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Abstract 

Achieving quality service delivery in Fiji remains evasive for most service firms 

and the understanding of the characteristics of quality is not easy to comprehend. The 

main purpose of the study was to discover the role of culture on service delivery. 

The study was carried out on the Cabin Crew of Air Pacific Limited, Fiji’s 

international airline. Both qualitative and quantitative methods of research were used 

and the field research was carried out over a period of 8 months. 

The results of the research highlighted that the achievement of quality service is 

achieved when organisation culture and employee culture complement each other. 

Cultural change cannot be measured literally but can only be observed and this 

remains a challenge for service firms. The awareness of such change is crucial to 

organisations and it is recommended that each culture should be aligned in order for 

service delivery to be successful.  

Furthermore, it was also revealed that the presence of a large power distance 

culture influenced the behaviours and attitudes of service employees. 

These results are important because Fiji relies on tourism as its main source of 

foreign exchange earner and the industry is the largest provider of employment. As a 

developing nation, tourism remains a lucrative alternative for the country and 

competition from other tourist destinations cannot be ignored. The strength of 

marketing Fiji lies in the hospitality of its people and its diverse culture. However, 

although this culture is an asset in marketing, the downside of this is that, culture also 

threatens the delivery of quality service. 
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Chapter 1 

1.1. Introduction 

Achieving quality service remains the biggest challenge for most service firms as 

customers expect value for their money when utilizing products and services. Their 

satisfaction and loyalty are achieved through products and services of high quality 

and these are vital for the survival and success of any organisation (Robeldo, 2001). 

The concept of quality is not easy to define (McColl, Callaghan and Palmer, 1998) 

because quality is initially based on customers’ preferences (Morgan, 1991; Ukens, 

2007; Zeithaml, Parasruman and Berry, 1990).  Quality may mean different things 

for different people and quality itself is impacted by other factors. Service quality is 

not only technical; it is a part of the socio-cultural process as people make choices 

due to personal reasons. Some products and services are chosen because of their 

benefit to customers and some, as a portrayal of one’s social standing in society 

(Chung-Herrera, 2007; Kotabe,Peloso,Gregory,Noble,McArthur, Neal, Riege and 

Helsen, 2005; Ueltschy, Laroche, Eggert and Bindl, 2007). 

However, for this research, the dimensions of quality adopted are based on 

responsiveness, tangibility, reliability, assurance and empathy (Kandampully, 

Mokand Sparks, 2001). The mere nature of service contributes to the difficulties 

faced by service providers and service differs from goods in “terms of how it is 

produced, consumed and evaluated” (Zeithaml et al., 1990, p. 15). Since service is 

utilized by people, and people have different perceptions, it is vital for organisations 

to achieve customer satisfaction and loyalty (Timm, 2008). Customer choices are 

affected by varying factors and service providers need to keep their customers 

satisfied and at the same time attract others in order to keep ahead of their 

competitors. 

This research looks at the role that culture plays in the delivery of quality service 

by Air Pacific. Culture in this context, refers to the accepted way of life of the 

employees and the organisation. As a service provider, an employee enters the work 

environment with his or her culture. On the other end, the organisation has its own 

culture to which the employee has to adapt. As a socio technical system, the 

organisation is made up of components which are interdependent (Silverman, 1970). 
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These components such as culture, have a bearing on how a service provider delivers 

service. It is therefore important for the organisation culture to be aligned with the 

employee culture, in order for service delivery to be successful (McColl et al., 1998). 

In this discussion, Hofstede’s theory on national culture was used as a guideline for 

interpreting and analysing the results. 

Furthermore, in a multicultural society like Fiji, the presence of different 

elements of culture proves to be a challenge for any service delivery firm. This 

research was carried out in Air Pacific Limited, Fiji’s international airline. The 

airline is based in Nadi and currently employs 767 people. It started its operation in 

1951 under the name Fiji Airways and the Fiji government and Qantas airways are 

the majority shareholders with 51% and 46.32% respectively. Other minority 

shareholders are Air New Zealand, and the governments of Kiribati, Nauru, Samoa 

and Tonga. The airline, which travels to 14 destinations from Australia, New 

Zealand, North America, Hong Kong and Oceania, has been the main carrier of 

international tourists into Fiji since 1959. 

1.2. Importance of the Topic 

Culture is an integral part of human society. It is the “the collective programming 

of the mind that distinguishes one group or category of people from another” 

(Hofstede, 1984, p.2). Although people belong to the same culture, their evaluations 

of service and satisfaction levels differ from one another. Peoples’ perception, 

attitude and behaviour are affected by culture and previous research confirms that 

culture affects service delivery (Bjerke, Ind and DePaoli, 2007; Schwepker and 

Hartline, 2005). Most research focusing on the delivery of quality service, 

concentrates on the culture of the customer. However, in the service delivery context, 

the presence of the service provider cannot be overlooked and consideration of the 

service provider’s culture is equally important. Culture is intangible and changes 

over time and it is not easy to pinpoint the aspect(s) of culture that affect quality 

service. However, the culture of the service deliverer is as important as that of the 

recipient, in understanding service delivery (Ling, Lin and Lu, 2005). 

In Fiji’s context, being hospitable is part and parcel of culture (Bryant, 1974; 

Wendt and Pearce, 1973) but achieving quality service remains a struggle for most 

service firms. As stated by O’Neill (2001), the perception of a customer of service 
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quality does not rest solely on what is delivered, but how the delivery is conducted. 

The attitude of a service provider plays a major role in the quality of service. 

Attitudes can be a result of various factors and one can argue that some attitudes are 

due to one’s culture. For example, in the Fijian culture, the “kerekere” system is a 

part of tradition (Coulter, 1967). According to Veitayaki (2004), “kerekere” is a 

system whereby the accumulation of goods is achieved through asking one’s own 

social group. The goods requested could range from money, physical goods and food 

and it is considered rude to refuse a request if it can be met. In this system, it is not 

expected for the borrower to pay back but it is acceptable for the borrower to ask for 

things that he or she may desire. An example of how this can work in practice in the 

airline business, is the serving of alcoholic drinks to passengers, who may then arrive 

drunk at their destination. 

However, one may argue that in order to fulfil customer expectations, it is 

important to meet their needs. The question arises as to how one can draw the line 

between being a good host by meeting customers’ needs and refusing the customer’s 

requests. At times, employees find it difficult to advise passengers that they have had 

too much to drink. The employee would see refusing a customer’s request for more 

drinks as rude. Although an organisation like Air Pacific may have its own 

organisation culture, it is fair to say that the company culture is influenced by the 

culture of the employees within the organisation. As most service quality is seen 

from the customer’s perspective, it is equally important not to ignore the service 

provider, who plays an important role in the provision of quality service (Sierra and 

McQuitty, 2005). 

Due to limited research carried out regarding the effect of Fijian culture on 

quality service delivery, this research is important because it sheds light on existing 

problems and creates awareness and solutions. This study examines the effect of the 

dimensions of culture on service delivery in the airline industry in Fiji. It specifically 

focuses on Air Pacific Limited employees’ views on delivering quality service, with 

emphasis on the workers’ understanding of quality service and the manner in which 

they carry out their duties to fulfil the delivery of quality service. 

1.3. Aim and Objectives of this Study  

The main aim of this study is to examine the role culture(s) play in the delivery 
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of quality service. To achieve this aim, the following objectives were considered: 

1. Identify employees’ views on the importance of quality customer service. 

2. Assess ways in which employees are trained to understand customer 

needs. 

3. Find out the employees’ understanding of organisation culture. 

4. Discover the Union’s influence in employee work conditions. 

5. Assess how the organisation trains its employees in organisation culture. 

6. Describe what employees learn, what they need, and what they are trained 

to do. 

7. Ascertain the degree in which employees are empowered to achieve 

customer satisfaction. 

8. Assess how employees are involved in planning service procedures. 

9. Describe the employees’ views regarding handling of disputes of 

passengers and within the organisation. 

10. Present the system of rewarding employees for good performance. 

11. Identify service procedures and work environment that contribute to 

quality service. 

12. Assess the role of the employees’ underlying culture in their performance.  

13. Make recommendations based on the findings of the study. 

1.4. Thesis Outline 

The thesis consists of 9 chapters. Every chapter has its own purpose and the 

explanations below discuss the contents of each chapter. 

Chapter 1 introduces the thesis to the reader. It provides a brief overview on the 

research problem, the importance of the topic, its limitations and the organisation of 

this thesis. 

Chapter 2 identifies and discusses literature on service delivery and culture. The 

chapter begins with a look at tourism, and the development of air transportation. This 

is followed by the development of tourism in Fiji, service delivery and culture. 
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Chapter 3 states the research methodology, illustrating the aims, objectives and 

research techniques. It describes the methods of data collection, the justifications for 

the methods and analysis of data. It also highlights some limitations of the study. 

Chapter 4 presents the questionnaire(s) results. The questionnaires were analysed 

using SPSS and graphs and tables were used to describe these results. 

Chapter 5 discusses the result of the Managers interviews. 

Chapter 6 highlights the result of focus groups. 

Chapter 7 presents the result of the interviews regarding union issues. 

Chapter 8 shows the results of the case studies. 

Chapter 9 concludes the study highlighting the key findings of the research and 

provides some recommendations. 

1.5. Conclusion 

This thesis looked at how culture affects quality service delivery and suggests 

that understanding the culture of the service provider is vital to successful service 

delivery. In this chapter, the following points have been highlighted.  

1. The importance of the study. 

2. The aims and objectives of the research. 

3. The organisation of this thesis. 

 

The next chapter is the literature review. 
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Chapter 2 

Literature Review 

2.1. Tourism – Global Context 

The tourism industry is the fastest growing  industry in the world  and according 

to UNWTO, the growth of international tourism increased by 7 percent to 940 

million international tourist trips for year 2010 (UNWTO, 2011).The industry is a 

source of economic growth for most developing countries (Burghelea & Visan, 2011; 

Mazilu & Sitnikov, 2010; Sahlia and Nowak, 2007) and is a global process (Nash, 

1995).One of the contributing factors to the growth of tourism was the change in the 

development of technology. Firstly, the development of railway travel provided easy 

access to destinations allowing people to travel (Beckerson and Walton, 2005; Bray 

and Raitz, 2001; Mackenzie, 2005). However, the introduction of air travel provided 

shorter routes between destinations resulting in the increase in the number of 

travellers (Sealy, 1968). Additionally, the increase in wage earnings of society 

members especially the middle class, and change in aircraft technology, further 

boosted international tourism. Besides, the introduction of jet aircraft after World 

War II, enabled people to travel longer distance in shorter times (Bonham, Edmond 

andMak, 2006; Cooper, Fletcher, Gilbert and Wanhill, 1993; Page and Connell, 

2009; Urry, 2002). 

Furthermore, the tourism industry belongs to the service sector and trying the 

products in advance before one buys maybe at times impossible (Sparks and 

Fredline, 2007). A tourism product is not necessarily the only physical product that is 

visible to the consumer. It also includes deeds which are invisible. These invisible 

activities have a bearing on how the customer evaluates the overall service (Brady 

and Cronin, 2001; Caro and García, 2008; Choi and Chu, 2001; Kandampully, Mok 

and Sparks, 2001). For example, an aircraft may depart late from its destination 

because of congestion at the Immigration counter. The late departure of the plane 

could result in a businessman missing an important meeting. Although the delay is 

no fault of the airline, such an incident may contribute to the businessman’s negative 

evaluation of the airline’s overall service. 
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2.2. Tourism in Fiji 

Fiji’s tourism industry was founded in the early 1920s as a result of the trans-

Pacific trade. Its development over the years could be divided into four stages. The 

years before 1964 were labelled as embryonic and the years 1964 to 1972 saw the 

birth of mass tourism. The period 1973 to 1986 was labelled a period of hesitant 

growth and the years from 1987 to the present is the recovery stage (Ministry of 

Tourism n.d.). By 1984, tourism had surpassed the sugar industry as the highest 

foreign exchange earner. However, the military coups of 1987, 2000 and 2006 had an 

impact on the number of tourist arrivals into the country and the economy as a whole 

(Ministry of Tourism n.d.). In addition to the reduction in numbers, the country had 

lost more than 1million visitors and $986 million (Harrison and Pratt 2010, p.166). 

However, the number of international visitors to the country for the year 2010 

has reached 631,868, a record for the country. Australia provides the largest number 

of visitors (50.4 percent of the total number of international arrivals) followed by 

New Zealand and the United States (Fiji Island Bureau of Statistics, 2011). 

Furthermore, the contribution of the tourism industry to Fiji’s economy has been 

significant. Apart from being the largest foreign exchange earner, it has also 

contributed to the employment of citizensand Fiji’s earning(s) through tourism is 

illustrated in Table 1. 

Table 1: Tourism earnings $FD (mil) 

Year 2007 2008 2009 2010 
Amount 784.1 853.8 816.5 979.8 

Source: Fiji Islands Bureau of Statistics – April 2011 

In addition, visitor arrivals to Fiji over the years have increased dramatically and 

travelling by air has been the preferred method of transportation for tourists into the 

country (Table 2). It is fair to say that the tourism industry relies much on the airline 

for the transportation of tourists and having the nation’s own airline helps the 

industry as a whole. However, the provision of quality service that satisfies the 

customer is equally important, if the airline and the industry are to continue to 

benefit. A customer’s “inflight experience” begins when he/she boards the plane and 

ends when disembarking at his/her destination. 
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Table 2: Visitor Arrivals - Mode of Travel 

Period 
Sea Arrivals Air Arrivals Total 

Visitors Through 
Passengers Visitors Cruise 

Passengers 
Through 

Passengers Visitors 

2006 0 11073 0 39741 537516 64789 
2007 67 13185 2435 54639 52696 65881 
2008 90 14926 41669 67298 570105 585031 
2009 1 14325 63292 52733 527861 542186 
2010 0 19144 60301 46670 612724 631868 
Source: Fiji Islands Bureau of Statistics – March 2011 

2.3. Air Pacific Limited 

Air Pacific is Fiji’s International airline and has been in operation since the 

1940s. It commenced its domestic service in 1951 under the name of Fiji Airways 

and in 1971 the name “Air Pacific” was adopted. International flights began in 1974 

with flights to Auckland, followed by Brisbane in 1975.In 1983, it started its 

operation into Honolulu and to date, the airline operates to North America, Hong 

Kong, Australia, Honolulu, New Zealand, Tonga, Samoa, Vanuatu, Solomon, 

Kiribati and Christmas Island. Flights to Australian ports include Sydney, Melbourne 

and Brisbane with flights to Brisbane and Sydney on a daily basis while the airline 

operates to Melbourne 3 times a week. Flight times to these ports are over 3 hours 

and less than 5 hours in duration. New Zealand ports include daily flights to 

Auckland and weekly flights to Christchurch. Flight time duration is from 2hrs 40 

minutes to 3 hours for the former and 4 to 5 hours for the latter. Flights to Honolulu 

take more than 6 hours while Hong Kong and Los Angeles flight times are more than 

10 hours. Flights to the South Pacific destinations range from 1 to 4 hours and the 

airline has a total of 6 aircrafts in its fleet (Table 4). The majority shareholders of the 

company are the Fiji government (51%) and Qantas Airways (46.32%) while the 

governments of Tonga, Samoa, Kiribati, Nauru and Air New Zealand are the 

minority shareholders. 

2.4. Service 

Service has been described as a “process that leads to an outcome during 

simultaneous production and consumption processes” (Gronroos, 2001, p.150). The 

mere nature of service has created problems for both the customer and the service 
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provider. Firstly, because service has no specific physical product, due to its 

intangibility, customers evaluate it through performances and experiences. Secondly, 

as services are heterogeneous, service producers vary in their methods of service 

delivery and thus there is no uniformity in service delivery. Thirdly, it is impossible 

to separate production and consumption (McColl, Callaghan and Palmer, 1998; 

Zeithaml, et al., 1990). Moreover, the differences of expectations, perceptions and 

satisfaction level of customers have all contributed to organisations being faced with 

service difficulties (Lashley, 2001) and it is not possible to produce services without 

the customer or without his direct or indirect participation (Gouthier and Schmid, 

2003). 

In addition, service is used as a core product and utilised as a peripheral aspect of 

a good. More so, it is quite difficult to draw a clear line on the difference between the 

core and peripheral service due to the fact that customers vary in their beliefs on the 

importance of the two. Therefore, most service providers compete on the peripheral 

aspects of service in order to achieve customer satisfaction (Kandampully, et al., 

2001). 

Furthermore, customer service has been undergoing changes and organisations 

have realised that in order to succeed, the provision of quality services and products 

that meet customer needs is paramount (Williams and Buswell, 2003). It is quite 

impossible for any service firm to exist without customers (Hoffman and Bateson, 

2006) but attaining customer satisfaction is not easy as satisfaction is related to one’s 

perception and expectation (Bolton and Drew, 1991; Pizam and Ellis, 1999; 

Schiffman and Kanuk, 2007).This difference has been highlighted in some research 

carried out in the hospitality and airline industries (Clemes, Gan and Ren, 2010; Han 

and Ryu, 2009; Chang, 2008; Gilbert and Wong, 2003). 

For instance, the research carried out in hotels in South Florida, by Clemes, Gan, 

Kao and Choong, (2008), highlighted the importance of service quality in customer 

satisfaction. Similarly, Ling, et al, (2005), in their study of the cross-strait airlines, 

found that although Taiwanese and mainland Chinese shared the same culture, their 

perceptions of service quality and satisfaction level differed, proving that culture is 

not the only determinant factor for satisfaction. There are other factors that contribute 

to people’s level of satisfaction and these factors would range from the situation that 

a person is faced with, to demographic ones (Anderson,Pearo and Widener, 2008). 
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Similarly, the research carried out by Anderson, et al., (2008) also confirmed that 

age, gender and experience of a customer were some of the characteristics that 

affected satisfaction. These had a bearing on how customers assess quality service, 

which led to satisfaction (Cronin and Taylor, 1992; Jiang, Klein, Tesch and Chen, 

2003;Pizam and Ellis, 1999). 

2.5. Service Delivery 

Service delivery frequently varies and is difficult to standardise because of the 

personal nature of the contact between the customer and the service provider. The 

performance of service employees in service interactions, plays a significant role in 

shaping customer evaluations of satisfaction, quality and service value. (Tsang and 

Ap, 2007). A study carried out in Taiwan’s domestic airlines, highlighted that 

courtesy and helpfulness of flight attendants were rated highly as determinants of 

quality service. Additionally, cabin service was the most important criteria for 

service quality (Liou, Hsu, Yeh and Lin,2011). Therefore, it is vital for service firms 

to ensure that their employees are well equipped and trained to deliver high quality 

service. The overall satisfaction of the customer, is dependent on how service is 

delivered by the service provider and fulfils customer’s expectations 

(Susskind,Kacmar and Borchgrevink, 2007; Kandampuly, et al., 2001). Additionally, 

the delivery of excellent service by employees proves to be a source of competitive 

advantage (Hudson, Hudson and Miller, 2004; Wirtz, Heracleous andPangarkar, 

2008). 

Although organisations strive to excel in service delivery, this is not easy to 

achieve and even the best service providers make mistakes. Service problem(s) occur 

because service delivery processes involve extensive human activities that are 

difficult to control across situations and this contributes to the failure or success of 

the service exchange (Sierra and McQuitty, 2005). Also, customers often base their 

assessment of an organisation that they deal with, through their interaction with the 

organisation’s service providers (Wilson, 1997). When guest expectations are 

sufficiently met, they will assess the services as adequate (Kandampully, et al., 

2001). For example, the Chinese value trustworthiness and respect when being 

served (Hoare, Butcher and O’Brien, 2011) therefore, in order to achieve service 

excellence, an organisation would need to know the expectations of its customers 
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(Liou et al., 2001).Making a little error could prove detrimental in the service market 

(Zeithaml, et al., 1990). Besides, knowing what customers perceive as quality 

attributes in a service, can be the deciding factor for a firm’s success (Wong and 

Sohal, 2002). 

Furthermore, understanding customers is easier said than done. People differ in 

their views regarding service and there is very little knowledge on how customers 

from different nationalities assess service deliveries (Sparks and Fredline, 2007).  

People defect as a result of dissatisfaction and one of the main reasons for this, is 

poor service. However, barriers that hinder quality service delivery are manageable 

and the number of customers that leave due to dissatisfaction is controllable (Harris, 

2006; Hoffman and Chung, 1999). For example, some customers feel that the 

physical environment is vital in the delivery of quality service while some may value 

price, as the deciding factor (Ryu and Han, 2010). In order to better understand the 

need of customers, the requirement to carry out internal and external surveys is 

imperative (Getz, O’Neill and Carlsen, 2001).Thus, it is equally important for service 

providers to understand the reasons behind the dissatisfaction of customers. 

2.6. Measuring Quality Service 

Describing and measuring quality service is not easy to comprehend. Generally, 

service quality is meeting customers’ expectations (Edvardsson, Thomasson and 

Ovretveit, 1994) however, the ever changing needs of customers is a major drawback 

in meeting these expectations. Today, due to increased competition, organisations are 

now looking at exceeding customer expectations as a form of competitive advantage. 

One of the ways to attract customers is by providing quality service and this can only 

be achieved if employees are prepared and guided to meet customer expectations 

(Alenadrov, Babakus and Yavas, 2007). According to (Kandampully, et al., 2001), 

the service quality dimension consists of reliability, responsiveness, assurance, 

empathy and tangibles. The authors have described reliability as the ability to 

perform the service dependably and accurately while responsiveness refers to the 

willingness to assist customers and respond to their needs. More so, empathy is the 

individualised attention and care that is provided to customers while tangibles refer 

to the appearance of physical facilities, equipment, employee and communication. 

Furthermore, the measurement of quality service (SERVQUAL) is based on these 
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features.The SERVQUAL model of measurement looks at the gap that exists 

between what a customer expects from a level of service and one’s perception of the 

actual service received.(Landrum, Prybutok, Zhang and Peak, 2009; Parasuraman, 

Zeithaml and Berry, 1988). According to (Albacete-Sa´ez, Fuentes-Fuentes and 

Llorens-Montes, 2007; Kang and James, 2004; Shahin, 2008), most of the studies 

carried out have utilized the SERVQUAL method to measure quality service. Some 

of these studies include Information System(Jiang et al., 2003),culture of tourists and 

hosts (Resinger and Turner, 2002), hotel service (Konstantinos, Nikos and Dimitra, 

2002), banking (Mukherjee and Nath, 2005), and health care (Choi, Lee, Kimand 

Lee, 2005).  As this research involves employees who can be classed as internal 

customers in the organisation, Shahin, (2008) suggests that this method can be used 

in the internal survey of the organisation to assess the improvements that are needed. 

In addition, a study by Wuest, Emenheiser and Tas, (2004), measured the 

perceptions of hotel managers in regards to the expectations of a certain segment of 

the market (matured guests). The use of the SERVQUAL method highlighted the 

gaps that were present and the differences in the perceptions of managers and their 

customers. For example, through this method, it was discovered that mature 

customers placed more importance on different aspects of service. The desire for 

loud fire alarm systems, well lit areas and a more empathetic approach from 

employees towards customers, were some of the needs thatemerged. This awareness 

created by the findings enabled the management team to set up strategies that 

addressed the problems and meet the expectations of the target market. 

Furthermore, Ling,et al, (2005), used the SERVQUAL method to find the 

different perceptions of airline customers of Taiwan and Mainland China. The study 

focused on customer preferences, behaviour and satisfaction in relation to service 

quality. From this study, it was concluded that although people share the same 

culture and language, perception about service quality still vary for individuals and 

service dimensions influenced customers’ satisfaction. The airlines that serviced the 

two destinations, needed to concentrate on the dimensions of service quality, in order 

to meet customers’ expectations and succeed. It also highlighted that concentrating 

on the correct quality dimensions led to the satisfaction of customers. Similar studies 

carried out by Cunnigham, Young and Lee, 2002 and Sultan and Simpson, 2000, in 

the airline industry, emphasised the relationship between service quality perceptions 
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and customer cultural backgrounds. The SERVQUAL method adopted by Sultan and 

Simpson (2000), assessed the perceptions and expectations of US and European 

airline customers. The study was carried out in both US and European airlines and 

the findings highlighted that nationality, has a bearing on customer perceptions and 

expectations. 

In a study by Konstantinos, et al., 2002, the SERVQUAL instrument was used in 

a research carried out regarding hotel customers. The research looked at the 

relationship between quality of service and behavioural intention, of hotel customers. 

Although the study was restricted only to two hotels in Greece, the results 

highlighted that perceptions have bearings on consumer behaviours. The findings of 

the study showed that word of mouth communication and intention of purchase 

influence how customers value the different dimensions of service quality. It was 

also revealed that the inclusion of service employees in quality service surveys, was 

critical in understanding customer needs and expectations. This is because employees 

are often in contact with customers and may have a better understanding of customer 

needs and expectations. 

Interestingly, the survey of measures of developing economy carried out by 

Madhukar (1997), emphasised that SERVQUAL is a better method of measuring 

service quality in that it appears to “provide a much greater diagnostic information 

about service quality gaps”(Madhukar, 1997,p.3).  This particular study was in 

comparison to the SERVPERF model which looks at measuring service quality based 

on performance (Cronin and Taylor, 1992). However, SERVQUAL has also attracted 

criticisms on its concepts, structure and validity (Buttle,1996; Cronin and Taylor, 

1992; Teas, 1993).  Although the SERVQUAL and SERVPERF methods have their 

flaws, they remain the two most popular methods of measuring quality service 

(Albacete-Sa’ez et al; 2007). Furthermore, the survey carried out by Madhukar 

(1997), which was based on data collected from two airlines, highlighted that service 

quality is multidimensional and would be useful for practitioners. 

2.7. Achieving Quality Service 

The need to achieve quality service continues to be a challenge for service firms 

and the provision of quality service can be described as extensive (Ling, et al., 2005). 

On one end of the spectrum, you have the customer and on the other, you have the 
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provider of the service. The achievement of quality not only depends on what the 

consumer expects but also what the service provider believes as quality in a service. 

The evolving needs of customers also play a role in service assessment and this has 

further contributed to the different scales of measurement adopted by different 

researchers in trying to measure service. However, there are numerous players in the 

delivery of a service and the importance of each player cannot be overlooked 

therefore, understanding the socio cultural concept of service delivery is important in 

understanding service as a whole. 

There are various casual factors to expectations of customers not being met. For 

example, culture has a direct bearing on employees’ behaviours and communication 

habit (Bjerke, et al., 2007). In the Fijian culture, society members (commoners) often 

rely on traditional leaders for directions and as a sign of respect, it is deemed rude to 

question leaders’ decisions (Tagi, 1991). This portrays a one way communication 

stance and it is vital that cultural differences are managed effectively in order for 

interpersonal interactions to be successful (Riddle, 2008). As argued by Terje (2008), 

previous research has highlighted that emotion(s) of employees has an impact on 

customer interaction(s).The need to manage employees effectively and a means of 

controlling their attitude and behaviour are crucial in quality service delivery and this 

can be a daunting task (Schwepker and Hartline, 2005). Therefore, understanding 

employee culture enhances the successful delivery of quality service. 

In addition, employees’ behaviours are influenced by their colleagues. This 

includes leaders who affect employee behaviours through their actions; whether 

these actions are work related or otherwise (De Jong and Den Hartog, 2007). For 

instance, “frontline service employees are referred to as boundary spanners because 

they operate at the organisation boundary” (Zeithaml, Bitner and Gremler, 2006). 

They are the “connection point” between the organisation and its customers and are 

referred to as the organisation’s eyes and ears. In the customers’ view, these 

employees represent the organisation and are expected to solve problems that occur. 

If they are unable to, then they are expected to relay customers’ needs to the 

organisation. At times due to the nature of their work, employees suffer emotional 

labour and this has a negative effect on quality service delivery (Zeithaml, et al., 

2006). Emotional labour refers to how employees manage their emotions in fulfilling 

organisational goals. For example, a receptionist displays a calm and composed 



 

15 

posture when verbally abused by a customer. Although the employee may be angry, 

she is restricted in portraying this feeling. Consequently, controlling behaviour and 

attitude of employees could prove complicated. Hence, it is imperative for 

organisations to make certain, that the behaviour and attitude of employees are 

favourable to quality service delivery (Hestkett, Jones, Loveman, Sasser and 

Schlesinger; 1994; Yong-Ki, Fung-Heon, Dae-Hwan and Kyung, 2006). 

2.8. The Organisation 

According to (Wright, 1977), organisations are formed in order to accomplish 

tasks which are difficult for one person to carry out.  An organisation is made up of 

different parts and “each part of an organisation contributes and receives something 

from the whole” (Silverman, 1970, p.27). These parts are interdependent and 

Silverman (1970) has described the organisation as a socio-technical system which 

consists of the environment, technology and the employees. In order for any 

organisation to survive, members need to carry out tasks assigned to them. However, 

total reliance on members to carry out the assigned tasks at most times is 

unachievable. Thus the presence of some form of authority and division of labour 

within the organisation will help achieve organisational goals (Pugh, Hickson and 

Hinings, 1976). The roles that members play are not restricted to that of the 

organisation, as its members may play different roles outside the organisation 

context. For instance, a handyman can be a lay preacher and an authoritative figure 

in the family. When people join an organisation they bring with them their own 

culture, which in turn, affects the organisation as a whole (Silverman, 1970). As a 

human being, it is natural to belong to a group. This need results in social actions 

being imitated among organisation members. As an illustration, employees emulate 

leaders’ behaviours (Pugh et al., 1976; Wright, 1997). When managers report to 

work late, employees are often late for duty. Consequently, in order to understand an 

organisation, it is critical to take into account the interdependent parts that contribute 

to it. 

In the service delivery context, the delivery of quality service will need to be 

looked at from a broader perspective. Achievement of quality service is very much 

dependent on the interaction of the organization, its employees and customer 

cultures.  As a point of illustration from air transport, the hot water urn in the aircraft 
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may be inoperative, resulting in customers not being able to have hot beverages. 

Likewise a group of loud or drunk passengers may disturb other passengers. These 

examples contribute to a customer’s overall evaluation of the airline’s service. 

Similarly, employee sentiments influence service delivery. An employee may feel 

that he or she is being unfairly treated by the organisation due to not receiving a 

wage increase. This would make the employee feel unvalued, possibly resulting in 

the employee’s unfriendly action towards the customer. However, if a person is well 

trained, he or she will be able to respond appropriately and control one’s emotions. If 

a person is not well trained to carry out a task, then heor she will not be able to 

respond in anacceptable manner (Moghaddam, 1998). 

Furthermore, studies carried out in the hospitality and airline industries have 

highlighted the importance of service quality in fulfilling customer satisfaction 

(Clemes, et al., 2008; Ling, et al., 2005; Pizam and Ellis, 1999). The study of cross 

strait airlines carried out by Ling, et al., (2005), revealed that travellers from 

mainland China and Taiwan differed in their perceptions of service quality. These 

differences are influenced by cultural backgrounds and social environments to name 

a few. Similarly, Pizam and Ellis, (1999), in their study, highlighted the different 

dimensions of service that customers value in assessing quality of a service or 

product and this assessment leads to one’s satisfaction or dissatisfaction. For 

instance, in a restaurant setting, customers may rate the importance of ambience, 

food and employee performance differently although one can argue that at most 

times, these characteristics contribute to the overall satisfaction of a customer.  

Therefore, understanding what customers value as important, is crucial in fulfilling 

customer satisfaction. However, it is important for managers to get to the root of the 

problems and one of the ways of achieving this, is getting the employees’ inputs in 

trying to find out the cause of dissatisfaction (Kim, Tavitiyaman and Kim, 2009). 

One way service quality can be improved, is through empowering employees 

during service delivery. Empowerment allows employees to perform service 

recovery and redress disservice that may be experienced by customers.  Employees 

become more customer focused when empowered in comparison to those who are 

not. When empowered, employees have a positive attitude towards their duty, and 

this attitude can contribute to feelings that are harmonious with organisation values 

(Clark, Hartline and Jones, 2009). Further, support from managers is equally 
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important for employees to provide high quality service (Den Hartog and Verburg, 

2002). The study by Chebat and Kollias, (2000), found that in the service industry, 

empowered employees are more productive and can readily adapt to changes that 

occur during service delivery. However, for service delivery to be successful, the 

strategic vision / mission of an organisation is vital. Values that govern 

management’s actions influence the actions of both the customer and the service 

provider (Susskind, et al., 2007). For instance, if the mission of an organisation is to 

provide quality service, then these are the guidelines that employees strive to 

accomplish. At the same time, customers will expect quality service delivery. 

However, a person’s perception of an event is dependent on one’s experience and 

culture. “Thus it would be expected that perceptions of service quality would differ 

across cultures” (Ueltschy, et al., 2007, p.141). Despite its strategic importance to 

date, service quality is considered a complex construct and, as such, generates many 

debates regarding its conceptualisation and measurement, causing confusion among 

researchers and practitioners alike (Ekinci, 2002). 

2.9. Organisation Culture 

Organisational culture is defined as “the visible and less visible norms, values 

and behaviour that are shared by a group of employees which shape the group’s 

sense of what is acceptable and valid” (Wilson, 1997, p.89). The culture of an 

organisation is important because norms and values have a bearing on employee 

attitude which will affect their behaviour(s) towards the customer (Ojo, 2009). 

However, each department within an organisation may have its own way of doing 

things. This is referred to as corporate culture or sub culture and at most times may 

be different from the organisation culture (Buono & Bowditch, 1989;Davis, 

1984;Schein, 1985).  For example, from this research it was found that the Cabin 

Crew preferred to take the beverage cart while serving customers’ meals. Although 

the in-flight procedure states that only a range of drinks is to be served with the main 

meal, the crew still deviate from the procedural norm. Availability of a whole drink 

range allows the customer to have the drink of his choice with his or her meal. 

Drinks that are not in the “prescribed range” as in the service procedure, will have to 

be served after the serving of tea and coffee; which at times may take more than 20 

minutes. Even though in this instance, there is a pragmatic adaptation by crew, this 

deviation from procedure displayed by the service provider, has a bearing on 
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customer satisfaction. 

More so, leadership styles adopted by managers also have a bearing on employee 

behaviour(s) and empowered employees are more inclined to behave, according to 

the values of the organisation (Clark, et al., 2009; Gibson, 2003). At the same time 

empowerment can be disruptive and as stated by Chebat and Kollias (2000), training 

employees guarantees that empowerment is not misused. 

On the other hand, positive relations between employees and their leaders are 

important as employees often imitate leaders’ behaviours to gain favour (Cole, Bruch 

and Shamir, 2008; Davis, 1984). Trust is also important between leaders and 

employees and this can be manifested in various ways, like the fair treatment of 

employees and empowerment. Empowering employees in the Fiji context may not be 

that easy, taking into consideration the power distance that exists in the culture. It 

can be argued that the employees are displaying trust and respect in not questioning 

the managers’ decisions however, on the same token leaders should show trust to 

their employees by empowering them. In previous studies, findings emphasised that 

trust has a positive influence on service delivery environment and employee 

satisfaction (Chathoth, Mak, Jauhari and Manaktola, 2007; Chebat and Kollias, 2000; 

Den Hartog and Verburg, 2002). For example, from this research, employees felt that 

the authority given to them to perform service recovery shows the organisation’s 

trust. This not only allows them to fulfil customer expectation but at the same time 

gives them satisfaction because they are able to keep their customers happy. 

Furthermore, treating employees well would ensure loyalty and behaviours that 

augur well for any organisation (Everton, Jolton and Matrangelo, 2007). Since 

organisations rely on their employees for the delivery of quality service, it is vital 

that employee attitudes are favourable to service delivery because customers’ 

perceptions are influenced by the service deliverer. However, as argued by Huang 

and Van de Vliert, 2006, members of collectivistic societies are more likely to trust 

the organisation than their individualistic counterparts. This is manifested in the way 

employees are loyal to their organisations (Sims, 2009). Although leadership styles 

differ depending on the culture of the organisation, it has been shown that these 

styles influence employee behaviour and the service climate. For instance, the 

support provided to an employee when faced with difficulties in the work site, is a 

leadership style that positively impacts employee behaviour (Testa and Ehrhart, 
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2005). However, determining which leadership style is best suited for any 

organisation is still a mystery (Clark et al., 2009). 

2.10. Culture 

Culture by definition is “the collective programming of the mind that 

distinguishes one group or category of people from another” (Hofstede, 1984, p.21). 

According to him, there are four dimensions of national culture, namely power 

distance, individualism, masculinity and uncertainty avoidance. Often, customers 

represent different dimensions which affect their evaluation of services and service 

providers need to adapt service delivery to meet the needs of their target groups. 

Overlooking differences between cultures has limited the ability of service 

multinationals to expand their activities internationally (Li and Guisinger, 1991) and 

so the relationship between perception and one’s belief and values, cannot be ignored 

(Jabnoun and Khalifa, 2005). Therefore, cultural training for service employees is 

important, as it can create awareness of one’s own culture and at the same time, 

allow the service provider to be sensitive to customers’ needs (Mattila, 1999; 

Reisinger and Turner, 2002). A study by Mattila (1999) has drawn attention to the 

importance of culture in the hospitality sectors and the need for the employee and the 

customer to understand each other, which may not always be preferred. The study 

also revealed the differences of power distance between Asian and Western cultures. 

Apparently, Asian culture has a larger power distance in comparison to its Western 

counterpart. Also, members of societies characterised by greater power disparity, 

often condone the unequal distribution of power and employees are reluctant to 

question those in authority. By comparison, members of Western societies are 

reportedly egalitarian in nature. These differences further influence customers’ 

expectations of service and employees’ behaviour (Chung-Herrera, Goldschmidt and 

Hoffman, 2004; Kim, Tavitiyaman and Kim, 2009; Stauss and Mang, 1999). 

Similarly, Reisinger and Turner (2002) carried out a study on Asian customers and 

their Australian hosts. Their findings revealed that Asians were more dependent on 

each other and more family oriented in comparison to their Australian hosts. These 

affected the way service delivery is assessed. The service providers have their 

culture, which is carried into the workplace and this helps determine a person’s 

behaviour. By contrast, the organisation also has its own culture, and interaction 
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between organisation and employee and their cultures, not only affect the way a 

service is delivered but also how a customer evaluates service. 

In carrying out “cross cultural research, the individualistic/collectivistic 

dichotomy has been commonly adopted to compare cultures” (Kong and Jogaratnam, 

2007, p.278). Individualists place high value on autonomy, competitiveness and self-

sufficiency, while collectivists are more interdependent, have more group solidarity 

and highly value interpersonal harmony (Kim, Triandis, Kagitcibasi, Choi and Yoon, 

1994; Leung, 1988; Sierra and McQuitty, 2005). Countries classed as having 

individualistic culture are those in North America and Europe, while countries in 

Asia, Latin America and Africa are classed as collectivist (Kim, et al., 1994; Leung 

1988; Triandis, 1995). However, while Hofstede (1984) has portrayed individualism 

and collectivism as extremes, where they occur at different spectrums at the cultural 

level, in reality it has been known to be multidimensional (Francesco and Chen, 

2004). Furthermore, Triandis (1995) argues that individuals will use both tendencies 

depending on the situation that one is in. In the study carried out by Yi (n.d) on 

college students of Korea and the United States, it was found that the students did not 

fall exclusively into collectivist or individualistic culture. The students at times 

displayed a mixture of both due to changes in society. “What seemed applicable and 

relevant to the way we comprehend the cultural differences a few years ago, may not 

be appropriate today” (Yi, n.d. p.9). 

2.11. Culture – Fiji Context 

Fiji is a multiracial society which consists of Indigenous Fijians, Indo Fijians, 

Chinese, Expats of European origin, Part Europeans, Rotumans and other Pacific 

Islanders and it is arguable that both collective and individualistic culture are present 

to some extent. Based on earlier research carried out regarding collectivism and 

individualism, Fiji would be classed as having a collectivist culture (Hofstede, 1984; 

Kim, et al., 1994; Leung, 1988; Tagi, 1991; Triandis, 1995). However, research 

carried out in Fiji by Tagi(1991), has highlighted that the Indo Fijian, Europeans and 

Chinese are individualistic while the indigenous Fijians and other Pacific islanders 

are collectivists. This finding by Tagi was based on the principles of accumulation 

and individualism. However, on the other hand, Indo Fijians and Chinese are 

collectivists, as in their cultures, elders are being looked after and the extended 
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families still exist. In fact, both individualism and collectivism are found striving in 

Fijian society and their respective emergence depends on the situation (Triandis, 

1995). Arguably, indigenous Fijians are slowly becoming individualistic because of 

an increasing emphasis on individuals’ rights and freedoms of choice (Ravuvu, 1983, 

p.2). This is also evident in the increase in the number of elderly people residing in 

the old people’s home (R.Sautu, personal communication,October 12, 2011), which 

suggests a decline in support offered by the extended family in the care of the elderly 

which are characteristics of collectivist (communal based) culture. Nevertheless, 

despite such change in Fiji’s culture, as a whole, ascribed relationships continue.  For 

these reasons, culture is labelled collectivistic (Bond, 1998; Kim, et al., 1994; Leung, 

1998). 

2.12. Power Distance 

Power distance refers to the unequal structure that exits in a society (Hofstede, 

1994). In collectivist societies, power distance is larger in comparison to societies 

which are individualistic in nature (Becker, 2000; Kim, et al, 2009; Sierra and 

McQuitty, 2005). In early research in tourism, power distance was seen as “the most 

relevant dimension to explain the impact of cultural difference on perceptions of 

service provision” (Tsang and Ap, 2007, p.356). It is arguable that power distance 

has a bearing on the other three dimensions. Therefore, it is pertinent for this 

research, to consider discrepancies in the Fijian society in order to better understand 

how service is delivered. In the Fiji context, the two main cultures (Indigenous and 

Indo Fijians) have high power distance and the existence of different power levels is 

acceptable (Niukula, 1995; Saffu, 2003). Although there are different races present in 

Fiji, for the purpose of this study, the focus will be on the indigenous Fijian 

population. This is due to the higher percentage of response received from the 

sample population. Fifty nine (59) percent were from the indigenous sector while the 

second highest (13.7 percent) were Part Europeans. The Indo Fijians had a 7.8 

percent response rate while the other three categories shared 19.5 percent. 

Nevertheless, in the results sections of this paper, ethnicities of the interviewees have 

been included in order to reflect the diversity of Fijian culture. 

Firstly, indigenous Fijian society is hierarchical in nature, and this contributes to 

the high power distance present. Respect accorded to the elders and those in 
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authority is important and it is deemed rude to question decisions or instructions 

made by leaders (Mataitoga, 1992; Ravuvu, 1983). Traditional leaders make 

decisions for everyone in the community and, as a commoner, one looks up to a 

leader for guidance (Tagi, 1991). “The true religion of the Fijian has been said to be 

the service of the chief” (Scarr, 1984, p.5).  Respect is portrayed in one’s 

mannerisms. An example of this respect is the guarded approach when meeting 

someone for the first time. It is disrespectful to directly ask where someone hails 

from and this is achieved by asking others. Also in public settings, it is rude to 

interrupt while one is talking and moving among other people whether these are ones 

kinsmen or guests, one adopts a stooping or bowing position as a sign of respect. The 

approach of “others first self later” is often adopted. However, these stances at times 

have been inaccurately construed by members of other societies as a sign of 

weakness (Ravuvu, 1983). 

In addition, Fijians have been labelled as “care free” (Ravuvu, 1983; Tagi, 1991). 

Their acceptance of not worrying about tomorrow (Ravuvu, 1983) is a result of 

power distance culture whereby they are being “conditioned to accept a situation and 

to await the initiative of the appropriate leaders” (Tagi, 1991). In this respect they 

have acquired the label, a peaceful loving people. However, at the start of their 

contact with Europeans, Fijians were identified by foreigners as barbaric, 

cannibalistic, and a fighting people (Bryant, 1974).Being hospitable did not mean 

that one was safe among these people because at the same time they might have been 

seen to kill their visitors (Allen, 1984). Additionally, the adoption of the Christian 

faith resulted in the end of cannibalism and a peaceful way of life. 

Culture plays a major role in the delivery of quality service. Although 

collectivism and individualism have their strong points, they also have their 

disadvantages therefore, it is important for organisations to understand the culture of 

their employees in order to accomplish organisational goals and values. Values and 

philosophies adopted by an organisation have an effect on both customers and 

service providers (Susskind, et al., 2007). The presence of power distance in any 

culture for instance has an effect on peoples’ behaviour. This behaviour, which is 

manifested in people not being able to disagree with their leaders, is a result of 

peoples’ acceptance of power resting on the minority (Hofstede, 1984; Mattila, 

1999). Due to this, there is less direct communication between employees and their 
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superiors (Huang and Van de Vliert, 2006) and employees are left with the 

expectation that if they carry out their duties, all will be well (Triandis, 

1995).Training and developing employees to learn and be aware of their culture in 

relation to that of their customers, will at least solve most service problems. 

Consequently, in the service delivery context, the employee is as important as the 

customer in fulfilling quality service. 

The next Chapter (3) discusses the research objectives and the methods used to 

collect data for the research. 
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Chapter 3 

Methodology 

Aims, Objectives and Research Techniques 

3.1. Introduction 

A research design is a plan developed in order to study the research problems 

(Glatthorn, 1998). The plan “links the data to be collected to the initial questions of 

the study” (Yin, 1989, p.18) thus giving a clearer picture in determining a holistic 

approach in this chapter. 

The chapter begins with a description of the methodological approaches followed 

by the aim, objectives and description of the study area. The research techniques 

applied, justification of the area under study, its limitation and ethical considerations 

are also presented. 

3.2. Methodological Approaches 

In the natural and social sciences, two research paradigms are prevalent. The 

quantitative perspective, which is derived from a positivist epistemology, reflects the 

thought that “only events which can be observed or that only propositions which are 

(at least in principle) testable, have a claim to truth (unless like logic, they are true by 

definition)” (Smith, 2008, p.10). The other, which is phenomenological in nature and 

is often known as qualitative research, emphatically directs one to understand the 

meaning of the process (Merriam, 1998). Hence, this perspective stresses the view 

that “reality adheres in the perceptions of the individuals” (Glatthorn, 1998, p.34). 

Although qualitative and quantitative methods maybe similar in their approach in 

trying to explain a phenomenon, there are differences between the two. These 

similarities for example are found at the data level. Data collected through qualitative 

methods are at times coded and given numerical values. On the other hand, the 

differences as stated by Nykiel (2007), are based on the premise that quantitative 

research is deductive where theories are tested and qualitative research is inductive 

where theories are generated.  However, Bouma and Ling (2004), state that the main 

distinction between the two is that quantitative research sets out to give numerical 
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results while qualitative research aims to provide and give a more detailed 

description of a situation. 

In addition, qualitative and quantitative methodologies have their individual 

weaknesses and strengths.  A strength of the quantitative method is that it highlights 

the scale in which an issue exists by showing this in numbers. However, one of the 

weaknesses is that it does not show the meaning behind such existence. The 

qualitative method on the other hand allows an understanding of the meaning behind 

the existence and also includes insights from the perspectives of the subjects 

understudied. Therefore, the use of a mixed methodology maximizes the validity of 

the research and further fulfils the research objectives (Jones, 1997). 

In order to understand the research issue better, it is useful to adopt both 

perspectives (Creswell, 2003,p.21) and this has been the approach adopted here. The 

researcher used questionnaires, tabulation, graphs, in depth case studies, interviews, 

focus groups, and participant observations. It is believed that no single method of 

measurement is perfect and measuring data through various means minimises errors 

and biases further adding validity to the research. For instance, interviews carried out 

assisted in clarifying issues that were highlighted in the questionnaires. 

Finally, questions for the study were based on the SERVQUAL scale developed 

by Parasruman, et al.,(1988). Different questions were formulated for employees 

(Appendix 1–3) and management (Appendix 4). The self-completion questionnaire 

consisted of 54 questions (Appendix 3) which incorporated the 5 dimensions of 

SERVQUAL (Reliability, Assurance,Tangibles,Empathy and Responsiveness). A 5 

point Likert scale ranging from (Strongly Disagree to Strongly Agree/Strongly 

Dissatisfied to Strongly Satisfied/Very Inflexible to Very Flexible) was used and 

respondents were asked to state their views by ticking the appropriate answer. The 

second part of the questionnaire related to respondents’ demography and the third 

part included open ended questions on culture, problems encountered by employees 

and improvement of service delivery. 

3.3. Aims and Objectives 

This study aims to examine the service delivery in Air Pacific Limited and the 

importance of organisation and ethnic culture in its delivery. In attempting to achieve 

this aim, a total of13 objectives were formulated, involving several different methods 
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as indicated in Table 3. 

 

Table 3: Research Objectives and Methods used 

Objectives Research Methods 
Identify employees views on the importance of 
quality service 

Questionnaires, Interviews, 
Focus groups 

Assess ways in which employees are trained to 
understand customer needs 

Questionnaires, Interviews, 
Focus groups 

Find out the employees understanding of organization 
culture 

Interviews, Questionnaires, 
Focus groups 
 

Discover the Union’s influence in employee work 
conditions 

Interviews, Case Study 

Assess how the organisation trains its employees in 
organisation culture 

Interviews, Focus groups,  
 

Describe what the employees learn, what they need 
and what they are trained to do 

Interviews, Participant 
Observation, Questionnaires 

Ascertain the degree in which employees are 
empowered in order to achieve customer satisfaction 

Interviews, Questionnaires, 
Case Study, Focus groups 

Assess how employees are involved in the planning 
of service procedures 

Questionnaires, Interviews, 
Focus groups 
 

Describe the employees view regarding the handling 
of disputes of passengers and within the organisation 

Interviews, Questionnaires, 
Focus groups, Case Study 

Present the system of rewarding employees for good 
performance 

Interviews, Questionnaires, 
Focus groups 
 

Identify service procedures and work environment 
that contribute to quality service 

Participant Observation, 
Interviews, Questionnaires 

Assess the role of the employees’ underlying culture 
in their performance 

Data from previous surveys. 
Note literature, Interviews, 
Focus groups 
 

Recommendations Results of Findings 

3.4. Study Area 

The study area in this research covered the three types of aircraft operated by the 

Company. These aircrafts are Boeing 737(700&800 series), 767(300 series) and the 

747(400 series). Interviews took place in the aircraft while crew were on duty and at 

the waiting lounges around the airports to which the airline operates. All the aircrafts 

are Fiji based and they differ from one another in their seating capacities, flight 

routes and years of service operation. Other areas of study were the training centres, 
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offices of the managerial staff and hotels in Los Angeles, Hong Kong and Honolulu 

where the respondents were being accommodated. The research activities covered an 

8 month period, from August 2009 to April 2010. The airline has a total of 6 aircrafts 

in its fleet (Table 4). The number of employees is 767 of which fifty are expatriates. 

Out of these expatriates 35 are aircraft pilots. The focus of this study is to find out 

the importance of culture via the delivery of service in the airline and the study is 

focused on flight attendants who deliver in flight service. 

Table 4: Cabin Crew Operation 

Aircraft Type Fleet Number of 
Operating Crew Crew Category 

737-700 1 4 1Purser 
1SFA 
2FA 

737-800 2 5 1Purser 
1SFA 
3FA 

767-200 1 8 1Purser 
2SFA 
5FA 

747-400 2 14 1Purser 
4SFA 
9FA 

Table 5: Number of Employees 

Category Total 
Number 

Total 
Sample 

Total 
Female 

Total 
Sample 

Total 
Male 

Total 
Sample 

Purser 38 (19) 31 (14) 7 (5) 
Senior Flight 
Attendant 

82 (41) 60 (30) 22 (11) 

Junior Flight 
Attendant 

181 (90) 116 (61) 65 (29) 

TOTAL 301 150 207 105 94 46 

737 Aircraft 

On the 737 aircraft, the number of crew carried for a flight depended on the 

number of passengers on board. If there are more than 125 passengers carried, the 

flight is manned by 5 crew otherwise 4 crew are carried. The number of interviewees 

was also dependent on the flight time. The aircraft services mostly the regional 

routes, Australia, New Zealand and Hawaii. Flight times ranged from 1 to 6 hours. 

For flights less than 3 hours, 50% of operating crew was accessed by the researcher. 
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However, for flights above 3 hours, all operating crew were interviewed. 

767 Aircraft 

On the 767 aircraft, 8 Cabin Crew are carried irrespective of passenger load. 50% 

of the operating categories were chosen which resulted in one (1) senior flight 

attendant and two (2) flight attendants. For flights with an equal number of males and 

females, crew were chosen based on a fair representation of the two sexes. However, 

on flights where all crew were of one gender, respondents were picked according to 

categories. 

747 Aircraft 

On the 747 aircraft, the number of crew for a flight is 14. There are four (4) 

Senior Flight attendants, nine (9) Flight Attendants and (1) Purser.  50% of the 

operating categories were chosen for discussion which resulted in two (2) from the 

senior category and four (4) from the flight attendant category. However, for flights 

to Los Angeles, if passenger numbers are below 399, only 13 Cabin Crew are carried 

and the number of Flight Attendants is decreased to 8. 

In this study, the researcher has adopted both the qualitative and quantitative 

approaches (refer Table 3). The adoption of various data collection methods and 

analysis, also known as triangulation, strengthened the validity and reliability of 

research (Merriam, 1998). There are different forms of triangulation and the 

differences lie in the sources of data, the methods, the theories, the researchers and 

the types of data (Miles and Huberman, 1986).  

The study utilised various methods of collecting data and different questions 

were formulated in order to find out if these had the same answers or fulfilled the 

same objectives. The use of triangulation enables the researcher to critically evaluate 

one’s own work through testing which highlights weaknesses that may be prevalent 

(Fielding and Fielding, 1986, pp 22-25). 

3.5. Research Techniques 

3.5.1. Sampling 

“Sampling is crucial as it holds the key to the comparisons that you will be able 

to make using your data” (Barbour 2001, p.58). In this research simple random 

sampling was adopted. This was achieved by choosing every second person from 
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each category, as including all the employees in a sample could be expensive, and 

the use of this method would also minimize bias. Through this method, every 

member of the population had equal opportunity to be in the sample and this would 

represent the population under study (Veal, 2006). Due to the population being 

divided into groups, stratified sampling was applied enabling the sample to represent 

the population under study. Samples taken were representative of every category of 

CabinCrew. The stance to utilize this method is to help create a deeper insight into 

the issues that are being researched. 

3.5.2. Population Sampling/Sample Size 

There are a total of 767 employees in the organisation. 301 of the employees are 

flight attendants who comprised the sample population. In addition, 10 Managers 

were also part of the sample. There are 3 categories of flight attendants namely 

Purser (PUR), Senior Flight Attendant (SFA) and Flight Attendant (FA).  

There are 38 (PUR), 82 (SFA) and 181 (FA) (refer Table 5). The Pursers act as 

Managers on line and the SFAs are the supervisors. To get a better representation of 

the sample, every 2nd person in each category was selected as a participant to answer 

the questionnaires: (PUR = 19, SFA = 41 and FA = 90). A total of 150 Cabin Crew 

were issued with questionnaires and 102 questionnaires were completed and returned 

reflecting a 68% response rate. 52 respondents took part in group discussions. 

Furthermore, participants in the group discussions also included those who had 

previously answered the questionnaires. However, participants in the questionnaire 

survey were not part of the discussion groups till they had completed their 

questionnaire survey. It was felt that issues discussed in group discussions would 

affect the way a respondent would answer the questionnaires. Questions asked in the 

questionnaire are detailed in Appendix 3. 

3.6. Sources of Data 

For this study, information and data were sourced from primary and secondary 

sources. 

3.6.1. Secondary Data 

Secondary sources were taken from previous customer survey results carried out 

by the airline. A survey was carried out in 2007 and covered a 12 month period 
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(Appendix 7). This survey was carried out through questionnaires which were 

distributed to passengers during the flight and collected before they disembarked the 

aircraft. Customers were asked of their views about the airline’s overall service. This 

included the passengers’ experiences from the booking of their flights, their checking 

in, the in-flight service, to the collection of their luggage at their arrival destinations. 

Secondly, the University of the South Pacific Library and online journals also 

served as information sources on previous research carried out regarding service 

delivery and service providers. For instance, literature sourced from work(s) carried 

out by Reisinger & Turner (2002), Qalo (1997), Tagi (1991) highlighted the 

influence of culture on human behaviour and perception. This enabled the researcher 

to compare and contrast ideas and have a better understanding of the topic under 

study. Using secondary data would further allow one to notice the trend if there is 

any, and could either add weight or support or in the end allow us to counter any 

earlier research or the current research. 

3.6.2. Primary Data 

Data for this survey were collected through focus group discussions (Appendix 

1), interviews (Appendix 2) questionnaires (Appendix 3), participant observation, 

and informal discussions. Primary data collection was carried out in the field. 

Questions used as discussion points, in the interviews with trainers and policy 

makers (Managers) are detailed in Appendices 2 & 4. 

3.7. Case Study 

The use of case studies to provide detailed descriptions of situational conditions 

and events is well established (Glatthorn, 1998, Merriam, 1998). A case study design 

is employed to gain an in-depth understanding of the situation and meaning for those 

involved. In the case studies covered, the primary focus was on Cabin Crew who 

delivered in-flight service, the trainers who train crew in the classroom and those on 

the work site, and the Managers, who are the policy makers. The case studies are 

detailed in Chapter 8 which highlights work environment and communication. The 

use of case studies in this research is important because they portray issues in a 

broader perspective and also give insight into issues mentioned in the provision of 

customer services. 
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3.8. Questionnaire 

The questionnaire in this study consisted of structured and unstructured 

questions. Questionnaires are useful because they are more attuned to sensitive 

issues, are cheaper and a faster way of collecting data (Walsh, 2005). 

The questionnaire was designed to meet the focus of the study and questionnaires 

were pilot tested to five Cabin Crew members before later administration by the 

researcher. Some questionnaires were personally given to respondents when they 

reported for duty and some were deposited in the respondents’ respective mailboxes 

at the work place. A cover letter and a personal note from the researcher to the 

respondents were attached to the questionnaire.The note informed the respondents of 

the time frame that the questionnaire needed to be returned. The respondents were 

given a period of four to eight weeks to fill and return the questionnaires. 

Respondents were also advised that if they were unable to fill in the questionnaire, 

they were to return it to the researcher’s mailbox. However, after the initial time 

frame had lapsed, respondents were reminded to return their questionnaires via a 

notice placed on the employee Notice Board. E-mails were also used as a reminder to 

the respondents and they were given a grace period of 1 week to return their 

completed questionnaires.  Respondents were asked on the attributes of quality 

service and the role of culture in service delivery. Details of the questions asked are 

in Appendix 3. Furthermore, the researcher was available to some respondents while 

they filled out the questionnaires and their respective queries about questions in the 

questionnaire were addressed. The first part of the questionnaire covered the 

measurement of quality service. The second part sought to understand the 

background of the respondent and the third part consisted of open questions. There 

were a total of 65 questions in the questionnaire and 150 questionnaires were 

distributed. 

3.9. Focus Group Discussions 

A focus group is often adopted for a faster interview process as individual 

interviews can be tedious (Babour, 2001). However, it also serves as a brainstorming 

activity in which participants interact, discuss and build on each other’s comments 

resulting in a better understanding of issues raised. In some aspect, this also 

contributes to a more detailed data. The interview takes place between a group of 
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informants and the researcher. Questions are often open ended in nature and 

informants are freely allowed to give their ideas (Taylor and Bogdan, 1984). The 

questions that the focus group were asked to look at were: quality service, corporate 

culture and work environment as indicated in Appendix 1. In this study, group 

discussions were important because the rostering system in place did not allow the 

researcher enough access to all respondents. The respondents and researcher were 

unable to meet or work together for at least two months. A convenience sample was 

adopted and respondents were selected when they met or worked together with the 

researcher.  Group discussions therefore proved to be a cheaper and faster way of 

getting responses. Also, through group discussions, employees were able to share 

their views regarding issues and debates, which arose. This resulted in issues being 

rectified or new ones highlighted. Group discussions, enabled a wider range of 

respondents (juniors to the most seniors) to be present thus allowing a broader scope 

of concepts and views to be addressed. Since respondents work together in groups 

ranging from four to 14, (refer Table 4) group discussions were an advantage in that 

a greater number of respondents were interviewed. 

However, in the focus group discussion, since the researcher was part of the 

crew, the operating numbers have been decreased by one and the breakdown of the 

participants is exhibited in (Table 6). 

Table 6: Focus Group Participants 

Aircraft Type Operating 
number of crew 

Number of 
crew in each 

category 

Number chosen 
for interview 

Number of 
participant in 
each category 

737(700) 3 1 SFA 
2 FA 

3 1 SFA 
2 FA 

737(800) 4 1 SFA 
3 FA 

3 1 SFA 
2 FA 

767 7 2 SFA 
5 FA 

4 1 SFA 
3 FA 

747 13 4 SFA 
9 FA 

6 2 SFA 
4 FA 

For 737 flights that had three crew, all were chosen for the discussion. For flights 

on the 737 that consisted of four crew, at least three people (which consisted of one 

(1) senior flight attendant and two (2) junior flight attendants) were chosen for each 

discussion. 
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For flights on the 767 aircraft with seven (7) crew operations, one (1) senior 

flight attendant and two (2) flight attendants were chosen. 

On flights operated by the 747 aircraft, (manned by 13 Cabin Crew), an equal 

representation of the two categories was used. On this particular aircraft, there are 4 

Senior Flight attendants and nine (9) Flight Attendants. Two (2) from the senior 

categories were chosen for the discussion and four (4) from the flight attendant 

category. Also a fair representation of gender was considered however, for some 

flights, which were female dominated; respondents were picked based on category 

only. An equal number of respondents were chosen from both categories. 

Respondents were also asked if they had participated in the questionnaires and first 

preference was given to those who did not participate in the questionnaires. 

However, chances were also given to those who had been issued questionnaires but 

had not been part of the discussions, until they had returned their questionnaires. On 

some flights, the majority had participated in the questionnaire survey and therefore 

the researcher had to include them in the discussion. Basically the respondents were 

representatives of all categories that were available to the researcher. 

It can be argued that since some of the respondents had participated in the 

questionnaire survey their responses could provide an in depth study of issues that 

were highlighted previously in the questionnaires. Discussions were held in the 

aircraft when crew were on their meal or rest break, the transit lounge when waiting 

for an aircraft, and at outer ports during crew layover. Each participating group 

consisted of a mixture of females and males and the different categories of flight 

attendants. Discussions were also carried out with a group of pregnant crew who 

were on administrative duties in the head office. Discussion times ranged from 20 to 

60 minutes and members of discussion groups varied from three to 12. 

3.10. Interviews 

In depth interview refers to the face-to-face encounter between the researcher and 

the informant. This encounter enables a respondent to relate in his or her own words 

one’s perspectives regarding the questions being asked (Taylor & Bogdan, 1984). In 

depth interviews were carried out with Managers and Trainers and interview times 

ranged from 45minutes to one hour. Interview formats were unstructured and semi 

structured and the adoption of both forms of interviews was vital in probing and 
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getting a better scope of response from the respondents. Since the interview was on a 

one to one basis, respondents were more open to airing out their views and were able 

to freely discuss issues that directly concerned them. A total of 10 Managers were 

selected based on their departments’ direct involvement in service procedures, 

recruitment, discipline and issues that were highlighted by crew as detailed in 

Appendix 4. The Trainers on the other hand were asked about the work environment 

and training methods (refer Appendix 2). 

The Cabin Crew that were interviewed were picked on their work position, 

experience and involvement with issues in question. The different positions enabled 

a better understanding of issues. The respondents were also selected due to their 

availability and when they operated with the researcher. For example, in the issue of 

the bidding system, a total of 27crew were selected. Nine (9) crew were selected 

from every category of flight attendants (Purser/Senior Flight Attendant/Flight 

Attendant). Every category was divided into three sections: the 10 most senior, 10 

least senior and those who were ranked in the middle of the seniority list. These 

respondents had also taken part in the group discussions. This was important; as the 

researcher was compelled to find out the reason the bidding system was unpopular. 

For other issues such as clarifying answers in the questionnaire, preference was given 

to respondents of the questionnaire. For Union related issues, crew were selected on 

their experiences or involvement with the Union. However, due to confidentiality, a 

degree of vagueness has been adopted in describing respondents otherwise they can 

be easily identified. 

Informal discussions regarding issues raised in the questionnaires were also held 

with individuals. These discussions involved respondents who had taken part and 

some that did not participate in the questionnaire. 

As summarised by Smith (2008), speed, reliability and control are the benefits of 

a structured interview. However, a semi structured interview also has its advantage. 

Although it may not be as fast as the structured format, and may be difficult to 

analyse, richer data are collected due to the respondents being allowed to freely 

express their feelings and attitudes. 

Interview data were collected, coded and themed. These were then analysed for 

similarities and pasted into tables and graphs to show the prominent themes that 
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emerged. This analysis was carried out through SPSS and pasted into excel 

spreadsheets and pie charts. 

3.11. Participant Observation 

As stated by (Nykiel 2007), participant observation involves focusing not on a 

single but a variety of activities that take place and how they interconnect. “One of 

the main features of this method is the researcher dives head along into the field, 

observes from a members perspective but also influences what is observed owing to 

his or her participation” (Flick 2002, p.139). The researcher’s interest in quality 

service and the constant need to improve service has prompted her to take up this 

area of study. The researcher has been an employee with the airline for 18 years and 

holds the position of Purser. She has been employed in the tourism sector and had 

been involved in customer service during the last 27 years with experience in the 

Hotel, travel agent and airline industries. As a participant, the researcher was a part 

of the group in the working environment. The researcher was also able to carry out 

her observations while at work and questions were asked to the respondents, which 

enabled her to have a better understanding of circumstances. Observations were 

carried out at an average of 2 flights per week, which covered regional and 

international sectors. Flight times ranged from one hour 20 minutes to 10 hours. 

Understanding service delivery and keeping the customers satisfied is crucial to 

any service provider and mostly to the survival of any service delivery business. The 

changing needs of customers is part and parcel of customer service and this could at 

times be costly and beyond the reach of an airline like Air Pacific. It is unable to 

compete with the larger players who have the money and means to provide the 

luxury of flying but the one asset that the airline is rich in, is its employees. Recently 

it has adopted the brand “the world’s friendliest airline”. Being branded, as the 

friendliest people on the planet is a result of customers’ experiences and the 

recognition and nurturing of this natural asset may be the best way forward for the 

airline. Measures therefore should be taken that this asset is not lost. At times the 

need to make profit weighs more than anything else in organisations, and the people 

who contribute to optimising profit are overshadowed. 

3.12. Research Analysis 

Data collected were analysed using more than one method. Interviews were 
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transcribed and after transcription, the main themes were identified. Responses were 

then placed in categories and coded.  Data from observation were analysed through a 

content analysis technique where the contents of these data were “analysed 

qualitatively for themes and recurring patterns of meaning” (Merriam 1998, p.160). 

Themes prevalent through these observations were categorised and compared to the 

themes from the interviews and questionnaires. Data gathered from questionnaire 

were coded and analysed using SPSS. Through the use of SPSS and Excel 

spreadsheets, data have been reported through frequency tables and percentages. 

Furthermore, charts and graphs were used to display the data. Although SPSS is 

quantitative, its use in this study assists the interpretation of the data by providing a 

statistical value to the variables.  

3.13. Limitations of the Study 

1. The researcher is new to the field of research and is endeavouring to learn and 

perfect the methods of interview. 

2. As the researcher is a member of the total surveyed population, respondents may 

not have been willing to give truthful views. However, since the researcher has 

been in the organisation for 18 years, and personally knows the majority of the 

respondents, this enabled the respondents to impart experiences and information 

willingly to the researcher.  

3. Due to the short time that the respondents have in-flight, some interviews were 

rushed and passengers were present within the vicinity of the interview areas. It 

did not give the respondent the right relaxing atmosphere to answer questions. 

4. In group discussions, some respondents would dominate the discussions and 

although the opportunity was given to everyone, the presence of senior officers of 

the company may have affected the type of information that was collected. 

3.14. Ethical Consideration 

It is important for any researcher to treat the respondents of a study with respect. 

Confidentiality is crucial and the response to any questionnaire or interviews is 

highly dependent on how the respondent assesses the researcher. For this study, 

assurance was given to the respondents that their responses would be treated as 

confidential. No names would be used or quoted in the study. This assisted in the 
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“free flow” of information. For interviews, permission was sought from the 

respondent for the use of tape recorder. 

3.15. Conclusion 

This chapter has highlighted the methods used in the study of service delivery in 

a sociocultural context of an airline. Background information on the approaches 

taken for the research, the collection of data and its analysis has also been 

highlighted. The next chapter (4) gives an outline of the results of the questionnaire. 



 

38 

Chapter 4 

Results of Questionnaire 

4.1. Introduction 

In this chapter, a detailed description is provided of the questionnaires results 

administered to the sample of Air Pacific Cabin Crew - the questionnaire is to be 

found in Appendix 3. The airline has a total of 767 employees and the sample 

population for Cabin Crew numbered 301. There are three categories of Cabin Crew: 

Purser, Senior Flight Attendant and Flight Attendant of which 38 are Pursers, 82 

Senior Flight Attendants and 181 Flight Attendants. Stratified sampling was used and 

every second person in each category was chosen to take part in the questionnaires. 

Some of the questionnaires were personally given to the respondents by the 

researcher and some were dropped off in respondents’ mailboxes in their briefing 

room. Respondents were given a period of four to eight weeks to fill and return their 

questionnaires and a reminder note posted on the notice board. E-mails were also 

sent to the respondents. A total of 150 questionnaires were given out and 102 

completed questionnaires were returned, reflecting a 68% response. Fictitious names 

have been used to protect the interviewees. Data collected were analysed using SPSS 

and categorised into eight themes. Additionally, graphs have been constructed using 

excel spreadsheet. Some of the results have been used in this chapter and a more 

detailed outcome of this analysis is in Appendix 5. 

4.2. In-flight Amenities 

In-flight amenities are an important part of the service. These amenities which 

form the physical aspect of service, contributes to the overall comfort and 

satisfaction of the customer. In-flight amenities offered include reading materials, 

blankets, headsets, toothbrush, socks, eye shades, lotions, colouring kits and jigsaw 

puzzles for children. However, there are differences in the range of amenities offered 

to business class and economy class passengers. 
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Q24: Headsets offered in-flight are of high quality  

Table 7: Headsets offered in-flight are of high quality 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 

31 
48 
11 
12 

30.4 
47.0 
10.8 
11.8 

TOTAL 102 100 

 

Figure 1: Headsets offered in-flight are of high quality 
 

Table 7 and Figure 1 show that the majority of respondents (average of 2.84) 

disagree that headsets offered in-flight are of high quality. What is obvious in the 

above figures is that no one strongly agrees to the statement. 

As stated by an employee,  

Most of the time the headsets we give out in economy class are not 

working properly. The customer will return them saying that either 

they cannot hear anything or one of the ear piece is not working. In all 

my flights there is bound to be more than one person who will 

complain about the headset (Lance -Indigenous Fijian, personal 

communication, September 5, 2009). 
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Q45: The assistance I offer customers goes beyond serving them in-flight 

Table 8: The assistance I offer customers goes beyond serving them in-flight 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

1 
6 
15 
55 
25 

1.0 
5.9 

14.7 
53.9 
24.5 

 
TOTAL 102 100 

 

Figure 2: The assistance I offer customers goes beyond serving them 

in-flight 

 
Table 8 and Figure 2 reflect that the bulk of respondents (78.4%) agree that the 

assistance they offer customers goes beyond serving them in-flight. This highlights 

the respondents’ dedication to assisting their customers. 

As summed by a respondent, 

We are supposed to help our passengers and our procedures states that 

our service ends when passengers reach the door. However, I did not 

like the way the ground staff was just standing there and not helping 

the wheel chair passenger with her bag so I stepped in and carried her 

bag to the buggy. I also informed the ground staff that I did not like 

the way she treated our passenger and she should be more helpful 

towards our customers (Leah-Part European), personal 

communication, August 11, 2009). 

1 5.9 

14.7 

53.9 

24.5 

The assistance I offer customers goes beyond serving them in-flightt 

Strongly disagree 

Disagree 

Neither disagree or agree 
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Strongly agree 
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4.2.1. Summary 

The analysis shows that majority of respondents are unhappy with the work 

environment. This discontent is due to the lack of resources. The large number of 

negative responses reflect that there is an existing problem. 

Table 9: What is the biggest problem you find in trying to satisfy your 
customers 

Response Frequency Percent 
Lack of resources 
Not enough support from other departments 
Communication problems 

94 
17 
7 

79.66 
14.41 
5.93 

TOTAL 118 100 

 

Figure 3: What is the biggest problem you find in trying to satisfy your 
customers 

 

Table 9 and Figure 3 illustrate that by far, the majority of respondents (80%) 

stated the lack of resources is their biggest problem. 14% stated the lack of support 

from other departments and 6% stated communication. The total figure in the table 

increased because some respondents stated more than one answer. The answers to the 

question are that of the respondents and not of the researcher. As stated by an 

employee, 

Rarely do I go on a flight that everything or our equipment is working 

one hundred percent. On the 747 aircraft, it will be a blessing if all the 

in-flight entertainment system is working. We are so used to 

improvising, that when we do not have a certain item on board, we 

will find a way of rectifying the problem. For example, when we run 

79.66 

14.41 

5.93 

What is the biggest problem you find in trying to satisfy your customers 

Lack of resources 

Not enough support from other 
departments 
Communication problems 
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out of meal choices for the passenger we give our crew meals to them 

and we do this all the time. In one of my flights we had run out of the 

chicken choice and we only had beef and vegetarian meals left. We 

were left with 5 passengers and all of them did not want the beef or 

vegetarian meal. Five of the operating crew decided to give up their 

meals for the passengers. We feel obliged to make them happy. Also, 

sometimes an oven could be out of order yet we still find ways to 

cook the meals so that the passengers do not have to wait for so long 

and this problem could last for months (Candice-Indigenous Fijian, 

personal communication, August 13, 2009). 

4.3. Attitude Toward Service 

4.3.1. Summary 

The following results show that the attitudes of the employees are affected by 

their environment. Although they were willing to help the customers, at times their 

willingness to assist is restricted by the rules that they need to comply with. The 

safety rules and procedures that govern their work environment at times do not allow 

them to fulfil passengers’ expectations.  

 

Q1: Providing quality service to customers is important  

Table 10: Providing quality service to customers is important 

Response Frequency Percent 
Strongly disagree 
Neither disagree or agree 
Agree 
Strongly agree 

5 
2 
26 
69 

4.9 
2.0 
25.5 
67.6 

TOTAL 102 100 
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Figure 4: Providing quality service to customers is important 
 

Table 10 and Figure 4 illustrate the majority of respondents (93.1%) agree that the 

provision of quality service is important. Although there is a high number of 

employees that agree with this statement, 4.9% strongly disagree, while 2% neither 

agree nor disagree. The cause of the disagreement is summed up by a respondent, 

It is quite difficult to provide quality service when you do not have the 

whole works. I mean, when you come to work the service equipment 

are not working. A passenger will not be able to have his meal choice 

due to the meal configuration and you pray that the entertainment 

system and reading lights will work, especially on the 747. At this 

time for me, quality service is only lip service. I will try and do my 

best but I know that my best will not be good enough (Semesa-

Indigenous Fijian, personal communication, August 30, 2009). 

 

Q43: Fulfilling the needs of customers is the top priority in my work 

Table 11: Fulfilling the needs of customers is the top priority in my work 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

4 
6 
6 
47 
39 

3.9 
5.9 
5.9 
46.1 
38.2 

TOTAL 102 100 

4.9 2 

25.5 

67.6 
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Figure 5: Fulfilling the needs of customers is the top priority in my work 
 

Table 11 and Figure 5 illustrate that a large number of respondents (84.3%) agree 

that fulfilling customer needs is top priority. In comparison 9.8% disagree while 

5.9% neither disagree nor agree. The high percentage shows a high level of 

commitment to fulfilling customer needs. However, the presence of disagreement 

with this statement sheds new light on service quality. As explained by an employee,  

Safety is the top priority in my line of work and I do not necessarily 

have to fulfil the customers’ needs. Sometimes I am unable to fulfil 

the needs of my customers because I have to think of the safety aspect 

first. For example, a father who has been allocated row 24C which is 

an exit row on the 737 aircraft, may want his daughter to sit next to 

him. If the daughter is below 12 years, then I will not be able to meet 

his request because of our safety regulations restricting children under 

12 to sit in the emergency exit area (Api- Indigenous Fijian), personal 

communication, October 12, 2009). 

 

Q41: My Managers visibly demonstrate a commitment to quality 

Table 12: My Managers visibly demonstrate a commitment to quality 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 

15 
22 
47 
18 

 

14.7 
21.6 
46.1 
17.6 

 
TOTAL 102 100.0 
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Figure 6: My Managers visibly demonstrate a commitment to quality 
 

Table 12 and Figure 6 reflect a greater degree (36.3%) of respondents disagree 

that Managers visibly demonstrate a commitment to quality in comparison to 17.6% 

who agree.  

From the above figures it is noticeable that the majority neither disagree nor 

agree (46.1%). As summed up by an employee “Sometimes our Managers are 

committed to quality and sometimes they are not, so I cannot out rightly agree or 

disagree” (Suwasti-Indo Fijian, personal communication,September 3, 2009). 

 

Q2: Most training I do is relevant to quality service  

 Table 13: Most training I do is relevant to quality service 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

4 
6 
6 
47 
39 

3.9 
5.9 
5.9 
46.1 
38.2 

TOTAL 102 100 

14.7 

21.6 

46.1 

17.6 

My managers visibly demonstrate a commitment to quality 
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Neither disagree or 
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Figure 7: Most training I do is relevant to quality service 
 

In Table 13 and Figure 7, the majority of respondents (84.3%) agree that most 

training(s) are relevant to quality service. What is seen in the above table and figure 

is that a minority (9.8%) of respondents do not agree with this statement. This is due 

to the recurrence of service quality courses. As summed by one of the respondents, 

Actually we have more courses that are being conducted on annual 

basis which is safety based like the Annual Proficiency Checks (APC) 

and dangerous goods (DG). The actual courses that are relevant to 

quality are not as consistent as the other courses (Herman -Indo 

Fijian, personal communication, September 12, 2009). 

 

Q6: I attend quality service courses 

Table 14: I attend quality service courses 

Response Frequency Percent 
Every 3 months 
Every 12 months 
Every 18 months 
Every 24 months 
Over 24 months 
Never 

2 
22 
7 
19 
29 
23 

2.0 
21.6 
6.9 

18.6 
28.4 
22.5 

TOTAL 102 100 

3.9 5.9 
5.9 

46.1 

38.2 

Most training I do is relevant to quality service 

Strongly disagree 

Disagree 

Neither disagree or agree 
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Strongly agree 
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Figure 8: I attend quality service courses 
 

Table 14 and Figure 8 show that a significant number (28.4%) attend the courses 

after a 2 year period. This is in comparison to 25.5 % who attend within 24 months 

and 23.6% on an annual basis. Observable in the above figure is that 22.5% never 

attended this course. Respondents have interpreted the above-mentioned question to 

refer to the Customer service course. 

As stated by the training Manager,  

This year we have the 3 day customer service training course. Before, 

the company never gives us the detail on how we train the crew and 

we use to train them based on customer feedbacks. We made our own 

assumptions regarding what the company wants and we’re always 

banking on our culture to take them through. Our downfall is we 

concentrate more on the technical side and we do not concentrate on 

human development. For example, (this training in customer 

services), I have been pushing for this for the last 5 years, it was a one 

day course and now they have managed to increase it to 3 days. 

Quality service I can remember for the last 18 years has always been 

from the bottom up.Now, it’s coming from the top. They are giving us 

a bearing on what quality service is all about. Competition out there is 

strong therefore they have to come up with something that will set us 

apart. We need retraining and consistent auditing to be carried out. 

We have our Annual Proficiency Check (APC) every year and we 

should have the same for customer service training (Rodwel-

Indigenous Fijian, personal communication, November 2, 2009). 

2 
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4.4. Communication 

The evaluation of communication was restricted to management and employee 

communications. 

4.4.1. Summary 

From the analysis on communication, it can be said that more respondents think 

that communication is good versus those who think it poor. Although at times there 

may be communication breakdown. 

Q35: The Company clearly communicates its goals and strategies to me 

Table 15: The Company clearly communicates its goals and strategies to me 

  Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 
 

9 
27 
28 
35 
3 

8.8 
26.5 
27.5 
34.3 
2.9 

TOTAL 102 100 

 

Figure 9: The Company clearly communicates its goals and strategies to me 
Table 15 and Figure 9 depict that the responses to the questions are varied and 

averaging 3.84. 
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Q38: The Company does an excellent job in keeping employees informed about 
matters affecting us 

 

Table 16: The Company does an excellent job in keeping employees informed 
about matters affecting us 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

32 
34 
15 
20 
1 

31.4 
33.3 
14.7 
19.6 
1.0 

TOTAL 102 100 

 

Figure 10: The Company does an excellent job in keeping employees informed 
about matters affecting us 

 

Table 16 and Figure 10 illustrate varied views to the question that the company 

does an excellent job in keeping employees informed about matters affecting them.  

4.5. Organisation Culture 

There was no explanation given to respondents on what organisation culture is. 

The responses given were that of the respondents and not the researcher. 

4.5.1. Summary 

The analysis shows that there are many descriptions of the Air Pacific culture 

which reflect that there may be no standard culture for the organisation. However, 

since there was no description of organisation culture given to the respondents, this 

may have led to the different interpretations and misunderstanding of the question. 

The description given by the respondents is what they saw as the dominant 

31.4 
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characteristics of the organisation. Furthermore, the airline describes itself as 

“distinctively Fijian”. Noticeably, this has never surfaced as a description. 

Q61: Do you think there is a specific Air Pacific culture? 

Table 17: Do you think there is a specific Air Pacific culture? 

Response Frequency Percent 
Yes 
No 
Do not know 

63 
37 
2 

62 
36 
2 

TOTAL 102 100 

 

Figure 11: Do you think there is a specific Air Pacific culture? 
 

According to Table 17 and Figure 11, over half of the respondents (60.78%) 

think that there is a specific Air Pacific culture. 1.97% do not know and 37.25% state 

there is no specific Air Pacific culture. Although no definition was given regarding 

the culture, the respondents interpreted the question differently. For respondents who 

answered “Yes” they interpreted the question as the normal ways things are done in 

the organisation. For those who answered “No” they had interpreted the question as 

meaning a certain way of doing things in the organisation. As summed by a 

respondent, 

There is no specific way of doing things. I cannot say that we have a 

specific culture because if we do things a certain way today, 

tomorrow things change, and even at times it is dependent on the 

person that you are dealing with. For example, a crew was penalised 

for not reporting to work and was given a suspension of one day. 

Another crew was also absent and was let off the hook. Both, misread 

their roster. This happened in a space of 2 days. This to me, showed 

62 

36 

2 
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that there are numerous rules guiding everyone (Pene-Indigenous 

Fijian, personal communication, September 3, 2009).  

Q61(a): If Yes, Can you describe the Air Pacific culture? 

Table 18: If Yes, Can you describe the Air Pacific culture? 

Response Frequency 
Crew ideas are unimportant 
Friendly 
Guided by policies and norms 
Business oriented/profit making 
Each department on its own/segregated 
Blame game/discipline first & talk later/delights in peoples 
mistakes 
Laid back/procrastination 

24 
15 
11 
09 
06 
03 
03 

 

(Negative) 
(Positive) 
(Positive) 
(Positive) 
(Negative) 
(Negative) 
(Negative) 

 

 

Figure 12: If Yes, Can you describe the air pacific culture? 
 

Table 18 and Figure 12 portray that of the 63 respondents that stated that the 

organisation has a culture, the most common description (24) was that crew ideas are 

not valued. 15 describe the culture as friendly, 11 as guided by policies and norms, 

and nine as business oriented. Six respondents described the culture as one where the 

departments are segregated,five as a blame game and three as laid back. Some of the 

respondents have given more than one description as their answer. The above 

descriptions are that of the respondents and not of the researcher. The responses 

reflect negative and positive comments about organisation culture.  As summarised 

by the respondents:  

When we write in or make suggestions, we do not receive any 
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feedback and to me that shows that we and our ideas are not 

important. For example, during the meal service beers and spirits are 

not part of the beverage offered to passengers. Some passengers prefer 

to have beers or spirit with their main meal because they are not wine 

drinkers. These passengers will have to wait till after the main meal 

service to get their drinks which I believe is not good customer 

service. I have written in and I do not get any reply so now I do not 

bother writing in at all. I still go out of my way to serve them before 

the end of the main meal service (Tom-Part European, personal 

communication, September 5, 2009). 

I received a memo from the office telling me that I was absent from 

work and that my pay was being deducted. I had to go the office to 

clarify the memo and later found out that the logistic officer had made 

a mistake and marked me absent. Before sending out the memo the 

Cabin Crew office should have at least called me and confirmed with 

the logistics office. I spent money coming into the office to clear my 

name and of course I was angry for being falsely accused. Also there 

was no letter or word of apology from the logistics office. The office 

is fast in putting the blame on the crew without firstly listening to our 

side of the story (Ramen-Indo Fijian, personal communication, 

September 5, 2009). 

I put in my swap request and I still have to run around to call them 

and find out if the swap is approved or not. This happens all the time 

and it is a norm for the crew to repeatedly call logistics office about 

their swaps. It would be nice if they at least could let us know first. 

They do not have to call us as this would cost money they could just 

enter it into the aims system so we can see it when we report for duty. 

At one time, I could not get a reply from them till one day prior to the 

swap date although I had submitted my request 7 days ahead. Upon 

enquiring, I was advised that my swap was not approved. I was not 

able to find a crew who could swap with me because the rule is that 

you need 3 days notice for a swap request. I was stuck and I needed 

the day off because I had to attend court, so I had to call in sick for 



 

53 

that day. They just take so long to advise us of their decisions 

(Semesa-Indigenous Fijian, personal communication, August 30, 

2009). 

Our culture is friendly because it is easy to get around with other crew 

and our friendliness has always been a part of us. We work with that 

in mind. (Rosa-Indigenous Fijian, personal communication, 

September 5, 2009) 

We are guided by policies and norms. There are certain ways of doing 

things. We operate as a business and we need to make profit in order 

to survive. For example, we are always trying to minimise costs. In 

flight we minimise wastage by serving drinks by the glass instead of 

giving the whole can to the passenger. However, the can is only given 

if the passenger requests for it (Ramen-Indo Fijian, personal 

communication, September 5, 2009).  

 

Q63: The Air Pacific Culture refers to the way things are done in the organisation. 
Can you differentiate the Air Pacific Culture from your own culture? 

Table 19: Can you differentiate the Air Pacific Culture from your own culture? 

Response Frequency Percent 
Yes 
No 

58 
44 

57 
43 

TOTAL 102 100 

 

Table 19 depicts that 57% of respondents can differentiate the Air Pacific culture 

from their own culture while 43% cannot differentiate the two cultures. 
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Q63 (a): If yes, how are they different?  

Table 20: How Air Pacific culture is different 

Response Frequency Percent 
Not worker friendly 
Business oriented 
Not enough support from other departments 
Takes time in decision making/laid back 

29 
18 
17 
5 

42.03 
26.09 
24.64 
7.24 

 

Figure 13: How Air Pacific culture is different 
 

Table 20 and Figure 13 illustrate the different categories of response. The 

responses were that of respondents and not of the researcher and some gave more 

than one answer. Out of the 69 answers collected, 42.03% state that the Air Pacific 

culture is not worker friendly and 26.09% state that the organisation is business 

oriented. 24.64% rate the air pacific culture as lacking in departmental support and 

7.24% state that the organisation has a laid back attitude and takes time when making 

decisions.  

The differences between the organisation and individual culture could lead to 

misunderstanding between the worker and the organisation. The organisation culture 

in this respect is more individualistic due to the high percentage of the 3 dominant 

factors (not worker friendly/business oriented/not enough support from other 

departments). However, taking time in decision making and being laid back is 

collectivistic in nature. From the above figures it can be concluded that both 

collectivistic and individualistic culture are present in the organisation. 
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Q9. I have enough freedom in my position to do what is right for the customer 

Table 21: I have enough freedom in my position to do what is right for the 
customer  

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

10 
28 
34 
29 
1 

9.8 
27.5 
33.3 
28.4 
1.0 

TOTAL 102 100 

 

Figure 14: I have enough freedom in my position to do what is right for the 
customer 

 

Table 21 and Figure 14 show that 1% of respondents strongly agree that they 

have enough freedom in their position to do what is right for the customer and 28.4% 

who agree. In comparison, 27.5% disagree while 9.8% strongly disagree.33.3% 

neither disagree nor agree.  

 As summed by a respondent, “No there is no freedom of giving. The office will 

question you even though you write a report. For example we had given a service 

recovery for one of the passengers and we wrote a report…I had to be called in to 

explain even though a report was written…if that is the case why we should write a 

report. We might as well as call in personally to explain yourself, as the report was 

not good enough. I had to go to the office on my day off and also paid my own way 

(Lemeki, Indigenous Fijian, August 05, 2009) 
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Q37. Service recovery procedures in place are very effective 

Table 22: Service recovery procedures in place are very effective 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

8 
30 
49 
14 
1 

7.8 
29.5 
48.0 
13.7 
1.0 

TOTAL 102 100 

 

 

Figure 15: Service recovery procedures in place are very effective 
 

Table 22 and Figure 15 show that the majority of respondents (48%) neither disagree 

nor agree that service recovery in place is very effective. However, 37.2% disagree 

and 14.7% agree. 

Most of the respondents neither disagree nor agree, because it was felt that they 

couldn’t really agree or not to the service recovery in place. As highlighted by a 

respondent during the interview, “Sometimes the service recovery can be effective 

and sometimes it may not be. A customer maybe thankful for the bottle of 

champagne because he or she may not be expecting anything and at the same time 

some passengers will not accept the champagne because they do not consume 

alcohol”( Suwasti, Indo Fijian, September 3rd 2009) 
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Q44. I'm able to solve all customer complaints in-flight 

Table 23: I’m able to solve all customer complaints in-flight 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

7 
53 
21 
18 
3 

6.9 
52.0 
20.6 
17.6 
2.9 

TOTAL 102 100.0 

 

Figure 16: I’m able to solve all customer complaints inflight 
 

In table 23 and Figure 16, the majority of respondents (58.9%) disagree that they 

are able to solve all customer complaints in-flight. In comparison 20.5% agree and 

20.6% that neither disagree nor agree. 

As stated by a respondent “At most times on the 747 aircraft, a customer’s movie 

system is inoperative and we are unable to do anything about it. If the flight is full 

and all the seats are taken we are unable to reseat the passenger and the only thing we 

can do is apologize and offer service recovery” (Sela, Indigenous Fijian, August 03, 

2009). 

4.6. Attitude Towards Management 

Respondents were asked their perceptions of whether the company valued their 

importance/views. They were also requested to evaluate their Managers’ consistency 

and commitment to quality. 
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4.6.1. Summary 

In the following analysis the findings reveal that the respondents’ attitude 

towards management or the organisation is largely negative. The majority of 

respondents state that the company does not value their input, are not committed to 

quality and inconsistent when administering policies regarding employees. What is 

noticeable in the analysis is that for each question more than 80% of respondents do 

not agree with the given statements thus depicting a more disapproving attitude 

towards management. 

 

Q7: The Company values our input 

Table 24: The Company values our input 

Response Frequency Percent 
Strongly disagree 23 22.5 
Disagree 29 28.4 
Neither disagree or agree 38 37.3 
Agree 11 10.8 
Strongly agree 1 1.0 

TOTAL 102 100 

 

Figure 17: The Company values our input 
 

Table 24 and Figure 17 reveal that only 12% agree that the company values their 

input. However, a greater percentage (88%) opposes the idea.   

It is apparent from the above analysis that the majority of respondents feel that 

the company does not value their input.  

As stated by an employee,  
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No. I don’t think so. We have meetings and put in our ideas. After that 

they are shelved and we never see any change(s). They call us for 

meetings and their minds are already made up and no matter what you 

say it does not matter. That is why for me, now days I don’t attend 

any meetings at all. Sometimes we write in reports and there is no 

reply. That shows that they don’t care about what we say. At least 

they can acknowledge through aims that they have received the report. 

A good example, look at this uniform. We have gone through 3 

changes of the same uniform but still it is not good enough. When 

they invited the crew for their inputs we gave in all our ideas. 

However, when we met to decide, the Manager then had already made 

up her mind of the style. She told us that her decision was final. We 

were just called in to make the numbers I guess. None of the crews’ 

inputs were taken. When the uniform came out, the material was good 

enough to be used as a dive suit. During the heat in Fiji we felt like we 

were roasted and when we went to the winter destinations, we froze. 

The uniform was changed due to the amount of complaints by the 

crew. Now the material has been replaced which is bearable but it 

fades quickly. Our uniform had to undergo another change but the 

colour of the material bleeds and it looks like it is soaked in bleach. 

Imagine the amount of money the company has lost in these changes. 

Well nowadays, I just do my job and go home. I don’t care much 

about things that go around (Tamara, Chinese, personal 

communication, August 4, 2009). 

Another respondent commented, 

No, our inputs are not taken seriously. For example, in the meetings 

that we usually have, when we highlight issues about our working 

environment, they tell us that we whine a lot. You know, they are 

talking about expanding the market and well we are just telling them 

our experiences. These views are often results of our experiences with 

the passengers and what the customers bring to our attention. Yet they 

think we complain. I think it is better for us not to attend these 

meetings because it is just a waste of time and with that kind of 
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attitude, we will never be heard (Jewe,-Indigenous Fijian, personal 

communication, August 4, 2009). 

 

Q39.How satisfied are you with your involvement in decisions that affect your 
work 

Table 25: How satisfied are you with your involvement in decisions that affect 
your work 

Response Frequency Percent 
Strongly dissatisfied 
Dissatisfied 
Neither dissatisfied or satisfied 
Satisfied 
Strongly satisfied 

18 
35 
28 
20 
1 

17.6 
34.3 
27.5 
19.6 
1.0 

TOTAL 102 100.0 

 

Figure 18: How satisfied are you with your involvement in decisions that affect 
you 

 

Table 25 and Figure 18 show that 1% respondents are strongly satisfied with their 

involvement in decisions that affect their work and 19.6% are satisfied. In 

comparison, 34.3% are dissatisfied and 17.6% are strongly dissatisfied.27.5% of 

respondents are neither dissatisfied nor satisfied 
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Q42.The company is always prompt in solving customer complaint 

Table 26: The Company is always prompt in solving customer complaint 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

11 
33 
37 
19 
2 

10.8 
32.4 
36.3 
18.6 
2.0 

TOTAL 102 100.0 

 

Figure 19: The Company is always prompt in solving customer complaint 
 

Table 26 and Figure 19 show that 20.6% of respondents agree that the company is 
prompt in solving problems. In comparison 43.2% disagree, while 36.3% neither 
disagree nor agree. 

 

As stated by an employee, “We write in complaining about a seat that has an 

inoperable sound system, and our next flight the problem is still there, so to me, 

company is not prompt in solving customer complaint. They take so long to reply to 

our voyage reports and solve problems regarding our customers” (Tom, Part 

European, August 3, 2009). 
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Q47. Do you feel that employees are recognized as individuals 

Table 27: Do you feel that employees are recognised as individuals 

Response Frequency Percent 
Always 
Usually 
Sometimes 
Rarely 
Never 

1 
5 
40 
41 
15 

1.0 
4.9 

39.2 
40.2 
14.7 

TOTAL 102 100.0 

 

Figure 20: Do you feel that employees are recognised as individuals 
 

Table 27 and Figure 20 show that 40.2% feel that employees are rarely 

recognized as individuals, 39.2% are sometimes recognized, and 14.7% are never 

recognized. 

In comparison 4.9% feel they are usually recognized and 1% always recognized. 

 

Q50.Everyone is treated fairly in the organisation 

Table 28: Everyone is treated fairly in the organization 

 
 

 

 

 

1 4.9 

39.2 
40.2 

14.7 

Do you feel that employees are recognised as 
individuals 

Always 
Usually 
Sometimes 
Rarely 
Never 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

33 
39 
21 
8 
1 

32.4 
38.2 
20.6 
7.8 
1.0 

TOTAL 102 100.0 
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Figure 21: Everyone is treated fairly in the organization 
 

In Table 28 and Figure 21, the majority of respondents (70.6%) disagree that 
everyone is treated fairly in the organization. In comparison agree8.8% agree and 
20.6% neither disagree nor agree. 

 

Q51.If I do a good job I will be rewarded 

Table 29: If I do a good job I will be rewarded 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

21 
41 
23 
11 
6 

20.6 
40.2 
22.5 
10.8 
5.9 

TOTAL 102 100.0 

 

Figure 22: If I do a good job I will be rewarded 
 

Table 29 and Figure 22 show that the majority of respondents (60.8%) disagree that 
they will be rewarded if they do a good job. In comparison, 16.7% agree and 22.5% 
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neither disagree nor agree. 

 

Q16: The environment I work in is worker friendly 

Table 30: The environment I work in is worker friendly 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 

24 
44 
21 
13 

23.5 
43.1 
20.6 
12.7 

TOTAL 102 100 

 

Figure 23: The environment I work in is worker friendly 
 

Table 29 and Figure 23 show that more respondents disagree (66.6%) with the 

statement than those who agree. 

 

Q12: I have the tools and resources to do my job well 

Table 31: I have the tools and resources to do my job well 

Response Frequency Percent 
Strongly disagree 
Disagree 
Neither disagree or agree 
Agree 
Strongly agree 

21 
47 
13 
18 
3 

20.6 
46.1 
12.7 
17.6 
2.9 

TOTAL 102 100 
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Figure 24: I have the tools and resources to do my job well 
 

Table 31 Figure 24 portray that more (66.7%) respondents disagree they have the 

tools and resources to do their job well. As summed up by a respondent, 

At times the Logistics officer is unable to provide a crew and this is 

how the workload will be affected. For example, on one of my flights 

to Los Angeles, there were only 13 crew, and we had 410 passengers. 

Logistics was unable to provide the 14th crew which is the normal 

crew complement. We had to share the workload because one 

operator was missing. We had to brew our tea and coffee and the 

galley area was left unattended during the meal service because our 

supervisor in economy class had to serve in the cabin also. He had to 

carry out the 14th crew’s duties on top of his own (Ulai-Indigenous 

Fijian, personal communication, September 5, 2009). 
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4.7. Changes and Issues that need to be addressed 

 

Q65: What changes would you suggest to improve Air Pacific’s performance in 
delivering quality service? 

Table 32: Suggested changes to improve performance 

Response Frequency Percent 
Improve quality of resources 62 45.25 
More training 30 21.90 
 Better communication 29 21.17 
Improve crew welfare 16 11.68 

TOTAL 137 100 

 

Figure 25: Suggested changes to improve performance 
 

Table 32 and Figure 25 illustrate the respondents’ views in improving the 

airline’s performance in the delivery of quality service. The total has increased due to 

some respondents stating more than one answer. 45.25% of respondents state that the 

quality of resources should be improved while 21.90% state that there should be 

more training. 21.17% state that there should be better communication and 11.68% 

state that the improvement of crew welfare would contribute to the delivery of 

quality service. 

Summary: In the above figures, it is apparent that there is a need for the 

organisation to concentrate on the 4 areas highlighted by the staff. The responses are 

varied depicting the presence of weak links in the achievement of quality service 

delivery. Obliterating these weaknesses would help both employee and organisation 

accomplish service quality. 
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Q62: Air Pacific employees are from different backgrounds. Do you think this 
affects the way they perform their duties? 

 

In the above question, the respondents have interpreted the phrasedifferent 

background as the way in which an individual has been brought up. This covers the 

early stages of one’s life until the time they leave the family home.   

As stated by the respondents: 

People may belong to the same ethnic background but they perform 

differently. For example, Fijians are said to be respectful, personally, 

this is not true as I have come across some that are very vocal and do 

not show respect towards their elders at work. I believe if someone is 

brought up to be respectful towards others, that will be the way they 

act towards other people (Liku-Indigenous Fijian, personal 

communication, September15, 2009) 

I would not necessarily say that background refers to one’s culture. 

We tend to brand a particular characteristic with a certain race but I 

would say that this is not true. From my experience with my 

workmates, we all behave similarly in some aspects than others. I 

have friends of other races who use the “kerekere” system. Yet I have 

the Fijians who never practice this, although this is part of their 

culture. I guess it is the way some people have been brought up 

however, at times people decide what part of culture they wish to keep 

(Karan-Indo Fijian, personal communication, September 15, 2009) 

The different background to me would mean the processes that a 

person goes through in life. Part of it would be education, attitude, 

upbringing, experiences and also a bit of culture. Irrespective of race, 

people are different in the way they perform their duties. Laziness and 

hard work is found in all our employees and race is no barrier. I think 

that it depends on a person how they want to perform, if they are 

trained and brought up to be industrious they will be, however if they 

chose not to,then they will not perform(Kula,Part European, personal 

communication, September 15, 2009) 
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No matter what background you come from, if one is trained well, 

they will be able to perform. For example, some of our peers were 

very shy to approach customers in the first month of working. 

However, after training and exposure, they are very confident and 

professional in the ways they deal with our customers (Rose, Chinese, 

personal communication September 5, 2009). 

The above quotes are typical responses in that they see backgrounds as a 

determinant factor in how a person behaves. However, it also highlighted that 

through training or experience, a person may behave differently. A dominant feature 

that is present in all the respondents’ answers is that a person’s behaviour is 

determined by a person’s background.  

Table 33: Do you think background affects performance 

Response Frequency Percent 
Yes 
No 

62 
40 

60.8 
39.2 

TOTAL 102 100 

 
Table 33 illustrates that 60.8% of the respondents think that the employees’ 

backgrounds affect the way they perform their duties. However, 39.2% do not think 

that the different backgrounds have any effect in the performance of duties.  

It is not easy to further scrutinise the above figures. The interpretations of 

background by the respondents are broad. On one end, background has been deduced 

to mean the period of one’s childhood till they leave home. On the other end, it has 

been interpreted as during ones’ adult life. More so, it is difficult to explain the 

background of a person because people change through the course of their lives. 

These changes could be a result of the environment or the situation that he or she is 

faced with. As summed earlier by a respondent, being vocal in a Fijian setting is 

disrespectful. However, if one is being vocal about the truth than this may not be 

seen as disrespectful at all. There are other factors that affect peoples’ behaviour, and 

this is not restricted to background only. 
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Q62 (a): If Yes, explain how the different backgrounds affect the performance of 
duties 

Table 34: If Yes, explain how the different backgrounds affect the performance 
of duties 

Response Frequency Percent 
How people behave 
Treat people differently 
How they communicate 
Outlook towards work 

46 
12 
10 
6 

62.16 
16.22 
13.51 
8.11 

TOTAL 74 100 

 

Figure 26: If Yes, explain how the different backgrounds affect the performance 
of duties 

 

Table 34 and Figure 26 give an insight on how background affects performance. 

The majority of respondents (62.16%) state that background affects how people 

behave, while 16.6% state that it affects the way people are treated. 13.51% proclaim 

communication is dependent on background while 8% state that one’s outlook 

towards work is affected by it. The answers to the above question are those of the 

respondents and not of the researcher. There are more answers as some respondents 

gave more than one. 

From the above analysis it is apparent that behaviour is influenced by 

background and it can be said that the performance of individual duties is analysed 

using the 4 categories. Although the top 3 categories of responses manifest actions, 

the fourth reflects attitude. 

 
 

 

62% 16% 

14% 
8% 

How background affect performance 

How people behave Treat people differently 

How they communicate Outlook towards work 



 

70 

Q66: What other issues not included in this survey need to be addressed by the 
Organisation? 

Table 35: Other issues that need to addressed 

Response Frequency Percent 
Crew welfare 47 43.12 
Improve management skills 17 15.60 
Improve communication 14 12.84 
Lack of resources 12 11.01 
More training 10 9.17 
Improve work environment 9 8.26 

TOTAL 109 100 

 

Figure 27: Other issues that need to addressed 
 

While some respondents gave more than one answer, Table 35 and Figure 27 

show that the majority believe that work environment issues need to be addressed: 

(43.12% - crew welfare, 8.62% - work environment and lack of resources-11.01%). 

The others (37.61%) stated the need for more training, which would improve 

management and communication skills. 

From the above analysis, it is apparent that there is a great need for improvement 

in the work environment. This environment refers to both the physical aspect of the 

work area and the development of the employee. In order to improve the airline’s 

performance of quality service, it is crucial that the above factors are considered. 

4.8. Conclusion 

It is evident from the analysis of the questionnaire that there are some attitudes 

that are very pronounced.The respondents emphasised the need to improve their 

working environment and also highlighted that they are not valued as part of the 
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organisation. Their unfavourable attitude towards management was also prominent in 

the survey. However, although these hindrances exist, there is a high commitment by 

the respondents to fulfil customer needs. 

Furthermore, the need for training is also highlighted in the survey. This training 

need covered both the employees and management. The respondents’ view that 

training is crucial shows a need that necessitates quality service delivery. Through 

training, performance is improved which leads to a better understanding between the 

two divisions.  

Finally, the results in the communication segment show a much wider spread of 

opinions. The communication in regards to policies and information has been rated 

well however, poor rating of communication is a result of the employees not being 

informed of the changes that directly affect their work environment. Another factor 

contributing to the poor rating is that management takes long in replying to employee 

queries.  

The next Chapter (5), shows the result of the Managers’ interviews. 
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Chapter 5 

Results of Managers Interviews 

5.1. Introduction 

There were 10 Managers interviewed (Table 33). Managers were selected on the 

basis of their departments’ direct involvement in service procedures, recruitment, 

discipline and issues highlighted during interviews with Cabin Crew. Respondents 

were asked 7 questions and these are listed in Appendix 4. 

5.2. Summary 

The results show that management is aware of how employees feel towards them. 

However, management is also aware that there are remedies for these negative 

perceptions. It can be said that at times management is not able to resolve all issues 

that they are faced with. It also reflects that they do not always agree with the 

importance of issues. This is exemplified by the problem currently faced with the 

entertainment system. Although they are trying to do their best to solve the problem, 

this is impossible at the moment due to financial restrictions. As stated by a 

respondent,  

We would love to have new airplanes but we have to remember that 

we are a tiny airline in a little country and there is a lot of effort that 

goes into trying to make the aircraft work (Manager 9, personal 

communication, August 23, 2009). 

Table 36: Respondents for Manager Questions 

Manager Gender Ethnicity 
1 Female Indigenous Fijian 
2 Female Indigenous Fijian 
3 Male Other 
4 Male Indigenous Fijian 
5 Female Indigenous Fijian 
6 Male Indo Fijian 
7 Female Indigenous Fijian 
8 Male Indigenous Fijian 
9 Male Other 

10 Male Other 
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The questions for this interview were divided into two parts. Initially, Managers 

1 to 8 were interviewed in relation to questions 1 to 4.  Questions 5 to 7 were asked 

after the analysis of the questionnaires and group discussions were carried out. 

Managers 9 and 10 who were interviewed regarding Union issues (Chapter 7) were 

also included in the second part of the interview. Out of the 10 Managers initially 

earmarked for the second interview, 3 had left the organisation. However, only 3 

Managers responded to the second part of the interview.  The requests for interviews 

were sent via e mails and appointments. 

Managers 1-8 were from different departments and were directly involved with 

the Cabin Crew operations. There were a total of 4 questions asked and these were 

directed to the Managers who were involved with hiring and training of crew 

(Managers 1 to 4). Although other departmental representatives are present in the 

actual recruitment of crew, the questions were applicable to certain departments only. 

Managers 5 to 8 represented other major departments that have a secondary influence 

on service procedures and the overall delivery of in-flight service.  

Questions 5, 6 and 7 were generated to give a broader perspective on the 

organisation’s view on certain issues in relation to employees’ responses. Due to 

confidentiality, it was inevitable that a degree of vagueness in the description of 

respondents was maintained. 

The questions are set out below: 

1. How is the service procedure(s) formed? 

2. What criteria are used for hiring the employees? 

3. Air Pacific is a Fijian airline. Is it important that indigenous Fijian citizens 

are in the frontline? Why? If no, why? 

4. How would you describe the organisation culture? 

5. Results of the survey clearly suggest that many employees are unhappy with 

Air Pacific as an organisation. In particular they focus on problems (as they 

see it) in the working environment, staff welfare & treatment of employees 

and the communication process. Did you realise staff had these perceptions?  

6. Do you think their views are justified? Why? 
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7. Do you think management should do anything about this problem? If yes, 

what should be done? 

Q1. How is the service procedure(s) formed? 

Responses to the above question were sought from Managers 1, 4, 5 and 8.They 

represent the different departments that influence service procedures.  

The Cabin Services department produces service procedures and the formation of 

procedures is dependent on the flight time, safety and customer needs (Manager 5, 

personal communication, July 6, 2009). 

At times, the procedures change as a result of customers and Cabin 

Crew feedback. This feedback is often in the form of complaints, 

suggestions and reports received by the department (Manager 4, 

personal communication, July 4, 2009). 

The in-flight department is responsible for meals served on board and 

this is dependent on cost, food availability and the flight times 

(Manager 8, personal communication, August 3, 2009). 

The service procedures are formulated with safety in mind. 

Procedures that are put in place must comply with the safety 

standards. This involves the safety of passengers and our Cabin Crew. 

For instance, when procedures are formed there should be enough 

time for the crew to complete the tasks allocated to them before they 

arrive at a destination. This should allow them time to carry out their 

safety duties like checking that the cabin and passengers are secured 

for landing (Manager 1, personal communication, July 4, 2009). 

From the above responses, it is apparent that although the cabin services department 

is responsible for finalizing service procedures, the involvement of other departments 

is important for the formation of these procedures.  

Q2. What criteria are used for hiring the employees? 

As stated by the respondents: 

The hiring of a Cabin Crew employee is based on the standard set by 

the organisation which includes a minimum of Form 7 pass. If the 

person has working experience, preference is given to work 
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experience in the customer service sector. Applicants must be able to 

swim and one’s height should be proportionate to one’s weight 

(Manager 5, personal communication, July 6, 2009). 

An applicant must pass the Safety Emergency Exams that they 

undergo during the initial training. This training takes 6 weeks and 

only successful applicants will be hired (Manager 3, personal 

communication, July 4, 2009). 

One must be able to communicate well and display good customer 

services skills. There should be no visible tattoos and clean 

appearance and the age that we recruit from, is 21 to 28years 

(Manager 2, personal communication, July 4, 2009). 

As stated in the above quotes, there are existing standards that are followed in the 

recruiting of new employees. These standards are in the manuals produced by the 

organisation. 

Q3. Air Pacific is a Fijian airline. Is it important that indigenous Fijian citizens 
are in the frontline? Why? 

From the interview, there was some disagreement between the Managers as to 

how the airline should be represented and whether or not indigenous Fijians were or 

should be at the forefront. As summed by the respondents: 

It is important especially when coming from the other side, like the 

United States, Japan, China because most of them, when they board, 

they have not seen anyone from Fiji, so it is important that they have a 

first experience of Fiji  (Manager 1,personal communication, July 4, 

2009). 

No. We are a multiracial society and even though we may have 

different ways I believe everyone can do the job once they are trained 

(Manager 2, personal communication, July 4, 2009). 

No, it is not necessarily important to have an indigenous person in the 

frontline. All our people are capable of giving our customers the Fiji 

experience (Manager 3, personal communication, July 4, 2009). 

Yes, it is important because we need to show the world what Fiji is. 

When a customer steps on that aircraft, he/she needs to experience 
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what Fiji is all about (Manager 4, personal communication, July 4, 

2009). 

No, I don’t think that only indigenous Fijians should be in the 

frontline. We have other races that make up the Cabin Crew team and 

they are all good performers (Manager 5, personal communication, 

July 6, 2009). 

As the above quotes indicate, there is disagreement on the ethnic representation 

of the airline at the frontline. Two of the indigenous Fijians supported the importance 

of indigenous Fijians in the frontline, while two opposed the view. However, the 

views do not seem to reflect any ethnic group. In the responses above, there were 

only 5 answers as the questions were directed to the 5 Managers (Managers 1–5) 

who represented the different departments that are responsible for recruitment, 

training and development. 

Q4. How would you describe the organisation culture? 

As summed by the respondents; 

One of the things that I picked up is that there is not enough emphasis 

on the culture for the employees to be aware. From my previous 

experience with other organisations, the employees go through values 

training, All departments should have access to these values, for 

example, it could be on the wall so that the employees are constantly 

reminded of these values. With Air Pacific, I don’t see that. It should 

be in us, that we become a part of this value (Manager 1, personal 

communication, July 4, 2009). 

Yes, we have an organisation culture. We want to portray a warm, 

genuine, friendly, caring and professional Fijian culture. We try and 

portray this culture however; we need the system to support this. 

Sometimes management are heavy handed in the way they deal with 

crew which does not portray this culture. For example, when someone 

does something wrong, they do not look at both sides of the story, and 

they go ahead and discipline the person (Manager 2, personal 

communication, July 6, 2009). 

As we are in the aviation industry, I would say it is mean and lean due 
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to the competition out there. Performance management is the key 

factor that drives it and we are operational focused. Now we are 

changing to a more customer oriented, competitive culture. This was 

driven by the survey that was carried in which we have changed 

towards taking a more humane approach (Manager 3, personal 

communication, July 6, 2009). 

We have an organisation culture which is now more helpful. We are 

moving away from the dictatorship style and we are adopting a more 

understanding trend towards our employees (Manager 4, personal 

communication, July 6, 2009). 

It is a big family where work is shared by everyone. Although we 

have different tasks, we still can assist and we help each other out 

without feeling restricted (Manager 5, personal communication, July 

6, 2009).  

As highlighted in the above quotes, as with Cabin Crew, there are disagreements 

on the different descriptions given for the organisation’s culture. The researcher had 

not described nor said what organisation culture is and it was left to the respondents 

to come up with their own definitions, which could have led to the different 

interpretations when answering the question. However, the disagreements could 

reflect that there is no great focus in reference to training and development. 

Furthermore, it is clear that this could also mean that there is no set standard or 

accepted organisation culture. 

The following questions (5 to 7) were formulated as a result of employees’ 

responses to questionnaires. This was to provide a broader perspective into issues 

highlighted by the employees. 10 Managers participated in the first part of the 

questions however only 3 were available to answer the second part of this question. 

The Cabin Crew department holds meetings every morning to discuss issues 

raised through voyage reports by Cabin Crew. Issues take longer to resolve because 

of other departments’ involvement. For example, if a customer did not get his or her 

special meal request, queries will be sent to the reservation department and then on to 

the travel agent who did the booking. Discussions are held among Managers 

regarding other issues however, at times some issues are more important than others. 
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For instance, it would prove costly to upgrade the entertainment system from the 

point of view of finance. On the other hand, Engineers who are responsible for the 

safety of the aircraft would not think entertainment is as important as there are more 

important things than the entertainment system. The marketing personnel may not 

agree because this is what has been promised to the customer through the airline 

advertisements.  

Furthermore, there are policies in place that do not contribute to the effective 

dialogue between Managers and employees. For instance, any changes to the 

employees’ working conditions will have to be brought up by the union (Transport 

Workers Union – TWU) as this is the legal representative of the employees to the 

organisation. Directly addressing employee grievances regarding the bidding system 

to management shows that employee views may be not heard in their union.  

 

Q5. Results of the survey clearly suggest that many employees are unhappy with 
Air Pacific as an organisation. In particular they focus on problems (as they see it) 
in the working environment, staff welfare & treatment of employees and the 
communication process. Did you realise the staff had these perceptions?  

All respondents stated that they were aware about the perceptions of the 

employees. 

Q6. Do you think their views are justified? Why? 

As stated by the respondents: 

Yes and No. Yes I am aware of the perceptions because I have 

received complaints from crew regarding issues and we have managed 

to rectify these problems. Also I have to agree with them that we have 

problems with the entertainment system in the 747 aircraft. At the 

same time, I do not agree that their views are justified because we get 

letters and comments from crew that they are unhappy with the 

bidding system but when we meet with the Union officials who 

represent the employees, they say that there is nothing wrong with the 

bidding system (Manager 9, personal communication, August 23, 

2009). 

Yes, their views are justified because we receive reports from the 

crew and customers about issues. For example, at times the 
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employees’ working equipment is faulty and they are not informed of 

changes and this affects their work (Manager 5,personal 

communication, August 12, 2009). 

Yes, their views are justified because issues are highlighted during our 

meetings and during training. At times the company is heavy handed 

and makes decisions without hearing the employee’s side of the story. 

This has led to the unfair treatment of employees. Also there have 

been numerous cases where crew had been underpaid their allowances 

while out of port (Manager 1, personal communication, August 9, 

2009). 

From the above responses it is apparent that management is aware of their poor 

reputation among employees. It is noticeable that Manager 9 does not fully agree that 

employee views are justified. 

Q7. Do you think management should do anything about this problem? If yes, 
what should be done? 

Yes, management should work with staff to resolve issues. At the 

same time, staff should be forthcoming with solutions and not rely 

solely on management for remedies. There is also a great need for 

training for management and employees (Manager 9, personal 

communication, August 23, 2009). 

Yes, there should be better communication between staff and 

Managers. Managers need to align themselves to the change process 

(Manager 5, personal communication, August 12, 2009). 

Yes, we need to involve staff in changes that will take place. A task 

analysis needs to be carried out for staff and leaders need to be trained 

on how to deal with staff (Manager 1, personal communication, 

August 9, 2009). 

5.3. Conclusion 

The results indicate that some issues are Union related while others can be solved 

by management. If the Union refuses to recognise its members’ pleas, then 

management may have no power at all in rectifying issues. One may ask as to why 
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employees are not forthcoming with solutions to their problems. He/she may have to 

look at employees’ culture of looking up to their leaders as a form of authority in 

making final decisions. 

Although non Indigenous Fijians account for a substantial proportion of the 

interviewed managers, the results show that they conform to the corporate culture 

irrespective of ethnicity. 

Moreover, there is no in-house policy in place for training Managers on how to 

deal with their employees. It is expected that Managers with their experience and 

qualifications, will be able to successfully deal with employee issues. 

Finally, it is true that the organisation is a tiny company in a little country but the 

fact of the matter is, it is operating in a large world in a huge arena whereby 

organisations are competing based on quality service delivery. 

This chapter has discussed the results of the Managers’ interviews and the next 

chapter, highlights the results of focus group interviews. 
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Chapter 6 

Results of Group Discussions 

6.1. Introduction 

Group discussions are a faster and cheaper way of obtaining responses. 

Participants in the group discussions were chosen on the basis of their availability to 

the researcher or when the respondents operated with or came into contact with the 

researcher. A total of 52 flight attendants took part in the discussions and the topics 

of discussions were quality service, work environment and organisation culture. 

Group discussions were carried out in the aircraft when crew were on their meal or 

rest break, the transit lounges when waiting for aircrafts, Air Pacific office(s) and in 

the hotels where crew were accommodated. 

Equal representation of gender and the different categories (refer Table 4) were 

considered when choosing respondents. On some flights, participants of the 

questionnaire survey were also included in the discussions. These participants were 

only allowed to participate after they had completed their questionnaires. Twenty 

respondents who participated in the questionnaires were also part of the 52 

respondents in the group discussion. Discussions were also conducted with a group 

of female crew who were on administrative duties at head office. Discussion times 

ranged from 20 to 60 minutes and members of discussion groups varied from 3 to 12. 

The topics discussed included service quality and the work environment. A detailed 

outline of questions asked, is outlined in Appendix 1.  

At every group interview, the number of participants was recorded and points 

highlighted by respondents were also noted. Respondents were also asked 

individually in the presence of their respective group members about their responses 

to the questions. Data collected from all the group discussions were then transcribed, 

analysed and categorised into 7 main themes. The use of tables and graphs had been 

utilised to portray the data more clearly.  

It should be noted that the responses detailed in the following pages, represent 

agreed responses from different focus groups i.e. they are a composite of results from 

15 different groups. 
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6.2. Quality Service 

Q1. How would you describe quality service? 

Table 37: How would you describe quality service? 

Response Frequency 
Providing them what we promise 27 
When no customer complains 15 
Make customers feel important (delight them) 13 
The whole physical product from crews uniform 
(presentation)to service product in-flight until 
disembarkation 

12 

The whole process from check-in to in-flight 
until disembarkation 

10 

Following what we have been trained to do 03 

 

Table 37 shows a wide variety of responses on the description of quality service. 

The top three responses (55 in total) reflect the view that customer satisfaction is 

vital in quality service and 22 of the respondents stated it involves a process that a 

customer experiences. Also obvious in the above table is that only 3 respondents, 

focused only on following procedures.  

The quotes below are typical of ideas that emerged during the interview and were 

representative of the responses that surfaced. Limitations to the length of this thesis 

meant that only such a sample could be included. 

As stated by the respondents, 

For me, quality service would mean, business class. The in-flight 

procedure is more of a one to one, personalized service. I am able to 

attend more to them because there are only a certain number of 

passengers and I am able to give them the attention they need (Ema, 

Indigenous Fijian, personal communication, October 4, 2009). 

At times we are forced to operate with less than the number of 

required staff because there are not enough people on standby. 

Operating a flight with 1 less, affects the way we deliver service. The 

work that is shared among 4 people is now carried out by 3 people 

and this causes stress and at times we forget to attend to customer 

requests. It is important for us to have the manpower in order to attend 
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to their needs. (Shirley, Part European, personal communication, 

August 2, 2009).  

In most flights, we would run out of meal choices and we have to 

apologise to our customers for not being able to provide them with the 

meal of their choice. For me, quality service is being able to provide 

the customers what they want. In today’s flight, I am so happy that 

everyone was able to get his or her meal choice. For the last 2 months, 

I have been apologising to customers and it is a very good feeling 

when you are able to satisfy your customers and you don’t have to say 

sorry (Vere, Indigenous Fijian, personal communication, December 

12, 2009). 

Having a workable galley would definitely contribute to service 

quality. This would mean having the hot water urn and the ovens 

working. For instance, for the last 2 months, one of the 737 ovens has 

been out of order and we could only use 2 of the 3 ovens. We were 

not able to heat all the meals at once and had to wait till one of the 

ovens were available. This affected the serving of breakfast where the 

last quarter of the customers had to wait for their breakfast for about 

15 minutes because it was still cooking (Laisani,Indigenous 

Fijian,personal communication, October 4, 2009). 

Q2. Do you think your Managers and Supervisors demonstrate a commitment to 
quality? 

Table 38: Managers and Supervisors commitment to quality 

Response Frequency Percent 
Yes 4 8 
No 38 73 
Sometimes 10 19 

TOTAL 52 100.0 
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Figure 28: Managers and Supervisors commitment to quality 
 

According to Table 38 and Figure 28 only 8% of respondents agree that 

Managers and Supervisors demonstrate commitment to quality while the majority 

(73%) do not agree. However, 19% state that sometimes they are committed.  

As highlighted during the interviews: 

Some Pursers have their own procedures. They will have a bar service 

straight after breakfast. I know they are trying to delight the customers 

of course, but in the next flight, customers will expect a bar service 

straight after breakfast and these customers will be disappointed if 

there is no bar. For example, in the Sydney sector the procedure is do 

a breakfast service and passengers will get their drinks upon request. 

On my flight, a Purser made us do a bar service straight after 

breakfast. The first set of the economy class crew sat down to have 

their breakfast while the second group continued with the bar service. 

I was in the second group and by the time I had my breakfast, it was 

11am. I got picked up at 6.45 am and it was too early to have 

breakfast at home. However, having a bar service straight after 

breakfast is not in the procedures. This affects our service quality as 

we will not be providing the same service in our flights. (Mark,Indo 

Fijian, personal communication, September 5, 2009). 

When Pursers and Seniors deviate from the procedures, it is very 

frustrating. For example, some of my superiors will prefer to have 

juices on top of the breakfast cart and some will tell us to run the tea 

and coffee for breakfast, instead of having them on top of the 

breakfast cart. It is very frustrating for me because at times I do not 

8% 

73% 

19% 

Managers and Supervisors commitment to 
quality 

Yes No Sometimes 
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know what procedure is any more. It defeats the purpose of us 

wanting to follow procedures because the seniors and the pursers will 

have the final say (Amy, Rotuman, personal communication, 

September 5, 2009). 

Service quality suffers because the Purser is expected to work in 

Business class cabin. Sometimes she/he does not appear to assist 

because she/he has to give out the arrival forms and complete the 

documentation. When Business class is full, the service delivery is 

slow because there are only 2 operators instead of 3. On the other 

hand, if she is busy in business class, she will not be able to reboot the 

entertainment system for passengers in economy class and the 

customer with the audio/video problem will have to wait for long. I 

came across an incident where the passenger had to wait for more 

than 20 minutes before her movie was rebooted. Definitely, quality is 

affected and they seriously need to look at the crew complement 

(Matila, Indigenous Fijian, personal communication, August 2, 2009). 

It fluctuates. Some come with their own procedures and standards 

which are below the expectation of the customers and this affects the 

quality of service (Rowen, Part European, personal communication, 

September 6, 2009). 

Our Managers are only committed sometimes because of the things 

they come up with. For example, we received a memo stating that the 

ladies’ handbags should be carried on their shoulders when walking to 

and from the aircraft and the bags should not be placed on top of our 

trolley bags, as this was seen as unprofessional. I for one do not agree 

with this, because I do not see what professionalism has to do with 

carrying a bag. By putting my handbag on top of the trolley bag 

would ease the weight off my shoulder. Our uniform is more 

important to look into,than the placing of a handbag. They want us to 

look professional yet our uniforms are faded, our entertainment 

system fails all the time and we are supposed to deliver quality 

service. If they are committed toquality everything will be in working 

order (Carmen, Indigenous Fijian, personal communication, October 4, 
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2009). 

I don’t believe they are committed to quality service. This refers to 

internal service. For example, I put in requests for annual leave, days 

off or compassionate leave well in advance and what bothers me is 

that I have to keep calling the Manager responsible for a reply. At 

most times it would take more than 3 calls to get a reply and in my 

case I never received a reply at all. Yet there were no apologies or 

acknowledgement at all from the Manager’s side I expect him to be 

prompt (Kula, Part European, personal communication, September 6, 

2009). 

When there is a delay at the airport in Nadi, we are left alone to face 

the passengers. It has happened a few times to me, where the flight 

was delayed for more than 3 hours and the Manager on duty was 

nowhere to be found. This was the time we needed support from our 

superiors when passengers are screaming at us, and at least, their 

presence would mean a lot to me. Decisions are made by Managers 

and at most times we are lost because we are not informed of these 

decisions. We are advised at the same time as the passengers. 

Delivering quality service  for me means to be able to answer 

customer queries and keep them satisfied, not evading them (Meena, 

Indo Fijian, personal communication, August 2, 2009).  

At most times I am unable to check on customers in-flight due to 

being held up with the entertainment problems, documentation or just 

because I do not have the time. I do not feel good about it, because I 

would not be able to address any complaints they may have or even 

assist them but that is the way it is. If I have the time, then I will take 

a walk around the cabin to check on the customers (Megan, Part 

European, personal communication, September 6, 2009). 

In the above example given by Megan, consistency in the service may be affected 

in both economy and business class. For example, if the Purser is held up in the 

economy class attending to her paper work, faulty entertainment system or customer 

complaint, her availability to assist in Business class will depend on the time that she 
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is free. This will affect the speed of the service in business class, as there are only 

two operators instead of three. 

6.3. Summary 

From the above-mentioned result(s), it seems that most of the respondents do not 

believe that their Managers and Supervisors are fully committed to quality service. 

However, as highlighted in Table 34, the respondents have different ideas about what 

quality service is. The majority of respondents state that providing the customers 

what they are promised is important which reflects that there may be a lot of “broken 

promises”. The first 5 reasons listed in table 34 are related in their implication of a 

customer being treated well throughout the process of a service experience. This thus 

suggests factors that are vital in fulfilling quality service and the five dimensions of 

service quality (Reliability, Assurance, Tangibles, Empathy and Responsiveness) are 

highlighted through the respondents’ views. It is also noticeable that only a few 

believe that the training programme in place enhances service quality. It is therefore 

important for all employees in the organisation to have the same understanding of 

what comprises service quality.  

6.4. Staff Performance 

Q3. How would you describe the number of tasks you are expected to carry out as a 
duty? 

Table 39: Number of Tasks expected to carry out 

Response Frequency Percent 
Too much 20 38.5 
Enough 32 61.5 

 

Table 39 shows that 38.5% respondents state the number of tasks they are 

expected to carry out as a duty is too much in comparison to 61.55% who state it is 

enough. As described by the respondents,  

I would say we have enough, but it is the flight time and the passenger 

loading that plays a role in the carrying out of our tasks. If the flight is 

longer, then we have more time to carry out the tasks however, if it is 

short like 1hr and 15minutes and the ship is full, then we have to work 

faster. For example, in the 747 aircraft in an Auckland sector, the 
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Pursers work in business class and attend to the overall entertainment 

system. Most of the time, the entertainment system plays up and they 

have to move between business and economy class. Apart from that, 

they need to solve passenger complaints and that is stressful. I guess if 

the entertainment system is in working order, the number of tasks 

carried out would be okay (Mareta, Rotuman, personal 

communication, October 4, 2009). 

I have enough tasks, but it is when passengers are so demanding, that 

the tasks become too much. For example, on some flights, passengers 

just want to drink as if it was their last day on this planet. For a full 

ship to Auckland, we offer passengers a drink from the bar with their 

meals. We do offer second rounds of wines but the other requests will 

have to wait till after all meal trays are cleared. If we are to give each 

customer their second glass of drinks we will be late in clearing the 

cabin and some customers do not see this. On the other hand, at times 

we do not have any assistance from the seniors (Lui, Indigenous 

Fijian, personal communication, October 4, 2009). 

Sometimes, Pursers and Seniors give us extra duties to carry out. For 

example, we are given arrival forms to distribute and help out in the 

duty free sale apart from our normal duties. At times the seniors are 

not there to attend to complaints and we have to do this on our own. 

Of course we can do this, but at times when there is a lot of demand 

from passengers and we are trying to attend to customer needs, these 

extra duties can be very tiring and stops us from carrying out our 

normal duties. Also, we are not provided with the full crew 

complement and we are expected to carry out duties even though there 

is a shortage of man power (Shalend, .Indo Fijian, personal 

communication, December 15, 2009). 

As a Purser, I delegate the distribution of forms to crew because I do 

not have enough time. I have to assist in Business class. For instance, 

on the Los Angeles route, I have to be in the Business class cabin 

when they commence the breakfast service which is 90 minutes 

before landing. The service can take about 45 to 60 minutes and I do 
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not have enough time to distribute arrival forms to the 400 plus 

passengers. I delegate the other crew to distribute the forms to all 

passengers. At most times, I am unable to distribute the forms straight 

after take-off because most passengers fall asleep and I do not want to 

disturb them. From my experience, at times when forms are 

distributed after take-off, customers misplace them during the flight 

so the best time to give out the forms is after the breakfast service 

(Kara, Indigenous Fijian, personal communication, December 15, 

2009). 

6.5. Summary 

The results show that the majority believe they are not overloaded with work. 

However, the pressure of work is highlighted when the crew are allocated numerous 

tasks, not only in one section but in other sections of the aircraft and when there is a 

shorter flight time. The failure of the support systems or process in the work areas, 

put pressure on the worker. For example, the failing entertainment system and the 

need for the Purser to solve complaints show the restriction or the lack of 

empowerment for any other crew member to handle the matter. 

6.6. Working Environment 

Q4. How does the service procedure that is in place now, affect the delivery of 
quality service? 

Table 40: How does the service procedure that is in place now, affect the 
delivery of quality service? 

Response Frequency Percent 
Helps achieve quality service 18 34.6 
Does not help achieve quality 
service 

34 65.4 

TOTAL 52 100 

 

Table 40 shows that a large majority (65.4%) of respondents state that the service 

procedure in place does not help achieve quality service. This is in comparison to 

34.6% who state that the procedure helps achieve quality service.  

As stated by the respondents: 
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Some procedures work and some don’t. For example, in our 

procedures, we only have wines and soft drinks on top of the cart to 

be served with the meals. In most of my flights, some passengers like 

to have beers and spirits with their meal. These passengers will have 

to wait till the meal service is over before we can bring them their 

drink choice. This waiting time could be from 5 minutes to half an 

hour. We have to make the passenger wait and when we make them 

wait, is that quality service?  However, I would say that the serving of 

coffee and tea with the breakfast meal is good because customers   are 

able to get their hot beverage the same time as their breakfast (Connie, 

Part European, personal communication, August 30, 2009). 

One of the procedures is not to serve the can of drinks to the 

customer. Their beverages are served to them in glasses. This slows 

the service in economy class, as I have to do more trips to the galley 

to make drinks for the customers. Although the procedure is such, I 

often ask the customers for their preference and do not hesitate to give 

them the can if they want it (Lote, Indigenous Fijian, personal 

communication, August 30, 2009). 

For business class, I would say that the service is not personalized as 

their food is pre-plated. For me, this is not quality service. But then, 

this was implemented to save cost. However, with this new procedure 

there is less wastage, as all customers are able to have their choice. 

Before this new procedure, business class service was buffet style. We 

usually ran out of choices by the time we got to the last few rows. It 

works better now because the service is faster and the customers’ 

waiting time has been reduced. However, even now we still run out of 

meal choices for business class passengers because in one flight more 

passengers will prefer chicken while in another flight more will prefer 

beef. In this case, I would say that quality service is not achieved 

because customers are not able to have the meal of their choice (Tiko, 

Indigenous Fijian, personal communication, September 6, 2009). 

There is still room for improvement. Sometimes procedures are 

implemented without getting the view of the crew and this often leads 
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to complaints from both crew and passengers. For example, the nuts 

service was introduced without the adequate number of bowls. We 

ended up cleaning the bowls again and at times served nuts in the 

cereal bowls. On top of that, the bowls need to be warmed. This is 

okay on the 747 and 767 aircrafts. However, on the 737, the oven is so 

small and it is a confined area. When it is a full flight you have to heat 

up the bread rolls, cups, food and bowls and with only one operator 

this causes a lot of stress for me (Pramod, Indo Fijian, personal 

communication, October 4, 2009). 

In the above question, two categories are brought together: the working 

environment and quality service. The analysis shows that procedures are important in 

quality service delivery. However, care should be taken that the needs of both the 

service provider and the customer are taken into consideration when formulating 

procedures. Both the right working environment and the right equipment contribute 

to the delivery of quality service. However, the organisation is trying to minimize 

wastage and save costs and when the choice of the customer has been restricted, the 

question remains whether quality service is being delivered. 

Q5. Do you think your working environment is worker friendly? 

Table 41: Do you think your working environment is worker friendly? 

Response Frequency Percent 
Yes 19 36.5 
No 33 63.5 

TOTAL 52 100 

 

What is most noticeable in Table 41 is that the majority of respondents (63.5%) 

state that their working environment is not satisfactory while 36.5% state otherwise. 

As summed by the employees,  

Most of the time, things do not work like the entertainment system, 

the aircraft is old, carpet is ugly and our service equipment is not 

presentable. Comparing our aircraft to other airlines, ours is not 

worker friendly. The Boeing 767 aircraft galley is so far, that one has 

to walk all the way to the back of the cabin to get a drink. I am always 

weary of the hot water faucet. The water gushes out when opened and 
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that is the way it has been. The Boeing 737 economy toilets are at the 

rear of the aircraft, and because of the aircraft having only one aisle, 

customers have to queue to the washrooms. This makes it difficult for 

both passenger and crew to move around (Carmella, Chinese, personal 

communication, November 4, 2009). 

The 747 aircraft has stowage units above head level, in the galley. For 

example, the stowage unit for styrenes (plastic glasses used for 

serving dinks) is usually filled up to the brim that when you open it, it 

is quite difficult to close because it is very heavy. I sprained my wrist 

the other day trying to close it. We serve milk that is cold because the 

packet has been in the refrigerator and this makes the coffee and tea 

cold while serving. We cannot heat the packet of milk up for health 

reasons and we are unable to heat up the milk in the jug because it 

stains the inside of the jug. We have written to the office so many 

times about the cold milk and nothing has come about. So we just 

serve the cold milk and the customers end up having lukewarm tea 

and coffee (Susan, Part European,personal communication, November 

4, 2009).  

Our working environment in the aircraft is not worker friendly 

because most of the time, our equipment is missing and we have to 

make do with what we have. For example, if they do not load enough 

ice scoops, we have to use styrenes to scoop the ice while serving in 

the cabin. On the 747 aircraft, we have the horizontal crew rest 

facilities. However, the company has sealed this area off and no one is 

using it. On long flights for more than 10 hours and especially night 

flights, we are expected to sleep upright in the normal seats. The rest 

area is not curtained off although our agreement states that we are 

supposed to have a curtained off area with horizontal seats. The thing 

that bugs me is this, we have a place that is meant for crew to rest 

properly, but we are not allowed to use it and it is locked. When the 

aircrafts were with Singapore airlines, there were bunks in it where 

crew could rest but the company removed this. I guess removing the 

bunks would mean less weight for the aircraft, which would mean less 
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fuel costs for the company. Now, we are allocated 5 passenger seats 

on the main deck for having our meals and resting. However, there are 

6 seats in the rows that we have been given. One seat has been 

reserved for passenger use and if we are sleeping or eating, we will be 

doing this right beside a passenger. How would you call that friendly 

environment, when you have no privacy? (Samantha, Indo Fijian, 

personal communication, September 9, 2009). 

The above quotes are some examples chosen to provide a picture of the higher 

percentage of responses.  The respondents focus on poor equipment, cabin layout and 

rest facilities. These views are based on their experiences. For example, at times the 

employees work in the 767 aircraft which is leased from Qantas airways. This occurs 

when their 767 aircraft is away for maintenance checks. Crew also travel on other 

airlines as passengers from time to time, in order to operate their duties from outer 

destinations. 

Q6. Are you satisfied with the service recovery procedure in place? 

Table 42: Are you satisfied with the service recovery procedure in place? 

Response Frequency Percent 
Yes 21 40 
No 31 60 

TOTAL 52 100 

 

Table 42 shows that the majority (60%) of respondents in the interview are not 

satisfied with the service recovery that is in place while 40% are satisfied. In this 

survey, service recovery refers to actions taken by the service provider to correct a 

disservice to a customer. 

As summed by respondents, 

There is no proper guideline as to what can be given. A business class 

customer was issued service recovery worth FD$12.00 because coffee 

was spilled on him. I received a letter from the office stating that it 

was too costly. They had expected a bottle of champagne (which was 

valued less than $12) to be given, as this is the usual procedure. We 

usually give a bottle of champagne. How can you give a 16 year old 

boy a bottle of champagne? Also, some customers do not take alcohol 
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and I cannot offer anything else, so all I can do is, say sorry, but for 

how long can you say sorry? (Megan, Part European, personal 

communication, September 6, 2009). 

No. We can do better. If products are good in the first place, we don’t 

need service recovery. The one that we have now is not good enough. 

If the person does not drink, there is no use for the champagne that we 

offer. Actually we cannot do much when there is no guideline on what 

we can offer the customers.  When we have products that are in 

working order, then there will be no need of service recovery 

(Carmen, Indigenous Fijian, personal communication, September 9, 

2009). 

I guess I am satisfied with the service recovery procedure. At least we 

are able to give out something which is usually a bottle of wine or 

champagne (Tomu, Indigenous Fijian, personal communication, 

September 6, 2009). 

The above quotes have been used to reflect the percentage of responses in Table 

39. It is evident that respondents agree to being satisfied with their service recovery 

is being able to offer something and in turn make their customers happy. 

6.7. Summary 

The discussion seems to indicate that most respondents are not happy with their 

work environment as it is restrictive due to shortage of equipment, lack of 

empowerment of employees to perform service recovery and employees’ basic 

comfort in-flight. Such restrictions do not allow the service provider to fulfil the 

customers’ expectations. Also highlighted earlier, the absence of service recovery 

guidelines has led to different standards and high levels of dissatisfaction with the 

work environment. There are also suggestions that service procedures have 

overlooked areas that are important to quality service delivery. One cannot deny that 

the environment, whether friendly or not, has a bearing on how a service is delivered. 
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6.8. Training 

 

Q7. What do you think you should be trained in, in order to provide Quality 
Service? 

Table 43: What do you think you should be trained in, in order to provide 
Quality Service? 

Response Frequency 
Understanding needs/culture 
of different customers 

21 

The “How” of providing 
quality service 

19 

Understanding the company’s 
definition of quality 

13 

 

Table 43 shows that 21 respondents stressed the need to be trained in 

understanding the different cultures of their customers. 19 stated the “how” of 

providing quality service and 13 on understanding its definition. There were some 

respondents who gave more than one answer. As a result there is some disproportion 

in the frequence of responses. The responses were collected and grouped into themes 

which resulted in the three categories in the above table. 

At the time of writing, there was no cultural training for employees. One was 

introduced when the airline first operated to Japan but it covered only awareness of 

the Japanese culture and there has never been any other training for other 

nationalities. The statement that they need to know the “how” of providing quality 

service, reflects that the service procedure is too general and needs to be more 

detailed. Moreover, the need to understand the company’s definition of quality 

reflects that there are numerous perceptions and ideas on what entails quality. This 

illustrates that the employees are not sure of the company’s stand on quality. It also 

reflects that the employee and the organisation differ in their views on what quality is 

about.  

Understanding the different cultures of our customers are (sic) a great 

help for me and more so if we are entering a new market. I had 

operated to Hong Kong and I was indeed shocked by the behaviour of 

some of the Chinese passengers. I found them rude in the way that 

when they came to the galley area, they helped themselves with 
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whatever was on the galley bench without asking. It would have been 

nice if we were told what to expect. We were worried because the hot 

water urn could burn someone or there could be an accident. This was 

something totally different from the Japanese culture, where 

passengers will ask first before taking anything in the galley. When 

we discussed this with the rest of our colleagues, we discovered that 

none of us expected that behaviour (Kylie, part European, personal 

communication, December 15, 2009).   

We need to be trained and retrained on a regular basis, of how to 

provide quality service. We need to be aware of the changing service 

trends and the problems that we face and the possible solutions. We 

need to know and be aware of the expectation of our customers. 

Personally for me, I would like to be trained on how to apologize 

better because on nearly all my flights, I have been apologizing for the 

entertainment system, special meals and some customers who are just 

not in a good mood (Gloria, Indigenous Fijian, personal 

communication, December 15, 2009).  

It is interesting to find out what the company means by quality. Even 

though we try to deliver quality service, our environment and 

equipment are either falling apart or not in working order. We have to 

go the extra mile to make things right. In my view, the whole 

organisation needs training on quality service. This covers Human 

Resources, Finance and other departments. From my experience, no 

one smiles at us when we go to the Human Resources office and this 

is the main office in the organisation. I have been there a couple of 

times and I tell you, the atmosphere is not welcoming. It is no use 

telling us to be good service providers, when they themselves do not 

practise it. I believe the whole organisation should learn to smile and 

live up to the brand that we have named ourselves, and help each 

other like what we want others to see us as - the world’s friendliest 

airline. That would be a start for achieving quality (Susan, Part 

European, personal communication, November 4, 2009).  

Somehow, understanding the organisation’s definition of culture and the “how” 
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of providing quality service is not included in the airlines training programme. This 

shows that there is a lack of awareness on what employees need in order to deliver 

quality service. This is further confirmed by a Manager’s statement during her 

interview that the organisation relies on the employee’s individual culture to take 

them through (Manager 2, personal communication, July 4, 2009). Furthermore, it is 

evident that there is no specific definition or criteria of quality set by the 

organisation. 

Q8. Do you need to be trained in how to deal with special needs passengers? 

Table 44: Do you need to be trained in how to deal with special needs 
passengers? 

Response Frequency Percent 
Yes 15 29 
No 37 71 

TOTAL 52 100 

 

Before this study, the organisation for the first time had carried out training on 

airline passengers’ with disabilities. This course covers the rights that these 

passengers have whilst travelling by air and how the respondents could assist in 

meeting their needs. 

Table 44 shows that 71.15% of respondent felt they did not need training in 

dealing with special need passengers in comparison to 28.85% who thought 

otherwise.  As summed by the respondents, 

Yes, we need refresher courses. It is a part of our culture to look after 

the elderly but sometimes some of us need to be trained. I don’t mean 

to be racist here but sometimes our Indo Fijian workers are a bit rude 

in their approach towards our passengers. For example, in their 

language they do not have the words “please” and “thank you”. 

Although this may be appropriate when they are talking to one of their 

kind, it is seen as rude when they talk that way to other customers. 

Sometimes I know they do not mean it, but they need to be reminded. 

Also we are faced with passengers that are physically impaired and 

we need to be trained on the proper ways of handling them (Carlos, 

Part European, personal communication, September 9, 2009). 
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Sometimes as a Fijian, if an older person is travelling, I would find it 

rude to ask them about their travel details. It would be appropriate if it 

would come from them if they are unsure of anything. I know we 

have to show them respect. It is this respect that does not give me the 

freedom to ask them. If they ask me then I will know that they need 

help and sometimes I forget that I need to be more upfront with them 

because I am at work. Yes, we need refreshers to remind us of the 

roles that we need to play, that is, the interchanging of roles (Makita, 

Indigenous Fijian, personal communication, September 9, 2009). 

No, we don’t need to be trained because we are brought up at home 

with a caring attitude towards others. It is a part of our culture to be 

friendly and helpful towards others (Kitione, Rotuman, personal 

communication, September 9, 2009). 

Our culture allows us to be attentive and caring towards others. We 

help people without being asked. We are taught to respect and be 

hospitable to others therefore, we do not need to be trained (Kala, 

Indigenous Fijian, personal communication, September 9, 2009). 

The above quotes are typical of ideas that emerged and representative of 

responses that surfaced. 

6.9. Summary 

The discussions above indicate that most respondents do not think they need 

training. The majority of respondents have based their answers on their culture as the 

main reason they do not need training in how to deal with special needs passengers. 

However, culture is changing slowly as most families are now nuclear in nature and 

although culture may allow them to be caring towards people, there are other aspects 

of the culture that may hinder their trying to deliver quality service. Customers who 

travel now, range from immobile to the psychologically impaired and it is crucial 

that service providers understand their needs. Quality service is also about giving the 

right attention to the special needs of customers. In the analysis, the different 

perceptions of understanding quality service are apparent and the need for service 

providers to be constantly updated on the changing aspects of quality, is critical. 

What is also obvious is that respondents had highlighted the need for refresher 
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courses. Retraining is essential for quality service delivery due the changing 

environment of service and customer needs. 

6.10. Internal Procedures 

There is a reward system in place for the employees. The “employee of the 

quarter” is based on commendation received from passengers and supervisors on 

line. Attendance is also taken into consideration and the final decisions rest with the 

Cabin Crew office. Employees obtain a certificate and their pictures are displayed in 

the crew briefing room. This reward is not restricted to Cabin Crew but encompasses 

the customer service department, which includes administrative staff. As the 

following responses show, the reward system is not universally popular. 

 

Q9. Are you rewarded if you perform well?  

Table 45: Are you rewarded if you perform well? 

Response Frequency Percent 
No Reward 37 71 
Some Reward 15 29 

TOTAL 52 100 

 

Figure 29: Are you rewarded if you perform well? 
 

Table 45 and Figure 29 clearly show that most respondents are dissatisfied with 

the reward system.  

As described by respondents, 

Well, you get a letter of recognition and your picture is posted in the 

crew room.  It may be a reward for some. However, your picture is 

put above the door. Why can’t it be displayed where everyone can see 
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it? On top of that, the winner could get a free cruise or dinner. This 

will show the person that is winning the prize that she or he is being 

appreciated and at the same time motivate the other employees. I 

don’t think it is good enough (Laura, Part European, personal 

communication, August 30, 2009). 

Well for me I guess, I am still on my 4th year of working and I will 

still get a pay rise on my anniversary date. So that is some form of 

reward (Lani, Indigenous Fijian, personal communication, August 30, 

2009). 

I don’t think so. At most times we are not recognised for the little 

things we do. At times we receive commendation letters from 

customers and we are not aware of them. Even though we do not 

expect any reward, an acknowledgement from the office would make 

us feel so good (Tana, Indigenous Fijian, personal communication, 

August 30, 2009). 

Q10. What do you think about the system in place for rewarding good 
performance?  

Table 46: What do you think about the system in place for rewarding good 
performance? 

Response Frequency Percent 
No standard system 19 36.5 
Need to be improved 33 63.5 

TOTAL 52 100 

 

Table 46 shows that 36.5% of respondents interviewed think that there is no 

standard system for rewarding good performance, whereas 63.5% would like the 

system changed. 

The respondents have interpreted this question to refer to the two systems in 

place. Firstly, the remuneration system is applicable in the first five years of working 

in a particular category. Every year respondents are appraised. These appraisals are 

carried out by supervisors on line and these are forwarded to the cabin services 

department. An employee does not get any pay rise after the 5th year of working in a 

category. The second system is the “employee of the quarter”. 
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According to one employee, the system in place for rewarding good performance 

is inadequate. 

It is not working. For example, the appraisal is only done once a year 

and there is no way to know if you are performing. There is nothing to 

motivate people to perform or boost our morale. If I perform, I don’t 

get anything, so there is no incentive. The seniors used to get prizes 

for selling the most duty free items. Now there is nothing and no 

incentive for selling duty free items in-flight. 

With reference to the employee of the quarter she added:  

It is based on what the office think. The person may be a lousy worker 

and not a good team member but he or she has won the award. It is 

biased and we have a few examples where the award winner(s) is 

questionable (Lulu, Indigenous Fijian, personal communication, 

September 6, 2009). 

Another employee commented,  

I really do not understand what the system is, and if there is an 

existing system. At the end of the year, you attend your appraisal and 

you are told that you have done well, but you have reached the 

maximum level of earning in your category. You do not get a pay rise. 

So there is no reward for your performance. For me, there is no such 

system (Kelly, Indigenous Fijian, personal communication, August 

30,2009).  

And another:  

When my sick days reach 7, in a year, I get a call or a letter from the 

cabin crew office reminding me of the amount of sick days that I am 

accumulating. I have not even utilized the whole amount which is 15. 

Yet when I report to duty and honour my rosters for 2 months, or 

work on my day off, there is not even a word of thank you from the 

office. For me, there is no system for good performance, only for bad 

performance (Doug, Part European, personal communication, August 

30, 2009). 
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Q11. What do you think about the promotion system? 

Historically, promotion has been based on seniority. However, since 2005, merit 

has been considered in promotions. Vacancies in each category are advertised to 

employees and applicants are interviewed. Successful applicants are then promoted. 

Overall, seniority in each category will be based on the year an employee joins the 

organisation. (A more detailed explanation of this seniority promotion can be found 

in Chapter 8, Case Study 5). 

Table 47: What do you think about the promotion system? 

Response Frequency 
Fair (based on merit) 13 
Not lucrative 
(earnings/seniority) 

39 

Unfair 31 

 

Table 47 shows that 13 of the responses rate the system as fair. 31 think it is 

unfair and 39 think it is not lucrative. The above responses were that of the 

respondents and not of the researcher. Although “not lucrative” is a different 

criterion from unfair and fair, this had emerged as a theme during the analysis.  

Thefrequency of responses outweigh the number of respondents as some respondents 

gave more than one answer. As summed by them: 

The system in place has its advantage and disadvantage. For me, it is 

fair because it is now based on merit. People who are hard workers 

can be recognized and promoted. I think it is fair now because if you 

work hard then your chance to be promoted is high. If this is the old 

system, I do not think I can even become a Purser. Because in the old 

system your moving up will depend on your date of joining. I will not 

be where I am now, if we were still on the old system (Charlene, 

Indigenous Fijian, personal communication, September 9, 2009). 

Promotion based on merit now is much better, although I do not agree 

with the seniority system that is still in place. The crew that have 

refused to be promoted these years still take up their seniority when 

they get promoted, so they still benefit.  If you do not want to move to 

a higher category when your time comes, then you should lose your 
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seniority (Kepa, Part European, personal communication, September 

9, 2009). 

I would say that it is unfair because in the latest Purser recruit, it is 

unbelievable how they chose the candidates. Some do not have the 

experience as they have only been promoted to be a senior in the last 

one year and they have been with the company for less than 10 years. 

One thing they lack is leadership, because they do not get well with 

the rest of their peers and I do not think they would make good 

leaders. There are a number who are very good leaders and good 

workers but they were not chosen. Although it is good now in that it is 

based on merit, but somehow I believe favouritism is thriving 

(Marjorie, Indo Fijian, personal communication, November 4, 2009). 

There is nothing exciting about the promotion. The differences in 

wage from one category to another are not much. For example, I am a 

junior and have been in this position for the last 12 years. At the 

moment I am in the top 10 in my category and I am able to choose the 

destination that I want to go to. Also, I am able to earn more overnight 

allowance however, if I am to move up to the senior category I will be 

in the first 30. I will never be able to get the destination of my choice 

and I will get less money than what I am getting now. Staying in my 

current position at the moment, means that I earn more (David, 

Chinese, personal communication, November 4, 2009). 

They have said they are promoting people on merit but I don’t 

understand what they mean by merit. For example, we all go through 

the Purser course and they should gauge how each person performed 

during training and then promote them to the next level. At the 

moment, after everyone had completed the course, the most seniors in 

the category will be given the post first. What merit is in that? I think 

what they should have done is evaluate them on how they have 

performed during training and whoever has scored the highest should 

be promoted first (Leila, Indigenous Fijian,personal communication, 

November 4, 2009). 
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6.11. Summary 

It is noticeable from the discussions that there is a high rate of discontentment 

with the system, though some respondents are quite satisfied with the system in 

place, which is due to the fact that merit is used. However, the issue of merit itself is 

questionable. As highlighted by one of the respondents, even though merit is used in 

assessing applicants, the old format of “more senior” is reverted  to, when applicants 

are promoted. This is not merit in its true and fair sense. The reasons for employees 

not wanting to be promoted is because in most cases, there is no lucrative difference 

in the basic wages between each category. Employees earn more being in their 

current position. However, the true beneficiaries in this instance are the employees 

who are senior in the overall category. Seniority of a person is determined by the 

date of joining (refer Chapter 8, Case Study 5).  

There are in fact two “systems” at work which are at sometimes contradictory. 

Both are hierarchical. In the wider Fijian society, respect is primarily for seniority in 

terms of age. By contrast, in Air Pacific, seniority is determined by years of service 

which, in turn is based on the date the individual joined the organisation. 

6.12. Disputes 

 

Q12. What is your view in the way the company handles disputes? 

Disputes with the company are brought directly to Management’s attention. This 

is in the form of reports and meetings that are held. However, these meetings are not 

standard but are held at times to clarify issues. During in-house training, issues are 

also highlighted and problems that exist in the work area are often rectified by 

Management. However, for Union issues the employees use their Union 

representative. These issues are then discussed between the Union and the company.  
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Table 48: What is your view in the way the company handles disputes? 
 

Response Frequency Percent 
Fair 18 35 
Unfair 34 65 

TOTAL 52 100 

 

Table 48 shows that 65% view the company as unfair in the way it handles 

dispute(s) while 35% state that the company is fair. 

As stated by the respondents,  

Punish first and listen later. Most of the time, they make their 

decisions without doing a proper investigation. This has happened 

quite a few times where people are suspended or terminated and they 

had to be reinstated because the company was at fault (Kepa-

Indigenous Fijian, personal communication, September 9, 2009). 

They have high expectations of us but they don’t have any quality 

product. They don’t look after the crew…yet we are the front liners 

(Greg, Indo Fijian, personal communication, September 9, 2009). 

At times, I feel that they do not take the time to listen properly to us or 

give us a chance to explain ourselves clearly, and this has resulted in 

decisions that is one sided on their part (Lisa, Part European, personal 

communication, August 12, 2009). 

Q13. Do you have any dispute with the organisation? 

This question asks in essence, the degree to which Air Pacific Cabin Crew are 

content with their work environment. As can be seen, the majority are far from being 

content. 

Table 49: Do you have any dispute with the organisation? 

Response Frequency Percent 
Yes 40 77 
No 12 23 

TOTAL 52 100 
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Table 49 shows that the majority (77%) of respondents have some kind of 

disagreement with the organisation while (23%) do not have any dispute.  

According to respondents, topics for disputes ranged from uniforms, salary, crew 

complement and work environment. The responses below are typical of the general 

feedback. 

Our salary needs to be reviewed. Our basic salary structure has never 

changed for more than 20 years. The cost of living has risen and our 

wage is still the same. You know, we have been fighting for our 

wages and we still have not got anything. The Managers get their pay 

rise every year according to their performance. I don’t know how 

much they get, our company cars are changed regularly and the 

company pays hefty rent for Managers’ accommodations. We too 

perform, yet we don’t get anything. We just get the normal cost of 

living allowance. You know I’m not trying to be ungrateful here. 

Compare the percentage of what we get, and what the Managers get 

and there is a big difference (Lena, Indigenous Fijian, personal 

communication, September 9, 2009). 

At times we operate flights with one crew short. Logistics will inform 

us that they cannot find anyone so we have no choice but to operate 

with the crew we have. This is not the problem of the crew but it is 

logistics. They do not roster enough people to man the flights for the 

particular day. I had operated the 737 to Auckland and we had 137 

passengers. When the Purser asked for the 5th crew he was informed 

that they were not able to find the extra crew as they had exhausted all 

the standbys. I was advised by a Lautoka crew that she was on 

standby for that flight and she was never called (Jo, Indigenous 

Fijian,personal communication, September 6, 2009). 

We are not allowed to wear our uniform in public places except for 

work purpose. However, the ground employees wear the same 

uniform and they are seen doing their shopping in the market and 

supermarket. If they are allowed, why aren’t we? It is unfair (Neeta, 

Part European, personal communication, September 12, 2009). 
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At times we do not have the equipment and we improvise and make 

do with what we have in flight. For example, the credit card machine 

was damaged and there was no replacement provided. I had to use a 

drinking glass for imprinting the card on the voucher while doing duty 

free sales (Lui, Indigenous Fijian, personal communication, 

September 6, 2009).  

Time and time again we hear the Ccompany say that we are its best 

asset to counter impeding competition. If that is so, then Air Pacific 

should look after its assets well (Losa, Chinese,personal 

communication, September 12, 2009). 

6.13. Summary 

It seems a high percentage of employees have issues with the organisation and 

most commented the organisation is unfair in the way it handles disputes, and 

grievances from levels of communication, remuneration, the work environment and 

the treatment of employees. Such data suggest there are a lot of unhappy, disgruntled 

employees in the organisation, and such grievances could have an effect on staff 

morale thus adversely influencing productivity and producing, inefficiencies that 

lead to poor performance and low profits. 

6.14. Employees’ discussion on how to address problems. 

As part of discussion, respondents were asked on the ways that they rectified 

problems in the work environment and for suggestions that would contribute to 

solutions.  

For the meal choices, sometimes when our Hindu passengers board 

we usually reserve the chicken or the vegetarian dishes for them. For 

flights which serve 2 meals, if  passengers did not get their meal 

choice during the first meal service we will serve them first during the 

second meal service which will allow them to have their choice. For 

our Moslem passengers, we serve them the vegetarian sandwich. We 

inform the office in writing when passengers are unable to get their 

meal choice.  On some flights, more passengers would like chicken 

and yet on the same flight the very next day, the majority  of 
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passengers will prefer vegetarian  and it is quite difficult to tell what 

the customers would prefer for certain flights and we just have to 

apologise when we run out of meal choices.  Somehow, I believe that 

surveys carried out by the company will at least give us an indication 

of customer preferences (Vere, Indigenous Fijian, personal 

communication, November 1, 2009).  

I had operated the aircraft with the inoperative oven. After 1 week, I 

operated the same aircraft and noticed that the oven was still 

inoperative. I was informed by the other crew that the oven had been 

inoperative for 2 months. I asked the Engineer on duty and was told 

that the parts had not arrived. I then highlighted the issue of the 

inoperative oven to management via a voyage report. I did not get a 

reply but 2 days after my report I noticed that the oven was fixed. At 

times we are unable to do anything because the parts are missing, and 

it may be expensive to keep the parts in our stores, but our Managers 

should ensure that the problems are fixed within 48 hours, so that the 

customers are not inconvenienced (Laisani, Indigenous Fijian, 

personal communication, November 1, 2009). 

For me, I am unable to do anything. If the ovens are logged and the 

engineers are aware of it, then what can we do?  We have done our 

part and the bosses are the ones that need to ensure that the parts 

arrive on time. When we write in, they do not even inform us or give 

us an update on the issue that we raise. They are our leaders and they 

should be more concerned about the quality of our service. I write 

reports but there is no answer, and to me, that means that what I write 

is not important, so what is the use of writing? When passengers 

complain, the people in the office jump so I let the customers do the 

complaining (Chris, Part European, personal communication, 

November 1, 2009). 

At times, the oven part is not there. Firstly, we have to look for the 

part and find the cheapest price which may take 3 days to even 2 

weeks. We then   let our mangers know of the missing part but they 

are the ones that make the last decision on when to get the part. We do 
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have a time line to fix problems in the aircraft and this is applicable to 

airworthiness items. But for parts like the oven this is not as urgent 

and usually takes longer, as there is no time line for this (Engineer, 

Part European, personal communication, November 2, 2009).  

In the case of procedures, crew from all categories should be involved 

in any changes to the in-flight procedures.  There are genuine cases 

where procedures may be altered due to bad weather and flight time. 

However, supervisors need to be trained to realise the effect of this 

deviation on the crew, customers and on service quality. Also, before 

implementing a new procedure, our Managers should ensure that the 

equipment and environment is provided in order for us to deliver the 

product. Also, crew should be encouraged to write in to share their 

ideas. However, if crew are not acknowledged when they write in, 

then this will deter them from sharing their views. A simple note from 

the office in their mail box is good enough (Pramod, Indo Fijian, 

personal communication, November 3, 2009). 

6.15. Organisation Culture 

Q14. Is there a distinctive Management culture in Air Pacific? 

Table 50: Is there a distinctive Management culture in Air Pacific? 

Response Frequency Percent 
Yes 45 87 
No 7 13 

TOTAL 52 100 

 

Table 50 shows (13%) of respondents state there is no distinctive management 

culture in Air Pacific in comparison to (87%) who state that there is a distinctive one. 

The 45 respondents who answered yes to the question were further asked why 

they thought there was a distinctive culture. Their responses are tabulated below 

(Table 51). The term “culture” has been defined by the respondents and their view(s) 

that it is “top down” or “slow” might not be the same as a more academic 

perspective. 
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Table 51: Description of Management culture 

Response Frequency Percent 
Top down 25 56 
Takes time to make decisions 20 44 

 

Table 51 shows that of those who said there was a distinctive culture, (56%) 

believed it was top down. The other (44%) saw it as distinctive in that Management 

decisions were slow. These results were reached after discussions held among the 

respondents.  

In the above table it is noticeable that there were 2 distinctive categories. During 

the discussion(s) respondents who had responded yes to question 14 were further 

asked to explain the reasons for their answers. These answers were written down and 

the number of people in agreement was also noted. At the end of the last group 

discussion, all the answers for the discussions were analysed and this is shown in the 

above table (Table 48). 

As summarised by a respondent: “Top down because whatever we say is not 

important” (Kara, Indigenous Fijian, personal communication, September 9, 2009). 

Another respondent commented,  

Yes, there is a management style where middle management are (sic) 

unable to make their own decisions. The final say will come from the 

top. For example, whenever we ask for changes during our meetings, 

nothing seems to be done. So they cannot tell us straight to the face 

whether something is viable or not. I had this experience years ago 

when we used to operate to Canada. The aircraft had a mechanical 

problem in Vancouver and was unable to leave the airport for 

Honolulu.  The Fiji office was contacted and we waited for a reply on 

the arrangements that had to be done regarding the passengers. It was 

not till after 4 hours that the Nadi office made a decision to cancel the 

flight to Honolulu. This was after repeated calls from our ground-

handling agent in Vancouver to Fiji. I overheard a ground staff 

commenting, yeah…. that is Air Pacific… they can’t make up their 

minds (Bryan, Indigenous Fijian, personal communication, September 

5, 2009). 
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From the above result, the majority in this particular group considered there was 

a distinctive management culture, describing it as top down and others seeing it as 

slow in making decisions. At the same time it was felt that employee input was 

undervalued.  

Q15. Do you think the Company values your input? 

Table 52: Do you think the Company values your input? 

Response Frequency Percent 
Yes 10 19 
No 42 81 

TOTAL 52 100 

 

Table 52 show that the majority (81%) of respondents state that the company 

does not value their input while (19%) state that their inputs are valued. 

As stated by the respondents, 

A lot of times what we say falls on deaf ears. We get no reply when 

we write in and maybe if we write higher up for example to the CEO, 

then we get a reply (Taka, Part European, personal communication, 

September 9, 2009). 

We are not valued at all because changes are implemented without our 

inputs. For example, changes to the procedures are done and these 

affect how we work. Take for instance the storage of serving 

equipment. They had implemented the new nuts service for business 

class and there is no specific storage compartment for the serving 

bowls. We end up storing the clean bowls and the dirty ones together 

(Kim,Indo Fijian, personal communication, September 9, 2009). 

I guess sometimes we are heard, but not all the time. For example, 

when we raise issues about safety, this is rectified immediately. For 

other issues like our roster or service problems these take a while 

(Alisi, Indigenous Fijian, personal communication, December 15, 

2009).   

At times when we have meetings we bring up the same issues. These 

issues would have been highlighted a few months before and nothing 
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has been done to rectify these problems. Personally, for me, this 

shows that what we bring up is not important. They should just be 

honest with us that there are things that are beyond their control. I do 

not see anything wrong with them coming out with the truth. Maybe 

they do not want us to see them as weak. However, I have seen our 

Managers “jump” when issues are highlighted by their superiors. 

They go out of their way to solve these problems (Connie, Part 

European, personal communication, August 2, 2009). 

We have been complaining about our rostering system. Some crew are 

rostered on stand-by throughout the month while others have 3 over 

nights in a month. Suggestions have been put in to distribute the fights 

evenly but this is not happening. Yet no explanations are given by 

Logistics on the reason they cannot distribute flights evenly (Iliavi, 

Indigenous Fijian, personal communication, December 12, 2009). 

I have written in to rectify problems that I encountered regarding my 

roster. I was taken off my overnight flight because I was not able to 

operate the turnaround flight due to illness. The following week I was 

pulled out to operate a flight that was “married to an overnight flight” 

but I was not given the overnight flight. The person who was ill for 

the turnaround flight was allowed to operate the overnight sector. It is 

2 months now and after numerous e-mails I still have not received an 

explanation from management (Gina, Part European, personal 

communication, August 2, 2009). 

With regards to the above comments made by Gina, employees are rostered to 

operate two duties consecutively. The first duty involves a person to operate a 

turnaround flight (flight which comprises 2 sectors, beginning and terminating in 

Nadi). The second duty is a flight which operates out of Nadi and terminates out of 

port. If for some reason a person is unable to operate the first flight, he or she will be 

taken off the second flight duty. 

From the above analysis, it is apparent that the respondents do not feel valued 

because there is no response from management. However, issues that affect safety 

are rectified immediately. This of course is noteworthy, but although safety plays an 
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important role in the delivery of quality service, consideration of other component of 

quality should not be overlooked. 

Q16. Are you trained in how to adapt to the Air Pacific culture? 

Table 53: Are you trained in how to adapt to the Air Pacific culture? 

Response Frequency Percent 
Yes 2 4 
No 50 96 

TOTAL 52 100 

 

Table 53 shows that a massive proportion, (96%) of respondents are not trained 

to adapt to the organisation culture. In contrast, only 4% are trained. 

As stated by an employee during the interview,  

I think when I first joined 11 years ago, we were briefly told about a 

few things. The rest is learnt as we go along; sometimes we get burnt 

so to speak because we were not told. Then we learn how things are 

done (Teresa, Rotuman, personal communication, September 4, 

2009). 

As summed up by another employee,  

Well I can’t remember when I was trained; maybe we need to be 

refreshed. We were not actually told of the details of the organisation 

but for me, I learned mostly from my peers, especially my travel 

benefits (Lola, Indigenous Fijian, personal communication, September 

9, 2009). 

From the interview with Managers (Chapter 5), the employees are briefed by the 

Human Resources, Sales and Cabin Crew Departmental representatives during their 

initial training. These briefings last for one hour each for each speaker and new 

employees are not taken around the premises. Additionally, interviews carried out 

with the trainers highlighted that employees are not trained about the Air Pacific 

culture. 

Furthermore, it can be stated that there is no existing Air Pacific organisation 

culture. The employees are told of the company’s vision and mission statements 

during their induction, and speakers from the major departments visit the training 
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centre to speak to the new recruits about their respective departmental functions. 

However, the employees do not have a proper induction, as they are not taken around 

the company premises. This may be a reason the employee feels unvalued, because 

he/she is not aware of how things are done and the processes and decisions that need 

to be fulfilled, before a final decision is made. On the other hand, decisions are 

taking longer to be finalised because the final decisions are made by the Managers, 

and middle Managers are not empowered to make decisions. This contributes to 

respondents feeling unvalued because of the lack of acknowledgement from the 

Manager(s) part. 

However, although the airline claims itself as “friendly” as in their 

advertisements and distinctively Fijian (Managers’ interviews), it is how it intends to 

portray this that is questionable. The term distinctively Fijian speaks volumes. The 

friendly aspect of this branding is not evident in this analysis. Being branded friendly 

would mean being helpful towards each other. However, the Fijian aspect of culture 

where respect is shown to those in authority is apparent, where leaders make 

decisions and the subjects (Cabin Crew) are expected to accept these without 

question. 

6.16. Summary 

The results of the discussions have highlighted that Managers and employees 

differ in their views regarding quality service. In addition, Managers are not 

committed to service quality and the poor work environment prevents the delivery of 

quality service. There is also a great need for employee training and the existence of 

disputes and discontentment of the current promotional system, has also been 

highlighted.  

It is apparent that in order for quality service to be achieved, it is important for 

managers and employees to have the same understanding of what entails service 

quality. The problems highlighted in this chapter show the different understanding 

that management and employees have. In order for quality service to be delivered 

successfully, staff performance is vital and it is obvious that the performance of the 

service provider is influenced by factors such as the work environment, internal 

procedures, training and work systems in place. However, the need for an 

organisational culture that is conducive to quality service delivery is vital, as it will 
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act as a beacon for employees. Although one may argue that the sole purpose of the 

organisation is to provide transportation, it is part of the service sector and the 

provision of quality service is vital, if the organisation is to survive in the 

competitive market. 

The elimination of problems faced by employees would boost their performance 

and accomplish the delivery of quality service. The vision and the mission of the 

organisation wholly permit the provision of quality service to customers however, 

the staff responses and actions say otherwise. 

The following Chapter (7) highlights issues that surfaced during the 

questionnaire and group discussions. These issues are Union related.  
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Chapter 7 

Interview On Union Issues. 

7.1. Introduction 

The interviews were carried out as a result of issues that were exposed during the 

interviews and questionnaires. Additional questions were formulated to find an 

explanation or an understanding about union related issues. A total of 5 questions 

were asked (refer 7.2). The interviews included organisation and union 

representatives as well as employees. Employees of the organisation are members of 

the Fiji Aviation Workers Union (FAWA). FAWA was registered in 1stMay 1991. In 

1994, the flight attendants broke away from FAWA and formed their own Union 

(Air Pacific Flight Attendants Association-APFAA). However, by 1996, the majority 

of flight attendants had resigned from APFAA and rejoined FAWA. There were two 

strikes in the history of the company. The strike in 1997 lasted 4 weeks while the 

strike in 2002, lasted a week. On 10 July 2002, FAWA changed its name to TWU 

(Transport Workers Union). Of the 301 Cabin Crew, 29 are not TWU members and 

Union membership is on a voluntary basis. Work conditions of flight attendants are 

based on agreements between the Union and the Company. A breakdown of 

respondents who participated in the interview is illustrated in Table 51. 

Table 54: Respondents to Union Issues 

Title Gender Category Ethnicity 
Manager 9 Male Manager Other 
Manager 10 Male Manager Other 
TWU 1 Male Representative Indo-Fijian 
TWU 2 Female Representative Indigenous Fijian 
Employee 1 Male SFA Other 
Employee 2 Female PUR Rotuman 
Employee 3 Female SFA Indigenous Fijian 
Employee 4 Male FA Indo-Fijian 
Employee 5 Female FA Indo-Fijian 
Employee 6 Female SFA Part European 

Ten respondents were interviewed. Managers 9 and 10 were chosen for the 

interview because they were in constant dialogue with the Union office.  In addition, 

respondents TWU 1 and 2 were interviewed as representatives of TWU.  
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Employees 1 to 5 are members of the Union while Employee 6 is not a Union 

member. The crew respondents were chosen according to their familiarity with the 

issues and their affiliation with the Union. First preference was given to crew who 

had not taken part in the group discussion or questionnaires. Two representatives 

from every category were chosen, with one from each gender. Four of the five 

employees were approached by the researcher when they operated together.  In the 

Purser category, electronic mails were sent to 2 respondents and only one responded. 

Employee 6 was approached by the researcher during an office visit. 

Interviews with each union member were carried out during the flight, which 

lasted approximately 20 minutes. The interview with the non-union member was 

carried out in the Company briefing room and lasted approximately 25 minutes. All 6 

crew (employees) had not taken part in the questionnaire or group discussions.  Due 

to confidentiality, some degree of vagueness was inevitable to avoid recognition of 

respondents.   

7.2. Questions 

The respondents were asked the following questions: 

1. What is the relationship between the Union and the Company? 

2. Why do you need to extend the working days to 7 days? (For the 

organisation) 

3. Why don’t you agree with the 7 days work? (For the TWU/employees) 

4. The majority of Cabin Crew are unhappy with the current rostering system. 

What is the Company/Union stand on this? 

5. What do you think about the current rostering system? (Employees) 

The interviews highlighted that the relationship between the Union and 

Management is unhealthy however, issues have always been resolved.  At the 

moment, a few issues are in court as both parties cannot come to agreement. 

Union membership is on a voluntary basis and during the initial induction 

training, Union officials are given time (1 hour) to inform the new recruits of the 

functions of the Union. During this time, new members are recruited. Members are 

levied a membership fee of $10 every fortnight.  
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In addition, the current rostering system is based on seniority and the Logistics 

office is responsible for roster lines. These lines are chosen by each crew and the 

awarding of lines is based on seniority. A more detailed explanation of the seniority 

system is in Chapter 8, Case Study 5. The results of the interviews are set out below: 

7.3. Union and Organisation Relationship 

The relationship between the two parties as summed by the respondents: 

The relationship is very disappointing because we are trying to move 

the company forward while the Union is trying to drag us back. I am 

not used to the personal attacks that the Union is using (Manager 9, 

personal communication, April 14th 2010). 

My personal opinion is that the Union represents a small number of 

people as opposed to other unions that I have come across - the 

majority of the members’ wishes are not considered. There is strong 

support from union members in which they are very respectful of 

union leaders, which can have negative or positive effects. I find the 

culture as a respectful one, they have respect for those in authority and 

people will follow direction. Slowly after time, they may change. I 

like a healthy debate, though (Manager 10, personal communication, 

April 14, 2010). 

Well, I would not say it is good. We have some disagreements and I 

would say senior management do not often see where we are coming 

from. At times, the Managers in the lower level could understand but 

when it comes to the senior level, we have disagreements (TWU 1, 

personal communication, April 6, 2010). 

With all other departments, I would say that the overall relationship is 

good but I don’t think I could say the same for the Cabin Crew branch 

(TWU 2, personal communication, April 8, 2010). 

At the moment it is very sour. This is due to the “married flight”. This 

was supposed to be for a trial of 3 months only. It was agreed between 

the Union and Management that the married flight will be carried out 

for a trial of 3 months. After the 3 months, they went ahead and kept it 
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without even discussing it with the Union. We had brought it out, 

highlighting that we made the deal based on trust. They said that 

having the married flight greatly decreased the number of people 

pulling sick for duty and that is why they kept it. They did not keep 

their side of the bargain (Employee 1, personal communication, April 

1, 2010). 

A married flight is where 2 flights are combined as a duty. The first flight is a 

“turnaround” flight and this is “married” to the second flight which is an “overnight” 

flight. Duty on a turnaround flight originates in Nadi (base) and terminates in Nadi. 

An overnight flight is one which originates out of Nadi and terminates out of base. If 

a crew member is unable to work the first flight due to illness, then he or she will be 

taken off the second flight irrespective of health status. The person can operate 

another duty but not the overnight flight. 

In regards to the Cabin Crew branch, at the moment, the relationship 

is strained. Normally not one of equal footing, as the union is always 

the underdog in negotiations and there is definitely a lack of 

transparency and therefore, trust between the two parties. One party 

always wants the upper hand. I would assume that this is the norm 

between employer and union as it's all I have I’ve ever known 

(Employee 2, personal communication, April 30, 2010). 

Tension was always there, not really a good one I would say. We are 

weary of each other and at times they break our agreements. This 

happens a lot and when we highlight this to them, they take their time 

in making decisions. For example, at the moment we are still waiting 

for their reply on our hours of work. They are actually breaking the 

agreement but we cannot do anything at the moment because of the 

bill being placed by the government and we cannot go on strike 

(Employee 4, personal communication, April 9, 2010). 

I don’t think there is any good relationship between the Union and our 

branch. They are always arguing or trying to outsmart the other. I 

thought that they are supposed to work together for the betterment of 

our conditions. There is no trust and respect between the two, I would 
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say (Employee 5, personal communication, April 7, 2010). 

I don’t think they see eye to eye. There is so much disagreement 

between the two, so I do not think they have a very good relationship 

(Employee 3, personal communication, April 7, 2010). 

From my experience, the relationship between the two has never been 

good. To me, they are always at war (Employee 6, personal 

communication, April 9, 2010). 

Given the results of the above responses, it seems that the relationship between 

the Cabin Crew branch of the Union and the Organisation is not a harmonious one. 

Although one of the Managers states that he likes a healthy debate, this may not 

be readily accepted by the employees. For instance, as a collectivist society, Fiji’s 

culture does not entertain confrontations. The respondents (employees), in the 

interview represented five different ethnic groups. Although the Manager (an 

expatriate) may want a healthy debate, the employees on the other hand may look at 

this as opposing authority and thus may not become involved. Without the 

confrontation, employees are not able to air their grievances openly. On the other 

hand, a healthy debate from the Manager’s side may be seen as an attack from the 

employees’ point of view. 

7.4. Seven Working Days Extension 

The current agreement is such that the employees can work for 6 days in a week. 

However, in order to minimize operation expense, the company had asked for an 

extension in the working days. The operations of the Hong Kong and Honolulu 

sectors result in crew being away from base (Nadi) for 7 days. The respondents were 

asked their views, on the extension of working days. 

The responses are summarised below: 

7.4.1. Organisation Response 

I believe TWU does not represent the wishes of its members. For 

example, we were forced to “deadhead" crew to and from Hong 

Kong.  This costs a lot of money and at this time we are trying to cut 

down on our costs and I have had crew come into my office nearly in 

tears because they do not like the “deadhead” because it was just too 
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tiring and the flights are uncomfortable (Manager 9, personal 

communication, April 14, 2010). 

The 7 days extension is for operational reasons and we work on 

shared information. We have shared information with the Union 

hoping for us to work together, but this has been used against us. We 

had also come up with a productivity package for the Cabin Crew, but 

this has been rejected by TWU (Manager 10, personal 

communication, April 14, 2010). 

4.2. Union 7Response 

First of all, the crew do not want to be away from their family for that 

long. There are people with families and they want to come home to 

spend time with their families. The senior Management, I believe, 

lack the understanding of our culture (Cabin Crew). The lower 

Managers understand us, as they at times agree with us, however, this 

is not the case with the senior Managers. These Managers are both 

expats and locals. They need to understand us in the way that they 

need to take time, in looking at things differently, on how we do 

things. They do not appreciate how the agreements are arrived at and 

they tend to look at the agreement in isolation. For example, 

circumstances have now changed. Many years ago the air hostesses 

were single, and they did not have any family commitments, so they 

can afford to be away from home for a longer period of time (7 days). 

In our culture, we want to be back with our family and one week is 

too long to be away.  (TWU 1, personal communication, April 6, 

2010). 

At this time, the Company is not making any money and the Cabin 

Crew branch are very unrealistic in their approach. They would not 

even want to sign any agreement with the Company and they would 

not listen to any suggestions that were made (TWU 2, personal 

communication, April 8, 2010). 

7.4.3. Employee Response 

The company was not offering anything other than an extra day’s 
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meal allowance for the crew who operated to Hong Kong, no mention 

was made of Honolulu. The Company did not intend to give anything 

to the workers, for a change in the agreed working condition 

(Employee 2, personal communication, April 1, 2010). 

I do not mind doing the 7 day extension. Firstly, the allowance is 

more and secondly I will be having more rest because I only work for 

2 days. That is, one way up and the other way back and this is more 

relaxing. In comparison, if I stayed in Fiji for those 6 days, I may be 

working everyday doing turn around flights which could be more 

tiring. Now, if each flight covers a duty of more than 8 hours, I will 

get productivity pay. If not, I do not get much (Employee 6, personal 

communication, April 7, 2009). 

I do not think 7 days away from home makes any difference. I can 

manage that. I have been away for about the same length of time 

every month and it does not make any difference to me. For example, 

in a month I may operate 2 overnight flights to Los Angeles. With 

these flights I am away from home for a period of 4 nights for each 

trip. So I am away from home for a total of 8 nights in a month. At the 

moment, I am already away from home for more than 7 days 

(Employee 4, personal communication, April 9, 2010). 

I am a mother and I guess my children are used to me being away. 

Being away from them for 6 days for me is not too long. We have the 

technology, like the phone and internet to keep in touch. For me, the 

most important thing is providing for my family.  Gone are the days 

that you can stay home for the whole week and all your needs are 

supplied by the plantation or you can survive comfortably with one 

income. You need money and as a wage earner, I have to help my 

husband also (Employee 3, personal communication, April 9, 2010). 

I believe that it is not the amount of time spent away from base that is 

important. It boils down to the money one gets. The crew that operate 

these sectors are the ones with families and yet they spend more time 

away from home. The single ones who are usually the most junior 
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hardly operate these sectors because they are unable to get it. I do not 

think culture has anything to do with it. Money and the dollar sign 

definitely play an important role here. I would call it the dollar culture 

(Employee 5, personal communication, April 30, 2010). 

If they apply the 7-day rule, only a few people will benefit. Only the 

most seniors in each category will be able to operate on the Honolulu 

and Hong Kong run. So it is better for the organisation to deadhead us 

around so that everyone can still have a chance to work and earn more 

on productivity pay (Employee 1, personal communication, April 7, 

2010). 

7.5. Summary 

The above interviews reveal varying perspectives on the 7 days extension. 

Although the employees do not mind the extension, the Union’s view is that the 

organisation did not keep its part of the bargain and this is seen as a breach of the 

agreement between the Union and the Company. There is also an adamant stand on 

the Union’s part which shows lack of trust or understanding between the two 

stakeholders. As summarised by one of the respondents:   

I know at times we could be so stubborn, but because we have been 

burnt a lot of times, and this is not the first time it has happened. We 

strike a deal and we are supposed to review and hold discussions, but 

they just go ahead and do whatever they please. Now they have gone 

ahead and introduced the 6 days tour of duty for Hong Kong and 

Honolulu. We have not come to an agreement and they have gone 

ahead with implementing the change. I know of course they pay our 

bread and butter, but at least, be honest with us (Employee 1, personal 

communication, April 1, 2010). 

Furthermore, there are contrasting views among the employees .Although a 

respondent stated that intheir culture,the family is top priority, in that they do not 

wish to be away from them, another disagrees. As stated by a respondent, 

Our culture is to look after our families and work is important for us 

in order to provide for family needs. If this means being away from 

your family for 7 days in order to earn, then so be it. We joined the 
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airline knowing very well that at times we will be away from our 

families (Employee 3, personal communication, April 9, 2010). 

7.6. Rostering System 

Every month, rosters are created by the rostering officer for every category and 

distributed to the crew. These roster lines comprise flight duties that employees are 

required to operate. Every line consists of various flights with differences in the 

length of time that one spends out of base and the number of flights that one needs to 

operate. There is no rule in place regarding the standard number of turnaround or 

overnight flights in a line but the hours of work are the guideline for roster duties. 

This bidding system allows the crew to choose the line that one wants to operate in 

the coming month however, the roster lines/bid are awarded according to seniority. 

The most senior employee in every category has the first choice and this is carried 

out till the end of the category. An example of the rostering/bidding system is 

explained in Chapter 8 (Case Study 5).  

The Union and the Organisation were asked on their stand(s) on the rostering 

system and this was summed up by the respondents, a representative of TWU, a 

Manager and employees. 

I would say that a good cross section of flight attendants are happy 

with the rostering system. However, at times members have 

highlighted their discontent with the system. There have been major 

arguments many times and the union has not gone back to its 

members regarding the bidding system. With the bidding system in 

the roster, at least you have some control of where you want to go. 

According to one of my senior members, there is a way of bidding 

and you still can get what you want. Also, we had personnel a few 

years ago that came to look at the system and it was too much hassle 

changing the current system. As for the juniors in each category, they 

just have to understand that they have to wait till the top people in 

their category leave. The truth is, no two people can be doing the 

same thing (TWU 1, personal communication, April 6, 2010). 

Some crew have been informing us of their unhappiness with the 

rostering system. We had discussed the subject with the Union 
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executives and there are possible changes that can be made to the 

current system, which will be fair to everyone. They disagreed 

because according to them, they are comfortable with it. One of them 

actually said, “I am in the top in my category and I am enjoying it, 

why should the system change? (Manager 9, personal communication, 

April 14, 2010). 

From my understanding, the Union’s reasoning on that is that it 

prevents favouritism by way of rostering and because of the 

productivity payment, those more senior can have the first option. 

When the agreement was made regarding productivity, it was tied 

with the bidding system. I have to wonder if any of the members have 

made a serious and strong argument against the current system 

(Employee 2,personal communication, April 30, 2010). 

I am the number 10 from the bottom of my category and for 3 years I 

have not been to Honolulu. I have been bidding for it and I never get 

it because those who are more senior than me bid for it too. I just got 

one this month and I was surprised, it was fitted into my roster and I 

have been trying for the last 3 years. (Employee 6, personal 

communication, April 7, 2010). 

I usually get my choice and I have no problems with the rostering 

system. At one time, I was at the bottom and I could not get my 

choice. I guess the others will just have to go through the same thing. 

It happens in other airlines where the most seniors get the most 

lucrative flights, so they just have to wait out their turn (Employee 1, 

personal communication, April 1, 2010). 

I just don’t bid as I am in the bottom 8 of my category. It is no use 

because you look forward to getting a certain flight but someone more 

senior than you will definitely get it and this is very disheartening. So 

I feel better not to bid at all and just wait for the line that is given to 

me which is unfair however, I find it a hassle to bid (Employee 4, 

personal communication, April 9, 2010). 

Sometimes you spend so much time bidding and still you do not get 
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your choice so I just leave it to the rostering officer to give me a line. 

It is a waste of time trying to bid for 100 lines and throughout the 

years I have learnt that it would be better for me to leave it to the 

office to give me a line (Employee 5, personal communication, April 

7, 2010). 

Honestly, I would say that the current system is unfair because only a 

few benefit. They get the best flights every month. I do get the choice 

for my destination most of the time but to get the best in that month, 

that would be a dream. My understanding is that when we agreed to 

the current system, it was supposed to be on a rotational basis, but this 

did not eventuate and the most seniors are not kicking up a fuss 

because they are benefitting from it. Personally, I would like to have a 

fairer system (Employee 3, personal communication, April 7, 2010). 

The results of the interviews demonstrate disagreements with the rostering 

system. Although some were content with the current system, others were not. It is 

clear from the interview, that seniors in their respective categories were happy 

whereas those based at the bottom rung are not too happy about the current system. 

No action has been taken by the Union to clarify or to actually find out how many of 

their members are happy with the current rostering system. 

7.7. Summary 

In retrospect, it might be argued that in disagreements between the Union and the 

Organisation, the employees are the ones that suffer. However, one could also argue 

that as Union members, everyone is allowed to raise their concerns. If the majority of 

the members are unhappy with the current system, why is the Union not taking a 

stand in representing the wishes of the majority?  

Secondly, according to Management, the Union does not represent the view of 

the majority of its members and is not informing its members of the truth. By 

contrast, Union representatives believe that Managers are not informing the CEO of 

the true situation. This raises issues over the coherence from middle to senior 

Management. As summarized by an employee:  “they are not giving CEO the right 

message and they are filtering information. They are just telling him what he wants 

to hear and they are not telling him the true story” (Employee 1, personal 
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communication, April 1, 2010). This depicts the level of mistrust between the two 

parties. This mistrust has filtered to the level where even the employees are taking 

notice. As commented by respondents,  

There is a big difference from what the Union has been telling me and 

what the Managers are saying. The company has been sending us 

information through memos but the Union has not done anything. We 

rely on each other especially the seniors, who are the Union reps, to 

inform us of what is happening. But nothing positive comes from 

them about the Company. Most of these communications are done 

verbally and by the time the message arrives to us, it has been 

misinterpreted. Now we have lost some good deals. We have to 

realize now that times are tough and the truth is, we are losing 

millions and the company has never experienced a loss such as this 

(Employee 4, personal communication, April 9, 2010). 

I feel that after a few discussions with my colleagues, everything boils 

down to our office. This is the main office and we look at them as 

representing the organisation. If crew feel that they are not valued, 

then of course their affiliation will be with the Union (Employee 6, 

personal communication, April 14, 2010). 

From the result of the interviews the following can be confirmed. 

1. The relationship between Management and the employees perceived as 

unhealthy. 

2. The relationship between employees and Union officials is not seen as based 

on truth. It seems most workers are not happy with decisions that affect their 

work conditions. 

3. The employees are left to the discretion of Management and Union officials 

whereby employee needs are overlooked. 

4. The current bidding system will remain as the employees’ representatives 

have an interest in retaining it.  

It is apparent that there are existing issues affecting employee performance. On 

one end the organisation is trying to meet its operational needs and on the other, the 
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Union is trying to protect or hold on to employee benefits. The interviews have 

revealed that the majority of respondents do not agree with the Union’s stand on the 

issues discussed. The stance taken by the Union in not changing the rostering system 

(which is currently based on seniority), reflects the needs of a few and portrays a top 

down approach. However, one may ask as to why the organisation has not stepped in 

to rectify the roster problems. This is due to the understanding that the Union is the 

representative of the employees and any changes will have to be highlighted through 

this forum. In this case, the Union has ignored the needs of the majority of its 

members which alternatively affects employee performance. However, as an 

employer, the question posed is that at the end of the day, who is responsible for 

employee welfare, the organisation or the Union?  

This chapter has highlighted the result of the interviews regarding union issues 

that surfaced in the analysis of questionnaires and group discussions.  

Chapter (8) shows the results of the case studies. 
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Chapter 8 

Case Studies 

8.1. Introduction 

Case studies are useful in research because they give a more detailed description 

of matters under study. The use of case study in this research exemplifies the events 

that occur enabling a better understanding of existing issues. 

The Chapter consists of 6 case studies and looks at the work environment in 

general. Case Study 1- the physical environment. Case Study 2 & 3 - visa 

requirements. Case Study 4- service recovery.Case Study 5- bidding system.Case 

Study 6- breach of contract. 

Of the six cases, only the participants in case study 4 had participated in the focus 

group. Other respondents had not taken part in any interviews or completed any 

questionnaires. 

Respondents were chosen when they came into contact with the researcher or 

when they worked together.  

The following Case studies are some of the examples of issues that were 

witnessed by the researcher while carrying out fieldwork and highlighted during 

conversations between the researcher and members of the cabin crew workforce. 

Case Study 1 

8.2. Work Environment 

8.2.1. Background 

The following events occurred on the 737-800 aircraft bound from Auckland to 

Nadi.  All seats in the economy class were taken and 4 seats out of the 8 Business 

class seats were occupied.  In this aircraft, two toilets for economy class are located 

at the back of the aircraft and one toilet at the front of the cabin, specifically 

designated for business class passengers. Half way through the flight after the meal 

service, customers queued for the use of economy class toilets.  Economy class 

customers that wanted to use the toilet in the business class were denied entry to the 
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business class cabin and were instructed to use the economy class toilets. A total of 3 

economy male passengers had been denied entry into the business class toilet. A 

female passenger asked the two Cabin Crew attendants in the business class section, 

if she could use the toilet and was told that she was unable to use it because it was for 

business class passengers only. She told the crew that she was advised by one of the 

crew at the back (Vishnu) that she could use the Business class toilet, as there was a 

queue in the economy class toilets. The business class Cabin Crew apparently 

informed her that procedures would not permit her to use the business class toilet and 

they called the economy class cabin attendants to find out how many people were in 

the queue. It was noted that there were two people in the waiting line. In the 

meantime, a business class passenger decided to enter the business class toilet. The 

crew member apologized to the female economy class passenger and advised her that 

she will have to use the economy class toilets and to ask Vishnu to allow her to pass. 

Vishnu was in the cabin with his duty free cart carrying out duty free sales. 

Apparently, customers had to move past him if they needed to go to the washrooms. 

As stated by the crew member at the business class section:  

I cannot allow her here because I had turned down the 3 gentlemen 

that had wanted to use the business class toilet before her. If I allow 

one, then I will have to indiscriminately allow the rest of the economy 

class passengers. Apparently, it is common knowledge that our 

business class passengers paid so much in order to enjoy the seat, 

amenities and the services of Air Pacific Limited. If they had to wait 

in line to use the business class toilets, then paying a high price is 

extortion. I don’t want them to complain about the service in business 

class being lousy because they were waiting for the toilet to be free. 

Economy class passengers are not totally disallowed to use the 

business class toilet. At times, certain passengers are allowed. For 

example, if it is a child and there is a long queue, or an old person 

who is so far from the toilet and is unable to walk, we do allow them 

to jump the queue. After the incident with the first economy class 

passenger, another lady came up to the business class cabin 

attendants, and was directed to use the economy class toilets (Hamida, 

Indo Fijian, personal communication, December 8, 2009). 
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As stated by Vishnu, “I was doing my duty free sales and she was standing 

behind me and there was a queue so I told her to come up to the front”. 

According to the economy class operators, the customer was crying because she 

felt that she had been victimized and mistreated. The passenger then told the Cabin 

Crew that she was owed an apology. The crew member agreed with her and told her 

she felt so bad for not allowing her to use the toilet. She later explained to the 

customer the reason why she did not allow her to use the business class toilet. The 

crew member also apologized for the communication breakdown between the Cabin 

Crew operators. The customer was overheard saying “sega na leqa” (no worries man) 

and was seen hugging the crew member in question, before disembarking the 

aircraft. 

Honestly, I felt so bad after refusing the customer and I know that we 

all like to please our customers, but we just can’t please them all. The 

customer felt so angry because she was told that she was able to use 

the washroom. What Vishnu should have done is call first and advise 

the other Cabin Crew operators of what he had done so that everyone 

is aware of the situation. The other operators were following 

procedures. Apparently, in this incident, the customer suffered 

(Hamida, Indo Fijian, personal communication, December 8, 2009). 

8.2.2. Analysis 

Several points emerge from the above case study. Firstly, there was 

miscommunication among the employees. Although the procedure states the business 

class toilet is for customers who had paid for the seats, there had been instances 

where this has been overlooked. The crew in this scenario, as good service providers, 

tried to fulfil one of the characteristics of quality service (empathy). However, in this 

case, there was a breakdown in communication between the operators in business 

class and those in economy class. Of course, employees can be compassionate, but 

on the other hand, procedures needed to be followed. Better communication on the 

service providers’ part(s) would have eliminated the problem. The procedures need 

to be evaluated and employees need to be given an outline of what to do in case 

service requires any deviation from the norm. 

Secondly, the environment may warrant an extra toilet for economy class 
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passengers. The two toilets for economy class passengers are located at the back of 

the aircraft and since there is only one aisle, passengers are inconvenienced. 

Furthermore, the employee was doing his duty selling duty free items which required 

him to move in the cabin with his cart. However, to access toilets, customers have to 

go past the cart and the employee. Since this was a full flight, accessibility to the 

toilets was very much restricted. 

Thirdly, in this aircraft, the business class toilet is in front of the cockpit door. 

Safety regulations require that vigilance is observed when in the vicinity of this 

particular area. Since the washroom is located in the front end of the aircraft, 

economy passengers wanting to use this facility have to walk through the business 

class cabin in order to reach the washroom. This causes congestion in the business 

class cabin.  

In conclusion, the case shows that the work environment is important in the 

delivery of quality service (Ryu & Han, 2010). In effect, at certain times during the 

flight, toilets become a scarce resource. In this aircraft, the total capacity of economy 

class is 154 passengers and movements of people are restricted. Hence, the 

experience of the overall service can be undermined. At such times, there is a 

potential contradiction in the service on offer: making a business class toilet 

available to an economy class passenger provides a good service for the latter but 

may correspondingly reduce the service from the business class passenger in that 

he/she shares facilities with an economy class passenger. The waiting time that a 

customer experiences while waiting for service will affect his or her perception of the 

overall service.  

8.3. Case Study 2 

8.3.1. Operation Visa (1) 

Kitione is a Senior Flight attendant and has been with the airline for 14 years. He 

was out of the country on duty when he realized that his New Zealand travel visa 

would expire, the day after he was to   return to Fiji. On arrival into the country, he 

called the Air Pacific Cabin Crew office to advise that he was on his way to Suva to 

renew his New Zealand visa. He was assured by the office that there would be no 

disciplinary action taken against him. 
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At 8.00am he was in the embassy and by 0845am he faxed a copy of his travel 

visa to the office. When he got back to Nadi that afternoon, he received a call from 

the office advising him that he has been suspended for 7 days without pay. The next 

day, Kitione personally visited the office to plead his case, thinking that the penalty 

was too harsh.  

I apologized to them that through my negligence, I did not get my 

travel visa well before the expiry date. But the fact was, I got it on 

time and I don’t see why I should be disciplined. My record showed 

that I have worked on my days off, I have sacrificed my spare time for 

the Company doing training even beyond the call of duty, but they 

said, sorry their decision was final. I was almost in tears and thanked 

them for their time and I had hoped that they would have seen it from 

my point of view. After my 7 days suspension, I was looking through 

the Cabin Crew administration manual when I found the clause “if 

crew do not obtain visa they are to be grounded until visa is 

obtained”. My visa was obtained on my day off, so they could have 

grounded me on my day off. I advised the office of the clause and to 

date, I still have not heard from them. My suspension went into my 

personal file and I was told during the meeting that it was a trivial 

matter and for me not to worry. How can it be trivial if it ends up in a 

suspension? It did affect my appraisal. I got all wonderful comments 

from those I worked with except for the suspension, which 

contributed to my absenteeism. Of course I was sick for a few days. 

Who would not get sick after 14 years of flying with the Company 

and doing your best and they just treat you as unimportant. I hardly 

get sick so I pulled sick in a few occasions not surpassing the 12 days 

maximum sick leave entitlement. I have tried so many times to get the 

office people to see things from our perspectives at least, meet us half 

way. When they discipline someone they go legal about it and say it is 

in black and white and it’s by the book but when it suits them they 

don’t want to go by the book.  Really, I am a person who does not like 

confrontation and I like to be friends with everybody and so I like to 

solve problems amicably. I just think they don’t want to discuss 
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things. 

8.3.2. Analysis 

Kitione was suspended for 7 days without pay. His appraisal was affected in 3 

areas:  

1. Attendance. 

2. Updating required visas for the Company.  

3. Following instructions/company policies. 

His attendance was affected not only because of the suspension but also because 

he felt that he was unfairly treated which led to him reporting sick for duty. 

Kitione had also highlighted his case to his Union representative and up until the 

timeof writing, he had not heard anything from them. When asked why he did not 

pursue his case further with the higher level of management, he said: 

I am just tired, if they do not wish to recognize my plea or my case, 

what can I do? I am the type of person who is not confrontational and 

if I asked once and they have not got back to me then I cannot do 

anything. I will leave it at that. 

Kitione had highlighted the mistake that the office had made in regards to the 

decision but there has been no acknowledgement from the office. This reflects 

inconsistency atmanagerial level. 

8.4. Case Study 3 

8.4.1. Visa 2 

Marilyn is a junior flight attendant and she has been with the organisation for 12 

years. She had renewed her visa on time but failed to advise the office. As a result 

she was not given any overnight flights and had to do turnaround flights for 3 

months. In an overnight flight, when one is away from base, (Nadi) for the duration 

of the duty, a crew is paid allowance for each night that he or she spends away from 

home.  As state by Marilyn, 

The only reason I got 2 months extra is because the two that were 

suspended before me had 3 months turnaround and that was the 
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reason given to me. The two did not renew their visas on time. In my 

case, I renewed it on time but I did not take it to the office on time. 

But those are different cases. To me, if I sit in the office I would look 

at it differently. The punishment after that should suit the case; say 1 

month for this and 2 months for that according to the severity of the 

case. I think they are just scared of making decisions and I feel  that 

they treat us like whatever suits them in that particular day. However, 

about 3 months after my case, I met up with a colleague who had a 

similar case to mine. She had gone up to Japan and when she reached 

Narita, she found out that her visa had expired. She was grounded for 

1 day when she returned to Fiji. She had her visa done, and advised 

the office on the same day. The same weekend, she did an overnight 

and this crew had gotten away with a lot in that office. I was so angry 

I did not even write to the office or question them, as I don’t have any 

faith in them. 

8.4.2. Analysis 

In the above case, Marilyn was told that she was suspended for three months 

because it was based on precedence. However, her case occurred after that of 

Kitione’s. One would have thought this decision would remain as a bench mark. 

However, this was not the case as the next employee after these 2 cases was only 

grounded for one day. This shows: 

1. There is no consistency in decision making regarding employees. 

2.  Some management decisions become known and are interpreted critically by 

the employees thus these decisions affect employee/management relations. 

8.4.3. Summary 

Case studies 2 and 3 show that the organisation is inconsistent in its decision 

making. There is no standard guideline to follow when employees break the rules. 

Although the above cases are similar, in that visas were not renewed and the office 

was not advised on time, there are three different levels of punishment meted out. 

The punishment ranged from 1 day, 7 days to 3 months, thus giving to employees the 

perception that favouritism thrives in the organisation. Also, the communication 



 

136 

process highlighted in the above cases shows that it is “top down”.  Although 

inconsistencies of the organisation were highlighted, they did not apologize or reply 

to the employee.  

Finally, the attitude of Kitione and Marilyn reflects some aspects of Fijian culture 

discussed earlier in that they accepted the Managers’ decisions.  

8.5. Case Study 4 

8.5.1. Service Recovery 

Megan has been with the airline for 18years and was working with Vicky, who 

has been with the airline for 14 years. They were operating on the Boeing 767 

aircraft from Auckland to Nadi. Vicky was the business class operator and Megan 

was assisting Vicky. Among the passengers travelling to Nadi was a family of 4, a 

couple with their 2 children (a boy of 16 and a girl of 14). During the tea and coffee 

service, Vicky accidentally tipped the edge of the boy’s cup, resulting in some coffee 

spilling on the customer’s trousers. She apologized to the passenger. Towels and 

soda water were offered to assist in the removal of the stain. Vicky’s comments are 

stated below: 

I felt that the apology was not enough as the parents were not 

impressed and did not look happy. So I approached the Purser telling 

her that the parents were unhappy and after looking at the alternatives 

for a service recovery we decided that offering the customer a Manaia 

Box which was valued at $12.00 would be the best. 

The Manaia Box is a man’s cologne and is part of the duty free items that are 

sold on board. Usually a bottle of champagne is offered to a customer for service 

recovery. 

The passenger was totally surprised, as he was not expecting anything.  A report 

was sent in to the office advising them of the service recovery action taken. A week 

later, a letter was sent from the office to the Purser condemning the offering of the 

Manaia box as it was too costly and a bottle of champagne should have been offered. 

The purser felt that the letter was unnecessary and if they had done their homework 

they would have realized that the victim was only 16 and the offering of alcohol 

would be a breach of the regulations. Below is Megan’s comments: 
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What I don’t understand is, what is $12.00 in comparison to losing the 

whole family’s patronage. I was so demotivated and did not even 

bother replying to their letter. I had written in to the office asking 

them to send out a list of what service recovery is applicable to each 

situation and 3 years down the line there is still no reply. To date, I 

only offer champagne as a service recovery and if the passenger does 

not consume alcohol the only thing we can offer is a ‘sorry’. They 

expect us to handle and keep customers satisfied and what can we do?  

They don’t want to give us the authority, they expect us to perform, 

and yet they are unable to give us a guideline where we can operate 

from.  They are willing to jump the gun and did not call to clarify. I 

may look “stupid” to the office, but I don’t care. All I know, I made a 

passenger happy and I’m sure they will return on our flights. 

Sometimes it is quite hard to reason with the office. 

8.5.2. Analysis 

From the above case study, it is apparent there is 

1. A lack of clarity in the provision of service recovery. 

2. A lack of sympathy towards the employees. 

3. A lack of authority given to staff. 

Also, the recovery report form which is filled by the employee does not have a 

section whereby the age of the customer is highlighted and only the address and seat 

number of the customer is required.  Further communication from the office to the 

two employees would have provided a better understanding of the situation. 

The failure of the organisation to give an outline or criteria for service recovery, 

limits the authority of the service provider. Furthermore, Megan did not reply to the 

letter nor clarified the situation because she felt that it was useless. As she stated,  

It is a waste of my time. What will they do? Retract the letter? 

Apologize? I do not think so? They will just brush it aside. If they 

decide to discipline me then I will fight back to clear my name. 

Megan’s statement reflects her acceptance of the situation and therefore she does 

not care what happens which may also reflect the respect for those in authority. It is 
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also a reflection of poor management and employee relations that prevails in the 

organisation. 

Empowered employees are more productive and have a positive attitude towards 

their duty and this attitude contributes to feelings that are harmonious with the 

organisation values (Clark et al, 2009, Chebat & Kolias, 2000). However, this is not 

possible if managers are not supportive (Den Hartog & Verbug, 2002). The overall 

satisfaction of the customer is dependent on how the service provider delivers service 

and fulfils the customer’s expectations (Susskind, et al., 2007; Kandampuly, et al., 

2001). 

8.6. Case Study 5 

8.6.1. Seniority/Bidding 

8.6.1a. Seniority 

Seniority in the flight attendant categories is determined by the year of joining. 

For people who joined on the same date, their seniority will be determined by their 

birth dates. The oldest in the group will be ranked the most senior. Usually, 

recruitment is done on a group basis, which could include 10 to 14 people. 

Cecelia joined the airline as a flight attendant on June 1990 and was part of 12 

new recruits for that month.  In 1999, there were some vacancies in the senior 

categories and it was time for her group to move up to the senior rank. She was one 

of the 5 in her group that opted to move to the senior level. The other 7 decided to 

remain in the junior category. 

Clyde had joined the airline before Cecelia on April 1989. Although there were 

vacancies in the senior category over the years, Clyde refused promotion and opted 

to remain a junior flight attendant. 

In 2003, there were vacancies for senior flight attendants and Clyde decided to 

move up. Even though Cecilia has been operating as a senior flight attendant for the 

last 4 years, Clyde will still be ranked more senior than her because he had started 

working for the airline earlier. 

This seniority means that Clyde will have the first choice of a destination over 

Cecelia. The crew have a rostering system where each person bids for the flights that 
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he or she wants to operate in. The flights are awarded according to seniority. If both 

Cecelia and Clyde want a certain day off, the choice will be given first to Clyde. For 

example, both employees wanted to be in Honolulu for the Fiji day celebrations. 

Since the route is operated by a 737 aircraft, where only one senior is needed, Clyde 

will get the flight because he is more senior than Cecelia. 

Also, at the Cabin Crew briefing before the start of each duty, the operating crew 

sometimes pick the position they would like to work in. Clyde has the first choice of 

work position over Cecelia. 

8.6.1b. Analysis 

In the seniority ranking system, the issue that often arises is the selection of a 

destination or days off. In this particular system, the most senior in every category 

have first preference. For example, the Honolulu sector is operated by the 737 

aircraft and only one senior is needed for this flight. There are 82 SFA and there are 

2 flights a week to Honolulu. In a month, only 8 SFAs will be utilized on this route. 

Since this is a popular route, the most junior in this category may not be able to 

operate to the destination for quite a while. 

The same can be said for the Pursers. There are 38 of them and at the moment, 

the most lucrative port is the 7 days Hong Kong route. The most junior in this 

category will not be able to operate on this 7 day route because the most senior have 

the first choice. 

This system has led to a feeling of unfairness among the crew.  As summed by a 

respondent, 

When the US dollar goes up, they move to Los Angeles and 

Honolulu, when it drops, they move to Hong Kong. When a new route 

comes which has more money, the seniors will choose this route 

(Cecelia-Part European, personal communication, October 24, 2009). 

The above scenario results in low staff morale and a sense of discrimination on 

the part of the Cabin Crew. 

8.6.2. a. Bidding 

Felix joined the airline in 1995. He has been a junior flight attendant and has 
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refused to move up to the senior category over the years. Felix is one of the top 12 

employees in the junior category. Being in the top 12 means that he is able to get to 

operate to his favourite destinations and get the “days off” that he wants. As he 

stated: 

I do not see anything lucrative about moving up. In this position, I am 

able to choose the destination that I want to go to and have the days 

off I want, especially when it comes to Christmas. Also, there is not 

much difference in salary between the two categories. The difference 

is about $1000, and that is for a year. When bidding, I am also able to 

bid for the most lucrative lines that have the most allowance. I usually 

get my first preference because the people above me may never want 

to operate the same line. Since I am a junior there are more juniors 

needed for a flight, so I usually get my first choice. I make more 

money staying in this position than moving up. If I move to the next 

category now, my seniority number will be in the thirties and I will 

not be able to have my choice of day off and of course, I will not be 

able to have my first choice of destinations. So, I am better off as a 

junior. However, my moving up will depend on my seniority in the 

next category. If I can enjoy the same privileges, then definitely I will 

move. 

Every month, the bid lines are distributed to crew and every crew member 

chooses the line that he or she would like to operate. The roster line is awarded 

according to seniority and the most senior in every category obtains the first choice 

and this continues in rank until the most junior in the respective category.  

8.6.2. b. Analysis 

The current bidding system is based on seniority. This in turn has led to people 

not wanting to be promoted because there is little difference in the basic salary, from 

one category to another. The salary structure in every category, is divided into five 

levels. Once a person reaches the fifth level, their annual basic salary remains 

stagnant. 

The current system allows those more senior to have first preference over flights. 

The overnight allowance(s) and days of rest is the bench mark for most employee 
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bids. Due to this, at times some employees are not able to get to a destination for a 

long period of time because bidding system does not allow them to. This can further 

attribute to low staff morale.  

The problematic aspects of this system are: 

1. Seniors refuse promotion due to privileges they currently enjoy.  

2. The value of promotion is dependent on their seniority in the next category.  

3. They are likely to accept promotions if they retain their seniority and enjoy 

the same privileges.  

This in itself is seen as unfair by others. As stated by Keka who has been with the 

organisation for 14 years: 

I have been operating in this position for 5 years. However, Paul has 

just been recently promoted to this category and he becomes more 

senior to me. What is my 5 years experience, being a senior, in 

comparison to his experience in this category? He had been given the 

chance to move up over the years, but he refused. Now when it suits 

him, then he moves to the next category.  

 

In the cabin crew category, a 30 year old employee who has worked for 

14 years with the airline will have more favourable conditions than a 40 year 

old who has been employed for 10 years. This is based on the number of 

years that one is employed. However, this does not reflect the indigenous 

Fijian culture where seniority is based on age. Whilst this issue did not figure 

in the questionnaires or focus groups (as perhaps should have done), in my 

experience the contrast can create problems. At times the work and societal 

culture can clash as an employee can find it difficult to correct an older 

person because of “respect”. This can be detrimental to service delivery. 

8.7. Case Study 6 

8.7.1. Contract Breach 

Shirley had been with the organisation for 15 years. She was suspended for 3 

weeks. This was following a breach of her working contract.  She was authorized by 
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the medical doctor to rest for 2 weeks. While on medical leave, she decided to take a 

trip abroad and was away for 2 weeks.  According to Shirley, she was not aware of 

this clause and the office had advised her that it was somewhere in the handbook. 

However, Shirley did not clarify with the office the exact location of the stipulated 

clause. 

Before I left, I had informed one of our Managers in the office, that I 

was leaving the country. He knew that I was on sick leave and of my 

absence. It looks like the Manager concerned did not know of this 

clause too otherwise, he would have informed me that I was not 

allowed to leave base. I know I informed him but I should have sent 

an email or something in black and 

white to prove this. Now I have learnt my lesson. The other thing is, 

what is so hard about saying sorry and acknowledging that you made 

a mistake. All these times we apologize for all the things we do, but 

they never apologize for the wrongs they do. Sorry is missing in their 

vocabulary and if they are wrong, they will never admit it. That is 

from my experience. In my enquiry, I told them that I have lost trust 

in them, as they don’t even care about their employees. They have no 

respect and there is actually double standards being practised. 

Sometimes we cannot reason things out with the office. When we try 

and reason things out with them, they cannot seem to grasp what we 

are trying to say and they will always be right, no matter what. 

During her enquiry, she had highlighted that the Manager was aware of her 

leaving the country, but the Manager concerned had denied any knowledge and was 

not at the enquiry due to annual leave. 

8.7.2. Analysis  

The above case, it can be said that there is some communication breakdown. The 

employee and Manager initially are unaware of the clause. However, no one is 

willing to admit the error. From the concerned respondent’s experience, we can state 

that there is a culture that is present in the organisation. The culture of “top down” is 

depicted here through the experience of the respondent. This also reflects power 

distance (Hofstede, 1984; Matilla, 1999) whereby there is less direct communication 
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between employees and their superiors (Huang & Van der Vliert, 2006). On the other 

hand, one can say that the culture of “hear say”, where most communication and 

clarification is done through hearing and not confirming in writing, is presented here. 

From Shirley’s experience, it seems trust is missing and the need to follow up in 

writing to confirm any type of communication is important.  

8.8. Summary 

From the above case studies, it can be concluded that quality service is achieved 

via various means and is not only restricted to a few criteria. The physical 

environment, communication process, interrelation among employees in the 

organisation and more so between customers and service providers, have a bearing 

on the successful delivery of quality service. Additionally, procedures are guidelines 

that employees rely on, in order to carry out their duties correctly. Without proper 

and clear guidelines, errors are made which affects service quality. Furthermore, 

consistency in decisions and disciplinary actions taken by those in authority is also 

vital, as inconsistencies result in feelings of resentment from employees towards 

management. Moreover, the achievement of quality service does not solely rest on 

the person serving the customer. A happy employee will to work to the best of her or 

his ability, to satisfy customers.Finally, the organisation has a lot of influence on the 

“frame of mind” of the service employee. Understanding the importance of the 

employee’s environment on service delivery, is crucial in quality service. 
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Chapter 9 

9.0. Conclusions & Recommendations 

9.1. Introduction 

The purpose of this research was to find out the role of culture in the delivery of 

quality service. The study was carried out in Air Pacific, Fiji’s International airline. 

As stated by Matilla (1999), culture is one of the factors that influence the delivery of 

quality service. Achieving quality service remains a challenge for most service 

providers and culture influences both the customer and service provider on their 

evaluation of service (Chung-Herrera et al., 2004; Stauss & Mang 1999). The 

research focused on the culture of the service provider and objectives were formed to 

fulfil the aim of the research. The main aim of this study was to examine the role 

employee and organisational culture play in the delivery of quality service in Fiji’s 

international airline. In order to fulfil this aim, objectives were formed and these 

concentrated on the employees’ understanding of quality service, their work 

environment and training. These objectives and their relationship to the study’s 

findings are detailed below. 

9.2. Methods 

Research methods used in the research included questionnaires, interviews, focus 

groups, participant observations and case studies. Although these methods were 

adopted for the research, there were some limitations in their use. 

Firstly, the questionnaire consisted of structured and unstructured questions. 

Using this method in this study enabled the inclusion of a large number of 

respondents. It was also a cheaper and a faster method of carrying out the research. 

However, achieving a 100% response was not possible, so a better representation 

of the sample population could not be attained. There is also the chance that 

respondents may try to impress or fabricate their answers to questions and this does 

not give an honest representation of circumstances. More so, some may not even 

wish to respond for fear of being reprimanded, even though they were advised that 

the questionnaire was anonymous. Finally, close ended questions do not allow 

respondents to freely disclose their answers. At times answers are given for 
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respondents to choose from and a respondent may have an answer which has not 

been described. This does not truly reflect the respondent’s view. Despite these 

possible drawbacks, from the researcher’s experience the information gained from 

the questionnaires represents the wider population of workers in Air Pacific Cabin 

Crew and a 68% response rate is relatively high in such studies. 

Secondly, in an interview there is face- to- face encounter of the researcher and 

informant. The use of interviews in the study enabled respondents to rely on their 

own words and perspectives regarding issues discussed. It also enabled the 

researcher, through probing, to understand issues that may not have been clear 

through other methods of research. The use of the interview on a one to one basis 

enabled respondents to be more open and to freely discuss issues that concerned 

them.  

However, interviews can be time consuming and the experience of the 

interviewer is crucial in extracting information from respondents. Since the 

researcher is new in the research field and did not probe or follow up questions, some 

important information could have been overlooked or missed. Additionally, it was 

noted that the use of the voice recorder during the interview restricted the flow of 

information from respondents (although permission was granted by them for its use). 

However, when the recorder was switched off, interviewees were more relaxed and 

information was forthcoming. Also, the researcher felt that some of the respondents 

were hesitant in their comments, due to the researcher being an employee of the 

organisation. Nevertheless, the researcher was known to respondents and this 

allowed a liberated dissemination of information. Information gathered from the 

interviews gave meanings to the responses and enabled a better understanding of 

issues. 

Thirdly, focus group interviews involve the researcher and groups of 

respondents.  In this method, the respondents are interviewed as a group. The number 

of respondents in a group varies and topics are discussed among the group members 

and the researcher. The use of this method in this study served as a brainstorming 

activity, whereby respondents discussed and built on others’ views regarding issues. 

The method was also useful in that issues were clarified on the spot, and a large 

number of respondents were interviewed at once. 
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However, during discussions in focus groups, some respondents were more vocal 

than others and dominated the discussions. Another weakness of this method is that 

members at times would readily agree with a particular group member and would not 

air their personal views. As the researcher was also a member of the organisation, 

some respondents held back their comments or may have not freely exchanged ideas. 

The researcher could have created problems by not asking the right questions and 

failing to concentrate on areas that were highlighted.  A skilled moderator is needed 

for an effective group discussion but during the discussions every participant was 

given the chance to state their views and the researcher is confident that the results 

reflected the views of all respondents. 

Furthermore, participant observation involves the researcher becoming one of the 

members of the group that is under study. She or he observes from a members 

perspective. Adopting this method in this research enabled a better “feel” or 

understanding of activities that take place and how they interconnect. 

However, being a participant observer, the researcher may have bias and 

perceptions which directly affected the data. In addition, as an observer the 

researcher’s presence may have prompted respondents to behave differently. 

Furthermore, as the researcher was not trained in participatory observation important 

account(s) may have been overlooked.  On the other hand, since the researcher is part 

of the population, the respondents would have carried out their duties normally and 

this would have given a true picture of what was being observed. Secondly, the 

researcher is well aware of the way things are done in the organisation and this 

allowed a better understanding of the area under study. 

Finally, case studies are used to provide detailed descriptions of situations or 

conditions. They are used to exemplify events and the advantage of using this in this 

study is that they gave an in-depth understanding and meaning to events that 

occurred. 

However, one of the limitations of a case study is that the result may not be 

applicable to the larger population. In addition, respondents may behave differently 

when under the scrutiny of the researcher and she may have biases that affect the 

result. Also, as the researcher is inexperienced and has had no training in case study 

research, she may have missed significant points.  However, the use of case study 
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exemplifies what occurs in the organisation and findings are still relevant.  

9.3. Summary of Findings 

 

 The first objective of the thesis was to identify employees’ views on the 

importance of quality service. Results from focus group discussions indicate general 

agreement that the work environment is very restrictive, in that it impedes the 

delivery of quality service. From the respondents’ perspectives, managers are not 

committed to service quality and the need for quality service training for both 

management and employees is highlighted. Moreover, results of the interviews, 

questionnaires and focus groups indicate that managers and employees differ in their 

views regarding what entails quality service. 

As far as the Air Pacific employees are concerned, management is not committed 

to service quality. Time and again, when questioned about the management, 

employees consistently indicated that management was not committed to achieving a 

quality product. This was due to the inconsistencies displayed by management in 

decision making, overlooking employee inputs regarding work and the lack of 

urgency in rectifying problems. This is an important finding, for the literature has 

demonstrated that quality depends on effective leadership. Having leaders that are 

trustworthy, caring and good role models support employees’ pursuit of quality 

service delivery. 

While employees valued the importance of fulfilling customer satisfaction, there 

are clear differences in their views and five points are highlighted. The majority 

highlighted that satisfaction is fulfilled when the airline keeps its promises to its 

customers, when there are no customer complaints, and when customers are made to 

feel important.   

Thirdly, the physical aspects of products offered ranging from employee 

uniforms to in-flight amenities have a bearing on customer satisfaction.  Indeed, the 

whole process which a customer experiences from the time he or she checks in, to 

service experienced in-flight until disembarkation, influences satisfaction. Finally, 

following procedures also contributed to quality service and satisfaction of 

customers. These depict the different dimensions of service quality and customers 

value these dimensions differently, when assessing a service or product. 
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The second objective was to assess ways in which employees are trained to 

understand customer needs. Results revealed that there is no existing training 

programme for understanding customer needs. As highlighted earlier in this project, 

there is a great need for training employees in understanding quality service. 

Training prepares the service provider to be aware of customer needs. 

The third objective was to find out the employees’ understanding of organisation 

culture. The results showed there is no agreed culture for the organisation and this is 

due to several factors. Moreover, the numerous descriptions given by the respondents 

are both positive and negative.  Positive descriptions of the Air Pacific culture 

include being friendly, and guided by policies/norms, and being business oriented, 

while negative descriptions include perceptions of crew ideas as unimportant, the 

segregation of departments, the ‘blame game’ adopted by leaders, and a lack of 

urgency in resolving issues. 

The fourth objective was to discover the Union’s influence in employee work 

conditions. Results of the interviews on employee issues highlighted the unhealthy 

relationship between Union and Management. In essence, it is a relationship of 

mistrust and most employees are unhappy with decisions that affect their work 

conditions.  Consequently, the unfavourable relationship displayed between the 

different levels of workers has resulted in the neglect of Cabin Crew welfare. It is 

also revealed that basic salaries for the respondents have never changed for the last 

20 years, and it is apparent that existing issues affect employee performance. 

Additionally, the fifth objective was to assess how the organisation trains its 

employees in organisation culture. Simply because there is no consensus on the 

nature of Air Pacific’s culture there can be no training in it. It is also highlighted that 

whatever the employees learned about the organisation’s culture, was achieved 

through personal experience. 

However, the sixth objective revealed that employees are trained in the safety and 

well-being of customers, grooming, etiquette and solutions to service problems. 

Safety training is carried out on an annual basis and even though most training is 

relevant to quality service delivery, most employees attend training after 2 years or 

more. 

Furthermore, the seventh objective was to ascertain the degree to which 
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employees are empowered to achieve customer satisfaction and findings suggest that 

one reason quality service is not achieved is a lack of employee empowerment. 

Indeed, both management and employees agreed on the lack of empowerment given 

to crew, for example, in the lack of clarity in the provision of service recovery, in the 

authority given to staff and sympathy towards the employees. 

The eighth objective was to assess how employees are involved in planning 

service procedures. It was found that service procedures are initially carried out by 

the cabin services department, along with input from other departments in the 

organisation.  However, the Cabin Crew are not fully involved in this process, but are 

relied on for feedback on the success of the procedures once these are carried out in-

flight. Feedback(s) from passengers also plays a role in changes to procedures.  

In addition, objective nine was to describe the employees’ views regarding 

handling of disputes of passengers and within the organisation. In this respect, it was 

found most employees consider the organisation’s handling of disputes and 

grievances from levels of communication, remuneration, work environment and 

treatment of employees as unfair. 

Furthermore, objective ten revealed that the ‘Employee of the Quarter’ is in place 

as a form of rewarding employees for good performance,but there is great discontent 

regarding this system because employees are not aware of the criteria for this award. 

The research’s eleventh objective was to identify service procedures and work 

environment that contribute to quality service. Thisproject has shown that having 

procedures which are formulated with the service provider and customer needs in 

mind contributes to service quality. This is exemplified by serving tea and coffee 

with the breakfast tray whereby customer waiting time is minimised. Also, every part 

of the work environment needs to be functional (for example, the entertainment 

system, equipment working conditions and procedures in place). It is also revealed 

that the attitudes of the employees are affected by the work environment. 

More so, the twelfth objective was to assess the role of employees’ underlying 

culture in their performance. The results reveal that communication is “top down” 

and employees are unwilling to question leaders due to respect. As a result, there is 

discontent among employees regarding their work environment and this 

dissatisfaction affect employee performance. 
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Similarly, culture has a bearing on the technical system in the organization. In 

this study, the poor status of the work environment contributed to the failure of 

service delivery. The service deliverer expects a workable environment (for example, 

the entertainment system) in the delivery of quality service. However, as far as the 

Engineering department is concerned, (as stated by a manager and an employee 

during the interviews) the safety of the airplane is more important. Even though there 

is a difference of opinion in this instance, the reluctance of employees to pursue and 

question mmanagement on the achievement of service quality reflects employee 

culture. This is also a contributing factor to employees stating that management is 

not committed to quality service. 

Additionally, the research highlighted considerable power discrepancies in the 

organisation, both between managers and employees and also within the Union 

membership. The failure of union members to challenge their executives in regards 

to their needs is a reflection of collectivist culture. This is a feature of the wider 

societal culture and it plays a significant role in the delivery of quality service. 

Employees enter an establishment with their own individual culture and this 

influences “the way things are done” in the organisation. Therefore, it is fair to say 

that the presence of a large power distance in the organisation reflects the individual 

culture of the employees. In this project, culture refers both to the organization 

culture (Air Pacific culture) and ethnic (employee) culture, and the overlapping of 

these two cultures cannot be overlooked. 

The role culture plays in service delivery cannot be disregarded. While the 

managers conformed to the organization culture irrespective of ethnicity, there were 

differences in cabin crew employees’ behaviour. These differences arose from 

cultural factors. Examples include the omission of the word “please” at times by the 

Indo Fijian employees, and the adoption of the “kerekere system” by employees of 

non- Indigenous Fijian background.  

The findings of this research will be presented to management and it remains to 

be seen whether or not they will be accepted. However, the organization is now 

under new management and changes have evolved. These include new branding, 

service delivery changes, training of employees and more communication from 

management regarding the changes that are expected to come. This reflects a positive 

trend. Nevertheless, some of these changes will challenge employee culture and it is 
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hoped this research will generate awareness among managers and employees about 

the characteristics of culture that hinder service delivery. 

As indicated in the body of the text, and in the above summaries of the findings, 

there is a clear relationship of these general findings to the specific aims and 

objectives that underpin this research project. 

9.4. Significance of Study 

The findings of this research have filled a gap in the literature concerning the 

effect of culture on the service sector in Fiji.  There are clear links between culture, 

attitude, behaviour of service providers and the delivery of quality service (Bjerke et 

al; 2007; Riddle, 2008), and cultural training and retraining are important for 

employees to be focused on quality service delivery (Sizoo et al, 2005; Mattila, 1999; 

Reisinger & Turner, 2002).  

The presence of large discrepancies in power restricts communication between 

employees and leaders and supports earlier research findings (Chung-Herrera, et al., 

2004; Huang and Van de Vliert, 2006; Kim et al., 2009; Stauss and Mang, 1999). 

Negative attitudes displayed by employees towards management were due to 

restrictions in communication practice, and the failure to take into account 

employees’ inputs regarding their work environment and employees led to them 

feeling undervalued. This was noticed by expatriate managers, but failure to modify 

the situation was a further reflection of the power structure. This also depicted 

differences in management outlook. Another example of restricted communication 

was reflected in the Employee of the Quarter award, where employees were not 

informed of the criteria of the award. Arguably, this represents yet another lost 

opportunity, as employees are willing to provide good service if they feel they are 

being evaluated fairly (Chathoth et al., 2007). 

The existence of a hierarchical culture can have both positive and negative 

effects on service delivery. On the positive side, employees might be relied on to 

carry out their duty without any questions, but at the same time this aspect of culture 

can be a barrier to effective communication and result in mistrust between 

management and employees. It is also shown in the study that the empowerment of 

employees encouraged relationships of trust and had a positive effect onquality 

service, further supporting earlier research (Chebat and Kollias, 2000; Gibson,2003). 
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The ignorance of management to rectify problems regarding the Union and the 

entertainment system reflects a part of the Fijian culture whereby there is laxity in 

problem solving. This is reflected in people not worrying about tomorrow and 

reliance on the initiative of appropriate leaders to make decisions (Ravuvu, 1983; 

Tagi, 1991).Indeed, expatriate managers suggest that employees relied on 

management for solutions to problems. This reliance has resulted in a lack of 

urgency in rectifying problems and the “laid back” approach tag described by the 

employees. It has also contributed to the discontented state of employees regarding 

their work environment. However, it was also evident that financial constraintswere a 

contributing factor to the delay in solving such problems as faults in the 

entertainment system.  

Furthermore, the study revealed that aconducive work environment has a positive 

influence on quality service delivery.The differences and similarities existing in the 

three components (employee, management and organization) are crucial to quality 

service delivery supporting early research carried out (Chathoth et al, 2007; Chebat 

and Kollias, 2000; Clark et al, 2009; Den Hartog and Verburg, 2002; Ojo, 2009).   

Although there are problems highlighted in the results, these problems can 

contribute to the existing literature and recommendations have been made to solve 

them. 

9.5. Limitations of the Study 

Some of the limitations to this study are listed below: 

First, since the sample population had more females than males, this may give a 

gender biased view on the issues discussed. 

Secondly, the majority of respondents in this study were indigenous Fijians and 

the other races were under represented. This does not portray a fair assessment of the 

different culture existing in the organisation. 

Thirdly, time was a limitation to the study. At times interviews were rushed 

because the respondents were on duty. However, information gathered was ample for 

compiling data.  
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9.6. Suggestions for Future Research 

This study has highlighted the effect of Fijian culture on service delivery. Based 

on the findings a few suggestions are made for future research. 

First, the research was conducted in an airline and cannot necessarily be 

generalised in other areas of the service sector. Future studies should include service 

providers in the hotel, travel agency, banking, hospitals, and government sectors, to 

name a few. This would give a broader perspective on the effect of culture on the 

service industry as a whole. 

Secondly, since (according to this study) Fijian culture is a mixture of both 

collectivistic and individualistic characteristics, a more detailed study is needed to 

further explore the relationship of culture with quality service delivery. Furthermore, 

culture changes all the time and consistent studies need to be carried out to evaluate 

these changes. 

9.7. Recommendations 

This research has highlighted that the delivery of quality service is affected by 

various factors. Within the organisation, the policy makers represented by 

management, Union and employees all play a role in delivery of quality service. The 

following recommendations are based on the findings of this research. 

9.7.1. Stakeholders 

Fiji has always advertised its culture as an attraction. However, there is a need 

for stakeholders to know which aspect of culture is crucial to quality service. This 

can be achieved through constant updates to service organisations on the changing 

trends of customer needs. The sharing of information (complaints and 

commendations) among the different stakeholders creates awareness about the 

different employee culture that exists. This could be used as a benchmark for cross 

cultural training throughout the service industry. 

9.7.2. Policy makers 

Employee inputs should also be considered when making new policies. As 

employees differ in their cultural orientation, it is imperative that these cultures are 

taken into consideration when forming policies. The findings of this research 

revealed that culture influences employee behaviour and impedes communication; 
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consequently, understanding employee culture will minimise misunderstandings 

between employees and their superiors. 

Furthermore, incentives offered to employees need to be constantly reviewed 

every 24 months. If remuneration packages cannot be changed, then incentives 

should be introduced in order for employees to feel valued for their inputs. 

9.7.3. Union 

Firstly, Union officials need to fulfil their roles in collective bargaining by 

implementing the wishes of the majority of their members. This will reduce the 

current power distance and assist the emergence of fairer working conditions for 

employees. 

Secondly, more open dialogue with management is needed to foster trust and 

clear misunderstandings between the two parties. 

9.7.4. Management 

In order to make employees feel valued as part of the organisation, constant 

acknowledgement from management regarding employees’ suggestions are needed. 

Also, to eradicate the view that the organisation is unfair in the treatment of 

employees, management needs to be consistent in the way it solves disputes and 

grievances.  

In addition, employee queries directed to management should be answered within 

24 hours. 

Furthermore, the “married flight” work condition is a verbal agreement between 

the Union and management. This should be drawn up so that employees have a point 

of reference. This has led to different interpretations of this work condition.   

Finally, management should honour agreements made with the Union to 

eradicate mistrust and ill feelings.  

9.7.5. Work Environment  

There is discontent among employees regarding the work environment and the 

following recommendations would assist in eliminating the problems. 

First, Cabin Crew need to be involved in the initial formation of procedures as 

they have a better understanding of their work environment and customer needs. This 
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would minimise costs and avoid errors that occur in flight. Involving them would 

also make the employees feel valued and more committed to the service procedures. 

Secondly, a workable entertainment system fulfils the airline promise and further 

contributes to customer satisfaction. Faults in the work environment need to be 

rectified before commencement of every flight.A maximum timeline of 48 hours is 

needed for repairing or replacing faulty aircraft components that affect service 

delivery. 

Thirdly, employees need to be informed of the criteria guiding the employee of 

the quarter award and crew should also be involved in assessing their peers. This 

avoids misconceptions about the evaluation of nominees. 

Employees are to be empowered in order to carry out their duties more efficiently 

and the meaning of service recovery needs to be clarified. A guideline of what to 

give as a means of service recovery is to be available to crew and a copy should be 

left in the in-flight document file. 

Also, crew welfare needs improvement. This includes lucrative incentives where 

employees are rewarded for honouring their rosters, agreeing to work on days off and 

in-flight sales. Flights should be distributed fairly in the monthly rosters. A review of 

employees’ basic salary is needed as this has never changed in the last 20 years. 

The choosing of flight destinations based on seniority should be discarded. A 

much fairer system whereby seniority is on a rotational basis will allow all 

employees to operate to destinations of their choice. Employees’ inputs on possible 

solutions to be sought. 

More so, procedures need to be explicit and clear to avoid misinterpretations. For 

example, in answering the attendant call lights, employees are instructed to attend to 

call lights ‘promptly,’ but for some this might mean when they are free, which could 

be 20 minutes later. By putting a time limit (e.g. within 8 seconds), employees are 

guided in the time that they need to attend to a passenger. 

In assessing crew performance, a 360 degrees assessment of employees needs to 

be adopted. For example, a Purser should be also assessed by juniors in addition to 

the assessment by his or her superiors. 

Due to the numerous amendments regarding procedures, updated copies of 
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procedures manuals are to be carried in all the aircrafts. This will serve as a point of 

reference for employees who have no access to computers. 

Finally, Business class workers should be restricted to those who have been 

trained in these positions. The 747 business cabin needs 3 SFAs and the 767, needs.  

9.7.6. Training 

As highlighted in this research, there is a great need for training employees in 

understanding service quality. Below are recommendations to meet this need: 

1. All employees of the organisation need to be trained on what quality service 

entails, and on the effect of organisation/employee culture on service 

delivery. At times, this may mean directly addressing areas of Indo-Fijian and 

i-Taukei culture to ensure employees are aware of their behaviour towards 

customers. This needs to be modified and in line with standards expected by 

Air Pacific.  

2. Consistent refresher courses on customer/quality services should be carried 

out on an annual basis and employee inputs should be incorporated in training 

needs analysis for the organisation. 

3. There needs to be a communication training programme for managers and 

trainers to assist them in dealing with the different personalities of 

employees. 

4. Training should focus on Air Pacific culture and regular audits of service 

standards are needed. This could be accomplished by appointing quality 

control employees. 

5. Customer surveys should be carried out on a regular basis (for example, every 

four months) to gauge customer needs. 

9.8. Conclusion 

The above recommendations have been highlighted to improve quality service 

delivery in the airline and provide solutions. This research has highlighted the 

importance of culture in service delivery and, along with previous research carried 

out by the organisation, revealed that the Cabin Crews’ friendliness and helpfulness 

are strong points that customers value (refer Appendix 7). This depicts the 
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importance of employee culture in service delivery. Changes to culture are inevitable 

but the friendliness and hospitality of the Fijian culture are features the organisation 

cannot afford to lose.  

The mission as expressed in the organization service procedures manual, is to 

provide consistent quality service to the customers and this is achieved 

through“caring for the guest, competence in the performance of tasks and getting the 

customer to smile back at you”. Undoubtedly, the Fijians are hospitable and the 

ability of a service provider to care and be competent relies on numerous factors. As 

revealed in this research, culture plays a role in the delivery of quality service. 

Getting a smile from a customer is not a good indication that one is satisfied; what 

matters is how long the customer continues to smile.  Bringing a smile to a 

customer’s face at the mere mention of the organisation name is the indication of a 

successful service experience. 
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Appendix 1 

Employees – Focus Groups Questions 

Quality Service 

1. How would you describe quality service? 
2. Do you think your supervisors and managers demonstrate commitment to 

quality? Why? Can you give an example? 
3. How would you describe the number of tasks that that you are expected to 

carry out as a duty? Why? 

Work Environment 

4. How does the service procedure that is in place now, affect your delivering of 
quality service? Please give an example. 

5. Do you think your working environment is worker friendly? Why? 
6. Are you satisfied with the service recovery procedure in place? Why? 
7. What do you think you should be trained in, in order to provide Quality 

Service? 
8. Do you need to be trained in how to deal with special need passengers for 

example, the elderly, first time travellers etc 
9. Are you rewarded if you perform well? 
10. What do you think about the system in place for rewarding good 

performance? 
11. What do you think about the promotion system? Why? 
12. What is your view in the way the company handles disputes? 
13. Do you have any dispute with the organisation? Why? 

Corporate Culture 

14. Is there a distinctive management culture in Air Pacific? Why do you say 
that? 

15. Do you think the company values your input? Why would you say that? 
16. Are you trained in how to adapt to the Air Pacific culture? 
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Appendix 2 

Trainers Interview Questions 

 

Work Environment 

 

What do you like about your job? 

What do you dislike about your job? Why? 

 

Training Methods 

 

� What methods of training do you use when training the employees?  

� Do you agree with what’s in the manuals? If you do not agree, why? 

� Do you think culture affects training? If yes, why? Can you give an example? 

� How do you incorporate the corporate culture into the employees’ training? 
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Appendix 3 

Research Questionnaire 

Cabin Crew 

Research Aim 

The main objective of this research is to find out how culture impacts service 
delivery in Air Pacific. 

Assurance of Confidentiality 

Information collected through this questionnaire will be confidential and will 
remain the property of the principal researcher. Data gathered from this 
research will be used to compile a Master’s thesis and create awareness on 
the role of culture in service delivery. 

Thank you for taking the time to fill in this questionnaire.  

Vinaka 
Maraia Tavo 
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Questionnaire 

Please tick (√) the appropriate response 

Reliability 

1. Providing quality service to customers is important 

o Strongly disagree 
o Disagree 

o Neither disagree or agree 
o Agree 

o Strongly Agree 
2. Most training I do is relevant to quality service 

o Strongly Disagree 

o Disagree 

o Neither Disagree or Agree 
o Agree 

o Strongly Agree 
3. The training personnel are knowledgeable and professional 

o Strongly Disagree 
o Disagree 

o Neither Disagree or Agree 
o Agree 

o Strongly Agree 
4. Our in-flight trainers are knowledgeable and professional 

○ Strongly Disagree 

○ Disagree 

○ Neither Disagree or Agree 
○ Agree 
○ Strongly Agree 

5. The training I receive enables me to do my job well 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 



 

176 

6. I attend quality service courses 

� Every 3 months 

� Every 6 months 

� Every 12months 

� Every 18months 

� Every 24 months 

� Never 

� Over 24 months 
Comments_______________________________________________ 

 

7. The company values our input 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
Comment________________________________________________ 

 
8. When considering the amount of work I am expected to do, I think it 

is: 
o Not Enough  

o Enough 
o Too much 

o Other   Please explain  _________________________________ 
 

9. I have enough freedom in my position to do what is right for the 
customer 

o Strongly Disagree 
o Disagree 

o Neither Disagree or Agree 
o Agree 

o Strongly Agree 
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10. In-flight service procedures need to be improved 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
11. My Managers are always consistent when administering policies 

concerning employees 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
Comment________________________________________________
________________________________________________________
______________ 

12. I have the tools and resources to do my job well 

o Strongly Disagree 
o Disagree 

o Neither Disagree or Agree 
o Agree 

o Strongly Agree 
13. The quality of our products and services are very important to the 

organisation 

o Strongly Disagree 

o Disagree 
o Neither disagree or agree 

o Agree 
o Strongly Agree 

14. Our in-flight service procedures are sufficient, enabling me to deliver 
quality service 

o Strongly Disagree 
o Disagree 

o Neither Disagree or Agree 
o Agree 

� Strongly Agree 
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Tangibles 

15. My work environment is attractive  
o Strongly Disagree 

o Disagree 
o Neither Disagree or Agree 

o Agree 
o Strongly Agree 

16. The environment I work in is worker friendly 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
17. We provide quality food to our customers 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
18. The variety of drinks offered in-flight is enough 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
19. The number of meal choices offered to customers is adequate 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
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20. Our service equipment look presentable 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
21. The aircraft seats are comfortable 

� Strongly Disagree 

� Disagree 
○ Neither Disagree or Agree 

� Agree 

� Strongly Agree 
22. There is enough leg room (spacious) 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
23. There are adequate amenities in the washrooms 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 

24. Headsets offered in-flight is of high quality 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
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25. We offer a wide variety of in-flight entertainment 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
26. The contents of the children’s amenities is adequate 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
27. We offer a wide variety of reading materials in-flight 

� Strongly Disagree 

�  Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
28. In-flight blankets are of good quality 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
29. My work uniform is easy to manage 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
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30. My work uniform is of high quality 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 

� Comment_____________________________________________ 
31. Company issued footwear are comfortable 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
Comment_______________________________________________ 

32. I am satisfied with the company issue bags 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 

� Comment____________________________________________ 

33. The company website is easy to use 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
Comment_______________________________________________ 

34. Advertisements about the airline reflects Fijian hospitality 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
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35. The company clearly communicates its goals and strategies to me 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 

36. Suggestions about service delivery improvement are taken seriously 
by the company 

� Strongly Disagree 

○ Disagree 

○ Neither Disagree or Agree 

○ Agree 

� Strongly Agree 

37. Service Recovery procedures in place are very effective 
○ Strongly Disagree 

○ Disagree 
○ Neither Disagree or Agree 

○ Agree 
○ Strongly Agree 

38. The company does an excellent job of keeping employees informed 
about matters affecting us 

o Strongly Disagree 
o Disagree 

o Neither Disagree or Agree 
o Agree 

o Strongly Agree 
39. How satisfied are you with your involvement in decisions that affect 

your work? 
o Strongly Dissatisfied 

o Dissatisfied 
o Neither Dissatisfied or Satisfied 

o Satisfied 

o Strongly Satisfied 
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Responsiveness 

40. My Supervisors visibly demonstrate a commitment to quality 
o Strongly Disagree 

o Disagree 
o Neither Disagree or Agree 

o Agree 
o Strongly Agree 

41. My Managers visibly demonstrate a commitment to quality  
○ Strongly Disagree 
○ Disagree 

○ Neither Disagree or Agree 

○ Agree 

○ Strongly Agree 
42. The company is always prompt in solving customer complaints 

o Strongly Disagree 
o Disagree 

o Neither Disagree or Agree 
o Agree 

� Strongly Agree 
43. Fulfilling the needs of customers is the top priority in my work 

o Strongly Disagree 
o Disagree 

o Neither Disagree or Agree 
o Agree 

� Strongly Agree 
44. I am able to solve all customer complaints in flight 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 

Comments____________________________________ 
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45. The assistance I offer customers goes beyond serving them inflight 

� Strongly Disagree 

� Disagree 

� Neither Disagree or Agree 

� Agree 

� Strongly Agree 
 

46. I always tend to call lights promptly 

� Strongly Disagree 

� Disagree 

� Nether Disagree or Agree 

� Agree 

� Strongly Agree 

Empathy 

47. Do you feel that employees are recognized as individuals? 

� Always 

� Usually 

� Sometimes 

� Rarely 

� Never 
 

48. How flexible is the company with respect to your family 
responsibilities? 

� Very inflexible 

� Somewhat inflexible 

� Neither inflexible or flexible 

� Somewhat flexible 

� Very flexible 
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49. Have you ever observed or experienced any of the 
following forms of discrimination or harassment at this 
company? 

� Racial discrimination 

� Sexual harassment 

� Age discrimination 

� Gender discrimination 

� Sexual orientation discrimination 

○ Other – Please explain 
_________________________________________ 

Yes    � No    � 
If Yes, please explain its nature_______________________________ 

________________________________________________________ 

50. Everybody is treated fairly in this organisation 
o Strongly Disagree 

o Disagree 
o Neither Disagree or Agree 

o Agree 
o Strongly Agree 

Comment________________________________________________
________________________________________________________ 

51 If I do a good job I will be rewarded 
o Strongly Disagree 

o Disagree 
o Neither Disagree or Agree 

o Agree 
o Strongly Agree 

Comment_________________________________________________
_________________________________________________________
_________________________________________________________ 
 

52. I always have clearly defined goals on my job 
o  Strongly Disagree 

o Disagree 

o Neither Disagree or Agree 

o Agree 
o Strongly Agree 
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53. How would you rate your manager in each of the following areas: 

 Poor Average Good Very 
Good Excellent 

Communication � � � � � 
Planning/Organizing � � � � � 
Directing/coordinating � � � � � 
Job/Technical knowledge � � � � � 
Interpersonal relationship � � � � � 

 
54. Overall, how satisfied are you with your position at Air Pacific? 

� Very dissatisfied 

� Somewhat dissatisfied 

� Not satisfied or dissatisfied 

� Somewhat satisfied 

� Very Satisfied 
55. I have been working with the company for 

o Less than 1 year 
o 1-5 years 

o 6 – 10 years 
o 11-15 years 

o Over 15 years 
56. My age is 

o 19–25years 
o 26-32 years 

o 33-39 years 

o 40-46years 

o Above 47 years 
57. My ethnic group is 

� Indigenous Fijian 

� Indo Fijian 

� Rotuman 

� Part European 

� Chinese 

� Others – Specify___________________________ 
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58. I am 

o Male 
o Female 

59. Marital Status 

� Single 

� Married 

� Separated/Divorced 

� Widowed 
60. Do you think your culture influences how you deliver quality service 

to customers? 

Yes  � No  � 

If Yes, 
How____________________________________________________ 
________________________________________________________ 

61. Do you think there is a specific Air Pacific culture? 

Yes    � No   � 
If Yes, Can you describe it? 
_______________________________________________________ 

________________________________________________________
________________________________________________________ 

62. Air Pacific employees are from different cultural backgrounds. Do 
you think this affects the way they perform their duties? 

Yes   � No   � 

If Yes, Please explain 
_______________________________________________________ 

________________________________________________________ 
 

63. The Air Pacific Culture refers to the way things are done in the 
organisation. Can you differentiate the Air Pacific Culture from your 
own culture? 

Yes   � No  � 
If yes, how are they different? 
_______________________________________________________ 
________________________________________________________
________________________________________________________
________________________________________________________ 
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64. What is the biggest problem you find in trying to satisfy your 
customers?  
________________________________________________________
________________________________________________________
________________________________________________________
________________________________________________________
____________________________ 

 

65. What changes would you suggest to improve Air Pacific’s 
performance in delivering quality service? 
________________________________________________________
________________________________________________________
________________________________________________________
________________________________________________________
________________________________________________________ 

 

66. What other issues not included in this survey need to be addressed by 
the organisation? 
_________________________________________________ 
________________________________________________________ 

 

Thank you for your participation 
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Appendix 4 

Managers/Policy Makers Questions 

1. How is the service procedure(s) formed? 

2. What criteria are used for hiring the employees? 

3. Air Pacific is a Fijian airline. Is it important that indigenous Fijians 

are in the    frontline? Why? If no, Why? 

Part 2 

4.      How would you describe the organisation culture? 

5. Results of the survey clearly suggest that many employees are 

unhappy with air pacific as an organisation. In particular they focus 

on problems (as they see it) in the working environment, staff welfare 

& treatment of employees and the communication process. Did you 

realise the staff had these perceptions? 

6. Do you think their views are justified? Why? 

7. Do you think management should do anything about this problem? If 

yes what should be done? 
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Appendix 5 

Results Of Questionnaire 

Q1.Providing quality service to customers is important  

Response Frequency Percent 
Strongly disagree 5 4.9 
Neither disagree or agree 2 2.0 
Agree 26 25.5 
Strongly agree 69 67.6 

TOTAL 102 100 

 

Q2. Most training I do is relevant to quality service 

Response Frequency Percent 
Strongly disagree 4 3.9 
Disagree 6 5.9 
Neither disagree or agree 6 5.9 
Agree 47 46.1 
Strongly agree 39 38.2 

TOTAL 102 100 

 

Q3. The training personnel are knowledgeable and professional 

Response Frequency Percent 
Strongly disagree 3 2.9 
Disagree 11 10.8 
Neither disagree or agree 14 13.7 
Agree 62 60.8 
Strongly agree 12 11.8 

TOTAL 102 100 

 
Q4. The in-flight trainers are knowledgeable and professional 

Response Frequency Percent 
Strongly Disagree 2 2 
Disagree 19 18.6 
Neither disagree or agree 25 24.5 
Agree 49 48.0 
Strongly Agree 7 6.9 

TOTAL 102 100 
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Q5. The training I receive enables me to do my job well 

Response Frequency Percent 
Disagree 10 9.8 
Neither disagree or agree 12 11.8 
Agree 68 66.7 
Strongly agree 12 11.8 

TOTAL 102 100 

 

Q6. I attend quality service courses 

Response Frequency Percent 
Every 3 months 2 2.0 
Every 12 months 22 21.6 
Every 18 months 7 6.9 
Every 24 months 19 18.6 
Over 24 months 29 28.4 
Never 23 22.5 

TOTAL 102 100 

 

Q7. The Company values our input 

Response Frequency Percent 
Strongly Disagree 23 22.5 
Disagree 29 28.4 
Neither disagree or agree 38 37.3 
Agree 11 10.8 
Strongly agree 1 1.0 

TOTAL 102 100 

Q8. When considering the amount of work I am expected to do, I think it is: 

Response Frequency Percent 
Not enough 4 3.9 
Enough 60 58.8 
Too much 29 28.4 
Other 9 8.8 

TOTAL 102 100 
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Q9. I have enough freedom in my position to do what is right for the customer 

Response Frequency Percent 
Strongly disagree 10 9.8 
Disagree 28 27.5 
Neither disagree or agree 34 33.3 
Agree 29 28.4 
Strongly agree 1 1.0 

TOTAL 102 100 

 

Q10. In-flight service procedures need to be improved 

Response Frequency Percent 
Strongly disagree 1 1 
Disagree 2 2.0 
Neither disagree or agree 10 9.8 
Agree 41 40.2 
Strongly agree 48 47.1 

TOTAL 102 100 

 

Q11. My Managers are always consistent when administering policies concerning 
employees 

Response Frequency Percent 
Strongly disagree 26 25.5 
Disagree 39 38.2 
Neither disagree or agree 21 20.6 
Agree 13 12.7 
Strongly agree 3 2.9 

TOTAL 102 100.0 

 

Q12. I have tools and resources to do my job well 

Response Frequency Percent 
Strongly disagree 21 20.6 
Disagree 47 46.1 
Neither disagree or agree 13 12.7 
Agree 18 17.6 
Strongly agree 3 2.9 

TOTAL 102 100.0 
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Q13. The quality of our products and services are very important to the 
organisation 

Response Frequency Percent 
Strongly disagree 6 5.9 
Disagree 17 16.7 
Neither disagree or agree 8 7.8 
Agree 27 26.5 
Strongly agree 44 43.1 

TOTAL 102 100.0 

 
Q14. Our in-flight service procedures are sufficient, enabling me to deliver quality 
service 

Response Frequency Percent 
Strongly disagree 15 14.7 
Disagree 29 28.4 
Neither disagree or agree 22 21.6 
Agree 35 34.3 
Strongly agree 1 1.0 

TOTAL 102 100.0 

 

Q15. My work environment is attractive 

Response Frequency Percent 
Strongly disagree 24 23.5 
Disagree 39 38.2 
Neither disagree or agree 21 20.6 
Agree 17 16.7 
Strongly agree 1 1.0 
Total 102 100.0 

 
Q16. The environment I work in is worker friendly 

Response Frequency Percent 
Strongly disagree 24 23.5 
Disagree 44 43.1 
Neither disagree or agree 21 20.6 
Agree 13 12.7 

TOTAL 102 100.0 
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Q17. We provide quality food to our customers 

Response Frequency Percent 
Strongly disagree 4 3.9 
Disagree 11 10.8 
Neither disagree or agree 33 32.4 
Agree 48 47.1 
Strongly agree 6 5.9 

Total 102 100.0 

 

Q18. The variety of drinks offered in flight is enough 

Response Frequency Percent 
Disagree 10 9.8 
Neither disagree or agree 7 6.9 
Agree 62 60.8 
Strongly agree 23 22.5 

TOTAL 102 100.0 

. 

Q19. The number of meal choices offered to customers is adequate 

Response Frequency Percent 
Strongly disagree 4 3.9 
Disagree 12 11.8 
Neither disagree or agree 18 17.6 
Agree 63 61.8 
Strongly agree 5 4.9 

TOTAL 102 100.0 

 

Q20.Our service equipment look presentable 

Response Frequency Percent 
Strongly disagree 20 19.6 
Disagree 37 36.3 
Neither disagree 
or agree 

25 24.5 

Agree 19 18.6 
Strongly agree 1 1.0 

TOTAL 102 100.0 
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Q21. The aircraft seats are comfortable 

Response Frequency Percent 
Strongly disagree 18 17.6 
Disagree 37 36.3 
Neither disagree or agree 25 24.5 
Agree 19 18.6 
Strongly agree 3 2.9 

TOTAL 102 100.0 

 

Q22. There is enough leg room (spacious)  

Response Frequency Percent 
Strongly disagree 19 18.6 
Disagree 43 42.2 
Neither disagree or agree 18 17.6 
Agree 22 21.6 

TOTAL 102 100.0 

 

Q23. There are adequate amenities in the washroom 

Response Frequency Percent 
Strongly disagree 13 12.7 
Disagree 35 34.3 
Neither disagree or agree 8 7.8 
Agree 43 42.2 
Strongly agree 3 2.9 

TOTAL 102 100.0 

 

Q24. Headsets offered in-flight is of high quality 

Response Frequency Percent 
Strongly disagree 31 30.4 
Disagree 48 47.0 
Neither disagree or agree 11 10.8 
Agree 12 11.8 

TOTAL 102 100.0 
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Q25. We offer a wide variety of in-flight entertainment 

Response Frequency Percent 
Strongly disagree 14 13.7 
Disagree 20 19.6 
Neither disagree or agree 20 19.6 
Agree 41 40.2 
Strongly agree 7 6.9 

TOTAL 102 100.0 

 

Q26. The contents of the children's amenities is adequate 

Response Frequency Percent 
Strongly disagree 6 5.9 
Disagree 25 24.5 
Neither disagree or agree 15 14.7 
Agree 53 52.0 
Strongly agree 3 2.9 

TOTAL 102 100.0 

 

Q27. We offer a wide variety of reading materials in flight 

Response Frequency Percent 
Strongly disagree 30 29.4 
Disagree 48 47.1 
Neither disagree or agree 11 10.8 
Agree 12 11.8 
Strongly agree 1 1.0 

TOTAL 102 100.0 

 

Q28. In-flight blankets are of good quality 

Response Frequency Percent 
Strongly disagree 22 21.6 
Disagree 30 29.4 
Neither disagree or agree 25 24.5 
Agree 25 24.5 

TOTAL 102 100.0 
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Q29. My work uniform is easy to manage 

Response Frequency Percent 
Strongly disagree 52 51.0 
Disagree 32 31.4 
Neither disagree or agree 11 10.8 
Agree 7 6.9 

TOTAL 102 100.0 

 

Q30. My work uniform is of high quality 

Response Frequency Percent 
Strongly disagree 67 65.7 
Disagree 27 26.5 
Neither disagree or agree 4 3.9 
Agree 4 3.9 

TOTAL 102 100.0 

 
Q31.Company issued footwear are comfortable  

Response Frequency Percent 
Strongly disagree 56 54.9 
Disagree 29 28.4 
Neither disagree or agree 8 7.8 
Agree 9 8.8 

TOTAL 102 100.0 

 

 

Q32. I am satisfied with the company issue bags 

Response Frequency Percent 
Strongly disagree 46 45.1 
Disagree 29 28.4 
Neither disagree or agree 11 10.8 
Agree 16 15.7 

TOTAL 102 100.0 
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Q33. The company website is easy to use 

Response Frequency Percent 
Strongly disagree 15 14.7 
Disagree 28 27.5 
Neither disagree or agree 22 21.6 
Agree 34 33.3 
Strongly agree 3 2.9 

TOTAL 102 100.0 

 

Q34. Advertisements about the airline reflects Fijian hospitality 

Response Frequency Percent 
Strongly disagree 3 2.9 
Disagree 10 9.8 
Neither disagree or agree 26 25.5 
Agree 57 55.9 
Strongly agree 6 5.9 

TOTAL 102 100.0 

 

Q35. The Company clearly communicates its goals and strategies to me 

Response Frequency Percent 
Strongly disagree 9 8.8 
Disagree 27 26.5 
Neither disagree or agree 28 27.5 
Agree 35 34.3 
Strongly agree 3 2.9 

TOTAL 102 100.0 

 

Q36. Suggestions about service delivery improvement are taken seriously by the 
company 

Response Frequency Percent 
Strongly disagree 27 26.5 
Disagree 36 35.3 
Neither disagree or agree 27 26.5 
Agree 10 9.8 
Strongly agree 2 2.0 

TOTAL 102 100.0 
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Q37. Service recovery procedures in place are very effective 

Response Frequency Percent 
Strongly disagree 8 7.8 
Disagree 30 29.4 
Neither disagree or agree 49 48.0 
Agree 14 13.7 
Strongly agree 1 1.0 

TOTAL 102 99.9 

 

Q38.The company does an excellent job in keeping employees informed about 
matters affecting us 

Response Frequency Percent 
Strongly disagree 32 31.4 
Disagree 34 33.3 
Neither disagree or agree 15 14.7 
Agree 20 19.6 
Strongly agree 1 1.0 

TOTAL 102 100.0 

 

Q39.How satisfied are you with your involvement in decisions that affect your 
work 

Response Frequency Percent 
Strongly dissatisfied 18 17.6 
Dissatisfied 35 34.3 
Neither dissatisfied or 
satisfied 

28 27.5 

Satisfied 20 19.6 
Strongly satisfied 1 1.0 

TOTAL 102 100.0 

 

Q40. My supervisors visibly demonstrate a commitment to quality 

Response Frequency Percent 
Strongly disagree 6 5.9 
Disagree 16 15.7 
Neither disagree or agree 48 47.1 
Agree 30 29.4 
Strongly agree 2 2.0 

TOTAL 102 100.0 
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Q41.My managers visibly demonstrate a commitment to quality 

Response Frequency Percent 
Strongly disagree 15 14.7 
Disagree 22 21.6 
Neither disagree or agree 47 46.1 
Agree 18 17.6 

TOTAL 102 100.0 

 

 Q42.The company is always prompt in solving customer complaint 

Response Frequency Percent 
Strongly disagree 11 10.8 
Disagree 33 32.4 
Neither disagree or agree 37 36.3 
Agree 19 18.6 
Strongly agree 2 2.0 

TOTAL 102 100.0 

 

Q43.Fulfilling the needs of customers is the top priority in my work 

Response Frequency Percent 
Strongly disagree 4 3.9 
Disagree 6 5.9 
Neither disagree or agree 6 5.9 
Agree 47 46.1 
Strongly agree 39 38.2 

TOTAL 102 100 

 
Q44. I'm able to solve all customer complaints in-flight 

Response Frequency Percent 
Strongly disagree 7 6.9 
Disagree 53 52.0 
Neither disagree or agree 21 20.6 
Agree 18 17.6 
Strongly agree 3 2.9 

TOTAL 102 100.0 
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Q45. The assistance I offer customers goes beyond serving them in-flight 

Response Frequency Percent 
Strongly disagree 1 1.0 
Disagree 6 5.9 
Neither disagree or agree 15 14.7 
Agree 55 53.9 
Strongly agree 25 24.5 

TOTAL 102 100.0 

 

Q46. I always tend to call lights promptly 

Response Frequency Percent 
Strongly disagree 1 1.0 
Disagree 3 2.9 
Neither disagree or agree 12 11.8 
Agree 62 60.8 
Strongly agree 24 23.5 

TOTAL 102 100.0 

 

Q47. Do you feel that employees are recognized as individuals 

Response Frequency Percent 
Always 1 1.0 
Usually 5 4.9 
Sometimes 40 39.2 
Rarely 41 40.2 
Never 15 14.7 

TOTAL 102 100.0 

Q48. How flexible is the company with respect to your family responsibilities 

Response Frequency Percent 
Very in flexible 13 12.7 
Somewhat inflexible 23 22.5 
Neither inflexible or flexible 25 24.5 
Somewhat flexible 41 40.2 

TOTAL 102 100.0 
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Q49.Have you ever observed or experienced the following forms of discrimination 
or harassment at this company? 

Response Frequency Percent 
Yes 49 48 
No 53 52 

TOTAL 102 100 

 

Q49(a). 

Response Frequency 
Racial discrimination 14 
Sexual harassment 9 
Age discrimination 25 
Gender discrimination 7 
Sexual orientation 
discrimination 

7 

Other 25 
TOTAL 88 

 

Q49(a).1. If yes, explain its nature 

Response Frequency 
Religion 3 
Weight/Appearance 4 
Favouritism 4 
Military spouse 1 
Pay rise 1 
Promotion 1 
Unprofessional 7 
Dress standard 2 
Being a flight attendant 2 

 

Q50.Everyone is treated fairly in the organisation 

 
 

 

 

 

 

Response Frequency Percent 
Strongly disagree 33 32.4 
Disagree 39 38.2 
Neither disagree or agree 21 20.6 
Agree 8 7.8 
Strongly agree 1 1.0 

TOTAL 102 100.0 
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Q51.If I do a good job I will be rewarded 

Response Frequency Percent 
Strongly disagree 21 20.6 
Disagree 41 40.2 
Neither disagree or agree 23 22.5 
Agree 11 10.8 
Strongly agree 6 5.9 

TOTAL 102 100.0 

52. I always have clearly defined goals on my job 

Response Frequency Percent 
Disagree 7 6.9 
Neither disagree or agree 18 17.6 
Agree 61 59.8 
Strongly agree 16 15.7 

TOTAL 102 100.0 

 

Q53.How would you rate your manager in communication? 

Response Frequency Percent 
Poor 30 29.4 
Average 31 30.4 
Good 36 35.3 
Very good 5 4.9 

TOTAL 102 100.0 

 

Q53 (a). How would you rate your manager in planning/organizing 

Response Frequency Percent 
Poor 19 18.6 
Average 44 43.1 
Good 32 31.4 
Very good 6 5.9 
Excellent 1 1.0 

TOTAL 102 100.0 
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Q53 (b).How would you rate your manager in directing/coordinating? 

Response Frequency Percent 
Poor 15 14.7 
Average 50 49.0 
Good 32 31.4 
Very good 3 2.9 
Excellent 2 2.0 

TOTAL 102 100.0 

 

Q53(c).How would you rate your Manager in job/technical knowledge? 

Response Frequency Percent 
Poor 15 14.7 
Average 37 36.3 
Good 38 37.3 
Very good 10 9.8 
Excellent 2 2.0 

TOTAL 102 100.0 

Q53 (d).How would you rate your Manager in interpersonal relationship? 

Response Frequency Percent 
Poor 20 19.6 
Average 40 39.2 
Good 33 32.4 
Very good 8 7.8 
Excellent 1 1.0 

TOTAL 102 100.0 

 

Q54.Overall how satisfied are you with your position at Air Pacific? 

Response Frequency Percent 
Very dissatisfied 3 2.9 
Somewhat dissatisfied 15 14.7 
Not satisfied or dissatisfied 12 11.8 
Somewhat satisfied 60 58.8 
Very satisfied 12 11.8 

TOTAL 102 100.0 
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Q55. I have been working with the company for  

Response Frequency Percent 
1-5 years 25 24.5 
6-10 years 28 27.5 
11-15 years 22 21.6 
Over 15 years 27 26.5 

TOTAL 102 100.0 

 

Q56. My age is  

Response Frequency Percent 
19-25 years 11 10.8 
26-32 years 38 37.3 
33-39 years 30 29.4 
40-46 years 22 21.6 
Above 46 years 1 1.0 

TOTAL 102 100.0 

 

Q57. My ethnic group is 

Response Frequency Percent 
Indigenous Fijian 60 58.8 
Indo Fijian 8 7.8 
Rotuman 12 11.8 
Part European 14 13.7 
Chinese 2 2.0 
Others 6 5.9 

TOTAL 102 100.0 

 

Q58. Gender 

Response Frequency Percent 
Male 38 37.3 
Female 64 62.7 

TOTAL 102 100 

 

Q59. Marital status 

Response Frequency Percent 
Single 25 24.5 
Married 65 63.7 
Separated/divorced 12 11.8 

TOTAL 102 100.0 
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Q60. Do you think your culture influences how you deliver quality service to 
customers? 

Response Frequency Percent 
Yes 75 73.5 
No 27 26.5 

TOTAL 102 100 

Q60 (a). How does your culture influence the delivery of quality service 

Response Frequency Percent 
How a person behaves 70 93.33 
No response 5 6.67 

TOTAL 75 100 

 

Q61. Do you think there is a specific Air Pacific culture? 

Response Frequency Percent 
Yes 63 60.78 
No 37 37.25 
Do not know 2 1.97 

TOTAL 102 100 

 

Q61(a). If Yes, Can you describe the air pacific culture? 

Response Frequency 
Crew ideas are unimportant 24 
Friendly  15 
Guided by policies and norms 11 
Business oriented/profit making 09 
Each department on its own/segregated 06 
Blame game/discipline first & talk 
later/delights in peoples mistakes 

05 

Laid back/procrastination 03 

 

Q62. Air Pacific employees are from different backgrounds. Do you think this 
affects the way they perform their duties? 

Response Frequency Percent 
Yes 62 60.8 
No 40 39.2 

TOTAL 102 100 
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Q62(a). If Yes, explain how the different backgrounds affect the performance of 
duties 

Response Frequency Percent 
How people behave 46 62.16 
Treat people differently 12 16.22 
How they communicate 10 13.51 
Outlook towards work 6 8.11 

 
Q63. The Air Pacific Culture refers to the way things are done in the organisation. 
Can you differentiate the Air Pacific Culture from your own culture? 

Response Frequency Percent 
Yes 58 57 
No 44 43 

TOTAL 102 100 

 

Q63(a). If yes, how are they different?  

Response Frequency Percent 
Not worker friendly 29 42.03 
Business oriented 18 26.09 
Not enough support from other departments 17 24.64 
Takes time in decision making/laid back 5 7.24 

 

Q64. What is the biggest problem you find in trying to satisfy your customers?  

Response Frequency Percent 
Lack of resources 94 79.66 
Not enough support from other 
departments 

17 14.41 

Communication problems 7 5.93 
TOTAL 118 100 

 

Q65. What changes would you suggest to improve Air Pacific’s performance in 
delivering quality service? 

Response Frequency Percent 
Improve quality of resources 62 45.25 
More training 30 21.90 
Better communication 29 21.17 
Improve crew welfare 16 11.68 

TOTAL 137 100 
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Q66. What other issues not included in this survey need to be addressed by the 
organisation 

Response Frequency Percent 
Crew Welfare 47 43.12 
Improve management skills 17 15.60 
Improve communication 14 12.84 
Lack of resources 12 11.01 
More training 10 9.17 
Improve work environment 9 8.26 

TOTAL 109 100 
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Appendix 6 

Problems faced by the employees 

The following are some of the results showing the perceptions of staff towards 

the organisation. Only a few have been chosen to highlight the problems faced by the 

employees however a more detailed of the results are in Appendix 5. 

Q11. My Managers are always consistent when administering policies concerning 
employees 

Response Frequency Percent 
Strongly disagree 26 25.5 
Disagree 39 38.2 
Neither disagree or agree 21 20.6 
Agree 13 12.7 
Strongly agree 3 2.9 

TOTAL 102 100.0 

 

Q12. I have the tools and resources to do my job well 

Response Frequency Percent 
Strongly disagree 21 20.6 
Disagree 47 46.1 
Neither disagree or agree 13 12.7 
Agree 18 17.6 
Strongly agree 3 2.9 
Total 102 100.0 

 

Q16. The environment I work in is worker friendly 

Response Frequency Percent 
Strongly disagree 24 23.5 
Disagree 44 43.1 
Neither disagree or agree 21 20.6 
Agree 13 12.7 

TOTAL 102 100.0 
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Q36. Suggestions about service delivery improvement are taken seriously by the 
company 

Response Frequency Percent 
Strongly disagree 27 26.5 
Disagree 36 35.3 
Neither disagree or agree 27 26.5 
Agree 10 9.8 
Strongly agree 2 2.0 

TOTAL 102 100.0 

 

Q38.The company does an excellent job in keeping employees informed about 
matters affecting us 

Response Frequency Percent 
Strongly disagree 32 31.4 
Disagree 34 33.3 
Neither disagree or agree 15 14.7 
Agree 20 19.6 
Strongly agree 1 1.0 

TOTAL 102 100.0 

 

Q47. Do you feel that employees are recognized as individuals 

Response Frequency Percent 
Always 1 1.0 
Usually 5 4.9 
Sometimes 40 39.2 
Rarely 41 40.2 
Never 15 14.7 

TOTAL 102 100.0 

. 

Q50.Everyone is treated fairly in the organisation 

Response Frequency Percent 
Strongly disagree 33 32.4 
Disagree 39 38.2 
Neither disagree or agree 21 20.6 
Agree 8 7.8 
Strongly agree 1 1.0 

TOTAL 102 100.0 
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Q51.If I do a good job I will be rewarded 

Response Frequency Percent 
Strongly disagree 21 20.6 
Disagree 41 40.2 
Neither disagree or agree 23 22.5 
Agree 11 10.8 
Strongly agree 6 5.9 

TOTAL 102 100.0 

 

Summary 

The above figures show that many employees are unhappy with the organisation. 

The discontentment covers the work environment, including treatment and welfare of 

employees.  
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Appendix 7 

Results of  previous survey carried out by Air Pacific 

Key Measures – March, 2007
1 2 3 4 5

Bar drinks

Wine selection

Meal choice

Meal quality

Meal size

Meal timeliness

Crew friendliness

Crew helpfulness

Movie selection

Audio selection

Elect Games

Kids Kits

Islands magazine

Shopping range

Shopping price

Overall Service

Rating

Crew friendliness and helpfulness are key drivers of overall service satisfaction.
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Top Reasons for Choosing Air Pacific
March 2007

0% 5% 10% 15% 20% 25%

Good service

Booked for me

Convenient times/schedule

Good price/value

Partner Airline(Qantas,Star
alliance,etc)

Friendly staff/the smiles

Good service continues to be the top reason for choosing Air Pacific, and Friendly 
Staff remains in the top 5 reasons.

Key Measures – April, 2007
1 2 3 4 5

Bar drinks

Wine selection

Meal choice

Meal quality

Meal size

Meal timeliness

Crew friendliness

Crew helpfulness

Movie selection

Audio selection

Elect Games

Kids Kits

Islands magazine

Shopping range

Shopping price

Overall Service

Rating

Crew friendliness and helpfulness are key drivers of overall service satisfaction.
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Top Reasons for Choosing Air Pacific
April 2007

0% 2% 4% 6% 8% 10% 12% 14% 16% 18% 20%

Good service

Booked for me

Convenient times/schedule

Good price/value

Partner Airline(Qantas,Star
alliance,etc)

Friendly staff/the smiles

Good service continues to be the top reason for choosing Air Pacific, and Friendly 
Staff remains in the top 5 reasons.

Key Measures – May, 2007
1 2 3 4 5

Bar drinks

Wine selection

Meal choice

Meal quality

Meal size

Meal timeliness

Crew friendliness

Crew helpfulness

Movie selection

Audio selection

Elect Games

Kids Kits

Islands magazine

Shopping range

Shopping price

Overall Service

Rating

Crew friendliness and helpfulness are key drivers of overall service satisfaction.
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Top Reasons for Choosing Air Pacific
May 2007

0% 5% 10% 15% 20% 25%

Good service

Booked for me

Convenient times/schedule

Good price/value

Partner Airline(Qantas,Star
alliance,etc)

Friendly staff/the smiles

Good service continues to be the top reason for choosing Air Pacific, and Friendly 
Staff remains in the top 5 reasons.

Key Measures – June, 2007
1 2 3 4 5

Bar drinks

Wine selection

Meal choice

Meal quality

Meal size

Meal timeliness

Crew friendliness

Crew helpfulness

Movie selection

Audio selection

Elect Games

Kids Kits

Islands magazine

Shopping range

Shopping price

Overall Service

Rating

Crew friendliness and helpfulness are key drivers of overall service satisfaction.
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Top Reasons for Choosing Air Pacific
June 2007

0% 2% 4% 6% 8% 10% 12% 14% 16% 18% 20%

Convenient times/schedule

Good service

Booked for me

Good price/value

Partner Airline(Qantas,Star
alliance,etc)

Friendly staff/the smiles

Good service continues to be the top reason for choosing Air Pacific, and Friendly 
Staff remains in the top 5 reasons.

Key Measures – July, 2007
1 2 3 4 5

Bar drinks

Wine selection

Meal choice

Meal quality

Meal size

Meal timeliness

Crew friendliness

Crew helpfulness

Movie selection

Audio selection

Elect Games

Kids Kits

Islands magazine

Shopping range

Shopping price

Overall Service

Rating

Crew friendliness and helpfulness are key drivers of overall service satisfaction.
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Top Reasons for Choosing Air Pacific
July 2007

0% 2% 4% 6% 8% 10% 12% 14% 16% 18%

Good price/value

Convenient times/schedule

Good service

Booked for me

Partner Airline(Qantas,Star
alliance,etc)

Friendly staff/the smiles

Good service continues to be the top reason for choosing Air Pacific, and Friendly 
Staff remains in the top 5 reasons.

Key Measures – August, 2007
1 2 3 4 5

Bar drinks

Wine selection

Meal choice

Meal quality

Meal size

Meal timeliness

Crew friendliness

Crew helpfulness

Movie selection

Audio selection

Elect Games

Kids Kits

Islands magazine

Shopping range

Shopping price

Overall Service

Rating

Crew friendliness and helpfulness are key drivers of overall service satisfaction.
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Top Reasons for Choosing Air Pacific
August 2007

0% 2% 4% 6% 8% 10% 12% 14% 16% 18%

Convenient times/schedule

Good service

Booked for me

Partner Airline(Qantas,Star
alliance,etc)

Good price/value

Friendly staff/the smiles

Good service continues and Friendly Staff remain in the top reasons for choosing 
Air Pacific.

Key Measures – September, 2007
1 2 3 4 5

Bar drinks

Wine selection

Meal choice

Meal quality

Meal size

Meal timeliness

Crew friendliness

Crew helpfulness

Movie selection

Audio selection

Elect Games

Kids Kits

Islands magazine

Shopping range

Shopping price

Overall Service

Rating

Crew friendliness and helpfulness are key drivers of overall service satisfaction.
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Top Reasons for Choosing Air Pacific
September 2007

0% 2% 4% 6% 8% 10% 12% 14% 16% 18%

Good price/value

Convenient times/schedule

Booked for me

Good service

Partner Airline(Qantas,Star
alliance,etc)

Friendly staff/the smiles

Good service continues to be the top reason for choosing Air Pacific, and Friendly 
Staff remains in the top 5 reasons.


