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1. AvNssuN15IUAsIAgENs

Ranking: At off airport, What are key factors of passenger
satisfaction in reservation activity?

Transparent information shown in
airline website and mobile application

Channels for booking
Channels for payment

Channels for ticket issuance

Total Results: 90
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2. AANTTUNITATIUAINDUNITLAUNIG

Ranking: At off airport, What are key factors of passenger
satisfaction in travel preparation activity?

"My booking functions" available in airline website

Information related to travel preparation (e.g. excess
baggage charge, fees for changing flight etc.)

Language options available in airline website
Limitations of seat selection
Assistance equipment

Special requests including meals and dietary

Total Results: 79
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Ranking: At airport departure, What are key factors of
passenger satisfaction in check-in activity?

Queuing time for check in and baggage
drop

Check in option

Weight of checked baggage allowance/
Weight of carry on baggage allowance

Total Results: 75
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Ranking: At airport departure, What are key factors of
passenger satisfaction in boarding activity?

On time performance

Boarding time (including waiting in
line and boarding process)

Remedial activities performed when
flight is delayed or cancelled

Total Results: 66

funugidrsmmsamunezdidisiszgus Sasusulinisassienarveniirfuduiedeid
Anuddundige esindeiiansardiveniivafuazdimanssmusoasnisdu auwdu uay
1395195 9MA IFuRUNsRUTelasansetmandedild safnsdifidlaeaisuise
p19lildFuudsfoyanisudsundaunglasas iy nandonduaies (Boarding time) nMaiUAsutszy

14

N19UU (Gate) Wudu virlrlianunsoundueIodlediunal i 9199ziAnaInn1snatenistuliiveua

Y
[ U

Ansierlagansngnaemiensuiiu lnglanelaga1sndeUnslagarsiudiunudmirenyidygyiiu

L Ag7)

a18n150u (Online Travel Agency: OTA)



5. AANTUNISUINISUUEITY

Ranking: At in-flight, What are key factors of passenger
satisfaction in in-flight service activity?

Seat comfort (e.g. seat pitch, seat width
and seat recline etc.)

Food safety
Passenger injuries due to on board service

Food and beverage choices

In-flight entertainment and connectivity
service

Personal amenity

Total Results: 62
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6. AanssuNsIRsUAUNTsTamzilsunlvanliviaensas (Baggage claim)

Ranking: At airport arrival, What are key factors of
passenger satisfaction in baggage claim activity?

Lost baggage
Damaged baggage
Delivery time of first baggage

Delivery time of delayed baggage

Total Results: 68
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7. NINTTUNTUINITGNAN

Ranking: At destination, What are key factors of passenger
satisfaction in overall activity?

Contacting channels

Times for firstly
responding complaints

Processing time of
complaint handling

Complaints

Total Results: 51
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