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Abstract

The rapid development in international trade has directly affected the air transport industry. Therefore, the
number of passengers and the amount of cargo carried are increasing every year. Especially for long distance
travels, passengers tend to prefer air transport. So, effective security applications at airports such as security
processes, the competence of the technology used and security staff are extremely important. At the same time,
having good performance of security systems may also affect the passengers’ satisfaction. In this study, the effect
of security practices at airports on passengers’ satisfaction was investigated.

Within the scope of the study, 536 questionnaires were applied both face to face and online to the passengers using
Turkish airports. The data were tested using T-Test, ANOVA and Regression analysis. According to the analysis
results, it has been found out that there is a meaningful relationship between the evaluations of the passengers
towards security services at the airports and their satisfaction level. Also, evaluations of the passengers towards
security services at the airports and their satisfaction level differ according to the flight frequency. Finally, some
suggestions have been made to the sector administrators related to the security practices at airports in order to
increase the passengers’ satisfaction level.

Keywords: Turkish aviation industry, airport security, passenger satisfaction
1. Introduction

The order of importance of human needs has changed worldwide; Economic, political, technological and
socio-cultural developments, as well as the protection of human life have become more important. It is seen that
unlawful acts are relatively fewer in countries that are aware of this situation and have taken measures against
these matters. However, factors such as the development of technology, weapon possibilities, live bombs,
aircrafts that can be converted into guns make the terrorist methods more widespread and more global (Ates et
al., 2016). Unlawful actions can also affect the aviation industry negatively.

Therefore, security has become a major factor in aviation sector. In recent decades, the number of threats to
aviation security has increased significantly. This has led to even more strict security regulations as the threats
evolve. Security procedures have become exceedingly complex and invasive to passenger privacy. At the same
time, passenger and cargo traffic are expected to double in the next 15 years. According to the International Air
Transport Association (IATA), 40 billion passengers around the world will prefer air transport by the end of 2017
(IATA, 2016). Again, according to IATA, the growth rate of global air transport by 2035 is 3.7 % annually on
average (IATA, 2016). According to the data provided by the General Directorate of State Airports Authority
(DHMI) in December 2016, 174 million passengers were transported by airline companies in Turkey in 2016
(DHMI, 2016). As to another forecast, the Turkish air transport sector will grow at an annual average rate of 4 %
until 2021 (Eurocontrol, 2015). It is clear that the current complex security system cannot be adapted to such a
growth. It will increasingly become a major market restraint (Comprehensive European Approach to the
Protection of Civil Aviation—COPRA, 2017).

Thus, every country and every business have to manage the security process properly. Safety management is part
of the general management activities of aviation companies and represents the whole range of procedures and
practices that contribute to the overall safe operation of aviation operations (Directorate General of Civil
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Aviation—DGCA, SHT-17.3).

Airports are complex industrial investments, where different elements are assembled and activities are carried
out to facilitate the exchange between air and ground transportation (Ates, 2008). In airports, which have an
important place in the aviation system, it is very important for the security services to be established and
operated effectively, to operate the system efficiently and for passenger satisfaction. In international literature,
the number of research on aviation security services is relatively high (Eboli & Mazzulla, 2009; Fodness &
Murray, 2007; Enoma & Allen, 2007; Bezerra & Gomes, 2015; Kim et al., 2017; Jiang & Zhang, 2016;
Suarez-Aleman & Jiménez, 2016; Ali et al.,, 2016; Gitto & Mancuso, 2017; Sakano et al., 2016;
Wattanacharoensil et al., 2017; Alards-Tomalin et al., 2014; Pantouvakis & Renzi, 2016; Bogicevic et al., 2016;
Mikulic & Prebezac, 2008; Prebezac et al., 2010; Gkritza et al., 2006; Perng et al., 2010; Bogicevic et al., 2013).
However, the number of research on aviation security services in national literature is relatively low (Tuncer &
Gavecar, 2014; Ates et al., 2016). Especially the research on the effect of aviation security services on passenger
satisfaction is not sufficient. Therefore, in this study, the effect of security services offered at airports on
passenger satisfaction has been searched.

2. Conceptual Background and Research Model
2.1 Security Services at Airports

Airports take various measures for the security of passengers. In order for security measures to be implemented
properly, it is necessary to understand what security is. In this context, International Civil Aviation Organization
(ICAO) defines security as: “Safeguarding civil aviation against acts of unlawful interference and this objective
is achieved by a combination of measures and human and material resources” (Annex, p. 17). As it is clear from
the description, security is not limited to personnel and technological systems but includes measures to be taken.
In order to achieve this integrity, security checks must be of high quality. Security control is defined as follows;
“A means by which the introduction of weapons, explosives or other dangerous devices, articles or substances
may be used to commit an act of unlawful interference can be prevented” (Annex, p. 17).

According to another definition, aviation security refers to the prevention of acts of unlawful interference against
civil aviation, such as seizure of an aircraft or placing a hazardous device on-board an aircraft (European
Commission, 2017). Aviation security is costly and controversial; No other security measures directly affect such
a large portion of the country’s population (Jenkins, 2012). Due to the increasing demand for air transport,
passengers will be directly and significantly affected by security services.

The strategy document consists of three primary categories of threats against the aviation domain based on the
target of the threat. These include threats involving aircraft, threats to aviation infrastructure and threats
involving hostile exploitation of air cargo. A variety of tactics may be used to attack these targets, including
hijackings, bombings, shootings, and criminal tactics such as smuggling of persons and weapons. A synopsis of
the relationship among threat origins or sources, aviation targets, and tactics for attacking these aviation targets is
presented in Figure 1 (Elias, 2009).
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Figure 1. Aviation security threat sources, tactics, and targets

2.2 Passenger Satisfaction at Airports

It is important to understand the importance of safety in aviation and to make it sustainable by analysing the
effect on passenger satisfaction (ICAO, 2017). Recently, passengers’ complaints about the security services seem
to be increasing. In particular, the number of security checkpoints, the staff's attitude and the differences on the
sensitivity of devices cause the passengers to experience various problems. Furthermore, different security
practices at different airports may also have negative effects on passenger’s satisfaction (Ates et al., 2016).

The most comprehensive definition of satisfaction has been offered by Kotler & Keller (2006) who define
satisfaction as “person’s feeling of pleasure or disappointment which resulted from comparing a product’s
perceived performance or outcome against his / her expectations”. Passengers are customers of the companies
involved in the aviation sector and their satisfaction is of utmost importance for the sustainable success of the
industry. There are many factors that affect the satisfaction of passengers, and the quality of security services is
one of these factors.

According to Bezerra & Gomes (2015), there is a relationship between security services offered at the airport and
passenger satisfaction. Gkritza et al. (2006) have found that waiting times at security screening points are an
important determinant of passenger satisfaction.

Perng et al. (2010) found that satisfaction with security officers was influential on passenger satisfaction. In a
similar study (Tuncer & Gavcar, 2014); police officers’ controlling passports being effective, the security
personnel’s being polite, the security checks’ being sensitive, the police officers’ being courteous and helpful,
security check layovers’ being low, passport controls’ being fast all have important effect on passenger
satisfaction. In addition, Bogicevic et al. (2013) stated that problems experienced in security-check are one of the
main factors causing passenger dissatisfaction. Morever, security process can cause time stress which, would be
a large determinant of anxiety (Bogicevic et al., 2016). Therefore our first hypothesis is;

HI: There is a significant relationship between security services at airports and passenger satisfaction.

Our other hypotheses and proposed research model are as follows:
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Table 1. Research hypotheses

H2a Passengers’ evaluations about security services offered at airports differ significantly according to gender.

H2b  Passengers’ evaluations about security services offered at airports differ significantly according to age.

H2c Passengers’ evaluations about security services offered at airports differ significantly according to occupations.
H2d  Passengers’ evaluations about security services at airports differ significantly according to the level of education.
H2e Passengers’ evaluations about security services offered at airports differ significantly according to flight frequency.
H3a Passengers’ satisfaction level differs significantly according to gender.

H3b Passengers’ satisfaction level differs significantly according to age.

H3c Passengers’ satisfaction level differs significantly according to occupations.

H3d  Passengers’ satisfaction level differs significantly according to the level of education.

H3e Passengers’ satisfaction level differs significantly according to flight frequency.

Demographic
Variables

- Gender
- Age
- Education
- Occupation
- Flight frequency

H3

Passenger
Satisfaction

H1

Security
Services at
Airports

Figure 2. The proposed research model

3. Methodology
3.1 Measures of the Constructs

The questionnaire used in the survey consists of 2 parts. In the first part, questions about the evaluations about
security services offered at the airports of the passengers and their satisfaction with these services were included.
In the creation of these questions, the ICAO Annex 17 document was used. These questions are prepared with a
5-point Likert scale and answers were collected as follows; (1) I absolutely disagree. (5) I absolutely agree. In
the second part, there are questions about the demographic characteristics and flight information of the
passengers.

In addition to the questions about security services offered at the airports, in order to learn the opinions of the
passengers about the security measures taken during the flight, two questions which were prepared on the 5-point
Likert scale were asked; “There must be a security officer on airplanes” and “There must be a safety camera on
airplanes”.

3.2 Data Collection and Sample Design

Within the scope of the research, internet and face-to-face surveys, by using the convenience sampling method,
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were applied to the passengers benefiting from the airport services in Turkey. Prior to the implementation of the
survey, 50 pilot tests were conducted to improve data quality and increase the reliability of the questions. After
making the necessary adjustments to the questions, the questionnaire was applied to 536 people between
December 2016 and January 2017. After invalid questionnaires were issued, 500 valid questionnaires were
analysed.

3.3 Data Analysis

For analysis of the data; Regression Analysis, T-test and ANOVA, which are parametric tests, were applied.
Frequency tables were formed in the analysis of demographic data. A reliability analysis was conducted on the
questions regarding the security services offered at the airports and the satisfaction of the passengers with these
services. As a result of the analysis, the Cronbach Alpha Coefficient was calculated as 0.73 for security services
and 0.78 for satisfaction (Nunnally, 1978).

4. Results

When the demographic information in Table 2 is examined, it was seen that 84% of the participants were male
and 16 % were female. The age group in which participants are most frequently included is 35 years or less
(74%), and 87% has a university or higher education level. Passengers participating in the survey consisted of
students (33%), private sector workers (32%) and public employees (29%). 62% of the responders fly at a low
frequency (1-5 times a year), 12% at a moderate frequency (6-10 times a year) and 18% at a high frequency (16
times a year and over).

Table 2. Demographic variables

Frequency Percent (%)
Gender
Female 420 84
Male 80 16
Age
15-25 years 229 46
26-35 years 142 28
36-46 years 107 21
46-55 years 14 3
56 years and above 4 2
Education
High school 63 13
University degree and above 437 87
Occupation
Civil servant 146 29
Private sector employee 160 32
Artisan 6 1
Housewife 6 1
Student 164 33
Unemployed 18 4
Flight frequency
Low-frequency 312 62
Medium-frequency 61 12
Frequent-frequency 89 18
Other 38 8
Total 500 100

Simple Regression analysis was applied to reveal the relationship between passenger satisfaction and safety
services provided to the passengers at the airports. Passengers’ evaluations and satisfaction levels of security
services provided at the airports of the passengers were analyzed using T-Test and ANOVA analysis methods
depending on their demographic characteristics.

It has been searched whether there is a relationship between passenger satisfaction and security services offered
to the passengers at the airports. The results for the regression analysis are as in Table 3.
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Table 3. Regression results

Model Standardized Coefficient () t-value Sig.
Passenger Satisfaction

Constant - 15.438 .000
Security Services at Airports .586 16.134 .000

Note. R? = 0.343; F-value = 260.296; df = 1, 498; Adjusted R? = 0.342; Significance=0.000.

As a result of the simple regression analysis, It has been seen that security services are a meaningful explanatory
of passenger satisfaction. R = 0.586, R* = 0.343, F (1, 498) = 260.296 p<0.05. It can be stated that 34% of the
total variance towards passenger satisfaction is explained by the security services offered to the passengers at the
airports. Therefore, H1 hypothesis has been accepted.

The results of the analysis of the evaluations about security services provided at the airports of the passengers and
the satisfaction level of these services according to their flight frequency are presented in Table 4.

Table 4. ANOVA results

Sum of Squares  df Mean Square  F Sig. Significant Difference
Between Groups 7.737 6 1.289
F1 Within Groups 170.528 493 346 3.728 .001 1-2,1-3
Total 178.265 499
Between Groups 13.633 6 2.272
F2 Within Groups 428.832 493 .870 2,612 .017 3-1,3-2
Total 442.465 499

F1: Security Services F2: Satisfaction 1: Low-frequency 2: Medium-frequency 3: Frequent-frequency.

Passengers’ evaluations about security services provided at the airports show a significant difference according
to the flight frequency, F (6, 493) = 3.728, p <.05. Hence, H2e is accepted. According to the results of the
Scheffe test conducted to determine which groups differ in flight frequency; there was a significant difference
between evaluations of low-frequency flying passengers (3.41), moderate frequency (3.26) and frequent flying
(3.19) evaluations about security services at airports. It has been seen that frequent flyers are at the lowest level
of evaluations about security services offered at airports. According to the gender, age, occupation and education
level of the evaluators of the security services provided at the airports of the passengers, it was determined that
there was no significant difference (p> 0.05). For this reason, H2a, H2b, H2¢c and H2d have been rejected.

The satisfaction level of passengers related to the airport security services was found to be significantly different
according to flight frequency, F (6, 493) = 2.612, p<.05. So, H3e was accepted. According to this, it is
determined that there is a difference between frequent flyers (3.19) and satisfaction levels of moderate (3.36) and
low (3.40) frequent passengers. No significant difference was found between moderate frequency and
low-frequency flyer satisfaction levels. It has been found that frequent flyers have the lowest level of satisfaction
while low-flying passengers have the highest level of satisfaction. The satisfaction level of passengers did not
show any significant difference (p> 0.05) according to sex, age, occupation and education levels. H3a, H3b, H3c
and H3d have therefore been rejected. The final model obtained in the direction of the analysis results is given in
Figure 3.

>
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Figure 3. Final model

Passengers’ overall evaluations about security services offered at the airports and their satisfaction level with
these services were examined with the help of descriptive statistics on a factor basis and the results are presented
in table 5.

Table 5. Security services provided at airports and evaluation of satisfaction levels for these services

N Minimum Maximum Mean Std. Deviation
Security Services at Airports 500 1.00 5.00 3.3758 59770
Passenger Satisfaction 500 1.00 5.00 3.3980 .94165

As seen in Table 5, it is observed that the passengers’ general assessments of the security services provided at
airports and their level of satisfaction with these services were collected around the value of “3”, corresponding
to the expression “Indecisive”. It can be said that passengers have some hesitations about the security services
offered at the airports and their satisfaction levels are moderate.

In addition to the questions about security services offered at the airports, passengers were asked about the
security measures taken during the flight. 75 % the passengers answered that there must be security officers on
the plane. Moreover 85 % of them indicated that there must be security cameras in the aircraft during the flight.

5. Discussion and Conclusion

In this study, passengers’ evaluations about security services offered at airports and their satisfaction level has
been searched. When the demographic information of the participants is examined, it is seen that most of the
passengers are male, young, have a higher education level and the majority are university students and private
sector employees. The flight frequency of passengers is no more than 1-5 per year.

It has been determined that there is a significant relationship between the evaluations of passengers about the
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security services offered at airports and their satisfaction with these services. Also security service is a
meaningful explanatory factor on the passenger satisfaction. This result is supported by previous applied in
different countries and airports (Bezerra & Gomes, 2015; Gkritza et al., 2006; Perng et al., 2010; Tuncer &
Gavcar, 2014; Bogicevic et al., 2013; Chen et al., 2015; de Barros et al., 2007; Sakano et al., 2016). However, in
future studies, other factors affecting passenger satisfaction at airports should be studied to improve passengers’
satisfaction level.

According to another result obtained in the research; it has been determined that evaluations of passengers about
security services offered at airports and their satisfaction with these services show a significant difference
according to flight frequency. Particularly frequent flying passengers’ evaluations and satisfaction levels for
security services offered at airports are lower than medium and low frequency passengers. Therefore, in order to
increase the satisfaction level of the passengers who use the air transportation intensively on their journeys, the
expectations, requests and complaints about the security services should be taken into consideration and it will be
very effective to provide faster and more reliable services especially with the help of devices containing new
technologies. Frequent flying passengers generate more revenue and are time-sensitive than other groups. So if the
aviation companies provide security and passport services in a shorter time and security personnel behaves more
attentive to these passengers, these may contribute to increase the satisfaction level of them.

In addition, it is known that the human factor is the basis of the vast majority of security problems experienced in
the aviation sector. Hence, it is extremely important to support the competencies, authorities and responsibilities
of the staff working at the airports (Ates et al., 2016). What is more, in order to increase passengers’ satisfaction
level about security services, all security personnel should have some important characteristics such as acting
positively and professionally towards passengers, communicating well with them, speaking foreign
language/languages and using sign language. Also, especially police officers should perform the passport
controls effectively, be sensitive during security checks and finish the passport control procedures swiftly
(Tuncer & Gavcar, 2014).

Passengers also want to feel safe during the flight. Therefore, in this study, questions were asked about whether
there should be a security officer (police) and security camera during the flight. Most of the passengers gave
positive responses to these questions. Thus it is important for the private and public institutions in the sector to
take the necessary measures and implement them as soon as possible. The application of mandatory security
cameras during the flight should be implemented in the aviation sector. In addition to security cameras, the
presence of security personnel applied during some flights in countries such as the US and Israel (Annex, p. 17)
may be effective in reducing security problems. It is also of utmost importance that in the future, ICAO should
make such obligations and standardizations about security practices. Such practices are also necessary to
increase passenger satisfaction. In other words, aviation companies must provide effective security measures
during travel cycle as a whole. Otherwise, the entire aviation system will be damaged and passengers will be
able to choose other modes of transportation (such as highways, high-speed trains, sea routes), especially for
short and medium haul travels.

References

Airport-Technology.com.  (2017).  Airport  Security  Products and  Services. Retrieved from
http://www.airport-technology.com/contractors/security

Alards-Tomalin, D., Ansons, T. L., Reich, T. C., Sakamoto, Y., Davie, R., Leboe-McGowan, J. P., &
Leboe-McGowan, L. C. (2014). Airport security measures and their influence on enplanement intentions:
Responses from leisure travelers attending a Canadian University. Journal of Air Transport Management,
37, 60-68. https://doi.org/10.1016/j.jairtraman.2014.02.004

Ali, F., Kim, W. G., & Ryu, K. (2016). The effect of physical environment on passenger delight and satisfaction:
Moderating effect of national identity. Tourism Management, 57, 213-224.
https://doi.org/10.1016/j.tourman.2016.06.004

Ates, S. S. (2008). Havaalani master planlama yaklasimlar: ve farkli uygulamalar ile ilgili bir arastirma
(Unpublished doctoral dissertation). Anadolu University, Eskisehir, Turkey.

Ates, S. S., Sayin, A. K., Yilmaz, H., & Kardes, Y. (2016). Tiirkiye 'deki havaalan: giivenlik gorevlileri iizerinde
orgiitsel baghlik ve mesleki baghhk arasindaki iligkinin arastirilmasi. (An investigation of the relationship
between organizational commitment and career commitment: The case of airport security officers in
Turkey). Paper presented at the International Balkan and Near Eastern Social Sciences Conferences,
Republic of Macedonia.

132



ijjms.ccsenet.org International Journal of Marketing Studies Vol. 9, No. §5; 2017

Bezerra, G. C. L., & Gomes, C. F. (2015). The effects of service quality dimensions and passenger characteristics
on passenger’s overall satisfaction with an airport. Journal of Air Transport Management, 44-45, 77-81.
https://doi.org/10.1016/j.jairtraman.2015.03.001

Bogicevic, V., Yang, W., Bilgihan, A., & Bujisic, M. (2013). Airport service quality drivers of passenger
Satisfaction. Tourism Review, 68(4), 3-18. https://doi.org/10.1108/TR-09-2013-0047

Bogicevic, V., Yang, W., Cobanoglu, C., Bilgihan, A., & Bujisic, M. (2016). Traveler anxiety and enjoyment: The
effect of airport environment on traveler’s emotions. Journal of Air Transport Management, 57, 122-129.
https://doi.org/10.1016/j.jairtraman.2016.07.019

Chen, J. K. C., Batchuluun, A., & Batnasan, J. (2015). Services innovation impact to customer satisfaction and
customer value enhancement in airport. Technology in Society, 43, November, 219-230.
https://doi.org/10.1016/j.techsoc.2015.05.010

Comprehensive European Approach to the Protection of Civil Aviation (COPRA). (2013). Aviation security
research roadmap. Retrieved from
http://www.copra-project.cu/Results_files/COPRA_ Roadmap A3 no%?20cutmarks.pdf

Devlet Hava Meydanlar1 Isletmesi Genel Miidiirliigii (DHMI). (2016). 2016 Yili aralik sonu yolcu trafigi
istatistigi. Retrieved from http://www.dhmi.gov.tr/istatistik.aspx

Directorate General of Civil Aviation (DGCA). (2014). Security management system for air transport operators
(SHT-17.3). Retrieved from
http://web.shgm.gov.tr/documents/sivilhavacilik/files/mevzuat/sektorel/talimatlar/SeMS _17.12.2014.pdf

Eboli, L., & Mazzulla, G. (2009). An ordinal logistic regression model for analysing airport passenger
Satisfaction. EuroMed Journal of Business, 4(1), 40-57. https://doi.org/10.1108/14502190910956684

Elias, B. (2009). National aviation security policy, strategy and mode-specific plans: Background and
considerations for congress. Congressional Research Service. Retrieved from
https://fas.org/sgp/crs/homesec/RL34302.pdf

Enoma, A., & Allen, S. (2007). Developing key performance indicators for airport safety and security. Facilities,
25(7/8), 296-315. https://doi.org/10.1108/02632770710753334

Eurocontrol. (2015). Seven-year forecast: Flight movements and service units 2015-2021. Retrieved from
https://www.eurocontrol.int/sites/default/files/content/documents/official-documents/forecasts/seven-year-fl
ights-service-units-forecast-2015-2021-Feb2015.pdf

European Commission. (2017). Aviation security. Retrieved from
https://ec.europa.eu/jrc/en/research-topic/aviation-security

Fodness, D., & Murray, B. (2007). Passengers’ expectations of airport service quality. Journal of Services
Marketing, 21(7), 492-506. https://doi.org/10.1108/08876040710824852

Gitto, S., & Mancuso, P. (2017). Improving airport services using sentiment analysis of the websites. Tourism
Management Perspectives, 22, 132-136. https://doi.org/10.1016/j.tmp.2017.03.008

Gkritza, K., Niemeier, D., & Mannering, F. (2006). Airport security screening and changing passenger
satisfaction: An exploratory assessment. Journal of Air Transport Management, 12, 213-219.
https://doi.org/10.1016/j.jairtraman.2006.03.001

International Air Transport Association (IATA). (2016). Another strong year for airline profits in 2017. Retrieved
from http://www.iata.org/pressroom/pr/Pages/2016-12-08-01.aspx

International Air Transport Association (IATA). (2016). IATA forecasts passenger demand to double over 20
years. Retrieved from http://www.iata.org/pressroom/pr/Pages/2016-10-18-02.aspx

International Civil Aviation Organization (ICAO). (2011). Annex 17: Security safeguarding international civil
aviation against acts of unlawful interference (9th ed.). Canada.

International Civil Aviation Organization (ICAO). (2017). The aviation security policy (ASP) section. Retrieved
from http://www.icao.int/Security/Pages/default.aspx

Jenkins, B. M. (2012). Homeland security and defense center: After four decades, it's time for a fundamental
review. Retrieved from
http://www.rand.org/content/dam/rand/pubs/occasional papers/2012/RAND_OP390.pdf

Jiang, H., & Zhang, Y. (2016). An assessment of passenger experience at Melbourne Airport. Journal of Air

133



ijjms.ccsenet.org International Journal of Marketing Studies Vol. 9, No. §5; 2017

Transport Management, 54, 88-92. http://dx.doi.org/10.1016/j.jairtraman.2016.04.002

Kim, T. H., Wu, C. L., & Koo, T. R. (2017). Implications of the ageing society and internationalisation for airport
services: A perspective on passenger demand for personal space at airport terminals. Journal of Air
Transport Management, 60, 84-92. http://dx.doi.org/10.1016/j.jairtraman.2017.01.002

Kotler, P., & Keller, K. (2006). Marketing Management (12th ed.). Upper Saddle River, NJ: Prentice-Hall Inc.

McCarley, J. S., Kramer, A. F., Wickens, C. D., Vidoni, E. D., & Boot, W. R. (2014). Visual skills in
airport-security screening. Psychological Science, 15(5), 302-306.
http://dx.doi.org/10.1111/5.0956-7976.2004.00673 .x

Mikulic, J., & Prebezac, D. (2008). Prioritizing improvement of service attributes using impact

range-performance analysis and impact-asymmetry analysis. Managing Service Quality: An International
Journal, 18(6), 559-576. https://doi.org/10.1108/09604520810920068

Nunnally, J. C. (1978). Psychometric Theory (2th ed.). New York: McGraw-Hill.

Pantouvakis, A., & Renzi, M. F. (2016). Exploring different nationality perceptions of airport service quality.
Journal of Air Transport Management, 52, 90-98. https://doi.org/10.1016/j.jairtraman.2015.12.005

Perng, S. W., Chow, C. C., & Liao, W. C. (2010). Analysis of shopping preference and satisfaction with airport
retailing products. Journal of  Air Transport Management, 16(5), 279-283.
https://doi.org/10.1016/j.jairtraman.2010.02.002

Prebezac, D., Mikulic, J., & Jurkovic, P. (2010). Passenger perceptions of airport service performance: a
three-dimensional importance-performance analysis. Acta Turistica, 22(2), 161-177.

Sakano, R., Obeng, K. & Fuller, K. (2016). Airport security and screening satisfaction: A case study of U.S.
Journal of Air Transport Management, 55, 129-138. https://doi.org/10.1016/j.jairtraman.2016.05.007

Seidenstat, P. (2004). Terrorism, airport security, and the private sector. Review of Policy Research, 21(3),
275-291. http://dx.doi.org/10.1111/5.1541-1338.2004.00075.x

Suérez-Aleman, A., & Jiménez, J. L. (2016). Quality assessment of airport performance from the passengers’
perspective. Research in Transportation Business & Management, 20, 13-19.
https://doi.org/10.1016/j.rtbm.2016.04.004

Tuncer, B., & Gavcar, E. (2014). Havalimani terminal hizmet kalitesini etkileyen faktorlerin belirlenmesi.
Akademik Sosyal Arastirmalar Dergisi, 2(6), 183-211.

Wattanacharoensil, W., Schuckert, M., Graham, A., & Dean, A. (2017). An analysis of the airport experience
from an air traveler perspective. Journal of Hospitality and Tourism Management, 32, September, 124-135.
https://doi.org/10.1016/j.jhtm.2017.06.003

Copyrights
Copyright for this article is retained by the author, with first publication rights granted to the journal.

This is an open-access article distributed under the terms and conditions of the Creative Commons Attribution
license (http://creativecommons.org/licenses/by/4.0/).

134



