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ABSTRACT: This research assessed quality-of-
service delivery by airlines operating at domestic
airports in South-South Nigeria. A cross-sectional
research design was used to administer copies of
questionnaire to 398 randomly selected passengers.
Both primary and secondary data sources were
utilised to obtain first-hand information from the
respondents and relevant literature. Findings
showed a mean of 3.12, indicating a positive
perception of the quality-of-service delivered by
airlines. In addition, disagreement exist (mean:
1.98) concerning the prompt and effective response
of airlines to customer concerns. Statistical
analyses revealed significant associations in the
study hypothesis, which shows the F-ratio value
(174.784) at 16 df 397 and the 0.05 level of
significance. The probability level of significance P
(.000) is less than 0.05. This means that there is a
significant difference in the perceptions of
respondents on the impact of the quality-of-service
delivery by airlines operating at domestic airports
in Nigeria on consumer satisfaction. Therefore, the
null hypothesis is rejected. In conclusion, this study
offered  valuable insights into  consumer
perceptions, emphasizing the imperative of
improved communication, enhanced consumer
education, and service delivery. Recommendations
include refining communication channels, fostering
consumer education initiatives to further improve
consumer experiences and protection.

Keywords: Quality-of-Service, Airlines, Domestic
Airports, South-South Nigeria.

I. INTRODUCTION
The aviation sector is strategic to the
transportation industry; it not only contributes to a
nation’s economic growth, but it also plays a
critical role in regional integration and

development [9]. Reports show that there are 2,235
airlines competing globally, 345 operates in Africa,
while 14 local and 29 international carriers operate
in Nigeria [4].

The management of air transport service
in Nigeria is faced with a lot of operational lapses
considering the growth of regional socio-economic
activities which has placed a lot of demand on the
importance of air transport service delivery in
South-South Nigeria [3]. The service is a
sequential process with a specific value for the
service offered and the value of each service
process is dependent on its attributes same as the
process narrates the attributes. Also, service
delivery is a business framework that supplies
services from a provider to a client [9].

[8] added that the air transport regulations
set out the following rights and protections for
consumers; where a passenger’s flight is to be re-
routed or delayed, he or she must be notified at
least two (2) hours in advance, where passenger has
a printout showing a confirmed reservation for a
specific flight on a specific date, he or she cannot
be denied boarding on the grounds that there is no
corresponding reservation in the airlines data base,
if a passenger wishes to cancel a ticket purchase
under non-refundable fee, he or she must be able to
transfer the fare paid to a future flight, minus any
applicable  charges or cancellation  fees,
compensation must be paid if flights depart before
the ticketed time, if luggage is delayed or lost,
compensation must be paid within five business
days, if a passengers flights is delayed for more
than one hour or cancelled or a passenger is denied
boarding, he or she has a right to compensation,
and if as passenger is treated rudely by airline staff
or agents, he or she can claim compensation from
the airlines.
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Federal Airport Authority of Nigeria
(FAAN) in 2021 acknowledge that over 13,657,364
passengers and 7,629,148 passengers in 2020 were
recorded as the annual passenger traffic lifted from
the domestic wings of Nigerian Airports. This
imply that domestic wings of airports in Nigeria
have experience a passenger traffic growth by 79%
between these periods. Driving this development
are further market liberalization, availability of
increase airline/aircrafts to serve more viable air
routes. Despite the level of passenger patronage
experience by airlines, there is need for airline
operators to focus on improving service delivery
considering the lapses passengers’ complaints if the
airlines aspire to sustain on market share and
enhance their financial performance across
domestic routes [6].

Service delivery is a key element of a
viable airline services, the breech in it is
tantamount to inefficiency in operations, loss of
patronage and revenue. The airline operators in the
study area and Nigeria at large are known for
breeching consumer rights without adequate
compensation in many cases. This nature of service
delivery has been a norm despite the standing
aviation regulations on consumer protection rights
as amended. Considering the high cost of air travel
in relation to other modes and means of
transportation and the socioeconomic class of some
passengers, the civil airport operations require
high-quality service delivery. Poor airport quality
of service affect passengers’ satisfaction,
sometimes with outburst of anger. Managers of
airports, aviation authorities, airline operators and
other service providers at the airport are expected
to constantly seek ways that they can improve
passengers’ experiences at the airport and to ensure
their rights are protected [5]. This study borders on
the protection of rights of air transport consumers
and service delivery. In view of these situation that
this study examined consumer protection and
service delivery at domestic wings of selected

airports in south-south Nigeria. specific Objective

of the study is, to:

i. Assess the quality-of-service delivery by
airlines operating at domestic airports in
Nigeria.

Hypothesis (Ho): There is no significant impact of

the quality-of-service delivery by airlines operating

at domestic wings of airports in Nigeria on
consumer satisfaction.

1. METHODOLOGY
The study article is an extract from a
Thesis work. The South — South is an estimated
area of about 70,000km® and one of the world’s
largest deltas. It is located in the Central part of

Southern Nigeria between above latitude 5°33 49N
and 6°31'38E in the North. Its Western boundary is
given as Ben in 5°44°11N and 5°03'49 E and its
Eastern boundary is Imo River 4°27'16N
and 7°35'27E. The South — South is located along
the Atlantic coast which forms the southern
boundary of Nigeria, and it is the entrance of
Rivers Nigerand Benue into the ocean through a
web of tributaries, (rivers, creeks and estuaries).
Airports in the south — south part of Nigeria is
about 6 (six) with operation premises across the
region. Each of the states that make up the study
area comprise of airports of varying category based
on their level of operations and specialty. They
range from international airports, domestic airports,
specialised or and military airlifts. Virtually all the
airports are co-utilised by commercial airlines,
private and military aircrafts for various operational
services.

A cross-sectional research design was
used in this study. The study population of interest
is centred on airports in the study area, which
include the major airports in Bayelsa State, Cross
River State, Delta State, Edo State, Rivers State
and Akwa Ibom State. The population unit of
inquiry were 87,229 passengers (users) of airlines
generating its trips from the six (6) airports in the
study area [10].

TABLE 1: DETERMINATION OF SAMPLE SIZE

Study Airports List of Airline operators Volume of | Proportional
Passenger Method  of
Traffic Allocation
Bayelsa Airport United Nation, Ibom Air 5,600 25.4
Delta State Airport Max Air, Air Peace, Arik Air, | 8,164 36.7
Overland Airways, Aero
Contractors, United Nigeria
Airlines
Port Harcourt Int” Airport Air Peace, lbom Air, Aero | 20,888 94.6
Contractors, Arik Air, Green
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Africa Airways, Dana Airline
Margaret Ekpo International | Air Peace, lbom Air, Aero | 8,547 38.3
Airport, Cross River State Contractors, Cally Air
Uyo Airport, Akwa Ibom | Air Peace, Ibom Air 5,430 24
State
Benin Airport, Edo State Air Peace, Arik Air, Aero | 38,600 175.8
Contractors, Green  African
Airways, Max Air
Total 87,229 398

Source: Author’s work, 2024.

Since it is a large population, the overall

population of interest was subjected to the Taro
Yamane formula, which was used to establish a
manageable population size, due to its homogenous
characteristics. While the simple random sampling
technique was applied in the course of the field
survey, after taking prior permission from the
airport authorities, airline management.
The Taro Yamane formula was used to establish a
manageable research population by substituting the
whole population of interest. (sample size) as
shown below:

n = N

1+N (e) 2

Where: n = the sample size

N = the total population

e = the error of sampling/accepted error limits
(0.05%)

1 = the constant figure/level of precision.

In substituting into the taro Yamane formula, we
have;

n = 87229

1 + 87229 (0.05)?

n = 398 (Sample size)

The survey instrument was distributed to the
sample strata using the proportionate method of
allocation as adopted from [1], see table 1.

Where Np xn

N

Np — Total population of each stratum
n — Sample size
N — Total population of the study

The nature of data utilised for this study
was based on the scientific methods of data
gathering. The primary data and secondary data
were majorly incorporated. Thus; primary data was
obtained by using a reconnaissance survey to obtain
operational data, key informant interviews with
airline traffic managers and heads of consumer
protection units at the airports, and well-structured
pre-tested passenger questionnaire were utilised.
While the secondary data was gathered from
documented reports from relevant journals and
publications found in libraries and internet. 398
copies of four-point Likert scale questionnaire was
administered to airline passengers plying the
domestic wing of Nigeria Airports through physical
survey method to obtain valuable responses of
interest.

The data obtained were analysed
descriptively in relation to each objective, it took
the form of frequency and percentage distribution
tables, mean and standard deviation to present and
analyse the data obtained. The study hypothesis
which state that there is no significant impact of the
quality-of-service delivery by airlines operating at
domestic wings of airports in Nigeria on consumer
satisfaction was tested with Analysis of variance
(ANOVA). The null hypothesis was examined with
a computer in the environment of statistical
package for social science (SPSS version 23.2).
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I11. RESULTS AND DISCUSSION
TABLE 2: PERCEPTION OF THE QUALITY OF SERVICE DELIVERY BY AIRLINES OPERATING
AT DOMESTIC WINGS OF AIRPORTS IN NIGERIA.

SIN Variables

Respondents’ responses

X S.D Remark

1 Airlines are generally punctual, though occasional delays occur 3.51 0.71 Agree
due to unforeseen circumstances.

2 There are frequent communication issues, leaving passengers 3.35 0.89 Agree
uninformed or confused about their flights

3 Airlines respond promptly and effectively to customer inquiries 1.98 0.91 Disagree
and concerns, ensuring a high level of satisfaction.

4 Airlines maintain high standards of cleanliness and provide a 3.59 0.49 Agree

comfortable cabin environment for passengers

5 Airlines efficiently handle baggage, minimizing the likelihood of 2.86 1.08 Agree

loss or damage

6 Airlines consistently fail to provide acceptable in-flight amenities 3.25 0.83 Agree

and services, causing significant dissatisfaction.

7 There is widespread dissatisfaction among passengers regarding 3.30 1.07 Agree

the overall quality of airline services

Grand mean

3.12 0.85 Agree

Source: Author’s Analysis, 2024

The results of the study reveal diverse
perceptions regarding the  quality-of-service
delivery by airlines operating at the domestic wings
of airports in Nigeria. On average, respondents
rated airlines as generally punctual, with a mean of
3.51 and a standard deviation of 0.71. However,
occasional delays were acknowledged due to
unforeseen circumstances. Communication issues
seem prevalent, as indicated by a mean of 3.35 and
a standard deviation of 0.89, leaving passengers
uninformed or confused about their flights. There is
a notable disagreement (mean: 1.98, standard
deviation: 0.91) concerning the prompt and
effective response of airlines to customer inquiries
and concerns, suggesting a lower level of
satisfaction in this aspect.

On a positive note, respondents generally
agree that airlines maintain high standards of
cleanliness and provide a comfortable cabin
environment for passengers, with a mean of 3.59
and a standard deviation of 0.49. However,
opinions vary regarding the efficiency of handling
baggage, with a mean of 2.86 and a higher standard
deviation of 1.08, indicating a broader range of
perspectives. Similarly, while respondents agree
(mean: 3.25, standard deviation: 0.83) that airlines
consistently fail to provide acceptable in-flight
amenities and services, there is room for
improvement.

Furthermore, the data suggests widespread
dissatisfaction among passengers regarding the
overall quality of airline services, with a mean of
3.30 and a standard deviation of 1.07, emphasizing

the need for enhanced service delivery. The grand
mean, reflecting an overall agreement among
respondents, is 3.12 with a standard deviation of
0.85, indicating a positive but somewhat varied
perception of the quality-of-service delivery by
airlines at domestic wings of airports in Nigeria.

These findings can be linked to existing
research. For instance, the lower satisfaction in
prompt response aligns with studies emphasizing
the significance of responsive customer service [2].
The varying opinions on baggage handling and in-
flight amenities resonate with research highlighting
the importance of efficient baggage handling
(Rezaei et al., 2018) and the role of in-flight
amenities in shaping passenger satisfaction [12].
The statistical analysis further supports the
significance of these findings, with a rejected null
hypothesis, indicating a significant difference in
respondent perceptions of the impact of airline
service quality on consumer satisfaction [7]. In
conclusion, addressing communication issues,
improving responsiveness, and enhancing baggage
handling and in-flight amenities are crucial for
elevating the overall service experience for
passengers in the domestic wings of airports in
Nigeria.

Hypothesis Test

Ho: There is no significant impact of the quality-of-
service delivery by airlines operating at domestic
wings of airports in Nigeria on consumer
satisfaction.
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H,: There is a significant impact of the quality-of-
service delivery by airlines operating at domestic

wings of airports in Nigeria on consumer
satisfaction.

TABLE 3: SUMMARY OF ANALYSIS OF VARIANCE (ANOVA) ON THE QUALITY-OF-SERVICE
DELIVERY BY AIRLINES OPERATING AT DOMESTIC WINGS OF AIRPORTS IN NIGERIA ON
CONSUMER SATISFACTION

Source of Variation Sum of Squares df Mean Square F Sig.
Between Groups 74.116 16 4.632 174.784 .000
Within Groups 10.098 381 .027
Total 84.214 397
Source: Author’s Analysis, 2024.
Table 3 shows the F-ratio value (174.784) [2]. Arhas, S., Suprianto, S., Darwis, M.,

at 16 df 397 and the 0.05 level of significance. The
probability level of significance P (.000) is less
than 0.05. This means that there is a significant
difference in the perceptions of respondents on the
impact of the quality-of-service delivery by airlines
operating at domestic wings of airports in Nigeria
on consumer satisfaction. Therefore, the null
hypothesis is rejected.

V. CONCLUSION AND
RECOMMENDATIONS

The study highlights several key findings
regarding consumer perceptions and satisfaction at
Nigerian domestic airports. And provided insights
into airline service quality, identifying areas for
enhancement such as communication, in-flight
amenities, and overall customer satisfaction. The
findings suggest opportunities for airports and
airlines to enhance communication andresolve
grievances more efficiently to improve the overall
passenger experience.Based on this research
findings, thus the following
recommendations:Implement initiatives to educate
passengers about their rights and protections,
fostering a proactive approach to seeking
information about air travel services, and
streamline grievance resolution processes to reduce
delays and perceived unfairness, ensuring prompt
and satisfactory outcomes for consumers.
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