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This study was ahoul the service quality perception and lis relation o
purchass inlention in tha aieport indestry, The main purposs of this
study was to develop an understanding of the service quality perception
in Airports by investigating the ralntionships of service quality in tarms
of creating purchase [ntentions. The study, however, included the
perceptions of both international passengers and domestic concerming
ihe curronl service levels
This study analyzes whether passengers muy stay longor in the airport,
recommend the airport to other people or pay higher tax if they are
satisfied with the service offers by airport. This mesns thal an assssament
the ability of service quality to explain the variation in repeal purchase
intention including interachion amuong variables.
The results of this study show that despite service quality explain
I:nﬁnlﬂd tion relatively low, some findings relating that tssees have
ravealed,

Kevwaord: Perceptions, International Passenger, Donwestic Passenger,
Service Quality, Purchase Intentions

INTRODUCTION

In the transportation industry, airports are establishod to service and
facilitate airorafl, cargo and passemgers, In addition to that, airports are required
to fulfill three main tasks. They are fight safety; flight socurity; and airport
comiort-ability, In any situstion, the thres main lasks should become the top
priocity, notwithstanding the economically unprofitable condition of an airpart,
in which it is wnable to cover its operating cost. This has bocgme the commitment
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immpmwhmhshall always be upheid, Howsver, soms nirports are usiness

: thelr shareholders demand that they make profits. This means
St 1! Is an onerous situation for company thal manages an airport since an
s=pext has to provide some services not only on flight safety and flight security
2=t also on @ consumars” interest basis.

In Indonesia, afrports are central ta ‘create and promote Indonesia by
~ bwing a significant Indonesia transportation hub for the benaefit of Indonesia
=t sppvirons; striving o maximize return on shareholder's funds and company
wssety: and striving for excellence in the services which it provides',

Tha avar Increasing lmportance of service organization to the world
sczmomy actually has been recognized by marksting scademica by exponential
Zsvelopment in services and marketing research. Within the alr transport
Scsinesses, i prominent resasrch stream has invalved the measurement of
service quality. They realize that the inability of airports and their customars
o grasp & clear motric or establish a clear standard for performance has only
Sesled consumar disconten!, They concluded that It Is necessary for alrports
= continuously construct their service guality. This need has become even
e crucial with the spread of notion that servico quality will lead to purchase
Smterition,

Froblem Statfement

Past research on service quality in asirports have been conducted by
s=veral institution or individuals, They either conducted research on servica
quality issues specific to their airport or others; and varioss transportation end
=vel industry groups may {ssue consumer-polled rankings of facilities.
Iz addition to that, qualitative effort to examine mirport quakity has also been
conducied by several organizations such as International Air Transportation
Association [TATA) among others thet tses the resesrch to monitor sirport
service quallty annually. Others resesrchers and airports have also explored
service quality issues in airport (Dogenis, 1991; Brink and Maddison, 1975;
Feldman & Shiolds, 1998; Lemer, 1992; Rowland, 1994; Seneviratne & Martel,
1964: Trotheway, 1898). However, Dawna, Blaige, and Seth (2000) say that
thesn works are more concern to airport operators and littla reference of
charagteristics and factors that comprise quallty in airport facilities end
sperations. Despite these efforts considered imcomplete they have provided o
tmse on which to construct a com ive study of alrport quality.

Another problem s on servige quality measuremant snd lts
comtribution to the company performance. Unlike manufactured goods quality,
airport service quaiity is an elusive and distinctve construct. It can be defined
from several perspectives; Including: the ability to satisfy the needs and
axpectations of the customer (Bergman and Klefsjo, 1984); and the totallty of
{egtures and characteristice of 2 product or service that bear on [ts abilily to
satisfy given needs (Evans & Lindsay, 1996). This moans that the researchars
have fo concern more an airports’ weer perspective on the alrport wsrvics quality
provided and its linkige to the purchase intentlon.

17



Jornal Bisnis Dan Akuntans April

As there is vary faw of ressarch If nong have been done In the
industries, the main purpose of this study is to respond to Zaitham! (2000]
an author who has been Investigating servies qualily, profitability, and the
neomamic worth of customers for years concluded that much research remains
to be done to validate this early evidence of service quallty measurement and
integrated body of knowledge about how to perform the measurement, with
specific emphasis on the contribution made by service quallty o L purchase
intentions in the sirpor] businesses, specifically 1s their terminal services.

In Indonesia, this need has become even more Important especially
with the spread of globalization. As Indonesia is surrounded by countries that
have vory high standerds of international airports such as Singapore with its
Changi Alrport and Malaysla with lts KLIA Afrport. In addition to increased
international oompaetition, the increasing nwarmmess of the service quality in
the airport has also imposed pressures to airport operators in Indonesia (o
improve towards certein quality standards.

Objective

The study overall objective of this study Is to explore the relstionship
belween service quality and the repeat purchase intention in the ort
businesses. The specific objectives are: To investigate any Service Quality-
Purchase Intentions ooncerns raised by passengers so thal remedies may be
incorporated into airpert policy.

Justification of the Resesarch

There are many empirical studles conductad towards gaining an under-
standing of service quality, quality systemns and quality measurement; and
many studies have n_linn:lp_turi to relate the imporiance and relationship of
service quelity to purchase intention. However, in alrport Industries, very
limited number if none of service quality studies really look into the reletion-
ship betwesan service quality sod purchass Intention. Yet, In recent years, the
importance of developing service quality measurement has becomes priorily
for many airport authorities [Dawns, Blaise and Seth, 2000).

This study nims to provide evidence of the importance of
service guality and its nn o the purchase intention in ts. Furthar,
it i o generale new knowledge of service quality in the by
Investigating the important lssues n% ils sarvica quality, Potential ings
resulting from this study should contribute towards understanding tha service
guality-purchase intention relationship in Indonesian sirports.

Thiis study provides theoretical contribution to the service quality
literature as well as contribution to quality management of airparts, The concept-
tunl based model on airport data makes a valuahle contribution fo the effort
to pstablish service quality measuramenl in airports by incorporating prediction
purchase Intention. The findings are also expocted to enhance end deepen the
understanding of issues reiating to service quality in sirports. Finally, this
resgarch contributes to the literature on quelity managamant by providing

alrpart parspective on the subject,
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LITERATURE REVIEW

Clobal market changes, so does competition. Domestic markel steadily
Secomes part of global market. The supply comas from all places in the world.
% Is beligved that this condition requires quality product to win the customers
snd markat, Buzzle and Gale [1987) conclude that foous on quality leads to
Settermaont such as quality is profitable;

However, the discussion of the nature of perosived product gun
s=coma very difficult to understand as it invalves identifying of what a flrm
ssouid provide in the industry, Therelors it 1s an imperative for a company to
identify guch nesds varly in the product/service development cycle.

Perceived and the Multi Dimensions of Service Quality

The discussion of the naturs of perceived product quality can become very
sheure a8 it involves messuring consumesns'’ axpeciations of what a lirm should
geovide in the industry and what consumers” perceptions are in respect of this
wvics provislon. The perception of qualliy, howsver, has changed from thme
% time as the quality conoept has been somatimes conilicting,

Parasurarman el al, (1985) began a resesrch process to Investigate service
weailty based an consumers’ expectations and perceptions. The Ides was uni-
—memeirma! seales tut wes seen as unsatisfuctory for measuring servion quallty
even its multidimensional pature and conssquently multidimensional scales
wess developed, Based an their research, they proposed for the very first time
ot eervice quallty expectation components and classification heve five variables:
tengihiles; reliability; responsiveness; assurance and empathy. Tt was tan
dimensions then they reducsd 1o five. Il came through numerous qualitative
studies, They evolvad a get of five dimensions that have been consistently
rankad by customers to be most important for service quality, regardless of
service industry,

Expectations and Service Gap

An organization provides a quality sarvice 1o its customers when the
seganization aither mests o exceeds customers’ expectations, Many companies
ke the fundamental mistake of assuming that they know what their customers
sxpect and through that lose cusfomers. Convantional wisdom says that it is
five times more expensive to win & now customer, than It is to keep an old
customer, Therefore it is essential that an organization spends time and eoergy
o find out what lts customers really want. Also, people will experience services
i different ways and each customer has a partioular porcaption of the service
grovided. Therefors, customer satisfacton or dissatisfaction results from
expetiancing a service quality sncounter and pomparing thal sncounter with
wiat was expected (Oliver, 1980). The satisfaction lgghnlnd ol cuslomers’
< tion on servicw offersd. This means that perceived servios quality can
b defined as tho customer's judgment about the superiority or excellence of
2 product while perosived value Is the customer's overall assessment of the utility
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of a product based on parceptlons of what s recaived and whal is given
[Zeithami, 1988). Consumers’ perception is subjective value towards servioes,
Consumaers' expectation {s “Something thal consumers think a frm should
provide but nol necessarily expect that it does have It” (East, 1947]. Consumers
may agron that & service should have features but may not personally attach

much importance to tham.
Service Qualily and Company Performance

Although the literature is replete with research on sarvice quallty,
Zeithaml (2000) an guthor that hes been investigating service quﬁ and profitn-
bility many yeare :ukﬁasu that In the past, sxpenditures an Ity have not
hesn explicitly U to profits because gosts and savings were the only
viariablos on which information was avallable, More recently, evidence aboul
the profit consequences of service quallty stemming from other sources has
been found. Research on the dirsct relationship bolwesn: service ty and
profits hae shown both positive elfects in a limited number of studies and no
affects in other studiss. By oo neans has this stream of research boen exhausted.
To large extent, these findings may be due to the difficulties involved in
isolating the ‘real’ contribution that quality makes to the profitabifity. A myrind
of othar factors also influence profitability and as a result, the link botween
superior service guality and higher profitability considered a8 & given,

Al the nggregate lavel, a growing body of evidence is mmerging abouat
the relationship between service quality and profitability. Academically, this
resparch stream began with the Profit Impect of Marksting Strategies [PIMS)
cross-sectional company dalabase that enabled researchers to investigate relation-
ships among strategy varlables (Buzzall and Gals, 1987).

Quality in Airport Industries

Alrports are established to service and facilitate aircrall, cargo and
passengers. Alrports are business organizations; their stakeholders demand
that thoy make profits. Neverthaless, it Is an onerous situation for a company
that managss an airport since alrports have to provide some services on 8 public
interests bagis, Sometimes thls means that an airport may bave (o provide loss-
making services.

The airport is a complex transportation organization serving aircrafi,
passengers, and cargo. 1t is customary to classify the components of an-airpart
into twn major categnriss: airside facilities and landside facilities (Wells, 1996,
Alrgide facliiting, sometimes called airfold or seronautical activities, are those
on which aircraft aperations are carried out, Basically, they are the runways
where aircrafl take off and land, the texiways used for movemant betwesn the
runway and the teeminal, and the apron and gate mress whers passangers embark
or disembark and where sircrafis are parked. Lasily |s the tower that i meant
for airspace manegement and operation to provide air traffio control service lo
ensure a safa, orderly and expeditious flow of aircraft movements within the
atrport's Flight Information Region (FIR) in cooperation with the International
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el Aviation zatipn, As the airport does control the airspaocs, i? is also
sseered to provide Search and Rescue to airoraft in distress within the atrport
s

Landside facilities are the part of the airporl serving passsngers,

land surface transportation, usually referred Lo &5 terminals. The

prim=ary phjective of the termingl ares is to achieve passenger convenienoce.
Sesever, an airport company needs to consider the balance batween passengsr
swvenianos; facility investment, operating efficiency and sesthetics. Besically,
wsperts have 1o provide facilities and services such as sirport information
wlstance, last and found services, money changing couniers, postal and
Ssi=communications services. In the public area; there is usnally an airbus
wevice, abport Information assistance, banks, lost and found service, money
aneing counters, postal end ielecommunicstion services unaccompanied
Seazags and left haggage service, tlckel counters, baggage handling, and

SsEsUTaENbE

Figure 1
Airport Componenls
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Airport Service Quality Measurement

The largest quatitative effort td examine mirport guality Is the International
Alr Transportation Associstion (IATA) Alrline Monitor that conducts an anmsal,
cross-sedtional pall of International frequent {lyers on issues ranging from
girport signposting o washroom conditions (Adam-Smith, 1897, 1808). In
addition to that Dawna et al. (2000) has summarized specific quality-related
aspects of airport design such as walking distance, orlentation, capacity lsvels,
and lounge ssating (Arink end Maddison, 1976; Feldman and Shields, 1908;
Lamar, 1892; Rowland, 16894 Sensviratne and Martel, 1094; Tretheway, 1996),
All of this research has taken & passenger perspective. Other work has atempled
o compare airport operations from a financial performance perspective
(Mackenzls-Williame, 1998), This wark is clearly of more concern to airport
pperators and awners,

These afforts, whils incomplets in and of themselves, have provided
4 hase on which to construct a comprehensive indax of airport quality, Many
balleve that such oo Index is neaded for o mumber of reasons Dawna et al.,
2000). From an airport’s point of view, the lack of a comprehensive index has
limited its abillty to henchmark the aperation of its own airport. This In turm
has hampared airport efforts to obtain funding foe infrastrocture improvemants
from private and governmental sources, From a custamer point of view, sir-
parts have aften been ssen as & take-lleor-leave-it proposition. This ls due to
the fact that alrpotts have traditionally besn perceived as natural monopolies.
Even if one found the parking arrangements poor, the terminal facliities
confusing, the food and retall conoessions limited and expansive, or the ground
transpartation facilities congeated, the consumer has felt forced to accept the
situation by airlines and atrport authorities, The inability of alrports and their
customers Lo grasp a clear metric or establish o clear standiard for parformance
has only fusled consamer discontent. In addition, with the ranawed awareness
of both regionil and national competition betwean alrports, airport management
hes begome inereasingly In need of a normalized measure of airport quality
und parformance. A comprahnsive index should address the needs and lssues
of all consumers and stakeholders.

Recent quantitative ressarch by Dawna et al, (2000) has focused on
developing indexes of airport services in US, Their recanroh addresses efforls
to deslgn a quantitative (ndex of characieristics and factors that comprise
quality In alrport facilities and operations from the perspective of all alrport
sprvioe customars including airlines; airport wnants, airport service operators,
and consumers of aleline and alr eargo operations, Thelr research was also o
gal alrport directors and consuliants views on factors that mest affect the quality
of alrport operation,

Davma et al. (2000), however, provides framewaork thal can be enhanced
through the use of additional lems that are specific to certain contedt, Nased
on this assertion service quality in airport would be investigated in the future.
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FRAMEWORK AND PROPOSITION OF SERVICE QUALITY-
PURCHASE INTENTION IN AIRPORTS

This study proposes to investigate Service Quality-Purchase Intention
s sirpart industries, A conceptual framework s proposed in figure 2, The
Sge=e depicts the Service Quality-Purchase Intention chain. Tho model shows:
= underlying process through which service quality and purchase intention
= o sequential path,

Figure 2
Service Quality - Purchase Intention Proposition

S=vwice Quality #| Purchase Infention |

This provides a framework for ampirically (esting the links between service
guality-and purchase intention, the hypotheses undarpin this, s

#1: There is a positive relationship botwoen the level of Service Quality
and Purchass Intention

This question considered is the direct impact of Service Quality to
Fuschase Intention [H1), This analysis Is going to be conducted dus to service
s=aiity is believed tuEﬂ a promising system to achisve a strategic weapon to
il prulits in every usiness orpanization.

The more compelling question was actually the effect of purchase
s=tsntion cm purchase behavior, Muny authors have said thal the relstionship
Setwean customers purchase intentions and purchase behavior will be one
o e difficulty to document becauss to do so would mean matching the data

= customers before purchase with purchage data (Zeithaml, 2000). Despite
post purchase data can bo collected through warranty cards or other means, but
v 1o apply this in the airport eovironmant might be problematic,

METHODOLOGY

The research design was developed in gualitative ressarch method.
The Study Prepuration Phase

The study preparation phase consisted of information investigation
sbout service quality perception in the alrports. The information gathered in
the lterature reviews were carelully reviowed 16 develop the toples 1o be
investigated in the research which is consisted of foous groups.

Selected sample of people working In the area |5 called for, howover,
it should be congidered that it is @ waste time (o interview thoss who have
ditls competenos or experienon. Thus, the Information gatharing protess started
with the selection of head of Airpott, managers of flve local Adrlines, managers
of five Concessionaires ond some Passsngers.
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The Qualitative Ressarch

1t is excpected that this phase of case study produced richer explanations
und [Hustrative examples that generated insight. Therefore, this research
atopted in-depth Interviews as the ressurch instrument. It involved asking open
ended-questions, listening to and recording the snswirs, and then following
up with relevant questions. The studies followed the general intarview guide
approach. The guide consisted of a list of questions and lssues that were
adapted from the literature review, Tt halped keep the interaction focused and
promoted systermatio data collection, Tha first part 1s consisted service quality
attributes that should be provided [n the alrport, Next section is containing
the three measures of répeal purchase come sarlier to the airport; the willing-
ness to recommend the alrport (o others and paying airpart tax higher.

The Sampling Design and Population

Due to the qualitative nature of inguiry and the respondents have a
very limited time. this slage utillzes purpossful convenience
Jakarta Afrport as the biggest alrport In Indonasia is duml’ﬂr the research,
Thr alrport was assumed {o represent other less developed girports in Indonesia,
Therefore, the population of the study is the passengers of the airport.
Honce, although the findings will not be generalized Lo any particular
population, the implications from the findings conld be theoretically extrapalated
(o organixations with similar characteristics, in other sites/locations, and farther
varifled through future empirical research,

This qualitative ressarch focuses in depth, on relativaly small samples.
Hence, this research does nol focus on establishing representativeness sinoe
the overall intended sample sian Is small with no statistical genseralization
Intended. In addition to the extensive nature employed in interviewing each
purticulur partivipants that Is chosen, due (o the Hme-constraint and avallability
of resources, it was impractical to focus on building on a large sample size,
However, based an the ruls of thumb used sarlier in this study the sample siee
was 20 respondents.

Data Generntion and Interview Protocol

The interviews began with small talk by introducing the researcher
and the purpose of the study. Once the conversation moved bevond to five
minutes, the communication became aasy.

As semi-atructured Interviews wers conducted, the researcher had
prepared an interviewing scheme to ensure that the conversations did no get
ofl track too far, too often, although this was unsisy sitnation, Passengers have
viry limited time to take part therefore the timing, exact wording and tima
allocated 1o gach question were upon the researcher's discration.

Thae to the semi-structured approach of the interview process, the
Interviews tried to follow the ssquenced of questions determined in advance,
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W the questions sometimes asked depend on the flow of the conversation.
Sewever, using probes the ressarcher was able to elicit as much information
w0 possibls, Thay offered to tell more than what the ressarch was interested in.

Dais Collaction

The actual interviews wers conducted for 2 weeks In March 20006, The
ervisivs wire conducted in a natural setting. The targeled respondents were
pass=ngars in the hoarding lounge of Jakarta Mrgnrt. The passengoer in the
soarding lounge was chosen sinoe they are in the best position to answer the
“sterview questions as they are expeciad to have gone through all the sirport
Secilities. They represant the highest leval of respondents within the airport
wed would not present problams of involuntary error due to leck of information.

Data Analysis

The dats analysis involvas the process of data verbatim (Sudman and
S.air, 1098), Data analysis consisted of examining and categorizing or otharwlse
seombining the evidence to address the propositions of the study, It means
tsat the analysis search for general respondent's statemants ahout service
eality perceivod in the airport and its relationship 1o the purchase intentions,
T5= each guestion in the séction one represented service quality attributes,
Whils the questions In the section two rapresented purchase intentions.
Fenoe, service quality attributes can be displayed in a hypothetical modal that
‘ndicates its relationship lo purchase Intentions,

RESULTS AND DISCUSSIONS

The discussion begins with a brief explanation of service quallty
sttributes In the airpart. The service quality attributes constitutes a st of service
muality {lems that are considered significant to be provided by airport operators.
Ix thie study, it was revealed in that there wern 40 service quallty items found
=== Appendix A),

~ Since there are evidences of the association of service quallty towerd
surchase intention among many industries, the study was aimed at discovering
the relation of Service Quality-Purchase Intentions. [n addition to that, tha
stady was also almed al discovering other factors that have a significant impact
on purchase intentions. Hence, the aim of this part of the study was to find
out whether the service quality could be viewed as the major influstce on the
surchase intention in the alrport

The Key Altributes of Service Quality
Each respondent was asked to gualify services currently offered at

lakarta airport, within of the Service Quality-Purchass Intemtion conoept,
Respondenis were asked to indicate their agreement with the quallty of sarvices
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should be providsd ot Jakarta Atrport. This provides an indication of how
well the sirport performs vaslous services, The Information was portrayed In

this way to show not only the ovesall level of agresmant, but also the strength
of agreement. These resulls could be used as an Indication of the levels of
axcollence achieved.

As a result, the ey atiritiites were found to exdet, These attribuites from
the prodding of the resesrcher based on guide list (see Appendix A).

The service items are cleariy critical service slements in the wirport.
However, qualitative evidence from respondents suggests the existence of
negative feeling about some services, Most respondonts put siressed on the
attributes of “Prices” that they parcaived too high., Details of comments made
by respondenis (n=20) ahout "Prices" are shown In Appendix B.

The second most important services avallable are "Provide a pleasanl
and relax environment”. The lesus of this service Includes a smoke free. |
environmen! and a childred's play area. It Is noted that as people fly more,
they becoms more sdamant about the imporiance of such as service, It sheuld
be noted that users think that a smoke free environments s important,

While a children's play area rate about sqoal with sach other. As

, these facilities are maore important to females aged between 20 and

40 years snd least important to business fliers, A children's play ares {s regarded
highly by leisure fliers and meeters and gresters.

Overall Impression of Service Quality

As well as respondents being asked 1o assess individual services, they
wure also asked to assess their overall impression of the airport. Here, most
of respondernts either agreed or strongly agreed that the overall impression of
Jakarta airport was favorable. Despite variations in service performance, the
favorable overall impression that people have should be encouraging for Jakarts
Airport. The airport is noted as being of & good domestic standard;

Al o glance, "sxcellence has been achieved with cleanliness, slgnaga,
friendly staff, seating and baggage claim; while, the service relating to food,
tollet and prices are arsas for improvemen).

[n line with previous result obtained from survey, prices are highly
regarded for improvement by respondents, The improvement was considered
crucial for passengers not lmitsd only to prices but other areas.

An Overview of the Structural Service Quality-Purchase Intentions

Unnvailable alternatives do not allow alrport's consumers easily to
swilch service providers. It {s very much different with consumars visiting to
i restatrant. Despite in the case of allernatives are avallable or switching cost/
harriers are very low, consumers still temain Joval if they percelved the service
belng provided are exgeeding their sxpectntion. This means that consumers
will re-visit to a restaurant or advise others to visit it In this study, therefors,
respandents were mquested to answer same open ended questions on thelr
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=Semtions 1o ‘re-visit earlier to airport In the near foture’; ‘recommuened
st to others to visit'; and ‘paying higher alrport tax' to sesk soms answers
= Sarvice Quallty-Purchase Intention relationship in the sirport industry.

Cesme Earlior to Airport

Respondents were queried about thelr reactions to the provision of
cesming earlier to the alrport for the near future. They were asked their likaly
Sefavior if they had an oppartunity to come to Jakarta airport again for a flight.

Thn reaction to the concept of coming sarlier 1o the alrport Is over-
we=mingly neutral. Here, most of respondent indicated that they come to the
Sapent as required by airlines or based on their hahitual visit. This means
St hatter service quality would not Influence them to coma sarlisr to airpart.
Agart from that, thers were very low respondants willing to come earlier 1o
wirport due to avoid or anticipate trafflc jam.

However, one or two airport users indicated that thay would bs happy
= com earlier if service in airport especially if the prices are about the same
8 i= downtown. This is likely to assert that "Prices” were very high In the

a=port.

In genaral, however, the tendency Is for respondents to be nautral
megarding thair behavior of coming earlier to tha sitporl, Thess results were
en-expecied because as service quality rise, it did not affect the passengers
= stay longer in the alrport, One comment from & respondent was:

“A realistic fact for coming earlier s preferable if | had special
thing to do in airport before boarding such as meeting with
somebody or something else..."

Eecommend Others to Visit Airport

A set of questions was devoted to asking questions about the willing-
==2x of the passengers (o recommend others o visit Jakarta alrport, An initial
adication of some respondent was gained by asking respondsnts to indlcate
their positive fealing abou| Jakarts airport. After that, respondents wore asked
sbout the likelthond of them telling athers to visit Jakarta sirport.

As might ba expected, the majarity of thoss who percsived Jakarta
sirport had good services Indicated that they would be very happy to talk about
the sirport with othars.

Given the large number of respondents whe had positive fesling about
‘5= airport, it is not too surprising to find that @ high proportion of respondent
=19 likely to recommend others 1o visit Jakaria airpori, as indicated with the
following examples:

“l have not visited the airport for & while. Now the alrport
has a pleasant atmosphere, | have to tell my wife sbout ip..."
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Paying Higher Alrport Tax

An masesgment of respondents’ reactions to the provision of airport
tax wes conductad. They were asked theiy likely bahavior if the airport tax is
increased, This chorge would be applied as an increasad to the existing airport
tax which is approximately US$ 10 for International passengers and USS§ 3 for
domestic passengers. It is likely thal passengers had mixed opinion regarding
the airport tax incurred in the sirport. The tendancy s for respondents to have
mixed propesitioms regarding thelr behavior toward alrport tax increased. It
i= of primary conoern that in charging scenarios there s & greater level of
rejection of an incresse in airport tax despite service quality improved,

This study further investigate these respondents who had “an opinion”
ary Jukarta airpert had good facilities were asked |0 indicate their Ukely behavior
towards an increase on altport tax

Apart from that, fram the finding of this gtudy &t l=ast there wers four
main opinions of group. Bulow, the table 1 is a list of the sroups. For sach the
group the relevant axcerpts given by respondents in describing these specific
pointe. This, therafore, (nfroduce the qualitative findings of servies quakity-
airport tax relationship,

TABLE 1.
Groups of Airport Tax Payers
— Group Excerpis
Unawary group. «  Alrport tex should be ahsarbed In

Somie gers were not aware if they Hekating or explained prior to
would be charged of nging airport for theiz *  Alrport tax should serely be
fight. il the sime 24 the tcker"

o  airpart tax should be advartized

Agres alrpoct tax inoroass, » Aglomg as it is used wisaly expecial-
This gronp ia respondenis that positively Iy for semrice Imprevement

agre= 10 an Increase of airport tax U the * {mprovement in services and cilities
sarvice quitlity also fmproved. This Knd of s ['haliove it has been worth i all, 1o
rospondents bs very much sxpectad since have an alrporl to be proud of

the airport mansgement ghould put a lol # 1 do not mind to pay sich ampunt
of wffort In terme of mahmiving service ol airport tax, when [ know It |s
quality in the airport, helping to pay for a good fecility”
Disagree airport bix increass. » N additional atwould be made

The mepondant who dissgres 1o an incsase « [ rederit to pay alrport fax
of the alrport tax as they peroslved that *  Tha attyal amount T have taxed L=

the churge is alrendy high enough. wiarth it

_Illuim!ﬂqmﬂ tax incurred, » 1strongly disagroe n&thah;}unrt nx
The lant pessibly group s respondants who *  Whenever possibls 1 avold Jakarta
dissgres oot only to an locrease o Lhe attport because of the airport ta
ﬂhpm'tmt;xhulﬂﬂnr.nllmmm' prpor

it
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Paying Higher Alrport Tax

An sssassment of respondents’ reactions to the provision of airpont
tex was conducted. They were asked their likely bebavior if the airport tax s
Increased. This chorge would be applied as an increased to the existing atrpart
tax wl‘dtﬂiisq}pnrdmalal{{fﬂ 10 for Internations] passengsrs and US$ 3 for
domestic passengers. It is likely thal passengers had mixed opinion regarding
the airport tax incurred in the airport. The tendancy is for respondents to have
mixed propositions regarding thelt behavior toward alrport tax increased. It
is of primary conoern that in charging scenarios thers is a greater Jevel of
rejection of an increass in airport tax despite service quality improved,

This study further investigate those respondents who had “an opinion”
on Jakarta airport had good facilities were asked (o indicate their likely behavicr
towards an increase on alrport tax

Apart from that, fram the finding of this study st least there wars fous
main opinions of group. Balow, the table 1 is a lisl of the groups. For each the
group the relevant excerpts given by respondents in describing these specific
points. This, thorefore; introduce the qualitative findings of sarvice quabity-
airport tax ralationship,

TABLE 1,
Groups of Airpart Tax Payers
L Group Excerpls
Unawarn group. Alrport tex should be shsorbed in
Snm-ﬁumm wiere not wware if they Hekating ar explained prior to booking
wtild be charged of using afrport for (hoic ort tax should surely be paid
fight. ul the sime 28 the Uckat"
wirport tax should by advertised

Agree alrpor lax noroass, Ag lomg as 1 in used wisaly especial-
This group ia respondenis that positivaly |y for sarvice Improvement

sgrez {0 an Increase of airport wx U the 1 in sarvices and fcilities

parvice quality also mmymoved, This kind of
rospondents b very much sxpected since
the airpor manegement should pot & lol
of effort in terme of maimizing service

quality in the airport,

I baliave it has l:unh:::wﬂhlllil. 1o
bave &n alrport to be proud of

I do not mind to pay such amount
af airpor) tax, when [ know i s

helping fo pay for o good facility”

Disngree airport tax incresss,
The respondant who (lsagres 1o an incrsase

ol the slrport tax a8 they peroslved that

the chiarge is almendy high enoughs

o addiGanal should be mards
[ resemit to pay higher airport tax
The actual amount T have taxed is
warth it

Disagree alrpar! lax incorrel,

The lant possible group i respondents who
disagres noi only 1o ap ingrease o the
airport tax bat also o the existence airpon
ba sl

! stromgly disagree with 1 X
Whenever poesibla 1 avold [akarta
atiport beonuse of the airport tax
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Main Highlights and Vital Relloctions

As gualitative research stralegy is to caplure the multiple realities
westing within Service Quality-Purchase Intention phenomenon, and
sicher pxplanations and {llustrative examples that generated insight. This
wady has produced many differant Insights about the ways in which Service
Quality-Purchase Intention can be extracted from the qualitative findings
s===ented in this parl Nevertheless, there are key deductions that are worth
=oting, In highlighting these deductions we will offer some reflections to
:war the questions posed earlier in the introduction mainly on the question

“Ts it true that service quality will bring & belter company's performance™

“zainst the backdrop of this question, some key deductions are presanted in
2 {ollowing dizcussions.

The Overall Characteristic of Quality Managemani within Airport

Reflecting on the quallstive data, one should not naglect what can be
= most obvious finding of all, which is the fact that to & certain degree, qualily
=mmagemaent 15 balng percelved imporlant by a number respendent in the
e=port Industry,

What is also Important to note about the phenomenon of service quality
sethin thess Industry is that it (quality management) exlsts. To resample some
== statamaonis made by tha respondents -

"The sarvice guality (is a) good Idea but ....."

I do not mind paying higher, ... for service improvement..."

“A vast Improvement in sarvices and {acilities over the years.
[ fully support the alrport tax"

“T do not mind to pay such amount of sirport tax....for a good
fanility™

Supparted by examples of this small vet rather revealing sample of
sualitative insights, some specific things can be said aboul the service quality
comtext of airport which is pertlnent to LE:J:nhqsp intention.

Tha first is that one geis a sanse Service Quality-Purchass Intention
== indeed operating within a complex if not challenging in the airport situati-
cewl, However, they seem unlikely to play & balsncing act of managing differsnt
wariable alements and different forees that require thelr sttention. The lact
st many of them practice a Sarvice Quality -Purchase Intention modal where
h‘matﬂ&emﬂa‘myﬂmmngnﬂy!ﬂumuﬂinhm[wu Inquiry Service
Cuatity-Purchase Intention mansgement of sirport needs 1o be contextualized
within this complexity of situstion.

Based on the overall descriptions of the Service Quality-Purchase
Intention in airpart, one also gets & sensa that, although airperts beve tried their
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prograssive efforts to improve their quality, many passingers remain "mtral’
to purchase intention. This 1s the second point,

Howevar, the servies quality management should still be understood
from this light, This position may well play pivotal role. In facl, many of their
offorts to institute and implement betler quality aro in response o the demands
of their oustomers and common practice in the alrpert industcy which often
Influenice (he palicy makery,

Henow, aithough the aim of this research s not necessarily to map-oul
Hhe contextial ar external factor and dynamics affscting this Service Quality-
Purchase Tntention, It is eracial that one hes a grasp of what these realities
are in understanding the phencmenon in the alrporis, Perhaps wilh such an
understanding, it then makes sense that while preaccisphed with other pressing
‘miattars, service qualily and purchase intention is still frue anly in the theory.

The Existence of the Service Quality-Purchase Intention Structuraes

There e many challenges that airport fece In term of increasing
their performance. Thelr customers {passengers do have limited options
and information about the alrpart they visll, especially for international
travelers, However, afrpott managers are ncressingly acknowledging the noed
{or creating sarvice quality in order to counter some of performance pressure
thal afrpart brings to bear. As direct reaction to these, alrports ara dodicating
vnst amounts of resouroes to Increase their sarvice quality.

Bymﬁtngthundfum.nhwhhupaminmaulnrgaﬁmudulgﬂu
Howover, in order for sirport to reap their benefils of a repeat purchase
\ntentlons bass, airparts need to develop a very good perspective on Service
Cuality-Purchase Infention in-alrpart which te Insufficlent published academic
research available.

This study found thal there are evidences of minimal or somuwhat
limited extant of formalizetion for Service Quality-Purchase Intention model
a4 shiown hy the following excerpts that indicates this scenario;

»....Mow the sirport has a plessant atmosphere, I have lo 1all my
wife about j1..."
“ ...and Airport tax should not @ problem.,.”
“When arriving from overseas It s great to come back to an
we can be proud of.

*I was only there to see a friend off but was mosl impressed
with the facilities provided”.
“Jakarta ulrport {8 an asset 1o the ares andas 8 local | am proud
gﬂlt'nnd to have the use of it and will support any reasonable

rge,..."

However, through investigations on the qualitative survey, this study
has mads a better understanding of Ssrvice Quality-Purchase Intention in the
alrport industry, The relstionship between Service Quality is quite intittive.
As a esult many researchers have genurally taken this rolafionship for grantsd.

a0
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B stvamcing our knowledpe of an assumed relationship between service
ey s=d purchase intention, this study has révealed that to servioe
Sty i3 considered very important in the airport, it is not ly masult
= Seter performiance vis a vis purchase intention.

Sesults from the questionnaire and qualitative responses imdicated that
S wessnabllity of three purchase intentions; come sarlier to alrport; recommend
et Lo othiers; end paying airport tax highar, varied, Recommend alrport to
e recsived a positive reception, The other two did not generate the same
Sesvs reaction as recommend sirport to others, especlally Come eurlier to

memert, Whils paying airport tax highsr was having mixed reactions. Soma of
e amree and some do not.

The study into concepl of service gquality and purchase Intention has
e that it could fulfill some consumers’ requirements. However, confusion
e Do earller (o airport and Paying airpart tax higher would need to be
aimssad for it to succeed. The very neutral nititades hald about Come sarlier
% wirports mean that it is unlikely that passengers could be sasily influenced
= the near future to visit airport mﬂﬁ: as airlines or traffic have bigger
s===ance on them.

The problem with P airpart tax highor is different and is related
i :ﬂpﬂudﬂﬂ]flﬂﬂkﬂf(mnl}" with the species, Many of them require
=ewe information about the airport tax. Familiarity issues could be addressed
“Smuzh in alrport displays, leaflets, avel agents ete. to make people aware of
armort tax incurred [0 the airport.

Apart from that, this chapter has tried to provide an in-depth analysis
of gualitative inputs from the respondants, and has critically discussed the
s=a=zcioristics of service goality and purchase intention in the airporL

SUMMARY AND CONCLUSIONS

This study has addressed the issues thal are important in the management
o services in the airport industry, especially in Indonesia. The research was
Sm==ed on) the perceptions of passengers of Jakarta alrport, Other types of service
srganizations might have produced similar or different findings, The fallure
o s=rvicn quality to affect purchase intentions in this study should be concerns
‘o furthor study. Perhaps passengers do not always want the best guality
semvice of an airport. The findings may raise further question, howevar, this
stady has addressed the most important concerns of service quality and
surchase intention in the airport industry.

- Regarding to that, this study, therefore, has some implications, At least
tiuis study has two implications, thoee are! tesesrch and Implications;
2nd managerial implications.

Research Implications - Despite, this study should be sesn as a pral
sitempt to present & new direction for service-quality research espacially in
the alrport industry, the findings of this study offer some contribution in the
ssmae that it may bulld some new understanding in the area of study.

qn
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Apart from that, the moderataly low correlation serviee quality-
intentions may become the challenges for the theorists o uncover
other factors influsncing purchase intentions instesd of service quality alone,

Managerial Implications - The llrst and the most obvious implication for
alrport managers is if airport managers plan to develop measures for service
quallty, they should focus on a fulfillment-oriented approach. This means
that they should develop anruinﬂ—glunhty constructs that will capture results
that meet {hsir requirements of their passengers, those that may Incredse
purchage intentions. Second, atrport managers should ressarch their customer
before chioostng ths Hems to form the basis of their service-quality instruments.
Such & study would enable them to Umit the scope of items that are inciuded
in thelr service-guality instrument to thosa most relévant to their passengers.
In gathering such dats, airport managers should cover bath outcomes and
the impact of dominant service lnteractions on thelr passengers.

In addition, sirport managers could tmprove their service qualily by
tnrgeting different aspects of the fulfiliment-oriented construct. Managemant
will influsnce service quality by ensuring that the process of defining the
mutually results is efféctively carried out. The failure of service quality lo
affact purchase intentions in this study should be concarns for forther study.
Perhaps passengers do not always want the best quality service of an airport.
Eﬂhd they might be more influenced by flight schedule or punctuality of

inas.

Limitations
As with any othar study, this study should have some limitations.

Firstly, this study foruses on the evaluation of service quality and assumes that
hath the service providers and passengers agreed on service attributes being

gtudied. Moreover, the constructs and the measures: proposed hers require.

furthar testing bafore muking any concluslve statements about the construct,

Secondly, the sample and the number of airports may not have been

the ideal wiy of depicting airport service quality attributes, Despite of that, this
study had tried the only possible alternative for developing sarvice attributes
that wera parcefved mandstory provided in the airports. 11 is possible that the
attributes were too unlike teal to alleit, although the sffort was made when
developing the attributss,

Futore Research

There are some opportunities for future researches in this stody sres
atmied at understanding more fully the pature of ssrvice, ils Impact on purchase
{ntention. Repllcation of this study using different airport setting and/or
differant methodology will extend ganeralizability of present study. Since that
as Laane and Schulte (1980) note that “there are oo universal generalization”
and that "replication is the key to generalization”

iz
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Comclusions

Thiz study hos actually looked at 8 number of issues in service guality
‘=2 purchase Intention. In that, this study yielded some very important
Selings One of the finding 1s that there was a very low correlstion betwesn
Sevioe Quality and Purchase Intention. The results of the study may reveal
S purchass intentions were vary much nfluenced by other lactors such as
es==aft schedules. This was taken due to the focts of this study that there was
o correlation between Service Chiality and Purchase Intentions.
J Annther on is that this stidy has one remnining question to be mswered
e s essentinl for airport mansgerial issue, The results of the study sugges!
S =rvice quality has no signﬂ:éml impact on purchase intentions, $
- =mert mnnagement may neod to ovir stiategy centering solely on ;
wstions. This means thet passengers may not need the highest service quality
St bedter price ar other factors that really affecting purchase intentions.
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APPENDIX A:
QUALITATIVE QUESTIONNAIRES

Seion A Servics Quality Attributes
- Do you agree to some or any of these statemante?

The airport should hes modern-looking equipment

The alrport physical facilities should be visually appealing

Tha airport emplovess should be neat-appearing

Materlals associated with the service (such as neon signs or sign

boxes) should be visually appealing at airport

Seating available should be anough

There chould be adequate space for visitor observution

Displays for flight schedules ahould be essy to find

Direction movement within terminal building should be sasily

SEET

8,  The lounges shonld be spacioas

10. There should be enough ticksting counters

11. ShnﬂzahnuMhe carefully design (o allow freadom of movement

Public address system should be heard olearly

13. There should be enough the vardety of shops

14, Thaere should be encugh check in aounters

15. Thea seating should be comfortable and adequately providad

16. TV lounges should be avallable and convenient

i7. Alrport should have adequate trolleys

18, Business centre ghould be adequate for business travellsr

18. Space should be avaliable for poopls 1o move frealy

20, Resteooms should be conveniant

21. Baggage lockers should be available and convenient

22.  An sirport should provide a pleasant and relax environmamnt

23. When the airport promises to do something, it should do so

24. When you have a problem, the airport should show a sincers
interast in solving it

25, The sirport should perform the service right in the very firet
tirme

o a0

e B

a6, Employees of the sirport should give you prompt service

27. Employees of the airport should be willing to help you

28. Employees of the alrport should be never too busy to respond
your requssts

28, The behaviour of employees of the airport should instil
confidancs in customers

30, You should feel safe sscure al the alrport

31. Employees of the alrport shouild be consistently courteous with
you

ag
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32. Employees of the alrport shiguld liava the knowledge to auswer
your questlons _

43, Tha nirpart should give you individual attention

34, The airport should have operating hours convenient to all its
cusiomeary

4s. The sirport should have emplayses by ighve you personal
attention

46, Tha sirport should have best interest at hsarl

37. Employees of the airport should anderstand your specific needs

94, Prices should ba compotitive

40, There should be wide selection of foods and beverages

40, Foods and bhevernges' quality should be gatisfactory.

Qz. Plaase clarify, why?

Q3.  What are the chances that you coma to this alrpert earlier for your
next visit Lo this airport? Explain, why!

Q4. What ls the possibility you renmmmend thisairport 1o othees? Why?

5. What s the possibility you ara paying airport 1a% higher? Why?

Thank you for your participation.
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AFPENDIX B:
USER RESPONSES TO OPFEN ENDED QUESTIONS [VERBATIM)

Comments

- Iﬂd!ﬁﬂ 5
g 1mrr unday as we enjoy watching planes goming and
hl:illll_lnswulllal:l—uruh

ﬁhﬂaﬂrpm—tl:mmlhm
arriving from overseas it is grest to come back to an airport we can be

only there to see 4 frlend off bul was most impressed with the facilities

:.Ed;.g; nanded for wheelchairs and eiderly only
lpunge much approved - no worries aboul departure tax
sizport ['ve been in. Especially good for viewing the flights arriving and

Separting
S=port 've been in has such good viewing.
Mrport is-an asset to tha city,

Sieven 1 visitad sines all the alterations had been made and was very favarable
Emeeceud,
Mo parking soemed easfer than when | was a regular user 8 years ago.

mhﬂm:mihBImeWMWthmhuﬁawmmdmﬂdapﬂm
8-

Cost pwny from the rate payer. User pays in this instance.

Eyen t Bandung Afrport closer, | prefer i6 use Jakarta because |1's more
Cemlortahle with better connections.

{ Sink the new terminal is & greal improvement,

The sirport hasa huge improvement.

! mersonally find that with Use terminal and focilities, | sm thoroughly pleased,
o= lr.iﬂsi,gn is very good particularly with elderly and handicapped in whom 1

mhy@hmluth&nhpniwhmltmnﬂﬁimlndthnamh}mmmhlm
ﬂ‘;ﬂghﬂulntmmpinm Congratulations,
Ne it's o really good improvement go on.
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I found the airport building excellent, All services were of a high standard. I
would just wonder if car park would be big spough for the futurs.

Jakarta airport is o greal aredil to us.

Jakarta airport would be the nicest airport 1 have been in the last 12 months.
The facilities were very good.

I have been to the airport many times and find the recent upgrading a
tremindous.

ant, an assot to Jakirts and a pleagant place for travellers, T would
like this airport to reach internationally recognized.

Very modern and well-kept with o very pleasant atmosphere.

Clean, tidy and well planned.

The upgrading work to date hos made Jakarta o for more pleasant and functional
Place.

Comfortable pleasant surroundings. Good facilities {shops, toilets, children’s
playground, Etc),

Friendly atmosphere, clean and tidy, Nice to be able to see planes arrive and

New airport facility is pleasant and provides an afficient servics,
I like the changes they've made-lts made a real difference.

Jakaria airport is an asset to the area and a5 8 local Tam proud of it and to have
the use of it and will support any rensonable charge as long as well informed.

Much better than before.

Now blg improvement on Lhe last timae.
Vary impressed with Uhe airport.

Much better than other (domestic) alrport.

Service compares favourable with other airports, Jakarta airport is a lot batter
than it used to be,

Tt seenis quile adeguate for the oity i1 serves.

Absolutaly unrecognizable from my ardent days 20 years ago! Dead elegant|
Thi viewing loungs upstairs is grest.

Stenificanily Improved espacially in the terminal.

I have seon a greal improvement in the last 12 months,

Service compares favourable with other airports Jakarta sirport Is a lot better,
Than it used 1o be.

I have found Jakarta airport quite good, not too far out of the city.

As a mother of twe young children [ have greatly appreciated the child care
room and Children's play area.

It seems quite adequate for the city it services.
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¢ of two young children, | greatly appreclated the child care room
fren's play area.

a=d comiortable-good viewing drea in a sunny spol. Easy to fnd way'

\ka=t3 12 yeurs ago. Used to bea so open and hot thrilled with present,
_'_ =y short visil to Jakarta alrpart to be comfortable and & pleasarable

~d 5

en hag improved over the last 3 years,

ealy Is an improvement on what It used to be like.

W =oressad by the cleanliness and sthnical-modern interior.

wrpart facilities have improved greatly.

lhinmv alrport building has been well-designed and tastefully
1. No

nirw alrport- most attractivel
v congested around ticksl counters at penk times,

Commonis

The pric=s are an insull,
Fes shiould be much Jowen
== I= too high if you want to buy Tor fust @ bottle of mineral water,
= enijoving baing in the airport, the thing is | have to pay a lot of extra for
=p of teg, Eﬂdnﬁlmﬂ_hﬁﬂmfm

244 10 connogt overseas especinlly Burope and US are awful.
Some design was poorly implemented 1.0, self claim area and reporting ersas
== ogsther.
& il eould've done better, and pick up and sl down ares should be better
‘==rolled.
Soe cars aro there for ages.
¥ kas alwave disturbed me that the quality and quantity of sarvice ot this
s=port has always bean little or non-existent. For 5 years 1 flew continuously
== of this alrporl.
Ta== should he servioe, food, and drink available for all of the hours
“are are [lights using the mirport,
e one smiles and it feels like a cold welcoma.

1 Sel it provides a functional service {in-offansive) but deds nol reprosent an
==ractive part of entry to a city on the edge of polential
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I think the architecture of the alrport does not fit the city. It makes me frown
avery tima [ Drive up.

Have usad the freight dept a fow times over years, stafl friendly bat usually
VOry Alow s8rve.

Goneral Suggestions

The airport should keep on improving. Customers change tastes saslly, You

must renew yoor commitment towards the customers and find out how (o
ackage your services differantly,

!;‘hn children's play area could perhaps have a fow more things and the area

around it,

Should be smoke free.

Would be really good to have a post Office hers, soveral times I've needad one.

I think there should be separate toilets for staff and customers.

It seoms not very much thought has yet gone into loading by more versatile

wir bridges,

To suit operations at regional centres we don’t have to ﬂmm}m airports, ol

to fail by saying we are too small loading disabled and ly needs attention.

vonvoyor hill noeds 1o be larger-more space around it for passengers
to collect their baggage.
Come Earlier 1o Airport
I was late for check-in due o the traffig, for next I have Lo sparo soms tima....
The longer you stay the more unnecessary cost you spend.
[ am emjoying being in the airport, the thing is [ have to pay & lot of exira for
& tap of tea.
A realistic fact for coming sarlier is proferable if T had special thing to do in
alrport before bodrding such as mesting with somebody or something alse.

It doesn't have a television lounge and by having more shops could promote
Jakarts more there's a lot of wasted space within the boarding lounge and nol
much room for tour coaches outside the bullding. This also can be an option
lo spend more time in the airport.

Comments on Recommend Others lo Visit Airport

I find personally thal the ssrvice and facilities lmproved time by time. I am
thoroughly pleased, | really enjoy going to the alrport where the service and
amblence combine for a delightful stmosphers.

I visit almost every Sunday as I anjoy walching planes coming and going and
having lunch. In fact, | am vary often sscompanied by some ﬁmﬂw as [ asked
them to come,

I have not visited the airport for & while. Now the airport hag o pleasant
atmosphere, [ have to tell my wife abont it
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sirport should now promoted.

b | sppreciate the upgrading facilities | would s supppit anybod
S5is airport to mapﬁnh “improvemaents” aunh%, |:Il-tﬂ1‘1-ﬂtﬂ....?

‘should be proud to hiave thisalrport, T should tell my friend about jt.
et is axtortions and the worst possible PR exercise:

=—rudl tolling othirs as long as it maintain its performance.

=ni this-airport is no problem.

in mnd facilities over the last 2 I -
'.n{lhh_m faoiliti the years I fully support
= possible | mention about Jakarta airport becanse of its facilities. [
S0 gRiN same impression.

Airport is commendable!

. H:r.Eru should be any problem to promote this airpert. The airport
2. don't spoll it!

its on the Depariure Tax:
ﬂ:ﬁmgnuhnuldhuah!nrh&diﬂﬂcknhn;mmphhuﬂpﬂurm

ﬂnrrﬂamnmhamuaﬂitutunm:hliduﬂmtm user’
tors-seem o mean place!
mmﬂdhummmmtﬁpnidﬂwnihanhmktunmm

ﬁh;nutnf]nknrtnlstnum girlines o incur $3 doparture tax, It
m»ulyhnpaidatthammnu:?;asthn tickst.

= hgmuxshwldhniunludndmtham;dlhaﬂnmmmlmﬂm
2d be mode aware of Lhis when checking in.

'---;4. thm-ehauhmnmmynnmplnhmlbnutlhudummmm{m
= been worth it all, to now have a terminal to be proud of.

» with the o tax, but the new airport terminal ls comparable
lnTm:nlnahln contres, tharefore, the actual amount I've beon taxed

-I_dn'l _l'EII.!:I.d paying departure tax ole when T know It is helping lo pay for a

T 83 departure tax is'a rip-oll. The Improvements ars an assat that would
E===ate income anyway!

\%5=r than the $3 to board no complaints.

T%=sirport looks very nice but [ resent having to pay departure tax,
Aactishment of dopariore tax §3.

W hen does the alrport plan to drop the fee?

Seongly disagree with departure fes.

%« time to drap the tax.
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I think your departure tax schems ls 8 waste of time and an Imposition
please tha airlines, they may pass It on but is easler,

Tax Is rudal

1 disagres strongly with having (o pay any amount of monsy over and above
my airfare.

m&imﬂ my rights about leaving an airport without the extra
| personally begrudye paying $3 daparture from Jakarta alrport.

Disliks the $3 departurs tax {dea.

I think the $3 departure lax should be abollghed|

Do not continues to charge & departure Lk,

I disagroe strongly with the $3 surcharge.

The departurs tax was not advertissd and | only knew aboul il becsuse it came
up In Conversation.

I objoct to the departure fes being maintained for ressons of principle, the
precedent it sets, and the additional incenvenisnce it cansed.

The departure tax {s a hassle elthough I've used |akarte a few times | still
dom'L.

Know why It Is required.

$3 tax is unaccepiable | see the airlines aié the alrport users, not mysalll
Thara shouldn't be a departire tax.

I disagree with the need for a departure tax Il is another job to do prior o
depariure.

Wouldn't it be better to levy the airlines on per head besis who could recoup
tho dost from fares.

Don't agres with the airport duty at all.

'I'!hﬂglﬁsgﬂréapmum tax is an Irritating ancimaly-to suggest o charge for using an
airhridgs.

Compounds that the whols approach reflscts in & ve way on the attituds
of local authorities toward someons who brings b g Into the reglon.

D .
i e Sebas gt b o ey
well is too much,

| was unaware of the departure tax until the mention of it on the systems |
filled in this-form.

[ strongly disagree with the departure tax.

(et rid of departure tax- totally unacceptabla,

The 3 departure tax really peeves me off]

Ej E: puﬁngm:{:;‘mmﬂl. the departure tax should be reduced now
Strongly resent paylng 83 departure tax.
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