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I. Methodology 

The Public Opinion Research Laboratory (PORL) at the University of North Florida conducted the following analysis on 

behalf of the Jacksonville Aviation Authority (JAA). The dataset being analyzed is the Airport Service Quality Survey 

(ASQ), conducted by DKMA for Airports Council International (ACI). According to ACI, the ASQ “is a comprehensive ACI 

initiative to help airports in their continuing efforts to improve the quality of service experienced by passengers.” The 

following analysis includes data from 109 airports worldwide from 2017 through the first two quarters of 2018. When 

comparing the “JAX” airport to peer airports, the airports included in the “peer” category include “IND”, “TPA”, “SAT”, 

“SAN”, “AUS”, “FLL”, “CLE”, “DTW”, and “YEG”. The ASQ data was weighted by the “WeightFactor” provided in the 

dataset, which weights the data based on whether the flight was international or domestic.  

The PORL is a full-service survey research facility that provides tailored research to fulfill each client’s individual needs 

from political, economic, social and cultural projects. The PORL opened in 2001 and is an independent, non-partisan 

center, a charter member of the American Association for Public Opinion Research Transparency Initiative and a member 

of the Association of Academic Survey Research Organization. For more information about methodology and analysis, 

contact Dr. Binder at porl@unf.edu or at (904) 620-2784. 

 

 

II. Summary of Findings and Further Action 

❖ Business travelers have lower ratings across all items (and across other airports) compared to leisure+other 
travelers; however, the relationships between individual items and “Overall Satisfaction” are very consistent and do 
not vary greatly by quarter. 
 

❖ “Ambience of the airport” is the greatest predictor of “Overall Satisfaction” scores for business and leisure+other 
travelers regardless of airport.   
 

❖ “Airport” factors are more highly correlated with “Overall Satisfaction” and “Ambience of the airport” than any other 
sub-group of factors for business and leisure+other travelers, with the exception of “Parking Facilities” in the 
“Access” category.   
 

❖ Factors that most influence “Ambience of the airport” for business and leisure+other travelers include “Cleanliness 
of airport terminal”, “Comfort of waiting/gate areas”, and “Cleanliness of washrooms.” 
 

❖ Concerning “Overall Satisfaction” and “Ambience of the airport”, the mean scores for JAX vary little for each quarter 
in 2017 and 2018. 

 
❖ JAX has the second highest mean scores for “Overall Satisfaction” and “Ambience of the airport” among business 

and leisure+other travelers compared to its peer airports.  
 

❖ PORL recommends DKMA’s “Definitive Guide to Airport Ambience” for more context on factors contributing to 
airport ambience (attached in the Appendix). 
 

❖ Regarding further action, PORL recommends investigating the usefulness of DKMA’s Ambience Assessment and 
Survey, which provides in-depth questions that target specific factors contributing to airport ambience. 
 

❖ Work to constantly to improve and maintain key areas that most highly correlate with “Overall Satisfaction” and 
“Ambience of the airport”: “Cleanliness of airport terminal”, “Cleanliness/Availability of washrooms”, “Comfort of 
waiting/gate areas”, and “Parking facilities”.  
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III. Data Analysis: 
Figure 1. Overall Satisfaction by Traveler Type 

In Figure 1, “Overall Satisfaction” is separated out by business and 
leisure+other travelers for Jacksonville International Airport (JAX) and 
several other peer airports of similar size and scope. JAX is second 
compared to all peer airports in “Overall Satisfaction” for both business and 
leisure+other travelers, with mean scores of 4.45 and 4.52 respectively. Only 
Indianapolis International Airport (IND) tops JAX, with a business traveler 
mean score of 4.48 and a leisure+other traveler mean score of 4.59.  
Considering that a perfect “Overall Satisfaction” score would be a mean of 5, 
JAX is in a good position compared to most other peer airports, and is 

markedly ahead of the worst peer airport, Fort Lauderdale-Hollywood 
International Airport (FLL), with mean scores of 3.81 and 3.89 for business 
and leisure+other travelers respectively. Worth noting is that business 
travelers have a lower mean satisfaction score than leisure+other travelers at 
every peer airport except Tampa International Airport. Business travelers 
tend to have lower ratings for all of the items, not just “Overall Satisfaction”. 
That leaves both opportunity to improve those scores for JAX, but also a 
challenge to increase satisfaction among a more discerning audience.  
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Figure 2. Airport Ambience by Traveler Type 

Figure 2 presents the mean scores for “Airport Ambience” by traveler type for 

JAX and its peer airports. Once again, JAX is second after IND, with a 

business traveler mean score of 4.32 and a leisure+other traveler mean 

score of 4.44. Similarly, to “Overall Satisfaction”, business travelers have 

lower ratings for “Airport Ambience”, but JAX is doing quite well compared to 

its peer airports, and markedly better than FLL’s mean scores of 3.60 and 

3.69 for business and leisure+other traveler’s respectively. 
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Figure 3. Overall Satisfaction by Airport 

Figure 3, like Figure 1, addresses “Overall Satisfaction” over time for JAX 
and its peer airports. Given that “Overall Satisfaction” runs on a scale from 1-
5, there has been minimal change from the first quarter of 2017 to the 
second quarter of 2018 for both JAX and the amalgamation of the peer 
airports. Although the fourth quarter of 2017 saw a slight bump for both JAX 

and its peers, neither group moved below the 4.00 benchmark and JAX did 
not move below the 4.45 rating. Though 2018 Q1 and Q2 are lower than 
2017 Q3 and Q4, until the 2018 Q3 and Q4 ratings come in, it is impossible 
to determine if ratings are trending downward or if Q3 and Q4 will bump back 
up to their historically higher ratings. 
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Figure 4. Airport Ambience by Airport 
 

Figure 4 shows the change in mean scores of “Airport Ambience” for JAX 

and the peer airports from the first quarter of 2017 to the second quarter of 

2018. Similar to Figure 3, a slight increase can be seen for both groups in the 

fourth quarter of 2017, but other than that the mean scores remain fairly 

consistent over time, with little variation between quarters. These mean 

 

scores are slightly lower than the mean scores for “Overall Satisfaction”, but 

JAX does not go below a mean score of 4.35, and the peer airports do not 

drop below the 4.00 benchmark. Though JAX has lower ratings in 2018 Q1 

and Q2 than in 2017 Q4, the ratings are higher than they were in 2017 Q1 

and Q2.  



 
 

 

  Business Travelers Leisure+Other Travelers 
  JAX Peer Airports JAX Peer Airports 
Table 1. Overall Satisfaction 2017-2018      

Airport Passport/personal ID inspection - .591 .534 .615 

 Speed of baggage delivery service .420 .472 .482 .512 

 Customs inspection - .590 .194 .593 

 Cleanliness of washrooms  .609 .601 .615 .628 

 Comfort of waiting/gate areas .634 .660 .642 .684 

 Cleanliness of airport terminal .711 .713 .722 .740 

 Ambience of the airport .729 .743 .758 .768 

 Courtesy and helpfulness of airport staff .618 .600 .584 .628 

 Restaurant/eating facilities  .445 .576 .477 .562 

 Value of  .409 .502 .446 .469 

 Availability of bank .497 .594 .579 .565 

 Shopping facilities .444 .574 .543 .559 

 Value for money of shopping facilities .381 .496 .451 .474 

 Internet access .515 .466 .464 .445 

 Business/Executive lounges .505 .599 .560 .633 

 Availability of washrooms .648 .617 .605 .624 

Access Ground transportation to/from airport .482 .485 .513 .495 

 Parking facilities .636 .499 .476 .510 

 Value for money of parking facilities .435 .416 .410 .459 

 Availability of baggage carts/trolleys .551 .526 .469 .521 

Check-in Waiting time in check-in queue .438 .482 .457 .514 

 Efficiency of check-in staff .451 .522 .495 .540 

 Courtesy and helpfulness of check-in staff .476 .520 .486 .531 

Security Courtesy and helpfulness of security staff .488 .546 .551 .558 

 Thoroughness of security inspection .485 .544 .549 .556 

 Waiting time at security inspection .457 .499 .484 .531 

 Feeling of being safe .496 .536 .562 .564 

Finding your way Ease of finding your way through the airport .533 .522 .549 .537 

 Flight information screens .516 .524 .503 .556 

 Walking distance inside terminal .485 .464 .462 .488 

 Ease of making connections with other flights - .532 - .543 

ID control Waiting time at passport/personal ID inspection - .489 .408 .516 

 Courtesy and helpfulness of inspection staff - .511 .409 .531 



 
 

 

Table 1 illustrates the strength of the correlation between “Overall 

Satisfaction” and each of the main variables in their sub-categories for 

business and leisure+other travelers for JAX and its peer airports. The 

correlations range from 0.00 to 1.00, in which 1.00 is a perfect correlation 

and 0.00 is no correlation whatsoever. The closer a correlation is to 1.00, the 

stronger the relationship between the given variable and “Overall 

Satisfaction”. Correlations that are bolded are statistically significant, while 

those that are grayed out are statistically insignificant, meaning we can draw 

no limited conclusions from those relationships. While almost all of the 

variables are statistically significant in Table 1, some are more strongly 

correlated to “Overall Satisfaction” than others. For instance, the variables 

located in the “Airport” sub-group tend to be more strongly correlated than 

those in the “Access”, “Check-in”, “Security”, “Finding your way”, and “ID 

Control.” Focusing in on the variables in the “Airport” sub-category, the 

variable that is most highly correlated across airport type and traveler type is 

“Ambience of the airport”, correlating from .729 to .768 depending on the 

column. The other variables that correlate with “Overall Satisfaction” at a 

level of .600 or higher for JAX are “Cleanliness of airport terminal”, “Comfort 

of waiting/gate areas”, “Availability of washrooms”, “Cleanliness of 

washrooms”, “Courtesy and helpfulness of airport staff”, and “Parking 

Facilities.” If working to increase “Overall Satisfaction” ratings, these are the 

areas that should get focused on first.  

  

Overall 

Satisfaction 

Ambience of the 

airport 

Comfort of 

waiting/gate 

areas 

Cleanliness of 

airport terminal 



 
 

 

  Business Travelers Leisure+Other Travelers 
  JAX Peer Airports JAX Peer Airports 
Table 2. Airport Ambience 2017-2018      

Airport Passport/personal ID inspection - .511 .247 .538 

 Speed of baggage delivery service .364 .425 .438 .482 

 Customs inspection - .525 .081 .533 

 Cleanliness of washrooms  .613 .572 .611 .601 

 Comfort of waiting/gate areas .665 .667 .663 .700 

 Cleanliness of airport terminal .768 .764 .792 .792 

 Courtesy and helpfulness of airport staff .538 .517 .546 .533 

 Restaurant/eating facilities  .410 .542 .464 .525 

 Value for money of restaurant/eating facilities .392 .463 .428 .477 

 Availability of bank .412 .552 .535 .546 

 Shopping facilities .444 .555 .518 .549 

 Value for money of shopping facilities .385 .465 .428 .469 

 Internet access .437 .414 .451 .398 

 Business/Executive lounges .503 .568 .509 .634 

 Availability of washrooms .582 .581 .574 .593 

Access Ground transportation to/from airport .404 .391 .459 .423 

 Parking facilities .573 .409 .484 .441 

 Value for money of parking facilities .343 .318 .436 .404 

 Availability of baggage carts/trolleys .512 .476 .414 .487 

Check-in Waiting time in check-in queue .354 .341 .400 .411 

 Efficiency of check-in staff .361 .380 .414 .425 

 Courtesy and helpfulness of check-in staff .374 .398 .393 .421 

Security Courtesy and helpfulness of security staff .377 .428 .464 .450 

 Thoroughness of security inspection .396 .440 .462 .463 

 Waiting time at security inspection .363 .365 .397 .426 

 Feeling of being safe .427 .438 .487 .473 

Finding your way Ease of finding your way through the airport .417 .429 .514 .459 

 Flight information screens .446 .466 .478 .498 

 Walking distance inside terminal .418 .376 .449 .410 

 Ease of making connections with other flights - .430 - .455 

ID control Waiting time at passport/personal ID inspection - .363 .235 .403 

 Courtesy and helpfulness of inspection staff - .399 .097 .428 
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Due to the consistently high correlation that became evident in Table 1 

between “Overall Satisfaction” and “Ambience of the airport”, Table 2 shows 

the correlations for each variable to “Ambience of the airport”, in an effort to 

pin down exactly what contributes to an airport’s ambience, and how it could 

be improved. Table 2 reinforces that “Cleanliness of airport terminal”, 

“Comfort of waiting/gate areas”, “Cleanliness of washrooms”, “Availability of 

washrooms”, and “Parking facilities” are strong, significant variables that also 

influence “Airport Ambience” as well as “Overall Satisfaction.”  
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