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Abstract: This research aimed to analyze the influence of baggage service quality on passenger satisfaction 
through baggage on-time performance done for passengers in Terminal 2 at Soekarno-Hatta International Airport. 
The main problem during the initial observation was the increased percentage of passenger dissatisfaction with the 
baggage handling in Terminal 2 of Soekarno-Hatta Airport. The population in this research was the passengers in 
Terminal 2 at Soekarno-Hatta International Airport during peak hours and the sample meeting the criteria was as 
many as 398 respondents using a descriptive quantitative approach. The research method used in this research 
was Structural Equation Model using the analytical tool of Smart-PLS 3.2.9 software. The result of this research 
stated that the variable of baggage on-time performance positively and significantly influences passenger 
satisfaction, service quality positively and significantly influences baggage on-time performance, baggage on-time 
performance can mediate passenger satisfaction and baggage service quality. Whereas the variable of baggage 
service quality had a positive and significant influence on passenger satisfaction. This research recommended the 
management of Soekarno-Hatta International Airport to optimize the baggage processing by maintaining 
operational smoothness and coordination between the airlines and ground staff.  
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INTRODUCTION  
 
Baggage delay in Terminal is the main factor influencing passenger satisfaction with the airport and airlines 
services. The Regulation of the Minister of Transportation of the Republic of Indonesia concerning Passenger 
Service Standards at Airports has determined the standard of baggage claim completion time. In its practice, 
however, there are still delays causing passenger dissatisfaction. Based on the data gathered during the 
observation, it can be known that there is a gap in the form of delay in the delivery time of the first baggage to the 
belt conveyor, where according to the regulations, it takes 20 minutes on average but in the reality, it takes 25-30 
minutes on average, so that there is a gap of five to ten minutes delay. Besides, the gap of 45-60 minutes delay also 
happens to the delivery time of the last baggage to the belt conveyor, where according to regulations it takes 40 
minutes, but in the reality, it takes 45-60 minutes on average, so that there is a gap of 5 to 20 minutes delay. In 
addition, there are also some obstacles making a baggage does not arrive intact to the passenger, which is caused 
by some cases of baggage loss and damage due to minimum control in the ground handling. 
 
Some main factors becoming the causes of gap in the standard baggage handling according to regulations 
regarding the field reality are the lack of vehicles carrying baggage obstructed by the crowded traffic at the apron 
and ineffective coordination between the ground handling teams. Therefore, improved baggage management 
system, operational efficiency, as well as the coordination among airport, airlines, and ground handling service 
provider, become necessary measures to ensure a faster and more efficient baggage service. One of passenger 
satisfaction factors is service promptness, for example in the passenger baggage unloading. Promptness is an 
important component of passenger experience. Delay in baggage unloading causes a negative impact on the 
provided service quality. The OTP of airline baggage in Terminal 2 is still far from the standard threshold 
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determined as big as 65%. The score of OTP of Airline Baggage for domestic area is 13%, whereas the 
international area gets the score as big as 4%. So, it can be concluded that there are still problems of baggage 
handling in Terminal 2 of Soekarno-Hatta International Airport causing low score of baggage OTP. With this 
phenomenon, the port management and officers directly involved in the process of baggage handling must be able 
to improve the performance effectiveness with the appropriate strategy to provide the best quality to increase 
passenger satisfaction.  
 
One of the problems in baggage handling is that the passenger baggage handling in Terminal 2 of Soekarno-Hatta 
International Airport uses Semi Baggage Handling System. Therefore, there are still several airlines with baggage 
handling exceed the time standard determined by the regulations, resulting in passenger complaints. Semi Baggage 
Handling System used in Terminal 2 of Soekarno-Hatta International Airport is a combination of manual and 
automatic methods. The baggage coming in the terminal is put on the conveyor belt and subsequently carried by 
ground handling officers onto the aircraft. Although it is more efficient than manual system, there are still several 
airlines not meeting the time standard of baggage handling as regulated. Such a delay may cause complaints from 
passengers who must wait longer to get their baggage. So, evaluation and improvement of baggage handling 
system in Terminal 2 of Soekarno-Hatta International Airport are needed to increase the efficiency and service 
quality as regulated. This will have a positive impact on passenger complaint. 
 
The baggage handling process in Terminal 2 is independently performed by airline’s ground handling department 
of ground service providers. Ground handling is one of the services with important role in airport services. 
Passenger service starts when the passengers buy a flight ticket, go through passenger check-in, passenger baggage 
check-in, and baggage labelling, go through boarding pass checking in passenger’s lounge when they are boarding, 
and finally when the passengers arrive and get off in the destination. In the study by Khairunnaziri et al., (2025), 
port facilities and environment are the most frequently questioned aspects of Airport Service Quality like at 
Soekarno-Hatta International Airport, requiring the management to be more focused on improving the comfort 
for passengers at the airport. In general, good accessibility of airport terminal will relate to service quality (Dos 
Santos et al., 2025). In general, bad weather influences customer complaints very much because increased rainfall 
or temperature drop increases customer complaint, relates to uncertain on-time performance (Chow, 2015). The 
result od study by Suzuki, (2000) explains that aircraft passengers usually move to another airline after 
experiencing flight delay. So, on-time performance influences airline’s market share especially through passenger 
experience. Another finding, de Oliveira et al., (2021), find the empirical evidence of other reasons for delayed 
arrival in some airports such as low ceiling condition and visibility, rainfall, and strong wind gusts. The difference 
between on-time performance and airline profile provides useful information for airlines and passengers to make 
appropriate decisions (Truong, 2016). According to the finding by Lee et al., (2022), at Jeju International Airport, 
South Korea, the correlation between turnaround time and the level of national airlines’ delay relates to the level 
of delay which unpredictedly increases because of the increased volume of air traffic and trend of cumulative delay 
time for the sample airline compared with the Turnaround Time. 
 
Concerning the passenger satisfaction in the research by Bakır et al., (2022), it is stated that airport staff is the 
most influential predictor of passenger satisfaction. The affective image of the airport service performance in 
passengers’ mind basically relates very much to their level of satisfaction (Antwi et al., 2020). In general, passenger 
satisfaction at an airport has several factors, such as the availability of telecommunication, the cleanliness of toilet, 
the courtesy and availability of officers (Paramonovs, 2016). Some other factors influencing the level of airline 
passenger satisfaction are waiting time and services at the airline office, comfort during the trip, and the empathy 
of cabin crew in the aircraft (Lopez-Valpuesta & Casas-Albala, 2023). Cleanliness and comfort become the most 
prominent over all other dimensions, and it needs a better long-term management performed by airport (Alanazi 
et al., 2024; Relógio & Tavares, 2023). Another opinion, Al-Qatawneh et al., (2025), explains that an airport will 
reach a good time of baggage handling by identifying the areas of improvement, implementing solutions, and 
increasing customer satisfaction. 
 
LITERATURE REVIEW AND HYPOTHESES  
 
Passenger Satisfaction 
 
Theoretically, according to Khan et al., (2023) customer satisfaction is someone’s feeling of pleasure or 
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disappointment that arises due to the performance below expectations. Customer satisfaction is also customer 
evaluation of their experience in consuming a product or service (Mayumartiana et al., 2018; Thakur, 2019). If 
passengers perceive the services well, it indicates that they feel satisfied with the provided service quality 
(Cleopatra et al., 2023). Passenger satisfaction refers to passenger’s feeling of pleasure or dislike, resulted from 
comparing the product function and passenger expectation (Kotler & Caslione, 2009). Passenger satisfaction has 
become an important focus area in the study of behaviour. This concept is based on the belief that passenger must 
be satisfied to make a business sustainable and profitable. Radović-Marković et al., (2017) Passenger satisfaction 
can be measured from the gap between the perceived quality of product or service and the expected quality before 
purchase. Passengers tend to be satisfied with an airline when the service quality attribute regarded as the most 
important is fulfilled or that attribute represents the dimension of satisfaction (Guo et al., 2017). Some researches 
state that passenger satisfaction plays an important role in motivating passenger behaviour for loyalty, which is 
implemented in the form of giving positive review, becoming repeat passengers, or recommending the product or 
service to others (Guo et al., 2017). On the other hand, dissatisfied passengers may reconsider to use the same 
airline in the next flight (Namukasa, 2013), or start a negative mouth-to-mouth promotion (that may be done 
electronically) which can ruin the company’s reputation and image (Blodgett & Li, 2007). According to 
Maemunah, et al. (2023) passenger satisfaction can also be achieved through a good marketing strategy. 
 
Baggage Service Quality 
 
According to Zeithaml et al. (2010) passengers can judge all the service quality provided by the provider so that 
we can know the excellence of that service. Whereas according to Babakus & Mangold (2014) service quality is a 
result of expectation in the passenger’s mind before using the service compared with when the passenger really 
feels and receives the service at the airport. According to Bitner & Hubbert (2021) service quality is the whole 
experience felt by the customers during the process of interaction with the service provider. Whereas according to 
Airports Council International (ACI), service quality at an airport is the level of passenger and airport user 
satisfaction with the facilities and services provided by the airport operator and related service providers (Brouder, 
2010). ACI uses Airport Service Quality (ASQ) program to measure and evaluate the airport service quality around 
the world. 
 
Baggage On-Time Performance  
 
Theoretically, on-time performance of an airline is the measurement of airline reliability and can be used as an 
important indicator in comparison with other airlines (Kwon et al., 2021). Delay due to seasonal weather is 
analyzed, as well as the decreasing number of passengers during Covid-19 pandemic impacting delay factors is 
studied. Other researchers add, concerning On-Time Performance, it needs a study involving manpower, method, 
nature, machine and management, as well as using three phases of data analysis, namely data collection, data 
classification, and conclusion (Ratnasari et al., 2020). Punctual flight or on-time performance is very much taken 
into account by airlines (Girasyitia & Santosa, 2015). Meanwhile, according to Oum et al. (2020) baggage on-time 
performance is defined as “the reliability measurement of baggage delivery service including such factors as the 
time for processing and delivering baggage to passengers. According to International Civil Aviation Organization 
(ICAO), Baggage On-Time Performance refers to on-time performance in baggage handling, that is the ability of 
airlines, airport management, and related service providers to ensure passenger’s baggage arrives in the destination, 
or along with the passenger, with no delay. On-time performance can be used as an indicator to measure the 
reliability and productivity of an airline. Such a Baggage OTP is very important because of its direct impact on 
passenger experience, especially in term of satisfaction and comfort, as well as the reputation of airline and airport. 
This research aims to know the influence of baggage service quality on passenger satisfaction through baggage on-
time performance in Terminal 2 of Soekarno-Hatta International Airport. Based on the theoretical concept and 
previous researches, those influencing passenger satisfaction are the variables of service quality and Baggage On-
Time Performance. Based on the description of theoretical basis and the results of previous researches, the 
framework of this research can be described in the conceptual model in Figure 1 and the following research 
hypotheses.  
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Figure 1. Conceptual Model  
 
Research Hypotheses 
 
H1. Baggage service quality directly influences passenger satisfaction 
H2. Baggage service quality directly influences baggage on-time performance 
H3. Baggage on-time performance directly influences passenger satisfaction 
H4. Baggage service quality indirectly influences passenger satisfaction through baggage on time performance  
 
RESEARCH METHODS 

 
This research used purposive sampling technique to take the sample, where the users of airline in Terminal 2D 
and 2E Soekarno-Hatta International Airport were selected on the criteria: age of respondents was minimum 21 
years, passengers were the users of domestic and international airlines, and had travelled using the airline at least 
twice. The data was collected from the passengers who arrived through Terminal 2D and E with arrival from 5 to 
8 July 2024 (4 days) in the school holiday period with passengers numbering as many as 78,387 people. So, the 
calculation of sample number was obtained to simplify the research, with the minimum number of samples 
allowed in this research as many as 398 respondents. Primary data collection was carried out using survey method 
through distributing questionnaire to research respondents. Those who became respondents in this case were 
aircraft passengers in Terminal 2 of Soekarno-Hatta Airport. This research had one exogenous variable, namely 
baggage service quality, with four operational dimensions, namely reliability, responsiveness, assurance, and 
tangibles. Baggage On-Time Performance as intervening variable used four operational dimensions, namely 
manpower, machine, method, and media. Whereas the endogenous variable was passenger satisfaction with three 
operational dimensions, namely security, comfort, and price. This research conducted data analysis in several 
stages, nemaly model acceptance test in the structure equation modelling based on the software of SmartPLS 3.2.9, 
model feasibility test, and hypothesis test. The technique of data analysis in this research used Partial Least Square, 
with the stage of estimated outer model, consisting of convergent validity, average variance extracted, discriminant 
validity, composite reliability. Whereas the other stage of testing was estimated Structural Model (Inner Model) 
consisting of the value of R-square, Q-Square (Goodness-fit model test), and hypothesis test. 
 
RESULTS AND DISCUSSION 
 
Results of Measurement Model Test (Outer Model) 
 
Based on the result of Outer Loading Test, all the statement items (indicators) have the value of loading factor 
bigger than 0.7. The value of loading factor bigger than 0.70 ranging from 0.713 to 0.937 indicates that all the 
statement items are valid and have a good convergent validity. Referring to the result of average variance extracted 
(AVE) test, the value of AVE for all variables are above the threshold 0.50, ranging from 0.710 to 0.870. From 
this value, it can be concluded that the variable has statement items with a good measurement of convergent 
validity. 
 
Results of Discriminant Validity and Composite Reliability Tests 
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Based on the result of Heterotrait-Monotrait Ratio (HTMT) test, all the variables have the value of HTMT less 
than 0.85 ranging from 0.657 to 0.791. The value of HTMT less than 0.85 indicates that discriminant validity is 
well achieved, meaning that the constructs are obviously different and do not overlap significantly. Referring to 
the result of Composite Reliability test, the value of Cronbach's alpha of all variables are above or bigger than 0.70 
ranging from 0.965 to 0.925. Besides, the result of composite reliability also indicates good numbers, where all the 
analyzed variables result in composite reliability value bigger than 0.60, ranging from 0.915 to 0.952. Based on the 
result of this analysis, it can be concluded that both exogenous and endogenous variables in this research are 
considered as reliable. 
 
Results of Structural Model Test (Inner Model) 
 
Referring to the results of R-squared (R²) value, the value of R-squared (R²) for the variable of passenger satisfaction is 
0.525. This indicates that the variation of exogenous variable in this research model can only influence the variable 
of passenger satisfaction as big as 52.5%. Subsequently, the value of R-squared (R²) for the variable of baggage on-
time performance is 0.530. This indicates that the variation of exogenous variable in this research model can only 
influence the variable of baggage on-time performance as big as 53%. Referring to the results of Q-squared (Q²), it 
indicates the value of Q-squared (Q²) for the variable of passenger satisfaction as big as 0.452 and the value of Q-

squared (Q²) for the variable of baggage on-time performance as big as 0.369. The value of Q-squared (Q²) for the 
variable of passenger satisfaction and baggage on-time performance is bigger than 0, so it can be stated that this 
research model has a good predictability. Specifically, the value of Q² is the measurement used to measure the 
predictability of the model being tested. The value of Q² above 0 indicates that the model has a quite good ability 
to predict the dependent variable. 
 
Results of Hypothesis Test 
 
Table 1. Results of Hypothesis Test 
 

Research Hypothesis 
Original 
Sample 

T Statistics P Values 

H1 
Baggage service quality    Passenger 
satisfaction  

0.462 7.983 0.000 

H2 
Baggage service quality  Baggage On-
Time Performance  

0.793 28.273 0.000 

H3 
Baggage On-Time Performance  
Passenger satisfaction 

0.317 5.020 0.000 

H4 
Service quality  Baggage On-Time 

Performance  Passenger satisfaction 
0.251 4.769 0.000 

  
It can be seen in Table 1 that the results of all research hypotheses have p-value less than 0.05, so it can be stated 
that all the alternative hypotheses are accepted. Thus, there is a significant impact of the variable of baggage 
service quality on passenger satisfaction, baggage service quality on baggage on-time performance, and baggage 
on-time performance on passenger satisfaction. Meanwhile, the variable of baggage on-time performance can 
mediate the relationship between baggage service quality and passenger satisfaction. 
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Figure 2. Analysis of Path Coefficient (Inner Model) 
 
Discussion  
 
H1: Bagage service quality dan passenger satisfaction 
 
From the results of hypothesis test presented in Table 1, the value of t-statistics is obtained as big as 7.983 and the 
original sample has a positive value as big as 0.462. Besides, the resulted p-value is 0.000. Since the value of original 
sample shows positive direction and p-value is below the significance value of 0.05, then the alternative hypothesis is 
rejected. Good baggage service quality directly contributes to the increase of passenger satisfaction because it gives 
travelling experience which is suitable with or even exceeds the expectation. Such factors as prompt service, 
facility comfort, as well as professional and friendly attitude of the officers create a positive image for passengers. 
In addition, the ease to access the responsive services and handling toward passenger need gives distinct added 
value. Consistency in providing satisfying services also strengthens passenger’s confidence and loyalty to the 
transportation service provider. Experience and subjective perception also play roles in the way passengers 
evaluate the services. The results of this study support the previous research by Nugroho et al. (2021), Walia et al. 
(2021), Herman (2022), and Pasaribu et al., (2023), which explain that there is a positive and significant influence 
of service quality on passenger satisfaction. In general, this study is in line with Maemunah et al. (2023), who also 
explain that good service quality will result in high satisfaction. The result of the first hypothesis test related to 
Airport Service Quality is in line with the findings by Ardiansyah et al., (2019), and Usman et al., (2023) because they say 
that service quality influences passenger satisfaction. The other result is also in line with Nugroho et al. (2021) 
showing that service quality has a significant impact on customer satisfaction. Specifically in baggage handling, this 
research also supports the finding, because service quality influences passenger satisfaction (Fadhilla et al., 2019). 
Thus, based on the result of this hypothesis test, it can be stated that the variable of service quality positively and 
significantly influences the variable of passenger satisfaction. 
 
H2: Baggage service quality and Baggage On-Time Performance  
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Based on the result of hypothesis test presented in Table 1, the value of t-statistics is obtained as big as 28.273 and 
the original sample has a positive value as big as 0.793. Besides, the resulted p-value is 0.000. Because the value of 
original sample shows positive direction and p-value is below the significance threshold 0.05, then the alternative 
hypothesis is accepted. This finding shows that service quality has a positive and significant impact on baggage 
on-time performance. Service quality influences positively on-time performance because good and efficient 
management accelerates the process baggage movement. Good services like appropriate staffing, supporting 
facilities, and organized system can ensure the baggage is moved with no delay. In addition, attention to 
punctuality and good cooperation between ground handling teams helps accelerate the process of baggage 
loading and unloading. With optimum service quality, operational process becomes more efficient, which finally 
improve the punctuality of flight and baggage. The result of this study supports the previous research by 
Nurpiyanti et al. (2019) where there is a positive and significant impact of service quality on baggage on-time 
performance. The second hypothesis supports the research by Fransz & Susanto, (2024), that flight punctuality is the 
main factor to compete, and good service quality of flight encourages consumers to reuse the flight service. The result of 
this study can also support the previous researches condusted by Arifianto et al. (2013) and Nurpiyanti et al. 
(2019) where there is a positive and significant impact of baggage service quality on baggage on-time 
performance. Thus, based on those previous studies, it can be stated that the variable of service quality positively 
and significantly influences the variable of baggage on-time performance. 

 
H3: Baggage On-Time Performance and passenger satisfaction 
 
Based on the result of hypothesis test presented in Table 1, the value of t-statistics is obtained as big as 5.020 and the 
original sample has a positive value as big as 0.317. Besides, the resulted p-value is 0.000. Because the value of 
original sample shows positive direction and p-value is below the significance threshold 0.05, then the alternative 
hypothesis is accepted. This finding shows that baggage on-time performance has a positive and significant 
impact on passenger satisfaction. Baggage on-time performance has a significant influence on passenger 
satisfaction because passengers expect a quick and smooth process of baggage claim soon after arriving at an 
airport. When baggage arrives on time, passengers feel satisfied so that it can create positive experiences. On the 
contrary, late baggage can cause disappointment and discomfort, that can have a negative impact on passenger 
satisfaction. Therefore, punctual baggage plays an important role to increase experience and passenger 
satisfaction. The result of this study can support the previous researches condusted by Ricardianto et al., (2023), 
Disastra (2022) and Nurpiyanti et al. (2019) where there is a positive and significant impact of service quality on 
baggage on-time performance. The result of the fifth hypothesis test supports the study by Effendie et al., (2025), that 
on-time performance has positive and significant direct contribution to passenger satisfaction. Thus, based on those 
previous studies, it can be stated that the variable of baggage on-time performance positively and significantly 
influences the variable of passenger satisfaction. 
 
H4: Baggage service quality mediated by baggage On-Time Performance on passenger satisfaction 
 
Based on the result of hypothesis test presented in Table 1, the value of t-statistics is obtained as big as 4.769 and the 
original sample has a positive value as big as 0.251. Besides, the resulted p-value is 0.000. Because the value of 
original sample shows positive direction and p-value is below the significance threshold 0.05, then the alternative 
hypothesis is accepted. This finding shows that service quality has a positive and significant impact on passenger 
satisfaction mediated by baggage on-time performance. Baggage on-time performance can mediate the 
relationship between service quality and passenger satisfaction because punctual baggage transportation and 
unloading are indicators of achieving a good service quality. When the baggage is received by passengers on 
schedule, it can increase their satisfaction and they give the best perception of service delivery by both the airport 
and the airline. On the contrary, if baggage delay occurs, passengers feel disappointed and present bad judgement 
over the service quality provided by both the airport and the airline. So, baggage on-time performance is an 
important indicator to be paid attention in the service delivery to increase passenger satisfaction. The result of the 
seventh hypothesis test is closely related to the findings (Nurpiyanti, Rizqiana, Apriyadi, Firdaus, et al., 2019). The 
result of this research is in line with the previous study conducted by Nurpiyanti et al. (2019) over 50 passengers 
of Lion Air, indicating that service quality and baggage on-time performance have a significant impact on 
customer satisfaction. Thus, based on those previous studies, it can be stated that the variable of service quality 
positively and significantly influences the variable of passenger satisfaction mediated by the variable of baggage 
on-time performance. 
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CONCLUSIONS AND IMPLICATION 
 
Baggage service quality positively and significantly influences passenger satisfaction, meaning that good baggage 
service quality can increase passenger satisfaction. Better service quality like the cleanliness of baggage claim area, 
punctual baggage handling, and friendly officers can increase the satisfaction perceived by passengers. Optimum 
services in each point of interaction at an airport can create a joyful travel experience and improve passenger’s 
positive perception of the overall airport services. Baggage service quality positively and significantly influences 
baggage on-time performance, meaning that the better service quality in baggage handling provided by all airport 
officers and airlines, the higher the baggage punctuality to get to the passengers. The indicator of baggage service 
quality variable that is most influential based on the value t-statistics in the path coefficient is X.1, that is the 
statement “Waiting area around the place of baggage claim is comfortable (lighting, seats, ventilation).” Based on 
that, it can be concluded that the area of waiting for baggage claim related to comfort becomes an important 
point in passenger’s evaluation. The more comfortable the area of waiting for baggage claim, the higher the 
baggage service quality at the airport. This can also increase passenger satisfaction with the services provided by 
the airport and airlines. 
 
Baggage on-time performance positively and significantly influences passenger satisfaction. It means the more on 
time the officers and airlines perform baggage handling related to the process of baggage transportation and 
unloading, the higher the passenger satisfaction with the airline services. The most influential indicator of variable 
baggage on-time performance based on the value of t-statistics in the path coefficient is Z.3, that is the statement 
“Baggage can be received in intact physical condition and without damage.” It can be accordingly concluded that 
majority passengers expect the received baggage is in good condition and not to be exchanged with other 
passenger’s baggage. Baggage labelling facilitates passengers much in making identification in the baggage claim, 
so that it can reduce errors such as exchanged baggage with other passenger’s baggage or even facilitate tracing 
the lost baggage. Baggage on-time performance can mediate the influence of baggage service quality on passenger 
satisfaction, meaning that good baggage service quality can increase passenger satisfaction significantly and in the 
long term. Service quality relates many things, among others are on-time passenger baggage handling and the 
guarantee of keeping the baggage secured during the trip until it is delivered to the passenger as soon as it has 
arrived at the destination airport. Therefore, the better baggage handling the better service quality provided, 
enabling an increased passenger satisfaction. 
 
All the management and officers of Soekarno-Hatta Airport need to pay attention to baggage service quality 
provided for passengers. It is expected that the provided baggage service quality can exceed passenger expectation 
so that it can create a good image and increase passenger visit to Soekarno-Hatta Airport. To ensure the baggage 
arrive on time at Soekarno-Hatta Airport, the management needs to optimize the baggage processing by 
maintaining the operational smoothness and coordination between airlines and ground/terminal staff. Routine 
trainings and clear standard procedures are also important for process acceleration. The use of technology for 
monitoring and increasing efficiency can reduce delay and enhance passenger experience. 
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