
 2 

Introduction 

Ryanair is an Irish airline established in 1985, and is widely known for being one of the cheapest 

airlines in Europe. Ryanair reduces the cost of a plane ticket by adding subtle additional expenses, 

such as seat reservations, administrative fees and bag check-ins.1 As a result, many of Ryanair’s 

customers have become outraged and complained due to these “hidden” additional expenses.  

This commentary will attempt to answer the question “Will Ryanair financially benefit from 

focusing more on customer satisfaction?” Firstly, a SWOT analysis will be constructed to set a base 

for the rest of the commentary, and to uncover any strengths or opportunities that could eliminate 

Ryanair’s weakness or threats regarding their low customer satisfaction. Then the 4P’s of marketing 

of Ryanair will be listed to review exactly the service Ryanair is offering and how they manage to 

offer it at such a cheap price. Afterwards, Ryanair will be financially benchmarked against other 

worldwide airlines, as well as European airlines, to check if their low customer satisfaction has a toll 

on their profit. Finally, Ryanair’s annual report for 2015 will be used to determine whether Ryanair’s 

increasing profit-focused strategies has benefited them, and then come to a conclusion whether 

they would actually benefit financially from focusing more on customer satisfaction. 

 

Findings 

1. “Keeping Passengers Happy is Not What Makes Airlines Profitable, Study Finds.” is an article 

by Fox News describing a study by IATA that showed that increased customer satisfaction 

does not mean increased profits. 

 

2. “The Importance of Customer Satisfaction” is an article explaining the correlation between 

customer satisfaction and profit. 

 

3. “Why is Ryanair So Cheap?” is an article by Investopedia, explaining how and why Ryanair 

manages to offer flight much cheaper than other airlines, by charging fees for several 

different things. 

 

4. “Best and Worst Brands for Customer Service” is an article by Which with a survey that asked 

more than 3,500 UK consumers about the best and worst brands for customer service. 

Ryanair had a place near the bottom. 

 

5. “Ryanair Annual Report 2015” is Ryanair’s annual financial report for the year of 2015, 

revealing vast yearly increases in revenue over the past decade. 

 

 

 

 

                                                           
1 Appendices: Investopedia: Why is Ryanair So Cheap?: http://goo.gl/5fmQzh  
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