                                                               
Pre- flight
· Airport services
· Check in services
· Reservation & Buying ticket
· On-time departure
· Ticket price

in-flight
· Cabin staff service
· Food quality
· Reading material & video showing

Post Flight
· On-time arrival
· Waiting for baggage
· Responsibility for delayed passenger
· Connected & Transit Facilities
· Complaint system
· Staff behavior when arrival
Suggested Framework


	Zone of tolerance (ZOT)







Passengers loyalty
Passengers Satisfaction 



	Zone of tolerance (ZOT)
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                               Put as Controlling Variable                                             

IV-Service Quality
DV-Customer loyalty
MV---ZOT 	

Pre- flight H1                                      Passengers Satisfaction 
In- flight H2                                      Passengers Satisfaction 
Ppst- flight H3                                      Passengers Satisfaction 
Zone of tolerance H4                                      Passengers Satisfaction 
Passengers satisfaction  H5                                customer loyalty 

