Y
Ny

L

IATA Table of Contents

TABLE OF CONTENTS

SURVEY OVERVIEW ...ttt ettt sttt ettt bt b e e e sab e e e bt e e abbe e smbe e e sabeeanbeeesbbeeabeeesnneaans 1
S = 7= Tod (o[ o 11 ] o PRSP 1
1.2 SUIVEY ODJECHVES. ...ttt e e e s e e e e e e e s st e e e e e e e e sastateeeeeeeeesannnntanereaeanan 1
1.3 SUIVEY MELNOUOIOGY ... eeeiieiiiiii ettt ettt et e b et e e e e e e e e nbre e e e e 1
1.4  Report Structure and TOPICS COVEIEA........ccuuuiiieieeeiiiiiieiree e e e s e e e e e e e s srrer e e e e e e e s snnnaareeaaeees 1
KEY FINDINGS ...ttt ettt bttt ettt ekttt e e s e bt e e bt e ek e e e s a ket e ek b e e sab e e e ebbe e embe e e abeeesnbeeeabeeesnbeeennes 3
2.1 General TraVel PABINS .....c.ocuiiieiiiiie ettt e et e e s anb et e e et e e e et e e e e anenas 3
2.2  Social Media and TEChNOIOQY ........ccuuiiiiiiie e e e e e e e s e e snrrenees 3
2.3 ANCIIANY SEIVICES ...eeiiiiiiiiee ettt ettt e bt e e e a bt e e e aab et e e e abr e e e e anbr e e e nnnns 3
P O 1 1=Tod 2 | o B PP PP PP PP PUPPP P 3
2.5 BOAITING ..ttt s 4
2.6 Passenger FACHITALION ........coiiiiiiiiiie et ab e 4
2.7 BAGOAGE ... s 4
2.8 S CUNY e 5
2 B 1o | 0| a1 (V] o] PO PP PR TSP PUPPPO 5
2.10  TraVel EXPEIIENCE. ....coi ittt ettt e bt e e et e e e bt e e e e aaba e e e e anba e e e e nnrns 5
SAMPLE AND WEIGHTING ....uuiiiiiiiiii s 7
3.1 The Unweighted SAMPIE ..........ooiiiiiiiee et 7
3.2 Sample Weighting ... 7
BACKGROUND OF AIR TRAVELER ....oottiiiiiiiiiiieiiieee ettt sttt eesetetesseeseeesnnnnnnes 9
N € 1= 0 To [T g T Lo 1o T PP PP PUPRPTPPPPPNS 9
4.2  ANNual HOUSENOI INCOME ....c.uiiiiiiiiiiii ettt 10
GENERAL TRAVEL PATTERNS ...ttt sttt b e snbe e nnne s 11
5.1 THP FIEQUENCY ..o 11
5.2 USUAI ClaSS Of TTAVEI .....oeeiiiiiiiiiiiiiiee sttt e e e s e e e nre e e e e 13
5.3  Sales Channels Used to BOOK FIIGhtS .......cccocuuiiiiiiiiiiiie e 17
SOCIAL MEDIA AND TECHNOLOGY ....uuuiiiiiiiiiiiiiii s 19
6.1  SOCIAI MEAIA USE.....eeiiiiiiiie ittt ettt e e et e e st e e e s bbe e e e abbeeeeaaes 19
6.2  Social Media Interaction with Airlines DUING @ JOUINEY .......c.ueeeiiiiiiiiiiiiee i siieee e siieee e 20
6.3 NFC Capability and NEEAS .........uuui s 23
ANCILLARY SERVICES ... .ottt ettt ettt b et sab e ek e et e e s abn e e snbeeennes 29
7.1  Purchase of Ancillary Services in the Past 12 MONthS ..., 29
7.2  Main Reason for Purchasing ANCillary SErviCes .........oooccuuuiiiiiiiiiiiiiiieeee e 31
7.3  Main Reason for Not Purchasing ANcCillary ServiCes ..o 32
CHECK TN L e 35
8.1  Preferred Check-In When Traveling With Hand Baggage Only..........ccccceeiiiiieeiiiiieeeeiniieeeenne 35
8.2  Preferred Check-In When Traveling With Baggage .........coouiieiiiiiiiieeiiiiee e 36
8.3  Perceived Level of Knowledge of Airline ProCeSSES ........uuuiiiiiiiiiiiiiiieiie e 38



SN

Ansh
\ L/

L

IATA Global Passenger Survey

10

11

12

13

14

15
16

17

BOARDING . ...ttt e e oo e ettt e et e e et e et s e e et et e e et e eeeeeeee et eeeeteee e eeaeraea s 41
9.1  Self BOArding Gate DEVICE .......cccoiuiiiiiiiiiee ittt e et e e et e e e s sbreeeeaaes 41
9.2  Electronic Boarding Pass on Mobile PRhONE ..o 42
9.3  Comfort Levels in Using Biometrics for AIrport PrOCESSES.......ccoviiciviieieeeeeeiiiiineeee e e e e ssveneeeas 43
PASSENGER FACILITATION .ottt ettt e e e s e et s e e e e e s e s st e s e e e s eesaaba s eeseesannranasnes 45
10.1 Passport Details for Airlines for a SmMoother JOUMMNEY ........cccoiviiiiiiiiiie e 45
10.2 Interest in and Use of Automated Immigration Border Gates ........cccccceevvvvvvieereeeesiiciiiieeeeeeenn 47
10.3 Information Sources Used for Navigation in Airports and for Obtaining Travel

Related INformation/DOCUMENTES .......uuueiiiiiiiieeiiee e ee e ee et e e e e s e s e e e s s s sabb s e e e ssssesbabseeeeaees 50
B A G G AGE . ... e e et e et e et aara 53
11.1 Satisfaction with Overall Baggage EXPEIENCE .......cccuviiiiiieeeieiiiieieeee e sesiiieeee e sieieeee e e e 53
11.2  Tracking Baggage in Real TiMe .....ccooioiiieii e 54
11.3  Mishandled/MiSplaced BAQQAGE ......ccueeeiiiiiuriiiieieeeieiiiiiieiete e e s e seiieeee e e e e e s s sentaeeeeaaeessnnnneeeeaeeees 56
Sy O ] T /2T 61
12.1 Acceptable Queuing Time at SeCUrity POINTS .......ccccooeiiiiiiiee e 61
12.2  Security INfOrM@atioN LEVEIS ......coiuiiiiiiiiii et 63
12.3  SCrEENING PrOCESS ....ciiiiiiie i 65
12.4  Dedicated SECUNLY LANES .....ccccoiiiii i 68
TRAVEL DISRUPTION. ...ttt ittt e ettt e s e e e e et et e e e s e s aa et e e s eessessbaba s eesessassbaasesesssensrnes 71
13.1 Disruptions Faced by Travelers and Reasons for the Disruptions...........cccoeeeeviiieiiicieieceeeeeennn 71
13.2  Travel Disruption StatuS UPUAteS......cceeiiiiiiiiiiiiiee ettt s et e e s seneee e e e e e s snenaeeeeeeeeeas 72
13.3 Proactive Notification and Preferred Option in Case of Flight Disruptions.............ccccccvveeeeeenn. 73
TRAVEL EXPERIENGCE. ... oottt ettt et e e e e e et s e et e s e s e e e san e e st eesaereanns 77
14.1  Favorite ASPECE OF 8 JOUMMBY ....coiuuiiiiiiiiie ettt st e et e et e e e 77
14.2  Favorite Activity DUNNG @ FIQNt.......coooioee s 80
APPENDIX A: SAMPLE SIZE .. .o ittt e e e et e et e e e e s e e et e e e e raaaas 85
APPENDIX B: COUNTRY OF RESIDENCE ..ottt e et e e e e s enaaans 85
APPENDIX C: SURVEY QUESTIONNAIRE ... .ottt e e e et e e e e e e e enaenen 87



	1 SURVEY OVERVIEW
	1.1 Background
	1.2 Survey Objectives
	1.3 Survey Methodology
	1.4 Report Structure and Topics Covered

	2 KEY FINDINGS
	2.1 General Travel Patterns
	2.2 Social Media and Technology
	2.3 Ancillary Services
	2.4 Check-In
	2.5 Boarding
	2.6 Passenger Facilitation
	2.7 Baggage
	2.8 Security
	2.9 Flight Disruption
	2.10 Travel Experience

	3 SAMPLE AND WEIGHTING
	3.1 The Unweighted Sample
	3.2 Sample Weighting

	4 BACKGROUND OF AIR TRAVELER
	4.1 Gender and Age
	4.2 Annual Household Income

	5 GENERAL TRAVEL PATTERNS
	5.1 Trip Frequency
	5.2 Usual Class of Travel
	5.3 Sales Channels Used to Book Flights

	6 SOCIAL MEDIA AND TECHNOLOGY
	6.1 Social Media Use
	6.2 Social Media Interaction with Airlines During a Journey
	6.3 NFC Capability and Needs

	7 ANCILLARY SERVICES
	7.1 Purchase of Ancillary Services in the Past 12 Months
	7.2 Main Reason for Purchasing Ancillary Services
	7.3 Main Reason for Not Purchasing Ancillary Services

	8 CHECK-IN
	8.1 Preferred Check-In When Traveling With Hand Baggage Only
	8.2 Preferred Check-In When Traveling With Baggage
	8.3 Perceived Level of Knowledge of Airline Processes

	9 BOARDING
	9.1 Self Boarding Gate Device
	9.2 Electronic Boarding Pass on Mobile Phone
	9.3 Comfort Levels in Using Biometrics for Airport Processes

	10 PASSENGER FACILITATION
	10.1 Passport Details for Airlines for a Smoother Journey
	10.2 Interest in and Use of Automated Immigration Border Gates
	10.3 Information Sources Used for Navigation in Airports and for Obtaining Travel Related Information/Documents

	11 BAGGAGE
	11.1 Satisfaction with Overall Baggage Experience
	11.2 Tracking Baggage in Real Time
	11.3 Mishandled/Misplaced Baggage

	12 SECURITY
	12.1 Acceptable Queuing Time at Security Points
	12.2 Security Information Levels
	12.3 Screening Process
	12.4 Dedicated Security Lanes

	13 TRAVEL DISRUPTION
	13.1 Disruptions Faced by Travelers and Reasons for the Disruptions
	13.2 Travel Disruption Status Updates
	13.3 Proactive Notification and Preferred Option in Case of Flight Disruptions

	14 TRAVEL EXPERIENCE
	14.1 Favorite Aspect of a Journey
	14.2 Favorite Activity During a Flight

	15 APPENDIX A: SAMPLE SIZE
	16 APPENDIX B: COUNTRY OF RESIDENCE
	17 APPENDIX C: SURVEY QUESTIONNAIRE



