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The study discuss about internet of Things on serving passengers at Queen 

Alia International Airport in Amman, Jordan, by knowing its importance and 

how to minimize its shortcomings in order to improve customer service at the 

airport. This research allowed us to understand the fears that travelers had, 

which, if provided, would ensure greater service improvement. Search results 

show that there is a great impact on Internet things on customer service. The 

results showed that the variables (safety and scalability) have a statistically 

significant impact on customer service. While the cost has a clear positive 

effect, it is not statistically significant. The study also showed that there is a 

significant impact on the cost of customer service. Security plays an important 

role in customer service, meaning that there is a significant security impact on 

customer service. It shows that the most important factor in customer service 

is security. Extensibility is the key to a successful Internet object system and it 

is important to focus on it. 
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1. Introduction  

The Internet is one of the most important inventions widely used for human service. Its main purpose is to 

spread knowledge and facilitate communication around the world. Currently the Internet is used in almost 

everything, whether in search of information or using email or even at the level of any business. Moreover, it 

is a challenge for many who work without it. Internet of Things (IoT) has emerged in recent years, leading to 

a new industrial revolution that will eventually change the way we live in our world. 

  

Customer service plays an important role in any cultural, scientific, commercial or other work, as well as 

improving the company's profit and reputation. Satisfaction can be defined as [1] a person's sense of happiness 

or frustration resulting from comparing the expected performance, or the outcome of the product with regard 

to his or her expectations. IoT is a modern technology that enables you to connect things to the Internet, 

allowing them to communicate with people. [2] Mention that by 2020, billions of items will connect to 

Internet. 

 

IoT industry began to take place within the world; there is a high competition between different businesses; 

for example companies always try to get the chance to gain the competitive advantages [3]. IoT improves 
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many aspects of one’s life; not only saves time but also it’s very convenient. Computers can keep track on 

both the quality and viability of things. Knowing the expiration dates of products surely leads to an 

improvement in safety and quality [4]. IoT is one of the ways that will cause a reinvention of various 

industrial sectors leading to a new and more enhanced level of productivity. In addition to that, it will enable 

machines to conduct work while continually assessing risk. The companies will have the opportunities to 

identify customers, understand their needs, and facilitate a quick reliable and service. 

 

The IoT revolution sure will save time and effort for everyone. Routine tasks can be easy once you press the 

button. This enhances customer service as a great service. The aviation sector is highly dependent on the 

existence of excellent quality standards in the area of customer services. Where customers are a strong 

supporter of the airline's continued business, the Internet has begun to implement things in the aviation sector 

to enhance operational efficiency, increase profitability and customer loyalty. The concept behind Internet 

objects technology is not really very complex. It consists of the latest versions of the Internet, and protocols 

such as (IPV6), which allows easy identification and location of IP addresses in trillions.  [5] One of the most 

promising technologies is RFID. The concept behind technology works on the basis of electromagnetic fields. 

Marks help automatically identify and trace objects associated with them. In our case, baggage and cargo 

handling are considered to be objects. RFID is sure to save time and effort and increase the quality of luggage 

handling during trips. The application of these technologies will radically change business models. This 

makes the check-in process for large numbers of passengers an easy task. It avoids slow processing of 

passenger information. [6] Quality control is necessary as part of a network of interconnected data, the 

Internet provides the opportunity to perform a full audit and identify certain trends such as potential 

malfunction or damage.   

 

2. Theoretical Framework 

 

This section includes many aspects that have been observed through previous studies related to IoT and 

customer service. Previous studies have been reviewed to determine how the other researchers discuss about 

IoT. IoT according to [10], used as a cover several sides related to the expansion of the Internet, through the 

wide distributed devices. IoT imagines a future, in which digital objects could be connected, through 

communication technologies, which enable an entire new level of services and applications. While [11] 

discussed the challenges that will face the IoT, showed that analysis is centered on mobility, reliable control 

and actuation, and finally scalability which is the most important in IoT deployments [12], [13] Discover the 

innovative of the IoT with focus on the role of communication protocols, which enable communication 

between node and hub in the IoT design. IoT as [14] discuss is an emerging matter of economic importance, 

technical and social, Consumer products, industrial components and many other items are being joined with 

Internet connectivity and data analytic abilities that will lead to convert the living  way[15]. In the future IoT 

will affect the world econom, and around billions devices will be work through IoT, in addition the global 

economy impact of more than 11 trillion dollar[16]. The term IoT is also named as the Internet of Everything 

[17, 18]. [19] Discussed the impact of social media marketing on customer satisfaction over brand image. 

Over the past years many study models have been focused on study of expected customer Service through the 

use of   technology, in addition to the factors of confidence and safety were prepared  as the most important 

factors to determine customers' intent to integrate into E-marketing. 

          

3. Problem Statement  

IoT industry began expand to take a place within the business and government. During the high competition 

between companies, they try to get the chance to gain the competitive advantages.  IoT aims to improve the 

performance and quality of work and to facilitate businesses. IOT have many advantages such as saving time, 

decreasing total costs, improving communication; increase the efficiency of automation and control which 

lead to Customer Service. As a researchers know IoT technologies at airports appeared lately in many 

countrys such as UK, USA, Dubai, Qatar and Jordan. Figure 2 show some IoT photos at Queen Alia 

International Airport in Amman. So the core problem of this study is:  

 

“Is there any Impact of Internet of Things on Customer Service in Queen Alia International Airport”? 
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This study tests four hypotheses according to the Problem Statement, which show as following:  

 There is no direct impact of IoT (security, cost, and scalability) on Customer Service, at the level of 

significance ( ≤ 0.05). 

 There is no direct impact of IoT security on Customer Service at the level of significance ( ≤ 0.05). 

 There is no direct any impact of IoT Cost on Customer Service, at the level of significance ( ≤ 0.05). 

 There is no direct impact of IoT scalability on Customer Service, at the level of significance ( ≤ 

0.05). 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2: IoT photos at Queen Alia International Airport in Jordan 
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3.1 Methodology  

 

This section describes the methodology used in this study, describe the study data collection tools, reliability, 

validity, and then explain the study variables and statistical tools. This study follows the descriptive and 

analytical approach. Data collected to investigate the impact of IoT on Customer Service on Queen Alia 

international Airport, which is the main and largest airport in Jordan. In order to determine the size of the 

study population and sample the researchers obtained the historical data on the number of passengers through 

Queen Alia International Airport in 2018, which were 8.6 million passengers. Study is based on a stratified 

random proportional sample for passengers in Queen Alia International Airport in Amman.  The sample study 

size was 450 passengers. 

 

3.2  Result  

 

Factor analysis was used to determine the variance. The results had factor loadings ranged from 0.55 to 0.90. 

The results also indicated that Cronbach Alpha ranged from 0.7196 to .8180, indicating reliability of the items 

measuring exceeding the threshold limit of 0.60. Table 2 shows the Reliability, Mean and Standard Deviation.           

 

 

Table 2: Factor loading Reliability, Mean and Standard Deviation 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Tables (3 -10) below, summarizes the simple linear regression for hypotheses. The tables show the 

standardized regression coefficient of R and R
2
, for all the predictors in linear regression analysis.  

 

 Hypothesis: There is no direct impact of IoT security on Customer Service at the level of 

significance ( ≤ 0.05). 

 

Table 3, 4, shows that the entire model has a significant effect on Customer Service (p<0.05).  R
2
 In the entire 

model of the IoT security explains .198% of the variance. 
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 Hypothesis: There is no direct any impact of IoT Cost on Customer Service, at the level of 

significance ( ≤ 0.05). 

Table 5 and table 6 shows that the entire model has no significant effect on Customer Service 

(p=.225>0.05). R
2
 In the entire model of the IoT Cost explains .002% of the variance 

 
 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Hypothesis: There is no direct impact of IoT scalability on Customer Service, at the level of 

significance ( ≤ 0.05). 

 

Table 7 and 8, shows that there is a significant effect on Customer Service (p<0.05). R
2
 In the entire 

model of the scalability explains. 
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 Hypothesis: There is no direct impact of IoT (security, cost, and scalability) on Customer 

Service, at the level of significance ( ≤ 0.05). 

A multiple regression model was used. Results indicated that out of the three hypotheses that were tested for 

significance, two were found to be highly significant, COST (standardized b = -.154, p < .05) and scalability 

(b = 7.274E-02, p < .05) were found to be impact on Customer Service. However, the regression results and 

the total variance explained by the model are presented in Tables 9 and 10.    

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 
 

 

4. Conclusion  

 

The research identify the Impact of Internet of Things on Customer Service in Queen Alia International 

Airport in Jordan by identifying factors, advantages, disadvantages, and how to reduce the obstacles in order 

to have Customer Service. The research allowed us to figure out the fears and concerns these consumers had 

towards these factors which, if furnished to the service provider, would ensure an increased possibility of a 

successful implementation of the service. The results of the research proved that there is impact of IoT on 

Customer Service. The result show that the variables (Security, Scalability), that significance, indicating that 

Security, Scalability have a statistically significant effect on Customer Service, and the (Cost) has a positive 

effect that is apparent, but not statistically significant. There is impact of Cost at the significant level on 

Customer Service. The security plays a significant role in Customer Service that showed that the most 
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dominant factor on airport Customer Service was the security. The scalability is the main key for a successful 

IoT system and it’s important to focus in it. 
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