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2017 GLOBAL 
PASSENGER SURVEY

HIGHLIGHTS



Put yourself 
ƛƴ ǇŀǎǎŜƴƎŜǊΩǎ ǎƘƻŜǎ



aȅ ǘƛƳŜ ƛǎΧ
άƳȅ treciousέ

I want to know 
what is happening 

with my flight

I am ready 
to go digital

I am in full control 
when new technologies 

are available
Whenin-flight, 

I want to be
entertained



RESPONDENT PROFILE

65% 35%

8%

16%

22%

25%

22%

6%

65 + years

55 - 64 years

45 - 54 years

35 - 44 years

25 - 34 years

18 - 24 years
N=10 675



SATISFACTION WITH 
LAST AIR TRAVEL 
EXPERIENCE



Online booking

Online check-in

Traditional 
check-in

Self-service 
kiosk check-in

Self-service bag-
tag

Home printed bag-tag

Self-service bag drop

Security

Border control/immigration

Boarding

In-flight 
entertainment

On-board service

Bag collection
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MAIN POINTS 
OF ATTENTION

MAIN 
STRENGTHS

SECONDARY POINTS 
OF ATTENTION

AVERAGE SATISFACTION SCORES

SECONDARY 
STRENGTHS

SATISFACTION DRIVERS
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PASSENGER SATISFACTION THROUGHOUT THE CUSTOMER JOURNEY

$

Online 
booking

Online 
Check-in

Traditional 
check-in

Self-service 
kiosk 

check-in

Self-service 
bag-tag 

at the airport

Home 
printed 
bag-tag

Self-service 
bag drop 

at the airport

Security Border 
control / 

Immigration

Boarding In-Flight 
Entertainment

On-board
service

Bag 
collection

66% of FFP Members 
were satisfied from 
priority boarding*



PASSENGER IN 
CONTROL

DIGITALIZATION

VALUE OF TIME

WELL-INFORMED 
PASSENGER

IN-FLIGHT 
EXPERIENCE


