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Airlines who make their customer experience a priority will reap 
the benefits in profits and reputation. Understanding what pleases 
the flying public and where their priorities lie are the first steps in 
creating an outstanding travel experience.

Leveraging J.D. Power Data to Better Understand 
Competitive Position 
The J.D. Power North America Airline Satisfaction StudySM 
measures passenger satisfaction among business and leisure 
travelers of major airline carriers in North America with the entire 
air travel experience, from reservation to baggage retrieval, based 
on a recent flight experience. The study is continuously fielded 
throughout the year.

Starting in 2020, the study will measure Short Flights and Long 
Flights as service levels and aircraft factors significantly affect 
passenger evaluations. The modified factor model measures 
passenger satisfaction with airline carriers based on performance 
in seven factors: Reservation, Check-In, Boarding, Baggage, Aircraft, 
Flight Crew, In-Flight Services, Costs & Fees. Other improvements 
include expanded coverage of Airline Lounges, Amenities, 
Boarding, Baggage, Food & Beverage, In-Flight Entertainment plus 
connectivity.

• KPI analysis examining the actions with the greatest 
impact on customer satisfaction, enabling you to target 
and prioritize your airline’s improvement initiatives 

• Personalized competitive data set allowing you to 
see how your airline stacks up against competitors, 
the industry, and the highest performers across study 
factors 

• Access to online data portals for in-depth data analysis 

• Executive presentation with management insights, 
which include customized strategic recommendations, 
study results, ongoing best practices, and analyses of 
high-performing airlines.

Study deliverables Include: 

FIVE KEY QUESTIONS
You’ll Be Empowered  
to Answer

1. What are the critical components 
that drive overall airline 
satisfaction in North America?

2. How can airlines reduce costs 
and improve their customer 
experience?

3. What are the strengths and 
weaknesses of individual airlines 
and the industry as a whole?

4. How does our airline perform 
relative to our competitors when 
it comes to the drivers of airline 
satisfaction?

5. What are the current best 
practices that we should be 
applying consistently?


