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Abstract : As a result of the rapid growth of the Brazilian Air Transport, many airports are at the limit of their capacities and
have a reduction in the quality of services provided. Thus, there is a need of models for assessing the quality of airport
services. Because of this, the main objective of this work is to propose a model for the evaluation of quality attributes in airport
services. To this end, we used the method composed by literature review and interview. Structured a working method
composed by 5 steps, which resulted in a model to evaluate the quality of airport services, consisting of 8 dimensions and 45
attributes. Was used as base for model definition the process mapping of boarding and landing processes of passengers and
luggage. As a contribution of this work is the integration of management process with structuring models to assess the quality
of services in airport environments.
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