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ABSTRACT

In the present age, air transport occupies pride of place as a mode of rapid transportation
of people and goods from one location to another across geographical distances as well as
across countries and continents. India is today the third largest domestic civil aviation market
in the world. Several studies have indicated that security is a significant factor in decisions of
air travel and enplanement. Studies of correlation between air travel service quality factors and
perceived service quality found that ‘safety & security’ were perceived to be the most important
factor in perceived service quality for the passengers. Unfortunately, possibly because of their
mandatory nature, the security services, even though they are a critical part of the air travel
experience, have not been studied as a “service.”

Optimal production of a service is difficult without the active participation of those
receiving the service because all services are essentially co-produced. Active and favourable
participation by the passenger improves the security output quality, generates intelligence and
information for the security providers and cuts down on the negotiation time between
passengers and security personnel for threat resolution, thus improving the resource utilisation.
This is possible only if the passengers have a “buy-in” to the security process. There is a need
to “market” the aviation security (AVSEC) service.

This research aims to explore the factors of passenger perception about AVSEC, the
interaction of these factors with each other and the calibration indicated for the input factors
for better output factors and outcomes. Towards this end, the research first explores and
identifies the factors of AVSEC perception, followed by analysing the difference in the
perception based on airport and demographic characteristics and the factors causing these
differences and finally, develops and empirically tests a model to study the interplay and

interrelationships amongst the above factors and formulates policy recommendations.
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Both qualitative and quantitative techniques were used to meet the research objectives.
Literature review followed by Focus Group Discussion were chosen for drawing out the
variables that could possibly indicate AVSEC perception at each of the touchpoints of the
passenger with aviation security. Based on this, primary data was collected on 14 demographics
and 50 variables of passenger perception. With Exploratory Factor Analysis, the variables
coalesced into nine composite factors of passenger perception. Demographic variations of these
composite factors were analysed using repeated measures ANOVA (Analysis of Variance) and
post-hoc Tukey’s Honestly Significant Difference tests on the mean ratings. In order to examine
the interaction of the factors, a two-step Structural Equation Model (SEM) process was used
with a measurement model and a path analysis including mediation analysis.

The sample characteristics indicated that the passengers are not being properly engaged
with to achieve better security outcomes and there is opacity about the aviation security fee.
The demographic variations analysis indicated that there is high endorsement of the positive
input factors; a large majority of the passengers are highly willing to participate in the AVSEC
process; and, the passengers are generally favourable towards aviation security fee and feel that
it is not only justified but that it is likely to be used transparently by the agencies.

Different factors of passenger perceptions are viewed differently by the passengers and
the difference is statistically significant. Differences in factor ratings across airports are
significant. Passengers are highly positive about the different favourable factors while at the
airport but this positivity tends to wane once they have left the airport. Differences in perception
of the security factors by airport size, airport type, gender, education, income and type of travel
are significant. Hold Baggage System of screening of registered baggage is expected to reduce
waiting times but passengers associate it with longer waiting times. These differences indicate

a need for segmented strategy for the security offerings and promotional campaigns.
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The SEM analysis and mediation revealed that the composite factor, Screening
architecture and optics indicated by first order factors, Staff quality and professionalism,
Screening equipment and procedures and Optics and directions has a major impact on the
National and aviation security satisfaction which, in turn, influences the passenger’s
willingness to participate in the aviation security process and his willingness to pay the aviation
security fee. The screening architecture and optics is best indicated through the measurement
variables for security staff quality and professionalism with perception of their training levels
ranking high in the passenger’s perception. AVSEC information increases the threat perception
which increases the desire for AVSEC participation and willingness to pay ASF. AVSEC
information also has some direct influence upon aviation security fee and this influence is
partially mediated by threat perception. Threat perception is positively related to National and
aviation security satisfaction, AVSEC participation and aviation security fee. The relationship
of Waiting time related irritation with national and aviation security satisfaction is not
significant. The current policy obsession with reducing waiting time even at the cost of security
thoroughness and prescription for unobtrusive security presence are not supported.

The recurring finding has been that even as India has the best of aviation security
equipment, the passenger puts the highest premium on the human factor in all the security
factors. Based on the findings of the study, a desirable aviation security model has been
developed with the passenger as the centre point towards creating a virtuous cycle of a
calibrated security offering leading to higher passenger AVSEC satisfaction leading to greater

participation and higher AVSEC fees looping back to better security offering and so on.

These and other results have significance for the policy makers, the security service
providers, the government and academics towards policy formulation, improvement of the
service offering and as a benchmark for time-series analyses.

Keywords: Aviation security, Marketing, Perception, Satisfaction, Participation, Co-creation
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