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PE 2|3 dote IAE TEE Ao] fAolgtn A 9 AR AL QT AN A HES
gt Ago] JEG AE HEE H e d A AA TR 4 I BT 724 GAR <
Ae AT AR 299 382 9 A+ St 7oA ostE HolA| Hdtt. olelg A8 &
Ahe] HEEE Auapy] A 278 N 9 =5 COVID-19& <lsf oA antA F4ts =i &
AAE Y& o] 891, dA9Re] &5 F AN 348 A5 I 29D 2 AL
& Bl LA QA ES &85t Bt ArEa Aol HAHEAE S, A3E], 2020). A= A
g 24 32 WHsty] e Foet =y 7 7 2 8 Y Adder A g4 9 3
T otk ol 9F nAE WEAT|E AR of A RS E Hin(WES, 2023 Abate et al.,
e, Wi 34 wEA7]7] 98 A &A1 uAy 2020), Zt &FAF 9A] AAS npdste] 917] 5
H3=(Neverending Customer Engagement) &2 2 2R oy de gle 8 A5 2 U4
U ez HA1e] Adg Bl on] gle A otshe= AFTE7F FHokg AdFAFEY A B
#leka shal. EARS o g slth (AT, Anl= 2020). &

e feve GG AT AllE A A AL ol 9] of vt At Al
AR, A FFAIES LT AlEE EE o A B3 FFANS V] S5 A A &b A
w A Wt wE §)7] 8ol EEATL H o A 725 53 AAY e A3 ofAloht - Ql
e Qo] olAAT 53] 22 5917 TE AR e, o= tigtage] A 50d
o|F 20004t Eof #le] IFAES TR AA E o IALE o] &% 1009S TH et 8% B
d 5 A9 e A HHeR IFFH S 45 wide] & Aon, 2UH 7 Y E Be
g8ttt 20084 vl dEREFE Y] =AY AEG (Great Foresight) = & HolF&= Algth
T 94, 20109 FuelE =g AEdEds ¢ olf et 2 317 grqo] A& H& W
T o= 20049 F9 ollojZgxot KLM 34 & & U ste A2 4 FE dest 725 &
2007TdRE A&H FrEGAY A9 7|9k gFA Hab7] 918 “Stronger Together 2 AN 5
(290 28F, FE2Y2, doiEd F) I 5 8 & =edt} tigtale 20219FE NPSE &=
1 i EA Aot ghak, 2022a) el gt dek(therats, 2022a). FHAF

etarF ot ofAlobatEF e AH| A, el A £ 9Jnlat= NPS(Net Promoter Score)= AH|2
= o R olg 22Y FFAET 2D BA o]-§ o] aliF LS FHld FHET o3Fe] Sle
= Ao, Ul HFol AR G2 AR 5 AE SAcke ARRE 149 BEEg HAE FA

(Z 1) WINGS 2|4
T U4
W + Weight of Responsibility : 214+ F7
I * Idea Transition : A7te] A%
N + Neverending Customer Engagement : A|%29 174 5
G + Great Foresight @ PlEE ®e &t
S * Stronger Together: A9 F&o A3 2473 2
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=7} F8 24
i =9l W 4= 24 (20.3.19.)
RE d=AF 1497 A1 A8 (20.4.9.)
ok B 2 Aukd Alg 3R 2] o2l gia 4= 24 (20.6.24.)
979l o 9= 24 (20.3.18.)
2 o] A] o} Feo| Ao} ZAA] W $A D A, GRA 2AA, duB 9T b,
Q3 Al COVID-19 A AA 2 1497 o2 2} A
. RE 7] WA 4% 89 (20.3.24) _
FAR, 7R, ANAFARLAALE 142 A 27 47 H &
SEl A= A 142 o) 1297) =7 AR o 9T T FA (20.4.3.)
a3 RE 9= ZAA 4= 34 (20.3.19.)
ek 7/319747) =9 A9 RE 9% 242 4= 24 (20.6.30.)
=9 EU+ <9271 29 924 9= 34 (20.6.15.)
2| AJo} RE 9zl Ui 4= 24 (20.4.30.)
% NZE & A 2 A= AR NE 244 4 2T (20.3.28.)
9z England 9] @8] COVID-19 A@ 271 9574 By A7H4e) <) Feh 24 @A
('20.7.10.)
o|grg]o} = 2 147) EU+ 9937 424 o4 149 A7 (20.7.1)
(%2 2) 21 COVID-19 thexx| Az}
A Sz Abg
20.1.20. ZU A% COVID-19 el WAl 4 7148 7 3o Az 4
20.1.27. Y B4 AW o 27 dedW AR £ AA 9AR A4
20.2.4. Fulold WE/AZF 2ole] ) AT AF L AFE TAE 2 FU
90.9 U, A% A B AAA 282 FHoR 35 £ (14 dad, IR 8008 £)
“ A8 ﬂaﬂ(sw;ﬂi TH)'E B8 29 B Hag 24
20.5. F 802 A2 AEE AT M B & AR WA
20.8. FEAS FHoE 23 dfd (Y97 4008 FF)
90 11. at;u gifotﬂzﬂﬁgﬁlgixf?igﬂﬁjg 1%541 0@%53;3 2 50 ARl ARA BAG
=271 — T T o =
93 Fazploldls 408 9L 930 £9 24 - 2F 9% 42 930 £3
'90.12 Z9 242 59 7957 A 2% (WB/oIA T A% ¢9) _ ]
e Y A7 Aol ol FEAGM ARt AF 59 ol AR R FATFA 22X
(12/23%, A&A oz Agsla 219 647 AT 23 F4))
o1 1 AA ZA o)A Wo) wlole] 29] 749 Ao g 3 Al RE g=oldA] PCR S48
Az B3 (7, Polzehpas 209 S g2 T
21.2. AAFE AF2 99 S 30090 E FE] wet AelA AT BAS S5 259

AIA 282, Homrl oAl 15 24
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(H1%)
UA| t-s-24 Alg)
ool d=sle W=l e ZE PCR S48RIM A& 973}
e Fel Ak AuA dAska, 95 % Bepd, ofzerhd d=ate I AZAE Ad
'21.2.24. AAL AA & 27148
ARE A& WAldFog S A Agelgloy A FE By Fog WMAHE
01 ]Oqﬂ‘ﬁ/‘i Q3] 4 o3}
%_'Té? 3~4007d] ExlolA 49 Ao 797% B 5 47 53 =23
'21.1~3. olmuf] AL 7t we 59 495 A=k U=l A=At Al ek Alg
(149 A7HEeE — 74 AAZAE + 74 27H4E)
'21.5.5. T A WA E nE A oA AT Al A7 R WA 2A] AA
91 6 o=l ZARE A 73 A, dErg Wo] mlol AR A Hi
o (6/274~7/19 A}k Fo]: 5019 — 5959 — 7949 — 7629 — 8261)
A A AT AA NHoR 5RA — 497 kA, AR AEA ek o Aol ent S
AR STt wit =AML, A, A7Ded= ﬂ% ol
21.7. ale] WAl HEA AATE BHE( Xﬂﬂ*ﬁf AR FQ), TOAK] B (FARA AR AAD o
A A7HAE] WA (7/145)
42F g5 Aoz FEAE FA0R 949 &304 7t
FEdd AR AT AAY HudAQl 49A4 Agste] ARD ATy AA AL (64
21.7.12. o]% 3910 AR |4, X—WE%] 7V 01]9]%79 ﬂ]zw“ Az 2 A A5 FHy)
4991 #4 7bs, TAA HgE A% 5)
'21.7.15 g e BE 959 9 U5 PCR S48 UA AE o F3
T (71& @=9l9] 2% PCR 54894 naA] Al g E7F WA)
'21.8.23. 4HA ATl el A9 7 G 22419l 21412 448 AFat
wAA 48 E (P= Z2Y) FA Alg
21.11.1. 2 o U2 Yoo il (The Better Korea)'
ARl Ag - Aol 7)Hket S Bl Bl &% e R 38 3
21.11. W A~ Alg (22.2.28 H )
9111 Aa dd X271 4,000 o) wAsh wAA dAs)E 29 AlE
o FrHE 437 Sy 2
221, A7 PCR 24 8AAM 271 A3l (2% T2A13F — 48417 o|u] A
'22.1~6. Aol AA A 53 d#d (A 1 }S_U] 2 g&3)
'22.2.18. AT 109,831W R 109y Eu ‘r‘.:.i H|Z 63%)
'22.3.17. AR 621,328W o2 60T =3
'22.4.18. o] St RS B T A e 713]-01 =k
'22.5.2. Ao npaz Zg o F Ay (507 o Fof [ AlY)
'22.7~9. A 62 el (A 23 en AR &)
'22.8.3. AR 119,9229, FAER2E 2,000 E3
'23.1.23. Az 92119, FAEAE 3,0009HY E39)
'23.3.20. g37] 7ZINE X8 dFussd vkad LT FA
23511, | - #49 0% Z2oH9 Mdg 34 A4
'23.8.31. COVID-19 ™ 53 29 — 4922 43}
0451 AHYH 22419 AVIDAE AN BN LR S (B vhaA FE RN duz
5.1, S

Ag 34 Al I 5y F2 38 3 F 2443 A3 A7 & WA)
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(75 3) SSAF Tt Al

20204 (3174)

20214 (187H)

202249 (1474)

(Palestine)

1 | Nautucket Express (USA) | 1 Air Namibia (Namibia) 1 Airleap (Sweden)
9 Air Italy 9 Sky Regional Airlines 9 EGO Airways
(Ttaly) (Canada) (Ttaly)
3 Atlasglobal 3 CSA Czech Airlines 3 Eswatini Airlink
(Turkey) (Czech Republic) (Eswatini)
4 Trans States Airlines 4 Mango Airl_ines 4 Tel Aviv Air
(USA) (South Africa) (Germany)
Flybe (UK) Interjet (Mexico) GCA Airlines (Colombia)
6 Compass Airlines 6 Ethiopian Mozambique 6 AB Aviation (Comoros)
(USA) Airlines
7 Ravn 7 Air Iceland Connect 7 Kamchatka Airlines
(USA) (Iceland) (Russia)
8 Germanwings 8 Amaszonas Uruguay ) Kulula.com&@omair
(Germany) (Uruguay) (South Africa)
9 South African Airways 9 Stobart Air 9 Bees Ai_rlines
(South Africa) (Ireland) (Ukraine)
10 South African Express 10 Air Antwerp 10 Expressdet
(South Africa) (Belgium) (USA)
11 | German Airways (Germany) | 11 Ellinair (Greece) 11 Blue Air (Romania)
19 Miami Air International 19 Atlantis Europegn Airways 19 Air Albania
(USA) (Armenia) (Albania)
13 Avianca Peru 13 Fly My Sky 13 Genghis Khan Airlines
(Peru) (New Zealand) (China)
14 TAME EP (Ecuador) 14 Orange2Fly (Greece) 14 | Tchadia Airlines (Tchad)
15 Flyesﬁ 15 Great Dane Airlines
(Argentina) (Denmark)
16 LATAM (Argentina) 16 Alitalia (Italy)
17 Air Georgian 17 Blue Panorama/Luke Air
(Canada) (Italy)
18 | LEVEL Europe (Austria) | 18 ITA (Brazil)
19 SunExpress Deutschland
(Germany)
20 One Airlines (Chile)
21 NokScoot (Thailand)
99 Tigerair Australia
(Australia)
923 Leeward Island_s Air
Transport (Antigua)
24 | Shoreline Aviation (USA)
25 Jet Time (Denmark)
26 Go2Sky (Slovakia)
27 ExpressJet (USA)
28 | Air Asia Japan (Japan)
929 Cathay Dragon
(Hong Kong)
30 Montenegro Airlines
(Montenegro)
31 Palestinian Airlines
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Korean Airs New Wings Spread Even Wider at the Crisis
- WINGS Leadership of Chairman Walter Cho

Changhee Kim* - Keehong Woo™* - Youn Sung Kim***

Abstract

Upon his inauguration in 2019, coinciding with the 50th anniversary of Korean Air, Chairman
Walter Cho faced an unprecedented crisis due to the global pandemic of COVID-19. This study
comprehensively outlines how under Chairman Cho’s leadership, Korean Air overcame the
crisis and strengthened its position as a global airline. At the onset of the COVID-19 pandemic,
Chairman Cho prioritized active communication management and the safety of his employees,
even in the face of crisis. The operation of special charter flights to transport Koreans isolated
in Wuhan, China, exemplified his social responsibility. Furthermore, Korean Air recorded its
highest-ever performance by innovatively converting passenger planes to cargo planes as
passenger demand plummeted. This was made possible through Chairman Cho’s strategic
decision to utilize the Belly Cargo of grounded passenger aircraft to address the shortage of
cargo supply and reduce fixed costs. Additionally, Korean Air focused on improving employee
satisfaction and organizational culture by reinforcing internal service principles. Chairman
Cho emphasized communication and harmony, listening to employees voices and incorporating
their feedback into management decisions. This led to a continuous improvement in employee
satisfaction, which in turn translated into increased customer satisfaction. In 2021, Korean Air
was recognized for its service competitiveness by acquiring the Consumer-Centered Management
(CCM) certification. Moreover, Chairman Cho made a strategic decision to acquire and merge
with the financially struggling Asiana Airlines, enhancing the competitiveness of the aviation
industry. This move not only aimed to overcome the aviation industry crisis caused by COVID-
19 but also to establish a sustainable business structure, securing a vital opportunity for Korean
Air’s future growth. Under Chairman Cho’s WINGS leadership, Korean Air navigated through
the COVID-19 crisis with flexible management strategies and social responsibility, opening

new horizons in the aviation industry.

Key Words: Korean Air, Chairman Walter Cho, COVID-19, Belly Cargo, WINGS Leadership
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