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Abstract

At this age, business enterprises cannot continue to survive and thrive
unless they can keep their demanding and informed customers satisfied and
content. At a time when competitive pressures are becoming stronger, this
i ssue has become much more critical and important.

At a time when many airlines are operating in the red, effective
management of customers needs, wants, and preferences have become vitally
important. Therefore, quality of services and the prioritizing of them on the
basis of customers expectations via measurement of their satisfaction with
rendered services can significantly help the survival of passenger airlinesin a
very turbulent market.

In this research based and empiricd article, the importance of various
factors on passenger satisfaction and the level of their present contentment
with services rendered in domestic flights of Iran Air have been identified and



measured. Results indicate that with regard to reliability of services,
responsiveness, and empathy, there is a significant difference with the optimal
situation. Furthermore, with the exception of tangible factors, other variables
have negatively affected the satisfaction of passengers of Iran Air domestic
flights. On the basis of findings, a numbers of recommendations are presented
in the conclusion section of the article.

Keywor ds: customer, Satisfaction, Service Quality, Tangible factors,
Reliability, Responsiveness empathy
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