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Factors Affecting Passenger Satisfaction and Behavioral Intention Toward Airport

Check-in Services
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Abstract

This study aimed to examine the role of airport check-in experience on passenger
satisfaction and behavioral intention by focusing on key factors including service quality, self-service
technology, process quality, and physical environment within the context of modern airports where
technology has become increasingly integrated into service operations. This research employed a
quantitative approach. Data were collected from 341 airline passengers through questionnaires and
analyzed using multiple regression analysis.

The findings revealed that physical environment was the only factor significantly influencing
passenger satisfaction, while service quality, self-service technology, and process quality did not
significantly affect satisfaction. In addition, passenger satisfaction was found to influence behavioral
intention, although the effect was relatively low. The results suggest that, in the context of digital-era
airports, passengers may perceive check-in services as a basic service expectation rather than a
differentiating factor influencing their decision-making. Therefore, airports and airlines should place
greater emphasis on improving the physical environment and the overall passenger experience

alongside the development of technology and service processes.

Keywords : airport check-in, passenger satisfaction, service quality, self-service technology,

behavioral intention
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