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Abstract 
A company's competitive strategy is determined by 
its response to competitive forces and firms that are 
well-positioned will gain a competitive advantage. 
The attraction of travelers is a significant challenge 
for many airlines in the airline industry, and a closer 
examination of the factors that attract travelers is 
essential. The purpose of this research is to 
determine, for Aegean Airlines, the effectiveness of 
cost reduction, overall services, and 
environmentally conscious aircraft investment as 
customer attraction strategies. A quantitative study 
was conducted using an online questionnaire with 
Likert scale responses. A total of 108 valid 
questionnaire responses were utilized from the 
online survey collected at Larnaca International 
Airport upon the arrival of Aegean passengers. How 
the adoption of environmentally friendly aircraft 
affects the satisfaction of Aegean passengers was the 
focus of this study. In addition, this study revealed 
that low-cost airline tickets were a factor in Aegean 
travelers' booking decisions. In addition, this study 
revealed that Aegean's overall services [Free meal, 
Free Wi-Fi on-board, and timely Staff (on ground 
and aircrew)] were a factor in passengers' decisions 
to book with the airline. 
 
This study concludes with corporate 
recommendations for Aegean's future business 
practices and research suggestions. 

Keywords Environmental sensitivity, customer 
attraction, Cost leadership, Travel and tourism, 
COVID-19, ECO-tourism. 
 
1. Introduction 
 
Prior to the recent, unprecedented disruption of 
global air travel caused by COVID-19, the aviation 
industry had grown significantly and played an 
increasingly vital role in facilitating international 
transportation (O'Connell, 2018; Kim et al., 2019). 
This exploratory study will investigate the 
effectiveness of cost reduction, overall services, and 
environmentally friendly aircraft as customer 
attraction strategies, with Aegean Airlines as its 
primary focus. 
 
2. Literature Review 
Airline Industry | Aegean’s Position in the 
market  
 
In a competitive market such as the airline industry, 
it is essential for businesses to not only comprehend 
what their customers want and expect, but also 
manage their own resources appropriately to meet 
those expectations (Chow, 2015). There is no doubt 
that the current global financial environment 
requires targeted and well-calculated resource 
management (Tsafarakis et al., 2018). Especially in 
modern times, the burden of Covid-19 has had a 
significant impact on the financial economy and 
human income, as travelers seek more efficient 
travel options. Customer satisfaction and service 
quality are regarded as crucial factors in the airline 
industry due to the fact that the growth of an airline 
is dependent to a large extent on how well the quality 
of service expected to result in passenger 
satisfaction is regarded as a successful strategy for 
gaining a competitive advantage (Li et al.,2017; 
Suciptawati et al., 2019). Aegean Airlines, is used to 
illustrate the application of this method to passenger 
satisfaction. Aegean Airlines won the COVID-19 
Airline Excellence Award 2021 for the health and 
safety measures applied onboard and on the ground. 
Based on the financial burden caused by COVID, 
visitors have indicated that they are significantly 
more interested in receiving affordable offers while 
traveling. 
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Competition in the Airline Industry. Tactics 
for differentiation 
 
The provision of high-quality service is essential to 
airlines' survival and vital to the airline industry's 
competitiveness; therefore, the measurement of 
customer satisfaction in the airline industry is 
becoming more prevalent and significant 
(Tsafarakis et al., 2018). As a result, the competition 
among airlines is deemed to be more intense as 
carriers strive to acquire and retain loyal customers 
(Chen et al.,2011). Especially now, following 
COVID-19, when passenger perceptions shifted. 
According to the International Civil Aviation 
Organization (2022), the pandemic has wreaked 
havoc on the aviation industry, as a reduction of 59-
62% per year is anticipated for global air passengers, 
and the situation is made worse by the fact that no 
one knows when the pandemic will end (Song and 
Choi, 2020). 
 
Cost Leadership, Differentiation | The 
Porter’s Theory 
 
According to Porter (1980), industry competition is 
comprised of five competing forces: industry 
competitors, suppliers, buyers, potential new 
entrants, and product or service substitutes. These 
five variables also determine the profitability of the 
industry: the aforementioned forces are crucial 
because they affect return on investment, pricing, 
cost, and investment requirements. Moreover, the 
nature of the market and the underlying economic 
and technological characteristics of a particular 
industry influence the aforementioned competitive 
factors (Porter, 1980, pp. 3-5). A company's 
competitive strategy is determined by its response to 
these competitive forces, and firms that are well-
positioned in relation to these five factors will have 
a competitive advantage over their rivals. Aegean 
chose the Differentiation Focus strategy because it 
provides high-quality services at all stages of its 
customers' journeys. Simultaneously, the Company 
adapts the services provided at each stage of the 
journey to meet the needs of each passenger, 
demonstrating its commitment to the customer. 
 
Corporate Social Responsibility as an 
attractive strategy for Environmental 
conscious tourists (ECO-tourism) 
 
Eco-productivity in the airline industry refers to the 
capacity to use existing resources to provide more 
efficient air transportation while avoiding negative 
environmental impacts. Due to the nature and 
context of the issues, it is extremely difficult to 

define CSR. CSR is intricately intertwined with 
ecology, society, and the economic system, which 
are all extraordinarily complex and dynamic 
systems. Howard Bowen, the founder of corporate 
social responsibility, defined it as "the 
responsibilities of entrepreneurs to adopt these 
policies, make these judgments, or pursue these 
courses of action that are desirable in terms of our 
society's goals and values" (Carroll, 1999; Bowen, 
1953). Since then, corporate social responsibility has 
shifted from philanthropy to regulated practices and 
instrumentality, or strategic CSR. Companies in the 
new millennium are under increasing pressure to 
comply with environmental protection and 
transparency legislation, and the market is flooded 
with competitors, necessitating the implementation 
of CSR as a survival and competitiveness strategy 
(Glan, 2006). As pollution concerns rise, consumers 
are increasingly sensitive to environmental issues in 
every industry. Due to its extensive reliance on fossil 
fuels, the aviation industry faces these challenges 
more urgently than others. Environmental protection 
is one of the most important CSR initiatives in the 
airline industry, alongside safety concerns, 
according to a consumer study (Asatryan, 2013). 
Moreover, Cowper-Smith and de Grosbois (2011) 
found that the airline industry's CSR reporting 
material focuses on environmental issues as opposed 
to social or economic issues. Emission reductions 
have received the most attention, while other issues 
have received significantly less. 
 
3. Methodology  
This research study has adopted a Quantitative 
approach with case study as a research design to 
gather data for the present research study.  
 
Research Objectives 
 

Research Question 1: How the adoption of 
environmentally sensitive aircraft influences Aegean’s 
customer attraction? 
Research Question 2: What is the relation of low-cost 
airline ticket pricing on Aegean’s customer attraction? 
Research Question 3: What is the role of Aegean’s 
overall services (Free meal, Free Wi-Fi on-board, and 
the Timely Staff (on ground and aircrew)) on Aegean’s 
customer attraction? 

 
Sampling Method 
 
This research study adopted a probability 
convenience sampling which can be defined as the 
process whereas participants are chosen based on a 
convenient location of sampling because they are 
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available. The participants of the present research 
study were conveniently randomly selected upon 
their arrival from Aegean’s flight at Larnaca 
International Airport. This research project selected 
a questionnaire as a data collection tool to gather 
primary data. The questionnaire was designed to 
address and provide insights on the research 
questions and objectives while following a Likert 
style of answers whereas the main questioning relied 
as to whether certain elements are contributing 
factors towards the clients’ selectivity to Aegean 
Airlines. Finally, the questionnaire was pilot tested 
prior of its official release to the population of the 
study in order to ensure that meets research validity. 
To ensure the ethical principles of the research, 
anonymity of participants was ensured and informed 
consent was communicated  
 
4. Analysis and Discussion of 
Research Results 
 

RQ.1 To investigate how the adoption of 
environmentally sensitive aircraft influences 
Aegean’s customer attraction. 

 

Figure 1. Level of the fact that Aegean shows 
sensitivity to the environment and has a green 
philosophy was a contributing factor to book a ticket 

The above chart (Figure 1) shows that 75.9% of the 
sample pointed out that the adoption of 
environmental sensitivity and the green philosophy, 
was a contributing factor to book a ticket with the 
airline. On the other hand, the 24.1% of the research 
participants pointed out that the adoption of 
environmental sensitivity and the green philosophy, 
was not a contributing factor to book a ticket with 
the airline.  

 

 

 

 

 

Figure 1: Level of knowledge of you traveling with 
an environmental sensitive aircraft, was a 
contributing factor to book a ticket. 

Figure 2, shows that 50,9% (15,7% Strongly Agree 
& 35,2% Agree) of research participants pointed out 
that  travelling with environmental sensitive aircraft, 
was a contributing factor to book a ticket with the 
airline.  In addition, 27,8% of the participants were 
undecided as to whether the travelling with 
environmental sensitive aircraft, was a contributing 
factor to book a ticket with Aegean Airlines. Finally, 
21,3% (13,9% Disagree & 7,4% Strongly Disagree) 
of the research participants pointed out that 
travelling with environmentally sensitive aircrafts, 
was NOT a contributing factor to book a ticket with 
Aegean Airlines.  According to Umeister et al., 
(2020) the use of environmental airline aircrafts 
attracts conscious travelers with a quick response to 
the new eco-labelling tickets as well as the attraction 
of socially responsible travelers 
RQ.2 To explore the extent of low-cost airline ticket 
pricing influences Aegean’s customer attraction. 
 
 

Figure 3. The level of the extent of low-cost airline 
ticket pricing influences Aegean's customer 
attraction. 
 
Figure 3, shows that 57.4% (34.3% Strongly Agree 
& 20.4% Agree) of the participants pointed out that 
low-cost air-tickets, was a contributing factor to 
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book a ticket with the airline.  In addition, the 26.9% 
of the participants were undecided as to whether the 
low-cost air-tickets, was a contributing factor to 
book a ticket with Aegean Airlines. Finally, the 
18.6% (13% Disagree & 5.6% Strongly Disagree) 
pointed out that the low-cost air-tickets, was NOT a 
contributing factor to book a ticket with Aegean 
Airlines.  According to Koklicet al., (2017) price 
may be a more important driver of airline choice. 
 
 

Figure 4: Food Service Provision 
 

Figure 4, shows that 50.9% (23.1% Strongly Agree 
& 27.8% Agree) of the participants pointed out that 
the provision of free food service, was a contributing 
factor to book a ticket with the airline.  In addition, 
the 25% of the participants were undecided as to 
whether the provision of free food service, was a 
contributing factor to book a ticket with Aegean 
Airlines. Finally, the 24.1% (13.9% Disagree & 
10.2% Strongly Disagree) of the research 
participants pointed out that the provision of free 
food service, was not a contributing factor to book a 
ticket with the airline.  
 

Figure 5. Wi-Fi on Board Provision 

Figure 5, shows that 42.6% (24.1% Strongly Agree 
& 18.5% Agree) of the research participants pointed 
out that the provision of Wi-Fi on-board, was a 
contributing factor to book a ticket with the 
airline.  In addition, the 23.1% of the participants 

were undecided as to whether the provision of Wi-
Fi on-board, was a contributing factor to book a 
ticket with Aegean Airlines. Finally, the 34.3% 
(13.9% Disagree & 20.4% Strongly Disagree) of the 
research participants pointed out that the provision 
of Wi-Fi on-board, was not a contributing factor to 
book a ticket with the airline. According to Faruk, et 
al., (2021), the provision of in-flight Wi-Fi services 
utilizing ICT has become a key competitive 
differentiator for global airlines, and local airlines 
are now striving to introduce smart cabins in various 
forms. The purpose of this study by Faruk, et al., 
(2021), as well as the current research study of 
Aegean Airlines, is to show that airlines, after the 
launch of in-flight Wi-Fi services, are vital to 
variables that make customers embrace IFEC and 
enrich each passenger's entertainment program. 
 

Figure 6. Covid-19 Airline Excellence Award 2021 
for health and safety measures provision 

The above chart (Figure 6) shows that 46.3% (19.4% 
Strongly Agree & 26.9% Agree) of the research 
participants pointed out that the fact of the airline 
won the COVID-19 Airline Excellence Award in 
2021 for health and safety measures, was a 
contributing factor to book a ticket with the 
airline.  In addition, the 25.9% of the participants 
were undecided if this was a contributing factor to 
book a ticket with Aegean Airlines. Finally, the 
27.8% (13% Disagree & 14.8% Strongly Disagree) 
of the research participants pointed out that it was 
not a contributing factor to book a ticket with the 
airline. According to Sotomayor-Castillo et Al., 
(2021), health concerns and attitudes towards 
infection prevention and disease control measures is 
a contributing factor to booking a ticket with the 
global airlines.  
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Figure 2. The timely service Aegean's staff (on-
ground and on aircrew) provision 

 Figure 7, shows that 63% (25% Strongly Agree & 
38% Agree) of the participants pointed out that the 
timely service of Aegean’s staff (on-ground and on 
air-crew), was a contributing factor to book a ticket 
with the airline.  In addition, the 24.1% of the 
participants were undecided. Finally, the 12.9% 
(8.3% Disagree & 4.6% Strongly Disagree) of the 
research participants pointed out that the timely 
service of Aegean’s staff (on-ground and on air-
crew), was not a contributing factor to book a ticket 
with the airline. According to Upadhyaya (2013), 
customer service is critical in both the air and ground 
transportation industries since it immediately 
impacts an airline's credibility. 

5. Conclusion and 
Recommendations  
This research project was designed to explore as to 
whether the strategies of cost reduction, 
environmentally sensitive investment on aircrafts, 
and overall services effectively attract customers.  
Following a questionnaire survey of open-ended 
questions to an Aegean sample of customers the 
following inferences were made. 

RO1 in relation to RQ1 investigated how the 
adoption of environmentally sensitive aircraft 
affects the satisfaction of Aegean passengers. Most 
participants pointed out that the travelling with 
environmentally sensitive aircraft, was a 
contributing factor to book a ticket with the airline. 
By responding rapidly to new eco-labelled tickets 
and recruiting socially responsible passengers, the 
usage of ecologically efficient airline aircraft draws 
travelers’ attentions. This inference is reflecting that 
as years passes, people are becoming more 
conscious to ecological impact and enhance a more 
thoughtful social responsibility green philosophy.  
As per the RO2 and RQ2, the highest percentage of 
the participants pointed out that low-cost air-tickets 

was a challenging and motivating factor to buy a 
ticket with the Aegean Airlines. The inclusion of 
price in the satisfaction measure may have led to the 
bigger effect of satisfaction on purchase intent for 
low-cost (vs. full-service) airlines, where price 
should be a more important driver of airline choice. 
This inference is revealed from the above statistics 
justified that the pricing factor plays important role 
in strategizing as it is still one very attractive 
contributor that drives purchasing intentions. RO3 
and RQ3, investigated how the role of Aegean’s 
overall services [Free meals, Free Wi-Fi on-board, 
and the Timely Staff (on ground and aircrew)] 
influence Aegean’s customer attraction. Based on 
the results of the study most participants pointed out 
that Aegean’s overall services and the timely service 
of Aegean’s staff (on-ground and on air-crew), were 
challenging and motivating factor to buy a ticket 
with Aegean Airlines. The effective supply of high-
quality services to customers may enhance the 
airline's brand and influence passenger behaviour 
favourably. In both the air and ground transportation 
businesses, customer service is crucial since it 
directly affects an airline's trustworthiness. This 
inference is revealed from the above statistics 
justifies that the customer service factor plays 
important role in strategizing as it is still one very 
attractive contributor that drives purchasing 
intentions. 

Based on the above inferences, the following 
recommendations for corporate use of Aegean 
Airlines have been drawn. The adoption of 
environmentally sensitive aircraft and the green 
philosophy of the airline, has confirmed the strategy 
as it has attracted travelers and it is recommended to 
be maintained to future strategic planning. Also, 
another recommendation for business application 
considers the extent of low-cost strategies in a future 
effort to attract more travelers. The enhancement of 
the low-cost air-ticket strategy may enhance the 
competitive advantage of the Aegean in relation to 
other players of the airline industry. In addition, 
another recommendation for business application is 
that the role of Aegean’s overall services [Free 
meals, Free Wi-Fi on-board, and the Timely Staff 
(on ground and aircrew)], benefited the strategy as it 
has attracted travellers and it is recommended to 
maintain these interesting services for future 
strategic planning. 

The case study is based on Aegean Airlines and 
therefore the results of the investigation are 
company specific. As a result, the findings of the 
study cannot be applied to other companies, even 
those in the same industry. The difficulty of Covid 
restrictions was also a controversy in this research. 
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Communication and dialogue with the survey 
participants was limited for our safety against 
Covid-19. Therefore, the sample size for the survey 
is substantially limited.  
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