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ABSTRACT
International visits through airplanes are becoming more frequent than before due to the rise of globalization. As a consequence,
many airports around the world are now eager to extend and improve their facilities in the hope of luring more tourists and
acquiring economic advantages directly or indirectly. The competition is rather intense among the airports in the Asia-pacific region.
The Hong Kong International Airport, Incheon International Airport in Korea, and Singapore Changi Airport are often the leading
airports in the global airport ranking, while the Taoyuan International Airport of Taiwan still has a lot to improve. This study
therefore aims to discuss the perspective of tour guideson the quality of services provided by international airports. We also look into
what is the most important service element from the viewpoint of tour guides. These ideas are converted into improvement advice by
quality function deployment, which might help to find out the upmost improvement technology with limited resources of Taoyuan
International Airport. The questionnaires are distributed to international tour guides. The analytic hierarchy process is utilized to
investigate the importance of service quality offered by international airports. The research results find out that the top three services
highly valued by international tour guides are convenient outreaching transportation, cleanness and brightness of terminals, as well
as high efficiency of security check and waiting hours at the counter. Then the Kano model is adopted to evaluate the catalogs
classified by tour guides about the quality elements of airport services. Finally, the integration of Kano model and quality function
deployment is performed for the quality function deployment of Taoyuan International Airport. The opinions of tour guides are
incorporated into the service elements of international airports. This study could offer valuable suggestions on what aspects that
needs to be improved for Taoyuan International Airport when it comes to competition with theHong Kong -v International Airport
and Incheon International Airport. The priorities for improvement include the procedure of boarding, the direction indication, and
facilities of airports.
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