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	Airlines Technical Feasibility  →
	Crew/Staff
	# of Airplanes
	Training
	Staff Incentives
	Website
	Customer Service
	Kiosks
	Procedures
	# of flights
	Aircraft Design
	Customer Importance

	What Passengers Want
	 
	
	 
	 
	 
	 
	
	 
	 
	 
	 

	Convenience
	
	◙
	 
	 
	○
	○
	◙
	○
	◙
	 
	4

	Low - Fares
	○
	○
	 
	○
	▪
	 
	 
	 
	○
	▪
	4

	Schedules
	 
	◙
	▪
	▪
	 
	 
	 
	◙
	◙
	 
	3

	Timeliness
	◙
	○
	○
	▪
	 
	 
	 
	○
	▪
	 
	4

	Loyalty Points
	 
	 
	 
	▪
	○
	○
	○
	◙
	 
	 
	2

	Online Check-in
	 
	 
	 
	 
	◙
	▪
	 
	◙
	 
	 
	3

	Website
	 
	 
	 
	 
	◙
	▪
	 
	○
	 
	 
	4

	Kiosk Check-in
	 
	 
	 
	▪
	 
	 
	◙
	○
	○
	 
	3

	Plane Comfort
	 
	 
	 
	 
	 
	 
	 
	 
	 
	◙
	5

	Flight Attendants
	○
	▪
	◙
	○
	 
	 
	 
	▪
	 
	▪
	5

	Service/Amenities
	▪
	 
	○
	 
	○
	○
	◙
	▪
	 
	○
	3

	In-flight entertainment
	 
	 
	 
	 
	▪
	 
	 
	▪
	 
	○
	3

	Organizational Difficulty
	3
	5
	2
	3
	3
	2
	3
	4
	4
	4
	 











	IAH Offerings  →
	Security
	Airport Staff
	Check pts
	Trained Personnel
	Maint. Staff
	Retail
	Facility Layout
	Train
	Displays
	Airline’s Importance
	IAH

	Airlines
	 
	
	 
	 
	 
	 
	
	 
	 
	 
	 

	Timely passengers
	
	
	◙
	▪
	 
	 
	○ 
	○
	◙
	5
	3

	Security
	◙
	○
	◙
	○
	 
	 
	 
	 
	
	5
	5

	Display of flights
	
	
	
	▪
	 
	
	 ○
	 
	◙
	5
	4

	Displayed announcements
	 
	
	
	▪
	
	
	 ○
	○ 
	◙
	4
	4

	Clean facilities
	 
	
	 
	○
	◙
	▪ 
	▪
	
	▪
	3
	4

	Entertainment for passengers
	 
	
	 
	
	 
	◙
	○
	
	▪
	2
	1

	Waiting areas
	 
	
	
	
	 
	
	
	
	
	2
	3

	Controlled scheduling
	 
	 
	 
	 
	
	 ▪
	◙
	 
	▪
	4
	5

	Clear routing signs
	 
	▪
	○ 
	○ 
	 
	
	◙
	○ 
	◙
	3
	4

	Ease of airport mobility
	○
	○ 
	◙
	○ 
	 
	 
	◙
	◙
	◙
	3
	3

	Organizational Difficulty
	4
	3
	4
	2
	2
	1
	5
	4
	3
	 
	 




	IAH Offerings  →
	Security
	Airport Staff
	Check pts
	Trained personnel
	Maint. Staff
	Retail
	Facility Layout
	Train
	Displays
	Customer Importance
	IAH

	Customer
	 
	
	 
	 
	 
	 
	
	 
	 
	 
	 

	Fast check in
	○
	○
	◙
	◙
	 
	 
	 
	○
	▪
	5
	3

	Short Security Lines
	◙
	▪
	◙
	▪
	 
	 
	 
	 
	▪
	5
	3

	Security
	◙
	○
	◙
	○
	 
	
	 
	 
	▪
	4
	4

	Clean facility
	 
	▪
	 
	 
	◙
	○
	 
	 
	▪
	3
	4

	Organized flow
	 
	▪
	 
	○
	 
	 
	◙
	 
	◙
	3
	3

	Fight displays
	 
	▪
	 
	▪
	 
	 
	▪
	○
	◙
	4
	4

	Information accessibility
	 
	▪
	○
	▪
	 
	▪
	○
	○
	◙
	3
	2

	Comfortable. waiting chairs
	 
	 
	 
	 
	○
	 
	▪
	 
	 
	2
	2

	Entertainment while waiting
	 
	 
	 
	 
	 
	◙
	○
	 
	◙
	1
	1

	Easy parking
	▪
	 
	▪
	 
	 
	 
	◙
	○
	○
	3
	3

	Organizational Difficulty
	4
	3
	4
	2
	2
	1
	5
	4
	3
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Appendix  A


House of Quality


Airlines-Passenger
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Appendix B


House of Quality


Airlines - Airport





5 Difficult, 1 Easy





Source: Hartveldt, Henry H. “Why Airlines Land Leisure Passengers.” 28 Feb 2006
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Appendix C


House of Quality 
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