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5.Conclusions

This study has reached its goal of proposing a multicriteria model for the evaluation
of the quality of services provided in civil aviation airport terminals. The
application of the proposed model to the specific case of Brazilian airport terminals
has enabled their ranking with respect to the quality of services provided from the
point of view of the users of these services.

The use of the AHP method for the mapping of weights differ-entiates this work
from others realized previously, since it allows for the assessment of the consistency
of judgments issued by ex-perts. In general, customer and expert have discordant
interests. However, the judgments by experts were an alternative to a limi-tation
present in the SAC/PR survey. It is suggested the inclusion of the judgments on the
importance of criteria in the standardized questionnaires.
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