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[bookmark: _Toc151916429]Executive Summary

This paper provides an examination of Ryanair's gust service. The Ryan air is a budget airline that covers a wide number destination across Europe. This report finds that in spite of being a low-cost airline, the company offers a variety of services including automated checkout, personalised customer care, and group booking and services through its  partners organisations. Based on a review of its value generation process, the airline prioritises are found as low flight delays and serve large number of destinations at low cost. In term of its organisational culture, the CEO has the most influence inside the high power distance culture of the firm, which have both positive and negative consequences on the operations of the business. For example, the airline receives a low reputation for its customer services, yet it is classified as an extremely safe aircraft and has a strong tracking record for safety and timing. Therefore, in order to improve guest services going forward, this research presented certain recommendations for changing the corporate culture and raising customer satisfaction and service effectiveness.
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1. [bookmark: _Toc151916430]Introduction
In the hospitality industry, providing excellent customer service is becoming more and more crucial to retaining clients through brand value and client loyalty (Shyju e tal,2023,p38). However, the purpose of this report is to investigate the method of guest services that the Ryanair offers to its customers. This report is divided into the following sections. It starts with an assessment of the different kinds of clients as well as the services that Ryanair offers to meet their demands. Having assessed the services, this report looks at the significance of value generation for Ryanair customers through services. Furthermore, this study provides a critical assessment of Ryanair's reputation management strategies, culture, and service standards. Finally, this study presents a summary of the results obtained from Ryanair's gust services.
2. [bookmark: _Toc151916431]Analysis and findings 
2.1. [bookmark: _Toc151916432]Evaluation of the different types of customer services that Ryanair offers. 
Ryanair began flying in 1985, offering a daily service between Watford Airport in Ireland and Gatwick Airport in London (Ryanair,2021). Today, like any other airlines that operates in the European destinations, the Ryanair also offers number of  services. These according to company website (2023) includes the following categories. 
· Reservation, bookings and check in services. 
This is one of the fundamental services that the airline offers. For instance, customers can search, book and reserve seats and obtain information on the availability of flights and fairs using Ryanair website (www.ryanair.com). It also allows check-in via online and get automated boarding passes. The image shows the types of services that airline offer for reservation and booking (image 1).
Image 1. Ryanair reservation and booking services using its website.
[image: A screenshot of a phone

Description automatically generated]
Source: (Adopted from Ryanair website,2023)
· Changes and cancellations of flights 
Using Ryanair website as well as Ryanair mobile apps, customers can change their flights, cancel journey on the existing bookings. This is very unique facility as customer can adjust their journey based on the change of circumstances. 
· Baggage services 
The airline also offer baggage allowances for its pageanters (image 3) and support in finding lost baggage (image 4). Serving customer with their free baggage allowances is also an important service that the airline provide at low cost. 
Image 3. Ryanair’s baggage allowances.
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Source: (Adopted from Ryanair website,2023)
The airline is very careful and concern about customer baggage handling and has good process and policies in place to ensure customer baggage is well managed. 
Image 4. Ryanair baggage claim form.
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Source: (Adopted from Ryanair website,2023)
· Special service for passengers 
The Ryanair understands the needs of all passengers and thus offer special services for its customers with reduced mobility and special needs. Customers with condition can request medical assistance as well as required equipment in aid of their movement while traveling with Ryanair (image 4). 
Image 4. Special moodily equipment request form.
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Source: (Adopted from Ryanair website,2023)

· Refund services 
The airline also offer refund services for its customer in special occasions based on the eligibility of refund as it is shown in image below (image 5) . 
Image 5.  Ryanair refund policies and eligibility criteria
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Source: (Adopted from Ryanair website,2023)
· Customer complaints and feedback services 
The airline also enable its customers to make complaints, enquiry about the flight delay, time and put their feedback of the journey using the feedback service and complaint portal (image 6). The airline use the customer complaints and offer solution to customers based on the company policies in dealing customer complaints. 
Image 6. Ryanair customer complaint form
[image: A screenshot of a computer

Description automatically generated]
Source (Adopted from Ryanair website2023)
· Corporate and group travelled booking. 
Ryanair also offer facilities for corporate travel groups (image 7) while making reasonable arrangements and help the group in travelling comfortably. 

Image 7. Ryanair group booking application form.
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Source: (Adopted from Ryanair website2023)
· Service through partners 
The Ryanair also offer number of services for its passengers through partners organisations. These services include car hire, gift cards for discounted shopping, information on night out in destination, parking, car hire, hotel booking (Image1).
Image 1. Ryanair partner services
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Source (Adopted from Ryanair website2023)

2.2. [bookmark: _Toc151916433]Ways Ryanair meet customers’ needs and discussion of importance for creating value for customers.
According to Mahajan (2021), satisfying customer needs is the ultimate goal of business. Therefore, Ryanair, like many other organisations, adheres to a number of procedures in order to satisfy consumer expectations and recognise importance of value creation based on a long-term business mindset. Some of these are analysed below. 
· Cost effectiveness (low cost model)
Cost is a major factor that influences customers' decisions to buy before they make any purchases. As a result, Ryanair prioritised cost in the process of creating value. The airline is well-known for offering extremely affordable plane tickets to prospective passengers (Fearis,2021). This coset-based value creation is one of the finest ways to help clients who are on a tight budget and attract new clients for the business.
· Coverage of many destinations 
One of the airline's major customer services is its extensive route network (Fearis,2021). This suggests that there are several destinations around Europe that can be reached by plane. The airline's extensive destination list enables clients to choose areas based on their requirements, tastes, and financial circumstances, which has helped it gain recognition among travellers.
· Pricing strategy
Ryanair also has a unique, transparent pricing strategy to delight customers and provide value. For instance, the cost of the tickets are clearly visible. There are no other or surprise costs included in the ticket price. Significance of this is that passengers can use this to make well-informed decisions about the places they wish to see, the best time to go, and the estimated cost of their trip (Gee,2016).
· Service efficiency with effective operation 
One of the most important requirements of customer service intensive business is efficiency and effectivity in operations (Hudson & Hudson,2021). Ryanair is well known for its efficiency in operational activities. It is an imperative task to keep the airline cost low. Apart from minor incidents, the company runs at highest level of efficiency in departure and arrivals that meet customers expectation on time travelling to their destinations (Schwab,2021). 


· Service innovation
The airline is quite about innovating its services and amenities to meet the ever-increasing demands of its customers. For instance, it has enhanced its products by adding mobile apps, adding partner services to its website's and providing package travel. It has made is possible for customers to get all the information they need in one place, which facilitates precise trip itinerary and planning (Humphries,2013).
· Customer feedback 
One of the key things the airline provides to assist improve the customer experience is the ability for customers to submit informed feedback on their experiences with the airline (Akman,2023). The airline interacts with customers on social media and through a customer feedback site to find out about their needs and make adjustments in response to their suggestions.
2.3. [bookmark: _Toc151916434]Critical assessment of  Ryanair service culture, service standards, and examples of reputation management.

Organisational culture is paramount important for business success. According to organisation culture is beliefs and behaviours that determine the ways organisations employees and management instructs. Organisational culture can often be influenced by national cultures and economic situation. Corporate culture is at the heart of business operation.  The corporate culture can be classified in many different categories (Figure 1). 
Figure 1, categories of organizational cultures
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Source (Lecture note University of Wales,2023)
Looking at the organisational culture of Ryanair, it is found that the organisations has more resemblance to Charls hand’s cultural approach. For instance, the company follow strong power culture where decision comes from the top level. It’s CEO  Michael O’Leary has created the culture based on four deeply held belief (White,2017). There is power distance in decision making, there is role culture where employees follow their jobs description and has individual role defined including air hostess, pilots, ground handling, checking in staff and other staff members. The business also judge its employees based on their performance at the workplace and offer promotion and career advancement opportunities. 
In term of running the business, the CEO strongly believe in control culture. He strongly focus on customer needs and exclusively mentioned that what really matter to customers is good deal. In 2013, CEO, O’Leary tweeted “we are not interested in being your friend, we want your money and we want your bum on our seat”. This approach surprisingly did not affect the airline business rather its business grow exceptionally (White,2017). The company therefore found to follow the needs culture of customers which is very much reusable to Maslow hierarchy of needs. 
In term of its cultural approach and service standard, and reputation management, the Ryanair has been rated as bottom in annual review of customer satisfaction conducted by Which? 
(BBC,2017). Out of 22 popular brands Ryanair only score 52% satisfaction rate in 2023 (Wilson,2023). The airline came last for last six consultee years in term of customer satisfaction. However, in term of safety rating of the airline, the aircraft was rated 7 out of 7 by the AirlineRatings.com. It was rated top 10 safest and low cost airline in 2022 (Etzel,2023).
Figure 2. Best short haul economy airlines
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Source (Adopted from Which?2023)
In term of reliability the airline, the rating for Ryan air is high and the airline have never experienced any fatal accidents. Moreover,  in term of time efficiency the rating was 63.80% and delay rating was 1.7% which.  
3. [bookmark: _Toc151916435]Conclusion
This paper successfully presents the examination and discussion of Ryanair's guest services. The analysis shows that Ryanair provides its customers with a broad array of reasonably priced services in many different categories. The company, which leads the market in cost leadership, is well-known for providing fair and affordable prices to its clients. Additionally, it is discovered that the organisation employs a top-down, centralised cultural family. In term of reputation, its customers have given the airline low grades for satisfaction and service standards, but high marks for operational safety and efficiency.
4. [bookmark: _Toc151916436]Recommendations

Based on the analysis there are number of recommendations can be made for the airline to improve its customer satisfaction and management of guests and these are as follows.
· Invest in employee training and development program and service skills for frontline staff.
· Implement more of customer centred culture with emphasise of responsiveness in customer needs. 
· Improve communication strategies with customers and use more and more social media platform to communicate with customers and use content sharing approach for customer feedback. 
· Foster positive employee relationship and improve employee efficiency at work. 
· Develop reputation management strategy that would improve airline reputation based on the customers feedback and comments. 
1. 
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