Core, Actual and Augmented Services

The transport sector used to assess the 3 services provided will be Commercial Aviation. In particular the services offered, and a comparison between British Airways (BA) and Ryanair. Both companies provide the same basic core service but the delivery of actual and augmented service is contrasting. 

The Core Service -  The Core intangible service of both aviation companies in its most simplistic form is to transport passengers and cargo from point to point across the globe. The core service does not differ between the two companies however the length of route and destination does vary. 

The Actual Service -  The Actual service is where the two companies differ in their respective offerings. British Airways (BA) is packaged as a premium offering with a global network of destinations. A majority of flights with BA allow the customer to choose what level of service they would like during their journey, this ranges from Economy to First Class (British Airways, 2020). The features and price of each class vary with the cheaper, basic offering of economy (comprising of a relatively packed cabin space and an inflight meal) compared to the expensive, luxury offering of First Class (a spacious lie-flat seat with upgraded meal services and use of other features like airport lounges etc). The brand name and marketing of the “Flag carrier” BA is well known for its portrayal of high-class service. This helps sell its service to customers looking for a more customer- focused and caring airline. 
Ryanair on the other hand operates at the other end of the market; ultra-low-cost airline offering. Ryanair bases its flights around European trunk routes and therefore only operates in the short-haul market.  The airline packages its offering as a ‘no frills’ service with the sole focus on unbundling the fares, allowing them to offer some of the cheapest tickets on the market. There is no class offering from Ryanair and all the aircraft are configured in the same condensed layout. Tickets range from a basic seat only, to a Plus ticket which includes add-ons such as priority boarding and check-in luggage. The brand name seems to be somewhat ‘like marmite’, with consumers either loving or hating the offer and level of service. The name along with its marketing however is undisputed regarding the clarity of service on offer, forming the base of the Ryanair marketing message of Ultra low fares and ‘you get what you pay for’. 

The Augmented Service -  The Augmented service forms a bigger part of the BA offering than the Ryanair alternative. BA provide their customers with inflight catering and a drinks service, the ability to access pre and post flight services like lounges, spas/ restaurants and pre-arranged transport to and from the airport. This all forms part of the BA ‘More than just a flight’ ethos. Ryanair only offer a small amount of augmented services. These services are restricted to a limited offering of in-flight catering and beverage purchasing and the ability to pre-book a hire car for the customer’s arrival at the destination. 
British Airways, (2020) Available at: https://www.britishairways.com/travel/pop_cabininfo/public/en_gb (Accessed 1/7/20) 
