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1.0 Introduction

	The purpose of this report is to critically assess the methods of hospitality and guest services that the Ryanair company has to offer, as well as to determine whether the company fulfils customer needs and why creating value for its customers is of utmost importance for the company to succeed. The report will also examine the hospitality techniques used by Ryanair, such as customer segmentation, targeting and positioning, to gain an understanding of how the company promotes its services and attracts customers.
2.0 Ryanair customer satisfaction

	According to Boon and Pande (2023), they state that Ryanair is known for its location in the Irish capital city of Dublin, this was not the case initially. The airline was founded in 1985 by the Ryan family, which took its name from the family who founded it. The jet operated daily flights from Waterford to London Gatwick from a 15-seater Banderite aircraft. Waterford, a city with a population of only 53,500 today, was the destination of the jet. 
	Since April 2021, Ryanair implemented a graph on their website that states monthly the percentages of customer satisfaction varying from 79% up to the 91%, the last being 85% in September 2023. This improvement made Ryanair climb to one of the most reliable air companies to date. 
 	Based on the research of Natasha E. (2023), it should be noted that Ryanair has a very good safety record. Over the course of its 37 years of existence, the airline has never had a fatality among its passengers or crew members. The Aviation Safety Network reports that the airline has had thirteen reported incidents, the last of which occurred in 2019. Several of these incidents involved minor taxiway collisions with other planes that were on the runway. This puts the company on a very high position to its competitors. 







2.1 Ryanair guest services
	
	Whenever it comes to offering guest services to its guests, Ryanair places the most emphasis on their guests and the services that the company offers according to an online web page (The Chat Shop, 2023). The airline offers a range of products and services to cater to different types of customers. Ryanair's products and services will be evaluated in the context of various customer segments.
	There are various travellers from which a company can benefit. These travellers can vary between business class travelling and low-cost travelling. The airline caters to leisure travellers who need affordable and convenient air travel. They value cost effectiveness and often prioritize price over other factors. Low fares, frequent flight options, and easy access to major destinations make Ryanair a popular choice for leisure travellers.
	Business travellers can also benefit from Ryanair's competitive fares, which allow businesses to save money on travel expenses. Business travellers enjoy Ryanair's convenient flight schedules and connectivity to a variety of destinations. Business travellers on the go also benefit from Wi-Fi access and charging ports.
	Ryanair attracts budget-conscious travellers by offering low-cost fares and minimal additional charges. Using Ryanair, customers can compare fares easily, so they can keep their expenses down. In addition to its baggage policy, Ryanair charges for in-flight features such as seat selection and meals.
	Low-cost fares are one of Ryanair's biggest selling points. To offer affordable air travel, Ryanair emphasizes efficiency, minimizing costs in areas such as aircraft maintenance, staffing, and airport infrastructure. These savings are passed on to customers as lower ticket prices.
	Despite being criticized in the past for its customer service, Ryanair has made efforts to improve it. Currently, customers can contact Ryanair by phone, email, or live chat for assistance with flight bookings, changes, or questions. A compensation scheme for delayed or cancelled flights is also being offered by the airline.
	Ryanair meets customer demands by maintaining low-cost fares, offering transparent pricing, providing an efficient booking process, offering convenient flight options, providing online check-in and bag drop services, ensuring on-time performance, and providing customer support. Ryanair's commitment to providing excellent customer service and value has helped them to gain a competitive edge in the budget airline market and become one of the most successful airlines in the world.
		




2.2 Ryanair service culture and standards

	Although all the guest services offered by Ryanair are subject to alter at any time, these are the majority of services that the company offers. The purpose of this is to assess the company's ability to keep a competitive edge over other flight companies, especially when it comes to cost savings, customer value, and other services that it has to offer to customers. By identifying what differentiates them, Ryanair can structure their entire business to meet those needs and all their decisions are based on what their customers care about most. They can deliver it more effectively because of this focus. 
	By analysing the work of Isupov (2023) it comes with no surprise that the success of Ryanair's low-cost strategy can be credited to several factors; from bulk orders at a discount when others are struggling, to efficiencies generated by using a single type of aircraft across all routes. In terms of unit costs, Ryanair's is about half that of EasyJet, excluding fuel and therefore, in other words, their closest competitor must price their flights twice as much as Ryanair's. On the other hand, there are some who argue that Ryanair's focus on cost-cutting comes at the expense of passenger comfort. For example, the company’s planes are often cramped, and the airline charges for checked bags and in-flight meals. Additionally, Ryanair often charges for services such as priority boarding, which other airlines provide for free. All in all, Ryanair's business model focuses on providing cheap flights at the expense of passenger comfort.
	Companies that can successfully identify customer needs and create products and services that meet those needs are those that are able to stand out from their competitors. They can leverage their knowledge and understanding of customers to create meaningful experiences that customers love. Customers will pay more for a product or service if they perceive it to be of higher value, even if the same product or service is sold for less somewhere else. This is why businesses need to offer more than just a low price to attract customers. They need to provide products or services that are of superior quality, have a desirable reputation, or offer a unique customer experience. This is because customers would be wary of the inconvenience and risk associated with flying with an airline with such a low success rate. They would be more likely to go with an airline with a slightly higher cost but a proven track record of successful flights. An airline's service culture is thus an important factor in customer satisfaction and retention. Poor service culture can lead to lower customer satisfaction, leading to fewer customers turning to the airline for their travel needs. They expect quality, reliability, and customer service. If a product or service fails to meet these standards, customers will not be willing to pay the price, no matter how low it may be, and Ryanair has truly comprehended this understanding. Ryanair knows their target audience and what their expectations are. The company has also taken the time to analyse the elements and features of the experience that are most important to them and to their customers. This allows Ryanair to confidently make decisions about how they will deliver the experience that will best meet their customers' needs. With all this in mind, Ryanair has successfully created an experience that their customers love and keep coming back for.


2.3 Ryanair reputation management
	Ryanair reputation management plays a crucial role in fostering a positive image and maintaining customer loyalty (Ivy Panda, 2023) in the competitive airline industry. Ryanair, known for its low-cost fares, has faced challenges in maintaining its brand image. However, through effective reputation management strategies, the airline has managed to navigate the ups and downs and maintain its strong position in the market.
	One key aspect of Ryanair's reputation management is proactive communication. The airline actively engages with its customers through various channels, including social media, email, and its website. By addressing customer concerns promptly and offering solutions, Ryanair demonstrates its commitment to customer satisfaction. This proactive approach helps build trust and confidence in the airline's brand although this was not always the case as the company suffered strikes which led to cancelled thousands of flights and inconveniences for customers and a decline in public trust.
	Furthermore, Ryanair understands the importance of transparency in reputation management. The airline publishes its customer service policies, baggage fees, and flight schedules on its website, providing customers with the necessary information to make informed decisions. By being upfront and honest about its services, Ryanair establishes itself as a reliable and trustworthy airline.
	Additionally, Ryanair recognizes the power of positive word-of-mouth and actively seeks feedback from its customers. The airline encourages passengers to share their travel experiences through surveys and reviews, which contribute to its overall reputation. By listening to its customers and addressing concerns, Ryanair demonstrates its commitment to continuous improvement.
	Overall, Ryanair's reputation management strategy is effective in maintaining a positive brand image and attracting new customers. The airline's proactive approach to communication, transparency, and feedback management helps build trust and loyalty among its customers. By consistently delivering on its promises, Ryanair positions itself as a good choice for budget-conscious travellers.

2.4 Conclusion

	In conclusion, Ryanair's hospitality, guest services, and reputation management play a significant role in its success. The airline prioritizes affordability, efficiency, and convenience, often at the expense of traditional hospitality offerings. However, its focus on providing a seamless travel experience, including easy online booking, prompt check-in, and on-time flights, has contributed to its positive reputation among travellers. While Ryanair may not be known for its extensive guest services, it manages to cater to the needs of its passengers by offering basic amenities such as in-flight meals and carry-on luggage policies. Overall, Ryanair's reputation management strategy focuses on promoting its low fares and hassle-free travel experience, allowing it to attract and retain customers in a crowded and competitive airline industry.
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