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ABSTRACT

Due to many driving forces, the aviation industry advance and grow significantly. Concordantly,
the airport service infrastructures and related passenger services also diversify. Considering the
processes that the passengers go through the airport and the time, the airports as business space
gain important both for the airport business and the passengers. Therefore, the diversifying airport
passenger services rise to prominence. In so far as the efforts to measure airport service quality
with a wide range of heterogeneous services are an ongoing area of research, the purpose of this
study is to present a systematic literature review on non-generic measurement structure of airport
service quality with preservative context dependency discussions. As per the findings, it is
determined that the most explored dimensions are servicescape, services, facilities, information,
security and check-in; the less ones are access, comfort, convenience, ticketing, functional, ICQ.
Moreover; It has been observed that the services offered are complementary and subsequently. Since
many services, associated with the influence of cultural, geographical and technological factors,
are produced simultaneously, it can differ the dimensions. In the light of findings, the current study
presents a conceptual airport service quality model.

Keywords: Multidimensionality, SERVQUAL, Quality Management, Airport Service Quality,
Airport

Jel Codes: M10; M31; L93

(074

Birgok itici gii¢c nedeni ile havacilik endiistrisi, onemli élgiide ilerlemekte ve biiyiimektedir. Bu
baglamda havaliman: hizmet alt yapilari ve ilgili yolcu hizmetleri de ¢gesitlenmektedir. Yolcularin
havalimanminda gectikleri siire¢ler ve zaman dikkate alindiginda, havalimanlari is alani olarak hem
isletmecilik icin hem de yolcular i¢in énem kazanmaktadir. Bu nedenle ¢egsitlenmeye devam eden
havalimant yolcu hizmetleri on plana ¢ikmaktadir. Havalimani hizmet kalitesini ¢esitli sayida
hizmetlerle olgmeye yonelik ¢abalarin icerik bagiml tartismalar esliginde siiregelen bir aragtirma
alani olmasi sebebiyle, bu ¢calismanin amact yolcu hizmetlerine iligkin genel olmayan ol¢iim yapist
hakkinda sistematik bir literatiir taramasi sunmaktir. Bu ¢alisma 2020 yilinda gergeklestirilmistir.
Bulgulara gére en ¢ok kesfedilen boyutlarin hizmet ortami, hizmetler, olanaklar, bilgi, giivenlik ve
check-in; daha azimin ise erisim, konfor, rahathk, biletleme, islevsellik, ICQ oldugu
degerlendirilmektedir. Ayrica sunulan hizmetlerin birbirini tamamlayici ve pesi sira geldigi
goriilmiistiir. Kiiltiirel, cografi ve teknolojik faktorlerin etkisi ile ilgili bircok hizmet aymi anda
tiretildigi icin boyutlar farkhilik gostermektedir. Bulgular 1s51g8inda ¢alisma kavramsal bir havalimani
hizmet kalitesi modeli sunmaktadir.

Anahtar Kelimeler: Cok Boyutluluk, SERVQUAL, Kalite yonetimi, Havalimam Hizmet Kalitesi,
Havalimani

Jel Kodlar: M10; M31; L93.

97


https://tureng.com/tr/turkce-ingilizce/associated%20with

AYDOGAN 2021

1. INTRODUCTION

The stunning technological developments gained in the aviation sector not only have
increased the variety of services offered to passengers but also affected the passengers'
perceptions of quality regarding both aeronautical and non-aeronautical services.
Considering that the increasing number of airports facilitating and expanding the travel
access, apparently the passengers start to have a revealing choice among airports (Fodness
and Murray, 2007: 492) in terms of hub, cost and increasingly perceived service quality. To
have a deep understanding about the passenger expectations and have competitive advantage,
there needs an effort to develop an airport service quality measurement in a heterogeneous
service sector like airport (Pantouvakis and Renzi, 2016: 90; Bogicevic et al., 2016: 13).

There are some specific factors to be considered as driving forces regarding that potential
revenues and evolving demands. Such as; commercialization and privatization of airports,
competitive forces in the airline industry, and the development of expectations of the
passengers as to the airport and increasing airport competitive (Graham, 2008: 15).
Furthermore, after recognizing service quality as vital factor (Airport Council International,
2014), an intensive effort to adopt customer directional management practices are put forth
(Arif et al., 2013: 1). Because of non-aeronautical businesses are the first experiences that
may have an influence on whole vacation (Rendeiro Martin-Cejas, 2006: 874), the airports
can increase their total revenue through the non-aeronautical businesses by providing the
service quality to the passengers (Jiang and Liang, 2019: 63). In this regard, the one of the
first traces of this attribution has taken place with the research of Miiller and Gosling (1991)
presenting the importance airport passenger terminal. In their research, the authors argued
that the perceptions of the passengers should be measured in a multidimensional concept in
order to manage the services set up at the passenger terminal. In 2000, the Airport Council
International (ACI) has initiated ACI a schedule to measure passenger perception regarding
services at airports across world. The aim of the program simply is to reveal the passenger
perceptions related to services, identify the crucial factors for the airport success, to track the
change in the passenger’s perception to services through the years and benchmark each
airport with other (ACI, 2017). The ACI quality program has constituted an airport service
quality (ASQ) scale with eight dimensions involving 34 attributes.

On the other hand; the airport passenger services are permanently changing due to the
demand for higher standards in sector (Donnelly and Shiu, 1999: 498). Due the fact that
exploring the structure of the airport service quality is ongoing process (Parasuraman et al.
1990: 73), like other service sectors, airport decision-makers need to adopt other techniques
to measure the quality of services and satisfaction of the passengers. An effective quality
assessment methodology for the airports’non-aeronautical services is a necessity (Bezerra
and Gomes, 2016: 17; ACI, 2017).

The international organizations (ACI, 2014) operating on the quality assurance of the
aeronautical services force airports strictly follow to international standards seem to meet this
need. However, the quality of non-aeronautical services at an airport can differ according to
its competitive position. Bezerra and Gomes (2016) has stated on the issue that the existing
ASQ attributes are insufficient to meet the all-airports efforts to measure service quality and
the validity and the reliability of the scales has not been run through, and the ASQ database
of ACI is inaccessible to the researchers. In this regard, there is an intense effort over the
scientific researches connate practical methodology and quality assessment tools to improve
the service standards continuously. The ASQ surveys which are already in use for the airport
managers, regulatory authorities or sectoral decision makers, have also several limitations
(Trischler and Lohmann, 2018: 66). The context dependency discussion in service-quality
researches highlights that the quality of a service mostly depends on its context. For all
these
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reasons, the scale development studies for measurement are continuing and content-
dependent relatively different multidimensional ASQ scales arise.

The current study puts forward a literature review regarding the relevant researchers engaging
in non-aeronautical airport service quality. Specifically, the author analyzed researches
presenting multidimensional passenger service quality on both the land and the air side of the
airports. The criteria that make up the study are as follows: the highly qualified research
journals, the year of publication constitutes of between 2007-2020. The author especially
selected the year of 2007 as a starting point since Fodness and Murray stated (2007) that there
is a choice among airports in terms of quality (Prentice and Kadan, 2019). When the author
reviews related literature, Spasojevik et al. (2017) put forward a literature review showing
the researches between 2000-2014 to provide a summary of issues, trends without the
methodologies. On the other hand; Bellizzi et al. (2020) presented a literature review that
scanned methodology and survey designs with the passenger’ view over Customer
Satisfaction Surveys (CSS) between the year of 2008-2018.

This study contributes to related literature in terms of presenting the passenger service quality
attributes with multidimensional construct produced by various researchers. The author
presents a more specific framework of multidimensional quality measurement and varying
quality attributes from the relevant researches.

In the current study, the author aims at scanning and revealing the literature of the
multidimensionality measurement of ASQ on the non-aeronautical services perceived by
passengers. For this purpose, firstly the author figures out the databases, academic sources
and scholarly publishers to scope this study. Based on researches, this study brings a
comprehensive review by analyzing the current multidimensional measurement of ASQ.
Finally, the author reveals a conceptual multidimensional model to both researchers and
practitioners.

2. BACKGROUND

In terms of institutions, service quality is an important agent against competitors (Chou et al.,
2011: 2117). The customer satisfaction increases because of service quality (Kyoon Yoo and
Ah Park, 2007: 908). Addition to its critical role (Ladhari, 2009), the airline industry has
exerted some pressure on airports in order to increase customer satisfaction by improving
assets and commercial activities (Rhoades et al, 2000: 261). Therefore, it seems important
for airport managers to measure ASQ over passengers.

From this point of view, the literature has tried to produce the components of the airport
service quality with a diverse perspective so far. Some researchers developed models that
involves different dimensions of the ASQ (Bulut and Aydogan, 2020; Chonsalasin et al.
2020; Prentice and Kadan, 2019; Jiang and Liang; 2019; Kratudnak and Tippayawong, 2018;
Trischler and Lohman, 2018; Elias Gongalves and Caetano, 2017; Bezerra and Gomes, 2016;
Pabedinskaite and Viktorija, 2014; Gupta et al. 2013; Lubbe et al, 2011; Tsai et al, 2011;
Liou et al. 2011; ACI, 2011; Fodness and Muray, 2007), some researches set forth quality
attributes (Bogicevic et al., 2013; Chien-Chang, 2012; Baek et al, 2012; Fernandes and
Pacheco, 2008; Wirasinghe et al, 2007; Yeh and Kuo, 2003; Janic, 2003; Rhoades et al,
2000). Hence, it is generally accepted that ASQ is multidimensional (Fodness and Murray,
2007: 492) and the researches continue for a comprehensive framework. On the other hand,
other than small number of recent studies, an effective ASQ assessment methodology was
already in use for different purposes such as benchmarking (Chen, 2002) private reporting or
advertisement.
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This paper compheransively reveals the researches involving the multidimensional
assessment and the development of ASQ literature. In light of the above mentioned; in the
following phase, the multidimensional measurement researches including relevant attributes,
dimensions and research models are put forth.

3. METHODOLOGY

This study carried out the systematic literature review (SLR) (Spasojevik et al., 2017, Bellizzi
et al., 2020) method regarding to multidimensionality measurement of ASQ. A SLR intends
to identify, appraise and summarize related non-aeronautical passenger services researches
of airport (Petticrew and Roberts, 2008) by providing objective, replicable, comprehensive
scope of designated research topic (Weed, 2006; Pickering and Byrne, 2013).

In this study, the researches regarding multidimensional ASQ measurement to be accessed
in scientific databases, academic sources and scholarly publishers like Ebscohost, Emerald
insight, ScienceDirect Elsevier, Google Scholar has been searched. The date range is from
year 2007 to 2020. The researches revealing the multidimensional structures of ASQ
measurements are selected. The author executed the research in 2020. Since the study focused
on multidimensionality measurement of airport service quality, the following keyword
combinations were used: airport service quality + measurement + multidimensional in
research articles. Then the databases presented some researches in academic journals at table
1 below. Among these articles, the indexes of the journals selected according to the criteria
determined within the scope of the research are presented in Table 2.

Table 1: The Overall Number of Researches from The Databases Regarding Airport
Service Quality

Database Quantity Added Criteria
Emerald insight 7 English, Academic Journals, open access
ScienceDirect 21 English, Academic Journals, open access
Ebscohost 21 English, Academic Journals
Google Scholar 175 English, Academic Journals

Table 2: Display of Selected Journals According to Indexes

Journal Index Status
International Journal of Transportation Science and Technology | Scopus
Total Quality Management Scopus
Journal of Services Marketing Scopus
Aviation Scopus, ESCI

China Citations Database,

International Journal of Business, Economics and Management . .
Socionet, Q-Sensei

Journal of Retailing and Consumer Services, Scopus

Experts Systems with Applications Scopus,WOS
Journal of Air Transport Management Scopus

Tourism Management Perspectives Scopus,WOS, SSCI
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4. FINDINGS

The study presents the researches as findings according to abovementioned criteria at
Appendix 1. The researches are shaped in research information, attributes, dimensions,
research design and sample and research model. Although it is observed that the measurement
of ASQ literature is increasing, there are still few researches at the literature. As per the
findings by scanning the related literature, the efforts to measure the ASQ is an ongoing
research area. In this sense, the current review study shows the scanned researches
comparatively that the structure of the ASQ measurement is stated in all researches as
multidimensional.

Yet, this current review study shows in the great scheme of ASQ Measurement structures
that the measurement is not generic (Bezerra and Gomes, 2016: 85-86). On the other hand,
the ASQ measurement can thrive not only by means of number of dimensions but also by
context within. It is seen that the number of dimensions, the contents of dimensions and
nomenclatures of them have differentiated.

It is observed that the dimensions consist of the attributes defining the ASQ are mostly
explored and confirmed as are servicescape, services, facilities, information, security and
check-in. The following figure 1 proposes conceptual multidimension ASQ measurement
model on non-aeronautical services of airports.

Figure 1 Conceptual Multidimension ASQ Model

5. CONCLUSION

When the ASQ-related literature is examined thoroughly, it seems that some researches have
made the ASQ measurement scale out as a one-dimensional structure. However, considering
that decision makers need a holistic approach to evaluate the airport non-aeronautical services
(Paternoster, 2007: 226) which is to compile variety of new dimensions (Al-Azzam, 2015:
46; Gupta and Kaushik, 2018: 583), the scale structure is expected to be in form of
multidimensional (Martinez and Martinez, 2010: 29). Moreover; as Parasuraman et al. (2007)
stated that each of the service quality dimension needs to cover sector specific items on which
can depend the contexts where the service is given. In other words, the necessity of measuring
ASQ with a multi-dimensional structure rather than a one-dimensional structure
arises

101



AYDOGAN 2021

because the services provided by the airport operations are very diverse, and the attributes
contributing to quality include differences in time, space, technological developments and
cultures. The studies conducted in recent years reveal the multidimensional airport service
quality measurements that are caused by these reasons. As a result, this study shows that the
services put forward in the multidimensional ASQ measurement studies are based on the
international standards and passenger expectations. The conceptual model will contribute to
measurement acknowledgment for the quality of the airport service and as a reference for the
researches to be carried out. It is seen that the service quality scales progress by extending
from the land side of the passenger services to air side of passenger services. That also
connotes that the expanding quality scales focus on non-aviation passenger services, which
constitute a significant part of airport revenues. In this sense, the services offered to the
passengers show permeable features due to the developing technological factors, the
continuity of the service and the successive follow-up of the services. Apparently, the various
multidimensional passenger service quality scales revealed by the ongoing research continue
to diversify with the effect of the mentioned permeability.
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Appendix 1; The Great Scheme of ASQ Measurement Structures

Research info

Attributes

Research Design and Sample

Research Model

1.Chonsalasin et al.

2020; International
Journal of
Transportation
Science and
Technology

Access;

Land transportation has a variety
of alternatives, both to and from
the airport

Sufficient parking spaces
Value for money of Parking
facilities

Availability of baggage carts/ trolle

Check-in;

Waiting time in check-in line
Efficiency of check-in staff
Courtesy and helpfulness of check-
in staff

Waiting time at passport inspection
Courtesy and  helpfulness  of
inspection staff

Security;

Courtesy and helpfulness of security
staff

Effectiveness of security inspection

Waiting time for safety inspection
Feeling of being safe and secure

Way finding;

Ease of finding directions at the
airport

Flight information screen

Walking distance in the passenger
terminal

Ease of connecting other flights
Courtesy and helpfulness of airport
staff

Airport facilities;

Sufficiency and  quality  of
restaurants/ shops inside the airport
Value for money of restaurant/
eating facilities

Availability of ATM/ Bank/ Money
changers

Shopping facilities
Value for money of shopping
facilities
Availability of Business/ Executive
Lounges

Arrival services;
Checking passport/ Identification
card at the Immigration checkpoint

Speed of Baggage delivery service|
Custom inspections

Airport Environment;

Availability and adequacy of
restrooms
Cleanliness
restrooms

of  washrooms/

Comfort in the waiting area foi
passengers

Cleanliness of airport terminal
Atmosphere or decoration of the

airport

Method of collecting data from 1037
passengers through questionnaire at four
regional airports of Thailand (Southern,
northern, central, and northeastern),

Way finding

Airport

facilities

Arrival services

Airport
environment
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2.Tsai et al., 2011; Total
Quality Management and
Business Excellence

Airport circulation planning

Airport facilities planning Internal direction line arrangement
Sanitary condition of lavatory Exterior surrounding circulation
Environment beauty and cleanliness planning

Facilities allocation and space design Convenience of public transportation|

Physical environment;

Security inspection procedure
Check-in and baggage delivery
service

Interaction and outcome;
Basically, procedural service
Airport receptionist’s attitude

Flight information;

On-time departure of flights Accuracy of flight information board

Clarity of broadcasting system

Method of collecting qualitative data from
the executives and experienced airline
passengers, through questionnaire 226
responders at Taoyuan International
Airport in Taiwan

Physical
environment

Interaction and

outcome

Flight
information

ASQ

Research info

The Attributes

Research Design and Sample

Research Model

3.Fodness and Muray,
2007; Journal of
Services Marketing

Servicescape;
Sp Layout and function
IAmbient conditions

Signs and symbols

Service Personel;

IAttitudes Expertise

IBehaviors

Services;

IProductivity Leisure
laintenance

Method of collecting data from 1765
passengers through questionnaire at Airport

Servicescape

Service
Personnel
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4.Bulut and Aydogan,
2020; Journal of
Aviation

Functional quality;
VIP passenger services
Access to rent a car service

Ground services quality;
Transit speed between gate and
plane

Transportation safety of airport
vehicles

Transportation quality of airport
vehicles

Overall cleanness/hygiene during]
the transportation
Easy transit between car parking
place and terminal

Ticketing quality;

Speed of reissuing the tickets
Easy access to the ticket sales
office for refunding

Speed of ticketing
Speed of controlling/stamping the|
tickets

Servicescape quality;

The temperature level of the
terminal building

Sound comfort of the terminal
building

The brightness level of the terminal
building
The comfort of the terminal
building
Flight information screens at the]
terminal building

Security quality;
Access to Information Desks
The efficiency of security points

Respond quality of Informatio
Desks

Efficient management of the
queues

Comfort quality;
Children’s play facilities are
adequate in recreational

/entertainment places
Internet access to terminal
buildings is sufficient

The prices at the airport shops are]
convenient
There are no queues during the|
departure procedures for passenger]
services.

Method of collecting data from 250
passengers through questionnaire at [zmir
international airport

Ground
Services

Servicescape
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5.Kratudnak and
Tippayawong, 2018;
Proceedings of the
International
Conference on
Industrial
Engineering and
Operations
Management
Bandung, Indonesia

ICheck-in;
ICheck-in process efficiency
ICourtesy and helpfulness of check-in

Wait time at check-in

Security; Wait-time at security checkpoint

[Thoroughness of security screening Courtesy and helpfulness of security

[Feeling of begin safe and secure staff

(Convenience; Availability of
Bank/ATM/Exchange

Courtesy and helpfulness of airport st

|Availability and quality of stores Availability and  quality of food

facilities

IFacilities;
Cleanliness of washroom/toilets
|Availability of washroom/toilets

Enough available seats in waiting
area

IMobility;
alking distance in airport
Clarity of airport signs

Flight information display

Method of collecting data from 300
travelers through questionnaire at three
regional airports in Thailand

Convenience
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6.Jiang and Liang,
2019; International
Journal of Business,
Economics and
Management

Airport Access;

Public transportation to/from airport.
Waiting time and cost of car parking
Car park availability and standard
Service quality of car rental facilities

Clarity of external signage indicating
directions to terminals; parking areas
Convenient location and sufficient
number of baggage trolleys

Check-in;

Check-in waiting time

Efficiency of check-in procedures
Self-check-in facilities

Transfer connection time
Waiting time for next flight

Immigration and security;
Immigration inspection waiting time
Immigration inspection processing time
Security clearance waiting time

Security clearance processing time
Information visibility

Information;

Information desk availability

Ease of access to flight information
Clarity of airport services signs

Accuracy of flight information board
Departure punctuality

General Airport facilities

Washroom availability

Adequate seating in departure lounges
Availability  of lifts, passenger
conveyors, escalators and air-bridges
Comfort of departure lounges Free Wi-
Fi

Internet kiosk availability

Charging station availability

Walking distance and time spent between|
check-in desk to immigration

Walking distance and time spent between|
immigration and departure gate

Duration of unloading passengers from|
the aircraft

Play areas for children

Baggage delivery time

Shopping facilities and shopping;
Commercial services e.g., banks, post
office

Money exchange

Various shops providing different kinds
of products

Various restaurant providing different
kinds of food

Shop and restaurant prices

Shops and restaurants’ services quality

Environment;

Overall airport physical layout

Airport terminal cleanliness and beauty
Airport terminal lighting

Airport facilities allocation and space
design

Presence of silence zones
Presence of business centers
Sanitary condition of washrooms
Airport terminal safety

Staff services;

Response to passengers’ complaints
and comments

Friendliness of the staff

Service efficiency

Method of collecting data from
390 passengers through
questionnaire at Pudong
international airport and
Honggiao international airport
at Shanghai

Airport Access

Immigration and
security

Facilities

Shopping facilities
and shopping
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7. Prentice and Kadan,
2019; Journal of
retailing a consumer
service

The airport provided aero-bridges
[Facilities; that eased access from the terminal to
[The airport provided comfortable and the aircraft
spacious seating around the terminal Retail and dining options/Restaurants
offered a wide range of products

ICheck-in;

[The check-in process was efficient ~ The self-check-in  kiosks ~were
Check-in staff were helpful, friendlyappropriately designed

land courteous

Servicescape;

[The airport’s signs clearly directed me,
to services/facilities

[The airport’s layout was properly

The airport’s physical layout avoided
crowding and  enabled easy

designed to cater movement

ffor passenger’s special needs.

Security;

[l felt safe and secure during securitySecurity staff were helpful, friendly,
screening and courteous

[Security screening was thorough

The noise levels at this airport were
acceptable

The aroma at this airport was fitting
Overall, 1 was satisfied with the

[Ambiance;
[The airport maintained clean facilities
[The temperature at this airport was
comfortable

ambiance of this airport

Method of collecting data from 373
passengers through questionnaire at
Australian major airports.

Servicescape

Ambiance
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8.Liou et al; 2011;
Expert Systems with
Applications

IConvenience;
|Washroom facilities
[Shops-variety
[Restaurants-variety
Money exchange

Cash machines
Luggage carts

Telephone and Internet

IComfort;
Cleanliness of the environment
ILighting of the terminal

Congestion level
Walking distance

1CQ;
mmigration
ICustoms and quarantine

Baggage claim

Transportation;
(Ground transportation
IParking

Rental facilities

[Courtesy of staff;
Helpfulness of the information desk
[Friendliness of the staff

[Information visibility;
IGuidance/sign/directions
[Flight displays

Security;
[Efficiency of inspection
ICourtesy of inspectors

IPrice of shop; Prices at shops and restaurants

Method of collecting data from
503 passengers through
questionnaire at Taoyuan
International Airport, Taiwan

Convenience
Transportation

Courtesy of staff

Information
visibility

Price of shop
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P

9.Trischler and Lohman,
2018; Journal of Airline
and Airport Management

ICheck-in;

ICheck-in availability
(Check-in standard
ICheck-in waiting time

Number of departing passengers
per check-in desk, kiosk and bag
drop

facility (peak hour)

[lmmigration;

[Waiting time in outbound

[[mmigration area

Number of departing passengers per

loutbound immigration desk (per hour)
aiting time in inbound Immigration

rea

Number of arriving passengers
per inbound Immigration desk
(peak hour)

Waiting time in inbound baggage
inspection area

Number of arriving passengers
per baggage inspection desk (peak
hour)

[Information;

[Flight information display screens
Number of passengers per flight
information display screen (peak
our)

Number of passengers per
information point (peak hour)
Signage and wayfinding

Baggage;

[Baggage processing facilities
availability

Baggage processing facilities standard
IAverage throughput of outbound
baggage system (per hour)
(Circulation space for inbound baggage
reclaim

Information display for inbound
baggage reclaim

Number of arriving passengers
per m? of inbound baggage
reclaim area (peak hour)
Findability of baggage trolleys
Number of passengers per
baggage trolley (peak hour)

IGate lounges;

[Seating in lounge area (quality and
availability)

Number of departing passengers per
kseat in gate lounges (peak hour)

Crowding in lounge area
Number of departing passengers
per m2 of lounge area (peak hour)

|Aerobridges availability

|Aerobridges standard

IPercentage of international passengers
rriving using an aerobridge
Percentage of international passengers
departing using an aerobridge

IAmenities; Number of departing passengers
Standard of washrooms per washroom (peak hour)
|Aerobridges;

Number of arriving domestic
passengers per aerobridge (peak
hour)

Number of departing domestic
passengers per aerobridge (peak
hour)

Security;
Quality of security search process

Number of departing passengers
per security clearance system
(peak hour)

Method of collecting data
from 21 stakeholder groups
through questionnaire at
four  largest  airports,
Australian

Immigration

Baggage

Gate Lounges

Aerobridges
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Research Design

Research info Attributes Research Model
and Sample
Check-in; Availability of luggage carts
Courtesy and helpfulness of check- Wait-time at check-in
in staff
Check-in process efficiency
Security; Thoroughness of security screening
Feeling of being safe and secure ~ Wait-time at security checkpoints
Courtesy and  helpfulness of
security staff
Convenience; Availability of Banks/ATM/Exchange
Courtesy and helpfulness of airport Availability and quality of food facilities| Convenience
10.Bezerra and Gomes, |*@ff . Method of collecting
2016; Journal of Air Availability and quality of stores data through

Transport Management

Ambience; Acoustic comfort
Cleanliness of airport facilities

Thermal comfort

Basic facilities;
Cleanliness of washroom/toilets
Availability of washroom/toilets

Departure lounge comfort

Mobility;
Walking distance inside terminal
Way finding

Flight information

Price;
Prices at food facilities

Prices at stores

questionnaire 1155
passengers Guarulhos
International Airport in
Brazil

Ambience

Basic facilities
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11.Pantouvakis and
Renzi, 2016; Journal
of Air Transport
Management

Servicescape and image;

The cleanliness at the airport
The adequate airport lighting
The efficacy of
conditioning

The adequate
luggage control
The comfort of security control

assistance

airport  air

during

I feel safe at the airport

I have a positive impression about the leve]

of comfort at the airport

I have the impression that waiting times af
the airport are short
I have a positive impression of the airport's

employees

I have a positive impression about thd

information provided

Signage;

The clarity of external signs
The ease of finding
external airport signs

The clarity of internal signs

The ease of finding internal airport signs
The ease of finding screens for vide

announcements

Services;
The speed of security control

employees

The competence of security

employees

The courtesy of security controlThe ease of finding the people in charge of

giving information

contro

Method of collecting data through
questionnaire 922 passengers
Fiumicino Airport, Italy

Servicescape
and image

a)

Signage

==
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Research Design and
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Research Model

12.Lubbe et al; 2011;
Journal of  Air
Transport
Management

[Function;

[External signs

Bigns to airport facilities
Physical layout

Variety of ground transportation
Convenient location of baggage
carts

Accessibility of connecting flights
Baggage waiting time

Speed of check in process
Duration of exit from airplane

IDiversion;

Availability of national retail

outlets

|Availability of national chain
estaurants

|Availability of local cuisine

Stores portraying local culture

Decor match local culture

Art display

Current decor

Availability of conference facilities
Availability of business centers
Availability of quiet areas

Interaction;
Respond promptly to requests
Offer individualized attention

Complaints responded to
immediately

Method of collecting data
from 100 passengers
through questionnaire at
O.R. Tambo International
Airport, South Africa

i
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[Essential Airport Services; Courtesy and helpfulness of immi|

JAirport service items Waiting time at security check N
Burface transport to/from airport Courtesy and helpfulness of securi E::iz::l airport
JAirport parking Clear directional signs

Baggage carts/trolleys Flight information screens

[Check-in waiting time Flight transfer.

[Courtesy and helpfulness of check-in staff Intcrn.ct/ Wi-Fi access

Belf-check-in facilities Boarding gate seating

Method of collecting data from 1000
passengers through questionnaire at

Service items for

aiting time at immigration
comfort, convenience

13Jiang and Zhang,

2016; Journal of Air Service items for comfort, convenience and Melbourne International Airport in and enjoyment
Transport enjoyment; Art displays Australia 1y
Management oving walkways and escalators Music in the terminal

(Children's playing area Natural light in the terminal

Bpeed of baggage delivery Smoking area

Battery recharge facilities Temperature in the terminal

Jirport shopping Service related to

business travel and
baby changing

facilities

[Service related to business travel and

lbaby changing facilities; Business lounge
Bank/ATM facilities Business center
Baby changing facilities

Research info Attributes Research Design and Sample Research Model

Image Perception (IMG);
Modern infrastructure
[nnovation capacity
High-tech usage level
[Terminal crowding
[Terminal size

Disabled passenger facilities
Willingness to assist customers
Identification with local culture
Airport safety

Terminal maintenance

|Airport Information (INF); Method of collecting data from 995
14.Brida et al; 2016; |Accurate information Size of signage travelers through questionnaire at
Tourism  Management [Orientation ease Quantity of signage Santiago de Chile's Arturo Merino
Perspectives Clearness of signage Benitez International Airport

[Terminal Servicescape (SRV);

Lightning Safety perception

[Temperature Terminal cleanliness

Noise level

JAirport sound information systems (SIN);
Bound information accuracy

[Timely information

Sound volume SIN
Sound clearness
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15.Pandey, 2016;
Journal of Air
Transport
Management

|Access;
Ground transportation to/from airport
IVehicle Parking Facilities

Value for money of Parking facilities
Availability of baggage carts/trolley

ICheck-in;
Waiting time in check-in line
[Efficiency of check-in staff

Courtesy and helpfulness of check
-in staff

Security;
Waiting time at passport inspection
Courtesy and helpfulness of inspection

Waiting time at security inspection

Feeling of being safe and secure Method of collecting data from 625

[Finding your way;
[Ease of finding your way through airpo
[Flight information screen

passengers through
questionnaire at Suvarnabhumi
and Don Mueang airport,

Walking distance inside terminal
Ease of making connections with other flig

[Facilities;
Restaurant/Eating Facilities
|Availability of ATM/Bank/Money chat

Thail
Internet access/ Wi-fi ailand

Business/Executive Lounges

[Environment;
|Availability of washrooms/ toilets
Cleanliness of washrooms/ toilet

Comfort of waiting/ gate area

|Arrival Services;
[Passport/Personal ID inspection

Speed of Baggage delivery service

Finding
your way

Arrival services
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