Universidad de Lima
Facultad de Ingenieria

Carrera de Ingenieria Industrial

LEAN SERVICE AND ITS IMPLICATIONS IN THE
QUALITY OF THE SERVICE OF THE AIRCRAFT
INDUSTRY COMPANIES: ASYSTEMATIC
REVIEW OF THE LITERATURE

Tesis para optar el Titulo Profesional de Ingeniero Industrial

Jesus Orlando Cabrera Bonilla
Cdbdigo 20170230
Andres Abelardo Gallardo Mondragon

Codigo 20170600

Asesor

Martin Fidel Collao Diaz

Lima — Peru

Julio de 2023






Lean service and its implications in the quality of the service of the
aircraft industry companies: A systematic review of the literature

Jesus Orlando Cabrera Bonilla Andres Abelardo Gallardo Mondragon
Carrera de Ingenieria Industrial Carrera de Ingenieria Industrial
Universidad de Lima Universidad de Lima
Lima, Perl Lima, Peru
20170230@aloe.ulima.edu.pe 20170600@aloe.ulima.edu.pe
Abstract:

Providing a high-quality service has become an important factor for the survival of companies
and generating customer satisfaction, therefore airlines must improve the quality they offer in
order to improve their image. There are various methods used to evaluate and optimize the
quality of airline service, including lean tools. The purpose of this research is to determine what
research has been carried out on the quality of service and lean service in the commercial
aviation sector based on a systematic review of the literature, in order that airlines can evaluate
future improvement proposals to avoid dissatisfaction generated and improve your profitability.
The findings show the various dimensions that are related to lean service, giving rise to new
studies, its link with the commercial aviation sector and other service areas. Likewise, lean
service in this sector could be applied and focus on reducing check-in times at airports or
reducing boarding times.
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