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Appendix I

Customer reviews and blogs

My RyanAir Nightmare

I often travel to Stockholm where RyanAir flies for around $30 US. My first flight on RyanAir was uneventful. Thanks for the savings! (or so I thought). 
RyanAir: 1 success, 0 failures 

Next time I bought RyanAir tickets, but then they couldn't find my reservation info when I showed up at Stansted airport. I spent about 8 hours at the airport, most of the time waiting in line at their complaint counter. The entire 8 hours I was there the complaint desk had a 1 hour wait, and the answer from RyanAir was always the same, "Sorry, can't help you" to every single person, regardless of who was at fault. I had never seen such a brazen display of company callousness. I was shocked, because I had become used to the FAA we have in the USA which protects our rights as an airplane passenger. Keep in mind that while Europe has the CAA, and while the CAA is dealing with many RyanAir complaints, RyanAir seems to be able to get away with quite a bit more than the FAA would allow. Eventually I managed to jump on a plane that was flying to Southern Sweden, and had quite an adventure trying to figure out how to get to Stockholm, but that's another story. 
RyanAir Sucks! 
RyanAir: 1 success, 1 failure 

Evidently RyanAir didn't like the fact that they had a continuous queue at their complaint counter, so they came up with a RyanAir solution, they closed it. In its place they instituted a pay per minute complaint phone number. If you called it, you would hear a recording that was exactly one minute long explaining that you were now paying 1 Euro per minute. Then it would put you on hold. 

The next year I decided to give it another try. RyanAir completely screwed up my flights again, and ruined part of my trip. RyanAir's feelings on the matter: "That's too bad" 
RyanAir Sucks! 
RyanAir: 1 success, 2 failures 

The year after I tried to find a different way to fly to Sweden but the options were either $30 on RyanAir or $300 on one of the major carriers (such as Lufthansa). I figured that it must have just been bad luck, and decided to save $270 and give them one last try. I was flying from Paris to Stockholm. I took the 1 hour bus ride which cost about $20. At the airport, they kept delaying the flight until they finally cancelled it "due to fog." I checked the schedule, and RyanAir still had undelayed planes leaving before and after ours with no problem. So a plane-full of people get in line and the answer is the same for all, we can put you on the Wednesday flight. This was a Sunday. I was supposed to be in Stockholm from Sunday until Thursday early morning, they've effectively destroyed the Stockholm portion of my flight, including going to see my friend in Stockholm who was the whole reason for the trip in the first place. No amount of begging would change their mind to let any of us fly earlier. Many people just threw away their tickets and went home, their weekend plans ruined. They also wouldn't reimburse us for the bus ride. 

So I took another $20 bus back to the West side of Paris and started to try to call my host (who lives on the East side) while taking the Metro. The Metro shut down while I was on it, leaving me stranded in the center of town near the Louvre, which is dead at night, no taxis to be seen. It was only by sheer luck that one of my friends happened to see my as she drove by, and I hitched a ride back to my host. I then spent all night (and lots of money on international phone calls) trying to find a way to get to Sweden. After a full night of this, I finally reach someone on RyanAir who tells me that he can squeeze me onto the (Monday) morning flight. 

So I once again take a $20 bus to the airport and wait. It's a little foggy out again, so I'm nervous that we won't take off, but eventually we do. And in relief I look around the plane and it is 2/3rds empty. 

So, more than half of those people who had been forced to wait until Wednesday, they could be sitting here with me, only a couple hundred dollars short and 14 hours late. 
RyanAir Sucks! 
RyanAir: 1 success, 3 failures 

The next time I went to Stockholm I paid $300 to fly on a major airline instead of buying the $30 ticket that was available on RyanAir. And I'm completely confident that I saved money on that deal. I will never fly RyanAir again, under any circumstances. Fortunately, these days there are options to get to Stockholm on cheap airlines that don't have RyanAir's mark of horrible service. 

I am not alone. The complaints filed against RyanAir are endless. RyanAir is an Irish company, and 90% of all European complaints received by the consumer authorities in Ireland are about RyanAir. They make money by cutting safety, and their travel terms violate many international flight rules. Important to note in their travel terms that they make no guarantee about departure time, so if your plane is forever delayed you have no recourse. 
RyanAir Sucks! 

http://davefaq.com/Opinions/RyanAir-Sucks/
Some customer reviews of the Skytrax website

RYANAIR customer review : 6 December 2010 by F Berg   (Netherlands)
NYO-NRN. Low fares, no service. Cabin crew friendly but their English, including safety announcements not understandable. On time, be aware, in Skavsta airport the ground staff always check the weight and size of your hand luggage. 

RYANAIR customer review :  30 August 2010 by Jeroen de Graaff   (Netherlands)
Dusseldorf Weeze-Venice Treviso. I made an inflight shot of the Ryanair logo until a flight attendant ruined my shot by marching into it. He said: "you have to delete that tape". I was then threatened by two crew members to be removed by the Italian policy upon landing because filming on board is not allowed on Ryanair (but they had no copy of regulations). I can understand you don't want to be shown on YouTube, but try to see things in perspective. Of course nothing happened. 

RYANAIR customer review :  16 July 2010 by Henk Leenheer   (Netherlands)
Flying Ryanair is never a pleasure - it is value for money because it's a lowprice airline. You have only one certainty, to get you to your destination. Eventually. But for the rest, no comfort, no information with delays. No service. They try to avoid European law when refunds etc. In short, it's never a pleasure flying Ryanair. See it as taking an uncomfortable bus to your destination.

 RYANAIR customer review : 1 February 2011 by S Broadbent (UK)
Just made a booking online which seemed to be processed and I was given a Reservation number. I was then phoned next day by my bank to say a security check had come up so payment had been declined. Unbelievably Ryanair do not tell you that there has been a payment problem, nor do they keep your reservation - they only email if it does go through. I phoned customer service thinking I could just put the payment through but no I have to go back to the beginning and start again and now discover the seats are no longer available at that price but are much more expensive. I spoke to a manager who offered no apology, sympathy or understanding that this might not be the greatest customer service. She thought Ryanair provides great customer service and could see absolutely no problem. Even if a customer is wrong you'd think someone trained is customer service would at least make sympathetic noises but not at all. And she was a manager. 

RYANAIR customer review : 1 February 2011 by Karen Bird (Canada)
A cheap flight but god forbid you are the last people standing in the line up or 2 minutes late. We flew with them 5 times in the month of November while we were in Europe. We watch twice when people were at the end of the line up and were not allowed on. It is first come first serve and they over book all the time. We actually had the staff in Granada Spain hide their name tags when we denied our flight. If they had nothing to hide and according to them we were late (which the signs all said they were still loading). It did not get turned off for another 15 minutes. In Paris they checked all tickets 5 more times on the plane after boarding. I have never been treated with such disrespect. 

 RYANAIR customer review : 16 January 2011 by C Barnett (USA)
Barcelona to Sevilla by way of Malaga. This is the first airline that required me to check in and print the boarding pass online. That cost me 40 euros - and my original ticket was 50 euros. They made be go back and forth between several lines. The level of customer service is deplorable. They watch the carry on baggage like crazy and make people put their bags in the measuring device before boarding. Luckily, I only had my purse. Due to fog in Seville, we had to divert to Malaga. There was no one immediately at the airport when we got off the plane. I went directly to the counter upstairs and then I was told to go back downstairs. They had two buses for us and 2.5 hours later, we were in Seville. I had to scrabble to find someplace to not only use a computer to check in but print the ticket as well. Luckily, a hotel took pity on me. While boarding the plane going back that evening to Barcelona, they made us wait outside in the cold for about 15 minutes. Once in the plane, I put my ear plugs in and I was told I couldn't where them. Overall - the cheap price is not worth the hassles and inconvenience of the staff and planes. The try to squeeze every penny they can out of the passenger. I will never use them again. 

RYANAIR customer review : 11 January 2011 by K Morel (UK)
I have just booked my trip and express frustration at the way Ryanair show low prices to hook you in, then add more and more 'stealth' charges. It's not that the flights are expensive, it's just that it feels to underhand. I specifically object to paying £6 per person each way to check in online and another £5 per person each way, when I paid by visa debit - which costs Ryanair nothing at all. I recently booked for 8 return flights and was charged £80 for paying by 'free' Visa debit. The online check-in costs were another £96! I use the airline because it flies to airports that are convenient for me, but the Ryanair experience leaves me feeling cold and unsatisfied.
 RYANAIR customer review :  23 August 2010 by Jennifer Slack   (UK)
Recently flew with Ryanair from Liverpool airport. We arrived over 2 hours early to check in, and discovered all Ryanair destinations had to check in at the same desks and only two open, what a nightmare. After a very long queue we finally checked in, only having less than half an hour before the flight was due to depart, we had to go through security. With only making it to the gate with moments to spare the clerk ripped the ticket and pointed to the door, so off we went. As we got out of the door we discovered there was a plane to the left and a plane to the right, as were not told which way to go or no signs showing us, we were in a bit of a dilemma. It was only by chance that an airport worker passed that we managed to ask for help or it might of been mystery tour! Not very professional, with all the confusion passengers narrowly made it or were turned away and as a result we missed our departure time. On our return we were met by the same two check in desks open with large queues. As came nearer the time to go to the gate we nervously looked at the information screens to see where to go but nothing appeared. Twenty minutes after we were due to board and ten minutes until the gates closed there still no announcement or information stating which gate to go to, we frantically searched for staff who could help. Eventually we were told by staff where to go, amazingly still no announcements or gate number on the screen by the time we had reached the gate. We eventually set off later than scheduled. Ryanair is the most disorganised airline we have ever flown with and I would certainly not recommend this airline to anyone.
RYANAIR customer review :  20 August 2010 by J Fisher   (UK)
They take advantage of their customers and will do anything to charge extra at the airport. We travelled from Liverpool to Palma and watched as several families and elderly people were charged extortionate extras for boarding passes and hand luggage that was only 1kg overweight. One family who had problems with their boarding passes were charged an extra £160 just to print them out again. On the return trip the check in was awful as they closed one desk for check in and did not make any provision for the passengers that had been waiting for over an hour to join another queue. Families with small children also queued at the gate for over an hour to ensure that they were seated together, on the last minute the gate was changed and they ended up at the back of the queue. 

http://www.airlinequality.com/Forum/ryan_1G.htm
__________________________________________________________________________________________
£80 to take second bag on a Ryanair flight

By Sean Poulter
2 June 2010 
Reader comments (12) 
Ryanair is increasing the cost of checking-in suitcases to up to £80 per bag during the summer holiday season. 
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	Hidden costs: Passengers face a host of charges.


The airline promotes itself as a budget fare operator but hits passengers with a raft of 'must pay' extra charges that dramatically push up the price of flights. 

The charge for a first bag that is checked into the hold via Ryanair's website will rise from £15 to £20 in July and August, while the figure for the second bag goes up from £35 to £40. 

But a customer who forgets to check-in online will be charged £40 for the first bag and £80 for a second bag at the airport in July and August. The same charges will apply if the flight has been booked through a call centre. At present the charges are £35 for a first bag and £70 for a second bag. 

The increases will hit families with young children particularly hard as they have no choice but to check-in extra bags with nappies, clothes and other equipment. 

And Ryanair has a relatively mean limit of 15kg for checked-in bags, which is lower than many airlines. If a family of four were to check in eight bags at the airport - rather than online - the bill could be as much as £480 each way. 

Ryanair is also planning to charge passengers £1 to use lavatories on its planes. 

The company has profited from the strikes at British Airways as worried travellers seek alternative carriers to avoid disruption. 

The increase in bag charges was condemned by industry experts. Bob Atkinson, of travelsupermarket.com, said: 'This is cynical exploitation from Ryanair and a real blow for families travelling on a budget.'  Read more: http://www.thisismoney.co.uk/bargains-and-rip-offs/travel/article.html?in_article_id=505565&in_page_id=1093#ixzz1CjZiTu5Y
Appendix II

Impression of Michael O’Leary
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Appendix III

Marketing and advertising campaigns

1. “Satisfaction guaranteed - Blow me, these fares are hard to swallow”
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2. “Manniken Pis - Pissed off with Sabena's high fares”?
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3. Samsonite suitcase “is yours the perfect size”? Size does matter!
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4. Ryanair Cabin Crew Charity Calendar 2010
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5. Ryanair, pour toutes les occasions 
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6. Il ministro bossi al passeggeri Italiani !
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IV 
Transcript of interviews with various ex Ryanair employees

Interview cabin attendant Ryanair 1

I am writing my thesis about the public image of Ryanair. How can Ryanair revise its image so that it will be more positive? A lot of people have a negative perspective of Ryanair. 

I would like to investigate what Ryanairs self image is and what the employees of Ryanair think of the company. I will use this interview only for my thesis and it will all be anonymous. I shall never mention your name. Thank you in advance for you collaboration! 

1. What is the first thing that comes up if you think about Ryanair?

The first thing that comes up in my mind when I think about Ryanair as pax is a cheap flight with all the consequences of buy a flight with  a low cost as Ryanair: bad service, flights delayed, seats uncomfortable, sales and sales announcements during all the flight.

As cabin crew: the worse professional experience in my life, I wasn't a cabin crew member, I was a sales person in an aircraft. 

2. Do you admire and respect the company? No I don't. I can't admire or respect a company like this one, that get money a cost of their employees and who is killing the aviation industry and denigrating the cabin crew profession.  But yes, I admire a too many people who still working for this company  (I don't have any idea about the reason they have to still there) and who are really professionals and who should be working for really and good airlines company and not for this rubbish.

2a. Were you satisfied with the labour conditions? Workplace environment, timetable etc.

For the timetable yes I was satisfied but not for the workplace environment. They was so rude, I can talk for STN. Never in my life I felt that fear and I felt so unconfident and unmotivated like here. Every single day was like: “why I've decided to get this job with Ryanair, maybe if I had waited a little more I would be working with a really good airline company”.

3. You have worked for Ryanair, what kind of image do the employees have about the company?

In my opinion they look Ryanair like a job to got experience and access to a good company or a job while you find something better.

4. Can you come up with some positive and negative characteristics of Ryanair?

Positive: The only positive is that in their selection process they don't care about candidat's height, weight and age, and that's nice because there are a lot of people who want to become a cabin crew members and they can't make their dreams come true as most of the airlines companies ask an specific height, weight ,age,etc.

Negative: is the worse airline company in the world, take advantage of the people (customers, employees) in every way. They are killing the aviation industry and denigrating the cabin crew profession.

The perceived image is how people inside the company suppose how others think about them.

5. What kind of image you think the people/passengers have about Ryanair? 

Uncomfortable, rude, impolite and ugly's cabin crew member but cheaper.

6. Sometimes people talk bad about the friendliness and service of the staff of Ryanair, do you agree with this?

Yes, but I need to say that the fault of this situation is of the company and the managers, they exploit employees of them. Ryanair's cabin crew works a lot of hours. There's any motivation in this company, they are just interested in sales on board, so must of the time or in my case I felt myself as a sales person and not a flight attendant. I remember once or too many times, the base supervisors of STN after a long day and when we got an emergency take the paper works and just say “this is rubbish” and throuth them out to the floor just because the average spend of that day was not she was expecting (the minimum of each flight) and she don't say anything about the emergency like “well done guys for the excellent work you did” Actually I just heart of this woman and of must of the STN bases supervisors “well done” when the average spend was over the minimum they indicated for each flight.

7. During your time as a flight attendant, did you receive any kind of customer service training? If not, another kind of training?

Yes a service training of 2 hours where I learnt to money exchange and how ask a collegue for a product using signs. They teach us what kind of items prefers an italian, french, german, english customer.

8. What do you think of their strategy?

Unfortunately it works but I think this is just for the several economical situation that we have in this moment. Flight attendants accepts this kind of rubbish job because they don't have another choise, it's  this or search another profession.

9. And the CEO Michael O’Leary? I just going to say “he's a really sick man, power crazed and a Hitler in the aviation industry.

10. Can you tell me if the following rumours that have been spread in the news are true or false?

· The staff has to pay for their own uniform - True

· The staff is not allowed to charge their mobile phone during work - True

· Introduction of standing seats in 2010 

· Cabin attendants have to sleep in their own vehicles because Ryanair refuses to pay for hotels - True

11. Ryanair has a charity calendar. Do you think they are social responsible?

Of course not. Actually I'm sure this calendar is for O'Leary charity. If they would be social responsible they would provide good conditions for their employees.

Finally: 

12. Why did you quit working for Ryanair?

Because I was completely  unmotivated, tired of feeling a sales man and because fortunately for me I got a contract with a really and good airline company.

13. Should you recommend somebody to work for Ryanair?

No i don't. I don't wish it or my enemy.

Interview cabin attendant Ryanair 2

I am writing my thesis about the public image of Ryanair. How can Ryanair revise its image so that it will be more positive? A lot of people have a negative perspective of Ryanair. 

I would like to investigate what Ryanairs self image is and what the employees of Ryanair think of the company. I will use this interview only for my thesis and it will all be anonymous. I shall never mention your name. Thank you in advance for you collaboration! 

1. What is the first thing that comes up if you think about Ryanair?

The first thing that comes up in my mind when I think about Ryanair has cheap flights and reasonable price compared with other airlines

2. Do you admire and respect the company?

Yes I do as they have given me opportunity to make my dream job come true 

2a. Were you satisfied with the labour conditions? Workplace environment, timetable etc.
Yes and No the only thing I didn’t like was that they expect you to never get sick. 

3. You have worked for Ryanair, what kind of image do the employees have about the company?

The same as everyone else …. They have Cheap flights compared to other companies and its safe to travel on and it’s efficient from my point of view. But like everything else everyone has his own positive and negative opinion.  

4. Can you come up with some positive and negative characteristics of Ryanair?

Positive: Cheap flights; 

Negative: they are cheap flight but everything is too expensive food luggage if you’re a bit overweight or to add an extra bag;  

The perceived image is how people inside the company suppose how others think about them.

5. What kind of image you think the people/passengers have about Ryanair? 

Some people don’t like it as they believe some advertisement they do and they believe they are really going to pay for toilets or going to stand up on a flight. Those are all Just a scheme to make people try and fly with Ryanair. And the once I have spoken to on the aircrafts they like it as some of them travel a lot on business and they said it affordable and worth it. 

6. Sometimes people talk bad about the friendliness and service of the staff of Ryanair, do you agree with this?

No I don’t because if your flying at 5 am in the morning you would like to find a lovely person greeting you in the morning and help you out and being friendly to you. At least that what I would like early in the morning 

7. During your time as a flight attendant, did you receive any kind of customer service training? If not, another kind of training?

Yes we did get customer service training 

8. What do you think of their strategy?

I think there strategy is to make money but not from flight but from other little stuff that we take for granted like food on the aircraft, scratch card; Luggage overweight Luggage and little stuff like that and it’s horrible.
9. And the CEO Michael O’Leary?

I think that Micheal O’Leary something get a bit exaggerated when it come to Advertise about his company as he tries to sell the imagine of Female Cabin crew as a sex object … like the Ryanair Calendar etc … 

10. Can you tell me if the following rumours that have been spread in the news are true or false?

· The staff has to pay for their own uniform - TRUE

· The staff is not allowed to charge their mobile phone during work - TRUE

· Introduction of standing seats in 2010 - FALSE

· Cabin attendants have to sleep in their own vehicles because Ryanair refuses to pay for hotels FALSE 

11. Ryanair has a charity calendar. Do you think they are social responsible?

I think the Charity Calendar should be more decent and less expensive 10€ for just one calendar of half naked cabin crew was to much people with families would never buy them and I wouldn’t want my husband buying any calendar of naked women. Or If I have a family with young children I’m not going to buy a calendar to put up in my house or young children to see. I think they should change the whole strategy of it all.

Finally: 

12. Why did you quit working for Ryanair?

I left Ryanair as where I was based wasn’t home and I was missing my family something terrible. So a new based opened early this year and I applied for a transfer and from all the cabin only 1 got choose and wasn’t even one from the same country. I was hurt and couldn’t work somewhere where they don’t care about the cabin crew. I want to work somewhere where I’m appreciated for my work and If I never ask for anything at least If I do my work properly and only ask for a transfer to my home at least I get that 
13. Should you recommend somebody to work for Ryanair?

I think it’s a good experience if you young like under 21 to get some experience and they as soon as you’re 21 or over you should try with other companies. 

Thank you very much for your time!

Appendix V  

Transcript of interview with Mrs. Bertus, Image expert at Room to grow


December, 2011

1. Wat vind u van het imago van Ryanair? 
Om eerlijk te zijn ken ik Ryanair alleen van naam - goedkope vluchten - en was voordat jij me benaderde nooit in aanraking gekomen met (visuele) communicatie-uitingen van Ryanair.

2. Na onderzoek blijkt dat maar heel weinig mensen weten wat de kleuren zijn van Ryanair. Denkt u dat dit belangrijk is voor het imago? 

Jazeker! Visuele aspecten als kleuren, maar ook vormen blijven goed hangen bij (potentiële) klanten. Daarnaast hebben kleuren ook een betekenis. Als ik de site van Ryanair bekijk, zie ik de kleuren blauw en geel. Blauw is een koele, rustige en neutrale kleur. Het werkt kalmerend en verzachtend en straalt betrouwbaarheid uit. Blauw is ook de kleur van de lucht. Geel is een kleur die opvalt, ze bevat het meeste licht van alle kleuren. Doordat ze zo opvallend is, wordt geel vaak gebruikt in de reclame of als signaalkleur in het verkeer en in de techniek.

Deze kleuren passen prima bij het lowcost imago van Ryanair. Het blauw en geel uit het Ryanair logo zijn beide primaire kleuren. Primaire kleuren (naast blauw en geel ook rood) worden veel gebruikt in logo's van bedrijven die willen uitstralen dat de producten die ze verkopen goedkoop zijn. Denk aan Ikea (ook blauw en geel), Wibra (rood en geel), Lidl (blauw, geel en rood) en Zeeman (blauw en geel). 

3. Ryanair maakt gebruik van schokkende advertenties:
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In hoeverre denkt u dat deze advertenties (ook qua kleur) bij de huisstijl van Ryanair passen?

Door het zwart-wit gebruik wordt de herkenning minder sterk. Het zou beter zijn om ook hier de huiskleuren door te voeren. Qua inhoud en vorm: humor in combinatie met goedkoop werkt vaak wel goed. 

4. Ryanair haalt vaak het nieuws door onbegrijpelijke veranderingen, bijvoorbeeld invoer van vetbelasting, het vragen voor geld voor toiletgebruik, het invoeren van staanplaatsen, de co-piloot vervangen door een stewardess.. Vindt u dit een goed voorbeeld van free publicity?

Prima om met prikkelende nieuwsitems publiciteit te genereren. Free publicity gaat niet ten koste van het reclamebudget en past dus goed bij het lowcost imago van Ryanair. Het is wel raadzaam om altijd de veiligheid in het oog te houden. Mensen willen wel goedkoop vliegen, maar veiligheid staat daarbij voorop. En: bij een te gelikte en dure reclamecampagne gaan mensen al snel denken dat ze teveel betalen voor het product.

5. Ryanair is in de jaren ontzettend gegroeid, maar toch komen ze steeds slecht uit de test.

http://www.nu.nl/economie/2394720/ryanair-slechtste-luchtvaartmaatschappij.html
Wat zou volgens u een goede manier zijn om het imago van Ryanair te verbeteren?

Dat is een lastige vraag om zo even te beantwoorden. Er zijn veel factoren van invloed op de uitkomsten van dergelijke testen. Goedkoop gaat niet altijd goed samen met goede service, maar daar zou nog wel iets in te winnen zijn. Ik heb geen ervaring met Ryanair, maar weet wel dat een glimlach en vriendelijke behandeling van klanten niet veel hoeven kosten, maar wel veel opleveren. Hou het personeel een spiegel voor en maak ze zo bewust van hoe ze overkomen. Is dit in lijn met de gewenste corporate uitstraling en met de manier waarop ze zelf behandeld zouden willen worden? Een dergelijke 'imagocheck' werkt daarin heel verhelderend. Zie de informatie op mijn site hierover: 

http://www.roomtogrow.nl/imagocheck/
6. Zou een nieuwe campagne kunnen helpen om het imago te verbeteren? Zo ja, hoe zou die campagne eruit kunnen zien?

Blijf vasthouden aan het gewenste imago van Ryanair en denk aan eenduidigheid in het gebruik van de huisstijl kleuren. Bekijk eens hoe je de slechte test-uitkomsten om kunt draaien tot iets positiefs waarmee ook nog eens free publicity gegenereerd kan worden. 

Succes met je scriptie!

Hartelijke groet,

drs. Sascha Bertus

Imagocoach 

Appendix VI

Homepage of the website
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Appendix VII   

Survey


Survey Ryanair – to investigate the public image that the Dutch travellers have about the budget airline Ryanair.
IN GENERAL

1. What is your gender?
· Men

· Woman

2. What is your age?

· 16-24 

· 25-40 

· 41-55 

· 56-70 

· 71 years or older

3.What is the purpose of your travel?
· Leisure 

· Business

· University

· Visiting family/friends

· Other

THE ORGANISATION RYANAIR

4. How well do you know the budget airline Ryanair?
· very well

· well

· a little bit

· only by name

· never heard of it before (go to question ..)


5.  What is the first thing that comes up if you think about Ryanair?

The first thing that comes up in my mind when I think about Ryanair is………….


6.  Do you know the colours of Ryanair? ______________

7.  Can you give Ryanair a general grade concerning their service?
You can make a choice from 1 = ‘very poor’ until 10 = ‘very good’ You can encircle the mark that you give to Ryanair 

1 2 3 4 5 6 7 8 9 10

8. Please evaluate Ryanairs’ characteristics.  Please encircle the answer which most fit.
GENERAL

· Safety





very good 1 2 3 4 very poor
· Cheap





very good 1 2 3 4 very poor

· Reliability




very good 1 2 3 4 very poor

· Intelligibility




very good 1 2 3 4 very poor

· Punctuality




very good 1 2 3 4 very poor

· Reduce waiting time



very good 1 2 3 4 very poor


· Efficient timetable



very good 1 2 3 4 very poor

· Offer of flights




very good 1 2 3 4 very poor

· The expertise




very good 1 2 3 4 very poor

· Combination price/quality


very good 1 2 3 4 very poor

· Openness and fair



very good 1 2 3 4 very poor

· Operates with care



very good 1 2 3 4 very poor
· Corporate social responsible


very good 1 2 3 4 very poor



WEBSITE

· Understandability



very good 1 2 3 4 very poor


· Ease of contacting Customer support

very good 1 2 3 4 very poor



· Navigation




very good 1 2 3 4 very poor

· Content




very good 1 2 3 4 very poor

· Relevance of material



very good 1 2 3 4 very poor

· Language options



very good 1 2 3 4 very poor

· Online Check-In facility



very good 1 2 3 4 very poor

On average, how would you rate the overall website
very good 1 2 3 4 very poor
CUSTOMER SERVICE/INFORMATION DESK

· Answering on the phone


very good 1 2 3 4 very poor

· Dealing with enquiries



very good 1 2 3 4 very poor

· Friendliness of staff



very good 1 2 3 4 very poor

· Possibility to speak own language

very good 1 2 3 4 very poor

On average, how would you rate the customer service
very good 1 2 3 4 very poor
AT THE AIRPORT

· Check-in : Service Efficiency


very good 1 2 3 4 very poor
· Excess baggage charging


very good 1 2 3 4 very poor
· Delays





very good 1 2 3 4 very poor
· Staff courtesy




very good 1 2 3 4 very poor
· Staff availability to assist


very good 1 2 3 4 very poor
· Baggage Delivery



very good 1 2 3 4 very poor

· “Stress” factor




very good 1 2 3 4 very poor
ONBOARD THE FLIGHT

· Cabin Storage




very good 1 2 3 4 very poor


· Seat Comfort




very good 1 2 3 4 very poor
· Condition of seats, cabin interior

very good 1 2 3 4 very poor
· Cabin cleanliness



very good 1 2 3 4 very poor

· Snacks and drinks on board


very good 1 2 3 4 very poor
· Service courtesy on board


very good 1 2 3 4 very poor
· In-flight Entertainment options


very good 1 2 3 4 very poor
· PA information from flightdeck


very good 1 2 3 4 very poor
· Attention to safety procedures


very good 1 2 3 4 very poor

STAFF
· Assistance generally



very good 1 2 3 4 very poor

· Friendliness of service



very good 1 2 3 4 very poor
· Assistance thru Boarding


very good 1 2 3 4 very poor


· Cabin presence thru flight


very good 1 2 3 4 very poor
· Language skills




very good 1 2 3 4 very poor 

· representativeness



very good 1 2 3 4 very poor
10. Ryanair wants to introduce standing seats, these are for free. You only have to pay for taxes and extra charges. Are you prepared to stand?
Yes, because…
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11.  The list below consist of an amount of specific information sources.

Please try you best to answer them all!

· Daily newspapers, such as AD, Telegraaf, NRC Handelsblad etc,
often 1 2 3 4 never
· Regional papers 
often 1 2 3 4 never
· Weekly News, such as Nieuwe Revue, Panorama and Actueel 
often 1 2 3 4 never
· Opinion magazines such as Elsevier, Vrij Nederland, HP/ de Tijd 
often 1 2 3 4 never
· Via news items and topical interest magazines on TV, like NOVA 
often 1 2 3 4 never
· Via programs and series on TV, such as…….
often 1 2 3 4 never
· Via the radio 
often 1 2 3 4 never
· Via the internet example website Ryanair or bloqs
often 1 2 3 4 never 

· Via family, friends or colleagues
often 1 2 3 4 never
· ……………….
often 1 2 3 4 never
12. Do you have a own bloq?

13. Are you active in a bloq or active reading one?

14. Do you think that those articles give a true image about that way Ryanair really operates?
Encircle the answer that matches your opinion the most.
· For sure

· I think so

· Variable

· I don’t think so

· Not at all

15. Which one of the following medium do you see Ryanairs’ message appeared in? More answer possible.

· Yes, on their website

· Yes, via anual reports

· Yes, via press releases

· Yes, via __________________

· No.

16. Which of the following airlines you like to fly with. Range them based on your preferences.

1- good to 7-  bad.
· Transavia
…

- KLM

…

· Air Berlin
…

- Easyjet
…

· Ryanair

…

- Vueling
…




· Jet Air

…

17. What kind of suggestion(s) do you have for Ryanair to function (even) better?
Finally some questions about yourself

18. Which daily newspaper do you read?

· AD

· Volkskrant

· Telegraaf

· NRC Handelsblad

· Trouw

· different, namely ___________________________

· None

19. In which region do you live?

· Regio Noord (Groningen/ Friesland/ Drenthe)

· Regio Oost (Overijssel/ Flevoland/ Gelderland)

· Regio Zuid (Noord-Brabant/ Limburg)

· Regio West (Noord-Holland/ Zeeland/ Zuid-Holland)

· Rotterdam en/ of randgemeente(n)

· Amsterdam en/ of randgemeente(n)

· Den Haag en/ of randgemeente(n)

· Utrecht en/ of randgemeente(n)

20. What is (until now) your  highest level of education?
· Primary education
· secondary education 
· Intermediate Vocational Training 

· higher education 

Appendix VIII    
Tabulated data of the survey

(on the next page)
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