
Kano’s model for solving passenger satisfaction at airport terminal service 

Thongchai Jeeradist (thongchai.aviation@gmail.com) 

Karaked  Choorith (karaked.cho@kbu.ac.th) 

Aviation Personnel Development Institute, Aviation Industry Management Program 

Kasem Bundit University, Bangkok, Thailand 

 

The implementation of an airport terminal service process should be developed for the 

evaluation of the service quality to improve the aviation industry services. The purpose of 

this paper is to contribute the development of a conceptual model of airport service quality by 

conducting an empirical investigation into airline passengers' perception. This research was 

implemented in order to develop a scale to measure airline’s passenger expectations of airport 

terminal service quality. The Airport Management teams can use the developed airport 

terminal service quality framework to evaluate their airport terminal services to reach 

passenger expectation.  

In view of the competition in airline business, the airport terminal service improvement will 

also improve airline service quality process and enhanced the service quality of airline 

business. Airline Management team can use the developed quality framework to improve 

service quality in airline business. 

A proposed Kano’s model in airport terminal service measurement to find the Satisfaction 

Index (SI) and Dissatisfaction Index (DI) of airline passenger concerned with the airport 

terminal services. The case studied with a qualitative exploration of the airport terminal 

service experience from the airline passengers' perspective, which was combined with a 

review of the relevant literature in order to identify the variables, to clarify the basic 

concepts, and to generate a conceptual model of airport terminal service quality expectations. 

The extended service quality level by provides a comprehensive service management in 

airline industry to meet the passenger beyond expectation to improved Airline Image. The 

newly developed Kano’s Model with the case examples of airline and airport are and 

discussed. 
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