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This study examines the influence of physical environment quality on 

passengers’ satisfaction at Sultan Ismail Petra Airport, Kota Bharu, one of 

Malaysia’s regional airports. While physical environment quality has been 

widely examined in the aviation industry, research on smaller regional airports 

remains limited. The main objective of this study is to evaluate the relationship 

between three physical environment dimensions: facilities, servicescape, and 

security, towards passenger satisfaction. A quantitative approach was applied, 

and a total of 307 valid responses were collected from airport passengers. Data 

were analyzed using SPSS version 27, applying descriptive statistics, reliability 

testing, and Pearson correlation to identify the strength of relationships 

between variables. The results show that all three dimensions are positively 

associated with passenger satisfaction. Academically, this study enriches the 

limited body of knowledge on physical environment quality in regional airports 

by providing insights into consumer perceptions in a less explored context. 

Such developments may also benefit local tourism and regional economic 

growth. In a nutshell, the study emphasizes the critical role of physical 

environment quality in enhancing the competitiveness of regional airports. 
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Introduction 

Airports play a vital role in supporting tourism and driving economic growth. Across Southeast 

Asia, countries such as Thailand, Indonesia, and Singapore have strengthened their tourism 

industries through well-developed airports that provide efficient services for international 

travellers (World Tourism Organization, 2023; Lee & Kim, 2018). For instance, Indonesia 

welcomed 11.7 million international tourists in 2023, while Singapore attracted 13.6 million, 

supported by its reputation as a top aviation hub (The Diplomat, 2023). These examples 

highlight how airport quality and services directly enhance tourist experiences and national 

competitiveness. 

 

Airports are more than just transport hubs; it also generates jobs, support hospitality and retail, 

and create the first impression of a country (Mason, 2020; Graham, 2013). Exceptional airports, 

such as Singapore’s Changi, with unique facilities like gardens, theaters, and rooftop pools, set 

global standards for customer experience (Changi Airport, 2024). In Malaysia, Kuala Lumpur 

International Airport (KLIA) and Penang International Airport are key gateways for 

international visitors, showcasing the nation’s cultural diversity while strengthening its tourism 

sector (Jamal, 2022; Siti & Rahman, 2023). 

 

Despite the growing recognition of airports as drivers of tourism and regional development, 

Sultan Ismail Petra Airport in Kota Bharu continues to face limitations in facilities, services, 

and international connectivity compared to major airports such as KLIA and Penang 

International Airport. These shortcomings restrict its ability to deliver high-quality services 

and meet the expectations of diverse travellers. Passenger satisfaction, which is a key 

determinant of airport competitiveness and loyalty, is therefore likely to be affected.  

 

However, research on physical environment quality and customer satisfaction at regional 

airports in Malaysia, particularly Kota Bharu Airport, remains scarce. This gap highlights the 

need for further investigation into how service quality dimensions such as facilities, 

servicescape, and security influence customer satisfaction in the context of Sultan Ismail Petra 

Airport. Addressing this issue is crucial, as improving customer satisfaction could strengthen 

the airport’s role in promoting tourism, enhancing competitiveness, and supporting Kelantan’s 

regional economic growth. 

 

Literature Review 

 

Facilities 

Facilities are generally defined as the physical infrastructure and amenities that support the 

needs of users within a built environment. According to Kaplan and Norton (2004), facilities 

can be considered physical assets that provide value for social and economic purposes. The 

International Facility Management Association (IFMA, 2017) expands this definition, 

describing facility management as the integration of people, place, process, and technology to 

ensure the optimal functioning of environments. In airports, facilities encompass terminals, 

https://creativecommons.org/licenses/by/4.0/?ref=chooser-v1
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check-in counters, waiting areas, aerobridges, parking spaces, restrooms, and retail outlets, all 

of which shape the passenger journey (Chowdhury & Ashik, 2020). 
 

The quality and availability of airport facilities have been shown to play a critical role in 

influencing passenger satisfaction. Graham (2013) emphasized that airports serve as gateways 

and the first point of contact for international visitors, making the condition of their facilities 

vital to shaping traveler perceptions. More previuos studies confirm that well-maintained and 

user-friendly facilities such as efficient check-in systems, comfortable seating, clean restrooms, 

and accessible transportation are directly linked to higher levels of passenger satisfaction and 

loyalty (Prentice & Kadan, 2019; Li et al., 2021). Conversely, inadequate or outdated facilities 

often result in dissatisfaction, longer waiting times, and negative overall experiences 

(Bogicevic et al., 2017). 

 

The quality of physical facilities is the primary indicator of tangibility in the context of airports, 

whereas staff efficiency, dependability, and the perceived security of the airport environment 

are associated with responsiveness and assurance. Recent research consistently shows that 

airport physical conditions, such as comfort, safety, and cleanliness, are important factors in 

determining how satisfied travelers are (Smith, 2018; Hegyi & Csonka, 2022 ; Bae & Chi, 

2021). According to more studies, such aspects of service quality as tangibility, assurance, and 

empathy have a major impact on total passenger satisfaction (Dambagolla & Sumanasiri, 2020; 

Sulankey & Muyisa, 2017). It is significant to note that the influence of airport service quality 

goes beyond immediate gratification; it also affects passengers' behavioral intentions, including 

their willingness to return and refer others to the airport (Daya, 2023; Mtafya & Mutalemwa, 

2024). 

 

Overall, the literature indicates that facilities and service quality are interrelated dimensions of 

the airport experience that significantly influence customer satisfaction. High-quality facilities 

enhance the tangibility of services, while efficient service delivery improves passengers’ 

perceptions of the overall airport environment. In regional airports such as Sultan Ismail Petra 

Airport (Kota Bharu), improving facilities and service quality is crucial to strengthening 

customer satisfaction and positioning the airport as a competitive gateway within Malaysia’s 

tourism and economic landscape. 

 

Servicescape 

The term servicescape was introduced by Booms and Bitner (1992) to describe the physical 

environment where services are delivered. It includes layout, design, signage, ambient 

conditions, and other tangible elements that influence customer perceptions. Servicescape is 

important because it shapes first impressions, sets customer expectations, and influences both 

satisfaction and behavioral responses (Wakefield & Blodgett, 1996). 

 

The impact of a well-designed servicescape on customer happiness has long been 

acknowledged. Early research revealed that environmental elements including clean 

surroundings, cosy seats, and adequate lighting had a big impact on how customers rated the 

services (Wakefield & Blodgett, 1999). Airport servicescape components, including waiting 

areas, navigation systems, and terminal layout, have been demonstrated to affect passenger 

satisfaction (Fodness & Murray, 2007). Further research builds on this foundation by showing 

that aesthetically pleasing surroundings, efficient signage, and modern airport facilities not 

only improve passenger experiences but also foster loyalty and goodwill (Bogicevic et al., 
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2017; Bae & Chi, 2021; Hegyi & Csonka, 2022; Mtafya & Mutalemwa, 2024). The collective 

body of study shows how the servicescape's role has changed over time, moving from affecting 

short-term satisfaction to influencing long-term behavioural intentions. 

 

Prentice and Kadan (2019) showed that both functional elements (e.g., check-in counters, 

aerobridges) and aesthetic elements (e.g., design, cleanliness) contribute directly to passenger 

satisfaction. Moreover, Li et al. (2021) emphasized that servicescape not only affects 

immediate satisfaction but also influences repeat usage and spending behavior. Service quality 

frameworks, such as SERVQUAL (Parasuraman et al., 1988), emphasize tangibility as one 

dimension of service quality. In airports, tangibility is strongly tied to the servicescape. 

Rajaguru (2016) found that the physical environment, combined with staff efficiency and 

security, plays a crucial role in shaping overall service quality perceptions. This suggests that 

servicescape is not only part of the physical experience but also an integral factor in delivering 

high service quality, which in turn leads to greater customer satisfaction. 

 

In summary, servicescape is a critical factor in the airport experience. Prior research shows that 

a well-managed physical environment clean, efficient, and pleasant enhances customer 

satisfaction and strengthens perceptions of service quality. For regional airports such as Sultan 

Ismail Petra Airport, improving servicescape can be an effective strategy to increase passenger 

satisfaction and competitiveness. 

 

Security 

Within the SOR model, security in the airport context can be viewed as an external stimulus 

that influences passengers’ internal states and subsequent behaviors. Security refers to the 

feeling of being safe and free from risk during a service experience, including physical safety, 

financial protection, and confidentiality (Parasuraman et al., 1988). At airports, this stimulus is 

reflected in safety checks, baggage handling, and the conduct of security personnel. When 

exposed to these stimuli, passengers as the organism develop perceptions and emotional 

responses, such as trust, comfort, or anxiety.  

 

Research highlights that the professionalism and hospitality of security staff positively shape 

these internal responses, significantly enhancing passenger satisfaction at Sultan Thaha 

Airport, Indonesia (Wahyuni et al., 2023). Likewise, operational security measures, such as 

smooth and efficient screening processes, reduce stress and improve perceptions of service 

quality, which further enhance satisfaction (Kim et al., 2022). These positive internal 

evaluations lead to the response, where passengers report higher satisfaction levels and a 

greater willingness to reuse the airport. This indicates that safety and security are fundamental 

stimuli that directly influence passenger emotions and behaviors, shaping the overall travel 

experience. 

 

In short, security is central to the airport experience. Passengers expect safety as a basic 

requirement, and when security is handled professionally and efficiently, it enhances 

satisfaction and strengthens perceptions of service quality. For regional airports like Sultan 

Ismail Petra Airport (Kota Bharu), improving security systems and staff service can directly 

raise customer satisfaction and loyalty. 
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Physical Environment and Passenger Satisfaction 

Passenger satisfaction represents the overall evaluation of the airport experience, shaped by 

how well the physical environment and services align with or exceed expectations. When the 

environment meets passenger needs through comfort, cleanliness, and functional facilities 

satisfaction is achieved; otherwise, dissatisfaction arises (Yilmaz, 2023). The quality of the 

physical environment is a critical driver of satisfaction, as it directly influences passengers’ 

perceptions and comfort during their journey (Suki, 2014; An & Noh, 2021). Recent studies 

highlight that factors such as terminal facilities, ambience, and overall cleanliness strongly 

contribute to positive satisfaction, while poorly maintained spaces create negative experiences 

(Fodness & Murray, 2022). Evidence from Penang Airport (Malaysia) further shows that 

assurance, particularly staff competence and reliability in managing the environment, 

significantly enhances passenger satisfaction (Khan et al., 2022). Similarly, the ambience and 

comfort of the physical surroundings play a central role in shaping passenger perceptions (Chen 

et al., 2021). Overall, improving the physical environment not only elevates satisfaction but 

also strengthens airport reputation and encourages passenger loyalty (Yilmaz, 2023). 

 

This study adopts the Stimulus–Organism–Response (SOR) theory as its theoretical framework 

to develop the research model. In the context of an airport, the SOR theory is applied to explain 

passenger satisfaction. The theory suggests that external stimuli influence individuals’ internal 

states, referred to as organisms, which in turn shape their behavioral responses, such as the 

satisfaction of using a service. More broadly, the SOR framework highlights the positive 

relationship between the physical environment and outcome variables (Ali et al., 2016). 

 

Facilities Has a Positive Influence on Satisfaction 

The comfort, convenience, and overall travel experience are all directly impacted by airport 

amenities, making them important factors in determining customer satisfaction. Features like 

meal options, retail stores, cleanliness, seating sections, and restrooms are important factors in 

determining how passengers assess the quality of airport services. Passengers' views of service 

settings are greatly improved by cleanliness, functionality, and recreational amenities, 

according to recent empirical studies. This improves passenger satisfaction and behavioural 

intentions (Park & Park, 2018). In a similar vein, studies indicate that passenger happiness and 

airport preference are significantly influenced by terminal comfort and cleanliness (Khumban, 

2020). More recently, assessments of user-generated reviews have confirmed that the most 

important criteria influencing airport service evaluations are retail selections, food services, 

seating availability, and queuing time (Pholsook et al., 2024). Similarly, survey-based research 

conducted at regional airports shows that passenger comfort and satisfaction are significantly 

impacted by the quality of waiting area amenities, especially those related to temperature 

control and seating availability (Fajar et al., 2024). 

 

Empirical evidence confirms this relationship. Wakefield and Blodgett (1996) demonstrated 

that satisfaction levels in airports were closely associated with the provision of parking spaces, 

clear signage, and ease of facility navigation, showing that passengers value functional and 

accessible amenities. More recently, Wattanacharoensil et al. (2022) emphasized that 

enhancing airport service zones is one of the primary strategies for improving the customer 

experience. A well-designed physical environment not only elevates satisfaction but also 

strengthens the airport’s image and influences passenger behavior, including their loyalty and 

intention to reuse the facility. 
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Hypothesis 1: Facilities Positively Influence Passenger Satisfaction. 
 

Servicescape Has a Positive Influence on Satisfaction  

Effective servicescape design meaning the thoughtful arrangement of décor and environmental 

features significantly enhances passenger satisfaction in airports. Although Heung and Gu 

(2012) highlighted factors such as seating arrangement, staff presence, atmosphere, greenery, 

and the strategic placement of windows as contributors to traveler contentment, contemporary 

research confirms and expands on this perspective. 

 

More recent research has confirmed and extended this perspective by demonstrating that an 

integrated airport servicescape significantly influences passenger satisfaction, perceptions, and 

behavioral responses (Lee, Jeon, & Kim, 2022).  Importantly, servicescape affects perceived 

value, passenger satisfaction is significantly driven by personalized service, suggesting that 

employees meaningfully influence overall contentment. This deeper integration offers a more 

complete understanding of how spatial design and staff behavior interact to shape travelers’ 

experiences (Moon, Yoon, & Han, 2023). 

 

Hypothesis 2: Servicescape positively influences passenger satisfaction. 

 

Security Has a Positive Influence on Satisfaction. 

The airport industry has increasingly recognized the critical relationship between security and 

customer satisfaction as part of service quality dimensions (Fakfare, 2023). This research treats 

“security” as one of the key dimensions in the overall airport environment; alongside layout, 

ambience, facilities, gate area, entertainment and shows that a well‑designed and secure 

environment plays a pivotal role in shaping passengers’ perceptions and long‑term relational 

behaviours. In addition, Yuliyanto et al. (2023) demonstrated that businesses could enhance 

customer satisfaction by safeguarding clients’ financial and personal information through 

secure electronic systems in online transactions. In the airport context, similar principles apply. 

Security provisions not only ensure passenger safety but also provide comfort and reassurance 

throughout the airport journey. Earlier studies further revealed that the courtesy, 

professionalism, and assistance provided by airport security personnel, together with the 

efficiency and rigor of security procedures, strongly influence the level of customer 

satisfaction. 

 

Hypothesis 3: Security positively influences passenger satisfaction. 

 

Methodology 

This study employed a quantitative survey method to investigate the influence of independent 

variables on the dependent variable. The independent variable, physical environment, was 

measured through three dimensions: facilities, servicescape, and security, while the dependent 

variable was satisfaction. This study aims to provide a comprehensive understanding of the 

factors influencing passenger satisfaction at Kota Bharu Airport. The main objective of this 

descriptive research is to assess the effect of physical environment factors on airport users’ 

satisfaction. Data were collected through face-to-face surveys, targeting individuals with at 

least one-way flight experience. After excluding invalid responses, a total of 307 respondents 

were retained for analysis. A Google Form questionnaire was employed as the survey 

instrument for this study. The questionnaire comprised two sections: the first included the 

consent statement, study purpose, and demographic profile questions, while the second 
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contained measurement items for the study variables. All three explanatory variables and the 

outcome variable were assessed using a five-point Likert scale, ranging from 'strongly disagree' 

to 'strongly agree.' The facilities construct captured respondents’ perceptions of the facilities 

provided in Kota Bharu airport, while servicescape items measured passengers’ perceptions of 

ambience. Security items focused on the tangible features that could influence behavior. The 

measurement items were adapted from previous studies on physical environment factors and 

modified to suit the Malaysian context. Data were analyzed using Statistical Package for the 

Social Sciences version 27, applying descriptive statistics, reliability testing, and Pearson 

correlation to identify the strength of relationships between variables. 

 

Results 

Table 1 presents the demographic profile of the respondents. A majority of the participants 

were female (59.9%), while 40.1% were male. In terms of ethnicity, most respondents were 

Malay (58.6%), followed by Indian ethnicities (22.5%) and Chinese (9.8%). Finally, others 

ethnicity represents (9.1%). The majority were students (62%), with 20.5% employed in the 

private sector and 4.6% in the government sector. While 11.1% self-employed and a smaller 

proportion (1%) being retirees. In terms of age distribution, more than half of the respondents 

(73.9%) were between 18 and 29 years old, followed by 10.7% aged 30–39 years. Additionally, 

10.1% were between 40 and 49 years, while only 5.2% were aged 50 and above. 

 

Table 1: Demographic Characteristic 

Demographic (n=307) f Percentage 

Gender  

  Male  

  Female 

 

184 

123 

 

59.9% 

40.1% 

Age  

  18–29 years old  

  30–39 years old 

  40-49 years old 

  50 and above 

 

227 

33 

31 

16 

 

73.9% 

10.7% 

10.1% 

5.2% 

Ethnicity 

  Malay 

  Chinese  

  Indian  

  Others 

 

180 

30 

69 

28 

 

58.6% 

9.8% 

22.5% 

9.1% 

Occupation 

  Self-employment 

  Student 

  Private Sector 

  Government Sector 

  Retiree 

 

34 

193 

63 

14 

3 

 

11.1% 

62.9% 

20.5% 

4.6% 

1% 
 

According to Sekaran and Bougie (2016), the mean represents the average value of a dataset, 

where the mean score (M) reflects the overall average performance of a group in an assessment. 

The standard deviation (SD), on the other hand, is a measure of dispersion for parametric data, 

calculated as the square root of the variance (Leung, 2011; Sekaran & Bougie, 2019). In 

statistical terms, SD describes the degree of variability within a dataset, indicating how widely 

the data points deviate from the mean or average value (Glen, 2020). Sedgwick (2011) further 
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notes that a higher SD value indicates greater inconsistency within the instrument, whereas a 

lower SD value is preferable as it reflects a more homogeneous distribution of scores around 

the mean. Table 2 presents the descriptive result of the study. 

 

Table 2: Descriptive Results 

Items Mean SD 

Facilities (α=0.745) 

The airport provided a sufficient number of 

comfortable seats. 

The furniture at the terminal is appropriately 

designed. 

The seat arrangements at the airport gates provided 

plenty of space. 

Overall, the airport’s signs & symbols made it easy 

to get where I 

wanted to go. 

 

3.59 

 

3.64 

 

3.63 

 

3.79 

 

1.029 

 

1.031 

 

0.997 

 

0.924 

Servicescape (α=0.812) 

The lighting at the airport is adequate. 

The temperature at the airport is comfortable. 

The style of the interior accessories at the airport is 

fashionable. 

 

3.65 

3.65 

3.57 

 

0.952 

1.025 

1.021 

Security (α=0.815) 

The security screening process is efficient and well-

organized. 

I feel safe and secure during the security checks at 

the airport. 

The security process respects my comfort and 

privacy. 

The security process integrates seamlessly with 

check-in and 

boarding procedures. 

 

3.56 

 

4.07 

 

3.68 

 

3.66 

 

1.032 

 

1.147 

 

0.937 

 

0.954 

Passenger Satisfaction (α=0.782) 

I am pleased with the experiences I had at this 

airport. 

I feel I have made the right decision in choosing 

this airport. 

The airport exceeds my expectations. 

The airport represents what I understand to be an 

ideal airport. 

 

3.67 

 

3.68 

 

3.69 

3.61 

 

1.003 

 

0.968 

 

0.938 

0.952 

 

Table 3 shows Pearson's Correlation Coefficient between independent variables (Facilities, 

Servicescape, Security) and the dependent variable (Pasengger Satisfaction) at the airport in 

Kota Bharu. From the Pearson Correlation table, the current study found that there is a 

significant relationship between facilities and customer satisfaction in the airport because the 

p-value is 0.001, which is less than 0.05. The Pearson’s Correlation Coefficient value is r = 

0.795, which explains the very high positive relationship between facilities and pasengger 

satisfaction. This indicates that the better the airport facilities, the higher the level of passenger 
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satisfaction. Therefore, hypothesis 1 (H1) was accepted because the value was between 0.70 to 

0.90, showing a strong correlation (Cohen, 1988). 

 

Besides, there is a significant relationship between servicescape and passenger satisfaction in 

the airport. The p-value is 0.001, which is less than 0.05. The Pearson’s Correlation Coefficient 

value is r = 0.770, which also explains a strong positive relationship between servicescape and 

customer satisfaction at the airport. This means that passengers perceive a higher level of 

satisfaction when the airport’s physical environment is pleasant and appealing. Therefore, 

hypothesis 2 (H2) was accepted because the value was between 0.70 to 0.90 (Cohen, 1988). 

 

Lastly, there is a significant relationship between security and customer satisfaction in the 

airport in Kota Bharu. The p-value is 0.001, which is less than 0.05. The Pearson’s Correlation 

Coefficient value is r = 0.767, indicating a strong positive relationship between security and 

customer satisfaction. This suggests that passengers feel more satisfied when they perceive 

airport security processes as efficient, respectful, and safe. Therefore, hypothesis 3 (H3) was 

accepted as the correlation value also falls between 0.70 to 0.90, indicating a strong relationship 

(Cohen, 1988). 

 

Table 3: Pearson Correlation Results 

 
 Facilities Servicescape Security Passenger 

Satisfaction 

Facilities 

Pearson Correlation 

 

Sig(2-tailed) 

 

 

1 .784 

 

.001 

.751 

 

.001 

 

 

.795 

 

.001 

 

Servicescape 

Pearson Correlation 

 

Sig(2-tailed) 

 

 

.784 

 

.001 

1 

 

 

.814 

 

.001 

 

 

.770 

 

.001 

 

Security 

Pearson Correlation 

 

Sig(2-tailed) 

 

 

.751 

 

.001 

.814 

 

.001 

1 

 

 

 

 

.767 

 

.001 

 

Passenger 

Satisfaction 

Pearson Correlation 

 

Sig(2-tailed) 

 

.795 

 

.001 

.770 

 

.001 

.767 

 

.001 

1 

 

Disscussions 

This study sheds light on the factors influencing passengers when they travel through domestic 

airports such as Kota Bharu airport. The demographic analysis revealed that most respondents 

were young adults aged 18 to 29, predominantly Malay, and largely students. This profile 

suggests that the airport is frequently used by younger, education-oriented travelers who are 

likely to prioritize convenience, comfort, and affordability when evaluating their travel 

experience. The result of descriptive analysis informed that the passengers who are young, who 

might be cost-conscious, also place strong emphasis on convenience and comfort.  Looking at 

the first variable of airport facilities, the average scores ranged between 3.59 and 3.79, 

suggesting that passengers were moderately satisfied with the basic infrastructure. The highest-

rated item was the clarity of signs and symbols (M = 3.79, SD = 0.924), which indicates that 

way finding at the airport is generally effective. On the other hand, seating availability and 



 

 

 
Volume 10 Issue 42 (December 2025) PP. 296-309 

  DOI 10/35631/JTHEM.1042019 

305 

 

furniture design received slightly lower scores, though still above the midpoint, highlighting 

areas where improvements could enhance comfort further. These results show that while the 

airport is doing reasonably well in terms of facilities, passengers still see room for better seating 

and furniture arrangements. Furthermore, the outcomes are justifiable considering the ongoing 

extensive improvements and renovations aimed at enhancing the airport's facilities. In addition, 

well design airport facilities have a significant impact beyond meeting passenger needs or 

functional requirements not only elevates satisfaction but also strengthens the airport’s image. 

 

When it comes to servicescape, the average scores fell within a similar range (M = 3.57–3.65), 

reflecting moderate satisfaction with the airport’s physical environment. Passengers felt that 

lighting and temperature were adequate, while the design of interior accessories was slightly 

less impressive. This suggests that the airport manages to provide a comfortable and functional 

environment, even though it is still under major renovation, but it may not stand out in terms 

of creating an attractive or memorable atmosphere. The last security variable was also rated 

fairly positive, with mean scores ranging from 3.56 to 4.07. Notably, the highest score was for 

the feeling of safety and security during the check item (M = 4.07, SD = 1.147). This suggests 

that passengers strongly value the sense of reassurance provided by the security process. At the 

same time, items relating to comfort, privacy, and seamless integration with other procedures 

scored slightly lower. While security is clearly recognized as effective, the challenge for the 

airport is to ensure that these procedures are not only safe but also respectful and passenger-

friendly. Passenger satisfaction itself showed mean scores between 3.61 and 3.69, again 

indicating moderate levels of satisfaction. Passengers generally felt that choosing the airport 

was the right decision and that their expectations were being met, though the score for the 

airport being “ideal” was marginally lower (M = 3.61, SD = 0.952). This suggests that while 

the airport succeeds in delivering a satisfactory experience, there is still a minimum level of 

satisfaction. 

 

The correlation analysis further strengthened these observations, showing that facilities (r = 

0.795, p < 0.001), servicescape (r = 0.770, p < 0.001), and security (r = 0.767, p < 0.001) all 

have strong positive associations with passenger satisfaction towards Kota Bharu airport. 

Among these, facilities showed the strongest relationship, underscoring the importance of 

tangible, functional aspects such as seating arrangements and signage in shaping the travel 

experience. This finding echoes Wattanakamolchai and Choibamroong (2025) and Lau (2022), 

who highlighted that airport facilities are often the most visible and immediately experienced 

elements influencing passengers' evaluations. The strong relationship between servicescape 

and satisfaction also demonstrates the importance of ambiance. A previous study found that 

environmental aesthetics contribute significantly to satisfaction in hospitality and tourism 

contexts (Kandampully, Bilgihan & Amer, 2023). Similarly, the positive link between security 

and satisfaction confirms that passengers value processes that are efficient, reliable, and 

considerate of their comfort (Pai, Chen & Ye, 2021). 

 

Interpreted through the Stimulus–Organism–Response (SOR) framework, these results make 

theoretical sense. Facilities, servicescape, and security serve as external stimuli that shape 

passengers’ perceptions and emotions (the organism), which then translate into satisfaction (the 

response). This suggests that satisfaction is not solely the outcome of functional service 

delivery, but also a reflection of the psychological and emotional states passengers develop 

during their airport experience (Isyana, 2023).  

 



 

 

 
Volume 10 Issue 42 (December 2025) PP. 296-309 

  DOI 10/35631/JTHEM.1042019 

306 

 

Wattanacharoensil et al. (2022) emphasized that enlightening airport service areas is crucial 

for improving passengger experience. By applying the Stimulus Organism Response (SOR) 

theory, well-designed service area act as stimuli that influence passengers’ internal perceptions 

and emotions, which in turn shape their responses, such as satisfaction and intention to reuse 

the airport. This finding supports earlier studies showing that the physical environment plays a 

major role in influencing passenger emotions and behavioral (Mehrabian & Russell, 1974; 

Bitner, 1992). In addition, this study reinforces the idea that passenger satisfaction is both 

cognitive and affective, shaped by the interaction between tangible infrastructure and 

subjective impressions. 

 

Conclusion 

This study examined how facilities, servicescape, and security shaped passenger satisfaction at 

Sultan Ismail Petra Airport, Kota Bharu. The findings clearly demonstrate that all three 

dimensions have strong, positive associations with satisfaction, confirming the critical role of 

the physical environment in influencing travel experiences. Among these, facilities emerged as 

the strongest relationship with satisfaction, underscoring the importance of functional 

amenities such as seating, signage, and infrastructure in shaping passengers’ evaluations. 

Servicescape also played a positive and significant role, highlighting the value of ambience, 

design, and comfort in enhancing perceptions of service quality. Similarly, security was 

strongly associated with satisfaction, affirming that efficient and professional safety measures 

reassure passengers and elevate their overall airport experience. The study confirmed the 

relevance of the SOR framework in regional airports, showing that facilities, servicescape, and 

security shape passenger perceptions and emotions, leading to satisfaction as both a cognitive 

and emotional outcome. Enhancing infrastructure, ambience, and security can raise 

satisfaction, strengthen Sultan Ismail Petra Airport’s competitiveness, and support regional 

tourism and economic growth. Overall, the study contributes to the limited research on service 

quality and satisfaction in Malaysian regional airports, providing theoretical insights and 

practical guidance. Future research that expands the scope across multiple airports, 

incorporates additional variables such as staff service quality or technology adoption, and 

applies more advanced analytical techniques will further enrich understanding in this field. 
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