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Pe3stome — 6 cnodcHbIX 01151 ABUAKOMNAHUUL YCTIOBUAX, BLI36AHHBIX IKOHOMU-
YyecKUMU, NOTUMUYECKUMU U INUOEMUOTOSULECKUMU NPOOIeMaAMU, aHATU3 Kaye-
cmea cepeuca u yCmpaHeHue He0OCMAamKo8 8 HeM — HeoOX00uMblll dman OJis
npeoooienust KPUUCHLIX seNeHull. B amoil cmamoe npugedenvl Oannvie o peli-
munee asuakomnanuu «benasuay, nossonsowue viasums Haubosee ciadvle
CMOPOHBL ee cepsuca nymem uzydeHus OUHamuxu peumunea. Memoo ucciedo-
8aHUsL 3AKII0UAEeMCs 8 COOpe OAHHBIX 00 OM3bIBAX NACCANCUPOS 34 ONPeOeIeH-
HbIU Nepuoo U CPasHeHuu e2o ¢ npeovloyuum nepuooom. Pesyromamom pabo-
mol SGNSIEMCsL 8blsAGIeHUe HAUOOIee HUKUX NoKazamenel, a makdice Npuyun,
8bI36ABULUX UX CHUIICEHUE.

Resume — in difficult conditions for airlines caused by economic, political
and epidemiological problems, the analysis of the quality of service and the
elimination of shortcomings in it is a necessary step to overcome the crisis. This
article provides information on the rating of the airline «Belavia», allowing to
identify the weakest aspects of its service by studying the dynamics of the rating.
The research method lies in the fact of collection of data on passenger reviews
for a certain period and comparison it with the previous one. The result of the
work is an identification of the lowest indicators, as well as the reasons that
caused their decline.

Introduction. Airline industry is a considerable part of the national econ-
omy and a change in its functioning directly affects the country's GDP.

Over the past three years, airlines have faced significant challenges, con-
cerning coronavirus pandemic and sanctions resulting from political conflicts. It
1s a fact, that airlines are among the first victims of the unstable situation, suffer-
ing from restrictions and cancellations of a significant part of flights.

The relevance of this study lies in the fact that this difficult time can be
used to improve the work of the airline and it is important to determine all the
weaknesses and fill in certain gaps in the service of a company. The article
brings forward statistical data reflecting both the overall rating of the airline and
the dynamics of changes in the airline's rating for 2019 — 2020.

The subject of the study is the studying the quality of service for an indi-
vidual company, considered on the example of the Belarusian state airline
"Belavia", the flag carrier and national airline of Belarus [2].
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The scientific novelty of this work lies in the fact that the study is carried
out relying on sources that provide information about the reviews of real pas-
sengers who have experience of using the services of Belavia.

The main body. Despite the difficulties currently experienced by aviators,
it 1S necessary to pay serious attention to the problem of the quality of passenger
transportation and meeting the needs of buyers of transport services, study all
the problems passengers face during and before the flight by analysing their re-
views. According to the Trip adviser, the average rating is 3.5 points from 5 [2].
More detailed information about the user rating of the service is given in the ta-
ble (table 1).

Table 1 — The rating of a service of Belavia

Service name Rating
Legroom 3,5
The comfort of the chairs 3,5
In-flight entertainment 2,0
Customer service 4,0
Price quality ratio 3,5
Cleanliness 4,0
Service during boarding and check-in 4,0
Food and drinks 3,5

[Tpumeuanue: uCTOUHUK [2]

Based on the table data, users give the lowest rating to such indicators as
in-flight entertainment, legroom, seating comfort, food and drink. The average
level of customer service, cabin cleanliness, check-in and boarding are rated by
passengers with 4 points out of 5. Calculations of average estimates of the same
indicators, made on the basis of reviews available for 2019, 2020, 2021, show
that the airline's rating has a negative trend. This is due to the restrictions
caused by the coronavirus infection, as well as sanctions induced by political
and economic conflicts. The values of the indicators are presented in the table
(table 2).

Table 2 — The rating of a service of Belavia in 2019-2021

Service name Rating

2019 2020 2021
Legroom 3,64 3,14 2,67
The comfort of the chairs 3,75 3,35 2,75
In-flight entertainment 2,61 2,98 1,94
Customer service 4,35 3,20 2,38
Price quality ratio 4.28 3,10 2,12
Cleanliness 4,34 3,55 3,30
Boarding and check-in service 4,18 3,03 3,0
Food and drinks 3,71 3,11 2,0
Company 3.8 3,03 2,0

[TpuMeuanue: HCTOYHUK — COOCTBEHHAs pa3paboTKa Ha OCHOBE [2]
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The airline's overall rating has fallen from 3.8 in 2019 to 2.0 points in
2021, which is approximately 47.3 %. The decrease in the rating primarily indi-
cates a lowering of the quality of service. According to the table such indicators
as customer service, price quality ratio, food and drinks have decreased the most
by 45,2 %, 50,4 % and 46 % respectively. At the same time, about 24 % of pas-
sengers who used Belavia services in 2020-2021 report a flight delay or cancel-
lation without warning. The assessment of the cleanliness of the cabin and ser-
vice during boarding and check-in changed the least — by 23.9 %. Such results of
the Belavia user feedback study mean that the airline needs to pay attention first
of all to customer service, passenger awareness of flight cancellations and delays
and to the quality of food and drinks.

The conclusion. This article shows the result of studying the reviews about
the airline in the period for 2015-2021, reflecting more detailed data on dynam-
ics of changes in the user rating from 2019 to 2021 in eight indicators. This arti-
cle may be useful for building strategies to improve the quality of Belavia's ser-
vice, based on the comments and needs of people who have an experience flying
this airline.
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Pe3stome — 6 coepemennom mupe KOHKYpeHYUs: MeAHCOY PAZHbIMU KOMIAHU-
AMU cmMAaHOBUMCs 6ce DoJiee 8blCOKOU, NPOOYKMbl HA PbIHKE YHUDUYUDYIOMCS,
a nompebumenu yxce He 00pawiarom GHUMAHUS HA Openo. B maxux obcmos-
MenbCcmeax CMAaHOBUMCs. KPAlHe BAJCHO HAUMU KOHKYDEHMHOe npeumyuje-
CMBO U 00BACHUMb HOKYNAMENAM YEHHOCMb 8auie20 NpoO0yKmd. IKOHOMUKA
sneyamiieHull nomo2aem cnpasumscsa ¢ dmumu 3aoadamu. OCHOBHAA Yelb OaH-
HOU pabomsl — NOHSMb, YMO MAKOe IKOHOMUKA 6NeYAMICHUN U KAK MOICHO UC-
nOIb308aMb ee UHCMPYMeHmMbl OJis1 NOCMPOEHUsL YCNeuHo20 busneca.

Resume — in the modern world, competition between different companies is
becoming increasingly high, products on the market are unified, and the con-
sumers are no longer paying attention to the brand. In such circumstances, it
becomes extremely important to find a competitive advantage and explain the
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