
 

Article No.   5883 
Available on www.roymorgan.com  

Link to Roy Morgan Profiles 

 

Roy Morgan Research Ltd. A.B.N. 91 007 092 944 Quality System Certified to AS/NZS ISO 9001 
401 Collins Street, Melbourne, Victoria, 3000 – GPO Box 2282U, Melbourne, Victoria, 3001, Australia 

Tel: (03) 9629 6888 Fax: (03) 9629 1250  (03) 9224 5387  melbourne@roymorgan.com   www.roymorgan.com 

FO
R

 IM
M

ED
IA

TE
 R

EL
EA

SE
  

Monday, 27 October 2014 

Qantas still flying highest for domestic customer 
satisfaction  

The results of the Roy Morgan Customer Satisfaction Awards for August are out, and leading 
the Domestic Airline category for the fifth consecutive month is Qantas. Hot on its tail wings 
is Virgin Australia, followed by Qantaslink.  

In the year to August 2014, more than 3.96 million Australians flew Qantas at least once, and a 
fraction over 82% of them reported that they were satisfied with the airline. Virgin Australia 
scored a satisfaction rating of just under 82%, from almost 2.8 million passengers. 

Domestic airline satisfaction: neck and neck 

 

Source: Roy Morgan Single Source (Australia), June 2014 – August 2014 (n=1,650). 

Regional airline Qantaslink also performed well, scoring 79%, well ahead of Jetstar (67%) and 
Tiger Airways (50%). 

Angela Smith, Group Account Director, Roy Morgan Research, says: 

“In the year to August 2014, more than 7.6 million Aussies (or 40% of the population) 
took at least one domestic flight. That is a huge number of customers for the airlines to 
keep satisfied, and for Qantas and Virgin to achieve satisfaction rates over 80% is an 
impressive feat.  
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Base: Australians 14+ who took a domestic flight on that airline in last 12 months
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“After five months in the lead, it will be interesting to see if Qantas can maintain its top 
spot in coming months: while its 82% satisfaction rating is certainly noteworthy, it 
represents a slight decline from its July score (85%). On the other hand, Virgin Australia 
has gained ground since last month’s result, when its satisfaction rating was 80%. 

“Budget airlines Jetstar and particularly Tiger Airways may have cheap flights on their 
side, but their relatively low satisfaction scores suggest that passengers need something 
more than just a bargain price to feel satisfied with an airline…” 

 

For comments or more information please contact: 

Vaishali Nagaratnam 
Online Store Manager 
Office:  +61 (3) 9224 5309 
Vaishali.Nagaratnam@roymorgan.com 

Related research findings 

View our extensive range of Tourism and Travel Profiles and Reports, including Customer 
satisfaction reports and Air travel reports. 

Roy Morgan’s travel and tourism research also quantifies the dollar-value of the tourism industry’s 
diverse markets; and includes detailed information and insights into what activities people look for 
when travelling, who they travel with, where they get their information, whose advice they seek 
when planning a holiday and much more. 

Learn more about the Roy Morgan Research Customer Satisfaction Awards. 

 

About Roy Morgan Research 

Roy Morgan Research is the largest independent Australian research company, with offices in each state 
of Australia, as well as in New Zealand, the United States and the United Kingdom. A full service 
research organisation specialising in omnibus and syndicated data, Roy Morgan Research has over 70 
years’ experience in collecting objective, independent information on consumers. 

Margin of Error 

The margin of error to be allowed for in any estimate depends mainly on the number of interviews on 
which it is based. Margin of error gives indications of the likely range within which estimates would be 
95% likely to fall, expressed as the number of percentage points above or below the actual estimate. 
Allowance for design effects (such as stratification and weighting) should be made as appropriate. 

Sample Size Percentage Estimate 

 40%-60% 25% or 75% 10% or 90% 5% or 95% 

5,000 ±1.4 ±1.2 ±0.8 ±0.6 

7,500 ±1.1 ±1.0 ±0.7 ±0.5 

10,000 ±1.0 ±0.9 ±0.6 ±0.4 

20,000 ±0.7 ±0.6 ±0.4 ±0.3 

50,000 ±0.4 ±0.4 ±0.3 ±0.2 
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