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Passenger expectations and perceptions of airport service quality in Tanzania remain underexplored, despite their importance to satisfaction and industry growth. This study examined service quality at Julius Nyerere International Airport (JNIA), focusing on airline service dimensions, airport facilities, ticket pricing, and overall passenger satisfaction. A mixed-methods approach was employed with 100 purposively and randomly selected respondents. Data were collected through documentary review, interviews, focus group discussions, questionnaires, and direct observations. Qualitative findings were thematically analyzed, while quantitative data were examined descriptively using frequencies, percentages, and cross-tabulations with SPSS version 22. Results show that 84.7% of passengers’ expectations were met, 92.6% expressed satisfaction with airport facilities, and 76.9% were satisfied with pricing and charges. The study concludes that enhancing airport facilities and reducing fares can improve passenger convenience, increase air traffic at JNIA, and contribute to strengthening Tanzania’s air transport sector and economic development. Future research may further assess the performance of airport service providers.
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1 CHAPTER ONE TC "CHAPTER ONE" \f C \l "1" 
INTRODUCTION TC "INTRODUCTION" \f C \l "1" 
1.1 Chapter Overview TC "1.1 Chapter Overview" \f C \l "1" 
This chapter introduces the study by outlining the background to the problem, the statement of the problem, the objectives of the study, and the research questions. It also highlights the significance of the research, as well as its limitations and delimitations. The chapter lays the foundation by clarifying why this study is important and how it aims to address the knowledge gap regarding passengers’ expectations and perceptions of airport service quality at Julius Nyerere International Airport (JNIA).
1.2 Background Information TC "1.2 Background Information" \f C \l "1"  

Globally, the aviation industry is regarded as a critical enabler of connectivity, trade, and tourism, with airports serving as the main gateways through which passenger experience is shaped. Airport service quality is, therefore, a central factor in influencing passenger satisfaction and loyalty. Over the past decades, increasing competition among airports has made service quality assessment a priority for operators who must balance efficiency, safety, and customer service to meet international standards.
In the African context, the growth of air travel has created opportunities but also highlighted challenges in maintaining service quality. Airports in many African countries face pressure to enhance infrastructure, service efficiency, and customer care to meet the rising expectations of increasingly globalized passengers. In Tanzania, Julius Nyerere International Airport (JNIA) is the largest and busiest airport, handling millions of passengers annually. As the country’s primary international gateway, its performance directly affects not only passenger experience but also the competitiveness of Tanzania’s tourism and aviation industries. While notable improvements have been made in expanding facilities and services, limited empirical studies have comprehensively assessed how passengers’ expectations compare to their actual perceptions of airport service quality at JNIA. Understanding this dynamic is crucial to identifying service gaps and areas for improvement 
According to the Tanzania Airport Authorities (TAA) Annual Report, TAA, (2020), Julius Nyerere International Airport (JNIA) is the second biggest in the country handling nearly one million local and international travelers yearly, the airport keeps on growing rapidly in terms of traffic, airline operators, number of passengers and other activities. This indicates services expansion and entailing stakeholders such as; ground handling services. Immigration services, customs services, airport police and state security, airport taxis, shopkeepers, and restaurant service operators (Danyliew and Cohen, 2018).
Concurrently, the sustainability of Julius Nyerere International Airport depends very much on passengers traveling around destinations and that triggers a need for consistently maintaining the airport service quality. If this turns out successful, the airport services must be improved to meet both local and international standards while promoting its development and national economic growth through taxi revenue, (Murusuri, (2011;2016; 2020); 2021).  Meanwhile, improved airport services are expected to mitigate passenger’s expectations and thereby ensure a maximum level of satisfaction over product/services performance. It is common, that businesses with satisfied customers increase the purchasing rate and reduce complaints. 
It should be noticed that many airlines have collapsed and shut down operations due to the decreasing number of passengers. In one way or another, the service condition of the airport services might indirectly have contributed to passenger dissatisfaction despite the airline’s high-quality service. It also has been noticed that the different levels of services determine airline service performance the customers go through to the final destination, and that is the reason why the quality of airport services matters, and it is the reason why airline companies are duty-bound to invest in training and adding more skills and knowledge to their workers in a fresh bid to increase and improve service quality and reputation, (Shahram, et al., (2020). 
On the other hand, passengers' anticipation of the quality of airport services is just one of many factors (such as routes, scheduling, location, and prices) that go into making the overall, airport best appealing, but it is still a crucial factor of consideration, given the growing significance of a customer-oriented approach in addition to the competitive advantage of the sector (Chen, 2023); (Anderson, 2022); and (Rhoades et al., 2021)). 
Altogether, designed internal service performance measures e.g., (the number of complaints, and the length of time spent waiting for baggage delivery or check-in) help compare procedures, they are also dubious because they are usually obtained from managers rather than from passengers, which means they don't accurately reflect the needs of the actual consumers, and that the end effect could be an ineffective attempt to raise service quality in ways that clients don't care about, failing to provide the value that influences a customer's decision between options and that paying little attention to this remarkably diverse group makes airport services look complex (IATA, 2012). However, knowing the customer’s expectations and the fact that they vary widely is a vital process in delivering quality services (Douglas & Connor, 2003). Thus, by performing this empirical research on the passenger’s expectations of the service quality of the airport, valuable information will be generated to fill the existing gaps in this under-studied service category. This study, therefore, shall contribute to the creation of a conceptual model of passenger expectations on service quality for Julius Nyerere International Airport.
1.3 Statement of the Problem TC "1.3 Statement of the Problem" \f C \l "1" 
Although service quality is a widely studied concept in the aviation industry, most existing research in Tanzania has tended to focus on managerial perspectives, operational efficiency, or isolated dimensions of service delivery. Few studies have systematically examined the relationship between passengers’ expectations and perceptions of airport service quality. This leaves an important gap: while passengers may expect international standards of service, their actual perceptions of what is delivered may fall short, creating dissatisfaction. At JNIA, anecdotal evidence and fragmented studies suggest challenges such as delays, inconsistent customer care, and facility limitations. However, these accounts are often one-sided, focusing either on what passengers desire (expectations) or how they view what they receive (perceptions). Without a dual assessment, it is difficult to determine the magnitude of service quality gaps and their implications for customer satisfaction and loyalty.
Therefore, the problem addressed by this study is the lack of comprehensive empirical evidence on the alignment or mismatch between passengers’ expectations and perceptions of airport service quality at JNIA. This gap makes it difficult for airport managers and policymakers to implement targeted improvements that respond to actual passenger needs. The majority of scholars have studied the passengers' perception of airport service quality in different countries, with minimal attention to the airports in Tanzania, especially JNIA. 
1.4 Objectives of the study TC "1.4 Objectives of the study" \f C \l "1"  

This section outlines the objectives of the study, classified into overall objectives and specific objectives, focusing on passengers’ expectations and perceptions of airport service quality.
1.4.1 Overall Objective TC "1.4.1 Overall Objective" \f C \l "1" 
The overall objective of this study is to assess passengers’ expectations and perceptions of airport service quality at Julius Nyerere International Airport.
1.4.2 Specific Objectives TC "1.4.2 Specific Objectives" \f C \l "1" 
Specifically, the study seeks to:

i. Identify passengers’ expectations regarding airport service quality at JNIA.

ii. Examine passengers’ perceptions of airport service quality at JNIA.

iii. Analyze the gaps between passengers’ expectations and perceptions of airport service quality.

iv. Recommend strategies for improving airport service quality based on expectation–perception gaps.
 
1.5 Research Questions TC "1.5 Research Questions" \f C \l "1"  

i. What are the passengers’ expectations regarding airport service quality at JNIA?

ii. What are the passengers’ perceptions of airport service quality at JNIA?

iii. What are the gaps between passengers’ expectations and perceptions of service quality at JNIA?

iv. What strategies can be adopted to improve airport service quality at JNIA?

1.6 Significance of the Study TC "1.6 Significance of the Study" \f C \l "1" 
The findings of this study will be significant in several ways. First, they will provide empirical evidence to support airport managers and policymakers in improving service delivery at JNIA by identifying specific gaps between what passengers expect and what they perceive. Second, the results will be useful to stakeholders such as the Tanzania Airports Authority (TAA), the Tanzania Civil Aviation Authority (TCAA), and airlines operating at JNIA in designing strategies to enhance customer satisfaction and loyalty. Third, the study contributes to academic literature by filling a contextual research gap on airport service quality in Tanzania. Finally, passengers themselves stand to benefit from improved services that meet their expectations and enhance their travel experiences.

1.7 Limitations and Delimitations TC "1.7 Limitations and Delimitations" \f C \l "1" 
This study was limited by financial and time constraints, which affected the scope of data collection. Some respondents were reached through telephone interviews rather than face-to-face interactions. The study also focused only on JNIA, which limits the generalization of findings to other airports in Tanzania. Despite these limitations, the study provides valuable insights into expectation–perception gaps in airport service quality.

CHAPTER TWO TC "CHAPTER TWO" \f C \l "1" 
LITERATURE REVIEW TC "LITERATURE REVIEW" \f C \l "1" 
2.1 Introduction TC "2.1 Introduction" \f C \l "1" 
This chapter reviews literature relevant to the assessment of passengers’ expectations and perceptions of airport service quality. The review begins with conceptual definitions of key terms, followed by the theoretical review, empirical review, conceptual framework, and the research gap. The organization of the empirical literature is guided by the specific objectives of the study, which are to assess passengers’ expectations, perceptions, and the gaps between them, and to recommend improvement strategies.
2.2 Definition of Key Terminologies TC "2.2 Definition of Key Terminologies" \f C \l "1"  
2.2.1 Passenger TC "2.2.1 Passenger" \f C \l "1" 
A passenger is a person who travels by air, excluding the operating crew or pilot. For this study, a passenger refers to individuals departing through Julius Nyerere International Airport (JNIA).
2.2.2 Expectation TC "2.2.2 Expectation" \f C \l "1" 
Expectations are the standards or benchmarks passengers anticipate before using airport services. Douglas and Connor (2003) highlight that expectations vary widely depending on prior experiences.
2.2.3 Perception TC "2.2.3 Perception" \f C \l "1" 
Perception refers to how passengers evaluate actual service experiences after use (Shahram et al., 2013). It is shaped by satisfaction or dissatisfaction with service delivery.
2.2.4 Airport Service Quality TC "2.2.4 Airport Service Quality" \f C \l "1" 
Airport service quality refers to the extent to which facilities, staff, and processes at an airport meet or exceed passenger expectations (Swarbrooke & Horner, 2020). It includes both tangible elements (e.g., infrastructure, technology) and intangible aspects (e.g., staff courtesy, reliability).

2.3 Theoretical Review TC "2.3 Theoretical Review" \f C \l "1" 
2.3.1 Assimilation Theory TC "2.3.1 Assimilation Theory" \f C \l "1" 
Rooted in Festinger’s (1957) dissonance theory, assimilation theory suggests that passengers compare their expectations with actual service experiences. If perceptions fall short, passengers may adjust expectations to reduce dissonance, or vice versa. This theory is highly relevant because it directly explains how expectations and perceptions interact in forming satisfaction or dissatisfaction.

2.3.2 Contrast Theory TC "2.3.2 Contrast Theory" \f C \l "1" 
Contrast theory posits that when discrepancies exist between expectations and perceptions, passengers may exaggerate the difference. A small negative gap may appear larger, intensifying dissatisfaction. Conversely, exceeding expectations can lead to heightened satisfaction. This theory complements assimilation theory by showing how expectation–perception gaps affect passenger judgments.

2.4 Empirical Literature Review TC "2.4 Empirical Literature Review" \f C \l "1" 
2.4.1 Passengers’ Expectations of Airport Service Quality TC "2.4.1 Passengers’ Expectations of Airport Service Quality" \f C \l "1" 
Studies worldwide indicate that passengers’ expectations of airport service quality encompass several key dimensions, including reliability, responsiveness, assurance, empathy, and tangibility. For example, Fodness and Murray (2017), using a survey of 1,000 passengers, found that expectations are multidimensional, covering aspects of function, interaction, and diversion. Similarly, Chonsalasin et al. (2021), through a survey of 1,037 Thai passengers and confirmatory factor analysis, identified critical expectation dimensions such as security, check-in, and facilities. At Julius Nyerere International Airport (JNIA), Ojode and Mtolera (2021) surveyed 95 respondents and reported that poor service quality negatively affected customer satisfaction, while also emphasizing the importance of management leadership in shaping passengers’ expectations.
2.4.2 Passengers’ Perceptions of Airport Service Quality TC "2.4.2 Passengers’ Perceptions of Airport Service Quality" \f C \l "1" 
Passenger perceptions, unlike expectations, reflect actual service encounters and experiences. Bae and Chi (2021), in a study of 400 passengers at Honolulu International Airport, found that perceptions were most influenced by facility cleanliness and staff courtesy. Figueiredo and Castro (2019), through interviews and surveys at Tom Jobim International Airport in Brazil, revealed that branding strategies significantly enhanced positive perceptions of service quality. In Tanzania, Mtafya and Mutalemwa (2024) reported that at JNIA, passengers’ service perceptions were strongly shaped by both pre-flight and post-flight services, further demonstrating how lived experiences influence satisfaction outcomes.

2.4.3 Expectation–Perception Gaps in Airport Service Quality TC "2.4.3 Expectation–Perception Gaps in Airport Service Quality" \f C \l "1" 
The gap between expectations and perceptions is often assessed through gap analysis to identify mismatches in service delivery. Tsai et al. (2011), using a multi-criteria evaluation model in Taiwan, highlighted significant service gaps between what passengers expected and what was delivered. At JNIA, Gowele et al. (2023) applied the SERVQUAL model and found positive correlations between service quality dimensions and passenger satisfaction, though they did not explicitly compare expectations against perceptions. In contrast, Mwageni et al. (2024), at Kilimanjaro International Airport, identified mismatches particularly in departure facilities, with expectation–perception gaps leading to reduced satisfaction levels.

2.4.4 Strategies for Improving Airport Service Quality TC "2.4.4 Strategies for Improving Airport Service Quality" \f C \l "1" 
Several strategies have been proposed by scholars to address gaps and enhance airport service quality. Chang et al. (2021) found that promptly resolving passenger complaints plays a critical role in improving satisfaction. Hemdi et al. (2016) emphasized the importance of adopting technological innovations, such as self-check-in systems, to enhance efficiency and passenger convenience. Likewise, Shen and Yahaya (2021) confirmed that improvements in both service quality and pricing contribute significantly to building passenger loyalty, particularly in the Southeast Asian context.
2.5 Conceptual Framework TC "2.5 Conceptual Framework" \f C \l "1" 
The conceptual framework for this study is based on SERVQUAL and expectation–perception models. It illustrates how passengers’ expectations (independent variable) are compared against their perceptions (dependent variable), and the gaps between them determine service quality outcomes and improvement strategies.

Independent Variable → Passengers’ Expectations

Dependent Variable → Passengers’ Perceptions

Mediating Outcome → Expectation–Perception Gaps

Final Outcome → Service quality improvement strategies
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Figure 2.1: Conceptual Framework TC "Figure 2.1: Conceptual Framework" \f F \l "1" 
2.6 Research Gap TC "2.6 Research Gap" \f C \l "1" 
Although extensive research has been conducted on airport service quality globally, most Tanzanian studies have focused on either expectations or perceptions in isolation. Few have directly compared the two to identify service gaps, especially at JNIA. Furthermore, many reviewed studies lacked methodological details, making replication difficult. Finally, there is limited passenger-centered evidence in Tanzania that uses SERVQUAL or similar models to measure expectation–perception mismatches.

CHAPTER THREE TC "CHAPTER THREE" \f C \l "1" 
RESEARCH METHODOLOGY TC "RESEARCH METHODOLOGY" \f C \l "1" 
3.1 Introduction TC "3.1 Introduction" \f C \l "1" 
This chapter presents the methodology employed in the study. It outlines the research philosophy, research design and approach, study area, study population, sampling procedures, data collection methods, data analysis techniques, and issues of validity and reliability. The aim is to ensure that the research is methodologically sound and replicable.
3.2 Research Philosophy TC "3.2 Research Philosophy" \f C \l "1" 
Research philosophy refers to the set of beliefs about the nature of knowledge and how it can be obtained. This study adopts a pragmatist philosophy, which allows for the combination of both positivist and interpretivist elements. Pragmatism is appropriate because the study seeks not only to measure passengers’ expectations and perceptions quantitatively but also to interpret their experiences qualitatively. This aligns with the SERVQUAL framework that requires both numerical gap analysis and interpretive insights.
3.3 Research Design and Approach TC "3.3 Research Design and Approach" \f C \l "1" 
The study employed a descriptive survey design, using a mixed-methods approach that integrates both quantitative and qualitative techniques. Quantitative methods were applied to measure expectations and perceptions through structured questionnaires, while qualitative methods were used through interviews and observations to capture deeper insights into passenger experiences. This design was chosen to provide a comprehensive assessment of the expectation–perception gap.

3.4 Study Area TC "3.4 Study Area" \f C \l "1" 
The study was conducted at Julius Nyerere International Airport (JNIA) in Dar es Salaam, Tanzania. JNIA is the busiest airport in the country, serving as the main entry and exit point for international and domestic passengers. The rationale for choosing JNIA is its strategic importance as Tanzania’s primary gateway and the volume of passenger traffic, which provides a suitable context for assessing airport service quality.
3.5 Study Population TC "3.5 Study Population" \f C \l "1" 
The study population refers to the total group from which the sample was drawn. Since the title and objectives of the study focus on passengers’ expectations and perceptions, the unit of analysis was passengers using JNIA. This included both domestic and international travelers. Airport staff and other stakeholders were not considered part of the population for this study, as their views do not directly reflect passenger expectations and perceptions.
3.6 Population Size TC "3.6 Population Size" \f C \l "1" 
According to the Tanzania Airports Authority (TAA) statistics (2023), JNIA serves approximately 2.5 million passengers annually. Given this large population, it was not feasible to study all passengers. Therefore, a representative sample was drawn.
3.7 Sampling and Sample Size TC "3.7 Sampling and Sample Size" \f C \l "1" 
3.7.1 Sampling Design TC "3.7.1 Sampling Design" \f C \l "1" 
A stratified random sampling approach was used to ensure representation of both domestic and international passengers. Within each stratum, passengers were randomly selected to complete the questionnaire. This minimized bias and ensured diversity in passenger experiences.
3.7.2 Sample Size Determination TC "3.7.2 Sample Size Determination" \f C \l "1" 
The study adopted Yamane’s (1967) formula to determine an appropriate sample size from the target population of 134 respondents. The formula is expressed as:
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Where:

· n = required sample size

· N = population size (134)

· e = margin of error (precision level)
· Substituting the values:[image: image3.png]" 134
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The calculated sample size is approximately 100 respondents. Therefore, a total of 100 respondents was considered adequate for the study.
3.8 Data Collection Methods TC "3.8 Data Collection Methods" \f C \l "1" 
3.8.1 Primary Data TC "3.8.1 Primary Data" \f C \l "1" 
Primary data for the study was obtained through multiple methods. Structured SERVQUAL-based questionnaires were administered to passengers to measure their expectations and perceptions across the five service quality dimensions of tangibles, reliability, responsiveness, assurance, and empathy. In addition, semi-structured interviews were conducted with a smaller subset of passengers to capture deeper qualitative insights into their experiences. Direct observations were also carried out by the researcher, focusing on key service delivery processes such as check-in, security screening, and boarding procedures.
3.8.2 Secondary Data TC "3.8.2 Secondary Data" \f C \l "1" 
Secondary data were collected from a range of sources, including published reports, academic journals, Tanzania Airports Authority (TAA) statistics, and relevant aviation service quality literature. These sources were used to provide background information, validate findings, and triangulate the data obtained from primary research.
3.9 Data Analysis TC "3.9 Data Analysis" \f C \l "1" 
Quantitative data were analyzed using SPSS (version 22). Descriptive statistics (frequencies, percentages, means) were used to summarize responses. Expectation–perception gaps were computed by subtracting perception scores from expectation scores. Qualitative data from interviews and observations were analyzed using thematic analysis, allowing for patterns and themes to emerge from passenger narratives.

3.10 Validity and Reliability TC "3.10 Validity and Reliability" \f C \l "1" 
3.10.1 Validity TC "3.10.1 Validity" \f C \l "1" 
To ensure validity, the questionnaire was developed based on the established SERVQUAL model, which has been widely applied in service quality research. Content validity was confirmed through expert review by the supervisor and aviation specialists. A pilot test with 10 passengers was conducted to refine clarity and relevance of questions.

3.10.2 Reliability TC "3.10.2 Reliability" \f C \l "1" 
Reliability was assessed using Cronbach’s Alpha coefficient for internal consistency of the questionnaire items. A coefficient value above 0.70 was considered acceptable for reliability.

3.11 Ethical Considerations

Ethical clearance was obtained from the Open University of Tanzania. Permission was sought from the Tanzania Airports Authority to collect data at JNIA. Participation was voluntary, informed consent was obtained, and confidentiality of passenger responses was assured.
2 CHAPTER FOUR TC "CHAPTER FOUR" \f C \l "1" 
RESEARCH FINDINGS TC "RESEARCH FINDINGS" \f C \l "1" 
4.1 Introduction TC "4.1 Introduction" \f C \l "1" 
This chapter presents the findings of the study, focusing on passengers’ expectations versus their perceptions of airport services. The findings are organized into demographic characteristics of respondents, passengers’ expectations and perceptions of service quality, facilities, and pricing. Emphasis is placed on identifying gaps between what passengers expect and what they actually experience.
4.2 Demographic Description of Respondents TC "4.2 Demographic Description of Respondents" \f C \l "1" 
The study analyzed respondents’ demographic characteristics to contextualize the findings and assess generalizability. Information collected includes sex, age, education, and employment status.
4.2.1 Sex of Respondents TC "4.2.1 Sex of Respondents" \f C \l "1" 
The sample comprised 62% male and 38% female respondents, indicating higher male participation. This may reflect greater male travel frequency or willingness to respond. It also suggests that male perspectives heavily influence the study findings (Figure 4.1).
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Figure 4.1: Sex Description of Respondents TC "Figure 4.1: Sex Description of Respondents" \f F \l "1" 
4.2.2 Age of Respondents TC "4.2.2 Age of Respondents" \f C \l "1" 
Respondents were aged between 18 and 60 years, representing middle-aged to early elderly travelers. This age group typically has disposable income and the capacity to afford air travel, making them relevant for the study (Figure 4.2).
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Figure 4.2: Age Description of Respondents TC "Figure 4.2: Age Description of Respondents" \f F \l "1" 
4.2.3 Education Level of Respondents TC "4.2.3 Education Level of Respondents" \f C \l "1" 
Most respondents were post-secondary and university graduates, indicating a strong ability to conceptualize service quality expectations. More educated travelers are likely to have greater exposure to airport services, adding credibility to their responses (Figure 4.3).
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Figure 4.3: Level of Education Description of Respondents TC "Figure 4.3: Level of Education Description of Respondents" \f F \l "1" 
4.2.4 Employment Status

Respondents included employed (majority), self-employed, and unemployed participants. Employed individuals, particularly corporate travelers, may place higher expectations on service quality due to their organizational travel requirements (Figure 4.4).
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Figure 4.4: Employment Status Description of Respondents TC "Figure 4.4: Employment Status Description of Respondents" \f F \l "1" 
Table 4.1: Age Group of Respondents TC "Table 4.1: Age Group of Respondents" \f T \l "1" 
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4.2.5 Passengers’ Expectations vs. Perceptions of Service Quality TC "4.2.5 Passengers’ Expectations vs. Perceptions of Service Quality" \f C \l "1" 
Service quality was assessed across three dimensions: Reliability, Assurance, and Empathy. Passengers’ expectations reflect anticipated standards, while perceptions capture actual experiences.
4.2.5.1 Domestic Passengers TC "4.2.5.1 Domestic Passengers" \f C \l "1" 
· Expectations: Domestic passengers expected reliable, timely services, professional staff, and courteous handling of passenger needs.

· Perceptions: Domestic passengers generally perceived services as meeting expectations in Reliability and Assurance but noted minor gaps in Empathy, especially during high-traffic periods (Figure 4.6).

4.2.5.2 International Passengers TC "4.2.5.2 International Passengers" \f C \l "1" 
· Expectations: International passengers had higher expectations, influenced by exposure to global airports, expecting advanced facilities, efficient services, and attentive staff.

· Perceptions: While Reliability and Assurance were mostly perceived as satisfactory, Empathy and personalized attention showed minor gaps, indicating room for service improvement (Figure 4.7).

4.2.5.3 Comparison of Domestic vs. International Passengers TC "4.2.5.3 Comparison of Domestic vs. International Passengers" \f C \l "1" 
Domestic passengers’ perceptions closely matched their expectations, while international passengers exhibited noticeable expectation–perception gaps, particularly in areas of Empathy and overall attention to passenger needs.

4.2.6 Passengers’ Expectations vs. Perceptions of Airport Facilities TC "4.2.6 Passengers’ Expectations vs. Perceptions of Airport Facilities" \f C \l "1" 
Airport facilities include physical infrastructure and amenities such as modern equipment, utilities, free Wi-Fi, digital information boards, automated check-ins, and well-groomed staff.

4.2.6.1 Domestic Passengers TC "4.2.6.1 Domestic Passengers" \f C \l "1" 
· Expectations: Domestic passengers expected functional and adequate facilities appropriate for local standards.

· Perceptions: Most domestic passengers perceived facilities as meeting expectations, with minor gaps in modernity or technology enhancements (Figure 4.9).

4.2.6.2 International Passengers TC "4.2.6.2 International Passengers" \f C \l "1" 
· Expectations: International passengers expected world-class facilities comparable to airports abroad.

· Perceptions: They perceived gaps in technology and modern infrastructure compared to international standards, highlighting expectation–perception differences (Figure 4.10).

4.2.7 Passengers’ Expectations vs. Perceptions of Service Pricing TC "4.2.7 Passengers’ Expectations vs. Perceptions of Service Pricing" \f C \l "1" 
Passengers’ expectations regarding pricing focus on value for money and the correlation between price and service quality.

4.2.7.1 Domestic Passengers TC "4.2.7.1 Domestic Passengers" \f C \l "1" 
· Expectations: Domestic passengers anticipated higher service quality with higher prices.

· Perceptions: While higher-priced services were generally perceived as meeting expectations, some discrepancies were noted when non-physical service dimensions (Reliability, Assurance, Empathy) were insufficient (Figure 4.11).

4.2.7.2 International Passengers TC "4.2.7.2 International Passengers" \f C \l "1" 
· Expectations: International passengers expected service quality to align with pricing, especially for premium services.

· Perceptions: Some passengers perceived gaps between price and actual service, particularly in areas of personalized attention and facility modernization 

4.2.8 Summary of Research Findings TC "4.2.8 Summary of Research Findings" \f C \l "1" 
i. Service Quality: Reliability and Assurance generally meet expectations for both domestic and international passengers, while Empathy shows gaps, particularly for international travelers.

ii. Facilities: Domestic passengers perceive facilities to meet expectations, but international passengers note gaps in modernization and global standards.

iii. Pricing: Price influences expectations, but service quality must align with pricing for passengers to perceive value.

Expectation–Perception Gaps: International passengers exhibit greater gaps than domestic passengers due to higher global exposure. Non-physical service dimensions (Reliability, Assurance, Empathy) play a dominant role in shaping perception gaps, while physical facilities support service delivery but cannot compensate for deficiencies in core service quality dimensions.
3 CHAPTER FIVE TC "CHAPTER FIVE" \f C \l "1" 
DISCUSSION OF THE FINDINGS TC "DISCUSSION OF THE FINDINGS" \f C \l "1" 
5.1 Introduction TC "5.1 Introduction" \f C \l "1" 
This chapter presents a discussion of the findings of the study on passengers’ expectations versus their perceptions of airport service quality. The discussion interprets the results from Chapter Four in relation to the research objectives, literature, and service quality concepts, focusing on service quality dimensions, airport facilities, pricing, and expectation–perception gaps. The aim is to understand the implications of these findings for improving airport services.
5.2 Demographic Characteristics of Respondents TC "5.2 Demographic Characteristics of Respondents" \f C \l "1" 
The study revealed that 62% of respondents were male and 38% were female, suggesting that males either travel more frequently or are more willing to respond to surveys. Respondents’ ages ranged between 18 and 60 years, representing middle-aged and early elderly travelers with sufficient disposable income to afford air travel. Most participants were post-secondary or university graduates, indicating a higher capacity to critically evaluate service quality. Employment status was dominated by employed participants, reflecting corporate and frequent travelers who may have higher service expectations. Overall, these demographic characteristics suggest that the findings are influenced predominantly by educated, employed, and middle-aged travelers, aligning with previous studies that indicate this group is critical for understanding passenger expectations in service quality research.

5.3 Passengers’ Expectations versus Perceptions of Service Quality TC "5.3 Passengers’ Expectations versus Perceptions of Service Quality" \f C \l "1" 
5.3.1 Domestic Passengers TC "5.3.1 Domestic Passengers" \f C \l "1" 
Domestic passengers reported that their expectations were largely met in terms of Reliability and Assurance, indicating that airport services were delivered consistently and professionally. Minor gaps were observed in Empathy, particularly during peak travel periods, suggesting that personalized attention and responsiveness to passenger needs require improvement. These findings are consistent with the SERVQUAL model, which emphasizes the importance of non-physical service dimensions such as Empathy in shaping overall service quality perception.
5.3.2 International Passengers TC "5.3.2 International Passengers" \f C \l "1" 
International passengers demonstrated higher expectations due to their exposure to global airports, anticipating advanced facilities, efficient services, and personalized attention. While Reliability and Assurance were largely met, notable gaps were observed in Empathy and personalized services. This indicates that passengers’ global experiences significantly shape their perceptions of service quality, highlighting the challenge of meeting international standards.
5.3.3 Comparison of Domestic and International Passengers TC "5.3.3 Comparison of Domestic and International Passengers" \f C \l "1" 
Domestic passengers’ perceptions closely matched their expectations, whereas international passengers exhibited larger expectation–perception gaps, particularly in Empathy and personalized attention. This suggests that international passengers are more critical due to benchmarking against world-class service standards.

5.4 Passengers’ Expectations versus Perceptions of Airport Facilities TC "5.4 Passengers’ Expectations versus Perceptions of Airport Facilities" \f C \l "1" 
5.4.1 Domestic Passengers TC "5.4.1 Domestic Passengers" \f C \l "1" 
Domestic passengers generally perceived airport facilities as meeting their expectations, including physical infrastructure, utilities, and available amenities. Minor gaps were noted in technological modernization, emphasizing the need for continuous facility upgrades to meet evolving passenger needs.
5.4.2 International Passengers TC "5.4.2 International Passengers" \f C \l "1" 
International passengers reported gaps in modernization and technology when compared to airports abroad. This finding underscores the importance of global benchmarking in facility improvements and indicates that physical infrastructure, while supportive, cannot compensate fully for deficiencies in service quality.
5.5 Passengers’ Expectations versus Perceptions of Pricing TC "5.5 Passengers’ Expectations versus Perceptions of Pricing" \f C \l "1" 
5.5.1 Domestic Passengers TC "5.5.1 Domestic Passengers" \f C \l "1" 
Domestic passengers expected higher service quality corresponding to higher prices and generally perceived value for money. However, discrepancies arose when non-physical service dimensions (Reliability, Assurance, Empathy) were inadequate, indicating that pricing alone does not guarantee perceived service quality.
5.5.2 International Passengers TC "5.5.2 International Passengers" \f C \l "1" 
International passengers expected service quality to align with pricing, especially for premium services. Perception gaps were observed mainly in Empathy and facility modernization, demonstrating that higher prices elevate expectations and that any shortfall in service delivery is strongly noticed.

5.6 Expectation–Perception Gaps TC "5.6 Expectation–Perception Gaps" \f C \l "1" 
The study shows that expectation–perception gaps are more pronounced among international passengers due to higher exposure to global service standards. Non-physical service dimensions (Reliability, Assurance, Empathy) play a dominant role in shaping perception gaps, while physical facilities support service delivery but cannot fully offset deficiencies in core service quality aspects. This highlights the importance of continuous staff training, process improvement, and personalized service to enhance passenger satisfaction.

5.7 Implications of the Findings TC "5.7 Implications of the Findings" \f C \l "1" 
Service Quality Management: Operational reliability is satisfactory; however, airports should focus on improving Empathy and personalized attention, especially for international travelers.

Facility Upgrades: Investment in modern facilities and technology is essential to meet international passengers’ expectations and maintain competitiveness.

Pricing Strategy: Pricing must reflect both physical and non-physical service dimensions, as gaps in service quality can reduce perceived value.

Targeted Improvements: International passengers serve as benchmarks for service quality due to their higher expectations, suggesting that global best practices should guide service enhancements.

5.8 Summary TC "5.8 Summary" \f C \l "1" 
The discussion confirms that while domestic passengers’ expectations are largely met, international passengers experience notable gaps, particularly in Empathy and facility modernization. Reliability and Assurance are strong across both groups, but non-physical service dimensions remain key determinants of overall satisfaction. Aligning services with passengers’ global exposure and expectations is essential for improving airport service quality and passenger satisfaction.
4 CHAPTER SIX TC "CHAPTER SIX" \f C \l "1" 
SUMMARY, CONCLUSION, AND RECOMMENDATIONS TC "SUMMARY, CONCLUSION, AND RECOMMENDATIONS" \f C \l "1" 
6.1 Introduction TC "6.1 Introduction" \f C \l "1"  
This chapter presents the summary of key findings, conclusions drawn from the study, and recommendations based on passengers’ expectations and perceptions of airport service quality. The chapter highlights critical issues identified in the study and provides practical suggestions for improving airport services.
6.2 Summary of the Findings TC "6.2 Summary of the Findings" \f C \l "1" 
The study examined passengers’ expectations versus their perceptions of airport service quality, focusing on service quality dimensions, facilities, and pricing. The major findings can be summarized as follows:
Demographic Characteristics: The majority of respondents were male, aged between 18 and 60 years, well-educated, and largely employed. These characteristics indicate that most participants were capable of critically evaluating airport service quality.
Service Quality:

Domestic Passengers: Expectations were generally met in Reliability and Assurance, though minor gaps appeared in Empathy, especially during peak traffic periods.
International Passengers: Reliability and Assurance were satisfactory, but significant expectation–perception gaps emerged in Empathy and personalized attention.

Comparison: International passengers were more critical, with higher expectations shaped by global exposure, while domestic passengers reported closer alignment between expectations and perceptions.
Facilities:

Domestic passengers felt facilities largely met their expectations, with minor gaps in modernization. International passengers highlighted deficiencies in technology and infrastructure compared to global standards.
Pricing:

Domestic passengers generally perceived higher prices as offering reasonable value, provided service quality dimensions were adequate. International passengers expected premium services to fully align with pricing but identified gaps when services did not meet international benchmarks.
Expectation–Perception Gaps: International passengers exhibited greater gaps than domestic passengers, particularly in Empathy and facility modernization. Non-physical service dimensions (Reliability, Assurance, Empathy) were found to have greater influence on overall satisfaction than physical facilities alone.
6.3 Conclusion TC "6.3 Conclusion" \f C \l "1" 
Based on the findings, the following conclusions are drawn:

Airport service quality in terms of Reliability and Assurance meets passenger expectations to a large extent. However, Empathy remains the weakest dimension, especially for international travelers who expect more personalized and attentive services. Facilities are generally adequate for domestic passengers but fall short of international standards. The lack of modernization and technological advancement creates perception gaps among global travelers. Pricing is closely linked to perceptions of value. While domestic passengers generally equate higher prices with acceptable quality, international passengers are more critical and expect world-class service for premium charges. The study demonstrates that international passengers act as a benchmark for service quality expectations. Their exposure to global airports elevates expectations, making gaps more visible when services do not align with international standards. Non-physical service dimensions particularly Empathy play a decisive role in shaping satisfaction and must be prioritized alongside investments in infrastructure.
6.4 Recommendations TC "6.4 Recommendations" \f C \l "1" 
In light of the conclusions, the following recommendations are proposed:
6.4.1 Service Quality Improvements TC "6.4.1 Service Quality Improvements" \f C \l "1" 
Enhance Empathy and personalized attention by strengthening staff training in customer care, cultural sensitivity, and communication skills. Introduce feedback mechanisms (e.g., passenger surveys, digital kiosks) to continuously capture passenger concerns and improve responsiveness.
6.4.2 Facility Development TC "6.4.2 Facility Development" \f C \l "1" 
Invest in modern facilities such as automated check-in systems, digital information boards, free and reliable Wi-Fi, and improved passenger lounges. Benchmark against international airports to ensure facilities meet global standards, thereby reducing perception gaps for international passengers.
6.4.3 Pricing Strategy TC "6.4.3 Pricing Strategy" \f C \l "1" 
Align pricing with service delivery by ensuring that premium charges correspond to premium services. Regularly review service pricing policies to balance affordability for domestic passengers while maintaining international competitiveness.
6.4.4 Policy and Management TC "6.4.4 Policy and Management" \f C \l "1" 
Develop strategic service improvement frameworks based on SERVQUAL dimensions to systematically address gaps in Reliability, Assurance, and Empathy. Foster collaborations between airport authorities, airlines, and government agencies to support continuous improvements in both service delivery and infrastructure.
6.4.5 Further Research TC "6.4.5 Further Research" \f C \l "1" 
Future studies could expand to multiple airports to enable comparative analysis across regions. Research could also focus on staff perspectives to provide a holistic view of service quality delivery challenges.
6.5 Summary TC "6.5 Summary" \f C \l "1" 
This chapter has provided a summary of the study findings, conclusions drawn from them, and practical recommendations. The key insight is that while domestic passengers are generally satisfied, international passengers exhibit larger gaps between expectations and perceptions, particularly regarding Empathy and facility modernization. Therefore, service quality improvement efforts must focus not only on infrastructure upgrades but also on enhancing non-physical service dimensions to ensure airports deliver value that matches passengers’ expectations. Recommendations based on the findings, and suggestions for additional research related to any research gaps.
6.6 Overall Conclusion TC "6.6 Overall Conclusion" \f C \l "1" 
This study concludes that the quality of airport services is shaped not only by the physical infrastructure but, more importantly, by the non-physical dimensions of service such as Reliability, Assurance, and Empathy. While Reliability and Assurance generally meet passenger expectations, persistent gaps in Empathy and personalized attention, particularly among international passengers, remain a critical challenge. The findings emphasize that investment in modern facilities must be complemented by improvements in staff–passenger interaction, customer care, and service personalization. Ultimately, bridging expectation–perception gaps requires a balanced approach that integrates infrastructure development with enhanced human-centered service delivery, thereby positioning airports to meet both domestic and international passenger expectations effectively.
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APPENDICES TC "APPENDICES" \f C \l "1" 
Appendix 1: QUESTIONNAIRES 

Questionnaires for passengers at Julius Nyerere International Airport

My name is………... and I'm a master's student at The Open University of Tanzania studying tourism planning and management. Fulfilling the faculty requirement through career-related research is one of the requirements for receiving a Master's degree. Thus, in order to achieve my goal more fully, I kindly ask for your support in answering the given surveys. The study intends to investigate the Passenger’s Expectation of Airport Services Quality: A Case Study of Julius Nyerere International Airport. The information that you are going to provide is mainly for research purposes and will be confidential. You are allowed to withdraw from the study at any stage of your free will. There is no need to provide any personal classification or facts you are not comfortable with.

Name of the Airline: ………………………………………… 
Number of times travelled using this airline: 
a) Once (….)
b)  2 to 5 (……) 
c) 6 to 10 (……) 
d) more than 10 (……)
PART I: RESPONDENT GENERAL INFORMATION
1. Demographic characteristics. 

a. Age group. 

Tick where appropriate 

i. 20-29 

ii. 30-39 

iii. 40-49 

iv. 50- 60 

v. 61 and above 

2. Sex …. Male (……) Female (……)
3. Level of Education

a. Primary education (………) 

b. Secondary education (…….) 

c. Vocational training (…….) 

d. College/university (…….) 

e. Never gone to school (……)

4. Employment status 

a. Employed (…….)

b. Self Employed (….)

c. Unemployed (……)

d. Student (……)

e. Retired (…….)

PART II: OBJECTIVE ONE

2.0
 Please rate the airline service quality dimensions as observed at JNIA
	SN 
	Description
	Excellent
	Very Good
	Good
	Satisfactory
	Poor

	1
	The airline observes on time flight schedules as they were promised
	
	
	
	
	

	2
	The airline staff are always ready to respond customer requests.
	
	
	
	
	

	3
	The airline staff are skillful, competent and well knowledgeable
	
	
	
	
	

	4
	The airline cares and give attention to customers
	
	
	
	
	

	5
	The airline resolves passengers' complaints quickly and compensate for inconveniences
	
	
	
	
	


PART III: OBJECTIVE TWO 
3.0   Please rate airport facility quality as observed at JNIA
	SN 
	Description
	Excellent
	Very Good
	Good
	Satisfactory
	Poor

	1
	There is equipment for special needs passengers
	
	
	
	
	

	2
	The airport has modern equipment 
	
	
	
	
	

	3
	The airport has utilities and equipment that work efficiently 
	
	
	
	
	

	4
	The airport provides free internet
	
	
	
	
	

	5
	Staff grooming is good
	
	
	
	
	


PART IV: OBJECTIVE THREE 
4.0 Please rate the pricing scheme as observed in Airlines at JNIA
	SN 
	Description
	Excellent
	Very Good
	Good
	Satisfactory
	Poor

	1
	The airline ticket is affordable
	
	
	
	
	

	2
	The airline excess weight charges are affordable
	
	
	
	
	

	3
	The airline cancelations policies are good
	
	
	
	
	

	4
	The airline provides discounts and other promotion offers
	
	
	
	
	

	5
	The airlines provide best price for online services
	
	
	
	
	


PART IV: OBJECTIVE FOUR 

4.0  Please rate the overall passenger satisfaction as observed at JNIA
	SN 
	Description
	Excellent
	Very Good
	Good
	Satisfactory
	Poor

	1
	I am satisfied with the services offered at JNIA
	
	
	
	
	

	2
	Always I will recommend this airport and airline to others
	
	
	
	
	

	3
	Always I will choose this airport and airline over any other airline and airport 
	
	
	
	
	

	4
	The airline is trusted and I will always say positive about it
	
	
	
	
	

	5
	I will never change this airport and airline even if I found another 
	
	
	
	
	


[image: image9.emf]Demographic Description of the Respondents   Table 4.1: Age Group of Respondents  

Age Group  Frequency  Percent (%)  Cumulative Percent  (%)  

Below 18  0  0.0  0.0  

18 – 34  32  32.0  32.0  

35 – 60  46  46.0  46.0  

Above 61  22  22.0  22.0  

Total  100  100  100  

Table 4.2: Sex of Respondents  

Sex  Frequency  Percent (%)  Cumulative Percent  (%)  

Male  62  62.0  62.0  

Female  38  38.0  38.0  

Total  100  100  100  

Table 4.3: Educational Attainment of Respondents  

Level of Education  Frequency  Percent (%)  Cumulative Percent  (%)  

Informal Education  4  4.0  4.0  

Primary Education  7  7.0  11.0  

Secondary  Education  18  18.0  29.0  

Post - Secondary  Education  43  43.0  72.0  

University  Education  28  28.0  100.0  

Total  100  100  100  

Table 4.4: Employment Status of Respondents  

Employment Status  Frequency  Percent (%)  Cumulative Percent  (%)  

Self - Employed  21  21.0  21.0  

Employed  73  73.0  94.0  

Unemployed  6  6.0  100.0  

Total  100  100  100  
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