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Research on influencing factors of passenger service
satisfaction in smart airports

YAN Weihuang, ZHANG Hui, WEI Wei

(School of Air Transportation, Shanghai University of Engineering Science, Shanghai 201620, China)

Abstract: Exploring the influence factors of passenger service satisfaction of smart airport is conducive to the Civil Aviation
Administration, airports and other subjects to develop reasonable and effective management and service strategies from the
perspective of passengers. Therefore, based on the characteristics of smart airport services, the article constructs smart airport
passenger service satisfaction influencing factors from four dimensions; passengers = basic characteristics, passengers ~ travel
characteristics, the importance of smart airport service programs and the satisfaction degree of smart airport service programs.
Firstly, the data were collected through questionnaire research, secondly, the multiple covariance test was used to eliminate the
influencing factors with high degree of overlap, and finally the logistic regression model was used to analyze the influencing factors.
It was found that, firstly, self—service security satisfaction, self-service check—in satisfaction, intelligent customer service system
satisfaction, self-service baggage check—in and intelligent baggage handling system are the direct influence factors of intelligent
airport passenger service satisfaction, among which, the service in baggage check—in is the most important intelligent airport service
item in the opinion of travelers; secondly, among the direct influence factors, self—service security satisfaction is the largest
influencing factor, and the other factors in order of importance are self—service check—in satisfaction, intelligent customer service
system satisfaction, self—service baggage check—in, and intelligent baggage handling system; third, education, monthly family
income, air travel purpose, self—service boarding, intelligent parking system, robot service, and self—service boarding satisfaction
are the negatively influencing factors of passenger service satisfaction in smart airports; the above findings will provide a new
direction for the future planning and construction of smart airport planning and construction to provide new guidance.
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Table 1 Variables and assignment
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Table 2 Descriptive analysis of the sample

TiH it NREUN B/ % T H Eistun NREEUN Bl %
M (x,) 3 181 37.32 AR A HATARIR (ws) 1~2 158 32.58
& 304 62. 68 3~4 151 31.13

L (x,) 20 % LAF 29 5.98 5~6 118 24.33
21-30 % 184 37.94 7 WU 58 11.96

31-40 ¥ 224 46.19 HATHB (x6) RIFHAT 257 52.99

41-50 % 28 5.77 wEhZE 228 47.01

51 80 20 4.12 AT (x7) A HL e 69 14.23

EINE BT 12 2.47 KALHLIEE 19 3.92
KEER 48 9.90 LRI 196 40.41

REAFL 356 73. 40 sHREEHL I 147 30.31

AT K DL 69 14.23 AL 42 8. 66

BFEAWA (x,) 5000 LR 47 9.69 PEALHLI B 12 2.47
5 001-10 000 103 21.24 AL RE 69 14.23
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20 001 K LA b 114 23.51

3 BENMYRERSEEEZWEZEKE
UE S #T
3.1 EFHLMKRENZMEEZERE

Y Logistic [PIEAER At 5 AR 5040 e ME R B,
AR VR R AT o3 5k 8 A bl oy — A8 i B G,

FRAEAT AT, B STl AR A 56 Y 5 12 % 78
St B A OGP HEA TG 3, S0 5 AT e R A XA A i il
A7% & 2 6] i) # & {5 B, VIF ( Variance Inflation
Factor) JEAif i 2 dE L2 ™ AR L (1) — > AR
7 ) A2 PRS0 S T e 4 2R W3R 3. AE VIF fH R

T10 (9 4 AR P H o AT IR VA 56 ) T 22 L

'/H%/ZEZE_LFY{W AARAE, M THRERIEA  BIZER RS S AN £ B IHE R, I A BhE AL
RUGESL A AT S X EEHLI iR 5 Ak 55 Wk 7 i [ (xg) MERERMAL (x,,) WA,
R3 TENHLURERIGIES
Table 3 Covariance test and screening results of variables
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Table 4 Ordered Logistic regression model parallelism tests
WA -2 WEAE ROr A Bz PAH
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Table 5 Results of ordered Logistic regression model analysis

Eiston s lH 4B, P OR {4 Ei=La CIRIEES S@ch P OR 14
% 0.241 0.289 1.273 X7

%, 0. 156 0.269 1. 169 Xig -0.199" 0.097 0. 820
X3 -0.388" 0. 057 0.678 X9 0. 003 0.975 1. 003
Xy -0.045 0.758 0.956 Ko 0.315% " 0. 022 1.370
X 0.122 0.383 1. 130 Xy 0.202 0.112 1.224
¥ -0.454" 0.088 0.635 Xy 0.357%** 0. 004 1.429
%7 0.031 0.746 1.031 X3 -0.033 0.792 0. 968
xg Koy 0. 053 0. 664 1.054
%o 0.249" " 0.036 1.283 X5 0.215* 0. 066 1.240
X1 0. 168 0. 137 1.183 Xog 0.115 0.373 1.122
xy -0.025 0. 835 0.975 Xy 0.194 0.132 1.214
X1n -0.043 0.719 0.958 Xog 0. 148 0.263 1. 160
X3 0.192 0.121 1.212 X9 0.275" " 0. 020 1.317
N 0.143 0.264 1. 154 X309 0. 075 0.534 1.078
X5 0. 099 0.396 1. 104 %31 0. 097 0.463 1.419
X16 0.244 " 0.042 1.276
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