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abstract

Strategy for Improvement of the Level of
Service at an Airport Passenger Terminal as
Tourism Consumption and Media Space

-Recommendations for Construction of the International
Flight Passenger Terminal at the New Chitose Airport

KITAMURA Michio, SHIBATA Arisa, TSUGAWA Yoshiko,
ZHANG Jing, IKEDA Masahiko

It is vital for the New Chitose Airport to function not only as a node in
itineraries of Hokkaido tourism from other countries but also as a last destina-
tion and medium of such tourism.

This study was aimed at proposing strategy for raising the level of ser-
vice (LOS) and enhancing the Hokkaido brand at the Airport's international
flight passenger terminal, which is scheduled for construction in fiscal 2009.

The study was based on interviews with 46 persons (mainly persons
involved in inbound Hokkaido tourism, tour guides, and foreign residents of
Sapporo).

In light of the interview findings, it recommends improvement of
arrangements for tourism consumption (i. e., sales of goods, food & beverage
service, information provision, entertainment, and relaxation services) with a
view to enhancing the Hokkaido brand, around key words such as “conve-

comfort”, “surprise”, “enjoyment”, and “impression”.

”

nience”,

The Journal of International Media, Communication, and Tourism Studies No.8[] 06 7

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

goooooobbbobboooooobbobobbodooooobbbbibl —poooooDOooDO0ODO0ODOOO0OODO00—

IDDDDDDDDD

2010000000000 00D0 000000000000 O0D0OOO
gbooobooboobooboboobooboobobobooobooon
govicooooboooobooobooooovicoobooobooo
gobOogzoo300s2100000200800083s0 00000000000
gbooboooboobgooboboobooboobobobooobooon
ooboooboooobooozoostmo29.40000 2008000 71.10
goobz4000000000

gbooboobooboboobooobooboobobooboo
oooobooobooobooboboooboooboobobobooooo
gbooobooobooboobobooboobooboboboooon
goobogobogzoovobobess40oooooboobobobobon
goooooobobooo

gbobooobobobooobobob2000boboboooboong
gbooboooboobgooboboobooboobobobooobooon
gooobooobooboobobobooboooboobooboooooo
gooobooobooobooboboboobooobooo

goboooobbooobboooobbooobobooooobog
gooobooobooboobobobooboooboobooboooooo
Joo0booobboOoobDbDOMastdestinationd D OO0 O00D0OOOOO
gbooobooobooboobobooboobooboboboobooon
gooobooobooboboboboooooobooboobooobooo

gboobobobobobooboooooooooboobooboobobon
gbooobooobooboobobooboobooboboboobooon
gogoooozoooooooooobooboboboooooboobobooo
gooobooobooboobobooboobooboboboooon
gbooobooboobgoobobooboobooboboboobooon
goooog

goobboooobobbooooobboooooobogzoost
gbooobooboobgoobobooboobooboboboobooon
goboooooboobD4000bbO0O0b0DbOo0obODbOoOoobDbOooo
gooobooobobooo

068[J0DODOIDOIDOIDONDOIDOOO Nos8



® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

2DDDDDDDDDDDDDDDDD

201 ODOOOOoOooOooo
000ob00obOobOobOoboooooooooooooooooooooo
dooooooooobooboooooooooooooooooon
oo0o0oooooOo0obo0obooDooooooooobooooooon
OO0 levelof serviceD O O LOSO D ODODOOODOODOODOODOOLOS
dooooooooobooboooooooooooooooooon
oooooon
gooroSoooboooogoiesooooooooooozo0200
O0000000OOOCorreia and WirasingheD 20040 00000000
go0oooooooobooorostoooooooboLrLosoooooon
00o0oooooooboobobgooo2o04000boroSooooon
dooooooooooooDooooobooobooooon
0000000000000 Correia, Wirasinghe and BarrostJ 2008al] [ [J
goooooooroSOonooobOoobooobooboboooooon
dooodoooooobooboooooooooooooooooon
JOodO0bobO0000dOd Correiall OO O O O LOSO overall level of servicel[ T
oo0o0ooooooobo0obobobooooobooobooboooooo
doooooooooobooboooooooooOmoooooOodo
00000 O0oooooDo0oO0oooooooooOnmooooooon
00D ooooooobo0omobooooooooOoooooooono
dooooooooooboobooooooooooobooooooon
oo0ooooobooDooooobooooad
U O O Correia, Wirasinghe and BarrosU 0 0 0 0 0 2008b0 000 OO O
goooorosOonoooooooooooboooDooooOnoooon
0000000 ooOo0OoooooooOoOooooooOoooon
00000 ooOoOoooooooooooLroesooooon
dooooooooooDooooooDoooooooobooobooooon
0 0O O O Fodness and Murray[] 20050 D 0 000D O0OO0O0O0OOO0O0OO
0o0o00o0oooboboboOooooboooo30oobooobon
oooooooboooooo
00o0ooOoobOobDoooooobooooooDooooooboooa
00oooo0obo0obO0obooobooobooobooboboooooo
ooooooooooooooon

202 O0O00O0OO
000000000000000000oLosS0O000oooooo
000000000000000000000000000000000

The Journal of International Media, Communication, and Tourism Studies No.8[] 069

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

gooooooooooooooooooboobobobbbbobbobbbbobo

gboooboobooboomooboobooboomooooon
gooobooobobbooboooboooooLroSoooobooboon
gbooboooboobooboboooboobooboboboboooo
gbooobooobooboobobooboobooboboboobooon
goobobobobobooooooooooooooDmooooooo
gboobooobooboobobooobooboobobobobooon
googoboobooboobooboobooboobonooo
ooooboobobobobobooboooboobooboboboobooo
gboobooobooboobobooobooboobobobobooon
gboooboooboobooboboobooboobobobooboon
gooobooobobboboooboobooboon
gooobooboobobobboobooobooboobobboobnoo
gobboooobboooobbooobbooobbooomooon
oooobooobooboobobooobooobooboboboooooo
gboobooobooboobobooobooboobobobobooon
gboooboooboobooboboobooboobobobooboon
oooobooobooboobobooobooobooboboboooooo
goooboooboobobboobooboobooo

3DDDDDD

ggoboobobooooooobbooooobooboooooobooboga
googoog

301 OO0OO0DOd
goooboobobobobbooboooboobooboboboobooo
gboooboooboobooboboobooboobobobooobooon
goooboooboobobobooboooboobooooo
o0 booobobobooboobooobobooboobooboboo
gbooboboboboooooooooooonbgnDog
ooooboobobooobgon
gooobooboboboboboobooobooboobobbooboo
goooboobobbmobooboobooobogo
O460000000000DO00ODO0O0OO20000009
gboolsgbooobooobo4bobbobooonog
goboobgooobobooboobgoobooboobo
oooboooooobbooooooobomoooo
gobooboobobooboobooboobooboo

070J0ooooOoOO0OOOOOOOOOO Nod

—0000000000000D0O0000000—



> 1

oooooooooooood
20070 80020080 50000
0000097000 082000
ooo0ooooooooboood
1000000000000
pooooooooooooo
gooooooooooooo
3900000000000

® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

gooobooobooog

U0 000020070110 1500 120 50

g0 obooobobobooboobooobboobooboobobo
gooooboobooboobobooboobooon
gbooooboobooboobboobooboon
ooooogoobog

302 00000000
goooboobobobobbooboooboobuoobobbooboo
goooboooboobgooboboobooboobobobooobooon
gboboobooboobgooboboobooboobobobooboob
gooooobobooooobobooboooboboboozoosbdno
gooboooboobiosgbgoboobooboonooomoon
gooobooboooobmobooboooobooboooooDo

4DDDDDDDDDDDDDDDDDDD

401 ODDLOOOODDOOOOO
gbobobobobobobobobobobuolgo2@bonDg
gopz00700000b00dze0ddnoonoobooboooboon
gobboooinssenonooooooooboboooboboooobooon
oboooogzoo70Oob0oO&s40dnonO
goboobobogooboooboooobz070000boooboobg
gbooobooobmoobobbobooboomoboooobooooon
oboobeb0obobOboOobOOoOobOObOObDOOD3DObODbDOn
gooobooobooobgoooboooo

= 01 00000000000
oooo
ooooo 2003 2004 2005 2006 2007
0oo 18,024 17,082 17,249 17,644 17,527
0oo 434 523 623 749 834
oooo 18,457 17,606 17,872 18,393 18,361

ooo0070000000000
Joooooooooooooz008011oaod
http://www.city.chitose.hokkaido.jp/index.cfm/84,24889,130,617,html

The Journal of International Media, Communication, and Tourism Studies No.8[] 071

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

gooooooooooooooooooboobobobbbbobbobbbbobo

= 02 0OD000000OO0OO00ODOOO0O200700

ooo ooo
0 ooo oooo gooOoooo
ooo oooooo 1,038 198,864
oooooooo
oono 1,258 198,676
ooooo
ooo od 1,491 270,635
gopogo poooooo gooao 48 7,378
oo ooooooooo 104 5,822
gooo ooo 304 30,033
ooo 4,243 711,408
oooooo 000 663 122,494
ooo 4,906 833,902

goooo0obo0obooOoobooobooobooooooooo
Joooooooooooooz0080 1Moo nod
http://www.city.chitose.hokkaido.jp/index.cfm/84,24667,130,311,html

200700 0000000000 0obobobDooDoobobobon
gooobobooobobooobobooobosmoobonooobon
gbooboooboobooboobooon

goo
gooboooobobobgoooobzoeosoonoobonoon
ooooboobobobobobooboooboobooboboboobooo
gboobobzoo70oooooboo2r.7dooooooooooonon
gbooobooboobobboobooobooboobobobooboo
oooobooboobobbooboooboobooboboboobooo
goboobooboboboboobooobooboobobbooboo
googo
goo
gobooboobobbobooboobooboobobobooboo
gobooboooboooobo—-Cboobuoobuo—0bobboob—0O
ooomoboboboboboooooooboobooboobobobo
gooobgooboboobz0700001169000000000
goo
20060 70 00 00000O00ODO0DO0OOO0ODOO0ODODODDOODDOO
gbooboboboboobooooooooboobobobobzoosd
gbooopoboobooboobogbozoo70og27y0boonoon
oooobooboobgoobooooog
goooogooo
goboobooboboboobooboobooboooboboboooboo
ooooboobobobobbooboooboobooboboboobooo
goobogzoo7ooobooosspogoboooboobobooonbon

072[] 0000000000000 OO0OO Nosd

—0000000000000D0O0000000—



»2

»3

gooooooooooooo
gooooooooooooo
ooo

[0 http://www.city.chitose.hokkaido.jp
findex.cfm/82,6290,¢,html/6290/2ko
utuu.pdfd] 20080 110 200 O

0oo0oo0ooo2007040300
gooooooooooooo
ooo

® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

gboooboboooboobgooo

»m 03 0O0O000O0O0OO0OOOO0O

gooO0ooOoooooooooooooooo

ooo 200300 200400 20050 [ 200600 [ 200700
nooo nooo nooo nooo nooo

0o |.119,750] 45,050/ 208,600 100,200 276,800 149,950| 267,900 150,250| 277,400| 142,300
89.9 66.9 174.2|  222.4 132.7 149.7 96.8 100.2 103.5 94.7

000 |--61.200]  46,300| 63,850 42,750/ 70,050| 44,400| 133,850| 69,750 169,300| 94,350
146.1 159.7 104.3 92.3 109.7 103.9 191.1 157.1 126.5 135.3

0 |ggg|.-56.600| 25,900/ 82,750| 39,400| 86,500/ 37,600| 86,050| 38,750| 108,000| 53,150
g 102.1 99.6 146.1 152.1 104.5 95.4 99.5 103.1 125.5 137.2
0 lgon 5,800| 2,450| 12,050 4,950 15,650/  7,050| 17,350 7,100| 26,950| 10,650
o 111.5 98.0| 207.8|  202.0 129.9 142.4| 1109 100.7 155.3 150.0
0oo 4,000 1,350| 6,000 1,900| 11,800 5,900 18,950 7,400| 37,150| 15,000
0oo 177.8 168.8 150.0 140.7 196.7| 3105 160.6 125.4|  196.0 202.7
ooo 4,200| 2,050| 5,250 1,950| 5,650 2,400| 10,350|  4,000| 14,000 5,850
87.5 73.2 125.0 95.1 107.6 123.1 183.2 166.7 135.3 146.3

boo 7,850| 4,700 9,100 4,300/ 8,750/ 4,550| 9,700| 5,300| 10,850| 5,000
104.7 104.4 115.9 91.5 96.2 105.8 110.9 116.5 111.9 94.3

boo 6,950 4,600 6,700 4,200/ 5,900/ 3,700|  5,850| 3,400 6,050| 3,550
102.2 112.2 96.4 91.3 88.1 88.1 99.2 91.9 103.4|  104.4

ooooo 7,550 600| 14,650 600| 18,900 650| 22,950 900| 33,350 1,250
oo 338.6 109.1 194.0 100.0 129.0 108.3 121.4|  138.5 145.3 138.9
ooo 19,880| 14,250| 18,100| 11,050| 13,650|  7,700| 17,700 7,300 27,900| 9,350
nooooo 99.3 97.9 91.0 77.5 75.4 69.7 129.7 94.8 157.6 128.1
ooo 293,780| 147,250| 427,050 211,300| 513,650| 263,900| 590,650| 294,150| 710,950| 340,450
105.2 96.8 145.4 143.5 120.3 124.9 115.0 111.5 120.4| 1157

o0o0o@moooooOo0ooU0ooooOOoOooOoOO00D0ooOLO0oo0DUoboODOoOonO
http://www.prefhokkaido.lg.jp/NR/rdonlyres/83D43C31-419F-49C0-92A8-77206B673590/0/honnpenn.pdf
OPDFOOOOODOODOO

402 0O00O00O0OOOODODODODODObDObOObDODO
gsgbgboobobobooboboboobobuobooboobg
goooooobooboobobbooboobooboboboooon
goooboooboobgoobobooboobooboboboooboon
goz2oooooobooooooboboobobooboo2sib s
gsooteooboooboobooooobonooonoooboonDon
gboobgbxoobobobobobuobooooboobobobobon
goooboooo
gbhobobogobooooobzooo0oooobobooooooobo
gbooobooobooboobobooboobooboobooooon
gboobooboobgooboboobooboobobobooboob
gboooooobooboobooobed
gbooobgobobobobooboobon
gbooobooboobobooboo
ubooobogoozo080 1000020090 1200000
obooobgoobobosos39m b 0dndsl 6,500m?
gboooog
gbool1ogooooooooon
200000000000000000
uogoooooooboooooon
40000000000bO0ODOOobDOoOobOooo

The Journal of International Media, Communication, and Tourism Studies No.8[] 07 3

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

goooooobbbobboooooobbobobbodooooobbbbibl —poooooDOooDO0ODO0ODOOO0OODO00—

gooood
ooooboobobobobobooooobooboobobooobooo
gooobooobooboobobooboobooboboboooon
gbooobooboobgoobobooboobooboboboobooon
oo oooboooDoDoooo
grostboobgooboooboobgoobooboo

gbooboobooboobooboobooboobobooboo
goooboooboobooboboooboooboobooboooooo
gooobooobooboobobooboobooboboboboooo
gboooboooboobooboboobooboobobobooobooon
gooboooobboooobbooo™@uooboboooobooooo
0800 M booboobobooboooboboooboooboobo
gbooobooboobgoobobooboobooboboboobooon
ooon

501 ODDhUoooooobbuooooooo
goobobobobobobobobooomubooboboboo
gooooobobooooobobooooobobboooobobbooo
ooooooooo
goboobooboooooooboobooomoobog® wow?
ooboooooooooobooobo0ooboooooobooooDbo
ooooooboooowoobooobooooooobbooboboobboooo
Joo0doooo0ooOoooooooooooo2400000000000
gooooobobooooobobooooobobbooobobbooo
ooooooobooooooboboooooboboboooobobobooon
0000000000000 ODO Ambassador of Quality ServicelTTT] GST
O Greet, Smile, and Thank D O D O 00000 MM OO0O0O0OO0O0O0OODOO0O
oooooobooooobooooooboboooooDo
gooboboboboboboboboboomoboboooooo
goonooboooobooboooooOoobooooogsggn
oboooboooobooooooosbbombooboobbooboon
0 dddoooooooooooobmoooooooooobn
ooboooooooooobooobo0ooboooooobooooDbo
oooooobobooooobobooooobobobooooboboboon
Joo0ooobooooooboooooooboobooobOoobooDon
gooooobobooooobobooooobobbooobobbooo

>4 00020040000

»5 O00O000DO0O0O0OO0O0OO
gooooooooooooboo
0ooooooooooooo
02001 ooo

0740 0000000000000 OO0OO Nos8



® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

goooboooboobgooboboobooboobobobooooon
gooooobobooDmoboooooz20b00ob0o4b0oooomon
gooooooobgooo
gbobooboboboobo20bgboobooboboooboonbg

gooooooboobooboboboobooobooboobooooo
gboooooobooboobobbooboobooboboboooon
gboooboooboobooboboobooboobobobooooon
gooooooboobooboboboobooobooboobooooo
gboooooobooboobobbooboobooboboboooon
gobooobgoobgoobroSstbgboooobooboobooooon
goooooobooobooo

502 0O0000O0O0O0OCOC0OOObObObODOOO

00000000000000000000000000000000
000000000000000000000000000000000
000000000000000000000000000000000
000000000000000000000000000

googoobooooo
goooboobobbobooboooboobooboobooo
gboooboobobobobbobooboobuoobobobooboo
gboooboobobobobboobooboobuoobobooboo
oooobooboobobobooooobooboobobobooobooo
gboooboobobobobbobooboobuoobobobooboo
gboooboobobobobboobooboobuoobobooboo
ooooboobobobobooobooobooo
goooooooo
gooobooboboboobooboobooboobobbooboo
oooobooboobobobooooobooboobobobooobooo
goooboobobboobooobgon
googoobooooo
goooboobobobobooboooboobooboobooo
gbooobooboobobbooboooboobuoobobbooboo
gooobooboobgoobooooboo
goooooooog
gobooboobobbobooboobooboobobobooboo
gooobgoobooboboboobooobooboobobbooboo
ooooboobobobobobooooobooboobobobooobooo
goobooobobooobobbooobboooboboooobobobg
gooobgoobooboboboobooobooboobobbooboo
ooobbooooboooooobobooooobomoooboooo
O AsianHollywood [ O 0 OO0 OD00ODOOOOOOODOODOOOODNOPR

The Journal of International Media, Communication, and Tourism Studies No.8[ ] 0 75

OIYDIN YHNINVLIN I oooo



goooooobbbobboooooobbobobbodooooobbbbibl —poooooDOooDO0ODO0ODOOO0OODO00—

gobobbooooobobboooooooboobbopPROODDDOOOO

gogobobobooooooboood

» 04 DOOOOODOOOODOOOODOO

OIYSIN VHNINVLIM I ooan

0ooo D00000000000000000000000000
Doooooo
0o0mOmD
Doooooo
0000OhaD (000000 (000000 |000000 ;444
Doooooo
oooo
0000000 (000000
50.5 000000 (0000000 0oooooo
0050000811663 |nnponnp |0op0000 0000 |BBD000S
B Rt 0000000 (0000000 0ooooog
oo Doooooo O
ooooppp (BO00000 ooooooo
34.3 oooooog (B00000 nppoooo |ooooooo
: oooooop |(BO00000 \gopoooo |oo
oooooo 11,174 0oooooo
oooo | si143 Doooooo 000000 |00o00ooog
' oooooop |(BOO0000 \gpgppooo |ooooooo
Doooo ooooon 0ooo
Doo
0000000 (0000000 oo
51.5 0ooooo
000000 |1988 0000000 (0000000 (0000000 (300000
0000000 (0000000 (0000
0000 47,458 Sooooo o oo
0oooo
45.3 Doooooo
pooot  |500.3 0000000 |00000
0ooo | 7e8 Doooo

ooooooboodoooooboboOooooooboboOoooooboboOoOooobooOoboOoOoooooo
goooooOoooooOoOoOoOoooooOoOoOoOoOooo
O0oo0oooooooUuooooooouoooooz0080100000

503 00000ooboboboooobboooboobboooooo
00000000000000000000000000000000
000000000000000000000000000000000
000000000000000000000000000000000
000000000000000000000000000000000
O00O0PROCOODOOOOOMOIONOOOOOOOOOOOOOOO
0000000000000000000000000000000000
00000
00000000000000000000000000000000
000000000000000000000000000000000
000000000000000000000000000000000
0000000000000000000000000000000000
000000000000000000000000000000000

076000000000 OOOOOOOO Nos8



® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

goooboooboobgooboboobooboobobobooooon
gbobobobobooooooooopobobobobobobobo
goooooobooboobobooboobooboboboooon
goooboooboobooobooboprROOODOODODO

alsls
6 oon

1]
1]
1]
1]

Jodd
oon

1]

goooboobobobobbooboooboobuoobobbooboo
gboobgstiliogboboobobgobooboooobobobobon
gboobooboobgooboboobooboobobobooboob
gbooobooobooboobobboobooboobooboooon
goooboooboobgooooboo

601 DOO0DDOOO0OODODOOOoDDOOOOon
gboooboobooboobboobooobooboobobobooboo
gboboobooboobgooboboobooboobobobooboob
gboooooobooboobobboobooboobooboboooon
goooboooboobgooboboobooboobobobooobooon
gboboobooboobgooboboobooboobobobooboob
gooooooobgooo
gboooboobooboobboobooobooboobobobooboo
gboboobooboobgooboboobooboobobobooboob
gozooosooobooooobobooobobooo20b0oboobon
gooobooooasobtbeoboboonboonDOd

» 05 OO00O0O0ODOOOOUOOODObOOUODODbDOoO

ooo 00O ooo 0000000
0 0oooooo 300 300 200 200
u 0ooooon — — — —
0 oooooo 200 200 200 1.500
o oooooo 100 150300 300 300

ooooooooooooos3oioooo

602 OO0O000O0DOOOOOODOOOOODOOOO

000000000000000000000
3010000000000000000000000000000C
00000000000000000000000000000000
00000000000000000000000000000000

The Journal of International Media, Communication, and Tourism Studies No.8[] 07 7

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

gooooooooooooooooooboobobobbbbobbobbbbobo

gbooobgoobooboobbooboobooboobobobooboo
ooooboobooboobooboooog

gobooboobobbobooboobooboobobooboooboo
gbooobgoobooboobbooboobooboobobobooboo
oooobooboobobbooboooboobooboboboobooo
ood

gbooobooboobgooobooooboo

gooboooobobooobobooobobboooobooooo
gobooobooboob20b0ogoboooobobooboboobDbon
gbooobooboobooboobooobooboobobobooboo
ooobomoboboboboooooooboobooboobobobo
gboobobooooopooboobobobobobobooooonbonog
gbooobooboobooboobooobooboobobobooboo
ooooboobobobobobooboooboobooboboboobooo
gboobooooboobogbogbeog 70000000 OooboobOoDO
gbobgobogobooobosooboooboobonoon
gooobooboboboboooboooboobooboobooo
gbooobooboobobboobooobooboobobbooboo
gboooboobobooboobgoobooboobooboooo
gooobooboboboboooboooboobooboobooo
gbooobooboobobboobooobooboobobbooboo
gbooobooboobooboobooobooboobobobooboo
ooooboobobobobobooboooboobooboboboobooo
gooobooog
gboboboooooooobooboobobobobobobooo
000000000 DbO0000o0ob000n0M™dead time OO OO0
goboobooboobobboobooobooboobobbooboo
gbooobgoobooboboobooobooboobobooboo
ooooboobobobobboooooboobooboboboobooo
goooboobobbooboooboobooo

01 DOO000O0OOO000ODoOoOoOooDooooooooooo

ba) E = ;

%3@ | =) =

£ B

3 ; /

* z i | E[| %
' ! 304 204304

60~70 4y
Dead Time & 72 5 TSI

T4 2 B (120 43)

ooooooooooooo3oioooo

078[J00O0DODOODOOOCOOCDOOO Nos8

—0000000000000D0O0000000—



® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

1]
1]
1]
1]

- 8gaoudoin
gooodood

gbobobobobooboboboboooooooooooobomoon
goooboooboobgooboboobooboobobobooobooon
gooooooboobooboboboobooobooboobooooo
gbooobooobooobooobooo

gboooboobooboobboobooobooboobobooboo
gooooooboobooboboboobooobooboobooooo
gboooooobooboobobboobooboobobobooooon
gboooboooboobooboobooon

/01 ODO00OO0OOO0OODoOobOOobOoboooooboon
gboooboobooboobboobooobooboobobobooboo
goooooobooboobobobooboooboobooboooooo
gboboboboboobooooooooooomooooooogoo
gooobooobooboobobooboobooboboobooooon
goooooobooboobobobooboooboobooboooooo
goooooobooobooo
gboooboobooboobooboooboobuoobobobooboo
gooboboboboboboboboboooooooobooooog
gboooooobooboobobbooboobooboobooooon
gbobobobobooomobobobooooooobooogoobogon
goooooobooboobobobooboooboobooboooooo
gboooooobooboobobbooboobooboobooooon
gboboboboboboboboboboooooooooboooonog
goooooobooboobobobooboooboobooboooooo
gboooooobooboobobbooboobooboobooooon
goooboooboobooooboo
gooooooobooooboooobobooooboooooog
gboooooobooboobobbooboobooboobooooon
gbooobooboooobooobgobo

/02 0000O0OO0O0OO0OOOOOOOOObDDObOOO
00000000000000000000000000000000
000000000000000000000000000000000
000000000000000000000000000000000
0000000000000000000

00000000000000000000000000000000
000000000000000000000000000000000

The Journal of International Media, Communication, and Tourism Studies No.8[] 079

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

gooooooooooooooooooboobobobbbbobbobbbbobo

gbooobooobooboobobooboobooboboboobooon
oo« 0" dobooboobobobooboooboobobobooobooo
gbooobooobooboobooo
gboooboobooboboobooobooboobobooboo
goobobobobobobobobuobooooooooobooobooog
goooboooboobobboobooboobooobo

703 000000OO0OO0DOOOO0OOOODOOOOOO
goooboobobobobbooboooboobooboboboobooo
gboooboooboobooboboobooboobobobooobooon
gbooboboboboboooooooooooomooooooooo
gooobooobooboobobooboobooboboboboooo
gboooboooboooobooo
ooooboobobobobooobooobooboobobooobooo
gooobooobooboobobooboobooboboboboooo
gboboboboboboobobobobooooooooobooobong
goooboooboobooboboooboooboobooboooooo
goooboooboobooboobooo
gbooobooboobobooboobooboobobooboo
goooboooboobooboboooboooboobooboooooo
gooobooobooboobobooboobooboboboboooo
gboooboooboobooboboobooboobobobooobooon
goooogn
goooboobobobobboobooobooboobobbooboo
gboooboooboobooboboobooboobobobooobooon
goooboooboobooboboooboooboobooboooooo
goboboooobobooobboooobbooobobooooboobobog
gboooboooboobooooboo

/04 (OO000O0O0bOOOOOOODOObOOOObDOODOd

00000000000000000000000000000000
0000000000000000000000000000502000
000000000000000000000000000000000
000000000000000000000000000000000
000000000000000000000000000000000
000000000000000PROOOOOOOOOO0O0O0ODDOO
000000000000000000000000000000000
000000000000000000000000000PRODOOO
000000000000000000000000

080[JooOooDOODOOOOOODOOOOO Nosd

—0000000000000D0O0000000—



m 06 0O00O0OOOOOOOOODOODOOOODOODOODOODOODODOO

oooooo ooooooD ooooon ooooooooooag
000000000 |0oo0000000 (Dooooooooo |[ooooooood
oooooooag ooD oooooooo oooooooao
00000000 |0000000000 oooooooo oooooooa
ooo oooooooa OOoPROODO ooood
oooooooag
oooo
oodooooooo | 0Doo0000000O |[Do00O0000O0|ooooo0oo000
oooooooa Oooooooooag oooooood oooooooo
oooo ooD ooo oooooooao
ooo ooooooooo | ooo00o0o0oO0o0o0 |[Dobooo0oOooao ooooao
ooooono Oooooooooag ooooooon
ooooooooD ooD ooooooooo
ooooooooao oooooooo
ooo ooooooon
0000O0oO0oooo |0oo0b0000on (Dooooooooo |[ooooooood
ooooo 0O oooooooo ooooon
OMADE IN JAPAN (OO DOOOOO0DOO ooo ooooooooD
oooooooa 00000000 |00000ooood oooooooo
0 oooooooa ooooooon
ooo ooooooooo oooooooo
ooooo
0oooooooooon
ooooooooao
oooooooag
oooooooag
oooooo
ooooooooo | 0Dooo00o0oOoooO | 0oo00DoO0oOo|pooooooo0an
oooooooag oooooooag oooooood oooo
ooood oooooooag oooooooa oooooooo
0ooo ooooooo oo oo
oooooooono
ooooono

gobooooooooobooooooooOoOoOoooooboOoOoooooboOoOooooooboOoO
gooobooooooo
goooooooooOooo3goooo

0]
0]
0]
0]
0]
0]
0]
0]
0]
0]

g Uouom
Joogg

gosbgodbobooobobuooobooobboobbooobooob
gbooobooobooboobobbooboobooboobooooon
goooboooboobooboboobooboobobobooooon
gboobooboobgooboboobooboobobbooboob
oo ooooooobooboooboobooboo
gobooob4000000000DO0OODOODOOO0ODOOOn
gboobooboobooboboobooboobobbooboob
gboooooobogoobooobooo

The Journal of International Media, Communication, and Tourism Studies No.8[] 08 1

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

gooooooooooooooooooboobobobbbbobbobbbbobo

801 0O000U0OODOCOOOOOODObLObOODOOO
00000000000000000000000000000000
000000000000000

goooooobooooboooo
gobooboobobobooboobooboobooboboooboo
oooobooboboboboboooobooboobobooobooo
gooobooboobobboobooobooboobobobooboo

gobobooobobooobbbooobbooobbooooboobog

oooobooboboboboboooobooboobobooobooo
ooooboobobooboobooo
gobooboobobobooboobooboobooboboooboo
ooboboboooooooooobobobobooskooooooo
goomoboobooboboobomoboobobboobnoo

gbooboooooobpobooboboboboboboooooonoonDo

ooooboobobobobbooboooboobooboboboobooo
gbooboboooooobooboobobobomuoboobobobo
gbooobgoobobobobooboooboobuoobobobooboo
oooobgon

gbooobogooooboobooo
gooobooboboboboooboooboobooboobooo
gooboooobboooobboooboboooobobomogo
omoooboooooboobomoboobOonooobooo

oo0moobooboboboobooobogooboobooboobooobo

gooobooboobobbooboooboobuoobobobooboo
gbooobgooboboboboobooobooboobobbooboo
oooobooboboooboooboboboooooooo
goooboobobbooboobooboobooboboboooboo
gbooobgooboboboboobooobooboobobbooboo
ooooboobobobobobooboooboobooboboboobooo

gboooboobobboboooboprROODODOODOODOODOD

goooooobooobogon
gboobobobobooooooobooooboobomooooogoo
gboooboobooboobobooboobooboobobooboo

gobodbooboboobooobooboobbooobooboon

gooobooboboobooboobobooobooboobo
gobooboobobbooboobooboobooboboboooboo

ggooooobbobobobbobooooooououoooooboooboboobon

gooobooboobobboobooobooboobobbooboo

082000000000 OOODOOOOO Nosd

—0000000000000D0O0000000—



® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

goboooboogobogiosoop4o00bnboonobonobooonDDO
oooobooboobobobooooobooboobobobooooo
gooobooobooog

goooooobooobogn
goooboobobbobooboobooboobobobooboo
gooobooboboboboboobooboobuoobobobooboo
ooooboobooboboboobooobooboobobobooobooo
gbooboboooopooboobooboboboboboooooonog
gooobooboboboobooboobooboobobboobo
ooooboobooboboboobooobooboobobobooobooo
gbooobooboobobbooboooboobuoobobobooboo
gooobooboboboboboobooboobuoobobobooboo
ooooboobobooobooobgooo

goooboooboobooboobooboobooon

gooobooboboboboooboooboobooboobooo
gbooobooboobobbooboooboobuoobobbooboo
god

gooobooboboboboooboooboobooboobooo
gobobobooooobobboooooobobbopPROODODDOOOO
gbooobooboobobboobooboobuoobobooboo
UodonbDDOYOKOSO!'HOKKAIDOU O OOODODoOooooooog
gbooobooboobobbooboooboobuoobobbooboo
gbooboboooooooomooooobooboboobobobo
oooobooboboboboboobooobooboobobobooobooo
goooboooboboo

OIYDIN YHNINVLIN I oooo

802 0O0000U0OODOCOOOOOODODObOODOOO
00000000000000000000000000000000
000000000000000

gboooboooboobobboobooobooboooon
gooobooboboboobooboobooboobobbooboo
oooobooboobobobooooobooboobobobooobooo
gboooboobobobobbobooboobuoobobobooboo
gboooboobobobobboobooboobuoobobooboo
ooooooboooboobobooobooboboozoosbdnnoog
gboooboobobobobbooboooboobuoobobbooboo
gboooboobooboobbooboooboobuoobobobooboo
ooooboobgon
gobooboobobboobooboobooboobobobooboo

The Journal of International Media, Communication, and Tourism Studies No.8[ ] 08 3



goooooobbbobboooooobbobobbodooooobbbbibl —poooooDOooDO0ODO0ODOOO0OODO00—

gobobooobobooobbbooobbooobbooooobog
oooobooboobobbooboooboobooboboboobooo
goboobooboobobbooboooboobuoobobbooboo
gbooboooooopooobobobobobobooooonoonDo
ooooboobobobooboooboobobooooooboooo

gbooboobobboobooboobonooon

goooboobobboboooboooboobooboobooo
goboobooboobobbooboooboobuoobobbooboo
gobobooobobooobbbooobbooobbooooobog
oooobooboobobbooboooboobooboboboobooo
goboobooboobobbooboooboobuoobobbooboo
goooogn

goooboobobboboooboooboobooboobooo
gboobobooooomobooooooooobobooboobobobo

gbooboboboooooooboobobobobobobobooog

oooobooboobobbooboooboobooboboboobooo
goboobooboobobbooboooboobuoobobbooboo
gbooobgoobooboobbooboobooboobobobooboo
odooboboooooobboooooobobooooopPrROOOO
gooooooobg

803 0O000OOOOOUOOOOOOOUDOOOOOUbODOO
00000000000000000000000000000000
000000000000000

gooobooooobooboon
gobooboobobobooboobooboobooboboooboo
oooobooboboboboboooobooboobobooobooo
gbooboobobobooboobobooobobobozo05000000
gbooboboooooobooboobobobobmoobobobo
ooobooobooooobooobOoo40b0oobobobooobogoo
goboobooboobobboobooobooboobobbooboo
gbobooobogooobooobboosigoboobbooboonbg
oooobooboobobobooboooboobon
goooboobobboboobooboobooboboboooboo
gbooobgoobooboboobooobooboobobooboo
ooooboobobobobboooooboobooboboboobooo
goboobooboobobboobooobooboobobbooboo
gbooobgoobooboboobooobooboobobooboo
ooooboobobobobboooooboobooboboboobooo
gboobooooboooobooboobobobobobooooooboonog

OIYSIN VHNINVLIM I ooan

084[JooOoDODODODODOODOOOd Nos



»6 000000000 conciergelTd
gooooooooooooo
goooooooooooboo
gooooooo0oooDboo
gooooooooo

® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

gboooboobooboobooboobgoobobooboobg
goooboobobobobooboooboobooboobooo
gboooboobobobobbooboooboobuoobobbooboo
gboooboobobobobboobooboobuoobobbooboo
ooooboobobobobbooboooboobooboobooo
goooboobobbobooboobooboobobobooboo
gbooooboobooboobobooosoobbooboonboo
oooboooobooobobbooobboouooboooooboog
gboooboobobobobbobooboobuoobobobooboo
gboooboobobobobboobooboobuoobobooboo
0o0o0ooDbo0obooboobooobooboboobOwebO oo
goobooobobooobobbooobbooobobooooboobg
gbooobooboboobooboobooboobooboooon

gooooooboobooobooboo
gooobooboboboobooboobooboobobboobo
ooooboobooboboboobooobooboobobobooobooo
gbooobooboobobbooboooboobuoobobobooboo
gboooboobobobooboobgoobooo
goooboobobobobooboooboobooboobooo
gbooobooobogopoSOboobooobooboobobbooboon
gooobooboboboboboobooboobuoobobobooboo
ooooboobooboboboobooobooboobobobooobooo
gooobooooboboboobooboobooboobooopost
gboooboobobobobboobooboobuoobobobooboo
ooooboobobobobooobooboboboooooboooo

gbooobooobooobgn
gooobooboboboboooboooboobooboobooo
gbooobooboobobbooboooboobuoobobobooboo
gbooboboooooopoboobooboboboboobooooooonog
oooobooboobobobooooobooboobobobooooo
goooogn
oo g o
LANOOOOOOoOoooobooobobogoobooboobobogoooo
gbooobooboobobbooboooboobuoobobobooboo
gboooboobobobobboobooboobuoobobobooboo
ooobobobooooooooobooooomoooobobobo
goooboooboooboobooboobpDAODDODODOODOO
gbooobgoobobobobo

OIYDIN YHNINVLIN I oooo

The Journal of International Media, Communication, and Tourism Studies No.8[ ] 0 8 5



OIYSIN VHNINVLIM I ooan

goooooobbbobboooooobbobobbodooooobbbbibl —poooooDOooDO0ODO0ODOOO0OODO00—

804 00000OO0OODOOOODOOOODOODObbDODEDD
000000000000000000000000000000000
0000000000000000000

gooooooogo

goboobgoobobobooboobooboobooboboboooboo
ooooboobobobobbooboooboobooboboboobooo
gboobooboboboboboobooobooboobobobooboo
gboooboobooboobooboobooboobobooboo
ooobobooobooooooboobobobobobooooooooDog
gboobooboboboboboobooobooboobobobooboo
goooboooobgooog

ooobobobobooooooooooooobooboobomoo
gboobooooboopoobooboobobobobobooooooboonDog
gboobooboobooboobooboobuoobobobooboo
ooooboobobobobobooboooboobooboboboobooo
gboobooooboopoobooboobobobobobooooooboonDog
gboobooboobooboobooboobuoobobobooboo
ooooboobobobobobooboooboobooboboboobooo
goobobooooobboooobobbooobboobbbogo
goooooobog

»/ O00D000DOOOOOOOO
Mooooo1ooooooo
ooooooOoooooooboo
oooooooooooooo
gooooooooobooooo
gooooooooobooooo
gooo

goooooobooo
gobooboobobobooboobooboobooboboboooboo
oooobooboobobbooooobooboobobooobooo
oobobooobobooobobbooobboooboboooobobobg
gbooobgooboobooboobooobooboobobooboo
oooooobooobooobobollboooboooboooboo
goooboobobbooboooboobooo
gboobobobooooooooboooobomoooogoogn
ooooboobobobobboobooobooboobobobooobooo
gooobooboboboboboobooobooboobobobooboo
gboooboobooboobooboooboobuoobobobooboo
odooobooboboobooboobooboooboooboobo

gbooobogooooboobooo
goooboobobobobooobooobooboobooboooo
gooobooboboboboboobooobooboobobobooboo
goooogooog
goooboobobobobooobooobooboobooboooo
gooobooboboboboboobooobooboobobobooboo

086[J0DODODODOIDOOOODOOO Nosd



»8

goooooooooooono
OoooooRoODOOOOO
goooooooo

® 00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

gboooboobobobobboobooboobuoobobbooboo
0sgoooooboobobobobobooobooooobooboobo
gboobobooooooomuooooooboboboobobobo
gboooboobobobobboobooboobuoobobooboo
oooobooboobobobooooobooboobobobooooo
gooobooboobobooboobon

9DDDD

gbobgozooo0bobobooDooooboobobooooooobo
gboboboboboboboboboboooooooobooboonog
goooboooboobgooboboobooboobobobooooon
gooboboboboboboboboboooooooobooobooog
gboooooobooboobobbooboobooboobooooon
gboooboooboooobooboobooboooon

gboooooobooboobobbooboobooboobooooon
gbooobooboobobbooboobooboobobobooboo
ooooboooboooboobooboobooboobgoLrosoog
gooobooobooog

gobboooobbooobbooobbooobobooobbooo
“ 00’y ooy oot DOobOoty oooOor oDoooooog
gbobobobooooo@ooooooobobooboobobobo
gbooobooboobooboobgooborosbooboonbooo
gooobooboboboboboooooboobooboboboobDoo
googoog

ooobobooooooboogzoeosobogooooboooonoo
goooboooboobooboboobooboobooboooon
goooboooboobgooboboobooboobobobooooon
goooooobooboboboobooobooboobooo

gboobobobobobobooooooooobooboobooboobon
goooboooboobgooboboobooboobobobooooon
gooooooboobooboboboobooobooboobooobooo
gooobooobobobobooboobobobooboobo

020080 110 250 0 0 020090 10 290000

The Journal of International Media, Communication, and Tourism Studies No.8[] 0 8 7

OIYDIN YHNINVLIN I oooo



OIYSIN VHNINVLIM I ooan

gooooooooooooooooooboobobobbbbobbobbbbobo

goog

Anderson Correia and S. C. Wirasinghe (2004), Evaluating Level of Service at Airport Passenger
Terminals: Review of Research Approaches, Jounal of the Transportation Research Board, No.
1888, TRB, National Research Council, 2004, 1-6

Anderson R Correia, S. C. Wirasinghe, Alexandre G. de Barros (2008a), Overall level of service mea-
sures for airport passenger terminals, Transportation Research Part A42 (2008), 330-346

Anderson R Correia, S. C. Wirasinghe, Alexandre G. de Barros (2008b), A global indes for level of
service evaluation at airport passenger terminals, Transportation Research Part E44 (2008), 607-
620

Dale Fodness and Brian Murray (2007), Passengers' expectations of airport service quality, Journal
of Services Marketing, Volume 21, Number 7, 2007, 492-506

0000200100 The Winged CityU O DO OO0 OD0OO0O0ODOOODOODOOOMMODOOO
gogooozooi0ooooOO00OoDoOo0sb11g

00ooooooooooooozoeosdnoooooooooooooOOObOOoObbO
goooooooooooooil7oso

goo0oooDooobooO0oobDO2006I0INTO OOOO0OODOOO20050 20060 O
goooooooooobDo0o@moooooboooooooooooIreId 2006

O00O00O000o0oo0OobooOgD2005dINTO OOOOOOODOODO2005000
goooooooooooooITao 2005

goooooooooooooooopz2o0800DOOOOOOoOoOOOoOoOoDO
1900000020070

JooooooooooooooogOzoospdoo90oooooooooooon
gooooooo2obao

joo00o00oo00o00ooooo0oooooo0ooo0ooooooooooo
goooooozo2doooooooooooooooooooooooooon
gooooooooooooooooOoOOseon 20020 1000 pp.1030 110

gooogozo0400opopooooooODODO—0000000—0000020040 pp.3530
379

ooooo0 oOoooooooboOoooooooooooooooon
ooo0o00 0Ooo0oooooOoCbocOoOoOoOoOooooooooOooOoOon
ooo0o00 0OooooooOoocOoOooOoOooooooooOoOooon
o000 OooooooooooooooooooooOooOooo
oo0o0o0 0OooooooOoobooooOoooooooooOooOboo

088[J0oODODOODOODOOOCDOOO Nos8

—0000000000000D0O0000000—



