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As the world adjusts from the COVID-19 pandemic to a new normal, a thorough
examination of passenger satisfaction at major airports in Southeast Asia is being carried
out. The Airports Council International (ACI) has revealed that the Asia-Pacific region is
falling behind other regions in terms of air traffic recovery. Utilizing a multimethod
approach comprising multiple regression analysis, Bayesian networks, and neural
network analysis the study investigates user-generated content from Skytrax. It
considers eight specific attributes of airport customer ratings, including queuing time,
cleanliness, seating areas, signages, food services, retail options, Wi-Fi availability, and
staff courtesy.

This analysis highlights queuing time and staff courtesy as key factors
influencing airport service ratings, offering valuable empirical evidence for enhancing
services in the region. It aims to contribute theoretically and provide managerial
recommendations to airport authorities for improving service quality and operational
efficiency, ultimately aiding in the recovery and growth of air passenger numbers.

The rise of digital platforms has transformed customer review collection but
poses challenges in processing and interpreting textual data. This study outlines a
methodology using SkyTrax review data, incorporating quantitative sentiment analysis,
exploratory data analysis, and statistical modeling to identify factors affecting
passenger perceptions. An integrated model, treating airports and passengers as
random effects, assesses airports based on sentiment scores.

This method enhances understanding of passenger expectations and evaluates
airport performance in enhancing customer experience. The comprehensive approach
promises insights into passenger sentiment dynamics, supporting informed decision-

making and strategic improvements in the aviation industry.
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