2.1 2.2
2.3 2.4
2.5

2.1

PZB Parasuraman Zeithaml &
Berry

PZB

2.1.1

13
Parasuraman Zeithaml Berry

Scheff

20



26 PZB

PZB

32 PZB

24

18



t
Importance-Performance Analysis
t PZB

20

16
15

21

16



10

AHP Analytic Hierarchy Process
TOPSIS Techniques for Order
Preference by Similarity to Ideal Solution

12
17
(
)
Scheffe
8
Logistic Multiple Regression Analysis
19

ANOVA



11

22

27

7
Preference, RP

30

Stated Preference, SP

10

Revealed
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2.1.2

Proussaloglou

Ghobrial 38

Koppelman 46

Dallas

Chicago
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Kanafani and Ghobrial 43

Suzuki Tyworth 48 Asymmetric Response
Model
Suzuki Tyworth
(GAIN) (LOSS)
1988 1997 (
Cobb-Douglas )
Suzuki  Tyworth
2.2 (LISREL)

SERVQUAL
Factor Analysis
Path Analysis
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Joreskog & Sorbom 42
2

2.2.1

25 SERVQUAL

31

34

SERVQUAL



15

14

33

15
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18

2.2.2
Ben-Akiva 36
Netherlands
M adanat 45
/ICMS

2.3

RTR

RTR/CMS
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2.3.1

11

10

Hansen 41

Cournot

Bertrand

Stackelberg
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(Core)

Hansen 39

16

28

(Shapley value)

(Nucleolus)
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2.3.2

Hansen 39

Zubieta 49

86 8

Hansen 40

Nash

Nash

Narita airport

Cournot

40%

29
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2.4

2.4.1

1978

87
89

85
22.4%

80

68

2.1

90

0.21
134
1616

76

0.33

0.13

89 330
89
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2,500
2,000
1,500
1,000

500

4
2.1
85 769
25.88%
89 81%
89
15.4 88

( 85 -89 )

85 ~89
2.1
89 968

124.2 43.3
10%~26%
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2.1
85 6,199,086 | 869,388 |123,073|15,933|317,729|143,116|25,112| 7,693,437
80.58 11.30 1.60 0.21 4.13 1.86 | 0.33 | 100.00
36 6,423,320 | 892,550 |149,475|13,591|346,593|119,105|10,524| 7,955,158
80.74 11.22 1.88 0.17 4.36 150 | 0.13 | 100.00
87 6,178,866 | 885,585 |161,594|12,728|356,148|108,412| 8,039 | 7,711,372
80.13 11.48 2.10 0.17 4.62 141 | 0.10 | 100.00
38 6,681,299 | 881,792 | 205,156 | 11,682 | 386,873|122,905| 7,955 | 8,297,662
80.52 10.63 2.47 0.14 4.66 148 | 0.10 | 100.00
89 7,838,134 11,010,667 | 219,808 | 11,649 | 433,461 |154,767| 8,787 | 9,677,273
81.00 10.44 2.27 0.12 4.48 1.60 | 0.09 | 100.00
5
2.2 87
87~89
45
—— —-— —a— — —*—
30
15
0
-15
-30
-45
-60

2.2 85~89
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2.2

10
(56.53%) 3
(12.12%)
6
.
2.2
() (%) (%)

23,289,801 100.00 46.24

6,796,810 29.18 80.51

4,013,117 17.23 73.13

2,357,055 10.12 78.24

2,772,915 9.39 78.86

2,622,574 9.37 83.23

1,000,372 4.30 75.28

- 992,779 4.26 49.84
742,582 3.19 83.09

717,913 3.08 73.91

622,352 2.67 81.00

508,564 2.18 86.95

466,783 2.00 70.39

241,072 1.04 75.15

160,027 0.69 59.53

154,198 0.66 72.66

64,835 0.28 78.57

29,091 0.12 65.19

28,781 0.12 71.61

23,763 0.10 63.67
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2.4.2

89 783
88 17.3% 89
123 88 11.66% 2.3
2.3 85~89 /
85 86 87 88 89
320,750 | 336,458 | 342,608 | 353,060 | 397,932
671,711 | 705,567 | 704,571 | 733,888 | 832,543
992,461 |1,042,025|1,047,179|1,086,948|1,230,475
5
2.4 89
2.4
13,464 11,177 10,673 9,929
10,930 10,397 9,542 10,120
10,409
11,336
9,926
10,307
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2.4

11,445 | 10,482
12,466 | 11,929 | 13,771 | 11,072 | 13,348
2.4.3
1. -China Airlines ClI
1959 1962 10 -
1970 2 2 707-320B -
1975 6 747
21 50
2002 1 25 9,479 7,916
1,563

54
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2. -Eva Airways BR

1989 4 7 1991
7 1 767-300
3. - Air Canada AC
1937 Trans-Canada Airlines TCA
1977 Air Canada Act
1989 7 2000
Canadian Air
Canada
230 116
4, -Northwest Airlines NW
1926 1927 7
1947 7 Northwest Orient 1985
1986 747-400
1991
5. -United Airlines UA
1931 National Air Transport Varney Speed

Line Pacific Air Transport  Boeing Air Transport
1961 Capital Airlines
267 116 1997
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(1930

) (1936 ) (1955 )
(1971 )
(1990 ) (1995 )
(1999 )
6. -Cathay Pacific Airways CX
1946 9 Roy Farrell Sydney de
Kantzow 1980
747-200B
7. -Singapore Airlines SQ
1972 10
747-200 1977
1980 7 - - -
1991 10 1996
12 - -
KrisWorld 1999 06
- - 21
8. -Malaysia Airlines MH
1937 2 1965
1968 11 Malaysia Airways

Malaysia Singapore Airlines

1971 1976

747-200B DC-10-30
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2.5

25.1

747-400

7

PZB
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2.5.2

2.5.3

2.5.4
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