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Abstract 

The article analyzes and categorizes the main factors affecting the service quality of 
general aviation airports based on the kano model; analyzes the research data of a 
navigable airport, and comes up with the importance and key factors to improve the 
satisfaction of navigable passengers in this airport. Based on the research results of this 
paper, some countermeasures and suggestions are proposed, which are of certain 
reference value for improving the service quality of China's airports and the 
development level of short-haul transportation. 
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1. Preface 

At present, the short-haul passenger transportation business of general aviation in China can 
be said to be a strategic opportunity period that is entering. As an important connection point 
and supplement to railroad trunk lines and other feeder lines, short-haul transportation by 
general aviation can well solve the problems of people flow and "last mile" [1]. For this reason, 
many general aviation airports are built in remote areas of towns and mountainous areas with 
poor access, some of which cannot accommodate trains and some of which do not have 
highways, and their energy conditions, airport facilities and runway slopes cannot be compared 
with those of civil transport airports. In addition, the service quality requirements of general 
aviation airports are becoming more and more stringent, and the service quality is directly 
related to customer satisfaction, which is directly related to the efficiency and future 
development of the general aviation short-haul transportation industry. Therefore, improving 
the service quality of general aviation airports is particularly important for analyzing and 
studying the service quality of general aviation short-haul transportation. 

2. The current situation of the development of the quality of China's 
aviation services 

The development of China's general aviation short-haul transportation industry first began in 
2002. Subsequently, the Civil Aviation Administration of China (CAAC) issued the Notice on 
Measures to Accelerate the Development of General Aviation (Civil Aviation Development 
[2009] No. 101) in 2009, truly realizing the importance of general aviation to the national 
economy and social development. General aviation cannot be simply understood as a way of 
entertainment for rich people, but general aviation and transportation aviation are the two 
wings of civil aviation, and both wings should fly together [2]. In addition, China's civil aviation 
is "light on navigation, heavy on transportation" phenomenon, and the production structure is 
unreasonable, so the requirements for service quality of some general aviation airports have 
been improved a lot, and only through this high-quality development can general aviation 
short-haul transportation be promoted through passengers' experience. Ma Li prepared a study 
on the development of general aviation short-haul transportation, which clarified the basic 
status of the development of the general aviation short-haul transportation industry, as well as 
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the shortcomings of the service, conducted a focused discussion and research, established a 
revolutionary innovative short-haul transportation industry development model, and put 
forward some effective problems as well as suggestions for solutions [3]. In the article 
"Developing general aviation short-haul transportation and realizing socialized services of 
aviation" published by Yu Yi in China Civil Aviation News, the reality and conditions of rapid 
development of short-haul general aviation transportation were analyzed in depth, and the 
ways and methods to achieve the goal of socialized servicesunten [4]. The report"2018-2019 
China General Aviation Short-haul Transportation Industry Development Report" released in 
2020, on the basis of an in-depth systematic introduction of the background of the future 
development trend of China's short-haul general international air transportation industry in 
the last year, from different strategic perspectives and different levels of the future 
development trend of China's short-haul general aviation transportation industry, the current 
situation and problem trends The report provides an in-depth explanation and brief description 
of the future development trends of China's short-haul general aviation transportation industry 
from different strategic perspectives and at different levels, as well as an in-depth analysis and 
forward-looking forecast of the future development direction of China's short-haul general 
aviation transportation service industry [6]. 

3. Research Methodology 

3.1. Kano model 

More than a dozen people, including Noriakikano, a famous Japanese university professor, 
successfully proposed the kano quality model for the first time in 1984 under the active 
promotion and mutual influence of the duality factor quality theory of Al Herzberg, a famous 
American behaviorist and psychologist [7], who agreed that the overall measurement and 
comprehensive evaluation of other quality evaluation factors by customers in both the current 
manufacturing industry and other modernized They agreed that in both the current 
manufacturing industry and other modern public services, customers' overall measurement 
and comprehensive evaluation of other quality evaluation factors are absolute rather than 
single, i.e., their customer satisfaction is not always identical to other quality evaluation factors 
of a brand, but shows a positive and negative correlation. The kano experience model classifies 
the product quality and various functional attributes of each product or its related services into 
five categories based on the objective emotional experience visual performance of each product 
or its related services and the subjective visual experience performance of specific consumers 
[8]. The production and existence of this quality factor is not effective in improving consumer 
satisfaction, but the lack of this quality factor will directly lead to customer dissatisfaction, and 
customers are likely to choose to abandon this product and choose other products. 

Charm quality elements, such elements can make customers feel surprised and amazed, if the 
product does not meet the requirements of such quality elements, customers will not be 
dissatisfied, because they usually do not realize that these quality elements of the product must 
exist; if the product has such quality elements, customers will be very surprised and their 
satisfaction will be greatly increased. 

With undifferentiated quality elements, customers generally do not notice the brand's quality 
elements sufficiently, and satisfaction is not affected by other factors, i.e. the brand's quality 
elements are available in the market.Reverse quality element, a product or service with this 
quality element, leads to customer dissatisfaction or reduced satisfaction, when it does not have 
this quality element, the customer will be satisfied. 
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3.2. Research on the quality of navigational services based on Kano model 

3.2.1. Questionnaire design 

According to the basic principle of the Kano model, the 14 questions in Table 1 were asked in 
both positive and negative directions, and each question had 5 response options, i.e., each 
respondent could have 5×5 possible answer combinations (see Table 1), and then the positive 
and negative answers of the respondents were filled into the Kano model table for quality 
attribute evaluation.  

Attraction attribute A refers to a feature/service that exceeds users' expectations; expectation 
attribute O refers to a feature/service that would enhance satisfaction without making it less 
satisfying; essential attribute M refers to a feature/service that would not enhance satisfaction 
but would make it less satisfying without it; no-difference attribute I refers to a feature/service 
that does not affect satisfaction with or without it; reverse attribute R refers to a feature/service 
that would be more satisfying without it; suspicious attribute Q means that the user did not 
understand a question item well or answered it incorrectly [9]. 

 

Table 1. Kano model quality attributes evaluation table 
Comparison table of KANO model evaluation results classification 

Features/Services 
Negative questions 

Dislike (1 
point) 

Tolerable 
(2 points) 

Doesn't matter 
(3 points) 

As it should 
be (4 points) 

Like (5 
points) 

Positive 
Questions 

Dislike (1 point) Q R R R R 

Can tolerate (2 points) M I I I R 

Doesn't matter (3 points) M I I I R 

As it should be (4 points) M I I I R 

Like (5 points) O A A A Q 

A: Charismatic attributes, O: Desired attributes, M: Essential attributes, I: Undifferentiated attributes, R: Reverse 
attributes, Q: Suspicious attributes 

 

According to Matzler and Hinterhuner's further study of the Kano model, the formula for 
calculating customer satisfaction indicators using the two main elements of improving 
customer service quality [10], namely, the formula for increasing the satisfaction indicator is 

defined as 
(𝐴+𝑂)

(𝐴+𝑂+𝑀+𝐼)
, the customer satisfaction indicator is between 0 and 1, the larger the value 

indicates greater sensitivity and higher the priority; the formula for eliminating the 
dissatisfaction indicator is defined as , the smaller the value indicates greater sensitivity and 

higher the priority. The formula for the elimination of dissatisfaction index is −1 ∗
(𝑀+𝑂)

(𝐴+𝑂+𝑀+𝐼)
 

defined as, which is between -1 ~ 0. The smaller the value, the greater the sensitivity and the 
higher the priority. 

3.2.2. Empirical Analysis 

The author visited a ventilation airport from April 31 to May 12, 2021 and took a random 
sample at the site, 300 questionnaires were distributed and 230 questionnaires were returned, 
corresponding to a response rate of 77%, excluding invalid questionnaires that were 
incomplete and had obvious errors, 210 valid questionnaires were returned, corresponding to 
a valid rate of 70%. 

3.3. Questionnaire analysis 

Data shows that among the 14 elements affecting the service quality of general aviation airports, 
there are 4 charm quality elements, 5 mono quality elements, 64 essential quality elements, 1 
No differential quality elements, no reverse quality elements and suspicious quality elements. 

Table 2 below shows the statistics of the final attributes of the service quality elements. 
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Table 2. Statistics of final attributes of service quality elements of a general airport 
Service quality element attributes Service quality elements serial number 

A 8,10,12,14 
O 5,6,9,11,13 
M 2,3,4,7 

 

As shown in Table 2, the top four service quality factors that increased the satisfaction index 
were the timeliness and accuracy of the flight dynamics information notification at this airports 
[11]; the number of restrooms in the waiting area, the cleanliness of the restrooms, and the 
freshness of the air; the service staff at this airports can solve and deal with the travel for 
tourists' complaints and grievances in a timely manner after the flight delay and take the correct 
emergency The airport's app or other mobile applets are easy to use [12]. The top four service 
quality assessment elements with the highest scores in the elimination of dissatisfaction 
indicators are that the through airport proactively provides check-in services for cabin crew; 
special personnel protection and services are in place; security screening facilities are adequate 
and the security workflow is efficient and detailed; and the airport cannot make reasonable 
arrangements for timely preparation if a flight is delayed or late. 

4. Countermeasures and Suggestions for Improving the Service Quality of 
General Aviation Airports 

4.1. Strengthen the training of ground service personnel at through airports to 
enhance service affinity 

To strengthen the knowledge and skills training of ground service professionals at airports, to 
build a sound training and education system, and to implement advanced management ideas 
into the daily operation and management of airports [15]. At the same time, we increase the 
investment in the training of travel service personnel, improve the professional service level 
and skills of travel service personnel, ensure that after travel flight delays, travel service 
personnel effectively resolve complaints and disputes with travelers in a timely manner, and 
effectively take correct emergency remedial measures; improve the enthusiasm of company 
staff to serve travelers, grasp the actual traveler The company's staff will be more enthusiastic 
in serving travelers, keep abreast of the actual needs of travelers, provide professional services 
tailored to different kinds of travelers (including disabled people, children, elderly people, etc.), 
and improve the connectivity of services. 

4.2. Increase the investment in infrastructure of airports for navigation and 
improve the comfort of airport environment 

Most of the general aviation airports are located in rural areas or far from other cities and other 
areas, these places due to the remote location at that time, the surrounding transportation 
infrastructure and facilities are still very unsound [16], author has fully noted this problem 
when doing research, therefore, general aviation airports need to further increase the 
construction of transportation infrastructure and facilities investment, to reasonably plan the 
general aviation airport The internal transportation of general aviation airports should be 
reasonably planned to ensure convenient access for passengers.Therefore, general aviation 
airports need to establish and improve their own sanitation management system and 
supervision mechanism as soon as possible, and organize and implement sanitation 
management work regularly to prevent the phenomenon of "dirty, messy and poor". 
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4.3. Do a good job of safety and security to eliminate safety hazards 

There are different safety hazards in the process of using short-haul transportation means. For 
example, some passengers do not fasten the seat belt in accordance with the requirements, 
general aviation airports should put the safety of passengers in the first place, safety accident 
protection measures should be in place, the warning, instruction signs should be complete, the 
establishment of reasonable safety accident warning and control mechanism, to ensure the 
safety of passengers in the process of flying through the aircraft. 

5. Concluding remarks 

This paper analyzes and categorizes the indicators of travel service quality elements of the 
airports based on the kano model, and obtains some indicators that contribute to the 
improvement of the satisfaction level of travel service quality elements. The ability to provide 
specialized services for different types of passengers (accessible, children and elderly), the 
timeliness and accuracy of flight information at the airport, the number of waiting area 
restrooms, cleanliness and fresh air, and the ease of use of the airport's app or other mobile 
applications are key factors in improving service satisfaction at general aviation airports. 
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