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A Comparative Study on Complaint Handling Mechanisms for Civil Aviation
and Cruise Passengers from a Service Recovery Perspective

Bi Wenjuan
Shandong Transport Vocational College, Tai'an, Shandong 271000

Abstract : Passenger complaint handling is a core component of service recovery, directly influencing corporate
reputation and passenger loyalty. Both civil aviation and cruise shipping belong to the transportation
service industry, yet their operational contexts differ significantly, resulting in distinct complaint
handling mechanisms. Grounded in service recovery theory, this paper systematically compares
the passenger complaint handling mechanisms of civil aviation and cruise shipping across three
dimensions: complaint—triggering scenarios, handling processes and recovery strategies, and handling
outcomes. The findings reveal that civil aviation complaints are primarily efficiency—oriented, with
recovery measures leaning toward monetary compensation; the process is highly standardized but
lacks flexibility. In contrast, cruise shipping complaints are mainly experience—oriented, with recovery
measures emphasizing emotional and experiential compensation; although the handling cycle is longer,
the effect of emotional restoration for passengers is comparatively better. Based on this comparison,
the paper proposes mutually beneficial optimization directions for both sectors, offering practical
references for enterprises seeking to improve their complaint handling mechanisms.
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