






Airlines 
customer, 
service, 
deprecations, 
airport ground 
staff 20% 

Airlines technical 
staff, IT support, 
other category 10% 

Airlines industry 
Food suppliers, 
Airport shops, 
Lounge personnel 20% 

Airport shops and 
eateries, airport 
transport, 
service providers 10% 

Air ticketing agents, 
customers, visa service 
providers 20% 

Airport cargo service 
personnel, 
cabin crew personnel, 
cabin crew trainers 20% 

Others 20% 



Revenue management 
Passengers 
 
 
 
 
 
Aircraft 
 
 
 
 
 
 
Crew 

Disruption 
Management 

Passenger 
recovery 
Aircraft 

Recovery 
and crew 
recovery 

Tail 
assignment 

Roster 
maintenance 

Crew 
rostering 

Crew 
pairing 

Publish 
timetable 

Fleet 
assignment 

Maximum revenue Minimum cost 

Timetable 
(-6 months) 

Restore handed 
over from flight 
Crew planning 

(-10 days) 

Short haul tail 
assign. (-1 day) 

Time 

Ops control 

Preliminary 
timeable 

(-1 to –5 years) 

Aircraft rosters 
(-5 month) 

Rosters 
Published 
(-6 weeks) 

Long 
haul tail 
assign. 
(-1 day) 

Restore handed 
over from cabin 
crew planning 

 (-2 days) 

Fly! 





Word of month Personal needs Previous ecperncience 

Perceived service 

Customer-driven 
service designs and 

standards 

Service delivery 

Expected service 

External 
communications 

to customers 

Company perception 
of customer 
expectations 

Customer 

Company 

GAP1 

GAP3 

GAP2 

GAP4 

Customer  GAP(5) 
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