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Mechanism of Service Quality and

Hospitality
—On the Case of Airline's Airport Staff—

NOMURA Yoshiko

abstract As an airline industry is now facing a keen competition, each

One of the key factors to attract passengers is how to make the service
quality better and realize hospitality at service encounters.

The first purpose of this paper is to clarify the concepts of service
quality, service satisfaction and hospitality as these words are often used
without distinction in the business world. The second purpose is to study
how the hospitality is realized through service providing process. And last
but most important purpose is to clarify the capability which is required
to the staff members who are to realize hospitality.
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company is trying to survive by providing better service to its passengers.
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