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Portfolio analysis of customer satisfaction survey on Airport Terminal

Mitsuteru UCHIKADO"

Synopsis

The improvement of the function and services provided in the airport terminal is an important issue in the
airport management. It is effective to understand the customer satisfaction rating, and to connect it to the
priority improvements. In this study, it was clarified to be able to extract the priority improvement items to
raise customer satisfaction, through conducting portfolio analysis to the previous results of customer
satisfaction survey on airport terminals. In addition, instructions for designing questionnaire suitable for

portfolio analysis are proposed.
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