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ABSTRACT

Baggage Handling System(BHS) is an important element of ground operation services and
the importance is further emphasized as air demand increases and passengers change. If
there is a problem with departure baggage handling, the aircraft’s gate occupancy time will
be longer than the initial plan, resulting in congestion of the anchorage leading to final
passenger terminal and mooring and road congestion and arrival or It is delayed until the
processing of the baggage of the connecting flight and it can cause an economic loss such as
confusion in the operation of the airport. The purpose of this study is to investigate the
effect of the perception of service quality of BHS users on public Institutions performance
through wuser satisfaction, user performance, and user loyalty. Analysis results using
Structural Equation Model was suggested and its implication was discussed in the conclusion
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User Satisfaction(AH-8-2F ), User Performance(AH-8-2F A 3), User Loyalty(AH8-2F T4 ),
Public Institutions Performance(¥ &7 A 3})
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2.1 AdH=H S &2l BHS

BHS(Baggage Handling System)& ¥ &S ©]
&3k 28, =7 SedAse] =48 Jv=
skl ol fEgste FekEs FFE W
A e ool Hed FerE AR, &5
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o 2 ke Ayt 2940 24 =e Al
28 ol o A 2AE s FE719
APIE HFAZko] Aug AAH L, o= A
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3HE mEAIES 0.0011% 2 "3 1/6,
HEE9 1/14 B =o]t}(Incheon Airport, 2016).
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Fig 1. Incheon Airport Baggage Handling Syste

#Source : Incheon International Airport Corporation

DA B H th(Parasuraman, 1985, Parasuraman,
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3} tH(Parasuraman, 1985, Parasuraman, 1988).
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Ade A diEd ASEHES
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AgA ARG ARD AHE AR Qo]
Qs PTE 4B Bgkom AgAT A
29e AgEEA el dRFdel FRH
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Aol 719 s 242 FAH 9)(Anderson,
1989, Gam, 2011, Ko, 2014, Yae, 2005).
AYPATE nigo 2, HZ ddE BHSE AHE
s AHEAE Bl Ao TS QA% TS
o) 7137 Ao} Ap3] g =vle] Wl 7)ok
Zhell o AMS| A AR FRSke] SA AT

HTel M

31 d7=d

-T-E}-g A1HI*E’§

=

[

i

)
o

~

>
oo |
)

o

n =
>
oo
>
ox
_E
_|>:.
oo
_>|i

SAEC vAe 9FH TR 4A ]4%4
] L2 Lotr 7]

BERFA EokE

st BANI: A 24 BT

T1E] 3L Rezaei(2018)°] BHSO| Anl 2~ F4 ZA A
TolA ARSE =TE I =AS Y BHSOl 8-t

o 734,

= R P e P R

, 37732 571

o YL E Y3 th(Rezaei, 2018).

32 AT

el AAR AT
3l= BHSQ AHl =
A,

4, EH 4,

r{r

N

3t ALgA A, A F
B el 74209 A9H Aaet AHalA 4

7tH

3L7

3kal 3

Foll mA = AAH dF BAE

BHS AF-8-AF¢] BHS A]H] 2=

== RS PARSY

FH =0

w3 e BHSS AR} 217
F49 57 2A(F3, AF
2yl AHEAE TS w1 A

/K—]\:E 7%2;] J___J__

U Aot
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ZA A Odzsk% FAst1, AR

S BTk %, ABAT AHSE 4w A
o FAL QA ANel FHAA FFL
WAL, IRAE Biel 2AE FHHY B
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Table 1.7 @] 7M€ AZsth

Table 1. Setting a Hypothesis

EE L]
Hi : ME[AZR > A2 8HF
H1-1 REH - AER BE (3
H1-2 AN > AFBRE BHE (+)
H1-3 HSa — AFSX oHE (+)
Hi-4 AN > ALBAE BHE (+)
H1-5 UM > ABR TE (4)
He : MU[AZER — AEXE A3}
Ho-1 FEAM > AR A3 ()
Ho-2 AN o AHSA A3t (4)
Ho-3 HSd - ALBX M3t (4
Ho-4 BN - AFBAE M3t (4)
H2-5 BN > ALK AT (+)
3 MH[AEE - ALBA B4
H3-1 FHAH > AFBA BHE (1)
H3-2 RN > AZA BHE ()
H3-3 HSd — AR Y= (1)
H3-4 AN > ABA BHE ()
H3-5 TUH > ABA BHE (1)
He © AFBXE BHE — AFZAH A3t (+)
H5 : AFBXE ZME — AR A1} (+)
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EFEN HERT
H6 : AR M3t —> Z37(a 43t
He-1 AR M3 > 7B M1} (+)
He-2 AR M3 — ARS[H M3} (4)
H7 : AFBXE s4= - Z37(8 A1
H7-1 AR BNE > 712 M3 ()
H7-2 AER BHE > ABIE N3 (+)

A= SERVQUAL ©]&& Hlg o & BHS
of Aulz FH thak AHEARY] 14 o] FF 7]
#ol Aol wAE Gl dis) AFEATh
Likert 55 #H=9 HESE o] &3t om, AMOS
SAMANAE AHgSt] AT HE TR

KR
=
bl

e wAsun
B 2ARE A=A F A BHSE 7ol

gaa] o] gate AAl ALAE TAo R 20189
8¢ 274~9¢ 39 F9o XAE ZFY3dle] 3505
85al A o5 5 gwtol vlulaAY B4 e
O3 BeE AEAE A9d F HE 3068
Aol Argaldn. AEA e TAe e 2o

1{11

Table 2. Measurement ltems

=% WEE Y
e
o | 1. EA FEEXEAIAY 29
ol 2 H SsiEdeAAY 2R
o | 3 As/AMel 2@
S|4 gy FNese chysin HAS 2he &R
1. FEE AlZE Holl ®a
A |2 MR 5 Uds MEAS HB
| & |3 71=/2e S0 2% stol xMal
T M| 4 " E. /=4 A
ot 5. T glol EHA/E R
N || mED M;opﬂ Helg A3
| o |2 2ol Hats HEE MB
o | 5|3 Hes fiE EiiMEAS WB
S| T | 4 2usgol 282 MIxMo= X
M 1. oe mlge of S R 7S5/XA/SY
H| _ =
o | B 2 DnAoH AT MRSt AEE F AUS
= | A |3 e edaHA 2R
S| M| 4 siEolut Abmol of 3k 2ol 2 ojulH A 2
= 5. ZBE 43 MRS B
6. MM elMAtes 2A
1. 2o REE 7|70l = XA
Z | 2. o0| ofsfE £ JUSE HEE MIsIALL QA
2t = 43
M| 3. 1ol 270 tfs) ofsista = KAl
4. SEERD MulA M23 ME0| 80
1. 2a AR S He st HE
2. UM eRE MaMESH HE
ALBAL | 3. LA YRS U2AAS
BHET | 4 LA ABRAZS HEAHAF
5. U7t saliste Ro e HMAIHE
6. MutM oz xalA|Adol tfs) otEg

=3 Y
s= SRS
1. 9% sldstedl 2ol =Hof blsl FuA
aax | 2 GAEEH gyl 228 &
| 3 Mkl s
. _
| 4 AN acr Husoz s
5 DAUZT I} FobF
RS
2. Al=xgol of &o| U
apxp | 3 CHE AR Alxglol ois) 3yso= U
MER |4 Aawol e Ane S92 W Lol J1R0| 5
ST | 5 Aladol thst vhS SUS o W} bleks
771 0]
=29
6. Al2gol wigo| L7t MB W Ze Yol S
5 |1 FetEHEAzE g A8 = dHBEBAl
S| 7Isol o sEls =
L2 asiEMaANAge AlRS $ AHBEB AL
2| ol 7Isol o xx Al E
B | 5|3 FHEHANLLE AE F QTSSO
EL
7] tht olo|x|7t Foby
2 [ [ dsgel sstexziAade Fol ael F @
o 5 ol 7]oist= ®
| |2 ARBEe EEHRIAAYS AEH WHof
" 7|05t ®©
o | 3 eEBEel stExalAade 27ts Wi
T Jloists B
< d
V. 54
- = =
4.1 &2 AFSHHY 54
_ o e
TR ATFEATA 54E AHEd A
2857 (83.1%), 9IA+ 589 (16.9%)°o.2 JF 54
2 dAke] Hlgo]l 953 EE ZloE YW
th A3 30th 11278 (32.7%), 40t 9673 (28%),

20t 66™(19.2%),
(2%)o.2 e

5000 627 (18.1%), 60Tl 77

TEEE 7d ool 13279 (38.5%), 21 ul¢h
°] 10378 (30%), 23 °]’ 51 W Rk 659 (19%), 5
3 ool 79wk 439(123%) 22 FAE QITH

AA FatE Ad dFFY 713
73 o]/do] 1107 (32.1%), 2 "% 10678 (30.9%),
2 o]% 5 m|gt 81“5(23.6%) 59 o] 7d
o] 469 (13.4%)0.2 TF-AFe Exo fidh
SEA vlEH fFASHA L}E}km. BHS<S] 3}
AE AIZEe] B/ SRS 8AIZE o]ldo] 212%
61.9%), 51 o] 8AIZF w|HEO] 997 (28.9%), 2
ANZE o1 447t wlgko] 219 (6.1%), 2A1%F m Rk
o] 11HB2%)o2 SEA] 90% ool 543t
°]’4 BHSE At&3le ZASZ eyt

orcro
o H T
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Table 3. Demographic Analysis

7= WE() | H2(%)
A K 285 83.1
& o X} 58 16.9
20cH 66 19.2
30cH 112 327
= 40tH % 280
- 50cH 62 18.1
60CH 7 20
- 2 ojgt 103 300
S | 2d olat 54 gk 65 19.0
g | 54 ol4t 7d ojgt 43 125
T 74 o| At 132 385
o 2 ojgt 106 309
X | 2d olat 54 ojgr 81 236
%'Dj 54 olAf 74 alat 46 13.4
L-
> 74 olat 110 32.1
o 2AIZt of gt 11 32
X [2xiz ofar sAfzt ot 21 6.1
& | SAlzFolaerzralet | 99 28.9
3_'; 8AIZF O At 212 61.9
ESEX F 343 100
42 BHME QolE 4
2 AFdAe AdadTe 29 d A9
o] mE Aol AT & Yt Fe T
Riste] dAHoE YA 891 HE WA
Atk Aulx= F4e] AS F 230 Y T F

4, F45, 414, %@157} 2. 1A A F(factor
loading)®] 71#X¢l 04Kt P& FXE B

AAsAS. 2 A3 F 19782 SHd
9 aglo=w FEHIT

Table 4. Exploratory Factor Analysis

TM e | FF | ¢ | 1F |FH BT
g | FE | ANE | MM A (HYHG%)| o
s | Z=1 ] 0820
s | Z=2 | 0829 | 4.191 | 20.995
N | Z23 | 0725
M| . [LEEe | os4f
H| S| EH7 | 0734
=
N Ml Sag 0773|0533 B0 |
=z | © [ =39 0630
3|y Z2010 | 0.551
Zx11 | 0.7
s [ = 0785 | 5980 | 53,531
o | EZ12] 0729
=313 | 0532

A | 2ol | &8 | 20 | 1% |vd 2MMEE
Mg | PR | RNE | ®M| 3 | MYH®%)| o
., | =216 0554
= ==17 ] 0598
A 2816 | 67.609
N | EZi8] o574
< | =z19] 0614
_ [ E=20] 0724
o L |
g [ 222110790 1) o | 79741
o[ EE2| o0 | ¢ :
< | ==23| 0797
KMO : 0.962
Bartlett T&A AR : 7221730, AHRE : 231,
P : 0.000

AgA BE, AGA AT, SR FHE

T ZF ajld F¥o] e, 57, e/N= Tl
of Aot BEAATL BRE F3o] 2JA7AF 7]
< 555t 37k Qjlew FEo] HS
frik(eigen value)e HFHQ FXE Holi
ow, dd F E4E 8LO7%E 5T AW
< UEASH KMO9 8 A o
4

N
e

BN
>_4

99 A Agar
il

I ?l—
£ 09619 H& AP=S YT Aok F
ol Sl
42 4sish Apela g3t 3
o

EN i Ed rO ol oY JE Y0 R ofN Hoow

t‘z}&i TAE ] F 6wl 3k 2lEA

ANERL, 1 Ay BE E3o] 2AFAF 7

< FE53H F e gleg FEHAUG 1
frik(eigen value)2 1 ©]Fog Bxro AHA
atm, AiE F 2 91463% 2 2 U
< Holx Yt KMO2| & H3gol g A

;.:111-'
Rl oox
%0,
42

HL 09049 £ AFEE U
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Table 5. Confirmatory Factor Analysis
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