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Incheon International Airport (IIAC) has been named "best airport worldwide” according to the AETRA
passenger survey program that was jointly administered by Airports Council International (ACI) and the
International Air Transport Association (IATA) in 2005. This paper identifies eight dimensions underlying
the overall service quality in passenger terminals. These eight elements were found from literature reviews
through relevant documents. The research explains the linkage between the overall satisfaction with ITAC
and five services that influence that satisfaction.

The five services are the following: service quality of passenger terminals, commercial facility services, easy
access by transportation, service quality of the airlines, and contributions to the community by IIAC. The
data envelopment analysis (DEA) designed by Cook and Kress (CK Model) was used to maximize the efficiency
of commercial facility services, easy access by transportation, service quality of the airlines, and contributions
to the community by IIAC because the model best provided practical plans for a more competitive airport.

This paper has three significant results. First, it includes research of passenger terminal-oriented service
quality. Second, the author researches service quality focusing on a three-cornered relation among passengers,
airline employees, and [IAC. Third, the paper contains research of service quality focusing on IIAC s employees.
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