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Abstract

This is a study of identify the service quality attributes which helps to enhance the
satisfaction of transit passengers at Bandaranaike International Airport.

Currently airport industry is considered as not only service oriented area but also they
are more and more commercially and business oriented rather than just providing a
service. For the same reason excellent passenger satisfaction has become the ultimate
goal of the airport industry just like any other business.

An excellent passenger service is one of the great assets that can be used as a baseline
for building satisfied customers and to remain competitive. It is identified as one of
the critical determining factors of success of an entire operation in any airport that
helps to build its passenger base. Transit passengers are very important customer
segment of an airport, since they have the time to get the experience at the airport
during the time gap between the connecting flights.

The researcher has conducted a mixed type research here. That means both inductive
and deductive type methods are applied. This study was conducted with the help of
concept of expectations underlies the SERVQUAL instrument (Parasuraman et al.,
1985).

In this study a self-administrated questionnaire was used to collect data under 5 point
Likert scale. The sample size of the research was 200 no of transit passengers, who
were travelled through transit areas, such as transit counters, transit waiting areas, bus
gates, lounges and transit hotels at BIA during the period of September and October
2016. The researcher has used five service quality attributes as tangibility, reliability,
responsiveness, assurance and empathy as independent variables and the satisfaction
of transit passenger at BIA considered as the dependent variable. As well as the
researcher has analyzed is there any influence on satisfaction of transit passengers by
nationality with suing the ANOVA table.

A self-administered questionnaire were collected from 200 transit passengers who had
traveled through transit areas such as transit counters, transit waiting area, Bus gates,
Lounges and transit hotels at BIA in September and October 2016 at Bandaranaike
International Airport.

Data analyzed with using descriptive analysis, correlation, regression, ANOVA table

and SPSS (version 23) are used.



At the end of this study there is a positive relationship between tangibility, reliability,
responsiveness, assurance and empathy with the satisfaction of transit passengers at
BIA.

But there is a correlation between only 4 service quality variables such as tangibility,
reliability, responsiveness and assurance with the satisfaction of transit passengers at
BIA and no correlation between empathy and the satisfaction of transit passengers at
BIA. As well as with the result of ANOVA table there is a relationship with passenger
satisfaction and arrival area of the transit passengers.

The results showed that there were significant differences in airport service quality

attributes and perception of the transit passengers.
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