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Question 1 - What are your top 10 criteria in rank order for determining the quality of a commercial flight experience? Would your criteria change if the flight were 5 hours versus 2 hours? Why or why not?
i. The airfare
ii. Safety 
iii. Accessibility of service
iv. Airline loyalty program
v. Baggage services
vi. Airline’s on-time performance
vii. Quality of in-flight service
viii. Comfort and space
ix. Great customer service
x. Food and entertainment
If the flight takes a lesser time, some of the factors would change. For instance, I would not mind the food and entertainment aspects but more preference for safety, punctuality, airfares and on-time performance. 

 Spirit has certainly earned their status, but in the vein of quality is determined by ability to meet expectations, are they performing better than the criticism may suggest?  Some would argue that they exactly meet expectations, which are largely based on price at the expense of amenities. According to Spirit spokesperson Paul Berry, “the one thing consumers tell us is most important is price. We compete on price.”  So if consumer’s expectations were appropriately tempered, would Spirit perform better through the lens of quality performance?
Yes, customer variation is the basis of gauging quality of services that an airline provides. If there is a shift in these expectations, the performance of Spirit would improve considerably. Its quality performance will be better than it currently is.

[bookmark: _GoBack]Question 2 - Why do you think the author concludes the article indicating she will likely not book a Spirit flight again despite her experience meeting the majority of expectations?
Even when the author’s’ experience was not poor as detailed in the media, she would not book another flight because the experience was barely minimum. There was no greater appeal to offer better experience and the ordinariness informed her decision of not flying via Spirit again.




Question 3 - What types of common cause and special cause variation may influence on-time arrivals?
Common cause variation: 
· The adverse weather affected the flight Path of the airplanes causing delay in estimated arrival time. 
· Fuelling and repair check-up took longer time and causes slight delay on departure of an airplane. 
Special cause variation:
· An industrial action by pilots/airline staff led to delays or cancellation of a flight.
· The plane was grounded when a major technical issue was detected just before departure. 
 
Question 4 - Consider how you might apply quality tools and concepts (minimum 5) from this chapter to understand and then improve an airlines process capability to achieve on-time delivery.
i. I would undertake regular quality inspections to fix quality issues and improve performance. 
ii. I would create a process flowchart to analyze processes and reduce waste and inefficiencies. 
iii. I would review quality issues at all levels and ensure they confirm to the relevant ISO certification levels. 
iv. I would set up a benchmark team to get insights on how other successful airlines are run and adopt better interventions to improve quality. 
v. I would rely on voice of customer (VOC) to identify customer issues and implement measures to fix them. 
