4-083

1990

1)2)3)

2000
2002

3 2004

11

59

10

16 9

10

328

50
30 28

20 50

30

30

30%

25% |

20%
15%
10%
5%
0%

o
o

n=183)
n=145)

19

20 29 30 39 40 49 50 59 60 69

70

112-8551

1-13-27 TEL 03-3817-1817 FAX 03-3817-1803

-165-




4-083 59
320 42
30
2 10 21
20
33 8 10 20
2
90
80 o
70 s
% [
50 |
40 &20
30
20
10
0
10 20 30 30
257 21
2
(n=216) n=138
7.55 1.90 -0.37 5.72 2.41 -0.13
7.45 1.80 -0.51 6.30 1.77 -0.36
6.72 1.86 -0.44 5.97 1.86 -0.13
6.78 1.65 0.01 5.41 2.02 0.03
6.74 1.76 -0.33 6.04 1.83 -0.04
6.35 1.81 -0.10 5.38 1.95 -0.03
6.80 1.71 -0.31 6.83 1.67 -0.19
6.06 1.69 0.14 6.74 1.54 -0.19
5.97 1.72 -0.01 6.25 1.75 -0.29
6.70 1.84 -0.48 7.11 1.71 -0.41
7.37 1.37 -0.23 6.51 1.53 -0.46

-166-

16 9
3
R 0.808 0.802
216 216
| t | t
11.4
1.7648 | 13.13 | 1.6017 | 4.89
-0.0239[ -1.73 | 0.0638 | 1.90
-0.0420| -2.51 | 0.1050 | 2.57
-0.0137 | -0.85 | 0.0410 | 1.04
-0.0188| -0.85 | 0.0215 | 0.40
-0.0478| -2.52 | 0.1067 | 2.30
-0.0069 | -0.38 | 0.0308 | 0.69
-0.0909 | -4.62 | 0.2224 | 4.64
-0.0486 | -2.31 | 0.1083 | 2.11
-0.0096 | -0.52 | 0.0054 | 0.12
-0.0544| -3.31 | 0.1437 | 3.58

Y Quality of service at airports : Standards &
measurements, Airport Council International, First
edition-2000

2 Global Airport Monitor : Top Performers, International
Air Transport Association, New Format Executive
Report, May 2003

¥ Five Year Performance Review of Vancouver
International Airport Authority, Pricewaterhouse
Coopers, December 17,1998

4 Derek R. Allen, Tanniru R. Rao: Analysis of Customer
Satisfaction Data, American Society for Quality P20-
28, 2000



