
PRE  AND  POST  TRAVEL  ELEMENT  SERVICE  MODEL  FOR  BOOSTING  CUSTOMER  SATISFACTION 

IN  AIRLINE  SERVICES                                                                                                                PJAEE, 18(8) (2021)        

4336 
 

 

PRE AND POST TRAVEL ELEMENT SERVICE MODEL FOR 

BOOSTING CUSTOMER SATISFACTION IN AIRLINE SERVICES 
 
 
 

Joshi Aniket Arun1, Dr. Sujay Madhukar Khadlikar2, Dr. Dulari R. Qureshi3 

 
 

1Research Scholar, Department of Tourism and Hospitality  
Arunodaya University, Itanagar. Arunachal Pradesh. 

 
2Research Supervisor, Department of Tourism and Hospitality  

Arunodaya University, Itanagar. Arunachal Pradesh. 
 

3Research Co-Supervisor, Department of Tourism and Hospitality  
Arunodaya University, Itanagar. Arunachal Pradesh. 

 

Joshi Aniket Arun , Dr. Sujay Madhukar Khadlikar , Dr. Dulari R. Qureshi , Pre 

And Post Travel Element Service Model For Boosting Customer Satisfaction In 

Airline Services , Palarch’s Journal Of Archaeology Of Egypt/Egyptology 18(8), 

4336-4340. ISSN 1567-214x. 

Keywords: CRM, Airline Services, Client Feedback, Service satisfaction ratio. 

 

Abstract 

Customer satisfaction is among the greatest researched fields in marketing techniques, 

considering that it features a major aspect in obtaining company goals and objectives, and 

so is deemed a standard of functioning as well as , a plausible level of quality for any 

kind of corporation. The motto the customer satisfaction first features a large 

consideration and so the significance of client fulfillment. Organizations discover that 

managing recent clients is much more worthwhile when compared to procuring new 

clients to substitute all those who tend to be dropped. Pondering the strong 

competitiveness in the airline sector, solely rewarding clients is not really enough. But, 

identification of pre-post travel services also important. 

1. Introduction 

Clients must be incredibly happy, which can start company loyalty and greater long 

lasting associations with customers who will be after that much less susceptible to 
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overtures from rivals [1]. Nevertheless, on the other hand, unhappy prospects can exhibit 

their thoughts through their habit. These adverse behavioral reactions may influence on a 

firm's earnings. At the rather least, customers can share harmful feelings to most people 

they understand, and credited to developments in online conversation, word-of-mouth can 

distributed quickly, which can highly probably impact a business's popularity in a great, 

or, considerably more worryingly, an unfavorable method [2].  

Study displays that a disappointed client will connect to various other people his or her 

poor encounter. This detrimental word-of-mouth can end up being very dangerous, and 

can negatively affect the firm's standing and productivity [3]. The great news for 

marketers is usually, nevertheless, that if companies satisfactorily solve customers' 

complications, recently discontented clients will pass on this news to five different 

persons regarding the cure they possess received, and they will get extra most likely to 

perform organization once again with the company than non-complainers [4]. 

Satisfaction [5,6] is usually an instant result to usage, even though service quality is 

normally construed as the general impression of a customer's view regarding service 

offered. Support quality is affected by anticipated service and so recognized service. If 

services will be expected as anticipated, the service quality is usually acceptable 

however, if the services received surpass the anticipations, clients will become happy, 

and will understand service quality as superb and vice versa [7]. Therefore, enhancing 

service quality depends upon the flight companies' capability to regularly fulfill the 

requirements simply because perfectly as wishes of individuals.  

Airlines can advantage just as good as attaining affordable benefit by performing their 

greatest to produce as well as preserve service quality, which can result in client 

satisfaction [8]. This in change will give numerous rewards to the airline by, for example: 

establishing solid associations amongst the airline and its guests, offering a very good 

basis for re-purchase actions, motivating traveler loyalty, constructing suggestions by 

personal that will encourage the airline, creating a decent corporate and business status in 

persons' thoughts, and so, at last, by means of compelling an boost in the airline's income 

[9]. Therefore, airline carriers need to understand the tactical significance of quality: 

constantly improving quality is definitely not really expensive in the lengthy term; 

somewhat, it can be an expense that can create higher revenue. 

2. Literature Review 

Service quality features been lately extensively identified as an essential concern in 

various sectors as it assists an organization improve its earnings and as well fulfill and 

maintain consumers. By means of offering superb service quality, an organization may 

produce an affordable benefit to differentiate it from various other businesses. Hence, 

study on the way of measuring of and then advancement of service quality, possesses turn 

into important [12].  

Nevertheless, in spite of basic acceptance of service quality’s importance, academics 

have got however to concur about how it ought to become assessed when it comes to 

instruments, methods and dimensions. Service quality is definitely described as the space 
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amongst buyers’ anticipations regarding the service that they include recognized as well 

as in fact expected [13].  

Actually nevertheless SERVQUAL can be generally known as a service quality 

description, some teachers claim that SERVQUAL even has got restrictions. As a result, 

several different service quality measurements surfaced, many of these as SERVPERV, 

LODGESERV for resort market, and so the hierarchical unit of service quality [14].  

Actually although there will be figures of service quality dimension, there is usually no 

strategy that is definitely excellent over the rest, as calculating service quality ought to 

become centered on the market features. Several research of service quality and so its 

outcomes have got been lately carried out since it can be a method to produce an 

affordable benefit pertaining to an organization [15]. Research includenotreally just 

recognized the service quality ratio however, likewise looked into the implications of 

service quality specifically the psychological element many of these as client satisfaction. 

3. Proposed Service Quality Model 

Airlines business is known as a upper level expenditure for business class or people 

traveling for any reason is important for airline administration and hence, service quality 

elements are important. 

Reliability is usually the capability to carry out the assured services in a reliable, correct 

as well as completely accountable way, failing and without carelessness. Reliability 

offers lately operationalized methods by applying several elements: effectiveness of the 

check-in procedure, airline flight punctuality, achieving the vacation spot within the 

stated time, and the management of lacking baggage issues.  

 

Figure 1: Proposed Airlines Service Quality Model 

Responsiveness is usually the readiness to help individuals, offer quick service, and so 

react promptly and instantly to their demands. Responsiveness provides by ways of 

several objects: motivation to support, interest to guests' requirements, staying persons 

educated regarding transport of services, as well as , keeping passengers up to date in 

circumstance of any changes in the air travel routine. Confidence requires both 

understanding and good manners on the component of workforce, and their power to 

express reliability and assurance.  
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Peace of mind features via the employees' skillfulness in offering service, service towards 

clients, workers' flexibility to produce self confidence in travelers, and staff' experience 

when reacting to people' queries. Tangibility relates to the overall look of physical 

establishments, gear, staff and interaction components and consists of any actual thing 

noticeable by contact. Tangibility was first scored employing eight products in this 

research: hygiene of the aircraft room, cleanness of the outside of the aircraft, comfort 

and ease of chairs, personnel' clothing, selection in-flight fun conveniences, assortment 

and quality of in-flight foods, aircraft comforts generally, and set up of up-to-date 

concept.  

Protection and safety was first tested working with two things: one's personal exclusive 

security, and that of one's baggage. Communication is usually the ability of the personnel 

to talk with the individuals during the journey. Some items had been utilized 

fordeliveryliketo log cabin crew's capability, to speak with guests in various dialects, the 

pilot's communication with persons, and useful notices during the airfare. 

4. Conclusion 

In an extremely ambitious situation the supply of large quality service pleased through 

passengers is usually the primary extreme benefit to get an airline’s success as well as 

suffered advancement. Basic principle implies that raising buyer retention is usually a 

main essential to the capability of a company to create earnings. It is usually an essential 

concern to greater understand the determinants influencing a customer’s loyalty and so 

the associations amongst determinants. In purchase to improve purchaser satisfaction on 

the airline service, airline professionals ought to concentrate on providing an excellent 

service quality and offer a large benefit of service. This research empirically discovered 

that service quality as well as , recognized importance straight impact customer 

satisfaction. 
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