Element 2: Project Initiation Document 
Project Overview
The title of this Independent Project is as stated in Component 1 – 
“How can a budget airline improve its customer experience whilst still remaining cost effective?” 
The targeted budget airline for this Independent Project focuses on Ryanair. Ryanair is an Irish low-cost airline, and it was established back in November 1984 in Swords, Ireland (statista, 2024). To start off, Ryanair was only serving one route, which was between Southern Ireland and London Gatwick Airport, however that is not the case anymore. Ryanair has since become a massive European airline, and in 2023 Ryanair recorded a passenger count of 182 million, which was substantially higher than its closest rivals Lufthansa Group, who recorded 123 million people in the same year. In the 2023/24 year, the airline’s net profit amounted to 1.9 billion Euros, which is a huge increase of almost 46% from the previous year (statista, 2024). According to Ryanair’s latest financial reports, it states that the company’s revenue in the year 2024 was £11.92 billion, which is an increase in revenue over the year in 2023, which was at £11.12 billion, which makes it a 7.18% difference. Ryanair has changed drastically over the years, as all the way back in 1998 the airline’s revenue was only at £0.23 billion, whereas now in the previous year of 2024, as stated above, is at £11.92 billion (companiesmarketcap, 2024). 
Pictured below is an image of the revenue history for Ryanair, from 1998 to 2024.
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(companiesmarketcap, 2024).

The whole purpose of this project is to explore strategies that enable airlines to keep costs low for customers without compromising quality, identify methods to enhance customer satisfaction and experience and provide recommendations for integrating these cost-effective improvements into Ryanair’s operations. 
The choice of this project title is heavily influenced by a lifetime interest in everything aviation, as well as a personal connection to the field through a family member who is a pilot. The project seeks to analyse how Ryanair can enhance its customer experience while keeping costs as low as possible, and it also examines how Ryanair differentiates itself from other budget airlines and how its operations compare. 
Ryanair is one of Europe’s leading budget airlines. In fact, it currently sits at number one on the list due to having the largest volume of passenger numbers, their remarkable growth which outshines other competitors, strategical route expansions and because the airline is so low-cost and very affordable. 
Customer reviews over the years have been very mixed, for these reasons Ryanair is my chosen airline to discuss for the project as potentially there is so much room for improvement.
Some further examples of why this is being undertaking as the chosen project is because despite Ryanair’s low-cost model, the airline has faced criticism for issues such as hidden fees, strict policies (such as a £50 fee per passenger for late check-in), and limited in-flight services, so this project aims to identify feasible and appropriate solutions that balance customer satisfaction with cost efficiency, ensuring Ryanair remains competitive in the budget airline industry for many years to come.
The final part of the project overview section is to list specific goals that is going to be accomplished, which would help complete the project, and these goals are listed down below.
Key Objectives
· Identify cost-effective strategies to improve customer experience: Explore different strategic ways that Ryanair can enhance customer satisfaction without compromising its cost-effective model.
· Define a Budget Airline: Establish what defines a budget airline, and understand the specific challenges and benefits associated with this business model.
· Analyse Customer Experience Trends: Examine current trends in customer experience within the budget airline industry to identify potential areas for improvement.
· Evaluate Service Quality vs. Cost Effectiveness: Assess how service quality impacts cost efficiency in the airline industry, with a focus on maintaining affordability.
· Compare Competitor Strategies: Analyse reports on other budget airlines (e.g., easyJet and Wizz Air) to understand how they balance cost management with customer satisfaction.
· Identify Cost-Effective Strategies: Investigate methods that Ryanair can adopt to improve customer satisfaction without significantly increasing costs.
· Develop Recommendations: Propose actionable strategies for Ryanair to improve its customer experience while maintaining its low-cost approach.

Scope
The project will focus on analysing Ryanair’s current operations and customer experience, which specifically identifies the areas for improvement without increasing their operational costs. Through a careful examination of the airlines existing strategies, the research will highlight certain enhancements that can influence Ryanair’s cost-effective model.  
The scope section is all to do with describing what activities or tasks are a part of the project and what will be done to complete them, and it would also say what aspects to be included in the project and what aspects wouldn’t be included in the project, and what things Ryanair can do to always remain in budget. Since secondary research is only to be used, this entire project will purely focus on finding out what cost-effective strategies Ryanair can implement into their organisation which has the potential to improve the experience for the customers and keeping costs to a minimum. The project will analyse things such as existing reports and feedback from customers, and it will also draw attention to service enhancements as well that correspond with the airlines low-cost model. 

Here are what is going to be included in the project: 
· Analysis of customer reviews and complaints from Tripadvisor and reports related to the airline of Ryanair
· A finding and analysis of case studies which states different customer experience strategies and I will be comparing unique budget airline companies that are different to Ryanair and seeing how they keep their customer experience brand high by keeping the costs low. 
· Research the current marketing campaign to identify what improvements can be made. Also research to compare with other budget airlines.


Aspects in the project that will not be included are listed below:
· The calculation of the expenditure which are the incomings and the outgoings
· Primary research will not be conducted since this is secondary research project only, so examples such as customer surveys and interviews would be excluded
· Luxury service products that go against Ryanair being a budget airline, so examples include services such as first-class, business class and a VIP lounge access
· Major capital investments wouldn’t be discussed either
· And pricing strategies that would completely contradict Ryanair as a low budget airline and would go against them as an airline.
· Operational costs. Operational costs would cover aspects such as salaries, rent and using equipment (Investopedia, 2021), but since this is not primary research based, it would be irrelevant to the project as no money has or will been spent.

Stakeholders
· Ryanair Senior Management: Decision-makers who will benefit from the recommendations on how to improve customer satisfaction while maintaining profitability. The project will create practical insights for key decision making for Ryanair’s senior management team.
· Ryanair Customer Service Team and Operation Staff: Directly involved in implementing changes to customer experience practices.
· Ryanair Passengers/Customers
· Industry Analysts and Competitors: Key influencers and competitors in the budget airline industry, like EasyJet and Wizz Air, whose customer experience strategies could offer useful insights.
· Project Supervisor/Advisor
According to authors named German Pardo Gonzalez, Alejandra Pozos, Camilla Quiroga and David Alvarez-Martinez (2024), they stated “Research suggests that airlines are exploring ways to optimise their operations and increase revenue through ancillary services in today’s competitive environment”.
To improve cost-effective ways to satisfy their customers, Ryanair’s Senior Management Team could adjust the company’s strategy by enhancing customer service measures. An example of this would be by offering more of these ancillary products such as enhanced seat selection, extra baggage and quicker boarding before a flight, which would better the customer satisfaction. They could also invest in more digital technology solutions, including using AI to check-in, which would save money by not increasing employee costs, sticking to the idea of remaining cost-effective.
Timeline
· Phase 1 - Initial Research & Literature Review (Week 1-3): Find and collect secondary data from different industry reports, academic journals, customer reviews and competitor strategies in the budget airline industry and define the characteristics of budget airlines. Also analyse Ryanair’s current market position.

· Phase 2 – Competitor and Case Study Analysis (Week 4-6): Examine other low-cost airlines which can be competitors, such as easyJet, Wizz Air and Southwest, and evaluate their best practices for their customer service strategies that they have put in place.

· Phase 3 - Data Collection & Findings (Week 7-9): Gather data through customer reviews, journals, books and industry reports which can identify key areas to make the customer service more cost-effective. Categorising customer complaints and comparing financial reports would also be included in week 7-9, which adds flexibility to the project.

· Phase 4 - Analysis & Evaluation (Week 10-12): Analyse the relationship between cost-effectiveness and service quality. Here the data will be analysed via a comparison between cost-effectiveness and service quality, and thematic analysis will be used.

· Phase 5 - Recommendations & Report Writing (Week 13-15): Write up the Project Initiation Document and where possible incorporate research findings from websites, articles, journals etc, stakeholder analysis and strategic recommendations which state how Ryanair can improve their customer experience whilst remaining as a cost-effective budget airline.


· Phase 6 – Read and Review (Week 16): When completed the finished Project Initiation Document, edit and proofread the report carefully, whilst ensuring that Harvard style references and proper formatting is included and achieved

· Phase 7 – Final Section – Once completed the PID, submit the project to Turn It In ensuring that all areas have been covered and have been included.


Budget
Regarding the budget section, the project research is conducted by using completely free resources, so this means that there are no outgoings available, and no money is projected to be spent at all, which makes the project more cost-effective as well as finding out cost-effective strategies for Ryanair also.
Research materials is going to be conducted by accessing information such as finding different journals, industry reports and case studies which will help gather research and gain knowledge on information. Utilizing online journals and already pre-paid university subscriptions instead of purchasing expensive reports would enhance the project and the total cost spent would be £0.
Software & tools would be used for citations, data organisation and document editing tools and the total cost spent for this would also be £0.
Internet and utilities would be a key factor for this project as it will allow internet access for research purposes, such as finding facts, figures and articles, and this would be conducted by using Wi-Fi at home or if working at the university at no extra cost.
Library access at the university would provide entry to all kinds of different aviation related books and journals, which would help complete the project with no money involved, and since it is a digital submission once the project is completed, there is no requirement to print any documents, so again no money would be spent here.
· The research is conducted entirely using free resources, including:
 University-provided access to academic journals, research papers, and databases.
· Open-access sources such as government aviation reports and competitor airline disclosures.
· Free software tools for citation management and data analysis.
This approach aligns with Ryanair’s own cost-efficiency principles, ensuring that valuable insights can be gathered without any additional expenditure.
To conclude on the budget section, if there was an extended time available to complete this project and was in the time span of one whole calendar year, then certain expenditures might have been required and more resources would have been used, especially if primary research was being undertaken instead of secondary. For example, if primary research was conducted, then various locations such as the Ryanair HQ in Swords, Ireland (GlobalData Plc, 2025) would have been visited to find out more research. Several subscriptions to online services could have been added to support the project and would have purchased unique resources which would have assisted in the research.
Resources
For this section it will outline all the key resources that are required to complete the project as best as possible. As mentioned, this project is based on secondary research, so the resources will include materials such as industry reports, books, review websites and Microsoft Word for project document writing. Noted down below are the resource requirements – All of the resources needed to complete this Independent Project.
· Academic Literature: Here different journal articles and research papers will be required which will include information about low-cost airlines, their customer experience, and how they manage their strategies financially. These would include accessing university databases, such as Google Scholar and Science Direct.
· Industry Reports: Market trends, financial reports and competitor strategies within the budget airline industry.
· Competitor Analysis: This would typically give an insight into how leading low-cost airlines such as easyJet and Wizz Air control and manage their customer experience in a financially suited way.
· Software & Tools: Microsoft Word would be used for the main document and potentially Excel for any Gantt Charts that need creating that can draw more attention to the reader.
· Internet Access: Free internet access is key for finding information online from journals and reports.
· Library Access: Hard copy of books can be found and used from the University library, which provides detail on aviation management.
Being given free access to resources such as university access to journals and databases is of great importance to completing the project and allows it to be completed without any costs, however additional resources could be needed and used in the future to enhance the project further and to make it more eye-catching.








Methodology
This section outlines the research approach used to investigate how Ryanair can improve customer experience while maintaining cost-effectiveness. Since the study is based on secondary research, it relies on existing data sources rather than primary data collection.
Desktop research will be conducted to gather and analyse existing data from relevant sources, including industry reports, academic papers, journals and Ryanair’s customer feedback, to inform the evaluation of customer experience improvement strategies.
Desk research, which is also commonly known as secondary research, involves gathering information and data from existing sources, such as books, journals, articles, websites and reports (Meltwater, 2024) without engaging directly with primary data collection. 
Since the research is based on secondary, a mixed methods approach will be used in qualitative analysis and quantitative analysis. Qualitative analysis means that there will be an examination of customer reviews, case studies and industry reports to identify similarities in customer satisfaction and service improvements, and also focuses on understanding ideas, opinions and experiences such as interviews and focus groups, whereas quantitative analysis is where things such as financial reports and passenger surveys will be reviewed, and focuses more on the numbers and data analysis side, such as surveys and experiments, which would provide access to finding out cost-effective strategies.
Data sources and how they will be collected is down below as follows:
· Customer Feedback: Analyse Ryanair’s passenger reviews, complaints and ratings on websites such as Trip Advisor.
· Comparisons: Compare Ryanair’s key strategies with other budget airlines.
· Financial Reports: Evaluate Ryanair’s financial efficiency.
· Identify ways in key areas that Ryanair can achieve which would benefit on becoming more financially sustainable for customers.






Risk Management
The Risk Management section is very important as it can identify certain risks that could affect the research, and it would provide different strategy types on how to mitigate the risks. Since this is a secondary research project, the risks relate to things such as data reliability, research limitations, and stakeholder applicability rather than operational risks. Written below is a few examples of risks regarding the research, and what can be done to overcome the specific risk.
· Data Accuracy: The quality of secondary data might be inconsistent, biased or lack credibility which would be a problem due to potential misleading communications if the data is unreliable, and the way to mitigate this risk is by using official or verified websites and industry reports (IBISWorld, 2025).

· Limited access to Industry Reports: Certain aviation reports which provides information on Ryanair can be restricted and the impact of this would be that there might be incomplete analysis, however the way to prevent this from happening would be to use university-subscribed databases and official sources only (eurocontrol, 2025).

· Data Interpretation: On occasions, misinterpretation of data can occur which can lead to inadequate decision making. The mitigation prevention would be to ensure that multiple different sources have been compared together and peer review analysis.












Success Criteria
This section is about how the success criteria for the project is measured, and since this is secondary research, the quality of insights and the alignment with Ryanair’s business model is required to determine success. 
Performance measures could specify key metrics, such as customer satisfaction ratings, cost per passenger, and any financial targets Ryanair might consider, and so below is a few success factors that the project will cover to become successful.
· Quality and accuracy of data: Ensure the research is from accurate and up to date reports and journals. This can be measured by cross-checking sources to see whether if they are reliable or not.

· Competitor Analysis: Evaluate how Ryanair’s closest competitors handle their cost efficiency with their customer experience, and this would be completed by comparing Ryanair with the likes of other budget airlines such as EasyJet, Jet2 and Wizz Air

Acceptance Measures: Standards or requirements that must be met for project deliverables to be accepted. 
The specific standards that the project’s final recommendations will meet would be:
· Alignment with Ryanair’s operational model
· Feasibility – Strategies to be realistic and easily implementable

Constraints
This section outlines some limitations or restrictions that the project might face which could have an impact on the research and on implementing recommendations for Ryanair to improve.
· Time Restrictions: Tight deadlines for submission, limiting the depth of research

· Access to Data: Potential limitations in obtaining internal Ryanair data on customer satisfaction and operational strategies. As the research is secondary, there could be potential challenges on accessing internal reports from Ryanair, and may not reflect real-time strategic decisions that Ryanair needs

· Generalization of Findings: Since Ryanair is being compared to other budget airlines, the generalisability of the findings from secondary sources could be a limitation
· Time Constraints: Since the project is secondary research based and was under a time limit, this can negatively affect a lot of things, and can potentially reduce the depth, the accuracy and the overall quality of the findings
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