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Abstract. The quality of airport services for airlines is been investigated in this paper using Servqual method. Liter-
ature analysis has resulted in the development of a system of criteria (37 criteria) for measuring the quality of the air-
port services provided to airlines. Based on the analysis of literature and expert assessment, the authors propose a sys-
tem of criteria designed for measuring the quality of airport services provided to airlines according to five service 
quality dimensions as well as the service processes provided by airports. Using the criteria system quality the level of 
airport services provided to airlines has assessed.  The following methods have been applied: the comparative analy-
sis of the scientific literature and data analysis. 
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1. Introduction 
 
The development of air transport activity world-
wide has increased the demand for airport services 
and the need for more efficient processes of servic-
ing aircraft, passengers or luggage. The level of 
competition in the European, North American or 
Asian markets has grown, and broader possibilities 
of choice have opened up for airlines in respect of 
the airports which can be used as a base and as 
connecting ones on their flight map. All air carri-
ers seek to expand their operations at efficiently 
operating airports in order to reduce their costs and 
increase the quality of the services provided to the 
passengers (Oum et al. 2003). Thelle, H. et al. 
2012 I. Humphreys et al. (2002), In carrying out 
their activities, airports aim at maximising the 
movement of aircraft, thus increasing the efficien-
cy of operations in the competitive environment in 
which they function. In many countries, airports 
have turned from state monopolies into competing 
operators, and market changes determined flight 
directions  In addition, the emergence of low cost 
carriers in the market forces airports to increase 
the efficiency of the existing infrastructure in order 
to preserve competitiveness and to maintain their 
sales.  

Studies of the operations and services provided 
by airports are currently being carried out from 
highly diverse perspectives. Some authors analyse 
passengers’ expectations and experience, others 
study the airport’s operational efficiency and 
productivity using a variety of methods of airport 

performance assessment yet others examine and 
evaluate the quality of airport services.  

In assessing the quality of airport services, 
some authors (Chou et al. 2011; Erdil, Yildiz 
2011) developed criteria according to the classical 
dimensions of the Servqual methodology (tangi-
bles, responsiveness, reliability, assurance and 
empathy). Erdil and Yildiz (2011) assessed quality 
according to 22 criteria, while Chou et al. (2011) 
supplemented the quality dimensions with the 
flight pattern group of criteria and used a set of 28 
criteria. 

In studying airport operational efficiency some 
authors use only various technical airport charac-
teristics: number of runways, number of platforms, 
airport size, number of employees, number of 
flights, cargo volumes, number of passengers, etc. 
(Feasibility study 2012; Jaržemskienė 2012; Lin, 
Hong 2006; Perelman, Serebrisky 2010; Tseng 
et al. 2008; Vreedenburgh 1999; Wyman 2012; 
Zhang et al. 2012). Research some other authors 
(Lopes, Rodrigues 2007; Tenge 2012; Sutia et al. 
2013) are based on the social capital and network 
approach to operations of organizations. Accord-
ing to Tenge (2012) the quality of airport services 
and the ability to constantly innovate are important 
variables that contribute to the overall attractive-
ness of an airport. In many cases, airport manage-
ment underestimates the necessity of insight into 
the needs of clients. This is due to the fact, that it 
is airlines and tour operators, who are in direct 
contact with passengers. Contemporary infor-
mation technologies (social networks), such as the 
social network of Facebook, provide for airports 
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an opportunity to broadly communicate with cus-
tomers and obtain a better understanding of their 
needs. The author shows that airports are capable 
of increasing their operational efficiency by com-
municating with customers with the help of social 
networks. Based on various studies, Lopes and 
Rodrigues (2007) have identified the intellectual 
capital value chain, which plays a particularly im-
portant role in assessing the added value created 
by the intellectual capital and attributable specifi-
cally to the aviation sector. The authors have as-
signed to these elements of the value chain the in-
dicators allowing for assessment of the intellectual 
capital management in airport operations. Sutia 
et al. (2013) have analyzed the relationship among 
human capital, leadership and strategic orientation 
with company performance, especially the influ-
ence of human capital investment on airport per-
formance. 

Vasigh (2006), when analyzing the financial 
and operational performance of 22 airports the to-
tal factor productivity (TFP) model has used. The 
results showed that the company managers who 
worked with more than one airport achieved high-
er TFP levels than those who worked with only 
one airport. Other results show an inverse relation-
ship between the TFP and the two factors used in 
the study, namely, net assets and the landing area. 
The authors concluded that airport landing areas 
with a higher level of the TFP were used more in-
tensively, and the net assets were used efficiently. 
Moreover, a positive relationship between the TFP 
and landing fees, traffic intensity and operating 
income means that these factors contribute to the 
enhancement of airport performance.  

According to Kuo and Liang (2011) evaluation 
of service quality is very complex decision making 
problem with some uncertainty level of business 
environment. Authors proposed to use multicrite-
ria methods for exploring and evaluating unde-
fined qualitative factors.  

Fernandes and Pacheco (2008) analyzed the 
quality of airport services using the methods of 
fuzzy multicriteria analysis and alpha-cut concept. 
The service quality analysis was carried out using 
a complex set of quality variables and their indica-
tors, which allows to obtaining a comprehensive 
quality assessment. For the purpose of assessment 
of the quality of services, the authors used 36 cri-
teria reflecting the physical dimension of the quali-
ty of the airport, the quality of services provided to 
the passengers as well as important commercial 
services of the airport. The method of fuzzy mul-
ticriteria analysis helps to identify the cause-and-
effect relationship and to create a quality standard. 
The alpha-cut method enables to describe the vari-
ous types of uncertainty in human system’s varia-
bles and to determine, with a certain alpha proba-
bility, the upper and lower limits of the analysed 
parameters. The authors applied these methods to 

the analysis of six airports in Brazil and actually 
proposed an analytical strategic framework for the 
management of airports. 

The aim of the survey carried out by Enoma and 
Alle (2006) at Scottish airports has been to assess 
the influence of the compiled set of criteria on the 
management of airport services, with a focus on 
safety. The authors argue that the choice of a risk 
management strategy particularly affects the safe-
ty. Measurement of airport operational efficiency 
is a highly challenging task, especially in conjunc-
tion with the functions of service management. 
There is a need to identify the influencing factors, 
because the functions of service management are 
difficult to measure. The indicators identified by 
the authors assess the operation of an airport from 
the safety perspective: breaks of the safety person-
nel, implementation of evacuation processes dur-
ing an emergency, control of potential panic con-
trol, processes in the event of airport equipment 
failure, actions in respect of the passenger posing a 
threat inside aircraft. 

An analysis of literature shows a growing need 
for assessment of the operational efficiency of air-
ports and the quality of the services provided by 
them in order to improve airport operation. Au-
thors would like to note, that there is a wide varie-
ty of research methods and criteria used for as-
sessment of the operational efficiency of airports 
and the quality of their services.  

The aim of this paper is to establish the corre-
spondence between the airport services quality 
expectations and the actual level of quality. 

The following methods were applied in the pa-
per: the comparative analysis of the scientific liter-
ature, Servqual method, survey and data analysis. 

 
2. Analysis of aviation market 
 
Since the period of the economic crisis, which be-
gan in 2008, the aviation services industry has 
evolved differently in different regions. In some 
regions, the growth of this industry somewhat 
slowed down, in others it remained stable, yet in 
others it began to grow. The European Commis-
sion’s Annual Analysis Report of the EU Air 
Transport Market (2010) claims, that the main in-
dicator of the growing market was the growth of 
GDP. Market growth in Europe and North Ameri-
ca lagged behind in comparison with Asia, Latin 
America and the Middle East. The impressive 
growth in international traffic and development of 
a durable and stable market in developing coun-
tries were linked to economic growth to a greater 
degree than in mature economies. In 2010, airports 
recovered both in terms of traffic development and 
earned profit. Airlines recorded growth in traffic 
indicators during this period too. Today’s air trav-
ellers have the opportunity to choose between sev-
eral airports, hence there is the increasing need for 
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airports to compete and to distinguish themselves 
among its competitors by providing their perfor-
mance advantages.  

A survey published by the International Air 
Transport Association (IATA) shows that global 
aviation indicators continue to increase. The main 
indicator that defines the size of the market, that is, 
revenue passenger kilometres (RPK), has almost 
reached 480 billion. The aviation market’s growth 
rate in Europe is moderate compared with the 
global market growth. According to IATA, the 
global passenger market’s growth rate in Septem-
ber 2013 was 5.5 per cent, compared with Sep-
tember of the previous year. By the growth rate, 
Europe slightly lagged behind the world average 
(3.4 per cent) (IATA Economics. Air Passenger 
Market Analysis, September 2013). 

Data of the International Air Transport Associa-
tion show that in 2012, air transport operators car-
ried 2.97 billion passengers, which is 41 per cent 
of the total world population, by scheduled flights. 
This indicator grew by 5 per cent compared with 
2011. 30.5 million flights were carried out in 2012, 
and aircraft occupancy rate reached 79.5 per cent.  

In 2012, economic growth led to passenger traf-
fic rise and growth of the aviation market. Passen-
ger flights that year grew significantly in efficien-
cy, whereas freight transport by air was impaired 
by a shrinking market, falling consumption and 
reduced income. Development of appropriate pas-
senger business volumes allowed airlines to in-
crease its profits more than expected. One of the 
three largest markets which account for 83 per 
cent of the entire air traffic, namely, the airlines of 
the Asia-Pacific region, continued to make the 
highest profits, although this gain was lower than 
in 2011. The reason was the weakness of the 
freight market. North American airlines generated 
the second largest profits and improved the com-
pany’s operations thanks to efficiency, which was 
the result of mergers. It was European airlines 
alone, that remained down due to the ongoing re-
cession in the euro zone (IATA Annual Review 
2013). 

Air travel market’s growth slowed down in 
2012, but still did better than the weak global 
economy. Passenger traffic (expressed by the main 
indicator of the market size – revenue passenger 
kilometres (RPK)) grew by 5 per cent in 2012. 
Although growth rates are in line with industry 
trends, authors note, that development indicators 
were slowing down for the second consecutive 
year. Nevertheless, air travel stood unusually 
strong despite tough economic conditions. In 
2012, 65 per cent of passenger growth in interna-
tional markets was being recorded in emerging 
markets. Another 23 per cent of the growth was 
generated in Europe, which seems odd due to a 
severe recession in many economies of the euro 
zone. However, European growth statistics include 

passengers from Russia, Central and Eastern Eu-
rope and Turkey, where the growth was more pro-
nounced than in the rest of the euro zone. The de-
veloped U.S. market grew by 0.8 per cent. The 
fastest growth was observed in emerging internal 
markets, such as Chinese (9.5 per cent) and Brazil-
ian (8.6 per cent) markets. The exception was de-
cline by 2.1 per cent in the internal market of India 
due to airlines’ decision to impose high prices.  

Growth in the business travellers and higher 
quality segment remained strong. In 2012, the 
number of international higher class travellers in-
creased by 4.8 per cent. As it has already men-
tioned, this was another year of recession for the 
freight market. Contrary to the passenger market, 
freight volumes were still weak due to global eco-
nomic conditions. Global trade growth significant-
ly slowed down. Freight transport by air, measured 
by cargo weight per kilometre, fell by 1.5 per cent 
due freight transport by other means. Freight 
transport by air was successful along with eco-
nomic growth, because consignors required fast 
delivery, for which they were willing to pay an 
extra charge over long distances (IATA Annual 
Review 2013).  

In addition to the market’s trends described 
above, it should be noted, that the year 2012 was a 
record year as regards oil prices (Fig. 1). 

 

73,3

99

61,5

79,4

111,1 111,8

0

20

40

60

80

100

120

2007 2008 2009 2010 2011 2012  Fig. 1. Aviation fuel price changes (USA dollars per 
barrel) (source: IATA Economics. 2013. Profitabil-
ity …) 

 
Aviation fuel price, if paid in cash, grew this 

year by several dollars and reached an average of 
USD 130 per barrel. Due to the rise in prices, fuel 
costs in the industry under analysis increased up to 
209 billion dollars in 2012, which accounted for 
33 per cent of current costs. In response to high 
aviation fuel prices, in 2012 the number of new 
and fuel cost-efficient aircraft rose to a record lev-
el. These new aircraft supplemented the seating 
capacity with 238 000 seats, adding 7-8 per cent to 
the global volume. High fuel prices prompted air-
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lines to transfer older aircraft to the reserve, or to 
give up such aircraft altogether. 

In 2012, airline profit declined, but stood better 
than expected in tough economic conditions 
(Fig. 2).  
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 Fig. 2. Changes in net profit earned by airlines, in bil-
lions (source: IATA Economics. 2013. Profitability …) 

 
Over the past two decades, when global eco-

nomic growth fell by 2 per cent, the airline indus-
try went from profitable to unprofitable. In 2012, 
revenues declined, but a net income of 7.6 billion 
indicates adequate performance under tough eco-
nomic conditions.  

Air connectivity is a key factor in economic 
growth. Some states have introduced the policies, 
which support and promote the economic devel-
opment of the aviation industry. Other countries 
are developing various obstacles with the help of 
irksome charges, burdensome regulation and other 
restrictions. Air connectivity creates utility both 
for economics and for individuals. An example 
could be the tourism industry, which is the main 
driving force in the development of economies. 
Almost 35 per cent of international tourists travel 
by air, and is been expected, that more than 120 
million people to be directly employed in the tour-
ism industry worldwide by 2021. Air connectivity 
opens up new markets and provides possibilities of 
expanding export activities.  

Aviation is a highly regulated industry. Howev-
er, this regulation should enable aviation to gener-
ate economic growth. A poorly designed regulato-
ry mechanism impairs the possibilities of aviation 
to become a cause of economic growth. By coop-
erating with agents, who are positively affected by 
aviation, IATA promotes equitable regulation that 
would balance the need for market competition, 
rights of passengers and employees with opportu-
nities for aviation to grow and serve communities 
both directly and indirectly. Unjustified and exces-
sive charges imposed on international air transport 
also have a negative impact on the economy and 

social development. IATA, assisted by a variety of 
industry allies, carries out a number of campaigns 
in order to persuade authorities to reduce or lift 
certain charges. Such charge initiatives, the specif-
ic features of which negatively influence the avia-
tion industry also adversely affect economic 
growth. The last increase in air passenger charges 
in Great Britain, imposed in 2013, will cost the 
economy of Great Britain 459 million dollars per 
year, accompanied by the decline in GDP with the 
subsequent loss of 7,000 jobs.  

Airport infrastructure charges must be at a level 
that would enable airlines to meet the demand for 
connectivity, to receive return on investment and 
to ensure adequate investment in the improvement 
of future performance and quality of services. Due 
the fact that infrastructure providers often have a 
monopoly status, various regulatory authorities 
play an important role in the supervision of the 
charges. 

Travellers are increasingly willing to control 
their travels. Information technologies make it 
possible to improve passenger experience and to 
reduce costs having regard to the rising number of 
passengers and increasingly burdensome security 
requirements. They also help the industry to cope 
with the growing expectations of passengers, who 
are used to control the other areas of their lives, 
such as e-commerce and self-service banking. In 
November 2012, the Passenger Services Confer-
ence approved a new programme for simplifying 
business. This document describes a programme, 
based on the success of original initiatives. The 
programme provides for such amenities as kiosks, 
e-tickets and bar-code boarding passes in five pro-
gramme areas: a new provision model, increased 
provision of passenger data, improves real-time 
access to information for passengers, smooth 
ground experience and seamless end-to-end jour-
ney for passengers. The Internet has fundamentally 
reshaped the way in which sellers and customers 
currently interact. Currently, 40 per cent of ticket 
sales are been done directly through airline web-
sites. Airlines use their websites providing to cus-
tomers their service packages and product innova-
tions. Moreover, airlines are allowed to prepare 
their proposals in a manner to as to tailor them to 
specific needs of customers. However, the vast 
majority (60 per cent) of tickets are been sold indi-
rectly via certain agents (ACI. 2013. The Airport 
IT Trends Survey 2012). 

Air transport still creates a huge value for its 
customers, passengers, parcel consignors and other 
entities involved in the value chain, but still de-
stroy value for airline investors. Here, the chal-
lenge is to increase return on investment while 
continuing the growth of the value created for the 
customer and economic development. Airlines 
need to improve properly their performance in  
order to attract 4-5 trillion dollars of new capital 
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required by them over the next two decades. Over 
the past 30 years, this industry has joined a grow-
ing number of cities by means of direct services. 
The number of unique pairs of cities increased 2.5 
times from 6,000 in 1980 to over 15,000 in 2012 
(IATA. 2013. Annual review 2013).  

According to ACI Europe data (European Air-
port Traffic Trends 2013), in the group of airports’ 
welcoming less than 5 million passengers per year 
Vilnius International Airport ranked third in Janu-
ary 2013 and fourth in February 2013 in terms of 
passenger growth. In its October report, ACI Eu-
rope mentioned Lithuania as one of the most rap-
idly developing EU countries in terms of the num-
ber of passengers. During the first nine months of 
2013, Vilnius International Airport served 
2,016,062 passengers and 24 306 aircraft. The 
number of passengers served, as compared with 
the corresponding period of 2012, increased by 
22.1 per cent, flights – by 7.4 per cent (ACI Eu-
rope. 2013. Q3 EU airport passenger traffic).  

Sustaining a considerable growth in the number 
of passengers, though slower than in 2012, Vilnius 
Airport is gradually closing the gap on the leader 
of the region’s aviation services market – Riga 
Airport.  

 
3. Operations of airport 
 
An analysis of literature shows that quality meas-
urement of airport services is being performed 
most frequently by conducting passenger surveys. 
However, insufficient attention is devoted to yet 
another important participant in this industry, 
namely, airlines, which are highly important cus-
tomers for an airport - if airlines did not fly to a 
certain airport, it would lose some of its passen-
gers and, at the same time, the market share. 
Through attracting new airlines, the airport in-
creases its competitive advantage and the volume 
of activities, so air carriers contribute to the im-
provement of airport operations by evaluating the 
efficiency of the airport, expressing their opinion 
and satisfaction. Airline change in airports is con-
siderable, as some airlines come in, others with-
draw, thus increasing or reducing the number of 
routes. This change has an impact on both the atti-
tude and behaviour of passengers that is why it is 
important to identify its causes and patterns.  

The services provided by airports could be di-
vided into two groups, namely, aviation and non-
aviation services. Examples of aviation services 
could be the provision, maintenance and operation 
of the infrastructure required for the aircraft to take 
off, land, and stand, the provision and maintenance 
of the equipment and information technologies 
required for baggage handling and check-in of 
passenger, aviation safety services, etc. Aviation 
services also include ground handling services, 
such as preparation of the aircraft for flight, lug-

gage loading, passenger transport, etc. Meanwhile, 
non-aviation services include car parking, com-
mercial activities at the airport (catering, com-
merce), business lounges, rent, advertising, and so 
on. Direct customers of aviation services are air-
lines, and those of non-aviation services – passen-
gers. 

Thus, it could been claimed that are three close-
ly interrelated actors operating in the air transport 
services sector: the airport, airlines and passengers 
(Fig. 3). The airport seeks to attract airlines in or-
der to be able to offer a wider range of routes to 
passengers, while also making efforts to ensure the 
quality of services provided within the airport on 
purpose the passengers choose this airport for their 
travels. Deciding to open new routes, airlines pri-
marily evaluate the existing airport infrastructure 
and its prices, the supply of ground-handling ser-
vices and their costs. In addition, airlines have re-
gard to the potential passenger demand trend, 
which is been affected by the airport providing its 
internal services. Equally important are airport 
taxes levied on airlines, which may affect the pric-
es of tickets and, at the same time, the decision of 
passengers to use or not to use a certain airport and 
airlines.  

 

 Fig. 3. Links between the airport, airlines and 
passengers (source: created by authors) 

 
Airports are a particularly complicated busi-

ness, where essentially different elements and ac-
tivities are been combined in order to serve both 
passengers and flights (airlines). The wide range 
of airport services are been sometimes classified 
into airside operations and landside operations 
(Ashford et al. 1996; Ashford et al. 2011). Airside 
operations stand for the services provided until the 
passenger enters / exits a gate. They focus on the 
servicing of aircraft, including the services of 
maintenance of the runway and the apron (clean-
ing, lighting, ensuring safety), luggage loading / 
unloading / transportation to / from the terminal, 
aircraft pushback, aircraft cleaning, cargo loading / 
unloading, charging an aircraft battery, etc. Land-
side operations are been directly related to servic-
ing of passengers after / before the passengers exit 
the gate. This group includes commercial activi-
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ties, such as rent of parking lots, rent of premises, 
advertising and commerce, ensuring the accessibil-
ity of the airport, etc. These two different air- and 
land-based activities are been fully integrated into 
a single whole, and the functioning of one area is 
directly influenced by the activities of the other 
(Oum et al. 2003, Ashford et al. 1996, Ashford 
et al. 2011). 

In respect of a complicated and complex activi-
ty of airports, we have distinguished the following 
areas of services provided to airlines: 

− Aircraft landing-related services; 
− Aircraft parking-related services; 
− Use of airport equipment; 
− Landside services; 
− Non-aviation services; 
− Services of ensuring the safety of aircraft 
and passengers;  

− IT and information systems use. 
The airport industry is very diverse, with a high 

degree of differentiation of services and their quali-
ty, different forms of ownership and management 
structures, different combinations of characteristics 
of services and operations. The assessment of oper-
ational efficiency of airports, and even more, their 
comparison becomes highly complicated due to 
such differences. For example, some airports still 
provide ground handling services to airlines and 
receive a large share of profit for such activity, 
whereas other airports leave the provision of such 
services to the airlines or independent external pro-
viders. For this reason, it is important to develop 
such operational efficiency metrics that would al-
low for a reasonable comparison of airports and 
identification of the best actors in the industry as 
well as the key factors which affect the efficiency of 
the airports. Studies of airport operations can also 
answer the following important for management 
questions: Are private airports more efficient than 
those controlled by the public sector? Does out-
sourcing enhance productivity? What is the impact 
of ancillary commercial activity on the efficiency of 
airports? 

There are several purposes for which airport 
management carried out studies of airport opera-
tions and seek to measure the results: to measure 
the efficiency from the financial and operational 
perspectives; to evaluate investment opportunities; 
to monitor the activities of airports in the area of 
safety and the environmental impact. Passengers 
are also interested in efficient operation of air-
ports, though and worth mentioned, that the main 
users of airport services are airlines, and there are 
the airlines, which operate as actors between of 
airports, passengers and cargo carriers.  

 

4. Research design 
 
Service quality assessment is a challenging and 
complex problem, which has been the focus of 
extensive research, though there is still no consen-
sus to what method and criteria should be applied 
to measure quality. To help service providers iden-
tify their strengths and weaknesses, the most wide-
ly accepted method of measurement service quali-
ty is the SERVQUAL model. Parasuraman et al. 
(1988) have established that, regardless of the type 
of services, consumers in many cases assess the 
same features of services (five perception dimen-
sions). The SERVQUAL methodology has devel-
oped in order to evaluate the quality of services 
provided to customers of businesses. Later, a con-
clusion has drawn that the dimensions of service 
quality assessment defined by the SERVQUAL 
methodology may be adapted to the quality of a 
wide range of services: from educational service to 
banking and e-services. It could be done by defin-
ing the principal areas of the quality and creating a 
system of assessment criteria reflecting the specif-
ic features of the services provided (Forapono 
et al. 2013; Loiacono et al. 2007; Parasuraman 
et al. 2007; Stodnick, Rogers 2008; Titko et al. 
2013; Yoo et. al. 2001; Zeithaml et. al. 2002). 
SERVQUAL method of service quality assessment 
is based on the comparison of the expected quality 
of a specific service against the experienced quali-
ty, i.e., at the beginning, a client is asked to assess 
how much a specific service quality criterion is 
important to him, and later – how the same criteri-
on is fulfilled by a specific service. The authors of 
the methodology have identified five key dimen-
sions of service quality:  

− tangibles (material basis - appearance of the 
staff, equipment and other tools used),  

− reliability (stability of operation of the or-
ganisation and reliability, the ability to ac-
complish what was promised),  

− responsiveness (the willingness to help the 
client, to provide a service in the best man-
ner possible and within the shortest possible 
time),  

− assurance (the knowledge and courtesy of 
the staff, the ability to inspire confidence of 
the client) and  

− empathy (individual attention given to the 
client, taking care of the client and meeting 
of special needs).  

The present study has been conducted on the 
example of Vilnius International Airport. The 
sample for the study comprises of staff experts 
taking into account the 75% of scheduled airlines, 
who include high level (53 per cent) and middle 
level managers (27 per cent) with 5-12 year expe-
rience (70 per cent of experts). The experts’ opin-
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ion carried out during the study has allowed to 
evaluate the importance (expected quality) and 
factual level (experienced quality) of specific crite-
ria within the airport services assessment system in 
1-10 point scale.  

 
5. Criteria for measuring the airport service 
quality   
 
The task of measuring the quality of specific ser-
vices primarily involves the development of the 
criteria reflect the peculiarities of the services in 
each of the dimensions. An analysis of scientific 
literature on airport efficiency and service quality 
has allowed selecting the assessment criteria, 
which could be used to determine the correspond-
dence between the airport service quality expecta-
tions and the actual level of service quality. The 
selected criteria have been grouped according to 
five SERVQUAL dimensions and airport service 
processes. Each process of service provided by the 
airport to airlines reflects all the service quality 
dimensions. For example, the tangibles dimension 
is reflected in the provision of aircraft landing, 
aircraft parking, airport equipment use and ground 
handling services, aircraft and passenger safety as 
well as non-aviation services. The responsiveness 
dimension is reflected in the analysis of airport 
equipment use and non-aviation services, while the 
assurance dimension is also manifested in aircraft 
landing, ground handling services and aircraft and 
passenger safety service groups. An analysis of 
literature has allowed for distinguishing the as-
sessment criteria that can reveal to airlines, from 
different angles, the advantages of the airport, the 
level of operational efficiency, the level of services 
provided, reliability, and other factors, which in-
fluence the choice of the airline. This analysis has 
resulted in development of a system of criteria for 
measuring the quality of airport services provided 
to airlines according to five SERVQUAL dimen-
sions and airport service processes. The tangibles 
dimension in this system is described by means of 
5 criteria, the reliability dimension – 18 criteria, 
the responsiveness – two criteria, the assurance 
dimension – 7 criteria, and the individual attention 
dimension is reflected by 5 criteria (Akstinaite 
2014, Pabedinskaite, Akstinaite 2014). Some of 
these quality assessment criteria have be taken di-
rectly from the literary sources, some have be for-
mulated based on the airport operational character-
istics analysed by the authors. For example, Lopes 
and Rodrigues (2007) examine the elements of the 
airport intellectual capital that undoubtedly affects 
the process of the services provided, because hu-
man resources are of utmost importance for ensur-
ing the quality of services. Some quality criteria 
have proposed by staff of Vilnius International 
Airport during the survey. As result of the experts’ 

survey carried out the relative importance of air-
port services quality criteria and factual level of 
quality have be evaluated.  

Tangibles dimension. This group of assessment 
criteria describes the material basis of services: the 
appearance of the personnel, equipment, and other 
tools and materials used for communication. The 
survey results show that in this group, the most 
important criterion is Airfield parameters (number, 
length, width of runways and taxiways) are appro-
priate for landing of available aircraft (the service 
group – aircraft landing, assessment score average 
– 9,7). The highest score given to this criterion 
shows that the existing airport infrastructure can 
be one of the factors determining airlines’ deci-
sion. It is important for airlines whether the airport 
is able to receive and provide services to the air-
craft available in their fleet. There is the second 
criterion in this group that is not far behind in 
terms of importance – Parking area space is ap-
propriate for aircraft parking (the service group – 
aircraft parking, assessment score average – 9).  
The following criteria has scored the least points 
in the group of factors assessing the tangibles di-
mension – The range of offered landside services 
is large and sufficient (the landside services group, 
assessment score average – 5,4). Average of eval-
uation of importance of tangible dimension is not 
very high and equal 7, 8. 

Reliability. Another assessment dimension of 
the service quality under analysis is stability of the 
organisation’s operations and reliability, the ability 
to implement what was been promised. The most 
important criterion in the group is Equipment is 
been certified, calibrated and under proper 
maintenance (the service group – airport equip-
ment use, assessment score average – 9, 3). Ex-
perts have given similar scores to other three crite-
ria:  

Speed of passenger, crew, luggage check is ap-
propriate and does not result in delay (the service 
group – aircraft and passenger safety, score aver-
age – 8,9);  

Check equipment is been certified, calibrated 
and under proper maintenance (the service 
group – aircraft and passenger safety, score aver-
age – 8,8) and  

Number of parking areas is sufficient (service 
group – aircraft parking, assessment score aver-
age – 8,7). 

From the point of view of experts, two the least 
important criteria in the field are Airfield through-
put (the service group – aircraft landing, assess-
ment score average – 7) and Passengers infor-
mation system works appropriately (the service 
group – information technology and information 
system use, assessment score average – 6,9).  
Average of importance evaluation of reliability 
dimension of quality is equal 8, 1. 
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Responsiveness. This group of factors reflects 
the service provider’s willingness to assist the cli-
ent and to provide a service in a courteous and fast 
manner. The group consists of two criteria. One of 
them is identified as quite important, namely, 
Technical assistance in the event of equipment 
failure is provided promptly (the service group – 
airport equipment use, assessment score average – 
9.2). The second criterion Technical maintenance 
and premise upkeep services are provided prompt-
ly and appropriately belongs to the group of non-
aviation services and has been awarded a lower 
average score of 8,8. Average of importance eval-
uation of responsiveness dimension of quality is 
equal 9.  

Assessment of the assurance group criteria 
shows the impact of knowledge and courtesy of 
the staff, their ability to inspire consumer confi-
dence on the overall quality of services. It has 
been established that the two criteria are very im-
portant: Competence of the personnel providing 
landside services (experience, courtesy, knowledge 
of English, terminology) is sufficient (the service 
group – landside services, assessment score aver-
age – 9.2) and Competence of aviation safety per-
sonnel is sufficient (the service group – aircraft 
and passengers safety, assessment score average – 
9). These criteria could have the greatest impact on 
operational efficiency. Meanwhile, the respond-
ents believe that the least important factor could be 
Competence of the staff in contact lessees is suffi-
cient (the service group – non - aviation services, 
assessment score average – 5, 8). Average of im-
portance evaluation of assurance dimension of 
quality is equal 8,1. 

Empathy. Another group of criteria of the 
methodology under analysis is empathy to the con-
sumer, taking care of him and meeting of special 
needs. In this group, the most important factor is 
adequate protection of airline data (the service 
group – airport equipment use, assessment score 
average – 8, 6).  In addition, the study has found 
that the criteria of this group which are the least 
likely to affect the operational efficiency of the 
airport could be the fact of airport has appointed a 
person responsible for contact on rental issues 
(the service group of non - aviation services, the 
assessment score average – 4, 8). This criterion is 
also becoming an important one for some airlines 
already well - established in the airport, but not at 
the airport’s choice. Average of importance evalu-
ation of empathy dimension of quality is the least 
one and is equal 6, 8. 

Assessment of importance and factual level of 
the quality for different dimensions of services 
quality are been presented in Table 1. Experts 
named responsiveness, reliability, and assurance as 
key dimensions for airport services as a whole. 
Experts consider empathy as the least important 
dimension of quality. 

Table 1. Assessment of importance and factual level of 
quality for different dimensions (source: compiled by 
authors) 

Quality 
dimension 

Importance 
(average of 
scores) 

Evaluation 
(average of  
scores) 

Tangibles 7,8 6,8 
Reliability 8,1 7,5 

Responsiveness 9,0 6,2 
Assurance 8,1 6,0 
Empathy 6,8 3,8 

 
The obtained research results show that the 

most important airport operational efficiency crite-
ria are the factors that are closely associated with 
the direct and main services provided by the air-
port to airlines. Aircraft landing capacity, ensuring 
of aircraft safety, the quality and speed of mainte-
nance services can be one of the most important 
factors in assessing airport operational efficiency 
from the perspective of their customers, that is, 
airlines. The criteria listed as the most important 
are mainly attributed to the groups of aircraft land-
ing and landside services, while the least im-
portant – to the group of non-aviation services, 
which is ancillary services provided to airlines.  

Experts have assessed the importance of quality 
dimensions in each group of services rather differ-
ently (Table 2). 

Assessment of the importance and factual level 
of quality in each group of airport services for air-
lines is presented in Table 3. 

 
Table 2. Importance of quality dimensions in each 
group of services (source: compiled by authors) 
Service 
group 

Tan-
gibles 

Relia 
bility 

Respon-
siveness 

Assu-
rance 

Em-
pathy 

Aircraft 
landing 9,7 7,88 9,2 7,25 
Airport 
parking 9 8.1 
Airport 
equip-

ment use 
7,55 9.3 9,2 8,05 7,35 

Landside 
services 5.4 7,4 8,7 
Aircraft 
and pas-
senger 
safety 

8.85 9 

Non-
aviation 
services 

 8,8 5,8 4,8 

IT and 
infor-
mation 
system 
use 

8  7,9  
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Table 3. Importance and factual level of quality for 
different service groups (source: compiled by authors) 
Service group Importance Evaluation 
Aircraft landing 8,07 6,74 
Aircraft parking 8,4 7,53 
Airport equipment 
use 8,05 5,84 
Landside services 7,17 6,57 
Aircraft and  
passenger safety 8,9 6,93 
Non-aviation ser-
vices 6,47 4,6 
IT and information 
system use 7,99 7,4 
 
The average assessments scores of the im-

portance of individual service groups according to 
all quality dimensions show, that of utmost im-
portance for airlines is the quality of aircraft and 
passenger safety service, aircraft parking, aircraft 
landing and airport equipment use groups while 
the quality of other service groups for airlines is 
less important. 

Cross analysis differences between expected 
and factual level of quality according to service 
groups and quality dimensions allows establishing 
weak points in service quality and start improve-
ments. It should be noted quite big variation of 
such differences of scores in one group of services 
or one quality dimension. For example, in airport 
equipment use services group range of differences 
is from 0 to 3, 4, in non – aviation services group 
this range is from -1, 8 to 3, 7. It suggests that after 
service quality assessment could be useful to re-
view and improve some criteria of quality evalua-
tion system. 
 
6. Conclusions 
 
Literature analysis shows that the improvement of 
airport performance and service quality is a highly 
topical and challenging issue, which is widely 
considered from various angles and using different 
methods: analysis of passenger experiences, as-
sessment of airport performance by means of tech-
nical performance indicators, and analysis of the 
quality of airport services using the SERVQUAL 
methodology.  

Based on the analysis of literature and expert 
assessment of the significance of criteria, the au-
thors propose a system of criteria designed for 
measuring the quality of airport services provided 
to airlines according to five SERVQUAL service 
quality dimensions as well as the service processes 
provided by airports to airlines. The tangibles di-
mension of airport service quality is described by 
5 criteria, the reliability dimension – by 18 criteria, 
the responsiveness dimension – by 2 criteria, the 

assurance dimension – by 7 criteria, while the em-
pathy dimension is reflected by 5 criteria. 

The survey conducted applying this system has 
allowed establishing the correspondence between 
the airport services quality expectations and the 
actual level of quality for different service groups 
and five dimensions of service quality.  
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