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ABSTRACT

Keywords: Service quality,Satisfaction,Document inspection

With developing amount of passengers in SongShan Airport, NIA should take great
emphasize on satisfaction of passengers who travel to Taiwan. This study investigates the
service quality and the satisfaction rate of document inspection and security inspection of
National Immigration Agency in Taipei SongShan Airport. The study is based on the
Conceptual Model of Service Quality created by Parasuraman, Zeithaml and
Berry(1985),and the questionnaire was designed according to SERVQUAL instrument to
survey the service attribute. The method to carry out this study was using a questionnaire
which the participants were chosen randomly from the passengers of Taipei Songshan

Airport.

This study take brief talk with the 50 selected passengers which takes 5Smin/per person

to realize their opinion and suggestion.

The study hopes to provide advices and directions to National Immigration Agency for

facilitating current service quality of document inspection procedure.

In order to promote the quality of document inspection and security inspection ,this

project concludes that:
1.Shorten the waiting time: Waiting time is too long to get document inspection.
2.The environment improvement: Improving the quality of air conditioner ,the
crowded place to waiting in line.
3.To abbreviate inspection procedure.
4.APEC and SPEEDY counter should be separated from normal counter.

5.The sign of document is so unclear that passengers cannot distinguish which line

they can approach.

This project comes to the immediate and long-term strategies.

VI



For immediate strategies:

1. Rearrange the sign to document inspection to be clear and specific.

2. Facilitate and encourage passengers to fill arrival card on Internet previously.
For long-term strategies:

1. Enhance staff to encounter developing passergers.

2. Enlarge the place of document inspection.

3. Abbreviate the procedure of document check and security inspection.
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