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Abstract Criteria & Weights Conclusions
This study examines the relationship between the On-Time (OT) Weight: 8.63 ) Southwest, Delta, and Umted. r.emamed among the top
quantitative model of the Airline Quality Rating (AQR), Denied Boarding (DB) Weight: 8.03 selections for most preferred airlines by consumers across
and the qualitative model of the Airline Passenger Survey papsagyc. C LS e 0 the years. However, complared to the AQR they were
(APS). Operational performance of the U.S. airline industry Mishandled Baggage (MB) Weight; 7 97 rz?nk.ed more.towards the middle.
has been monitored for the past 27 years by the Airline | | * Virgin America ranked #1 for the AQR for the past four
Quality Rating, and qualitative performance has been Customer Complaints (CC) Weight: 7.17 years, but ranked between 4-7 for consumer preference.
monitored for the past 6 years by the Airline Passenger (Flight Problems, Oversales, Fares, * Acquisitions throughout the years have impacted survey
Survey. The AQR provides consumers and aviation Ticketing, Refunds, etc.) and rating results.
industry professionals a means to compare performance * Airlines that have consistently performed poorly on
quality among U.S. airlines using objective, performance- (+8.63*OT)+(-8.03*DB)+(-7.92*|\/| B)+(-7.17*CC) objective quality measures are also low on consumer
based data. No other airline study in the country is based AQR: preference.
on performance measures. The APS was added as a new (8.63+8.03+7.92+7.17)  The continued positive perceptions of carriers that have
feature of the AQR in 2008 fOllOWiIlg increased interest in fallen in ()bjective performance measures may suggest
the relationship between consumer perceptions and Airline Quality Rating Scores lingering consumer affiliation and loyalty.
objective airline industry performance. Results from this Score Rank Score Rank Score Rank Score Rank Score Rank Score Rank Score R Scre ank o Future research on both the AQR and APS data seek to
study were retrieved from data between the periods of mia L Sm.soam o 3oom o 40w g o4m g oam o om oW identify additional strategies for integrating such data.
2008-2016 from the April 2016 Airline Quality Rating Such models and analyses will enhance researchers’ ability
Report and the Airline Passenger Survey. S A L S IR LA L to communicate the needs of the flying public to both
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airline industry and government leaders.
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Method

Az of January 2014, data of the merged operations of American Airlines and US Airways are combined and appear only as Amercan Airlines

e an Sagi besame Sy Arines 30 LA 200 s e Hawaiian Southwest Virgin America Southwest
I e O o AirTran Delta JetBlue Delta
I.‘aWII rom the U.S. Department o Transport_atlon s monthly [etBlue Continental Delta United
Air _T ravel Consumer Report (http:// d_ot.gov/ airconsumer /) L ) Northwest United Hawaiian American
 Weights for the AQR were established by surveying 65 i DU Southwest American Alaska Alaska
airline industry experts regarding their opinion as to what Rating 2015 Preferences 2015 Continental JetBlue Southwest JetBlue
_CO(I;S_umeI_'SlWOUId Il?te as important (on a scale of 0 to 10 in Virgin America Southwest Frontier Northwest SkyWest Virgin America
Ju gmg airiine quality. _ L tBI U.S. Airways AirTran United Hawaiian
» Weights for the AQR reflect importance of the criteria in JetBlue Delta
- . . . . . _ American Alaska Expressjet Frontier
consumer decision-making, while signs reflect the direction Delta United _ _
: Expressjet U.S. Airways American SkyWest
of impact. g |
b Hawailan American
* The Airline Passenger Survey (APS) was added as a new Reference S
feature of the AQR in 2008 following increased interest in the Alaska \ Alaska
relationship between consumer perceptions and ObjeCtiVG Southwest JetBlue Bowen, B. D. & Headley D. E. (2016, April). Airline Quality Rating 2016: The
airline performance. i | 26" Year Reporting Airline Performance. Retrieved from:
+ The goal of the APS is to gather information from the flying SkyWest Virgin America http://www.airlinequalityrating.com/reports/2016 AQR Final.pdf
. O . - ] United Hawaiian
pl.lth | on an.‘hr.le pre.feren.ces, percelv.ed .passenger Bowen, B. D. & Luedtke, J. R. (2014, October). Trend analysis and Operational
friendliness of airlines, satisfaction and perceived importance Expressjet Frontier Performance Indicators in the U.S. Airline Industry. Embry-Riddle
of DOT quality measures, and other relevant industry issues. Amers Aeronautical University Scholarly Commons. Retrieved from:
LEA e SkyWest http://commons.erau.edu/cgi/viewcontent.cgi?article=1000&context=pr-

* Data was compared from the annual AQR report and from the
APS to see any notable changes in consumer preferences Frontier Envoy

versus the quantitative DOT data. Envoy Air Expressjet Bowen, B. D., Headley, D. E., & Lu, C-t. (2003). Benchmarking airline service
- - performance: A reference point for airline and government evaluation. Public
Spirit Spirit Works Management & Policy, 7(3), 188-204.
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