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ABOUT THE 
REPORT
This report provides an analysis of 
how airlines were represented in the 
news and on social media between 
October 2023 to March 2024.

Ten airlines from Southeast Asia and Hong Kong 
were selected for this study, based on their 
volume of coverage in online outlets (Tier-1 
mainstream news and trade publications), and on 
social platforms (Twitter, LinkedIn, Instagram, 
YouTube, TikTok, Facebook).

The analysis includes content from all relevant 
languages in the corresponding countries, 
covering both online and social media discourse, 
ensuring a diverse and comprehensive 
understanding of the topic.

The report aims to:

Identify the key players in the industry 
and their overall positioning according to 
media and customer perspectives.

Highlight any significant trends and 
topics driving the discussion

Evaluate how specific events, 
developments, or incidents have 
impacted the reputation of these entities.

AIRLINES UNDER STUDY



Malaysia Airlines was 
prominent on both social 
and mainstream media.

Flight MH370 continued to spark 
discussions, marking the tenth 
year of its disappearance. 

AirAsia was the second-
most mentioned airline on 
social media. 

The high volume of social media 
coverage was largely driven by 
criticism from netizens over the 
airline’s customer service.

Singapore Airlines was the 
most mentioned airline on 
social media and second-
most mentioned in 
mainstream media. 

The airline ranked first for 
coverage with positive sentiment.

Singapore Airlines earned 
coverage for its financial 
performance, including record-
breaking half-year profits. 
Additionally, customer reviews 
consistently highlighted positive 
experiences, praising the airline’s 
exceptional service and luxurious 
in-flight amenities. 

Cathay Pacific was the 
most mentioned airlines in 
mainstream media.

The airline amassed significant 
news coverage related to 
workforce shortages and flight 
disruptions. 

However, the airline earned 
positive mentions on social media, 
with customers expressing 
satisfaction with their flight 
experiences.

Most discussed airlines 
and narrative drivers
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Volume of earned coverage and social media conversation provides 
insights on reach, public interest and competitor benchmarking



Key themes
In Mainstream Media



Financial results attracted the most editorial interest in 
mainstream media

Volume of airlines’ media coverage classified by theme
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Financial news was consistently among the most discussed 
theme in mainstream news across all airlines, with Cathay 
Pacific and Singapore Airlines earning the most coverage.

Hong Kong’s Cathay Pacific managed to return to profitability for the first time since the pandemic, as it was impacted 
by the fact that its home country was one of the last to reopen. 

Meanwhile, Air China was considering raising its stake in Cathay Pacific this year.

Singapore Airlines appeared in many articles discussing its stock prices, in addition to coverage around the airline’s 
record high profits.

https://insight.carma.com/a/295157f9-6a32-4857-94e1-ee0550608b40
https://insight.carma.com/a/6b24e9ff-694a-43aa-b363-db162daeb14e


Safety has a significant impact on airline 
reputation, being the second-most 
discussed topic in the news.
Safety rankings for airlines took up a large proportion of the media discourse.

In Q1 2024, AirlineRatings.com released its list of 25 safest airlines in the world, which 
included Cathay Pacific and Singapore Airlines. These rankings earned massive organic 
coverage for the airlines.

Threats to airline passengers also was a common theme in mainstream media coverage. 
This includes news around bomb threats and minor aircraft collisions. 

AIRLINERATINGS.COM 
2024 RANKINGS

1. Air New Zealand
2. Qantas
3. Virgin Australia
4. Etihad Airways
5. Qatar Airways
6. Emirates
7. All Nippon Airways
8. Finnair
9. Cathay Pacific Airways
10. Alaska Airlines
11. SAS
12. Korean Air
13. Singapore Airlines



Workforce stories were 
also a driver of media 
coverage for the airlines, 
with Cathay Pacific 
frequently at the centre of 
such discussions. 
In December 2023, the airline preemptively cancelled 
several year-end flights due to a shortage of pilots, 
exacerbated by illness and the lingering effects of 
COVID-related staff reductions.



The enduring mystery of Malaysia Airlines 
Flight MH370 continued to evoke discussions, 
marking the tenth anniversary of its disappearance. 
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Traditional media Social media

This single incident reinforced the carrier’s media narrative in the long term, marked by its permanence in the public 
eye.

This suggests that negative stories, particularly those that have a significant and direct influence on consumers, tend 
to overshadow more positive or neutral coverage.

Volume of coverage associated with Flight MH370



Social media
perceptions



Flight experiences and customer service were two of the 
most popular topics discussed by netizens on social media
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Flight Experience

Ticket Offers

Cabin Crew

Routes &
Destinations

Leadership

The overall flight experience is the biggest driver of social 
media conversation, influencing positive sentiments much more 
than other factors

Passengers praised the attentive and considerate actions of 
airline crews. These experiences significantly enhance passenger 
satisfaction and contribute positively to the airlines' reputations.

The value and appeal of special promotions and unique offerings 
were highlighted in social posts. Users expressed enthusiasm for 
packages that enhance their travel experience and provide significant 
savings, making these features a strong positive influence on customer 
perceptions of airlines.

New or reinstated flight destinations evoked conversations of 
excitement and convenience. Users expressed appreciation for the 
expansion of routes that enhance accessibility to various global 
locations.

Company executives’ forward-thinking initiatives and bold 
decisions were recognised by netizens. This contributes to a strong 
brand image and reinforces trust and confidence among stakeholders 
and passengers.

Netizens value the overall hospitality and flight experience, where 
being treated well, effective communication, minimal disruptions, and a 
pleasant in-flight journey all contributed to a positive reputation of the 
airline.



Customer Service

Flight Disruptions

Baggage

Consumer-facing
technology

Seating

Poor customer experience and flight disruptions were 
major pain points that drove users to recount their 
experiences on social platforms

Poor customer experience
• Unresponsive customer support, especially with automated 

chatbots, poor communication regarding bookings and travel 
insurance claims.

• handling of passengers with disabilities. Many customers reported 
feeling neglected or mistreated, with complaints often highlighting a 
lack of care from staff at check-in counters and during boarding 
processes

• Many customers were so dissatisfied that they vowed never to use 
the airline again and even considered taking legal action due to 
unresolved issues.

Flight disruptions, delays or last minute cancellations, leading to 
inconvenience and additional costs, was a major cause of frustration

Seating problems provoked negative feedback. Common complaints 
included not receiving the pre-selected or paid-for seats, especially in 
cases of overbooking or last-minute changes.

Baggage issues, such as lost or delayed luggage, damaged items, and 
high baggage fees, were monitored. 

Technology frequently used to serve or interact with customers posed 
many challenges including website crashes and failure of inflight WiFi

https://www.facebook.com/flyairasia.au/posts/pfbid02dq4w6SmSaMRx9kDNRHhzkFZ6dMFANsRZh9b6LuPpMcqSxaEs31rLozzYV6TKft7Jl?comment_id=830268592198053
https://twitter.com/justcastellon/status/1717089353472917607
https://twitter.com/nixonapun/status/1716866533736235328
https://www.facebook.com/flyairasia.au/posts/pfbid02dq4w6SmSaMRx9kDNRHhzkFZ6dMFANsRZh9b6LuPpMcqSxaEs31rLozzYV6TKft7Jl?comment_id=1338086723539353
https://www.instagram.com/p/C0YjyaOxHCR/c/18399378727027301/?hl=en


Reputational risks directly impact customer 
satisfaction and erode trust

Peta Fanheater

More like experience the airline cancel your flight, 

promise a refund and then never deliver it.



Influence of C-Suite
Visibility in the media



On average, 10% of airlines’ mainstream media 
coverage had mentions of their Executive Leadership 

AirAsiaMalaysia 
Airlines 

Singapore 
Airlines 

Cathay 
Pacific

Scoot Garuda 
Indonesia

Lion Air Thai Airways Cebu 
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Philippine 
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Across all the airlines, 
Garuda Indonesia’s mainstream 
media coverage had the highest 
proportion of mentions of its CEO.

Irfan Setiaputra was often cited 
commenting on Garuda Indonesia 
Group's passenger figures during 
the peak of the 2023 Christmas 
holiday season.
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Although Cebu Pacific had 
among the lowest coverage 
volume among competitors, 
CEO Michael Szucs 
was cited in over a third of its 
mainstream media coverage. 

https://insight.carma.com/a/368bc29f-2e65-40f8-b891-d081f5ed42bf
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CEO mentions in mainstream media was most associated 
with stories of company financials and fleet expansions 

Share of mainstream coverage 
classified by theme

Proportion of CEO mentions to the 
airline's mainstream media coverage

Airline executives can create meaningful 
and influential engagement with the public 
and their customers by identifying new 
opportunities to comment on, such as 
technological innovation, or industry-
leading sustainability initiatives



AirAsia CEO’s actions impacted
social media sentiments
AirAsia, which typically earned positive social conversation, 
saw a sharp shift after a viral post by the CEO.
In October 2023, Tony Fernandes shared a photo to LinkedIn of him shirtless and getting 
a shoulder massage while conducting a virtual meeting.

Immediately, social conversation with negative sentiments doubled, while positive social 
conversation more than halved.

The social posts shared by AirAsia’s CEO had a polarising effect on AirAsia’s reputation 
and led to more negative comments and discussions in the aftermath.

33.4%
Positive

13.9%
Negative 

14.8%
Positive

33.2%
Negative

Social media sentiments 
of AirAsia prior to the incident

Social media sentiments 
of AirAsia after the incident

Sentiments of social media conversation about AirAsia



Appendix



Volume of 
traditional media 

coverage

Volume of 
social media 

coverage

Sentiment in traditional 
media

Sentiment on 
social media

Top discussed topic in 
traditional media

Top discussed topic 
on social media

Singapore Airlines 2.5K 1.8K Financial News Customer Experience

Malaysia Airlines 2K 1.3K Flight MH370 Flight MH370

Cathay Pacific 2.9K 900 Workforce Customer Experience

AirAsia 1.2K 1.5K Routes & Destinations Customer Service

Garuda Indonesia 580 342 Benefits & Rewards Customer Experience

Scoot 638 113 Safety Flight Disruptions

Thai Airways 131 465 Financial News Customer Service

Lion Air 359 195 Prices Routes & Destinations

Philippine Airlines 95 379 Customer Experience Customer Experience

Cebu Pacific 83 332 Financial News Customer Service



Singapore Airlines Overview
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Traditional media Social media
A travel blogger released a video 
praising Singapore Airlines' First Class, 
garnering numerous comments from 
users expressing their desire to 
experience it.

A survey conducted by Which? Revealed 
that Singapore Airlines was named the 
best airline for long-haul flights.
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https://twitter.com/PrinceofSydney/status/1731999627749339252
https://twitter.com/biblebelievingb/status/1732015941649682468
https://insight.carma.com/a/d7ca5cad-c737-48c0-ba70-2c2cae235608
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Traditional media Social mediaA user published 
numerous posts 
promoting Malaysia 
Airlines flights to various 
global destinations. Tenth anniversary of the 

disappearance of flight 
MH370.

Malaysia Airlines Overview
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https://twitter.com/xmen73671238/status/1732318767034855491
https://twitter.com/xmen73671238/status/1732318767034855491
https://insight.carma.com/a/e322dd8a-a800-46cc-871a-0450a7745ba2
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Cathay Pacific Overview

Top 5 Topics by Sentiment on Social MediaTop 5 Topics by Sentiment in Traditional Media

Articles
2.9K

Posts
900

First batch of Hong Kong 
Cathay Pacific pilots 
graduates from training 
scheme

A Korean Air passenger 
plane collided with Cathay 
Pacific planes at New 
Chitose Airport in Hokkaido.

Cathay Pacific 
reports first annual 
profit since 2019.

https://twitter.com/DarrylChanHK/status/1732234524199952747
https://twitter.com/KnowTheWorld23/status/1747236712953065514
https://insight.carma.com/a/91480229-767b-4621-8150-852b51c92c76
https://insight.carma.com/a/2097f7bd-967c-45ad-a8c7-0f8293d52672
https://insight.carma.com/a/2097f7bd-967c-45ad-a8c7-0f8293d52672
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Top 5 Topics by Sentiment on Social MediaTop 5 Topics by Sentiment in Traditional Media

Articles
1.2K

Posts
1.5K

AirAsia parent plans potential  IPO 
for Philippine operations.

AirAsia adds seats for 
domestic and international 
flights during the 2024 Eid 
al-Fitr holiday

https://twitter.com/InfoblazeMY/status/1732290981565722874
https://insight.carma.com/a/f13a687b-7625-41cf-8c26-ed2912f36272
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Traditional media Social mediaGaruda Indonesia will open 
its Umrah Travel Fair on 
December 8, 3023.

Garuda Indonesia adds 
seats for domestic and 
international flights during 
the 2024 Eid al-Fitr holiday.
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Garuda Indonesia Overview

Top 5 Topics by Sentiment on Social MediaTop 5 Topics by Sentiment in Traditional Media

Articles
580

Posts
342

https://twitter.com/24hourindonesia/status/1732021802359251282
https://insight.carma.com/a/cd10c29c-eed2-4d44-b685-09e3cdd09d83
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Traditional media Social media

A Scoot Boeing 787 
between Singapore Changi 
and Perth declared an 
emergency and returned to 
the airport.

50 SIA, Scoot cabin 
crew members to 
volunteer at hospitals 
under new agreement.
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Scoot Overview

Top 5 Topics by Sentiment on Social MediaTop 5 Topics by Sentiment in Traditional Media

Articles
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https://twitter.com/AvSourceNews/status/1712395471359037579
https://insight.carma.com/a/e4a3a159-64e1-47db-947e-ea50b5307006
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Thai Airways Overview

Top 5 Topics by Sentiment on Social MediaTop 5 Topics by Sentiment in Traditional Media

Articles
131

Posts
465

A user advised people planning 
to attend the Coldplay concert 
in Bangkok to book their flights 
with Thai Airways soon to 
secure the best deals and his 
post saw many interactions.

https://twitter.com/outofofficedaku/status/1732290140436123689
https://twitter.com/derrtheRick/status/1732290631391916150
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Lion Air Overview

Top 5 Topics by Sentiment on Social MediaTop 5 Topics by Sentiment in Traditional Media

Articles
359

Posts
195

Many users posted 
complaints, inquiries, and 
suggestions about Lion 
Air’s services, but most of 
these accounts were 
subsequently suspended.

Articles about some aircraft 
cabin baggage rules during 
Eid Transport 2024, 
including those of Lion Air. 

https://insight.carma.com/a/d96a3f7a-f658-4783-965b-3d5c258ad01a
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Traditional media Social media

A user tagged Philippine Airlines 
in his photo of a lightning that 
stuck an aircraft. This post 
garnered high interactions.
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Philippines Airline Overview

Top 5 Topics by Sentiment on Social MediaTop 5 Topics by Sentiment in Traditional Media

Articles
95

Posts
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https://twitter.com/ibtehajahsan1/status/1773556556417642925
https://twitter.com/BaigZafeer57631/status/1774387430835253277
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Traditional media Social mediaCebu Pacific signs lease 
agreement for two Airbus 
A320s from Bulgaria Air.
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https://twitter.com/AUPhilippines/status/1732248514388697254
https://twitter.com/AUPhilippines/status/1732248514388697254
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Visit carma.com

CARMA is a global leader in media intelligence and
communications evaluation solutions. 

We provide media monitoring and unrivalled media analysis. 

Armed with our insights, our clients are empowered to make informed 
decisions and achieve their PR goals with precision.

Our PR measurement programs are supported by our global team of analysts, 
and powered by primary research capabilities and real-time media monitoring 
across print, broadcast, online and social media.

Our clients include PR, communications and marketing professionals in all 
industries in the private sector, governments and NGOs all over the world.

With over 750 employees across five continents and 20 countries, combined 
with our technology, expertise and client service, CARMA delivers what 
matters.

Discover CARMA’s suite of solutions, our team of experts, and the work we do.

About CARMA


