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A basic study on evaluation for passenger usability
in the airport terminals

Makoto USHIRO*
Kenji UESHIMA**

Synopsis

It will be necessary to improve security, usability and amenity in Airport Terminals in future.
However, evaluation methods for usability, amenity in Airport Terminals are unclear. Thus, in this
study, i )We arranged evaluation methods on airports and other fields, i) We picked up
evaluation items from reviewed researches. With the result, We systematized evaluation axis and
index. Furthermore, We clarified methods to evaluate and improve usability and amenity in airport
terminals.
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Airport Terminal : Product Facilities Jok kokk
Airport Terminal : Staff Service Jek ok
Standard of Airport Web Site hadafakel
Transportation Business Facilities
Public Transport facilities Jok kk Cash machines / Bureau de Change Jokokk
Cost / Location of Public Transportation Jod ek Supply of Public Telephones ek
Easy access by car ,* akakal Supply of Internet facilities f* * Kk Ak
Cost / Location / Availability of taxis e ek g Business Centre / Workstation areas P ok e
Cost / Location of hotel Shuttle buses Jek Kk Location / Accessibility of Airline lounges halalaliel
Location / Access to Car Rental facilities halaloliel

Shopping Facilities
Arrivals / Departures Information about Shopping facilities fliakakol
Waiting times at Check-In ,* * ek Exciting / stimulating shopping environment ‘* *kok
Baggage trolley/carts throughout airport Jodeok K Selection of shop outlets aRaRaRolial
Connecting between Terminal(s) ,* Fhokok Prices of international brand items in shops [***
Time / Distance to Boarding Gates Jek ok Quality of Staff Service in shops Jokok
Clear Directional signing around airport ,* akakal Language abilities of Staff f* * k&
Walking distances - Arrivals, Transit etc e ek
Waiting times for baggage delivery fafafaladl Food & Beverage

Selection of restaurants / food outlets ek ok
Security / Immigration / Customs Prices of food and beverages foliakalal
Waiting times at Security screening points ,* * % Staff Service in restaurants / food outlets f* * Kk A
Efficiency of Security screening e ek Language abilities of Staff falafalel
Waiting times at Immigration Jokkk © Skytrax Research
Attitude / Friendliness of Immigration staff hod * ok
Customs Clearance procedures ,* e ke
Attitude of Customs staff hadalakal
Terminal Comfort
Seating Areas - Comfort & Capacity Jek ok
Passenger crowding around terminal ,* fakakal
Terminal Ambience & Decor e ek
Cleanliness of Terminal areas Jok Kok
Standard of air conditioning Jod ek
Natural daylight in Terminal ,* * %
Views of the aircraft / runways kK
Smoking policy / Smoking Rooms ,**
Children's Play facilities Jod ek
Washrooms - Numbers / Location ,* ek e
Washrooms - Cleanliness / Presentation e dekede
Showers - Numbers / Location Jok Kok ok
Showers - Cleanliness / Presentation Jek ok
Disabled / Baby room facilities ,* e ke
Transit Hotel / Dayroom facilities ,* aRakadl
Other Leisure facilities Jok Kok ok
Visibility of Customer service counters Jek ok
Quiality of service at counters ,* jafialial
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