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ABSTRACT  
 
 
The present research paper investigates the airline industry’s present and future states in relation to growth and consumer 
satisfaction. The approach of investigation is secondary data analysis. The sample of the data is collected from various sources 
from official websites to books and scholarly journals. The U.S. and European airlines are included in the data for analysis 
because of their history and expansion globally. It was found in the research that both the U.S. and European major airlines 
have constantly reported either losses or marginal profits in recent history. However, on the other hand, low-cost carriers have 
mushroomed in both the markets because of their effective marketing strategies. However, it must be noted that major airlines’ 
as well as low-cost carriers’ future is unpredictable and many see both of them in danger because of increasing oil prices. 
Overall, the growth chances for low-cost carriers are much higher in both U.S. and European air travel markets and beyond 
like Africa, Asia Pacific, and Middle East. It is the major airlines from both the settings that are seen to be facing critical 
challenges in the recent future. For which supply and demand is one single area that must be taken into serious consideration 
by these airlines because it is this area that has been historically overlooked by major airlines. 
   
Keywords: Airline Industry, Consumer Satisfaction, Future Growth, US Airlines, European Airlines.  
 

 
 

1. INTRODUCTION  

Air travel industry has been in the news 

frequently for a number of reasons. There have 

been talks about the feasibility of low-cost 

carriers with the present marketing strategies 

that they employ. On the other hand, the future 

of major airlines worldwide is seen in danger 

by a number of analysts, researchers, media 

personnel, and so on. With all this, customer  

 

 

 

 

 

 

 

satisfaction and changing attitude is yet another area 

that catches the common eye for solid reasons. 

Researchers and commentators of American business 

area sometimes raged by the dissatisfaction with which 

American business treats the customers. In this regard, 

Maier states that “Keeping the customer satisfied no 

longer is the mantra of American businesses, as studies 

show a  
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steady decline in customer satisfaction that 

is projected to continue” (2002, p. 20). 

Whenever it comes to airline industry of the 

U.S. and Europe, it is no way possible to 

overlook the impeding effects that the 

terrorist attacks of 9/11 have had on the 

industry. Although some suggest that this 

event has been disaster for the airline 

industry of U.S. and Europe, others believe 

that it is only a feigning point that the airline 

managers take to hide their inefficiency. For 

instance, Whalen (2004) does not believe it 

is about the terrorists attack, but that the 

present situation of airline industry is the 

U.S. is the result of “decades-old legal and 

labor laws, and the U.S. bankruptcy code 

[which are] at the core of what is wrong 

with the airline industry” (p. 33).  It is these 

important issues that the present research 

study seeks to explore the future feasibility 

of low-cost carriers in the United States of 

America, Europe in particular and in the 

entire world in general. The present research 

also examines the future existence of major 

airlines from these two physical settings. 
It is in the United Stated of America that the 

history of pioneering work of low-cost 

airlines can be traced back. There were two 

airlines to start this trend: Southwest 

Airlines and Pacific Southwest Airlines. 

Initially, the idea was to offer ticket prices 

which could be as attractive as those of the 

train and lower than the prices offered by 

other airlines. The major breakthrough in 

this tradition is stated to become a 

possibility because of the 1978 Aircraft 

Deregulation Act; this Act liberated flight 

routes within the U.S. and flight prices were 

brought down. A similar trend can be seen 

in the European airline industry. It was made 

possible by the liberation of airline market 

in the EU. Contrary to the past when “Air 

traffic was so far controlled by bilateral 

agreements” it was not “legally permitted 

that airlines from other countries offer 

connections between two countries which 

are both not their home country” (Uherek 

2006). Ever since, the low-cost airlines have 

mushroomed in different countries of the 

world like the UK and South East Asia. 

There are different types of services 

packages provided by different airlines for 

competitive advantage. Today’s major low-

cost airline such as Easyjet, Ryanair, and 

Virgin America acknowledge their 

inspiration coming from earlier models of 

Southwest Airlines (Budget Airline Guide 

2007). However, it was not until the 1990s 
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that did the real flare of low-cost airline hit 

the horizon to meet high market success. It 

was the time when luxury and extra service 

items were identified as the cost-saving 

strategies for customers to save their money. 

Henceforth, extra costs were cut in this 

period of time which makes the 90s a truly 

low-cost airline market start and so it soon 

became a global trend. Low-cost airlines 

also introduced an entirely different air 

travel experience for their customers as they 

“served to create a whole new market of 

customers”. It was this pressure that 

traditional airlines came up with their own 

version of low-cost, no-frill airline offers to 

get advantage of the new customer market. 

The human traffic increased manifold as 

customers could now enjoy traveling abroad 

only because they had to spend less money 

on air travel (Destination Guide 2009). 

The business model of low-cost airlines has 

some common features found in all low-cost 

airlines on a relative degree. These features 

include sale of ticket over the Internet; one 

passenger class; using cheaper and less 

congested airports; short-time traveling 

causing faster turnouts; multi-skilled 

employees; single aircraft types to save 

maintenance cost. It is with these features, 

with others, the low-cost airlines have 

created a new, more attractive airline market 

(Ramchandani 2008). Although initially, 

these airlines were in competition with 

national airlines, it is now a very different 

game. With their profits currently mounting 

high, low-cost airlines are making of newer 

market strategies to grab even more profits. 

For instance, it is their cheaper-than-a-taxi 

fare offer that helped sustain the market 

after 9/11 (Robinson 2002). Today, with 

uncertain economic conditions, it is the low-

cost airlines that have sustained the 

consumer confidence. It is estimated that in 

the coming ten years, the low-cost air travel 

would continue to grow to heightened 

horizons, henceforth, there is more and more 

investment coming to the domain of this 

specific type of airline industry (Business 

Service 2004). The Graphs below show the 

route-wise and seat-wise growth of low-cost 

airlines (oag.com 2009). 
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Figure 1: Seat Capacity of Low Cost 

Carriers vs. Total on All Carriers 

 

 

Figure 2: Flights on Low Cost Carriers 

vs. Total on All Carriers. 

 

 

According to the BAA Issue Brief (2006), 

the low-cost transport market is expected to 

grow enormously in the years to come. The 

past growth figures tell the story. In Europe 

alone, the number of passengers has grown 

dramatically from 8 million in 1998 to 59 

million as recorded in 2005. The major point 

of this growth is said to provide the 

opportunity for air travel to those passengers 

who could not afford to fly by air if it were 

not the low-cost airlines. At present there are 

more than 50 airlines spread across Europe 

which offer low-cost deal to their customer 

one way or another. The major airlines are  

easyjet, Ryanair, FlyBe, Jet2, Flyglobespan, 

and Monarch. Another important feature 

positively contributing to the growth of the 

low-cost airlines, according to the BAA 

Brief (2006) is that these airlines do not 

offer “the historical costs and debts of 

traditional airlines, and so can generate 

profits on smaller marines” (p. 1). This is the 

very reason that made these airlines stand 

upright in the times of turmoil such as Iraq 

Was, 9/11, oil price hikes, etc. A number of 

benefit not only attract the cost-conscious 

passenger to these airlines worldwide, but it 

is also becoming a reliable means of air 

travel by business traveler as these airlines 

are much better in terms of punctuality. 

Hence, it sees a growing interest in air travel 
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by business travelers. Although aviation 

safety charges are the same for low-cost 

carriers, they have an edge over traditional 

airlines since they have modern fleet hence 

per passenger emissions and burning of fuel 

is better than traditional models or as good 

as them. It is also said that through low-cost 

carriers services in countries like Britain, 

there can be seen a positive cultural and 

social change as more and more people get 

to travel around the region seeing new 

places, meeting their loves ones, all in a 

manner in which their economics is not hurt 

(BAA Issue Brief 2006).  

A similar case of growth in the farther 

region of the world, Africa, is also on the 

scene. Low-cost airlines in Africa are 

booming by the day. The story of expansion 

here is different from that of in the Middle 

East. Africa is the region that finds 

challenges like higher fuel bills; however, at 

present the low-cost airline industry is still 

growing which continues into 2008. The 

company has also signed agreements with 

other companies to ensure future growth in 

the region (Africa’s low-cost airlines 2008, 

p. 50). India is another country that has 

welcomes the trend of low-cost airlines not 

only for its travelers around the country but 

also for the tourists that are coming into the 

country in larger proportions by the day. 

More important to note is that because of the 

success of low-cost airlines in India, foreign 

investors have shown great interest in 

making investment in this business of the 

country which straightforwardly suggests 

that in the days to come, India will see both 

a stronger low-cost airline industry and an 

economically stable network of different 

low-cost airlines (Kuldeep 2009). 

Getting into the detail of customer 

satisfaction with airlines in general, Tews 

(2009) a very recent survey conducted by J. 

D. Power & Associates  in 2009 on 

customers’ satisfaction with North American 

airlines reveals that among traditional 

airlines Alaska Airlines was scored highest 

regarding customer satisfaction. The 

important areas in which this airline was 

ranked highest are better reservation 

experience for the customer, better 

experience for the check-in process, and also 

better services available while customers are 

boarding and departing from the planes. 

ACSI (2009) reports that many airlines that 

have had issues in passenger services have 

improved considerably. See Table below: 
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Table 1: Passenger’s Services (1996-2009) 

 

 
Source: http://www.theacsi.org/index.php?option=com_content&task=view&id=147&Itemid=155&i=Airlines 
 

Baker (2006) states that for European low- 

cost airlines the model of U.S. airline is a bit 

too far-fetched. It is due to certain regional  

conditions and regulations imposed by the 

authorities. Henceforth, the author notes that  

quite a few airlines that started purely as  

 

low-cost carriers are now looking for other 

ways, connecting to other routes andcarrying 

some frills. Latrou and Oretti (2007) very 

rightly suggest that up to now low-cost 

airlines have come into play by posing 

serious threats to pre-regulation flag and  

 Base- 

line  

96  97  98  99  00  01  02  03  04  05  06  07  08  09  Previous 

Year 

% 

Change  

First 

Year 

% 

Change  

Southwest 

Airlines  

78  76  76  74  72  70  70  74  75  73  74  74  76  79  81  2.5  3.8  

All Others  NM  74  70  62  67  63  64  72  74  73  74  74  75  75  77  2.7  4.1  

Continental 

Airlines  

67  66  64  66  64  62  67  68  68  67  70  67  69  62  68  9.7  1.5  

Airlines  72  69  67  65  63  63  61  66  67  66  66  65  63  62  64  3.2  -11.1  

Delta Air 

Lines  

77  67  69  65  68  66  61  66  67  67  65  64  59  60  64  6.7  -16.9  

American 

Airlines  

70  71  62  67  64  63  62  63  67  66  64  62  60  62  60  -3.2  -14.3  

US 

Airways  

72  66  68  65  61  62  60  63  64  62  57  62  61  54  59  9.3  -18.1  

Northwest 

Airlines  

69  67  64  63  53  62  56  65  64  64  64  61  61  57  57  0.0  -17.4  

United 

Airlines  

71  70  68  65  62  62  59  64  63  64  61  63  56  56  56  0.0  -21.1  
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legacy airlines of Europe and the U.S. This 

is because of their effective market-focused 

approach to business. Their penetration to 

all three major air travel markets of the 

globe further suggests that their 

effectiveness is worth-watching. Their 

growth has also falsified the theory that they 

would not be able to attract time-sensitive 

travelers. The proof is that their market 

figures as recorded between 1999 and 2004 

(from 4% to 10% respectively) is expected 

to reach to 20-25% by the year 2010 hence 

confirming their place as the furious players 

in the European markets and not in the U.S. 

because the market in U.S. has saturated 

now. 

Pearlstein from Washington Post (2008) has 

yet another analysis to talk about the future 

growth of these low-cost carriers. According 

to the author, the picture is very bleak and 

would hold drastic consequences not only 

for the low-cost airlines but also for the U.S. 

economy in particular. The major reason for 

this setback, according to Pearlstein, does 

not lie merely in the rising prices of air fuel; 

actually the entire situation is much too 

worse. According to this analyst, the low-

cost airline industry has been in the business 

by making use of strategies which are 

effective for short-term rather than long-run 

existence. 

Recent surveys about consumer satisfaction 

with major U.S. airlines have been 

conducted which can give us useful insight 

in order to arrive at a well-rounded analysis 

for this research paper. According to CBC 

Associated Press (2009) JD Power survey on 

major and low-cost carriers, in 2009, 

reported the overall satisfaction of the 

passengers with airline has improved 3.2 per 

cent earlier in this year. Anther survey 

conducted by Travel Industry Association in 

2008, comparing air travel quality and 

customer satisfaction with that of 2006, 

revealed that in 2008 the airline performance 

in terms of customer satisfaction was on the 

continuous declines every since 2002. 

The most critical aspect of this finding was 

that the business traveler within the United 

States, which counts for around 22% in the 

market, is highly affected which has a return 

effect on business planning and scheduling 

of the U.S. industry. Major problems present 

to these airlines at that time were reported to 

be increasing prices of air tickets, constant 

consolidations, and bankruptcies. Another 

survey conducted by Airline Quality Rating 

which was released in April 2008 also stated 
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that it was mainly the major U.S. airlines 

whose quality and customer satisfaction 

index was on the continuous decline.The 

present research aims to explore the issues 

of air travel industry in the U.S. and Europe 

with regard to low-cost carriers and major 

airlines to see what prospective the 

upcoming future holds for them and that 

what consumer behavior is to be met by 

these airlines. This way the other aims and 

objectives of the present research is to 

explore the underlying themes which are 

important to examine to make judgment 

which are empirically sound. Another major 

aim of this study is the recommend ways to 

improve air travel industry in the two setting 

in particular and globally in general. It will 

be done by closely examining a number of 

related areas that directly and indirectly link 

to consumer behavior to these two types of 

airlines.   

The paper is organized as follows: after 

introduction which is provided in Section 1 

Methodological framework is explained in 

Section 2. Discussion is mentioned in 

Section 3. Section 4 concludes the paper 

while recommendations are presented in the 

last.  

2. RESEARCH METHODOLOGY 

The present research study takes as its 

research methodology or research design the 

analysis and synthesis of secondary sources 

of data and information due to the nature of 

the present study as discussed above. There 

are quite a few ways through which both the 

quantitative and qualitative research 

researcher can be conducted. As of today, 

there are a number of research methods and 

designs which are approved by a number of 

social scientists and business research 

scholars. Major stress from these scholars lie 

on the feasibility and effectiveness of the 

research conducted and the suitability of 

research design with the research by keeping 

in view the practical limitation present to a 

researcher. In this regard, Berg (1989) 

inform us that to conduct a research study, 

the primary or starting point of the research 

in to rationally decide its design; after the 

decision of the design is made, the most 

fitting technique for data collection and its 

analysis should be decided. Henceforth, 

following Berg, it is feasible to note that 

there are numerous techniques available at 

the discretion of the research to choose 

from, by watching out the most appropriate 

data collection and analysis technique. 

Henceforth, the research methodology can 
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be as different from each other as “case 

study, literature review, natural experiment, 

participant observation, interviews based, 

and secondary analysis of data or 

combination of these”. Therefore, for the 

present research study, it was decided, by 

keeping in view the time constraints and 

practical limitations, that the analysis and 

synthesis of secondary data would be the 

most appropriate research design. If the 

method of analysis and synthesis of 

secondary data is critically examined, it will 

come to our understanding that this research 

technique is most suitable to have an insight 

into the present body of literature and 

statistics available on air travel industry in 

the U.S. and Europe. Moreover, with regard 

to the future of air travel and consumer 

behavior, it was also decided that this 

methodology could yield important insights 

from other issues which might not catch the 

eye of general analysts or reader. Moreover, 

thorough analysis a huge number of 

secondary sources and their synthesis will 

enable the research to review the issue from 

a fresh start; it was also decided that this 

methodology would yield important insights 

about major areas from around the world: 

say, growth of low-cost carrier around the 

globe and challenges present to them. As 

literature review is the major organ for the 

present research study, it was decided that 

this chapter would be thematically 

organized. 

The analysis of research and its synthesis 

would be done with focus flowing from 

specific to more specific information and 

areas of research. Henceforth, the research 

reviews the present state of air travel in the 

two regions and then moves on to point out 

the certain problem present in the regions. 

Now if we examine this research strategy, 

the present research finds it plausible to 

observe that within the research design of 

secondary data analysis, the present research 

approach becomes a mixed-method 

approach. It is stated by keeping in view the 

nature of the secondary sources that the 

present research incorporates in the paper. 

The sources are acquired from a number of 

different sources such as scholarly journals, 

books, research websites, recent and very 

latest surveys, the analyses of these surveys, 

official aviation websites, and websites of a 

number of airlines spreading over the entire 

globe and so on. In this connection, Johnson 

and Onwuegbuzie (2004) note that:“Mixed-

method kind of research draws upon the 
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strengths of both quantitative and qualitative 

analysis, which enables the researcher to 

draw upon several methodologies in 

measuring the variables of the study.”  

Henceforth, it is basic mixed-method 

approach that the present researcher 

incorporate to conduct the present research 

study. However, it is also important to note 

that with this technique of employing the 

analysis of secondary data this research 

study is in part an exploratory study, i.e., it 

aims to explore certain areas which might be 

deemed important by the researcher to bring 

forward for the general and expert reader in 

the area of air travel future and consumer 

behavior. Henceforth, the present research 

study does not base itself on a prior research 

theory but is itself an attempt to reach to a 

theory to solve a problem found out. In this 

connection Schwab (2005, p. 294) note that 

an exploratory study “is not motivated by 

theory” and is “aimed at discovering 

interesting relationships that may obtain in a 

set of data”. As for data analysis, it was 

based on the insights that the researcher 

deems important by his own discretion. This 

way it is right to state that in qualitative 

research, the researcher himself/herself 

becomes the prime source of data analysis; 

therefore, “whatever the nature of the data, 

the task of interpretation falls squarely on 

the shoulders of the researcher” (Moser, 

1971 cited in Chisnall, 2001, p. 421). 

The present research study aims to answer 

the following research questions:  

1)  What is the future of air travel with 

relation to low-cost and national airlines? 

2) Where do the interests of the air travel 

consumers lie? 

3.  DISCUSSION 
At this point in time, the present researcher 

believes it feasible to make critical 

commentary by analyzing the above 

presented data and highlighting its important 

findings in this section. First of all, the 

above-conducted research suggests that 

throughout the history of airline industry, 

either in the U.S. or Europe, it is the 

common word of researchers and analysts to 

state that this one industry is so fragile that it 

is way too difficult to make solid predictions 

about its future feasibility whether it is the 

low-cost carriers or the major airlines. 

Henceforth, the present researcher found this 

uncertainty in almost all the sources reviews 

critically to incorporate in this research. The 

talk about the future of low-cost carrier, for 

instance, divides into two groups. One 
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believes that the future for this kind of 

airlines is fruitful and that in the immediate 

future (as far as 2015) this kind of air travel 

will prosper because of their better 

marketing strategies, highly satisfactory 

customer services, and most of all, because 

of their more economic air ticket pricing. On 

the other hand, some view that in the 

coming future only four to five low-cost 

carriers will survive because of two major 

reasons. One, the U.S. and European 

markets are moving toward a point of 

saturation; two, jet fuel price in the future 

will hit high causing a number of low-cost 

airlines to be grounded. With these two 

views in place, the present writer fines it 

important to mention that although jet fuel 

prices do count toward the future survival of 

low-cost carrier, it is hard to believe that 

only a few will survive the wave. This 

observation is made through the data 

analyzed in this paper.  

There are two very important points to make 

in this connection. One is that low-cost 

carriers are spreading the entire globe by the 

day. It is now in Asia Pacific, Middle East, 

and South Asia that this kind of economical 

air travel has won a due market share. The 

other and more important point is that it is 

the low-cost carriers that have given the-not-

so-rich to travel by air in a common way. 

The first reason is the most important reason 

that has given birth to other reasons for the 

future survival of the low-cost carriers. 

There is no doubt, according to the 

discretion of the present writer, that low-cost 

carriers have given the world an entirely 

new concept of air travel; as this means of 

air travel targets the middle class and lower-

middle class social strata, there is no point 

that the means of this air travel will anyhow 

meet a point of extinction; it is due to the 

fact that more and more masses will be 

attracted to this type of air travel. As far as 

high future jet fuel prices are concerned. The 

present researcher would like to put a 

question that if the ticket prices of these 

low-cost carriers would mount sky-high 

(supposedly) then what will happen to the 

ticket prices of the major airlines? It is very 

much clear that low-cost carriers would still 

provide economic fare prices which would 

be still affordable to non-elitists classes of 

the global society. 

With regard to major airlines, there is no 

doubt to state that poor marketing, 

management, and physical strategies have 

always shown these airlines hard times. As 
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in the past, the present situation for the 

major airlines is also not very favorable; 

either they are the U.S. major airlines or the 

flagships from European countries, they all, 

at present, face very stunning challenge by 

their not-so-old counterparts: the low-cost 

carriers. Hence, with all the previous 

problems in place, these airlines have been 

further pushed to the walls. However, once 

again, the author of this paper finds it 

important to comment that the above-

conducted research suggests that the future 

for these airlines is also very promising 

because of quite a few factors. One 

important factor in favor for their survival is 

that their long-haul market is not touched by 

the low-cost carriers which keep the ground 

vacant only for their play. The other, related 

to the first, is that they can form new 

coalitions and acquisitions (as is happening 

even at present) to compete better in the 

future situation. Another observation to be 

made in the connection of future survival of 

major airlines is that these airlines will have 

to seriously work on their management 

functionality by seriously focusing on 

supply and demand aspects of their 

operations. It is this single area that has not 

been given as much attention by these 

airlines as is required from them historically. 

As far as customer satisfaction with these 

airlines is concerned, this area is related to 

the kind of service that these two means of 

air travel provide to the customers. The area 

of customer satisfaction reveals quite a few 

important insights. This is possible because 

of the data available in this area. The present 

research found that the overall business 

performance by the airline industry as a 

whole has declined over the past five to six 

years. Either it is the services provided by 

low-cost carriers or the major airlines, either 

in the U.S. or Europe, customers have 

shown higher amount of dissatisfaction in 

certain areas to both of these traveling 

means. This is also clear from the present 

research that the more critical areas are 

baggage loss, and check-in process in which 

most of the customers have shown higher 

degree of dissatisfaction. Henceforth, it is 

these two areas that need immediate 

attention by the airline industry as a whole. 

There are also other areas that must not be 

kept aside. When discussing customer 

satisfaction, it is important to point out the 

two settings, i.e., the U.S. and Europe,  
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present two highly different cases of 

customer satisfaction. The U.S. customer’s 

complaints are more about check-in, wait-in-

line type which are dealt by the airlines and 

the responsible authorities. In this way the 

U.S. customer, according to the present 

research analysis, does not find as many 

problems as are found by air traveler from 

Europe. In Europe the problem is more 

complex because it is about traveling small 

distances but still making cross-border 

flights. Therefore, cross-border regulations, 

governmental matters, and other related 

complexities have made it extremity 

complicated to deal with customer’s 

complaints. Hence, quite a few complaints, 

at this very moment, remain untouched! 

Hence, the present researcher is apt to 

comment that airline industry in Europe has 

much more to do in relation to customer 

satisfaction than those in the U.S. 

In connection with the future tendency of 

the air travelers, both in the U.S. and 

Europe, and even around the world, show 

one single direction. The customers, 

according to the present research analysis, 

will opt for more and more economical 

airlines, that is to say, they will prefer either 

low-cost carriers or airlines with a marketing 

strategy similar to those of low-cost carriers. 

This observation is made by keeping in view 

the present state of air traveling. Today, in 

the U.S. as well as in Europe, not only the 

leisure but also the business travelers have 

bent toward the low-cost carriers because of 

their cheaper air fare and because they pose 

fewer problems as compared to the major 

airlines. Therefore, it is this tendency that 

should get momentum in the days to come. 

The credit that low-cost carriers have won 

for democratizing the air travel cannot be 

ignored by any means. The present writer 

believes that this is one single promising 

factor that will yield huge profits and market 

reputations for any low-cost carriers that are 

in play in the future market. 

There is no doubt that the trend of 

democratic air traveling is the order of the 

future airline industry around the world. One 

more point to make with regard to consumer 

behavior is that, they will use other means of 

transportation if they airline industry is not 

able to meet their demands. It is this point 

that should ring an alarm for the airline 

managers because other and more 

sophisticated means of transportation are 

already in the process of making. Yet this is 

also right to suggest that if the check-in, 
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baggage issues, and other such problems are 

tactfully handled by the airline industry, 

there is no doubt to state that the future 

traveler will increase in number and in 

frequencies. Both will result in higher 

proportions of profits and market reputation 

for the airline industry of the future. 

Henceforth, the present writer is not worried 

about the fuel prices because if the air travel 

becomes the most enjoyable experience with 

feasible economic demands, there is no 

doubt that more and more people will 

consult to this means of transportation not 

only in the immediate future but also in the 

longer run. 

In the overall analysis, henceforth, it is to be 

stated that airline industry’s future is 

promising especially for the low-cost 

carriers. What is the immediate need is to 

overcome the mount dissatisfaction of the 

air traveler before they get to other means of 

transportation if possibly found at their 

disposal. The challenges or growth abound, 

so are the opportunities for higher profits 

and profound market reputation. All in all, 

airline industry can be the best means of 

transportation: what is needed is the 

customer-focused approach. 

4. CONCLUSION 
Airline industry has seen a tremendous 

change in trend in the 1990s when the low-

cost carriers picked up pace in the market. 

This new type of air travel not only created a 

different passenger market across the U.S., 

Europe, and elsewhere, it also attracted the 

already in-line consumers like business 

travelers because of their attractive services 

and more importantly because of their much 

cheaper strategies to sell flight tickets. It is 

the low-cost carriers that hold so much 

promise for the future air travelers especially 

within a country or region. Major airlines 

which were already in a sinking position 

have been hit a bit by the entry of these 

democratic means of air travel. Although 

major airlines have their own specific 

market, especially the long-haul routes such 

as cross-border reach and intercontinental 

approach, there is no doubt that the local or 

domestic market has been and will continue 

to be captured by these low-cost carriers. 

In conclusion it is important to point out that 

there are a number of areas which have not 

been thoroughly explored by empirical 

research. These areas must be investigated. 

Some of the critical areas are customers’ 

dissatisfaction especially in baggage 
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handling and check-in processes. These and 

other areas are to be investigated to find 

feasible solution so that customer loyalty 

can be won by the airline industry.  

Furthermore, it is important to bring forth 

that the overall dissatisfaction of the 

consumer is increasing by the year. This is 

one area that is the result of the minor areas 

which have not been given considerable 

attention in the past. It is now time that all 

the stakeholders of the airline industry not 

only form the U.S. and Europe but from all 

over the world sat together, not for the sake 

of sitting only, but to find out the practical 

solution for these problems. It is important if 

they really wish to continue to prosper. 

Although the future conditions for air travel 

are promising, there is no doubt that that if 

they problems faced by the consumers are 

also mounting by the year, the growth will 

see a drastic cut everywhere: be it low-cost, 

budget airlines or the major airlines. To the 

personal discretion of the present writer the 

solution of lower customer satisfaction lies 

in addressing the problem in an interactive 

way, that is to say, rather than asking the 

customers filling up survey questionnaire 

and the like, it is more feasible if the airlines 

can arrange to process customer feedback in 

a more expedited manner. Whatever means 

this procedure requires (and it will not be 

something from another planet), this is what 

can solve a number of problem then and 

there. Moreover, this procedure will also add 

to the satisfaction level of the consumers. 

Although some low-cost carriers have 

tended to change their basic no-frill 

strategies, if they tend to become one of the 

major airlines type, there is no point in not 

stating that they will then face the similar 

problems as faced by their elder brothers 

historically, Thus, the most important 

strategy by which they can win in all 

situations (as happened in the wake of the 

terrorist attacks of 9/11) is keeping their air 

fare as low as possible so that they continue 

to attract the masses to their airplanes. 

5. RECOMMENDATIONS 

At this point in the paper, it is the most 

important recommendation to be made by 

the present writer that customer satisfaction 

is one major area that is to be give more 

attention by the airline industry on the whole 

because it is this areas that has shown 

continuous disparity in the recent years. 

Although the initial period of 2009 has 

shown higher performance by many of the 

U.S. airlines, it is noteworthy that this is 
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higher than the last year and not something 

which is ideal. Henceforth, this area must be 

tactfully dealt with otherwise there is chance 

that more serious consumer will look for 

other means of transportation which the 

airlines industry cannot afford. The other 

recommendation to be made at this point is 

that low-cost carriers must focus on their 

prime winning strategy of keeping air-fare 

as low as possible. Whatever other strategies 

are helpful to cling to this basic point, they 

should go for them. It is a very 

straightforward observation that if the low-

cost carriers keep their customers happy 

with cheaper air tickets, their markets will 

grow from local to international airports. By 

no-frill, more seating capacity, they can beat 

major airlines. All is needed is effective 

marketing strategies. One major area in 

which the air travel industry can have a 

promising solution of many of the problems 

is the new technologies. All done this way, 

there is no doubt that either is the low-cost 

airlines or major airlines, both will prosper 

in their own places only to bring more 

happiness to the faces of the people of the 

world making it a much better place than 

today. 
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