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Abstract: The article analyzing passenger satisfaction at Husein Sastranegara Airport is a 

scientific literature review article within the scope of marketing management science. This 

article aims to create a hypothesis regarding the relationship between factors, which can then 

be used for further research in the field of human resource management. Descriptive qualitative 

research methodology was used in this research. The data used in this research comes from 

previous research which is still relevant to the current investigation. Data was collected from 

leading academic online platforms, including Publish or Perish, Google Scholar, digital 

reference books, and Sprott journals. The findings of this research are as follows: 1) The check-

in process influences passenger satisfaction at Husein Sastranegara Airport; 2) Airport 

accessibility influences passenger satisfaction at Husein Sastranegara Airport; and 3) 

Transportation connectivity influences passenger satisfaction at Husein Sastranegara Airport. 
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INTRODUCTION  

An examination of passenger satisfaction at Husein Sastranegara Airport is a pertinent 

and significant topic within the framework of enhancing aviation infrastructure and 

transportation services. Husein Sastranegara Airport, situated in Bandung City, West Java, 

Indonesia, is a facility that caters to both local and international air travel. To gain insights into 

passenger satisfaction levels and enhance service quality, it is imperative to conduct a thorough 

examination of the check-in procedure, airport accessibility, and transit connectivity. The 

check-in process is a crucial point in the air travel journey that has the potential to significantly 

impact a passenger's overall perception and level of comfort. Disruptions or inconveniences 

encountered during this procedure can have an adverse effect on travelers' perception of the 

airport. Hence, it is imperative to conduct an analysis and enhance the efficacy and caliber of 

the check-in procedure at Husein Sastranegara Airport.  

Furthermore, airport accessibility has a crucial role in determining the level of comfort 

and convenience experienced by travelers during their travels. The presence of public transit 

facilities, access points, and other supporting infrastructure significantly influences the extent 

to which travelers may efficiently and comfortably reach the airport. Furthermore, enhancing 
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airport accessibility is of growing significance in order to alleviate traffic congestion and 

enhance passenger mobility, given that Husein Sastranegara Airport is situated in the bustling 

city core of Bandung. In addition to considerations of accessibility, the level of transit 

connectivity to and from the airport is a significant determinant of passenger happiness. The 

presence of public transportation options, such as trains, buses, and taxis, that can link the 

airport with other destinations in the vicinity significantly impacts the convenience and 

convenience of passenger movement. In addition, internet transportation services play a crucial 

role in enabling passenger access to airports, thereby necessitating the assurance of their 

availability and reliability.  

In the ongoing development of Indonesia, Husein Sastranegara Airport plays a crucial 

role in facilitating commercial and tourism expansion within the West Java region and its 

environs. Hence, the enhancement of service quality and the satisfaction of passenger 

expectations are imperative priorities that must not be disregarded. Through a comprehensive 

examination of critical elements such as the check-in procedure, airport accessibility, and 

transportation connectivity, airport administration may effectively pinpoint areas that want 

enhancement and then employ suitable tactics to augment overall customer contentment. 

Simultaneously, the research of passenger satisfaction offers significant insights for aviation 

authorities and governments in formulating policies and directing resources towards the 

enhancement of transportation infrastructure. To enhance service quality, align infrastructure 

with real-world requirements, and promote sustainability and advancement in the Indonesian 

aviation sector, authorities can implement tangible measures by comprehending passengers' 

preferences, demands, and experiences.  

Amidst the COVID-19 pandemic, airport management faces new hurdles in ensuring 

passenger pleasure and adhering to health and safety rules. Consequently, the measurement of 

passenger satisfaction has become increasingly crucial in assisting airports in identifying areas 

requiring enhancements to guarantee the safety, comfort, and support of passengers throughout 

their travel experience. Furthermore, the escalating competition among airports in Indonesia 

serves as a catalyst for Husein Sastranegara Airport to persistently engage in innovation and 

enhance their service standards. Airports must enhance their comprehension of passenger 

wants and preferences, and provide services that not only meet but also above customer 

expectations, in order to sustain and expand their market share. An analysis of passenger 

happiness is a crucial tool for attaining this objective as it offers profound understanding of 

areas where airports may enhance their performance and provide a more gratifying experience 

for passengers.  

Therefore, the examination of passenger satisfaction with the check-in procedure, 

airport accessibility, and transportation connectivity at Husein Sastranegara Airport holds 

significant significance for the advancement of aviation infrastructure and transportation 

services in Indonesia. The use of the findings derived from this analysis has the potential to 

enhance the quality of services provided by airports, thereby augmenting their competitiveness 

and fostering the expansion and advancement of the national aviation industry. 

Based on the background of the problem above, the problem formulation is determined 

as follows: 1) Does the check-in process affect passenger satisfaction at Husein Sastranegara 

Airport?; 2) Does airport accessibility affect passenger satisfaction at Husein Sastranegara 

Airport?; and 3) Does transportation connectivity affect passenger satisfaction at Husein 

Sastranegara Airport?. 

 

METHODS  

Literature Examination In preparing the article, methodologies such as systematic 

literature review (SLR) and library research were used. The methods underwent qualitative 

evaluation, and their accessibility was verified through scientific web sources including 
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Mendeley and Google Scholar. A systematic literature review (SLR) is a rigorous and 

methodical process that involves identifying, assessing, and examining all related research 

literature with the goal of answering a specific research question. When conducting qualitative 

analysis, it is important to apply the literature review consistently according to methodological 

assumptions. Investigative in nature, qualitative analysis is carried out primarily for this reason, 

(Ali, H., & Limakrisna, 2013). 

 

RESULT AND DISCUSSION 

Result 

The following are the research findings, considering the problem's context and 

formulation: 

Airport Passenger Satisfaction  

 The degree of customer happiness or contentment with the experiences and services 

they receive at the airport throughout their travels is referred to as "airport passenger 

satisfaction." It covers a wide range of topics, including security, comfort, and the overall 

image that travelers have from their time at the airport. Indicators of the quality of airport 

operations and services include passenger satisfaction, which measures how well the airport 

satisfies visitors' requirements and expectations. Overall, how well airports run their 

businesses, offer top-notch customer service, and take into account the wants and preferences 

of their patrons is reflected in the level of satisfaction among their patrons. Airports that are 

able to satisfy their patrons to a great degree and have a solid reputation are likely to see high 

levels of customer satisfaction. Thus, a key component of contemporary airport management 

which strives to raise service standards, win over patrons, and give everyone a great travel 

experience is recognizing and controlling passenger happiness (Susanto & Jumawan, 2022). 

 The indicators contained in the airport passenger satisfaction are as follows: 1) The 

performance of airport staff directly impacts passenger satisfaction by the quality of service 

they deliver. The presence of amiable, supportive, and proficient personnel will augment the 

overall satisfaction of passengers; 2) The provision of precise and reliable information 

pertaining to flight schedules, departure gates, and other pertinent details is a crucial 

determinant of passenger contentment. Passengers may experience annoyance and 

inconvenience when there is uncertainty or inaccuracies in the information provided; 3) The 

performance of airport staff directly impacts passenger satisfaction by the quality of service 

they deliver. The presence of amiable, supportive, and proficient personnel will augment the 

overall satisfaction of passengers; and 4) The provision of precise and reliable information 

pertaining to flight schedules, departure gates, and other pertinent details is a crucial 

determinant of passenger contentment. Passengers may experience annoyance and 

inconvenience when there is uncertainty or inaccuracies in the information provided 

(Sihombing et al., 2022). 

 Airport passenger satisfaction variables have been studied by previous researchers, among 

others: (Hidayati et al., 2022), (Putra et al., 2020), (Susanto & Jumawan, 2022), (Silalahi, 2015), 

(Susanto & Setyawati, 2019), (Susanto, Ricardianto, et al., 2021), (Hartono et al., 2020), (Fageda et al., 

2023), (Agarwal & Gowda, 2020), (Zuniga & Boosten, 2020), (Tanrıverdi & Lezki, 2021), (Supardi, 

Kamsariaty, et al., 2023), (Widiyanto et al., 2023), (Suryawan et al., 2024), (Susanto et al., 2024). 

 

Check In Process 

Before boarding the aircraft, travelers must register and verify their travel documents 

at the airport check-in desk. Typically, this procedure is completed at the airport check-in 

counter, online via the airline's website or app, or by a self-check-in option that is accessible at 

the airport. Passengers must present their flight ticket and identity documents, such as a 

passport or ID card, upon checking in. After that, the passenger's flight details, seat availability, 
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and boarding pass card will be checked by the check-in agent or automated system, printed, or 

issued. All things considered, the airport check-in procedure is a crucial first stage of air travel 

that enables travelers to sign up and get ready for their journey. Airports can enhance travelers' 

travel experiences and establish a favorable first impression by making sure the check-in 

procedure is swift and painless (Erlangga et al., 2016). 

The indicators for check in process are as follows: 1) The provision of help services for 

passengers requiring support is a significant determinant. These services may encompass aid 

for passengers with restricted mobility or support in navigating the check-in procedure for 

passengers with less experience; 2) The smoothness of the check-in process pertains to the 

degree of ease and efficiency with which travelers are able to successfully carry out their check-

in operations. These factors encompass the availability of staff, the functionality of equipment, 

and the provision of clear information for passengers; 3) The waiting time is a metric that 

quantifies the duration passengers must wait in a queue before they are able to complete the 

check-in process. Reducing waiting times will enhance operational effectiveness and enhance 

passenger contentment; and 4) Self-check-in facilities, encompassing automated check-in 

machines or online check-in services, constitute a significant metric. This establishment offers 

supplementary alternatives for passengers to expedite and streamline the check-in process 

(Waris et al., 2018). 

 Check in process variables have been studied by previous researchers, among others: (Erlangga 

et al., 2016), (Hendiyana et al., 2022), (Rinaldy et al., 2022). 

 

Airport Accessibility 

Airport accessibility describes how simple and inexpensive it is for travelers to enter 

and exit the airport. This includes a number of factors that affect how simple it is to get to the 

airport, such as the availability of public transit, parking accessibility, and other auxiliary 

infrastructure. Good accessibility is essential to giving travelers a seamless and comfortable 

journey as well as to fostering the expansion and development of airports as significant hubs 

for transportation. In addition, accessibility must be taken into account when developing and 

constructing new infrastructure. Increasing access roads, upgrading parking structures, 

investing in public transportation, and enhancing accessibility for travelers with special needs 

are all possible ways to make airports more accessible. Airports can guarantee excellent 

passenger service and develop into effective, user-friendly transportation hubs by focusing on 

these factors (Hartono et al., 2020). 

 The indicators contained in airport accessibility are as follows: 1) Public transportation 

availability: This metric encompasses the presence of trains, airport buses, taxis, or other public 

transportation services that can link the airport with other locations inside the city or its vicinity. 

The presence of efficient public transit will facilitate travelers' access to the airport, eliminating 

the necessity of utilizing private vehicles; 2) The indication of parking facilities encompasses 

the presence and capability of parking facilities within the airport premises. Sufficient and 

easily accessible parking amenities will offer a favorable alternative for passengers opting to 

utilize their personal vehicles for transportation to the airport; and 3) The road access 

infrastructure indicator encompasses the assessment of road conditions and the accessibility of 

roads to the airport, encompassing factors such as traffic density, congestion, and annual 

journey duration. An efficient road access infrastructure would facilitate seamless passenger 

transportation to the airport, minimizing any hindrances (Supardi, Widiyanto, et al., 2023). 

 Airport accessibility variables have been studied by previous researchers, among others: (Ali 

et al., 2024), (Keke & Susanto, 2019), (Susanto, Ricardianto, et al., 2021), (Susanto, Suryawan, et al., 

2021), (Susanto & Keke, 2020). 
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Transportation Connectivity 

The degree of integration and connectivity among the different forms of transportation 

that are offered in a specific area or location is referred to as transportation connectivity. In 

order to give travelers more alternatives and improved access to go to their destinations quickly 

and comfortably, this concept incorporates seamless integration between land, air, and sea 

transportation as well as other public and private transportation services. Enhancing people's 

quality of life and promoting economic growth both depend on effective transportation 

connectivity. The interconnectivity of various proposed or ongoing infrastructure projects must 

be taken into consideration. This entails monitoring the integration of public and private 

transportation, as well as land, air, and sea transportation, and making sure that new 

transportation routes are linked to the networks that already exist. Governments and 

infrastructure developers may construct a more effective, sustainable, and user-friendly 

transportation system that will have a significant positive impact on society overall by 

considering transport connections when planning and developing infrastructure (Setyawati et 

al., 2020). 

The indicators contained in transportation connectivity are as follows: 1) The 

integration between transportation modes refers to the degree to which different forms of 

transportation, including trains, buses, planes, and ships, are interconnected and coordinated 

with one another. Efficient integration facilitates seamless transitions between different modes 

of transportation for passengers, minimizing substantial barriers; 2) Transportation 

infrastructure quality include the condition of roads, railway lines, and transportation terminals, 

along with the presence of supplementary infrastructure like bicycle lanes and pedestrian paths. 

An efficient infrastructure would guarantee seamless connectivity among different 

destinations; 3) The provision of transportation information include the provision of precise 

and reliable details regarding timetables, routes, fares, and the range of transportation 

alternatives that are accessible. Prompt and readily available information will assist passengers 

in effectively organizing their journeys; and 4) The integration of transportation technology 

encompasses the utilization of information and communication technology to enhance 

connectivity among various modes of transportation. This includes the incorporation of 

transportation applications, electronic payment systems, and real-time trip information 

systems. Incorporating technology into the transportation system will streamline the passenger 

experience and enhance operational efficiency (Susanto, Pahala, et al., 2021). 

Transportation connectivity variables have been studied by previous researchers, 

including: (Susanto, 2021), (Harahap et al., 2020), (Ricardianto et al., 2021), (Susanto & 

Jumawan, 2022). 

 

Previous Research 

Based on the problem formulation and research results above, previous research was 

determined as follows: 

 
Table 1. Relevant Previous Research Results 

No Author 

(Year) 

Research Results Simmilarities 

with this article 

Differences 

with this article  

Basic 

Hypothesis 

1. (Waris et 

al., 2018) 

The check-in process 

affects the queue system 

and passenger satisfaction 

of Garuda Indonesia 

airlines 

The influence of 

the check-in 

process on 

passenger 

satisfaction 

The influence of 

the queuing 

system on 

Garuda 

Indonesia 

passenger 

satisfaction 

H1 
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2. (Erocom

ma, 2017) 

The development of air 

transportation 

infrastructure and airport 

accessibility influences 

passenger satisfaction 

The influence of 

airport 

accessibility on 

passenger 

satisfaction 

The influence of 

infrastructure 

development on 

passenger 

satisfaction 

H2 

3. (Hidayatu

llah et al., 

2020) 

Airport accessibility, 

airport connectivity and 

service quality influence 

user satisfaction and user 

loyalty 

The influence of 

airport 

accessibility on 

user satisfaction 

The influence of 

airport 

connectivity and 

service quality 

on user loyalty 

H3 

 

Discussion 

On the basis of the aforementioned findings and prior research, the following research 

discussion is formulated: 

1. The Effect of the Check-In Process on Airport Passenger Satisfaction 

The effect of the check-in procedure at Husein Sastranegara Airport on passenger 

satisfaction is substantial, as it is influenced by various key factors such as the provision of 

passenger assistance services, the efficiency of the check-in process, waiting durations, and the 

accessibility of self-check-in amenities. Efficient check-in procedures for passengers have the 

potential to enhance their perception of airport service quality and exert a positive impact on 

their overall satisfaction throughout the duration of flight travel. In the context of Husein 

Sastranegara Airport, the provision of help services plays a crucial role in shaping passenger 

happiness. Enhancing the overall experience of passengers with special needs, such as 

individuals with disabilities or the elderly, can be achieved by airports that offer efficient and 

timely assistance services. Effective support services encompass providing easy access to 

facilities, aiding with navigation, and facilitating mobility inside the airport. Passengers' 

satisfaction levels are influenced by the level of help and appreciation they receive from the 

airport, leading to a more favorable experience.  

Moreover, the seamless check-in procedure at Husein Sastranegara Airport 

significantly influences passenger contentment. An streamlined and effective check-in 

procedure has the potential to mitigate the stress and strain that travelers may encounter. The 

expeditious and smooth completion of the check-in process by travelers contributes to their 

overall satisfaction with the airport experience. The efficiency of the check-in process is 

influenced by several factors, such as the presence of check-in counters, the quantity of officers 

on duty, and the dependability of the computer system and check-in equipment.  

In addition to this, the duration of waiting time experienced during the check-in 

procedure also exerts a substantial influence on passenger satisfaction. Long waiting times are 

generally disliked by passengers due to their potential to break their schedule and cause 

inconvenience. Airports that can enhance the efficiency of the check-in process and thereby 

decrease waiting times would enhance overall passenger satisfaction. This objective can be 

accomplished through the optimization of technological use, augmentation of check-in counter 

capacity, and enhancement of the queue system.  

The self-check-in service at Husein Sastranegara Airport exerts a notable influence on 

passenger satisfaction. Passengers frequently prioritize convenience and flexibility during the 

check-in procedure, and the implementation of self-check-in facilities enables them to expedite 

the check-in process without the need for direct engagement with airport personnel. Passengers 

generally exhibit higher levels of satisfaction with their check-in experience when airports offer 

self-check-in services that are readily available and dependable.  

In the context of Husein Sastranegara Airport, the impact of the airport check-in 

procedure, encompassing the provision of help services, streamlined check-in procedures, 

efficient waiting times, and the availability of self-check-in facilities, holds significant 
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importance in augmenting customer happiness. By prioritizing and enhancing these facets, 

airports have the potential to cultivate a more pleasurable and streamlined encounter for 

passengers, so bolstering the airport's standing and fostering favorable rapport with passengers. 

The check-in process influences airport passenger satisfaction, this is in line with 

previous research conducted by: (Waris et al., 2018), (Rinaldy et al., 2022), (Hendiyana et al., 

2022). 

 

2. The Effect of Airport Accessibility on Airport Passenger Satisfaction 

The impact of airport accessibility on passenger satisfaction at Husein Sastranegara 

Airport is substantial, encompassing factors such as the presence of public transit, parking 

amenities, and road access infrastructure. Efficient management of airport accessibility 

enhances passengers' travel experience by ensuring a seamless, comfortable, and overall 

gratifying journey. 

The presence of public transportation significantly impacts passenger pleasure. The 

Husein Sastranegara Airport offers convenient access through train, airport bus, and taxi 

services, so providing customers with a broader range of transportation options. Efficient 

public transit facilitates passengers' access to the airport, diminishes reliance on private 

vehicles, and alleviates traffic congestion in the vicinity of the airport. The perception of 

travelers regarding the accessibility and efficiency of accessing the airport is positively 

correlated with their overall happiness with the airport.  

In addition, it is worth noting that parking facilities have a substantial role in influencing 

passenger happiness. Husein Sastranegara Airport has ample, secure, and efficiently managed 

parking amenities, hence presenting a convenient alternative for guests opting to utilize their 

personal vehicles for transportation to the airport. A range of parking alternatives, including 

short-term, long-term, and valet parking, may effectively cater to the diverse requirements of 

visitors and facilitate convenient access to airport amenities. The enhancement of passenger 

satisfaction with an airport is contingent upon their perception of convenient and comfortable 

access to the airport, as well as the availability of sufficient parking facilities. In addition to 

this, the road access infrastructure at Husein Sastranegara Airport exerts a substantial impact 

on passenger satisfaction. An effective road access infrastructure encompasses well-maintained 

road conditions, minimum traffic congestion, and a streamlined navigation system leading to 

the airport. An airport that possesses efficient road infrastructure will facilitate seamless and 

unhindered passenger access, hence mitigating the potential stress and tension that travelers 

may encounter throughout their travel. The happiness of passengers with an airport is likely to 

be enhanced when they perceive that they can conveniently and seamlessly access the airport 

through well-maintained roadways.  

The significance of airport accessibility, encompassing the presence of public transit, 

parking amenities, and road access infrastructure, within the context of passenger pleasure at 

Husein Sastranegara Airport cannot be overstated. By prioritizing and enhancing these facets, 

airports have the potential to cultivate a more user-centric, streamlined, and pleasant 

atmosphere for passengers, so bolstering the airport's standing and fostering favorable rapport 

with passengers. 

Airport accessibility influences airport passenger satisfaction, this is in line with 

previous research conducted by: (Hidayatullah et al., 2020), (Simarmata et al., 2017), 

(Simarmata et al., 2019), (Ulfah et al., 2020). 

 

3. The Effect of Transportation Connectivity on Airport Passenger Satisfaction 

The level of passenger satisfaction at Husein Sastranegara Airport is significantly 

impacted by airport transportation connectivity, encompassing the integration of various 

transportation modes, the quality of transportation infrastructure, the provision of 
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transportation information, and the integration of transportation technology. Effective 

management of transportation connectivity leads to a more seamless, efficient, and overall 

gratifying travel experience for passengers.  

The integration of transportation modalities significantly impacts passenger happiness. 

The Husein Sastranegara Airport has a high level of integration with several transportation 

modes, including trains, buses, and taxis, so offering passengers a broader range of choices for 

accessing and departing from the airport. Effective integration of transportation modes 

facilitates seamless transitions for passengers, enabling them to seamlessly transition between 

different modes of transportation with minimal hindrances. This offers travelers the ability to 

organize their travel with flexibility and convenience, thereby enhancing their pleasure with 

the airport. 

Moreover, the level of transportation infrastructure at Husein Sastranegara Airport 

plays a crucial role in determining passenger happiness. A comprehensive infrastructure 

encompasses favorable road conditions, sufficient parking amenities, and efficiently structured 

terminals. An airport equipped with robust infrastructure will guarantee a seamless and 

comfortable journey for passengers. Sufficient and high-quality amenities and infrastructure 

are essential for enhancing the travel experience of passengers, hence leading to heightened 

levels of satisfaction.  

In Husein Sastranegara Airport, the provision of transportation information has a 

significant role in shaping passenger happiness. In order to effectively plan their excursions, 

passengers want comprehensive and precise information pertaining to schedules, routes, and 

the many transportation options that are accessible to them. Airports that offer readily available 

and thorough information will enhance travelers' confidence and concentration during their 

journeys. This measure is expected to mitigate potential confusion and stress among travelers, 

hence enhancing their overall pleasure.  

Transportation technology integration is a crucial factor in enhancing passenger 

happiness at Husein Sastranegara Airport. The utilization of information and communication 

technology, such as mobile applications designed for trip planning, electronic solutions for 

transportation ticket payments, and up-to-date information regarding transportation schedules 

and conditions, has the potential to enhance both the efficiency and comfort of travel. 

Passengers who have convenient access to information via technology will experience 

heightened connectivity and concentration throughout their journey, thereby leading to an 

augmentation in their pleasure with the airport.  

In general, the level of passenger satisfaction at Husein Sastranegara Airport is 

significantly influenced by airport transportation connectivity. This encompasses various 

factors such as the integration of different modes of transportation, the quality of transportation 

infrastructure, the provision of transportation information, and the integration of transportation 

technology. By prioritizing and enhancing these facets, airports have the potential to cultivate 

a more user-centric, streamlined, and pleasant atmosphere for passengers, so bolstering the 

airport's standing and fostering favorable rapport with passengers.  

Transportation connectivity influences airport passenger satisfaction, this is in line with 

previous research conducted by: (Octoriviano et al., 2022) and (Novianty et al., 2021). 

 

Conceptual Framework 

The conceptual framework has been established in light of the research findings, 

previous investigations, and the aforementioned discourse: 
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Figure 1. Conceptual Framework 

 

 Based on Figure 1 above, the check-in process, airport accessibility and transportation 

connectivity influence passenger satisfaction at Husein Sastranegara Airport. However, apart 

from the variables of the check-in process, airport accessibility and airport connectivity which 

influence passenger satisfaction, there are other variables which influence it, including: 

1) Information technology: (Nashr et al., 2022), (Widjanarko et al., 2023), (Mulyani et al., 

2019), (Pasaribu et al., 2022), (Trieu et al., 2023), (Ilham et al., 2021), (Tri Murti et al., 

2021). 

2) Airport Facilities and Security: (Sulistiyono & Olivia, 2015), (Astuty et al., 2023), 

(Zulaichah, 2014). 

3) Ticket Price: (Simarmata & Keke, 2016), (Sitorus et al., 2018), (Ricardianto et al., 2023), 

(Sihombing et al., 2023), (Simarmata et al., 2020). 

 

CONCLUSION  

 Drawing from the aforementioned problem formulation, results, and discussion, the 

following are the conclusions drawn from this research: 

1. The check-in process influences passenger satisfaction at Husein Sastranegara Airport. 

2. Airport accessibility influences passenger satisfaction at Husein Sastranegara Airport. 

3. Transportation connectivity influences passenger satisfaction at Husein Sastranegara 

Airport. 
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