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Aviation services 

(fire and ambulance 

services, fuelling, ground 

power supply, catering)

Parking Facilities

Aeronautical services

(traffic control, navigation, 

meteorology )

Facilities
(check-in counters, gates)
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Handling
(baggage processing, 

passenger handling
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Comercial Facilities

Waiting facilities

Information services

Car Rental

Hotel and Business

facilities

Aeroporto| two-sided market



A Experiência do Passageiro (‘Passenger Journey Map’)  

Fonte: https://doi.org/10.1016/j.jairtraman.2020.101919



Imagem do destino

A Experiência do Passageiro

Lealdade

Atitude

Passa-palavra

Fonte: https://www.airlinequality.com/



Nota: Elaboração propria; Cálculos efetuados com base em user-generated contents (35,138 Skytrax - Web reviews) e com recurso a ANN (Artificial Network Analysis)

.

Quais as Dimensões mais importantes da Experiência do Passageiro?

Fonte: https://skytraxratings.com/



Q2| Concentrate Here

Importance Performance MAP (Aeroporto de Lisboa)

Nota: Cálculos efetuados com base em user-generated contents (Skytrax ratings)

Fonte: https://skytraxratings.com/



Queuing time

Fonte: https://www.airlinequality.com/



Airport Staff

Fonte: https://www.airlinequality.com/
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