Zﬂ turnitin Page 1 of 22 - Cover Page

Augustus C. Amamilo

Submission ID trn:oid:::1:3426960874

CONSUMER PROTECTION AND SERVICE DELIVERY AT
DOMESTIC WINGS OF SELECTED AIRPORTS IN SOUTH-SOUT..

Bl Quick Submit
&3 Quick Submit
<

Federal University of Technology Minna, Nigeria

Document Details

Submission ID

trn:oid:::1:3426960874

Submission Date

Nov 28, 2025, 8:10 PM GMT+1

Download Date

Nov 29, 2025, 6:00 AM GMT+1

File Name

Artilce_2_DOU-FES01011_-_Copy.docx

File Size

814.2 KB

Z"j turnltln Page 1 of 22 - Cover Page

18 Pages

3,946 Words

23,552 Characters

Submission ID trn:oid:::1:3426960874



zﬂ turnitin Page 2 of 22 - Integrity Overview

81% Overall Similarity

The combined total of all matches, including overlapping sources, for each database.

Match Groups

. 73 Not Cited or Quoted 74% 14%

“

Matches with neither in-text citation nor quotation marks 10%

5 Missing Quotations 7% 79%
Matches that are still very similar to source material

0 Missing Citation 0%

Matches that have quotation marks, but no in-text citation

0 Cited and Quoted 0%
Matches with in-text citation present, but no quotation marks

Integrity Flags
0 Integrity Flags for Review

No suspicious text manipulations found.

z"j ‘turni‘hn Page 2 of 22 - Integrity Overview

Submission ID trn:oid:::1:3426960874

Top Sources

@ Internet sources
R Publications

2 Submitted works (Student Papers)

Our system's algorithms look deeply at a document for any inconsistencies that
would set it apart from a normal submission. If we notice something strange, we flag
it for you to review.

A Flag is not necessarily an indicator of a problem. However, we'd recommend you
focus your attention there for further review.

Submission ID trn:oid:::1:3426960874



zr'j turnitin Page 3 of 22 - Integrity Overview

Match Groups

. 73 Not Cited or Quoted 74%

Matches with neither in-text citation nor quotation marks

%9 5 Missing Quotations 7%

Matches that are still very similar to source material

0 Missing Citation 0%

Matches that have quotation marks, but no in-text citation

“

0 Cited and Quoted 0%

Matches with in-text citation present, but no quotation marks

Top Sources

Top Sources

14% @ Internetsources
10% ME Publications
79% & Submitted works (Student Papers)

The sources with the highest number of matches within the submission. Overlapping sources will not be displayed.

o Student papers

uniport

Internet

salford-repository.worktribe.com

Internet

www.nigerianjournalsonline.com

Internet

www.ijmrset.com

o Student papers

University of Northumbria at Newcastle

° Internet

fdocuments.us

Internet

www.geios.com

° Internet

anambrapeople.com.ng

° Internet

etd.aau.edu.et

o Internet

www.alternativeairlines.com

ZI'j turnit'n Page 3 of 22 - Integrity Overview

75%

2%

1%

<1%

<1%

<1%

<1%

<1%

<1%

<1%

Submission ID trn:oid:::1:3426960874

Submission ID trn:oid:::1:3426960874


https://salford-repository.worktribe.com/file/1421564/1/FINAL_COPY_OF_THESIS.pdf
https://www.nigerianjournalsonline.com/index.php/IJOCLLEP/article/download/1001/985
http://www.ijmrset.com/upload/220_App.pdf
https://fdocuments.us/document/journal-of-tourism-hospitality-research-article-journal-of-tourism-.html
https://www.qeios.com/read/HJBQXD.2/pdf
https://anambrapeople.com.ng/2023/10/17/anambra-cargo-masterplan-puts-nigeria-ahead-of-kenya-ethiopia-others/
https://etd.aau.edu.et/server/api/core/bitstreams/08fd810c-7883-4b67-84fd-c430916a36d9/content
https://www.alternativeairlines.com/it/max-air

Zﬂ turnitin Page 4 of 22 - Integrity Overview Submission ID  trn:oid:::1:3426960874

Internet

www.coursehero.com <1%
Internet

www.ijaar.org <1%
Publication

Paal, Tiinde. "Machiavellianus dontéshozé stratégiak a szocidlis kapcsolatokban ... <1%

z"j turnltln Page 4 of 22 - Integrity Overview Submission ID  trn:oid:::1:3426960874


https://www.coursehero.com/file/p25366c5/Onyia-CJ-Agbatah-OB-Nnam-LE-Nze-ON-Amasiatu-IS-Okoli-CC-Onoh-CJ-2019-Solid-waste/
https://www.ijaar.org/articles/rjmp/v3n1/rjmp3112.pdf
https://gateway.proquest.com/openurl?res_dat=xri%3Apqm&rft_dat=xri%3Apqdiss%3A31474365&rft_val_fmt=info%3Aofi%2Ffmt%3Akev%3Amtx%3Adissertation&url_ver=Z39.88-2004

Z"-'I ‘turnitin Page 5 of 22 - Integrity Submission

Submission ID  trn:oid:::1:3426960874

CONSUMER PROTECTION AND SERVICE DELIVERY AT DOMESTIC WINGS OF  Formatted: Shadow

o
)
172
o
o,
(<)
Q
-+
[«
‘ |
R
j=]
. a
jus
o
[N}
=
[¢]
%]
=]
=
w1
=
=]
=
@
(=N
B o
=]
&
‘ B
o
g g
= %2}

!
&
Q
=4
<
a
=3
o)
w1
w
!
ol
2
w
[=¢
=
aQ
o)
]
=1
w1
=1
=
Q
=
el
=
Q
-
@
o)
=g
o
=
=
@
e)
=
E
w
=

S

Keywords: Consumer Protection Mechanisms, Technological Advancements, Service
Delivery, Domestic Airports in Nigeria.

1. Introduction

Consumer protection is basically aimed at promoting and protecting the interest of consumers over

services rendered. In line with this study,

nforeseen circumstances. It is a unit in the aviation sector

that addresses issues such as compensations for denied boarding, delays and cancellation of flights.
It makes provisions for the minimum rights of passengers and obligation of airlines.

which consumer protection regulations in Nigeria was established. Passengers are entitled to a
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laissez-faire attitude to service delivery, which has contributed to discontent of dissatisfied
customers (Monye, et. al., 2021). The consumer protection legal framework in the aviation
industry is in need of re-evaluation due to the underutilization of the powers and functions of

. among others (Nwakoby & Chukwujekwu, 2020).

airline customers are subjected to unpleasant instances of rights abuse, poor service packs, lost or
damaged luggage, wrong destination arrival and random flight delays and cancellations caused by
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The study article i§lan extract from &@|Thesis work. The study is centred on south-south Nigeria. The

South — south is an estimated area of about 70,000kn? and one of the world's largest deltas. It s
located in the Central part of Southern Nigeria between above latitude 5°33'49N and 6°31'38E
in the North. Its Wester boundary is given as Benin 5°44'11N and 5%0349E and its Eastern
biotAdary S o RIVER 45271 6N RATP35127E. The South — South ilacated along the ATlantie
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- a and military airlifts. Virtually all the airports are
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military aircrafts for various operational services.

co-utilised by commercial airlines, private and
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Figure 1: Study Area Map Showing Airports in South — South, Nigeria.
Source: Author’s Work;(2023)
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2.2 Methods

‘a rresearch design was used in this study. The study population of interest is centred

87,229

(Olawoye, 2024).

.a Table 1: Determination of Sample Size

Study Airports List of Airline operators Volume Proportional
of Method of
Passenger | Allocation
Traffic
Bayelsa Airport United Nation, Ibom Air 5,600 254
. Delta State Airport Max Air, Air Peace, Arik Air, | 8,164 36.7
Overland Airways, Aero Contractors,

United Nigeria Airlines

. Port  Harcourt Int’ | Air Peace, Ibom Alr; A€ro Contractors; | 20,888 94.6
Airport Arik Air, Green Africa Airways, Dana
Airline
Margaret Ekpo | Air Peace, Ibom Air, Aero Contractors, | 8,547 38.3

International ~ Airport, | Cally Air
Cross River State
Uyo Airport, Akwa Ibom | Air Peace, Ibom Air 5,430 24
State
Benin Airport, Edo State | Air Peace, Arik Air, Aero Contractors, | 38,600 175.8
Green African Airways, Max Air
Total 87,229 398
Source: Author’s work, 2024.

‘a Since it is a large population, the overall population of interest was subjected to the Taro Yamane
formula, which was used to establish a manageable population size, due to its homogenous
. ° characteristics. While the'simpletandom sampling technique was applied ifithelcourse of thelfield

survey, after taking prior permission from the airport authorities, airline management. The study

.a also incorporated the Imelusion Criteria operational airports, airline staffs “and “air bound
passengers from the domestic wings of Asaba Airport, Bayelsa International Airport, Calabar

a'j turnitin Page 10 of 22 - Integrity Submission
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alloeationas adopted fromAmamilo;(2021), see table 13

Where Np xn
N
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| Sample size

B Total population of the study

[The nature of 'data utilised for this'study|was based on theélscientific methods 0f]|data gathering.
The primary data and secondary data were majorly incorporated. Thus; primary datawaslobtained
by using a reconnaissance survey to obtain operational data, key informant interviews with airline
traffic managers and heads of consumer protection units at the airports, and well-structured pre-
fested passenger questionnaire were utilised |for the purpose of academic research, thus their
biodata were obtained excluding their names. While thé'secondary datawas gathered from

walicaﬁom found in libraries and internet. 398

copies of four-point Likert scale questionnaire was administered to airline passengers plying the

‘° ‘Pere analysed descriptively in relation to each objective, it took the form of

frequency and percentageldistribution tables, meanand standard deviation'toipresent and analyse
the'data'obtained: The study hypothesis one state that fhere'is no significant relationship between

Nigeria and the level of consumer satisfaction was tested with Pearson Product Moment
(Eaielation] hypothesis two which StateiarthiereisTiosignificantrelationshiphbetween he iipact

o] ‘
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3. Results and Discussion

Table 2:

Respondents’ responses

S/N  Variables X SD Remark

I The airport's customer service is completely 2.41  1.07 Disagree
unresponsive to consumer complaints.

2 The airport generally ~communicates important 2.95  0.95 Agree
information  effectively, but there is room for
improvement.

8 The airport is consistently ineffective in resolving 2.82  1.18 Agree
consumer complaints promptly.

4 The complaint channels are generally accessible, but  3.52  0.50 Agree
improvements could be made

5 I feel the compensation provided by the airport is 3.76  0.43 Agree
inadequate for the issues faced.

6 The airport does not adequately inform consumers about ~ 3.45  0.60 Agree
their rights, leading to widespread ignorance

| I am highly satisfied with the consumer protection 2.58  0.83 Agree
mechanisms in place at the airport.
Grand mean 3.07  0.79 Agree

7) turnitin

Source: Author’s computation, 20241

Page 13 of 22 - Integrity Submission

Submission ID  trn:oid:::1:3426960874

Submission ID  trn:oid:::1:3426960874



z,'j turnitin_ Page 14 of 22 - Integrity Submission Submission ID  trn:oid:::1:3426960874

the

I

=

[¢]
=]
Q
=
[¢]
o

1

o

Z'l-.l turnitin Page 14 of 22 - Integrity Submission Submission ID  trn:oid:::1:3426960874



Z"-'I ‘turnitin Page 15 of 22 - Integrity Submission

0 el

Hypothesis 1:

m | ‘

Table3:
Correlations
Consumer The level of
protection consumer
mechanisms satisfaction
Pearson Correlation [ | 965
o Sig. (2-tailed) 1000
m nism
echanisms N 308 398
The level of  Pearson Correlation 965 I
Gonsumer Sig. (2-tailed) .000
satisfaction
N 398 398

Source: Author’s computation, 2024.

Table 3

1

[N
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SN S Toman

1 Technological advancements have significantly improved 3.70 0.51  Agree
consumer protection and service delivery at domestic
airports.

.a 2 Technological tools have not significantly improved the 2.08 0.65 Disagree
efficiency of information dissemination, leading to gaps in
consumer awareness.

3 Technological advancements have made it exceptionally 3.25 0.94  Agree
easy for consumers to access and utilize grievance resolution
platforms at domestic airports

4 Technological tools enable real-time communication during 3.34 0.67  Agree
flight delays, keeping passengers informed and minimizing
dissatisfaction.

5 Technological advancements have not significantly 347 068  Agree
contributed to enhancing security measures, leaving
consumers vulnerable

6 Technological advancements have greatly improved the 3.11 0.92  Agree
efficiency of baggage tracking, reducing the incidence of lost
or mishandled luggage

7 Consumers are highly satisfied with the overall integration of 3.24  0.95  Agree
technology in enhancing consumer protection and service
delivery at domestic airports

Grand mean 3.17 0.76  Agree

7) turnitin

Source: Author’s computation, 2024.
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airports in Nigeria.

Source of Sum of Mean

Variation Squares df Square F Sig.
Between Groups 75.968 19 3.998 183.293 .000
Within Groups 8.246 378 .022
Total 84.214 397

Source: Author’s computation, 2024.

Table 5

1

'
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4. Socio-Economic Characteristics of Respondents

= Male
© Female
Percentage
= Male 277 69.6
* Female 121 304
Figure 1: Gender of the Respondent
Source! Author’s Computation, 2024
As presented in Figure I,
completing the questionnaire. This shows that the population of the affected respondents is

15
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® Under 16-30 years
m31-45 years
m46-60 years

>60 years

Figure 2: Age of the Respondents
Source: Author’s Fieldwork, 2024

Therageldistribution in Figure 4.2 shows that most respondents are between 3145 years (49.7%),
followed by those aged 4660 years (27.1%). Younger respondents aged 16-30 make up 20.6%,
while only 2.5% are above 60. This pattern suggests that middle-aged and older adults dominate
air travel and may have higher service expectations. Younger travellers likely have different
preferences, while older passengers may require more support. These differences highlight the
need for inclusive, age-sensitive consumer protection and service delivery at Nigeria’s domestic

airports.

16
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EDUCATIONAL QUALIFICATION

200
180
160
140
120
100
80 % = Frequency
60 = Percentage
40
20 =] %
0 = —_
Primary Secondary Tertiary
=Frequency 22 98 190
= Percentage 22.1 15} 24.6 477

Figure 3. Educational Qualification
Source: Author’s Computation, 2024

Figure 3 shows that 47.7% of respondents have tertiary education, 24.6% have secondary
education, 22.1% have no formal education, and 5.5% have primary education. This mix highlights
a largely educated passenger base with higher expectations for service quality and consumer
protection at domestic airports. At the same time, the notable share of travellers with little or no
schooling calls for clearer information, supportive services, and accessible complaint channels to

ensure all passengers understand and enjoy their rights.

5. Conclusion

The study highlights several key findings regarding consumer perceptions and impact of
technological advancements at Nigerian domestic airport. [The study establishes a significant
correlation between the effectiveness of consumer protection mechanisms and consumer
satisfaction, emphasizing the need for improvement in these areas. Also, the study underscores the

17
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