Audit Report of Ryanair

Introduction 
The aim of this audit report is to examine the adequacy and sustainability of Ryanair and further review its service standards, operations, and hospitality provision. Through its evaluation, the report will provide performance recommendations for the future sustainability of its service and, overall, how it can improve. 


What is Ryanair like now? 
According to Business Plus (2023), Ryanair has managed to become the world’s biggest airline outside the US. Ryanair has scheduled more than 91,000 flights for May 2023 alone, which makes it the fifth busiest airline in the world to date (REF from OAG). 
Ryanair, in its third quarter, has produced a profit of $229 million. It was hoping to have an annual profit of ($1.41- 1.52 billion) for the year ending 31st March 2023. The airline has ambitions of a strong summer with it planning on buying 80 more efficient Boeing 737 Max aircraft (Forbes, 2023). 

Marketing Tools
In terms of its marketing tool, Ryanair uses the 4Ps, which involve Price, Product, Place and Promotion (AICC, 2023). Starting with Price, Ryanair states that 70% of its passengers will pay the lowest two rates, and the others will pay a higher price (IIDE, 2021). For product strategy, Its tactic is to be in the air for the longest period possible, which will relate to having more busy schedules and more money made as a consequence. As for places where someone can purchase a Ryanair ticket, the only place currently is online. Ryanair uses newspapers, radio, and television to promote its business. They have a catchphrase which is “low fares made simple.” (IIDE, 2021)

Trends in the Airline Industry 
[bookmark: _Hlk135385675]Trends bring company values front and centre, according to Xara (2023). Green Air is a top priority for many airlines, according to Sylvía Kristín Ólafsdóttir, speaking from airport technology online (Xara, 2023). She states that customers are becoming more aware of carbon emissions, which has caused some airlines to rethink their attitudes towards climate change and begin to reduce or offset their carbon emissions. Ryanair says on its website that they are the “greenest and cleanest airline in Europe” cooperate Ryanair (2023) They state that they aim to hit net zero carbon emissions by 2050, along with a 22 billion investment in aircraft and 12.5% of sustainable aviation fuel by 2030. They have recently agreed with Repsol to 155,000 tonnes (52m gallons) of sustainable aviation fuel (SAF) between 2025 and 2030, which will save approximately 490,000 tonnes in CO2 emissions.
According to Laroche (2016), consumer spending is changing, in a study conducted that found 79% of people were happy to pay up to 40% more for a product that is considered sustainable. Their studies indicate that businesses that seriously consider environmental issues will create a sustainable competitive advantage over other companies. Travellers will want to spend money in places with purpose. Sustainability has become an integral part of other trends such as experiences in essentialism and places with purpose (Jacobsen, 2020).  Using a new study by (Macdonald, 2021) he goes on to say that guests who are emotionally engaged are three times more likely to recommend your product or service to someone else and are less likely to go somewhere else.
Operations
The Operations Management of Ryanair aims to resource utilisation through the careful management of employees, technology, raw materials and money. Doing this will increase its productivity which will make time for more flights which will make them have higher profits. UKEssays(2023)



Trip Advisor
Despite the high volume of flights, Ryanair is attributed to considerable negative reviews by its customers on Trip Advisor (2023). TripAdvisor uses a similar rating system to hotels, with their being five stars. It’s different in how they rate them on TripAdvisor One star is terrible, going all the way up to five stars being excellent. 
An overview of its performance on Trip Advisor indicates an overall rating of 3 stars, translated as ‘average.’ Upon further analysis, customers have rated  2.5 stars for food and beverage and 1.5 stars for in-flight entertainment. It scored better in value for money and cleanliness, where it received 3.5 stars. Out of 85,253 people reviewing Ryanair on TripAdvisor, over a quarter of the people reviewing stated that their flight was terrible and rated it 1 star. 
 One customer, titled their experience as ‘penny-pinching’, expressed that the late rechecking fee was almost the cost of the flight itself. Another customer shared that they were shown disrespectful treatment and an altogether poor experience. Another customer went on to say that they were treated like numbers rather than valued customers. Some of the most common complaints were in relation to priority boarding, which according to customers, did not actualise, and they were instead required to queue despite paying additional fees. 
Given all these negative complaints, it is clear that Ryanair guest service standards are a lot to be desired “Service excellence is all about delivering the customers’ expectation and then meeting and exceeding that expectation” (Horst Schulze, 2003). 22,864 reviews rated Ryan Air as ‘terrible’, in comparison to 12,832 customers rated their experience as ‘excellent’. 
The people that rated Ryanair as excellent said that it was value you for money, one said that “Budget airline but prompt departure and got us to our destination early, for the price paid excellent value for money” (Trip Advisor 2023). Another said that ‘They're a budget airline. Yes, there are lots of add-ons, but they are still good value for money’ (Trip Advisor 2023). 

Regulations/ Legislation
Ryanair has a number of regulations that they have to stick by. These include liability for passengers and their baggage, Compensation in the case of passenger delays, death or injury, to name just a few. According to Travelperk (2023) These regulations make sure that air travel is safe and simple for all travellers, so it is important that these important rules must be followed by airlines. 

Methodology 
When making this audit report, there have been a few key factors, such as looking at Ryanair and how it does business whilst seeing how they implement marketing into the business, trends in the airline industry and what Ryanair is doing about them. Also looking at TripAdvisor to hear what people who fly with Ryanair have said about the airline, looking at both positives and negatives. Looking at the overall ratings of Ryanair we could see its score. Searching for keywords on trip advisor was the main way to find out what the public thought about the airline. 

Recommendations
· There are a few main areas where Ryanair needs to drastically improve upon the service and delivery of their product to customers. One of the main ones is improving the guest service standards on board, pre-flight and post flight experiences for it’s customers, as illustrated earlier from the TripAdvisor reviews. The example given was not an isolated case; there were many more complaints about this. According to setting customer service standards (2014), “How customers are treated is often the difference between organisations that succeed and those that fail” The way Ryanair can improve on this is by having better communication. Good communication is Characteristic of Good Service Standards, according to them, albeit they seem not to be training their staff to adhere to this. Ryanair should take a leaf out of Disney’s book; Disney has created a guestology compass, which they use to find out what the guest wants, their expectations and emotions, and they use this information to base their action to implement changes to achieve the highest quality of customer service (Disney Institute, 2020). 
· Ryanair should look at what its main competitors are doing, such as Easyjet and see why they are getting better reviews than them. When looking on thepointsguy (2023), It says that EasyJet offers larger carry-on luggage size and weight and offers less airport hassle and time as you don’t need to book undercarriage luggage. EasyJet’s flight attendants, on average, are nicer, too. According to thepointsguy a way they could change this is by doing training exercises one example of this comes from blog.hubspot says by having a customer experience simulation the benefit of this is that it can show potential roadblocks that may happen ahead of time it is a good way of seeing what the customer is thinking from their perspective. 
· One way of improving customer service comes from Klassup (2023) they say you should call up your competitors and see what offers they have on at the time. There are a number of benefits to this including if the person on the phone was pleasant you can imitate those qualities and use them next time you answer a call.
· Some guest service strategy they could use is learning from other industries Forbes (2023). They should think to themselves about where they have experienced a five-star experience lately and implement that into their service.
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