
  

  

 



 

  

Table 1. Overview airlines, number of reviews and average rating 

 



 

  

Figure 1. Effect plots 

How to read these graphs? 
 
For each driver a separate effect 
plot is drawn, representing the 
relation between the driver and the 
expected overall rating (controlling 
for the other subcategories).  
The y axes show the overall rating, 
ranging from 6-8. The x axes 
represent the scores for each 
driver. The purple lines indicate the 
best estimate of the relation 
between the driver score and the 
expected overall rating. 
The 95% confidence interval for 
this estimated relation is shown by 
the light purple area around the 
line. The vertical lines are the 
average driver scores per airline 
and the crosses on them represent 
that airline’s average overall rating.  
If the p-value at the top of each 
graph is less than 0.05, the driver is 
said to have a significant effect on 
the overall rating. 



  

Figure 3. Kano-model 

‘The 11 hour flight went very quickly 
because of the distraction provided by 
the video screens with very nice 
movies in the chairs in front of me (9)’ 

Figure 2. Word cloud
 
of  review texts (overall rating presented in 

parentheses). 

 

‘And what I 
really liked is 
the possibility 
to watch 
movies all the 
time, I love it! 
(10)’ 

 

‘Nice monitors in the 
plane on which you can 
see where you are and 
videos are played in 
between (10)’ 
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http://www.kanomodel.com/
http://www.hadeninteractive.com/consumers-write-reviews/
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http://en.wikipedia.org/wiki/Deep_learning
http://en.wikipedia.org/wiki/Bayesian_network


 

 

Please do not hesitate to contact us via mail or phone (040 750 23 23) or  
visit our website www.cqm.nl for more information. 

 
Wieke Selten - Junior Consultant 
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