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Abstract

The increasing prices of oil, rank as one of the main threats to airlines. Generally, all airlines will adjust
their prices to deal with oil price variations, and this often impacts customer service satisfaction. However,
there tends to be gap in research exploring the relationship between the changing oil prices and its impact
on customer satisfaction in the airline sector. This research gap widens particularly in the context of an
airline operating in the developing country context. This study therefore explores the relationship between
oil prices, perceived service quality, customer loyalty and customer satisfaction for a Vietnamese airline.
The study reports the findings from a survey of 235 passengers of Vietnam airlines and explores the
relationships between prices, service quality, service satisfaction and loyalty. Our findings indicate that
increasing oil prices do affect the customer satisfaction negatively however customer loyalty largely
remains unaffected.
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