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Abstract

This study analyzes the role of risk management in improving service quality at Najran
Airport through an expanded descriptive-analytical approach grounded in scholarly
literature, international standards, and professional airport guidance. The paper preserves
the original research topic while restructuring the methodology as a documented analytical
study that remains academically verifiable and ethically sound. The core assumption is that
airport service quality is not merely a matter of visible service features; it is also shaped by
the administration’s capacity to anticipate operational risks, manage bottlenecks, coordinate

response, and maintain service continuity under both normal and disruptive conditions.

The study relies on structured documentary analysis of ISO 31000, ICAO safety-
management guidance, the service-quality literature linked to SERVQUAL, and the general
professional framework offered by the Airport Service Quality (ASQ) programme
developed by Airports Council International. This framework is used indirectly as a
conceptual reference for passenger-experience indicators without disclosing confidential

internal operational data or restricted reports.

The study concludes that risk management enhances airport service quality through
several pathways, especially reducing operational disruption, increasing reliability,
strengthening response speed, improving information quality and support services, and
reinforcing passenger trust in the airport environment. It also highlights the importance of
building an operational matrix linking risks to service-quality indicators, institutionalizing
periodic review, and transforming operational learning into continuous improvement plans.
The study recommends integrating risk management into the airport’s operational and
service policies, promoting integrated staff training, and adopting proactive mechanisms for
congestion, information management, and service touchpoint control throughout the

passenger journey.

Keywords: Risk Management, Service Quality, Najran Airport, Passenger Experience, ISO
31000, SERVQUAL, Airport Service Quality.
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