-3)
Analysis of
current states, .
Easy access to . . Developing
3 . Questionnaire
services i S/W(App)
survey (2—2);
Interview (7)
Questionnaire ImI.JrOVI,Hg
Easy access to . fields;
4 . survey (3—1); .
airports Interview (5) Developing
S/W (App)
5 Short waiting Questionnaire Improving
time survey (3—4) fields
Sufficient
training on Imbrovin
6 | services for the Interview (1) D &
- fields
mobility
handicapped
Resolving lack of . Improvin:
7 & Interview (2) D &
human resources fields
Resolving lack of Improvin
8 material Interview (3) D &
fields
resources
9 Preparatlon. for Interview (4) Iml?rovmg
emergencies fields
Making move . Improvin:
10 € Interview (6) b &
easier fields
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[Figure 2] Procedure for requesting a service
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[Figure 3] Procedure for measuring satisfaction
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.

2. Checking personal
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3. 1:1 Matching availability ‘ for service use
’ Informing the service
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[Figure 4] Process of requesting service
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[Figure 5] Process of accompanying the mobility
handicapped
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