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ABSTRACT

This graduation exercise has been written to provide a clear view and
the overall understanding of customer handling in service deviation. The
overall objective of this research is to determine the role of service recovery
in Customer Service Department, identify major causes of delays related to
Customer service Department and the process of decision making when
there is service disruption.

The current problems that will focussed in this study are the
disruptions that occur in the Customer Service Department that includes
minor and major causes of delays. In this research, I would also like to
analyse statistics related to flights, stations and the time duration of delays.

Another problem that would be focus on is the constraints in
decision making process. These constraints are related to airport operating
hours, crew availability, aircraft serviceability, ground handling and
approvals for overflight clearance.

There is problem in flow of information and weaknesses in the
existing system within the Customer Service Department and with other

operating departments.
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