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ABSTRACT

In an era that marked by digital transformation, corporate environmental responsi-
bility has evolved to the point where it has an influence on customer behaviors and
satisfaction. This study aims to analyze the relationship between corporate envi-
ronmental responsibility indicators and customer satisfaction metrics in Singapore
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Airlines during the period 2011-2024. Therefore, researchers explore the effect of
environmental efforts, such as reducing carbon emissions, energy efficiency, waste
management, and using renewable energy on customer satisfaction. The study em-
ploys a quantitative method using tools like normalized trend curve and spearman
correlation. Results show a strong positive relationship between renewable energy
use and operational efficiency. While, some indicators like waste management ex-
hibits a weak relationship.

INTRODUCTION

The aviation sector has coped with increasing criticism over time due to its en-
vironmental impact on Earth. Hence, big aviation companies make huge efforts to
reduce carbon emissions and improve sustainability performance. Singapore Airlines
(SIA), one of the biggest leaders in the aviation industry, has played a major role in
adopting corporate social and environmental responsibility within its performance.
On the other hand, STA made a vital shift toward improving customer satisfaction.
Thus, many customers prefer companies that respect sustainability standards. This
chapter explores the relationship between corporate environmental responsibility
and customer satisfaction in Singapore Airlines from 2011 to 2024.

This chapter analyzes the effect of SIA’s environmental activities on customer
satisfaction using annual reports, sustainability reports, and customer satisfaction
indexes. The study examines if being socially or environmentally responsible leads
to an effective customer satisfaction and best company reputation. Customers, in
the digital era, have changed their engagement and expectations. Hence, it is sig-
nificant to recognize that digital transformation reshapes opinions on environment
and sustainability efforts.

This chapter provides a different perspective to the research field by examining
the relationship between corporate environmental responsibility metrics and cus-
tomer satisfaction indicator in the aviation sector. Previous literature has analyzed
these variables separately, while this study gives a detailed case exploration to build
a unique model for airlines companies aiming to balance corporate environmental
responsibility and customer satisfaction.

CHAPTER OBJECTIVES

The main aims of this chapter are grouped as the following:
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