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CUSTOMER SATISFACTION IN THE AIRLINES INDUSTRY:
COMPARISON BETWEEN LOW-COST
AND FULL SERVICE AIRLINES

The aim of this study was to study customer satisfaction in the airlines industry of Thailand in
order to compare low-cost and full service airlines. The total of 100 international passengers were
selected from 4 low-cost airlines and 100 international passengers were selected from 4 major full
services airlines. The objective was to compare the satisfaction level in 10 different areas — loca-
tion, price, channel of purchasing, service in flight, safety, check-in, promotion, brand, on-time
performance, and image. The findings reveal that low-cost airline passengers rated price, channel
of purchasing, and location as highest. On the other hand, full service airlines’ clients rated brand,
promotion, and service in flight as highest.
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Kesin Bonrmizai .
3AJTIOBOJIEHICTD KJIIEHTIB ABIAJITHIN: ITIOPIBHAHHA

BIO/ZKETHUX TA TPAIINIIIMTHUX ABIAKOMITAHIN

Y cmammi docaidxceno 3adosoaenicmo Kaicumie asiaainiamu Tairanody, npoeedeno nopie-
HAHHA MidC Kalenmamu Oro0xcemnux ma mpaouuiiinux asiaxomnaniii. Ycvoeo onumano 100
nacaxcupie 4 6r00xcemnux ma 100 nacaxcupie cmandapmuux agiaqiniti. Ilopiensanns nposedene
3a 10 paxmopamu (cghepamu), a came: micue posmauyeanns, uina, Kanai npuobaHHa KeumMKa,
00c.1y208y6anns nio uac noavomy, 6e3nexa, peeCmpayis Ha peiic, npocyéants, Opend, nyHKmy-
aavHicmo pobomu ma imioxwc. Pesyiomamu anaaizy onumyeanus noxazaiu, wio 045 KAl€HmMie
Or002cemHux asiariniii mpboma Hai2oa06HiMUMU akmopamu eubopy asiaxomnawii € uina,
Kanaa Kynieai Keumka ma micue pomautyéanus mepminaay. J{as xaicumie yce mpaduuiinux
aglaKoMnanii mpvoma 20106HUMU paKmopamu eubopy cmaau 6pend, npocy8anHs ma o6cay2o-
8YBAHHA Nid uac nepeavomy.

Karouoei caoea: 3adosonenicmv kaienmis; 0100xdcemHa agianinis; MINCHAPOOHI nacaicupu,
Tainano.
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Kesun Bonrmian .
YI[OBJIETBOPEHHOCTI) KJINMEHTOB ABUAJIMHUUN: CPABHEHUE

BIO/IDKETHBIX U TPATUIIMOHHBIX ABUAKOMITAHUI

B cmameve uccaedosana yoosiemeopénnocmo kauenmos asuasunusamu Tauranoa, nposede-
HO cpasHenue mexncoy Kauenmamu 06100x4cemuslx U mpaouuuonHolx asuaxomnanuii. Beezo onpo-
weno 100 naccaxcupos 4 6100xcemnovix u 100 naccaxcupoe cmanoapmiHviX AGUAAUHUIL.
Cpasnenue npoeedeno no 10 ¢paxmopam (cghepam), a umenno: pacnoaoscenue, yena, Kanai
HOKYnKu, o6cayxcueanue 6 noaéme, 6e30nacHOCHb, peucmpauus Ha peiic, npodguxcenue, 6peno,
nynKmyaavHocmo pabomot u umuodic. Pesyavmamotr anaausa onpoca noxaszaau, 4mo 04s Kauen-
moé Gro0NCeMHbBIX ABUAAUHUI mpems 2AaéHeluMU haKkmopamu 6vL60pa cmaiu uena, Kanai
HOKynKu Guiema u pacnonoxcenue mepmunaad. J[as KaueHmoa yxce mpaouuuoHHbIX AGUAKOMNA-
Huli mpems 2aaeHvimu ghaxmopamu evibopa cmaau 6pernod, npodeuixcenue u 006cayIicueanue 6oepe-
Ms noaéma.
Karouesvie caosa: yooenemeopéHHOCMb KAUCHMO8; O100NCEMHAs ABUANUHUSL; MeNCOYHAPOOHble
naccaxcupol; Taurano.
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Introduction. What are the differences between low-cost and full service airlines?
The first answer which comes to our mind is low prices. But offering low prices often
leads to low quality, little benefits, low level of comfort etc. Do low prices mean lower
level of satisfaction? This is an important question. In general, it is possible that a per-
son can pay low prices to enjoy street food with high level of satisfaction or pay high
prices for food in a fancy restaurant and does not enjoy it very much or have a low
level of satisfaction with it. There are many factors contributing to satisfaction. It is
important to understand these factors for the airline market. First, air transportation
has cyclical demand which means the demand is connected with economic cycles
(Hatty and Hollmeir, 2003). Therefore, in an expanding economy, airline industry
often makes high profits, whereas under recession, airline industry rarely makes prof-
it. Secondly, the overall cost of doing airline business is significantly higher than in
many other industries. Therefore, it is essential for an airline company to maximize
their flying time to lower their costs (Sorenson, 1991). Third, there are many rules
and regulations governing the airline industry. While some sort of allowed deregula-
tion leads to new kinds of airline services such as low-cost airline.

Thai passenger airline industry is one of major industries in the country because
it is related to tourism. Both low-cost and full service airlines serve millions of pas-
sengers every year. Both serve to provide their services to very different passengers. In
general, passengers of low-cost airlines often have low expectations in term of servic-
es than that of traditional airlines. Thai airline business has been struggling with many
challenges such as high fuel prices, high costs, fluctuating demand, low supply of
pilots etc. In fact, the emergence of low-cost airlines was a sort of revolution in the
world due to their difference from traditional airlines. Low-cost airlines are attractive
to customers who are price sensitive, especially young customers and leisure travelers
(Morrell, 2005). Low-cost airlines have the advantages of low costs in three main
aspects: service saving, operational saving, and overhead savings (Snyder, 2014).
Marketing costs for low-cost airlines are actually higher due to their intensive sales
promotion. However, since most of customers are aware of the fact that they buy for
low price, their expectations of services are quite lower than with other airlines in
which they have to pay a full price. Does this mean the level of satisfaction for low-
cost airlines can be reached easier than that of a full-service airline? That is a good
question. This research study attempts to compare different group of customers tak-
ing into account different prices and services they receive. By using a Likert five-point
scale, the research study compares how each group of customers, low-cost airlines
and full service airline, rated 10 different areas of products and services, thus leading
to the general conclusion on their level of satisfaction.

These 10 factors are location, price, channel of purchase, service in flight, safe-
ty, check-in, promotion, brand, on-time performance, and image. Therefore, it is
important to compare how low-cost customers and full service customers rate their
level of satisfaction with these 10 factors in order to see which factors are more impor-
tant and which are the least important ones.

Literature review. There had been many studies on customer satisfaction world-
wide. This is because customer satisfaction has its strong influence on customer
retention rate and profitable rate. In fact, one of the most important factors that can
lead to customer loyalty is customer satisfaction (Baker, 2013). Customer satisfaction
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can be defined as customer’s fulfillment response which means a judgement that a
product or service provides a pleasurable level of consumption (Oliver, 1997). Other
researchers also provided the meaning of satisfaction, for instance, satisfaction as an
overall attitude to goods and services provided (Levesque and McDougall, 1996). The
meaning of customer satisfaction can also be defined as the gap between expectations
and real experience in consumption of a particular good or a service (Wongleedee,
2013). In other words, satisfaction is the difference between what is anticipated and
what is really received. When customers are satisfied with goods and services, they are
more likely to return to buy particular goods and services and say good things about
these goods and services or recommend them to other people. However, when cus-
tomers are not satisfied with goods and services, they are less likely to return to buy
particular goods and services and might complain about these goods and services to
others. Therefore, customer satisfaction impacts not only customers themselves but
also a closer or wider circle of customers’ friends and family. Therefore, customer sa-
tisfaction became the key marketing campaign to achieve.

One of the important facts is that customer satisfaction helps a firm retain its
customers. In other words, customer loyalty is the key benefit from customer satis-
faction. It is imperative in today’s business that in order to make profit, a business
enterprise must make sure customers are satisfied because a business enterprise can
improve their market share as well as profit in the long run (Shin and Elliot, 2001).
Airline business is the same in this regard to only other service business, meaning, it
also needs customer loyalty. Since customer satisfaction is one of the major factors
contributing to customer loyalty, it is important for airline business to focus on cus-
tomer satisfaction.

Methodology. This research involves a quantitative method in studying the level
of satisfaction for international passengers of both low-cost and full service airlines.
An English questionnaire was designed to measure their level of satisfaction by using
Likert five-point scales. The first part of this questionnaire was aimed to present
demographic data such as gender, age, education, country of origin, income, and
main motive to travel by a particular airline. The second part of the questionnaire
addressed the level of satisfaction by 10 different areas. The last part was devoted to
their comments and other feedback about the airlines. Sample size was determined
according to (Yamane, 1973). The total of 400 samples was needed. However, due to
time and budget constraints, only 200 samples were actually collected. To measure
the level of satisfaction, the total of 100 international passengers from 4 low-cost air-
lines were chosen and 100 international passengers from 4 full service airlines were
also chosen. The survey was carried out at Don Muang International Airport premis-
es.

The objective of this study was to compare the level of satisfaction in 10 different
areas which were location, price, channel of purchasing, service in flight, safety,
check-in, promotion, brand, on-time performance and image. A pilot study of 20
samples was tested prior the survey itself in order to make some adjustments to our
questionnaire. Moreover, validity was tested by requesting 3 experts to read and com-
ment on the questions in our questionnaire using the Item Objective Congruency
(IOC) Index.
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Findings. Two main purposes of this paper were to investigate demographic infor-
mation as well as the level of satisfaction of both low-cost and full service passenger
airline. The sample showed that the majority of low-cost airline clients were in the age
group between 20—35 y.0. While the majority of full service airline clients were in the
age group between 30—50 y.o. Half of the sample for low-cost airlines were interna-
tional passengers and same half of the sample for full service airlines were also inter-
national passengers. The majority of travellers in both groups were cither European
nationalities or Asian. Only a few were from North America or Australia. The major-
ity in the overall samples (about 65% had income in between 40,000—60,000 USD,
therefore, we can assume they belong to middle class. The majority of the sample (or
about 61%) had undergraduates degree or higher.

When asked about their buying both low-cost and full service in the past, 62% of
the respondents reported they buy either low-cost or full service depending on a par-
ticular situation such as time constraints, money constraints, available seats, promo-
tion and other factors. When asked about the main motive to choose a low-cost air-
line, their responses concerned mostly price. When asked about the main motive to
buy full service airline ticket, their responses mentioned mostly the importance of a
brand name. Based on different expectations of goods and service, the majority of
low-cost airlines travellers rated price, channel of purchasing, and location as the
top-3 factors of satisfaction whereas the majority in the second group rated brand,
promotion and service in flight as the top-3 factors of satisfaction. When ranked using
the mean as rated by low-cost airlines passengers, the results were as follow: price,
channel of purchasing, location, promotion, on-time performance, image, brand,
safety, and service in flight, and finally check-in. But when ranked using the mean
rated by full service passengers, the results were as follow: brand, promotion, service
in flight, image, check-in, safety, prices, channel of purchasing, on-time perform-
ance, and location.

Discussion. From our findings, it can be concluded that up to 62% of the pas-
sengers are the so-called "overlapping passengers”. In other words, they could be
either low-cost passengers, or full service clients depending on their private situa-
tions. Since the majority of participants in the low-cost group were between 20—
35 y.o. and they at the same time rated low price as the most important factor while
choosing low-cost airline, the findings concurred with those of P. Morrell (2005) who
reported that low-cost airlines are attractive to the majority of customers who are
price sensitive, especially young customers and leisure travelers.

S. Forbes (2008) explained, prior to our study, that the expectation of a service
might be low when it comes to low-cost service and this usually results in lower quan-
tity of complaints. In other words, the level of satisfaction of dissatisfaction is very
much related to expectation level. If customers have high expectations, but the actu-
al experience is low, then the gap will be wider thus resulting in dissatisfaction.
However, if customers have low expectations from the beginning, and the actual expe-
rience is also moderate or poor, then the gap between them will be as narrow. The gap
can be even minimal, thus not leading to dissatisfaction. On the other hand, in the
case of full service airlines, customers pay full (and rather high) price. Therefore, their
expectations are accordingly high and if the actual experience is poor, then the gap
will be wider resulting in serious dissatisfaction. This is true for many full service air-
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lines of the last decade, and as a result the situation caused low customer loyalty for
full service airlines in general. It can be sum up that price-based expectation have its
effects on both low-cost and full service airlines but in different ways. Low price
means low expectations while high price means high expectations. Low expectations
often lead to lower dissatisfaction therefore.

Limitations and future research. 200 surveys utilized in this paper are the major
limitation in our study. Future research would need at least 400 samples to obtain
more reliable conclusions. Certainly, the comparison between different group of pas-
sengers with rather different products and service level may be not that appropriate
but the real motive of this paper was to show how different group of passengers rate
their level of satisfaction in the context of their own expectation. Future research
might need to use the same group of passengers, who travel both low-cost and full-
service airlines, to determine their level of satisfaction with both. The link between
customer satisfaction and customer loyalty is also need to be explored more deeply in
the future.
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