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Measurement of Operation Standards at Airport Terminal Facilities
using Perception-Response Model
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ABSTRACT

A methodology to the operation standards of the service performance of
airport terminal facilities using Perception-Response Model is discussed in this
paper. The proposed approach has defined as the graphical presentation of the
collective attitudes of a category of passengers towards the range of operational
service at a facility of airport terminal. It adopts new éoncepts to establish
service standards through special survey, that can achieve better interpretation of
capacity and level of service at each facility. It is expressed in terms of
perception of the passenger population of different amounts of the service
measure and their response to the respective service conditions classified into
distinct levels of satisfaction with service. ‘The methodology can provide a
practical service standards of airport terminals and may prove to be a practical
and convenient technique to airport planners, designers, consultants, operators,

and to airport managers.
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2geRAES] odrle] ¥ o IFEL A Axd YL o H, A=
293 BAE B TFY ZE AJASo] dHE Aotk AT 7 FAAES

EQoz At 159 TG ZEs A2 UASHA % £E A
aL g

A43 o ARG Ae TYEUGIN HUT Aol &6, FFASL oYg
Agaas] A8 xFae, Ntes FIYLIASS 24EF FAS AT Fu
A% £3589 HAH FREA G LA BA FFAG. THA olsh
2e Edoz 9t NZ 250 B4 H7E o Mumayiz 108587
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F $uoz FHFde SUILHY, 1T HEA WE F SEAY FFAHE
wol AN & Az $ES @ wy F& 1ET F AH AT A4UA
ZAMYe AA2Z FFPAA o] FojAok st Ro2A We BEFY A =
T3 EFAL Mg o w$ oz WHolth.  dwtdez dEXE
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AF.B2H @LFI} o|FoiAE &% L =AAZA 4z @Yo Yoy ook
FEFAY AGAZe B BAFFAE oS FLEA HFo AER F
ol BAFAEL AIF/IEE W2e FAAY oF2 s REA R
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Mol FYFE BARAE BHoln AANLE R AE ¥ Rolt,
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olgE W3z oY ABFAE ¥u= AL A do] oMy ==
TZE olfde TA4e LR S8 FHE A% zAE FuAY qd=
FZAA S HAS3Y O WeE WEstn &7 44 dEHolopt ¥4 13X
& de STRNEY AHErt o, AR U dEgx 25T B9t B
FATY, = FTFE ol&dte sAEY AYPYIE FTRA FAFHF =
Moy, oq¥APel #HE AN AUHeE AYgFPol He A
TR} L diF Ayt ARY wBgo] Aold £ U] wWEolt. F
olgste A& WAHeE AuxAE T e FRN2YEHA 49 F
stetdts Aol F a3,

(4) A Agge A4

AAAY £A, S5Aule) B2 del3 zAad5e Aol B o852
Wgozd zAd Azt HEHAE W G Aol FRE A4

_43_



greol olgd FY GF ¢ BAVNBEHY $53HA PxUh W=A das
T3 AR A qm T&E ANFH 2AHE 53 2L &€ A FAAT=
A= 279

2) A4715% A

T2 ABEL B FEo ofdes AT #E HWl HE

dsg ez ¥ EAWEe nEs Hot. BE TR ARZAYEE]
g3 Fgsol fon og wWwez @ BNE EE Wl APHY
Qudoz zAtY B we FeksE PHel AAI/E &, ZAME,

27EE 2A299 F¢ AP, "o 70, adn ZARERAL £ T we
gaAsle @ Oge FTHAAN o&sAgE WdeE A8FFol e
4 EE I 27 nA .

(1) A A #2(Direct Observation)

o 7% ZuAA WY F AURA FusFPL AN $EANA AW AEL
sodof s, 1Zo] AU FHE ATHA RAY BT B ¥ A%
AgRE Aol AUBBPRE oW Y WHE AR AR RozA
Aidez %Y 2AE Wed 0 T2ade] A Foij& AL, 2w
Az 3452 HIHL Y= ER AFHE F8500 2

(2) A}A 7] (Photographic Techniques)

o wye o =AF AdM AFZAF BAASE A ol sk
2AA7 A4 B4 Aulz Adel FAR BHE & 9e Wy Fe EQ0] FAE
4 Aad, vde e, a3 AR g FFHE s 5 AR st
zASE Wgelth. =4 AMulz Ade w9 TP ol&R 4, BrAR, 28n
Aulz ABAZ & EAT & Yok o wHe Fuw Fu ggw AL
dgoz zAt WYY & Ytk FAE RaYh



(3) =Yg o] &4y (Monitorial Method)
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(5) AZ+& AW (Time-stamping Method)

o] ¥ AMZe=E NAH FHEY FXt &2THE ALEN AR}
e 2uE ABEATEY 24718 BHENE ATY B55E 2udA Yol
T4 TN ZANET ZAMHZY MHlE AEEE dEFo] $HER AT
HFHe AGE AXSAIEC JEI}EE e Wold. AR SAES
Aol ZAtsoF @ AMREES WYYl JIEstd wE AHAE FAFIY
ZALR QA AEse Wl ARSAPI L $A9 PxIt WA ol Fo
Agd gL 49 A2E £33 & Ao

(6) AEZAHCollected Questionnaires)

o] WYL JIF RuUFo=z olfHE Ao2A FS Al #we AsRE

- 45 -



zagce Fdel Utk GRE) S ¥ HEMNE BI AvY A2E
AAY EASE BAE F9T. o WEe 28T WE IFE olgste oA

g

548 B et HEAE ZHdort 479 BAE BT £ AR
A5 AAT $REL ATA BT ISA NI Fute shekA Lojol
o 2 WEE TSI JHEA thFoiAor drh

(7) A3 ZA(Interviewing)

o] HHE FAIAIL vlE Fuld ¥yl we SHANA 2AWEE AW Bx
WRe dojus WHolt. o WL AsA =W, AR SEAAA FAHA
ARE & 4 gon 1 YEe ofHx £ e A9e T dge fEH 2

% glge Fdol Ao 2z AFZA PHE ¥ BES7L duidez HE
U EFRE A A7 oy w ogB &£ Atk FAT o W
e o, ZAAE A9 s we dEe FESE HEE AvtEerd g

(8) A& < H 34 H(Mail-back Questionnaires)

2geugoA o5 4L Aoz Y ARE FIT W FE o&3E
el whgolth o] WS AEXNE FFHuLAAM uFE FHEFE A
o] & & ARSI YES Bt $3oz BUyFE Aot o4
a, 2AR AdAE AY B ARE 2HE et gloy e AxE
A¥E WESDL ith. EFI PRE HAEANE L& $AEL 4¥& o W F
A%7t AL W AEAL @ste A AL FHo] EAFEE A
e A7 42 £5 ok

(9) A3+¢H(Telephone Collection)

e $RAFYT M PHolAT ABE Hese P Aolsh gk
MEAE $H0IA trol FRA BA A5 AANE Lol WP AL ¥ A
Ase B8 AEd WP & HFHE Rtk o A% YRR A
AN ABE xEo WE S Be FESFE Fusy) s B P
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(10) EAAE 2 71228 ZAH(Statistical Records and Documented Data)

o] e $4& Uz AHAHY FEFE FTIAA RaxE FF A
RoLE $4FE ABES o83 WHolY. dAvtH oz FIFEHEY JIFHY
FAASS dF-Eoln, ¥ Ho] aFHE A8E I HIo Y& dWE A
A F B2 TFAAE AEAAE T3 F8Y A=E AAYez AT,
A%, BYsE FAoh AT ABTEHL AN TIFIH TPA2UH
G 7|BEe IAF dZo] 83

ol o] FFAN2HAAN A BHA ARE FAS: UHES A
Bt B A7 E 3 AAE AEZANEE ol WHES JIxE A
gz AozA Ho A& B©HIA UE ARE E2A xHIGAY. A7
AT WYL "FH(Tracing) -~ ZAA/ZFMonitoring) - AEZRA
(Questionnaire) :TramoniQ” ] t}.

3) TramoniQ FAPHHY

T8 FHEE ZAE FYPFL B ASH RV oG Aot $4 59
Tl AFE Mulze g 259 FEAHA A4} & A A=
ZAN AT AqH2E ATELE AL zolrt M d gflolok s, 2Eo] Aulx
de AAAE TAATL 71E3E Ao BT B AFINE MUz JES
ANAEARC FReE2Z o At g8 AERE AAE =APTEE T3
dux 2 e &ds4d FAFAT. 2E XZAY WA dE A dig AL
ZASA T Agd Aulz SHYHY dolAE AU FL Ao IARG
Holtk,  Au|ze] o o]gAe] A & WS ZFAELY] A o714 AAL
e ZAIAARA ol &5 ZAMAIE “FZ(Tracing)-7A1/% A (Monitoring)-
A & 2 AH(Questionnaire): TramoniQ"3le FH o2 Aol

TFAHez o HYE ZAAE ZAUAY AL T YTHH
F3 3t (Tracing) s40] AXe 479 AMulx A8E &A1 (Monitoring) ©]
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3 AAg Bo 1 w&E FAEIE(Questionnaire) Holth. o] ZAMMES
AeHez FyYsizid FTIITIY FAVFEY AdAHY X9 $AEY =5
ottt dustd A $240 €% dAAA =257 A= deTS,
- BeAl, a2l AEAAE AACE ded ZALYAE A o2 AHEES
sasiokstn A6 $£H0] RAFTWE MHMA ARE A WEo|h wekA
o] ZAMYL F¥FFY FHJ € Fx fole B/ Aot <a¥ 2>+
o] 3 & TramoniQ ZAIHE AH& F1 Yo

B TYMLIA Al aW os 2K
MHIA 1 MHIA 2 MHIA 3

ogsd © 1\ II\ 1\ q} >

zaed © >

ZARISER =X % A& (Trakoni ) 2XAHO)

< 08l 2> TramoniQ al2WEO| HXI

TranmoniQ A&#WHPL $49 Z4 AMHE AdE olFd BE F3
AAN/ZRE B8 AAE ARE 5T F A= FHol Uk olFtd] HES] AF
SEAZL ZAIN G A L] Wi Awe NAEE S ¥ glon
T8 A4 FFE AMulas AYF 4] =71E A4 el W@ wlart
Jbedtthe el Aok HgE, AAE ZAPPEL olEFe=2 B3ty
AAHoz BEFE FE3 FE¥ & Jde SHo U dud ZAIRER
olg5Az AL Nl A TFUWE SF A Fax Zze] Aulz AHE I
Fastojorgt =6y wEolt. ol A TFAVIAY HdiHA Yol T
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Ag&e2 P-R 2Ag FeEude] HE3% Mumayiz[1985]19] HL&AHe @A
AER TG F TramoniQ ZAHHES £33 LI T A 28ALY HELAHE AA
#1x #o.  MumayizeE 19849 o] Rdg TGN SMAZ = wAQ

HP A Birmingham)s] AXNE HPDATF] LAt 2 FA ALETEL
YEH=S FME AG9H B4L=2 AGE Uz 2% FFuELL A5

AAJt.  FF WEF7]F(Civil Aviation Authority: CAA)S %A & [1984]9]
b2 19789 da  1319tH e 4L 1983dde  1569H e $A4E&  Z7
At 1943 N2 Huldoe] E& do] Hu 2L £74 9 3HEL
A she] 19900 AA 35099 AAL LATHBIA 1990] '

Mumayiz®] ZAMHHE G FHIFYP LS AHEEeH, ol2 A% a1
AHo] HYF wgoz JdAHEH o= AE A4S YAz BIAh
Qs R SHAEL 159 430 Ey¢ H A, AFA, £ 39 oA
AEAE ZAAQSA Bo2 AHIAE AF WL A HEA @3 Aol B
Aol E Hol7] W] 250 Ztx AAF Mujre £F& A I 5 1Y)
WEolth.  EYF HTPITTY Al AREAH HAE AEAN 18, 2
32, % Zo] dA IHAE AANFHAZ SHAE MulE AFd I 7
Hiade Zae w&g FolA AP FEAEE WAt dr)A &
SHEC] AAZ Aula ANLENA AFE AvlA AHE Q4= A ues
AEot & Aolg HtE AME & £ At F AAEZ AFTE Ay Az
Toldtta oA FAo] AXIE ANE2AHL 3RHT RN A
EERAAT BA =29E Aot

oekA Mumayiz®] P-R Ed HE&e ABE £33 wyda 2 IAES
B, @A B dFE o9 2L FAE Hol dE NEL ZAMHPELZ o]
AA-g RAg ZAXFF ZAN A 28A AL3Pch o714 AAE
ZAEE golA A93 TramoniQ HHg o)t

AEZ ] U3 AEZAME 19939 526 AA HYow ZAYALS 22 57
AU AP Gesrd o FFYE ol£F $A4EE FAHHAY. ZAGA
A9 AXETYE IAQ A 23R BF 4P s740] TFHYT. <F 1>
<I1d¥ 3,4, 5 6> 474 AXIFY Mulx 7|Fe 2RAAE HAFT o5
FeAY A35AY geed 2 FIHE HAL HHA, aEln GRAA B9
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do rlf rf s [
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2 A% wAE A B G54 L 532 P4 Auze 22
Tiol 118, T/b 19202 duigeh o gule AFHE Aul2st 11E 3 o
' Aoz HANE oo, 198 olyo] HW Be FFo Mu2E
olgsAEe] AFTLE Aotk AT o] T o], & 1IEGAM 198 Alold
Gassd 258 FAAE HATGH BESEY o84 $EEs} dvhe Ao
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