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ABSTRACT 

Malaysia Airlines has faced numerous adversities in the last few decades, including 

financial difficulties, catastrophic incidents and intense competition, which have led to 

loss of customer confidence and increased customer complaints. The airline has been 

observed to juggle their business model and optimizing their services to offer hybrid 

solutions to cater for the modern-day customers’ demands and needs within their cost 

cutting strategies. This study explored the key factor that may have been discounted 

from Malaysia Airlines’ business plan to ease the airline’s complex situation. The study 

was based on Vargo and Lusch’s (2008) service-dominant logic, which focuses on the 

roles of customers in co-creation of value during service delivery. Customers are 

different and in view of this quandary, the need to amplify customer value co-creation 

behaviour should be first underlined and critically looked at, in order to incur the key 

marketing outcome, particularly customer satisfaction. Working from that perspective, 

this study accordingly measured the co-creation activity from the customer stand point 

to determine the magnitude, if any, of the relationship between customer value co-

creation behavior and customer satisfaction within the service delivery. This study was 

based on national full-service carrier Malaysia Airlines direct long-haul in-flight 

service. Sample selection was completed through non-probability purposive sampling 

type, due to unavailability of Malaysia Airlines’ data. Respondents comprised Malaysia 

Airlines customers aged 18 years and above who had travelled at least once in the last 

12 months between December 2015 to December 2016 to any direct long-haul routes 

of more than four hours to/from KLIA. Data was collected and analyzed from a total of 

314 valid respondents. Multiple regression statistical tool was used to test the 

hypotheses and to examine the variables in the customer value co-creation behaviour 

that gave the most influence on the variance of customer satisfaction. The findings of 

this study were positive and favourable, especially for Malaysia Airlines frequent flyers 

who flew multiple times with the airline in a year. Specifically, the study showed that 

the respondents were likely to participate in extra-role behaviour, compared to in-role 

behaviour, to obtain higher customer satisfaction. Furthermore, advocacy was found to 

be the most influential variable with the most impact on the variance of customer 

satisfaction.  The outcomes from the study could be used to propose new ideas to 

improve the situation for Malaysia Airlines as a high-contact service industry, which 

would benefit the business results in the long run. 
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