Journal of the Korea Convergence Society ISSN 2233-4890

Vol. 9. No. 4, pp. 373-380, 2018 https://doi.org/10.15207/JKCS.2018.9.4.373
o A Al ] O
AL 71 Mul il At
3143]
Mgt e aqn] st

Research of the Inflight Meal Service Quality

Seon-Hee Ko

Department of Airline Service, Seowon University

£ oF B ATE A ANsEdd) tE FAE AR £919) Aol F Alstn PEAS Bal 45499, wd
WFQY, A9, B Fo BagerS 43 sto] A A AFL ANE A MDA 579 2R
2 AT HAT A FEAE o83 WAL PPOR ABE £RHYOM, SR Az Esh BYE Fu S 9
A BAE aQRAe AAsgon, S8, Az FAe 201 BEST PEAZIE Tt 2 WA AR
A5 G 710 % 1WA G, 7R o, F3Y A8, SAATO, TRy 4719 37, SR Bl 37
oz Uehth [ ALY w89399e /04 £E W4 334, A3z H440R et G AlA
of 445 sl b Be AL AHn $AHR Aol ¢S & F ATk T AY Aeglgee Fua o,
TR P, FE HE, A B ZA] S0, 7o) B A, I QAR et IV AR 7
F G guel Py B4 AFoR ekl FYwAY Joo] FUHE A0S Arose] FLEE Fou}
AAETL e wdF ddoz Auie] Bad Aow Audr

FAlo] A, A 2EA, FEAHZ FLEHAE B

Abstract The purpose of this study was to identify the importance and performance ranking and differences in
inflight meal service quality. Data were collected from A airlines passengers. In order to secure the validity and
reliability of the measurement tools, exploratory factor analysis were conducted, accordingly meal, service,
cleanliness were deduced. IPA results are as follows. First, the quadrant I consisted of meal flavor, meal quality,
meal menu, balanced diet, korean food availability, cleanliness of dishes, cleanliness of crew clothes. In the II
quadrant, appropriate temperature, appropriateness of meal distribute time, cleanliness of the meal were found. So,
the airline managers should have the most interest in these attributes and had to improve first. The quadrant III
showed meal quantity, liquor diversity, polite attitude, immediate response to the meal, knowledge of the meal, meal
freshness. Lastly, the quadrant IV showed a variety of beverage and special meal order. It is considered that resource
allocation is necessary for minimizing the amount of resources invested to the quadrant IV, and then it should be
allocated the quadrant II, which is high in importance but low in performance.
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Table 1. Characteristics of Participants

Table 2. Exploratory Factor Analysis

Variables Categories N % Variables lem Inflight Meal Service Quality
male 57 85 FAC1 FAC2 FAC3
Gender Meal quantity 728
female 91 61.5
meal flavor .689
Marital married 82 554 meal quality 895
Status single 66 446 meal menu .788
- appropriate
high school 4 217 Meal temperature .851
Level of collage graduates 32 21.6 balanced diet 797
Education bachelor's degree 70 47.3 variety of beverage 845
over master's degree 5 34 liquor dlvers?ty — /34
korean food availability| .699
2029 39 264 appropriateness of 855
A 30-49 40 27.0 meal time )
ge ite_atti
40-49 38 057 : p;lltte attitude t 788
, immediate response to
over 50 31 209 Service the meal 724
office worker 50 33.8 knowledge of the meal 721
public official 2 1.4 special meal offer 849
student 12 8.1 meal freshness 733
Occupation business 16 10.8 cleanliness of the
, 787
rofessional 6 4.1 Cleani meal
P - ness cleanliness of dishes 810
housewife 47 31.8 cleanliness of crew 812
others 15 10.1 clothes i
Eigen value 5.283 2122 1.327
Ff(eq,ttﬁncy 8 less 10| 675 Variance(%) 2112 | 1528 | 11332
prevvvi'ou'g 1 3-5 less 3 | 29 Cumulative(%) 2112 | 57340 | 68672
vear) 5 and more 14 95 Cronbach’s a 779 804 824
Total 148 100

3.2
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2 22 (principal component analysis)S Eato] 2] 13|
Z(orthogonal rotation)®2]%1 varimax*H-S ©]-8-3}4q
8915 F&3th a1H-X(eigen value)7} 1.0 o)<l ¥
Tl digte] 2188t
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Table 3. Priority and T—test of Inflight Meal Service Quality

Importance Performance
ITEM tp)
Mean SD Ranking Mean SD Ranking
meal quantity 361 0.922 15 3.26 059 1 4.817(.000)+
meal flavor 434 0.859 1 3.89 0.713 1 1.873(.063)
meal quality 4.00 0.765 10 349 0.853 7 6.386(.00!
meal menu 404 0.799 7 351 0.795 6 6.731(.000)*
appropriate temperature 423 0.844 3 2.82 0.779 18 6.679(.000)
balanced diet 4.13 0.802 4 382 0.78 2 4.176(.00
variety of beverage 3.87 0.666 1 3.74 0.984 3 5.361(.00!
liquor diversity 376 0.874 14 3.14 0.808 16 15.279(.000)*
korean food availability 432 0.791 2 349 0.821 7 10.332(.000)*
appropriateness of meal distribute time 4.01 0.877 9 3.16 0.863 15 8.953(.000)**
polite attitude 3.60 0.909 16 323 0.661 14 4.657(.000)++
immediate response to the meal 3.53 0.836 17 325 0.582 12 3.919(.000)*+
knowledge of the meal 3.82 0.771 13 3.36 0.739 10 5.838(.00!
meal freshness 3.84 0.809 12 324 0.643 13 7.856(.000)#+
cleanliness of the meal 402 0.837 8 3.06 0.82 17 6.835(.000)+*
cleanliness of dishes 4.09 0.799 5 364 0.719 4 7.153(.000)#+
cleanliness of crew clothes 4.08 0.752 6 347 0.777 9 7.804(.000)++
special meal offer 3.50 0.892 18 3.56 0.774 5 1.644(.102)
th S 2E 7A &5 7| HZA, AALA] Table 4. IPA of Inflight Meal Service Quality
TAIZFY) Ao R VElYTE T AFEHES F8 %9 Section Inflight Meal Service Quality
/\é:z =] 7} n= 1%]— o ﬂ e H (low pnonty)oéoﬂ o7 7]"H b. meal flavor, c. meal quality,
. d. meal menu, f. balanced diet,
2 & TR A, wEt HE 7l 3 S4] & | quadrant i. Korean food availability,
- p. cleanliness of dishes,
] ¥ A ] )
EH’ 7]LH/;' ] /e 2 b 7]LH/\ =R L}E}h . cleanliness of crew clothes
AREHLS FOEE Yol AR 2 AYeEdA S e. appropriate temperature,
Il quadrant j. appropriateness of meal distribute time,
o od o7 Logo OkA] 7l E Al
3% (possible overkil) 2= 5o eI 54 A 0. cleanliness of the meal
TOE L}E}k}f‘:} a. meal quantity, h. liquor diversity, k. polite
attitude,
Il quadrant I. immediate response to the meal,
m. knowledge of the meal,
f o +b| n. meal freshness
430 .
ve WV quadrant . vane}y of beverage,
r. special meal offer
+*f
+q *p
% 400 tosej O’Ed
2
> 393 ]
2 | W 4. AFAT D AAH
+h
A s 71 A= 4 ALE 9s) 4 &
+a ~ hol=
. Aol tigk ok, AHRY 99 AolE st
*r
IPA WEZ2E w2 steto] 33 7]90lA ow g v
3.40
210 - PERFO?;I?:.:NCE 70 F’]o ;‘ﬂgk“% -‘g@ 34\?_7}'01] 16‘} O]%;gl ND;Q /\]/\} q’%
Fig. 1. IPA Matrix &l stk AFEA dae ohgd 2.
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