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ABSTRACT

Title: Research on the Status Quo and Improvement of Airport
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Service quality is the display of business content and the core competitiveness of
enterprises. As an important part of airport service, airport security inspection is one
of the direct manifestations of airport service quality. As a link directly facing
passengers, it is also a key department to improve service quality. Its results are
related to the overall image of the airport. Related to passengers' understanding of the
aviation journey. Therefore, this paper studies the problem of improving the service
quality of airport security inspectors in order to enrich the subject system of service
quality.

In order to clarify the service quality of airport security personnel and put
forward improvement strategies, this paper takes literature analysis, questionnaire
survey as the main method, under the guidance of service quality theory, customer
satisfaction theory, consumer behavior analysis theory and market competition theory,
Kunming Airport as a case study.

Questionnaire survey and typical case analysis found that in Kunming airport
security inspection, passengers' satisfaction with their service quality is not high,
mainly focused on the results of security inspection, and some passengers think that
the working methods and attitudes of security inspectors also need to be improved.
The lack of passenger satisfaction and the lack of job satisfaction of security

inspectors directly lead to high complaints about security inspection at Kunming
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Airport, frequent complaints by tourists, and insufficient enthusiasm of security
inspectors. Causes of service quality problems, including lack of awareness and
cooperation among tourists Enough , the airport system and management management
is unreasonable , security understanding and insufficient ability and quality and other
factors .To improve the service quality of airport security personnel , we first need to
improve the understanding and cooperation of passengers , including through the
publicity of security inspection knowledge , improve passengers' concept ; reward
passengers who cooperate with security inspection work , and improve the support of
tourists , etc .Secondly , we should improve the company's organization management
and security system , including improving the company's management mode ,
improve the corresponding management strategy based on the needs of security
personnel , improve the working environment of security personnel , optimize the
incentive way of airport security inspection system , through the special channel
system in the morning and evening points , contraband storage and mail service To
improve the efficiency of security inspection, reduce conflicts between security
inspectors and passengers, and efficiency of security inspection, reduce the conflict
between security inspectors and passengers, and improve the satisfaction degree of
passenger satisfaction and external support needs of security inspectors. Finally, we
should improve the quality and ability of airport security personnel, such as
improving the system, typical case education, criminal responsibility system, etc., to
improve the understanding and working attitude of security personnel, strengthen the
attention and training of airport security personnel, and improve the security

inspection ability of security personnel by various methods.

Keywords: Airport security personnel Service Quality Customer Satisfaction

Job Satisfaction
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