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Satisfaction cmg

Most people are satisfied with their —\ Passengers are twice as likely to say
experience of flying. that flying is getting better than worse.

| was satisfied with the travel Ny
experience on my last flight 299 14%
Better 539% Worse

% )
83% 53
About the same

But satisfaction has slowly been declining, and is lower for those with disabilities...
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Satisfaction cm@

... there are also regional variations in satisfaction.

i i i Regi % NET: Satisfacti
Satisfaction with overall egion atisfaction
travel experience: top 5 North East

Scotland
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the Humber Northern Ireland 78%
Wales 78%

East Midlands 77%




What influences satisfaction?
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The biggest driver of consumer satisfaction is the in-flight experience.

Performance of element
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Ease of finding the
information to

compare the choices

® of airport and airline

Check-in and bag :
drop at the

airport in the Uk Transfer
/connection to

another flight

2% 4% 6%

Baggage collection and the onboard experience
are very important to passengers

@ Finding your way to the gate
@ Information about flight status at the airport in the UK

Py @ Baggage collection at the airport in the UK
® Airport @® Onboard and in-flight experience
Value for experience
money in the UK
8% 10% 12% 14% 16% 18% 20%

Importance to satisfaction



Handling of complaints and common issues AY.))

Consumers are unhappy with how —\ But there are some signs of
common issues are handled. recent improvement:

| was satisfied with how | was dissatisfied with how
this issue was handled this issue was handled
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Delay taking off after boarding the aircraft
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50%
The speed of
response to your
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How fairly you were




Protection and responsibility

Most people believe that, given possible
delays, it’s passengers’ responsibility to

make sure they get to their destination on
time...
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But a significant minority disagree,

believing instead that they should be able
to rely on flights being on time.

Passengers should
book earlier flights
in case of delays




Protection and responsibility
People generally oppose airlines charging extra for common services or items.

. Changing
Drinking A'prlnted A specific the name /
ticket or i
water on : seat/s correcting a
boarding .
board reserved ticket or
). pass )
) g / reservation
|-\ /<
| think it is fair for 8% 13% 349% 46%

the airline to charge
an additional fee for
these items/services

| think this
item/service should l
be included within

the price of a ticket 92% \ 87% 66% [ 54%

Most likely to be expected to be Least likely to be expected to be
included in ticket price included in ticket price



Where airlines do charge extra, most people would like to be told in advance

Changing

A printed the name / A specific

water on ek eh correcting a seat/s

board boarding ticket or reserved
S pass :
te g reservation
— g

. , 22% 22% 24% 28%
t’s the passenger’s

job to do their
research on what
costs extra

Drinking

The Government
should stop airlines I .

charging for services
they should not 2 5% '\ ] 7% ] 6% ] 2%

There is appetite for government intervention around charging for certain items



