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Abstract

Purpose — The purpose of this paper is to outline the evolution of research on arport service quality and
measwrement index of passenger satisfaction to explore opportunities for future research direction.
Design/methodology/approach — A systematic literature review was conducted involving a total final
sample 27 articles published during 2000-2020, the source of the database used in this study is Emerald,
ScienceDirect, Harzing's Publish or Perish with APl Key based on set of mchision/exclusion criteria for analysis
and synthesis to meet the purpose of the paper.

Findings —Dimensions of measuring airport service quality are currently based on a process approach. There
are eight dimensions of ASQ) measurement practiced by the mndustry, which s different from the five
dimensions of service quality measurement generally. There s still a theoretical and empirical gap, so oneof the
challenges in applying the ASQ) measurement dimensions is bridging research with applications in the airport
industry. Other findings, research on airport service quality measurement is currently focused on passenger
satisfaction. The integration of expectation-disconfirmation theory and service profit chain models can be used
in service quality, passenger satisfaction and profitability.

Research limitations/implications — This paper seeks to contribute to and analyze limited articles on
service quality at airports and identify further research areas.

Originality/value — This paper tries to explam the development of research on the dimensions of measuring
service quality at airports. The author identifiesa gap in arport service quality measurement dimensions used
by researchers and the industry. The author believes that this study can provide a comprehensive thought on
using airport service quality measurement dimensions for future research.

Keywords Airport service quality, Adrport, Systematic literature review, Airport services
Paper type Literature review

Introduction

Adrports are the face of a country; therefore, the management of service quality at airports is
critical to maintaining the excellent image of the country itself. Providing high-quality services
that satisfy passengers and tourists is a critical competitive advantage for achieving
meaningful economic development (Chen, 2008). Airport management companies are currently

required to provide the service quality that exceeds passenger expectations, and if consumer ‘
expectations are above what they receive, 1t can lead to consumer dissatisfaction (Parasuraman l

ef al, 1985). Based on this, measuring the quality of airport services based on passenger

opinions is critical to understand passengers’ needs while at the airport, in long term to

improving the service quality. Historically, airport terminals around the world have been  lwenstional Josna of Qudiy &
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owned and operated by the government. With increased demand for growth and nvestmentin ~ © Emesar Mhishing Lubed

airport infrastructure, the trend has shifted toward commercialization and privatization, with  pon o wsree 2 as
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an emphasis on operational quality and stakeholder satisfaction. The term “airport experience”
18 currently a major focus for many airports around the world as their primary business
strategy (Wattanacharoensil ef al, 2017). Currently, the literature is looking for ways to identify
the dimension of airport service quality from a different perspective. While some researchers
(Anif ef al, 2013; Bezerra, 2016, Fodness and Murray, 2007; Liou ef al, 2011) reveal quality
dimensions, others (Chien-Chang, 2012; Correia, 2008; Bogicevic ef al, 2013) propose quality
attributes. As a result, while scientific efforts to develop a comprehensive framework of airport
service quality constructs continue (Fodness and Murray, 2007) it is widely accepted that it is
multidimensional. Currently, the literature that specifically discusses the quality of airport
services 1s still rarely developed, many of which concem the quality of air transportation
services In general. This literature review focuses on articles that discuss airpart service
quality. The composition of this paper consists of an introduction, methodology, discussion of
the development of airport service quality research. Finally, the paper can summarize the
findings, implications and considerations in the future research agenda.

Previous literature on service guality and airport service quality

Based on exploratory study to understand the construct of service quality, service quality
(SERVQUAL) has been described as the difference between customers’ normative expectations
for the service and their perceptions of the service performance (Parasuraman ef al, 1985).
Result of further empirical study, a 22-1tem scale was developed to assess service quality across
five dimensions: reliability, responsiveness, assurance, empathy and tangibles (Parasuraman
etal, 1988). SERVQUAL measures service quality by subtracting customers’ expectations from
their perception scores on each of the 22 criteria. But the origmal SERVQUAL instrument has
been revised and refined, its basic content, structure and length have remained intact
(Parasuraman ef al, 2002). There are not many literature studies on airport service quality,
including discussing research on the development of airport service quality. This literature
review 1s crucial to discuss specifically the main dimensions of airport service quality
measurements used by researchers.

Methodology
The methodology used in the literature review process uses a narrative approach that refers
to studies in the medical field using systematic literature review (SLR) and meta-analysis
techniques (Tranfield & al, 2003). Management research is different from medical and
engineering research; management is a nascent field, so it is still developing its research
agenda and focus (Denver and Tranfield, 2009). Systematic reviews are helpful as a way to
find out the development of research on the topic. By bringing together as much research as
possible, that is relevant to the research topic regardless of where the article is published or
q]een without looking at the background of the scientific discipline (Thorpe ef al., 2005, p. 258).
literature review process is carried out in five stages: Denyer and Tranfield (2009) consist
of first formulating questions to answer the objectives, second determining the research
location m the journal database, third is determining the selected journals according to
inclusion and exclusion criteria, the fourth stage is conducting analysi€Rand synthesis
selection and evaluation of the third study, analysis and synthesis and the hith stage of
report on the results of the study that will be used as material for further research (Figure I).

Step 1: Structure the formulation of the questions (identify the critical objective questions
of the SLR).

This paper aims to discuss articles during the period 20002020 on airport service quality.
Variables, dimensions and indicators of airport service quality measurement focus on the
discussion of this article so that new constructs dimension of airport service quality relevant




Step 1: Formulate critical questions.
At this stage 15 to determine the purpose of the
literature review in the form of questions.
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Step 2: Define location/place
« Location database

o Joumals of academic only
& Strings code for searching
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Step 3: Selection and evaluation

* Set mclusion and exclusion critena (things that
meet the enteria and do not enter the criteria in
the literature review process)

- =

Step 4: Analysis and Synthesis
» Research map and trends

* Identify research gap

Step 5: Reporting and using the results
* Define future research challenges

Source(s): Adapted from Denyer Tranfield (2009)

to current situations and conditions and propose new preposition based on research gap. The
purpose of this literature review 1s:

(I) How is the development of the literature discussing the measurement of airport
service quality smce 2000-2020?

(2) What dimensions have researchers developed in the context of measuring airport
service quality?

(3) What theory can be developed to address the research gap in airport service quality
management?

Step 2 Determine the place.

The steps taken at this stage are starting from 1dentifyving the database, determining the
search engine and selecting the literature searn keywords (Denyer and Tranfield, 2009). In
this study, literature on airport service quality was taken from publishers “Emerald Insight,”
“Science Direct” and used the search engine Harzing's Publish or Perish combined with the

Sogls API Key.
ep 3: Stu lection and Evaluation (Inclusion and Exclusion Filters).

At this stage, Tor articles that meet the criteria according to the inclusion and exclusion
criteria, the articles that meet the criteria are separated for re-sorting (Figure 2). The inclusion
and exclusion criteria used in the study can be seen in Table 1. Some articles were found from
the specified source after enterifff) the search strings “airport + services + quality,”
“airport + services” and “airport + performance” in the keywords and titles. In this study, the

Airport service
quality and
measurement

Figure 1.
SLE roadmap




UQRM Reasons for article Reasons for article Reasons for article
exclusion: exclusion: exclusion: Aralysis and Symic
Title duplicated -3 04, no index not airport service Analysis and Synlcsis
n=117 n =52 quality comtext
n=4b
Retrieved articles
potential to the study . Articles
Database Search: Journal title Joumal index considered for Reparting arcas
- Seience Direct = (68) screening SCTeEning analysis fior further
e 2. - Ememnld = (10) n=1215 n=73% o n=? =] mescarch agenda
Step-by-step articles - Publish or Perish APl in airpart
selection process, Key Scapus = (164) service quality
. . {AS0)) context
analysis and reporting =242 S cantex
Inclusion criteria Exclusion criteria
1
ickes published after 2000-2020 \ll articles published before 2000
demic journals ranked Q1 and (2 Jowrnals ranked below Q2
Journals are selected according to the subject of study
Only discussing the quality of arport service
Table 1. Abstract and tittle containing key words Abstract does not conftain keywords

Inchision and
exclusion criteria

“arport + services + quality,” “arport + services,”
and “airport + perfarmance”

“airport + services + quality,” “airport + services,”
and “airport + performance”

1
g_lthors did not include the conference proceedings and excluded some identified papers if
they did not meet the predetermined criteria.

Based on predetermined search criteria, 242 articles were collected. Of the 242 articles, 117
articles have the same title, so that there are 125 articles left. Of the 125 articles, only journals
indexed Q1 and Q2 were selected so that 52 articles were excluded, and the remaining 73
articles. Of the 73 articles, 46 articles were excluded because they were not in the context of
airport service quality, so only 27 sample articles were considered for analysis. The last step
1s to report findings on developing articles that review airport service quality to find research
gaps for further research (Figure 2).

Stepr 4: Analysis and S

The analysis phaseaims to descri udy conducted by anindividual, whichisthen broken
down into certain components and dentifies the relationship between these parts (Denyer
and Tranfield, 2009). After the analysis stage, a synthesis is then carried out, which aims to
link the factors identified m the individual studies. This study focuses on variables,
dimensions and indicators of airport service quality to develop new constructs in line with
service innovations during the pandemic.

The analysis step begins by identifying the critical dimensions of airport service quality
which then maps the development of the dimensions used by researchers from time to time,
Data visualization in the form of tables and graphs was carried out to see the development of
the use of ASQ) measurement dimensions and indicators. Based on the trends found in the
literature, which dimensions are most often used by researchers and what dimegBions should
be built for subsequent research to it the current situation and conditions. The Tinal goal is to
find research gaps as a basis for further research agenda.

thesis




Step 5: Reporting and Using Results

this stage, the last step in the literature review process is reporting the stages of how the
review process was carried out and reporting the results of the study as a whole (Denyer and
Tranfield, 2009). The report discusses the development of research in the context of variables,
dimensions and indicators of airport service quality which can then be used as a reference in
developing a new AS() construct,

v findings
the literature review, two main classifications of articles were found, ely conceptual
paper and empirical paper, to discuss measuring airport service quality. d on Table 2,

although there are differences in research approaches, the researcher’s main objective is to
examine the dimensions of airport service quality according to passenger perceptions, which
have implications for airport service user satisfaction.

Current research uses expectancy-disconfirmation theory (Oliver, 1980), this theory uses
four primary constructs: expectation, perceived performance, belief disconfirmation and
satisfaction. This theory explains that the customer’s response toservice quality is influenced
by comparing the actual service and expectations. Based on this theory, customer satisfaction
will occur if customers feel the quality of service is more than their expectations. Almost all
researchers use the endogenous variable of passenger satisfaction and the exogenous
variable of passenger perception of airport service quality. No research has been found that
combines expectancy-disconfirmation theory with the service profit chain model (Heskett,
1994) so that future research can also measure the effect of service quality on passenger
satisfaction and company profitability.

lkst‘?h‘w analvsts

The Tinal sample is made up of 27 articles drawn from 11 different journals. Table 3
summarizes the distribution of articles in each journal, highlighting the journal’s disciplinary
area as defined by the Scimag@@ournal and Rank (SJR) (SIR, 2020). The Journal of Air
Transport Management (JATM) has the most papers (16), accounting for 59% of the sample,
This journal focuses on high-quality research articles as well as authoritative commentary on
the major econ@®ic, management and policy issues confronting the aviation industry.
Overall, 85% of publications appear in the top journals (Q1) and 15% in (Q2).

The articles are scattered in several research journals with varying amounts. The most
frequently found articles were those published in the Journal of Air Transport Management
with a tofgll of sixteen, there were two articles published in the Kasetsart Journal of Social
Sciences, two articles in the Journal of Retailing and Consumer Services, and one each article
was published in the International Journal of Productivity and Quality Management, Journal
of Services Marketing, The Journal of Quality Assurance in Hospitality and Tourism, The
Journal of Hospitality and Tourism Research and the International Journal of Transportation
Science and Technology (Figure 3).

Research 1n airport service quality continues to grow from year to since 2000 until
now. The highest number of articles containing airport service quality 18 in 2020, w is
seven articles. This shows that research interest in the context of airport service quality 15 still
wide open. Of the icles that meet the criteria for a systematic literature review published
between 2000 and 2020, this shows an increase from previous years (Figure 4),

Discussion
Airport Service Quality (ASQ) is one of the topics that interest researchers in developing
literature related to airport service quality. The service industry is very dynamic where the
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business environment 1s rapidly changing, for that airport managers must respond quickly to
these changes o that customer perceptions of airport service quality can be maintained and
even improved in order to mamtain the company’s competitive advantage. In the context of
airport services, passengers are customers who must be involved in the airport quality
assessment process. Assessment of service quality perceptions is an antecedent of customer
satisfaction with service performance, measuring service quality using customer-based
variables can help companies respond to customer needs better (Awad ef al, 2019; Park, 2018).
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Airport service quality dimension. Research on service quality at airports has been done
quite a lot, so that it contributes to the development of management science, especially
regarding service quality management (Bezerra and Gomes, 2016; Fodness and ’\slund},
2007; Jiang and Zhang, 2016). From the industry perspective, the measurement of service
quality 1s also carried out by an international organization, namely Airports Council
International (ACI) (Airport Council International (ACI), 2020). Research on airport service
quality is divided into several aspects, some of which focus on the physical environment of
the airport as a tangible attribute (Bitner, 1992; Choi and Park, 2015; Fodness and Murray,
2007; Jiang and Zhang, 2016; Ronzani Borille and Correia, 2013). Other researchers have
expanded their field of study by adding psychological attributes such as passenger cognitive
aspects (Kang ef al,, 2011; Lemer, 1992) and affective attributes or feelings of passengers as
intangible attributes (Pantouvakis and Renzi, 2016).

The 1§Brature review results show that the dimensions that are currently developing to
measure airport service quality are based on the process approach while passengers are at the
airport. Research conducted by Yeh and Kuo (2003), Fodness and Murray (2007) and Lubbe
(2011) attempted to build a measurement of airport service quality based on dimensions using
the SERVQUAL measures approach (Parasuraman ef al, 1988). Still, the airport mdustry does
not practice these dimensions. This shows that there is a gap between the dimensions of
measuring airport service quality built by researchers and the dimensions of measuring
airport service quality practiced by the industry. The difference in service quality
measurement attributes between the industry and researchers illustrates that the
measurement concept for arport services is different from other services, such as banks,
restaurants, hotels, and hospitals that use the dimensions of reliability, responsiveness,
empathy, assurance, convenience and tangible (Parasuraman ef al., 1988),

The airport is a public facility that involves many service actors, starting from airlines,
airport operators, immigration officers and other service providers in the airport terminal
area. Currently, research is developing that measures the quality of airport services with a
sustainable service process approach starting from access to the airport (gccess), the check-in
process at the airline counter (check-in), passport control by immigration officers (passport
control) for international departures, security inspection process (securify), find your way

Airport service
quality and
measurement
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Figure 5.
Key dimension in
arport service quality

(way finding), airport facilities, airport environment and arrival services (ACI 2019).
Researchers use different dimensions in the process of measuring airport service quality
according to their respective perspectives. However, some dimensions are used by the same
researcher, and some even add other dimensions outside the perspective of the ASQ
dimension igsued by Airport Council International (ACI).

Based on the 27 articles selected as the sample, there are eight dimensions that have
developed as research mstruments. Of the eight dimensions used by researchers, the three
most widely used are check-in, security and airport facilities. The check-in dimension 65%
used 39% not used by the researcher. For the dimensions of security and airport facilities
used by researchers 57%, the remaining 43% researchers did not use this dimension
(Figure 5). This shows that the dimensions of airport service quality measurement used by
researchers and industry are different. Another thing to consider is that measuring service
quality at airports is different from measuring service quality in other service sectors such as
banks, restaurants, hotels and hospitals. The airport is a multi-agent public facility, so that
many parties are involved in the process of delivering services to airport service users. So that
future research needs to combine the dimensions of measurement between academics as
researchers and the industrial world.

New construct ASQ dimension. Based on (Apendix 1), some dimensions need to be
developed to measure the quality of airport services that can answer today's business
challenges. The dimension that can be developed i1s how the security function and safety
function are improved in the biological context. If these two dimensions are developed in the
broader context, they will contribute to practitioners managing airports in the current era. In
addition, the dimensions of the physical environment also need to be considered to be
improved so that it can give a better impression to the passengers while at the airport. An
airport atmosphere that resembles a natural environment will positively impression
passengers. Emotional response to the environment can be explained by three dimensions,
namely the first pleasure, arousal and dominance (Wright and Russell, 2012).

Theoretical gap and preposition. Alrport service users, in this case passengers departing or
arriving, expect a positive airport experience. The quality of airport services is critical for
passengers to have a positive impression of the airport while they are there. As service

Pasport Controll 4% B
Arrival Services 2 T
Airport Environment 29% 7
s e
2 Way Finding 25%
z
-1
2 Airport Facilities 57 43%
Check-in 61% [ e
Securiy sm0
Access 29% 7

% adoption W% no adoption




quality improves, so do customer perceptions of value, satisfaction and trust, increasing  Ajrport service

airport service users’ loyalty. Increasing customer satisfaction and lovalty is linked to higher
profits (Yee ef al, 2010, Heskett ef al, 1997). Many studies have been conducted to date on
measuring customer perceptions of airport service quality, but the majority of them have only
focused on airport physical facilities, which have implications for airport passenger
satisfaction (Appendix). The theory that isrelevant to research on customer satisfaction is the
Expectation and Disconfirmation theory (Oliver, 1980). Until now, no research has been
conducted to describe the relationship between internal aspects of a company, in this case
employee, and external aspects (customers), which have an impact on increasing revenue and
profits. Based on this empirical phenomenon, there is still a theoretical gap that needs to be
filled in terms of measuring airport service qualty, which has an impact on increasing
company revenues and profits. The service-profit chain model, developed by Heskett (1994),
can fill the gap by describing the relationship between employee lovalty, customer
satisfaction and profitability. The model was created to highlight the relationship between
employee and customer constructs and demonstrates that when emplovees are satisfied,
customer satisfaction increases. The relationship between employee lovalty and service
quality can be explained using social exchange theory. In social exchange theory, the norm of
reciprocity states that an action by one party results in a response by another. A positive
reciprocity orientation is characterized by a proclivity to return positive treatment for
positive treatment (Eisenberger et al, 2004; UhlBien, 2003). Future research needs to integrate
the expectation and disconfirmation theory (Oliver, 1980) and the service profit chain model
(Hesket, 1994) to obtain comprehensive results regarding the measurement of service quality
on passenger satisfaction which has impntions for profitability. The Expectation and
Disconfirmation theory and S-PC model can be used to develop new propositions for
measuring airport service quality by taking into account employees as service providers,
customer satisfaction and profitability, as shown below:

Proposition. Passenger's perceptions of airport service quality are influenced not only by
the physical aspects of the airport but also by emplovee lovalty, which
affects service quality, passenger satisfaction and passenger loyalty as
airport service users, with implications for company profitability.

Conclusion and future research direction

This systematic review of the service quality literature at airports attempts to try to provide
an overview of the development of service quality research at airports over the last
two decades. After synthesizing the selected articles and then critically understanding them
to find out their differences, there are la) significant findings from this study. First, we can
clearly show that the dimensions of measuring airport service quality that is currently
developing are based on a complementary process approach while passengers are at the
airport. Some researchers try to build airport service quality measurement dimensions with
the SERVQUAL measures approach, but the airport industry practices eight different
measurement dimensions. The difference in measurement dimensions shows that there are
still theoretical and empirical gaps that need to be harmonized so that the dimensions of
measuring airport service quality can be solid like the dimensions of measuring the quality of
other services such as banks, restaurants, hotels and hospitals. The dimensions that can be
developed in the future are increasing the security and safety functions in the biological
context to become biosafety and biosecurity. If this dimension 1s set in a broader context, it
will contribute to airport management practitioners during the COVID-19 pandemic. In
addition, the dimensions of the physical environment also need to be considered to be
improved so that it can give a better impression to passengers while at the airport. An airport
atmosphere that resembles a natural environment will provide a positive impression for
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passengers. Emotional responses to the environment can be explained by three dimensions:
pleasure, passion and dominance. Second, the current research on airport service quality has
only come to measuring the physical aspects of the airport on passenger satisfaction and its
pact on the image of the airport. There are essential variables that need to be tested, namely
e relationship between employee loyalty, service quality, passenger satisfaction, airport
image and company profitability.

The future research plan that we can propose is; first, the dimensions of measuring airport
service quality from the perspective of researchers and industry need to be explored in depth
g0 that the dimensions of measuring airport service quality are solid like the dimensions of
measurement for service quality in other service sectors. Second, future research should
consider emplovee lovalty as a service input on service quality, passenger satisfaction,
airport mage and business/financial performance of the company. The integration of
expectancy-disconfirmation theory and the SPC model is one of the proposed research
developments in the future,

Finally, despite the rigor, the nutcorn; are constramed by the research criteria used.
Nonetheless, the findings of this study may be valuable to researchers and practitioners
interested in the topic, especially in terms of providing an over view of the current state of the
art and implications for future research and airport service quality measurement.
Researchers and practitioners looking for a complete airport service quality measurement
approach may find the proposed helpful framework.
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Bogicevic ef al (2013), Pandey (2016},
Prakash (2016), Lee and Yu (2018),
Domingo ef all (2019), Chonsalasin ef al
120200, Isa ef al (2020), Hong ef all (2020)

de Barros ef all (2007), Bogicevic ef al
(2013), (2015b), Bezerra (2015),
Pandey 6), Bezerra and Gomes (2016),
Lee and Yu (2018), Trischler and Lohmann
(2018), Prentice and Kadan (2019), SeetfZfh
(2020), Antwi ef al (2020), Chonsalasin ef al,
(2020), Thampan ef al (2020), Bezerra and
Goimes (2020), Isa ef al (2020}, Hong ef al
(20:20)

Cotreta and Wiasinghe (2007), Bogicevic
el al (2013), Bezerra (2015), Pandey (2016),
Prakash (2016), Bezerra and Gomes (2016),
Lee and Yu t%), Lohmann and Trischler
(2017), Awad el al (2019), Prentice and
Kadan (2019), Antwief al (2020),
Chonsalasin ef gl (2020), Thampan ef al
(2020), Bezerra and Gormes (2020), Isa ef al
(2020), Hong ef al (2020)

de Barros ef all (2007), Bogicevic ef al
(2013), Bezerra (2015), Pandey (2016),
Prakash (2016), Bezerra and Gomes (2016),
Lee and Yu (2018), Domingo ef al (2019),
Prentice and Kadan (2019, Seetanah (2020),
Antwi ef al (20200, Chonsalasinef al (2020),
Thampan ef al (2020, Bezerra and Gomes
(2020), Isa ef al (2020), Hong ef al, (2020)

Pandey (20 Wi Lee and Yu (2018), Domingo
ef al (2019), Antwi ef al. (2020), Chonsalasin
el al. (2020), Isa ef al. (2020), Hong ef al.
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Access

Security

Check-in

Alrport
Fadilities

Way Finding

Alrport
Environment

The journey of passengers to and from the
aiport s referred to as atiport access. The
convenience of passengers in accessing these
aiport passes, both departing passengers
and refurning passengers from traveling.
Components that ave part of access are the
choice of alter native modes of transportation
such as electric trains, private vehicles, taxis,
public transportation, the availability of
moving sidewalks that assist passengers in
carrying their luggage

Security 18 defined as an abrport security
systemn consisting of the attitude of security
officers, waiting times associated with
security checks and the process of safety
screening (and the resulting sense of security
and confidence of passengers)

Check-in includes indicators related to
overall service efficiency, such as passenger
wait time in check-in lines and passport
checks, operational efficiency, and service
emmplovee attitudes

Facilities ave evervthing related to the
physical airport to accommodate all what is
needed by passengers. The airport facilities
in question include the availability of
Internet/WiFI networks, passenger waiting
rooms, availability of banks and automatic
teller machines, currency exchange,
restaurants, and places to shop as desired by
passengers

Wayfinding is an aspect related to the anport
signage system which ncludes a general
mndication of the location of the atrport,
information related to the flight process, road
maps or guidance for passengers in
navigating while at the terminal, and the
estimated walking distance between places
o foot between places in the terminal

The atrport environment consists of
landscape architecture, modernization of
passenger terminals, comfortable conditions
of waiting rooms, availability of toiets,
cleanliness of passenger terminal buildings,
parking mechanisms and toilets

(comittnued )




Airport service

Mo Authot's Dhimension Definition .
quality and
7 Pandey (2016), Lee and Yu (2018), Domingo  Arrival Alrport customs and arrival services refer to measurement
[ 2019), Chonsalasin ef al (2020), Isa SerVices aitport handling related to arrival
el al (2020), Hong ef al. (2020) passengers, transit passengers and
departing passengers. This arrival service
mcludes passport and Personal Identit v Card
checks, customs checks, and speed in the
baggage delivery process
8 Lee and Yu (2018), Domingo ef al. (2019), Passport Passport control aims to ensure that every
Isa ef al (2020), Hong ef al (2020) Control passenger has a travel permit from the
immigration office in force in that country Table Al.
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