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2. 2% MH|AAF| 0| = (servicescape)
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ARl 2~ A AR 2E o] &3ty] flal] Eete A EA AlHS Au 2 o
3 S 7igieta Hrleked 43S FE T8 ot ks ol gt A
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50) AAE2018). AP AMulaxAolzrt mAMESY mATEe wx& Jg THFAT, | 33(D),
pp.61-82.
51) A7Z44(2009). A¥2e] &84 374, nA7HA|, AT olxd Fx2A #A A AT AFAY 5l

F 59g 2How Asvsta dekel, B EE, .
52) w7 -A7122017). AAE=E, pp.147-170.
53) HSF(018). FHHA LY Au|zA LA DARGT ARSe] mH= G A 28979
24" wilgz, TasddT, , 33(6), pp.23-44.
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55) AFAw(2018). A =&, pb4.

56) P. Kotler(1973). Atmospherics as a Marketing Tool, Journal of Retailing, 49(Winter), pp.48-64; 3t
A4 4(2008). M sEqte] g4 o] uAsto wA= G AT, "M~ g5t
Ay, 9(3), pp.89-108 A 318

57) AH(2018). AA=, pba.

58) o471 (2018). AA =, p.7.

59) L. G. Shostack(1977). Breaking Free from Product Marketing, Journal of Marketing, 41(April),
pp.73-80; A=, p7 AAE.
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Houghon Mifflin Company ; 7 75(2018). AA=&, p.64 A&,
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ol WA= A FW QA (ambient factor), TIAQl 22 (design factor), A}3]4 L4
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(social factor)& &etrisl),

2 A& AH&3 Bitner(1992)+= 71do] AT
1 o] 84S MujasAo)Zetar HolstaA] 2l 4,
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Al 8Rlo g AujazAo|ZE 8T, SFAIRE, Bitner(1992)+ A M|~ o] i
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< AT 1A Bl FYe St U e A g4 FES
of stnw TS By BB ofydt vhE nAel oM IS WA #
T}63),

99 A2 AASAEE, Teld AW ofeh A8 H Ao FA} 1A
AEAE, A8 AR O a4 FHE 44 5L Auasdelxe] 37w
SUEon. o2z AFEH A szdel it au| gl Aol HFe An Fre)e
HolFE A1EH RAERA 2 FAYES HAFE wASe|H A B

TAEL ALSA AulzsA0 ZE Bl WAL AeA ouE A Rk

R

61) J. Baker(1987). op. cit, pp.79-84; A7 -A7]5(2017). DA =, pp.147-170 A2

62) M. J. Bitner(1992). op. cit, pp.57-71; d+21A1- 71 2(2017). A A 3] "1‘3]"/\71] ojZ7} FaMe 3
AZka} glgEol A AT, HFsAT, |, 41(6), pp.167-190 AL

63) Ibid, pp57-71; AF7AQ017). AFHELHY] EA P A3 F An|axAojzel e 44 7F
4, B 7o gAle e A, T AA A AT, 20(6), pp.25-55 AU

64) M. S. Rosenbaum and C. Massia(2011). An Expanded Servicescape Perspective, Jownal of
Service Management, 22(4), pp.471-490; ©]5=%1(2018). AAl=, pl4 A&
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65) J. A. Czepiel(1990). Service Encounter and Service Relationships: Implications for Research,
Journal of Business Research 20, pp.13-21; L. W. Turley and R. E. Milliman(2000). op. cit,
pp.193-211; F3371(2013). Mulas7lol Ao &4, gl =, 25(1), pp.125-143; 487
23204 BT, FEA A B2, AEA Hu]Maﬂ o)z Ao] WmEAL: tldaEAL Al &
FIAE THOR THFATAE, 31(1 p53 AL

66) N. Specht, S. Fitchel and A. Meyer(2007). Perception and attribution of employees’ effort and
abilities: The impact on customer encounter satisfaction, /nternational Journal of Service Industry
Management, 18(5), pp.534-554.; R. Hightower(2003). Framework for managing the servicescape :
a sustainable competitive advantage, Marketing Management Journal 13(2), pp.84-95; AAH-Z
-4 (2017). A=, phd AL

67) R. Hightower, M. K. Brady and T. L. Baker(2002). Investigating the role of the physical
environment in hedonic service consumption: an exploratory study of sporting events, Journal of
Business Research, 55(9). pp.697-707; A+73(2017). AA =5, p.26 A<l-&.
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(26.7%), MAtetel= 3%(200%) o2 UEiyt dodzs 20d~25d 4ol 79
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SHA| 13 27.7% 10 27.0% 10 33.3% 3 20.0%
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A 400 15 31.9% 13 35.1% 12 40.0% 6 40.0%

E] 50th 25 53.2% 18 48.6% 13 43.3% 9 60.0%

60tH 4 8.5% 3 8.1% 3 10.0% 0 0.0%

=1 BFA} 26 55.3% 16 43.2% 13 43.3% 8 53.3%
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o 2013 ~ 254 25 53.2% 18 48.6% 15 50.0% 7 46.6%
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Al 47 10096 37 10096 30 100%% 15 10096
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171) 1. Millet and T. L. Saaty(2000). On the relativity of relative measures: Accommodating both
rank preservation and rank reversal in the AHP, European Journal of Operational Research,
121(1), pp.205-212; A 1(2010). HAI=E, p169 #S1-E-
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ABSTRACT

A Study on Airport Servicescape Determinants

-Focusing on Jeju International Airport—

By Yang Yong-ho

Department of Tourism Management
The GRADUATE SCHOOL OF JEJU NATIONAL UNIVERSITY

The design of airports was focused on efficiency and economic aspects in the
past, but recently, airports are endeavoring to meet emotional aspects for customer
service satisfaction as well as physical aspects. Nevertheless, airports are still
rated based on satisfaction after the use and most of satisfaction evaluations
depend on human services, since intangible services are hard to be measured.

In order to upgrade airport images, establish promotion marketing strategies and
improve facilities, there is a need to examine evaluations of airports before
provision of services. Airport users evaluate services through physical evidence,
which is a tangible clue that enables them to indirectly perceive airport services
before visiting airports. Servicescape refers to this physical evidence or physical
environment.

This study aimed to develop airport servicescape determinants using an expert
panel, the Delphi Technique and the AHP, because there is yet no relevant
research on airport servicescape. Then the airport servicescape determinants
developed were applied to Jeju International Airport to understand priorities of the
servicescape determinants of Jeju International Airport. This study result can
provide basic data required for airport extension and airport design and serve as
the foundation for improving the image of Jeju International Airport and making
out promotion marketing strategies.

To achieve this objective, the study was conducted through the following

processes.
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First, because there is a shortage of the previous studies on airport servicescape
determinants, based on the theory of airport services and the previous studies on
servicescape, an academic foundation of airport servicescape was constructed and
upper concepts of airport servicescape were extracted.

Second, a panel of airport experts was organized and three Delphi surveys were
conducted using the upper concepts of airport servicescape obtained from the
previous studies.

Third, among the airport servicescape determinants and the details extracted
from the Delphi surveys, relative weights and priorities were analyzed using the
AHP, which is an analytic hierarchy process for decision-making.

Fourth, on the basis of the relative weights of the airport servicescape
determinants and the details extracted from the Delphi surveys and the AHP, this
study provides fundamental data for a better image of Jeju International Airport
and marketing strategies, and implications.

The study findings are as follows.

First, the five upper concepts of airport servicescape extracted from the
preceding studies on servicescape are ‘facility environment’, ‘design environment,
‘surrounding environment’, ‘relationship between customers and employees and
‘relationship between customers’.

Second, fifteen airport servicescape determinants and seventy three details were
extracted from the three Delphi Technique-based surveys.

Third, when the relative weights of the upper concepts of Jeju International
Airport were analyzed using the AHP, an analytic hierarchy process for
decision—making, ‘relationship between customers and employees’ had the highest
relative weight and it was followed by ‘facility environment’, ‘relationship between
customers and customers’ , ‘design environment’ and ‘surrounding environment’.

Fourth, among the details of Jeju International Airport servicescape, ‘Keeping
chairs clean when using’ had the highest relative weight and it was followed by
‘an ability to deal with the flight delay’, ‘internal lighting of terminals’, ‘keeping
carts clean when using’, ‘keeping toilets clean’, ‘guide sign lighting’, ‘guide screen
lighting’, ‘quick security check’, ‘ventilation of toilets’, ‘convenience facility
signboard lighting’ and ‘an ability to deal with a boarding gate change’.

Lastly, sensitivity analysis of the relative weights of airport servicescape was
carried out. As a result, the airport servicescape details of this study extracted

from the AHP showed a low sensitivity.

- 141 -



These study results offer some implications as below.

First, this study has significance by revealing airport servicescape determinants,
which have not been developed so far.

Second, this study facilitates a satisfaction evaluation based on servicescape of
physical and social environments rather than human services by suggesting the
airport servicescape determinants and the details extracted from the previous
studies and the Delphi surveys.

Third, this study can help airport management and service related studies by
developing airport servicescape determinants.

Fourth, this study provides determinants that are helpful in airport design
required for airport construction and airport extension by extracting airport
servicescape determinants.

Fifth, it is very windy in the Jeju International Airport, because this is located
in an island. This is why an ability to cope with frequent flight cancellation and
delay is very important. Providing prior information of delay and cancellation can
improve the image of Jeju International Airport and servicescape. Thus, it is
required to enhance an ability to deal with flight delay and gate change and
construct a system for providing prior information.

In spite of these study results, this study has some limitations as follows.

First, although there was an effort to evenly distribute airport experts of the
country to the Delphi panel, they were mostly focused on the panel in Jeju.

Second, this study is based on the previous ones on airports and servicescape
due to an absence of research on airport servicescape determinants.

Third, this study is limited to Jeju International Airport. In other words, this
study failed to classify the types of airports depending on the airport servicescape
determinants.

Accordingly, there are suggestions for further research as follows.

First, further research needs to evaluate airport servicescape perceived by users
based on the airport servicescape determinants revealed in this study and verify if
the determinants of this study are applicable to the reality.

Second, there is a need to consider if the details and the determinants purified
using the Delphi Technique can be generalized and establish airport servivescape

determinants in a more precise way by developing new determinants and details.
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