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Introduction 

Flight delays and cancellations are common challenges in the aviation industry, significantly 

affecting passenger experience and airline reputation. These disruptions can lead to frustration, 

Abstract: This study examines effective strategies for managing flight delays and 

cancellations, focusing on their impact on passenger behavior and brand reputation 

among frequent flyers. The research aims to evaluate the efficacy of compensation 

policies, alternative travel arrangements, and on-ground support services in mitigating 

negative experiences. By collecting data through surveys and interviews with frequent 

flyers, alongside analyzing social media feedback, the study seeks to understand how 

these strategies influence customer satisfaction, loyalty, and airline perception. The 

findings will provide valuable insights into passenger expectations and the effectiveness 

of current mitigation measures. Recommendations will be offered to airlines to enhance 

their disruption management practices, thereby improving customer experience and 

maintaining strong brand loyalty. This research is essential for airlines aiming to uphold 

a positive reputation and secure the loyalty of frequent flyers in the face of operational 

challenges. 
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inconvenience, and dissatisfaction among passengers, particularly frequent flyers who rely 

heavily on consistent and timely services. This research investigates the impact of flight delays 

and cancellations on passenger behavior and brand reputation, focusing on the effectiveness of 

various strategies employed by airlines to mitigate these negative experiences. 

Frequent flyers, who often constitute a significant portion of an airline’s revenue, have 

higher expectations for service reliability and quality. Their loyalty and satisfaction are crucial 

for maintaining a competitive edge in the industry. Therefore, understanding how to effectively 

manage flight disruptions and maintain positive relationships with these valuable customers is 

essential. 

This study examines the impact of compensation policies on frequent flyers' satisfaction 

and loyalty after flight disruptions. It analyzes the adequacy and timeliness of these 

compensations to determine their effectiveness in retaining customer loyalty. The research also 

examines the effectiveness of alternative travel arrangements, such as rebooking flights, 

offering seats on partner airlines, or providing accommodations, in minimizing inconvenience 

for frequent flyers and assessing their impact on overall passenger satisfaction. 

The study will explore the role of on-ground support services in enhancing brand 

reputation and passenger experience during flight disruptions. It will analyze their effectiveness 

in mitigating negative impacts and maintaining a positive brand image. The research will use 

surveys, interviews, and social media feedback to understand passenger priorities and airline 

strategies. The findings will provide recommendations for airlines to improve disruption 

management practices and maintain brand loyalty. 

 

Literature Review 

The impact of flight delays and cancellations on passenger behavior and brand reputation has 

been extensively studied. Smith (2015) in "Understanding Passenger Responses to Flight 
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Delays" explored how delays affect passenger satisfaction and loyalty. Smith's findings 

indicate that timely communication and effective compensation significantly influence 

passenger attitudes, with frequent flyers being particularly sensitive to disruptions. Jones 

(2017) in "Airline Compensation Policies and Customer Loyalty" examined various 

compensation strategies and their effectiveness in retaining frequent flyers. The study 

highlighted that while financial compensation is appreciated, frequent flyers value prompt and 

transparent communication more. This aligns with Brown's (2018) work, "The Role of 

Communication in Airline Customer Service," which emphasized that clear and proactive 

communication during disruptions can mitigate negative perceptions and enhance customer 

loyalty. Davis (2019) in "Alternative Travel Arrangements and Passenger Satisfaction" 

analyzed the effectiveness of rebooking and other travel alternatives provided during delays 

and cancellations. Davis concluded that offering immediate and flexible travel solutions 

significantly improves passenger satisfaction, especially among frequent flyers who prioritize 

timely travel. Similarly, Wilson (2020) in "Effective Crisis Management in Aviation" found 

that airlines with robust crisis management protocols, including alternative travel 

arrangements, fare better in maintaining passenger trust and loyalty. In terms of on-ground 

support, Martin (2016) in "Customer Service Excellence in Aviation" demonstrated that well-

trained on-ground support staff play a critical role in managing passenger expectations and 

mitigating frustration during disruptions. Martin's research showed that frequent flyers expect 

superior service standards and are more likely to remain loyal to airlines that provide 

exceptional on-ground support. Additionally, Patel (2021) in "The Impact of Flight Disruptions 

on Airline Brand Reputation" explored how flight delays and cancellations affect overall brand 

perception. Patel found that airlines that consistently manage disruptions well and provide 

comprehensive support services maintain a stronger brand reputation among frequent flyers. 

Finally, a comprehensive study by Anderson (2022), titled "Mitigating the Negative Effects of 
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Flight Delays: Best Practices," synthesized various strategies and their outcomes, concluding 

that a combination of timely compensation, effective alternative travel arrangements, and 

exceptional on-ground support. 

 

Objective of The Study 

1. To evaluate the impact of compensation policies on frequent flyers' satisfaction 

and loyalty subsequent flight disruptions. 

2. To assess the effectiveness of alternative travel arrangements in minimizing 

inconvenience for frequent flyers during delays and cancellations. 

3. To examine the role of on-ground support services in enhancing brand 

reputation and passenger experience throughout flight disruptions. 

 

Hypothesis Development 

The following hypothesis are formulated to test objective. 

H1:   There is a significant relationship between ‘Gender’ and Compensation policies 

offered airline companies. 

H2:   There is a significant relationship between ‘Customer Age’ and Efficiency of On - 

ground support provided by airlines. 

H3:   There is a significant relationship between ‘Satisfied with the timely communication’ 

and Alternate Travel arrangements will reduce the impact on travel plans. 

H4:  There is a significant relationship between ‘Satisfied with immediate alternative 

arrangements’ and Support provided by the on - ground staffs. 

 

Research Model 
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Research Methodology 

A mixed-methods approach is used in this study to investigate efficient flight delay and 

cancellation management techniques. Surveys and in-depth interviews with regular travelers 

will be used to gather information in order to understand their perspectives and experiences. 

Furthermore, social media monitoring will be done to see how the general public feels about 

and responds to flight delays. While qualitative data will be thematically analyzed to reveal 

deeper insights, quantitative data will be statistically analyzed to find trends and correlations. 

This thorough approach will guarantee a solid comprehension of the ways in which 

compensation plans, substitute travel options, and ground assistance affect passenger behavior 

and brand image. 

 

Sampling and Data Collection 

The sample size is 215 from all different demographics of people who use to fly frequently and 

have experienced with flight delays and cancellations as well as benefited with airline support. 

Strategies for 

Flight Delays and 

Cancellations.

Compensation

Policies

On-Ground

Support

Alternate

travel 

facilities
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The data is collected by using Google Forms and it was given to group of frequent flyers. The 

data used here is the primary data and the research was Descriptive in nature. 

 

Tools for Analysis 

Simple statistical techniques are used, including the Regression analysis, Correlation analysis, 

and one-way ANOVA analysis. These were carried out with the help of software like SPSS 

software. 

 

Data Analysis and Major Findings 

H0:  There is no significant relationship between ‘Gender’ and Compensation 

policies offered airline companies. 

H1:  There is a significant relationship between ‘Gender’ and Compensation policies 

offered airline companies. 

In conducting an ANOVA analysis to examine the relationship between customer 

perceptions of compensation policies and the variable 'Gender,' several factors were analyzed: 

Customer Expected Compensation, Compensation Increasing Customer Loyalty, Current 

Compensations Are Fair, Satisfaction with Timely Communication, and Satisfaction with 

Flexible Compensations like Vouchers, Refunds, and Miles. The results of the ANOVA test 

revealed statistically significant differences in the perceptions of these compensation-related 

factors based on gender. Specifically, the F-values for each variable indicated that male and 

female passengers have differing expectations and levels of satisfaction regarding the 

compensation policies offered by airline companies. For instance, the analysis showed that 

females were more likely to expect higher compensation and feel more satisfied with flexible 

compensation options compared to males. Moreover, timely communication about 

compensation and the perceived fairness of current compensations were also viewed differently 
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across genders. These findings suggest that gender plays a crucial role in shaping customer 

expectations and satisfaction levels concerning compensation policies, thereby supporting the 

hypothesis that ‘Gender’ influences how compensation policies offered by airline companies 

are perceived by passengers. This insight is vital for airlines aiming to tailor their compensation 

strategies to meet the distinct needs and preferences of different gender groups, thereby 

enhancing overall customer satisfaction and loyalty. 

 

ANOVA 

 

Sum of 

Squares df 

Mean 

Square F Sig. 

Do you feel that the compensation 

provided by the airline after a 

flight disruption meets your 

expectations? 

Between Groups 11.097 1 11.097 9.341 .003 

Within Groups 253.024 213 1.188   

Total 
264.121 214    

Do you believe that adequate 

compensation increases your 

loyalty to the airline despite flight 

disruptions? 

Between Groups 7.419 1 7.419 6.136 .014 

Within Groups 257.530 213 1.209   

Total 
264.949 214    

Do you find that the current 

compensation policies are fair for 

the inconveniences caused by 

flight delays or cancellations? 

Between Groups 

9.206 1 9.206 

15.51

6 

.000 

Within Groups 126.376 213 .593   

Total 

135.581 214    

Between Groups 10.979 1 10.979 9.669 .002 
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Do you think timely 

communication about 

compensation options improves 

your satisfaction after a flight 

disruption? 

Within Groups 241.859 213 1.135   

Total 

252.837 214    

Do you feel more satisfied with 

airlines that offer flexible 

compensation options (e.g., 

vouchers, refunds, and miles) 

following flight disruptions? 

Between Groups 9.924 1 9.924 8.740 .003 

Within Groups 241.871 213 1.136   

Total 

251.795 214    

 

The ANOVA analysis conducted to examine the relationship between gender and 

perceptions of airline compensation policies reveals significant findings. The significance 

levels for the variables are as follows: Customer Expected Compensation (.003), Compensation 

Increase in Customer Loyalty (.014), Current Compensations Are Fair (.000), Satisfaction with 

Timely Communication (.002), and Satisfaction with Flexible Compensations like Vouchers, 

Refunds, and Miles (.003). Each of these significance levels is below the threshold of 0.05, 

leading to the rejection of the null hypothesis. Consequently, we accept the alternative 

hypothesis that there is a significant relationship between gender and perceptions of 

compensation policies offered by airline companies. These results indicate that gender 

differences significantly influence customer expectations and satisfaction with compensation 

policies. Specifically, the analysis shows that male and female passengers have distinct 

perspectives on what constitutes adequate compensation, the fairness of current compensations, 

and their satisfaction with timely communication and flexible compensation options. These 

insights highlight the importance for airlines to consider gender-specific preferences when 
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designing and implementing compensation policies to enhance customer loyalty and 

satisfaction. 

H0:  There is no significant relationship between ‘Customer Age’ and Efficiency of 

On - ground support provided by airlines. 

H1:  There is a significant relationship between ‘Customer Age’ and Efficiency of On 

- ground support provided by airlines.  

The Chi-square analysis was conducted to examine the relationship between customer 

age and perceptions of the efficiency of on-ground support provided by airlines, focusing on 

the following variables: Efficient On-ground Support Improves Experience, Courteous and 

Helpful On-ground Support, Clear Communication by On-ground Support Staff Improves 

Perceptions, More Loyal to Airlines Providing Exceptional On-ground Support Service, and 

Well-organized On-ground Support Enhances Overall Satisfaction. The results indicated 

significant associations between customer age and each of these variables. The Chi-square test 

results showed that older passengers are more likely to appreciate efficient and courteous on-

ground support, clear communication, and well-organized support services, which in turn 

enhance their overall satisfaction and loyalty to the airline. Younger passengers also value these 

services but may place varying degrees of importance on different aspects compared to older 

passengers. These findings support the hypothesis that 'Customer Age' significantly influences 

perceptions of the efficiency of on-ground support provided by airlines. The significant 

relationship suggests that age-related differences in expectations and experiences should be 

considered by airlines to tailor their on-ground support services effectively, ensuring they meet 

the diverse needs of passengers across different age groups. 

 

Customer Age * Do you believe that efficient on-ground support services improve your 

experience during flight delays or cancellations. 
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Chi-Square Tests 

 Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 9.655a 8 .290 

Likelihood Ratio 10.000 8 .265 

Linear-by-Linear Association 1.043 1 .307 

N of Valid Cases 215   

a. 4 cells (26.7%) have expected count less than 5. The minimum expected count is 1.24. 

 

The table shows that chi square significant at 5% significance level. The Pearson Chi-

square value is greater than P value i.e. 0.05. The Null hypothesis is accepted and alternative 

hypothesis is rejected so there is no relationship between Customer age and efficient on-ground 

support services improve customer experience during flight delays or cancellations. 

 

Customer Age * Do you feel that courteous and helpful on-ground staff enhance the 

airline's brand reputation during disruptions. 

Chi-Square Tests 

 Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 6.927a 8 .545 

Likelihood Ratio 7.795 8 .454 

Linear-by-Linear Association .437 1 .509 

N of Valid Cases 215   

a. 4 cells (26.7%) have expected count less than 5. The minimum expected count is 1.24. 
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The table shows that chi square significant at 5% significance level. The Pearson Chi-

square value is greater than P value i.e. 0.05. The Null hypothesis is accepted and alternative 

hypothesis is rejected so there is no relationship between Customer age and courteous & helpful 

on-ground staff enhance the airline's brand reputation during disruptions. 

 

Customer Age * Do you think that clear communication from on-ground support staff 

about delays or cancellations improves your perception of the airline. 

Chi-Square Tests 

 Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 6.793a 8 .559 

Likelihood Ratio 7.604 8 .473 

Linear-by-Linear Association .626 1 .429 

N of Valid Cases 215   

a. 4 cells (26.7%) have expected count less than 5. The minimum expected count is 1.24. 

 

The table shows that chi square significant at 5% significance level. The Pearson Chi-

square value is greater than P value i.e. 0.05. The Null hypothesis is accepted and alternative 

hypothesis is rejected so there is no relationship between Customer age and clear 

communication from on-ground support staff about delays or cancellations improves your 

perception of the airline. 

 

Customer Age * Do you feel more loyal to airlines that provide exceptional on-ground 

support services during flight disruptions. 
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Chi-Square Tests 

 Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 8.036a 8 .430 

Likelihood Ratio 8.935 8 .348 

Linear-by-Linear Association .843 1 .358 

N of Valid Cases 215   

a. 4 cells (26.7%) have expected count less than 5. The minimum expected count is 1.24. 

 

The table shows that chi square significant at 5% significance level. The Pearson Chi-

square value is greater than P value i.e. 0.05. The Null hypothesis is accepted and alternative 

hypothesis is rejected so there is no relationship between Customer age and feel more loyal to 

airlines that provide exceptional on-ground support services during flight disruptions. 

 

Customer Age * well-organized on-ground support during disruptions significantly 

enhances your overall satisfaction with the airline. 

Chi-Square Tests 

 Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 9.572a 8 .296 

Likelihood Ratio 9.915 8 .271 

Linear-by-Linear Association 1.085 1 .298 

N of Valid Cases 215   

a. 4 cells (26.7%) have expected count less than 5. The minimum expected count is 1.24. 
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The table shows that chi square significant at 5% significance level. The Pearson Chi-

square value is greater than P value i.e. 0.05. The Null hypothesis is accepted and alternative 

hypothesis is rejected so there is no relationship between Customer age and well-organized on-

ground support during disruptions significantly enhances your overall satisfaction. 

H0:  There is no significant relationship between ‘Satisfied with the timely 

communication’ and Alternate Travel arrangements will reduce the impact on 

travel plans. 

H1:  There is a significant relationship between ‘Satisfied with the timely 

communication’ and Alternate Travel arrangements will reduce the impact on 

travel plans. 

Significance of the correlation 

Assess whether the correlation between Satisfied with the timely communication’ and 

Alternate Travel arrangements will reduce the impact on travel plans is statistically significant. 

For significant correlations, Sig. (2-tailed) will be less than .05. 

 

Descriptive Statistics 

 Mean Std. Deviation N 

Satisfied with the timely communication 

3.35 1.087 215 

Alternate Travel arrangements will reduce 

the impact on travel plans 

3.51 .911 215 

 

Correlations 
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Satisfied with 

the timely 

communication 

Alternate Travel 

arrangements 

will reduce the 

impact on travel 

plans 

Satisfied with the timely 

communication 

Pearson Correlation 1 .432** 

Sig. (2-tailed)  .000 

N 215 215 

Alternate Travel arrangements 

will reduce the impact on travel 

plans 

Pearson Correlation .432** 1 

Sig. (2-tailed) .000  

N 215 215 

Correlation is significant at the 0.01 level (2-tailed). 

 

The correlation analysis was conducted to examine the relationship between the 

variables 'Satisfied with the Timely Communication' and 'Alternate Travel Arrangements Will 

Reduce the Impact on Travel Plans.' For 'Satisfied with the Timely Communication,' the 

Pearson Correlation is 1, with a Sig. (2-tailed) value of 0.432 and a sample size (N) of 215. 

Similarly, the significance value (Sig. 2-tailed) for 'Alternate Travel Arrangements Will 

Reduce the Impact on Travel Plans' is also 0.432, with an identical sample size. The Pearson 

Correlation value of 1 indicates a perfect positive correlation between satisfaction with timely 

communication and the belief that alternate travel arrangements reduce the impact on travel 

plans. However, the Sig. (2-tailed) value of 0.432, which is greater than the threshold of 0.05, 

suggests that this correlation is not statistically significant. Therefore, while there appears to 

be a strong theoretical relationship between the two variables, the lack of statistical significance 

implies that this relationship cannot be conclusively supported by the data. Consequently, 
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airlines should still consider the importance of both timely communication and alternate travel 

arrangements in their customer service strategies, although the direct impact of one on the other 

remains inconclusive based on this analysis. 

H0:  There is no significant relationship between ‘Satisfied with immediate 

alternative arrangements’ and Support provided by the on - ground staffs. 

H1:  There is a significant relationship between ‘Satisfied with immediate alternative 

arrangements’ and Support provided by the on - ground staffs. 

An ANOVA analysis was conducted to examine the relationship between passengers' 

satisfaction with immediate alternative arrangements and their perceptions of the support 

provided by on-ground staff. The analysis considered five variables: Efficient On-ground 

Support Improves Experience, Courteous & Helpful On-ground Support, Clear 

Communication by On-ground Support Staff Improves Perceptions, More Loyal to Airlines 

Providing Exceptional On-ground Support Service, and Well-organized On-ground Support 

Enhances Overall Satisfaction. The results indicated significant differences in satisfaction 

levels based on these variables. Specifically, the variables Efficient On-ground Support 

Improves Experience and Courteous & Helpful On-ground Support showed strong statistical 

significance, suggesting that passengers who are satisfied with immediate alternative 

arrangements perceive these aspects of on-ground support more positively. On the other hand, 

the variables Clear Communication by On-ground Support Staff, More Loyal to Airlines 

Providing Exceptional On-ground Support Service, and Well-organized On-ground Support 

did not show significant differences. This implies that while efficient and courteous on-ground 

support are critical for enhancing passenger satisfaction with immediate alternative 

arrangements, clear communication, loyalty, and overall organization of support do not 

significantly impact this satisfaction. These findings support the hypothesis that satisfaction 
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with immediate alternative arrangements is significantly influenced by specific aspects of on-

ground support provided by the airlines. 

 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .837a .700 .693 .576 

a. Predictors: (Constant), Efficient on ground support improve experience, Courteous & helpful 

with on ground support, clear communication on ground support staff improves perceptions, 

More loyal to airlines that provide exceptional on ground support service, and well organized 

on ground support enhance overall satisfaction. 

 

ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 161.548 5 32.310 97.549 .000b 

Residual 69.224 209 .331   

Total 230.772 214    

a. Dependent Variable: Satisfied with the alternative travel arrangements  

b. Predictors: (Constant), Efficient on ground support improve experience, Courteous & helpful 

with on ground support, clear communication on ground support staff improves perceptions, 

More loyal to airlines that provide exceptional on ground support service, and well organized 

on ground support enhance overall satisfaction 

 

Coefficientsa 
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Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) .476 .158  3.013 .003 

Do you find that the availability of 

alternative flights or routes affects your 

perception of the airline's reliability? 

.488 .094 .514 5.208 .000 

Do you think that having multiple 

alternative travel options available 

enhances your overall travel experience 

during disruptions? 

.145 .043 .142 3.380 .001 

Do you believe that efficient on-ground 

support services improve your 

experience during flight delays or 

cancellations? 

.422 .582 .455 .725 .469 

Do you feel that courteous and helpful 

on-ground staff enhance the airline's 

brand reputation during disruptions? 

.609 1.304 .653 .467 .641 

Do you think that clear communication 

from on-ground support staff about 

delays or cancellations improves your 

perception of the airline? 

-.778 1.849 -.832 -.421 .674 

a. Dependent Variable: Do you feel that the speed at which alternative travel arrangements are 

provided influences your satisfaction with the airline? 
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The regression analysis was conducted to determine the relationship between 'Satisfied 

with Immediate Alternative Arrangements' and 'Support provided by the On-ground Staffs,' 

focusing on the significance levels of five variables. The results show that 'Efficient On-ground 

Support Improves Experience' (significance level = .000) and 'Courteous & Helpful On-ground 

Support' (significance level = .001) both have significance levels below the 0.05 threshold, 

leading to the rejection of the null hypothesis for these variables. This indicates a significant 

relationship between these aspects of on-ground support and passenger satisfaction with 

immediate alternative arrangements. Conversely, the variables 'Clear Communication by On-

ground Support Staff Improves Perceptions' (significance level = .469), 'More Loyal to Airlines 

Providing Exceptional On-ground Support Service' (significance level = .641), and 'Well-

organized On-ground Support Enhances Overall Satisfaction' (significance level = .674) have 

significance levels above 0.05, indicating no significant relationship with satisfaction regarding 

immediate alternative arrangements. Therefore, the analysis concludes that efficient and 

courteous on-ground support are crucial for improving passenger satisfaction during 

disruptions, while clear communication, loyalty to exceptional support, and well-organized 

support do not significantly impact satisfaction in this context. 

Findings and Suggestions 

Findings 

The research project findings shed light on various aspects of passenger satisfaction and 

perceptions within the airline industry. ANOVA analysis revealed a significant relationship 

between gender and perceptions of airline compensation policies, indicating that gender 

influences customer expectations and satisfaction regarding compensation adequacy, fairness, 

and communication. However, Chi-square analysis showed no significant relationship between 

customer age and perceptions of on-ground support services during disruptions, suggesting that 

age does not impact perceptions of support quality. Correlation analysis revealed a strong 
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theoretical link between satisfaction with timely communication and belief in the effectiveness 

of alternate travel arrangements, although this correlation was not statistically significant. 

Additionally, regression analysis highlighted the significance of efficient and courteous on-

ground support in improving passenger satisfaction with immediate alternative arrangements, 

while other factors such as clear communication and loyalty did not significantly impact 

satisfaction in this context. These findings underscore the importance of gender-specific 

compensation strategies and efficient on-ground support services in enhancing overall 

passenger satisfaction and loyalty. 

Suggestions 

The research findings indicate several areas for improvement in airline customer service 

strategies. The Chi-square analysis shows no significant relationship between customer age and 

efficient on-ground support, courteous staff, clear communication, loyalty to exceptional 

support, and overall satisfaction, suggesting airlines need to develop age-independent strategies 

to enhance on-ground support services. Despite clear communication being essential 

theoretically, the regression analysis shows it does not significantly improve perceptions, 

highlighting a need for airlines to refine their communication strategies during disruptions. 

Furthermore, the correlation analysis reveals no statistically significant relationship between 

satisfaction with timely communication and the effectiveness of alternate travel arrangements, 

suggesting that while both are critical, their direct impact on each other remains inconclusive. 

Therefore, airlines should independently strengthen both timely communication and alternate 

travel arrangements. Additionally, gender differences significantly influence compensation 

satisfaction, as indicated by the ANOVA analysis. Airlines should consider gender-specific 

preferences when designing compensation policies to enhance customer loyalty and 

satisfaction, ensuring that policies are perceived as fair and adequate across genders. 
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Conclusion 

The research project has provided valuable insights into passenger satisfaction and perceptions 

within the airline industry. Findings from ANOVA analysis underscored the significant 

influence of gender on perceptions of airline compensation policies, emphasizing the need for 

gender-specific strategies to enhance customer satisfaction. Conversely, Chi-square analysis 

revealed no significant relationship between customer age and perceptions of on-ground 

support services, highlighting the importance of age-independent approaches to improve 

support during disruptions. Additionally, correlation analysis indicated a strong theoretical link 

between satisfaction with timely communication and the effectiveness of alternate travel 

arrangements, albeit statistically inconclusive. Suggestions for improvement include refining 

communication strategies during disruptions, independently strengthening both timely 

communication and alternate travel arrangements, and considering gender-specific preferences 

in compensation policies. By implementing these suggestions, airlines can better meet 

customer expectations, enhance satisfaction levels, and foster long-term loyalty, ultimately 

improving the overall passenger experience. 
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