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Abstract

The aim of the study was to elucidate the impact of airport service quality with its
various dimensions (tangibles, reliability, responsiveness, empathy, security) on passenger
satisfaction and how it influences travelers' experiences. Additionally, the study sought to
explore the factors affecting travelers' experiences at the airport and determine the
importance of these factors in shaping passenger satisfaction and loyalty. Data collection
relied on a questionnaire, with the study population consisting of all travelers at King Khalid
International Airport in Riyadh. A random sample of 200 travelers from King Khalid
International Airport in Riyadh was selected for the study, employing a descriptive-analytical

methodology.

The study found a statistically significant strong positive impact of airport service
quality, with its dimensions (tangibles, reliability, responsiveness, empathy, security), on
passenger satisfaction at King Khalid International Airport in Riyadh. The study recommended
the provision of training courses for airport staff to enhance their skills in delivering high-
quality service, updating the ticket reservation system to improve the booking process and
reduce customer waiting time, and enhancing airport security measures through the use of

advanced technology and training employees on the latest security practices.

Keywords: Airport Service Quality, Passenger Satisfaction, King Khalid

International Airport, Riyadh.
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