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Abstract:

The study aimed to measure the level of satisfaction and service quality offered by the Khartoum
International Airport from passenger’s point of views. The study is a cross sectional research
that used survey instrument which aimed to capture the passengers' perceptions and expectations
about the service they received at the airport, leading to an evaluation of overall perceived
service quality based on gap analysis. A total of 230 passengers responses were analyzed using
descriptive statistics, paired T-test analysis to identify the quality gap in the airport services.
Therefore, the quality gap of the services was determined according to differences between the
passengers' perceptions and expectations.
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The results demonstrated that there was a significant negative quality gaps in all the quality
dimensions (the people, the physical layout, and the processes). The perceived services offered at
the airport were below the passengers expectations indicating a low level of the satisfaction.
Thus, more improvements are recommended to reduce the gap across the three above-mentioned
dimensions.
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