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Abstract : With the continuous increase in passenger traffic volume in China's civil aviation industry, passenger
complaints have become increasingly prominent, which has had a certain negative impact on
the competitive advantage of the service industry. This article uses the "Notification of Public Air
Transport Passenger Service Complaints" and related statistical bulletins issued by the Civil Aviation
Administration of China (CAAC) from 2022 to 2023 as the main data source, combined with data from
the third—party Black Cat Complaint Platform. Descriptive statistical analysis methods are employed
to systematically explore the core characteristics, main causes, and changing patterns of passenger
complaints in China's civil aviation industry. The study finds that irregular flight services and ticketing
services are the focus areas of complaints; the number of complaints is positively correlated with peak
travel during holidays, and some emerging issues (such as airplane seat locking) are becoming new
complaint hotspots. Based on this, this article proposes systematic service optimization and quality
improvement strategies from four dimensions: system construction, technology application, hardware
optimization, and talent development. The aim is to provide feasible reference suggestions for reducing
the complaint rate and improving passenger satisfaction in China's civil aviation industry.

Keywords : civil aviation service; passenger complaints; service optimization; service quality; irregular
flights
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