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Why Americans
Leave Airlines



We asked 1,000 Americans...

”Which of the following would top your list of reasons to stop using an airline?”
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American consumers are more turned off by unfair or hidden fees than they are a change in
pricing. The prevalence of delays or cancellations as a reason for airline change also
highlights the hidden “no surprises” rule that US consumers have

Which of the following would top your list of reasons to stop using an airline?

58%
among
Safety accidents or violations women

Delays or cancellations and 65+
Unfair or hidden fees year-olds

Change in pricing
Lost or mishandled luggage
Uncomfortable seats or cabin conditions

Poor on-flight customer service

) ) ) ) 27%
Discontinued routes or inconvenient hubs And ranked 4th
Poor off-flight customer service among 65+ year-olds

Their reputation falls behind competitors
Lack of environmental commitment
Bad food or drinks
Alack of entertainment
Outdated booking or app experience 3%

Difficult to use my own devices on the flight (e.g.,... 3%

Source: Reputation Leaders, Rep Pulse. Weight: Nat Rep by Age, Gender, and Region; base n =1000. US sample.
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Reputation Leaders conducted a I I I
5-minute online survey in June
2025 among a total of 1000 Northeast Mid-West  West South

American adults over the age of
18. This sample included 650
workers and 74 students.

The data was weighted to match )
the demographics of the US by : 17%
gender, age, and region.

The margin of error for the total sample of 1000 is
+/-3.1% at the 95% level of confidence.

18-24 25-34 35-44 45-54 55-64 65+



Nearly two-thirds of respondents are working, the majority in full time roles.
1in 10 are part time, 8% are self-employed. Politically there is a balance
between all parties.

Which of the following describe you? In politics, as of today, do you consider yourself a

Republican, a Democrat, or an independent?
Employed: 65% In full-time paid employment 47°/o

Retired

30%

Bringing up a family Repu blican

In part-time paid employment ‘
Self-employed / freelance work / work for myself / running own business
Homemaker @ 280/0
Studying / retraining / a student ' Independent
In-between jobs / looking for work
Pursuing own goal
‘ 35%

Democrat

Unable to work due to long term sickness or disability
Unpaid full-time carer

Working unpaid I 1%

Doing military or social/community service 70/0 | don’t a“gn with any of these

Total sample; Weight: Weight: Nat Rep by Age, Gender, and Region; base n = 1000



Interested to hear more?

Contact laurence.evans@reputationleaders.com
Or visit our website at www.reputationleaders.com



mailto:laurence.evans@reputationleaders.ltd
https://www.reputationleaders.ltd/
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Who are Reputation Leaders?
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