Aollag o cilus das

VOL.18,1SS.65, YEAR.2023 (JAFS) (2023)kius (65) 22811 (18) ksl

Achieving customer satisfaction by booking electronic flight tickets via the Internet of Things technology

sl iyl Al yue Auig SV Lgall cdlajll SIS Jaa IMA e Osul) Ly (Gaial

Achieving customer satisfaction by booking electronic flight tickets via the Internet of Things
technology

Ali Ibrahim Khaleel Al-Zubidit Faiza Ibrahim Mahmood Al-Ghabban?

Received | Abstract:
The aim of this research is to highlight the importance of achieving customer

25/7/2023
/71 satisfaction by using information technology and Internet networks in the process of
Accepted purchasing flight tickets, and switching from the traditional method of purchasing and
payment operations to the electronic method, to reduce the financial and non-financial
—— 1 risks associated with the traditional purchasing process, as well as saving time, effort and
8/10/2023 P P 8

costs for the customer. The researcher used the deductive approach in linking the
variables (achieving customer satisfaction and Internet of Things technology for booking
Published | ojectronic tickets) with the aim of satisfying the desires and needs of customers (the
General Company for Iragi Airways) from the perspective of adding new services that save
the cost of time and money when purchasing tickets for various flights, The researcher
also used the inductive approach and conducted a survey of studies that presented the
research variables with the aim of extracting ideas and compiling the theoretical
foundations presented in books, periodicals, conferences, and relevant research, whether
Iraqi, Arab, or foreign. This research shows part of the cognitive foundations of customer
satisfaction and Internet of Things technology. As well as surveying the opinions of a group
of customers of the General Company for Iragi Airlines and the results of its statistical
analysis, and stating their desires to provide an application for purchasing electronic
tickets through their own smart devices.As for the applied aspect and regarding measuring
customer satisfaction, reliance was placed on the electronic questionnaire prepared on
the Google Forms platform and it was distributed electronically to a group of travelers at
Baghdad International Airport at random. The ready-made statistical analysis program
(SPSS V.26) was also used to extract: -

= Measuring the strength of the sample’s response was based on a five-point Likert

scale, weighted arithmetic mean, standard deviation, and relative importance.

= Correlation coefficient and linear regression.
The research reached the most important results:The company is weak in exploiting the
development in the field of information and communications technology, remote
purchasing via the Internet, payment using electronic cards, and the speed of collecting
amounts via electronic transfer, as the company still deals with traditional methods of
periodic accounting with ticket sales offices.Several recommendations came from the
research, the most important of which are:lt is necessary for the General Company of Iraqi
Airlines to shift to the digital method in flight ticket sales and develop them into electronic
tickets by employing Internet of Things technology.
Key words: customer satisfaction, the technology of the Internet of Things, booking the
electronic tickets
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