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	Abstract 
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	The following scoping review examines the study conducted to
explore the impacts of airline service quality and customer satisfaction on
customer loyalty to an airline. There is a gap existing in the airline industry.

The services offered to one person may not satisfy the needs of other clients.
The absence of a research study concerning service quality and customer

satisfaction motivates this research project. The contributing factors assessed
were price sensitivity among consumers in airlines services that affect the
relationship between the service quality offered and the yielding customer

satisfaction. The study objectives were based on a wide range of literature
existent in the databases available online. Secondary contents obtained from a
wide range of scholarly works were incorporated in assessing the research

subject supporting the scoping review and its intention to provide a detailed
assessment of the results. However, the yielding literature review provides
convincing results regarding the relationship between service quality and
customer satisfaction and its effect on the attainment of customer loyalty.

Studying the airline services, attention is directed towards the quality of airline
services offered by airlines starting with pre-flight, in-flight, and post-flight
services. Linking the quality of the services to the prices imposed by the

company explains the decisions made by consumers. A thematic analysis of the

information presented in the reviews is conducted to reveal the above matter.
	[bookmark: _GoBack]This paper studies the impacts of airline service quality and customer satisfaction on customer loyalty to an airline. The factors assessed were consumers’ price sensitivity in airlines services that affect the relationship between the service quality offered and the yielding customer satisfaction. The study objectives were based on a wide range of literature existent in online databases. Secondary contents obtained from scholarly works assessed the research subject supporting the scoping review and its intention to provide a detailed assessment of the results. The yielding literature review proves the relationship between service quality and customer satisfaction and its effect on the attainment of customer loyalty. factors studied in airline services are quality of airline services during pre-flight, in-flight, and post-flight. Customers decisions are determined by the quality of the services to the prices imposed. 
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[bookmark: _Hlk31697931]Dr. Harith Yas Khudhair is a senior lecture at the University of Technology Malaysia. He has a PhD in management. Before being a lecturer, he was a scholar at Azman Hashim International Business School. Dr. Harith Yas Khudhair has majored in areas such as Quality Management Marketing, Innovation and Technology. He, together with others have also published extensively in these fields. 
Ahmad Jusoh
Dr. is a senior lecture at the University of Technology Malaysia. He has a PhD in quality management. He is also based at scholar at Azman Hashim International Business School. Dr. Harith Yas Khudhair has majored in areas such as Quality Management Marketing, Innovation and Technology. He, together with others have also published extensively in these fields.
Abbas Mardani
Abbas Mardani is researcher at the Department of Marketing, Muma College of Business, University of South Florida, at the United States. He holds a PhD in Marketing. apart from this project, he has undertaken several others in the field of marketing. 
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	This paper is a revised and expanded version of a paper entitled [title] presented at [name, location and date of conference].
	This paper is a revised and expanded version of a paper entitled A Conceptual Model of Customer Satisfaction presented at Universiti Teknologi Malaysia, Malaysia on November 2019. 
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