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5. Discussion and implications

Recent research (Namukasa, 2013; Singh & Sushil, 2013) and  ar-
ticles (Kramer, 2013; McCartney, 2012) still highlight the role that 
the individual service provider can play in delivering service quality. 
While the factors reported by the ATCR and used by the SDI, the AQR 
and in other news stories on flight service difficulties are seen as hy-
giene or maintenance factors (Reed, 2007), the operational measures 
remain the basic metrics of airline quality. Providing on-time service, 
with minimal delay on the tarmac and prompt delivery of checked 
baggage, is the expectation of consumers today. With the spread of 
digital technologies and social media platforms for relaying service 
quality failures, consumers have shown a willingness and ability to 
‘punish’ those airlines that fail to meet these expected service quality 
levels. In the past complaint behavior was largely limited to an 
individual's immediate circle of friends and family in the old word-
of-mouth communications. Now, those ‘friends’ may be part of an 
extended digital network with thousands of followers. In response 
airlines have established 24-7 social media centers to track the 
posts, tweets and pictures being generated by air passengers in an ef-
fort to try to stop service quality failures from going outside the 
structure of the firm–customer relationship. 
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