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Background and method

The Civil Aviation Authority (CAA) has re-commissioned Savanta ComRes, an independent research
organisation, to conduct the ninth wave of its bi-annual consumer research tracking study. The research
is used by the CAA to develop a deeper understanding of UK consumers’ flying behaviours and their
attitudes towards the aviation industry. This research programme is carried out in accordance with the
requirements of the international quality standard for market research and will inform the CAA’s policy
and strategy as it regulates the aviation market.

Methodology
v—
v—
v— 1.
Sample ‘ Method Fieldwork dates Interpretation
A total of 3,504 interviews were Interviews were conducted 13" Nov — 8™ Dec 2020 With a sample size of 3,504 the margin
conducted with a online and over the telephone. of error on results at a 95 per cent

demographically representative

confidence level is + 1.66
sample of UK adults (18+).

Findings marked with an asterisk (*)
indicate a low base size. These results
should be treated with caution.

................................................................................................................................................................................................................................................................................................
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COVID-19 context

Fieldwork for this survey took place 13t Nov — 8t Dec 2020,
during the COVID-19 pandemic, under the following specific
conditions:

No vaccine rollout

No COVID-19 variants

Lockdown restrictions (UK second lockdown) until December
ond 2020

It should be noted that this context will have influenced
respondents’ answers, whether they have flown recently or not.

* This symbol / colouring highlights results from those who have flown since the
| COVID-19 pandemic / lockdown began in the UK.

This symbol / colouring highlights results from those who have flown in the 12 months
-4 | before answering the survey, but before the COVID-19 pandemic / lockdown
began in the UK (most recent flight ¢c. November 2019 — February 2020).

................................................................................................................................................................................................................................................................................................
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Demographic weighting and quotas

Quotas were set on the survey, based on 2011 UK Census data. At the analysis stage of the research, small scale
weighting is applied to the overall sample to address any minor discrepancies in the achievement of the demographic
quotas.

Weighted Unweighted
Category Sub-category R e o proportion proportion
5% 5%

Gender ale 20% £0% Region North East

Femae £1% 51% Yorkshire & Humber 8% 8%

Age 8-24 20% 20% North West 11% 11%
. 26% 26% East Midlands 7% 7%

. . West Midlands 9% 9%
59T 35% 36% London 13% 13%
Working Status Full time 41% 41% South East 14% 14%
Part time 17% 17% East England 9% 9%

Not working 10% 10% South West 8% 8%

Retired 20% 20% Wales 5% 5%

Homemaker 8% 7% Scotland 8% 8%

Student 4% 5% Northern Ireland 3% 3%

................................................................................................................................................................................................................................................................................................
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Demographic (Weighted) Sample Profile

Ethnicity

Gender Age
o % 20%
12% il lsl/ 15% \
Male Female ‘ ‘ ‘ ‘ ‘ I ‘
49% 51% 18-24 25-34 35-44 45-54 55-64 65+
Working Status Household Income
Full time (30+ hours per week) 41% Up to £14,999 16%
Part time (8-29 hours per week) 15%
. £15,000 - £24, %
Part time (Under 8 hours per week) 2% 15,000 - £24,999 197
Not working ~ 10% £25,000 - £39,000  26%
Retired 20%
- I 89 £40,000 - £74,999 23%
omemaker 6
Student / full time education 4% £75,000 or more 8%

Internet Access

= White, 88% 99 per cent of those

interviewed by phone* have
internet access

Asian or Asian British, 5%
m Black or Black British, 3%
Mixed, 2%

® Chinese or other, 2%

................................................................................................................................................................................................................................................................................................

6 Base: All respondents (n=3504); *All CATI respondents (n=500)

Regions
Sc(ost(l)/iu )n d North East
f - (5%)
Northern ) §
Ireland (3%) Yorkshire and
Humber (8%)
East Midlands
North West (7%)
(11%)
EastE d
West Midlands as (9;)g)lan
(9%)
Wales (5%) London (13%)
South West South East
(8%) (14%)
Savanta



Impact of
COVID-19




Covid-19 has dramatically affected flying behaviour. Just 9% of UK adults have
flown since the pandemic began

Time since flight from a UK airport

Total sample

Since the pandemic/lockdown started 9% ‘
Within the last 12 months (but not since o e
the pandemic started) 30% +.

At least 1 but less than 4 years ago 35%

At least 4 but less than 10 years ago 10%
More than 10 years ago 9%
Never 7%
Don't know/can't remember | 1%
[ [ [ |
0% 10% 20% 30% 40% NB: Demographic analysis

highlights most significant
demographic differences
Q1. When was the last time you flew from a UK airport? This could have been either to travel within the UK or to go abroad. This could have been from any airport, not just S
8 . . . N avanta
your nearest one. Base: All respondents (n=3504); Q2. How many trips by air have you made in the last 12 months? Please count outward and return flights and any
transfers as one trip. If you are not sure then your best estimate is fine. Base: All who have flown in the last 12 months (n=1360)



The proportion of respondents who
have flown in the last 12 months has il
dropped Sharp]y | Traffic Information [{ ]

In a year where the COVID-19 pandemic has forced many to
abandon their air travel plans, it is not unexpected to see this have
an impact on the proportion of passengers in our sample. The
proportion of respondents who have flown in the last 12 months
compared to Wave 8 has dropped by 32% from 57% to 39%.

Just 9% of respondents have flown since the pandemic
began.

Showing % that have flown in the last 12

months
V 18 percentage point drop
0,
56% 54% 52% 57%
39%
,,_ Nov ’19: 1994
’ o
N outtrs o o ow Nov '20: 1360 V 32% compared to

r1 ct1 ri1 ov 1 20
Q1. When was the last time you flew from a UK airport? This could have been either to travel within the UK or to go abroad. Base: All respondents who have flown in the Savanta

last 12 months, Nov 20 (n=1360).



The proportion of people taking just one flight has risen since
November 2019 as the frequency of flying has dropped

Frequency of flying Number of flights in last 12 months
Tracked since August 2018 Tracked since Apr 2018
Total sample All those who have flown in the last 12 months

Last 12 months

1
-0
——3
C=—=—= ® == C O
29% 289% 290% 290% 290% 4
—.—5
13% 13% 14% 13% —Over
P o ) -""m S(y 5
p — =0 v 8 °
10% 11% 11% o]
° = = 00 ggé
4% 4% 4% 4% —— 2%
Apr-18 Oct-18 Apr-19 Nov-19 Nov-20 Apr-18 Oct-18 Apr-19 Nov-19 Nov-20

The proportion of people who have taken just one flight in the last 12 months has risen significantly by 14 percentage
@ points since November 2019.

. Half of those who last flew in the last 12 months but before the pandemic have taken just one flight
(52%), whilst among those who have flown since the pandemic began, 63% have taken two or more flights.

................................................................................................................................................................................................................................................................................................

Q2. How many trips by air have you made in the last 12 months? Please count outward and return flights and any transfers as one trip If you are not sure then your best Savanta
10 estimate is fine. Base: All respondents who have flown in the last 12 months (April 2018 n=1,967; October 2018 n= 1,920; April 2019 n= 1,812; November 2019 n=1,994;
November 2020 n=1,360)



COVID-19 related restrictions are the largest barrier to flying in the past
12 months

Barriers to flying in the past 12 months
All those who have not flown in the last 12 months

Showing all responses of 5% and over

COVID-19-related local restrictions prevented me from travelling 30%
Concern about catching COVID-19 | 29%
Concern about COVID-19 restrictions at my destination | 28%
Having to quarantine for COVID-19 on return to the UK | 20%
Budget constraints/the cost of travel 7_ 17%
Concern about unintentionally infecting others with COVID-19 | 14%

Not made any trips where flying would be an option
Fear of flying

Prefer another mode of transport (e.g. car, boat or train)
Dislike airports/the flight experience

I had no reason to fly/I didn't want to travel 14%

In recent waves, budget constraints and/or the cost of travel were the most common barriers to flying. In this wave,
COVID-19 related local restrictions is the largest barrier to flying in the last 12 months in wave 9 (30%), with a similar
proportion reporting concerns about catching COVID-19 (29%) and COVID-19 restrictions at their destination (28%). This
wave, COVID-19 makes up the top 4 reasons given for not flying in the last 12 months.

................................................................................................................................................................................................................................................................................................

11 - . Savanta
Q5. Why have you not flown within the last 12 months / last few years / never flown? Base: All who have not flown in the last 12 months (n=2144)



Respondents are twice as likely to agree than disagree that airlines
are doing a good job protecting passengers, but just a quarter feel
safe when using public transport to get to the airport

Agreement with statements on COVID-19 NET:  NET:
Showing % saying the following Agree  Disagree

I feel safe from Coronavirus/COVID-19 when

(V) 0, 0, (V) (V)
using public transport to get to the airport 9% NN e 23% 6PN 45%

Airlines are doing a good job of protecting o o 38% 15%
passengers from Coronavirus/COVID-19 10% 27% 6% 15%

m Strongly agree u Tend to agree
Neither agree nor disagree Tend to disagree
m Strongly disagree ® Don't know

........................................................................................................................................................................................................

12 Q44. To what extent do you agree or disagree with each of the following statements? Base: All respondents (n=3504)

Just a quarter (27%) of respondents say
they feel safe from COVID-19 when
using public transport to get to the
airport, while nearly half (45%)
disagree. This disagreement is highest in
respondents aged 55 and over and the
retired, where nearly three in five say
this (56% and 59% respectively).

Nonetheless, respondents are more
likely to agree that airlines are doing a
good job of protecting passengers from
COVID-19 than disagree, with nearly
half (45%) of 18-34 respondents
agreeing. Passengers who have flown
since the pandemic started are
significantly more like to say the airlines
are doing a good job (62%) than those
who have flown in the months (47%) or
years (35%) before the pandemic.

........................................................................................
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Three in five passengers who have flown since the pandemic
started agree that airlines are doing a good job of protecting
passengers from COVID-19

I feel safe from Coronavirus/COVID-19 when Airlines are doing a good job of protecting
using public transport to get to the airport passengers from Coronavirus/COVID-19
Net: Agree — showing groups above average (27%) Net: Agree — showing groups above average (38%)

()
o 43%
45 /0 Over
£50k
income

35%

Employed

London full time

42%
London/
East

32%

Employed

full time Midlands

Flown since Flown since
the pandemic the pandemic
started started

................................................................................................................................................................................................................................................................................................

13 Q44. To what extent do you agree or disagree with each of the following statements? Base: All respondents (n=3504)



Half of respondents expect that they will next travel by air in the next
12 months.

° 1 (0)
When do you next expect to travel by air A third (32%) of respondents expect to
Showing % saying the following next fly in the next 7-12 months, while a

quarter (26%) say they expect that it will

be longer than a year from now before
= In the

they travel by air.
5 next 12
49% months Of those who have flown since the

pandemic started, over four in five (84%)

‘o Eﬁg next g%nrglznths expect to fly again in the next 12 months.

In the next 7-12 months
- %ﬁgi'etrgﬂinti %;a;gf;‘l)rfln now One in ten (8%) say they currently do not
= Don't know plan to fly again, with those in the 55+

age bracket being most likely (11%) to
expect not to fly again. Of those who do
not plan to fly again, two in five (41%)
have never flown before in the first place.

................................................................................................................................................................................................................................................................................................

14 Q45. When do you next expect to travel by air? Base: All respondents (n=3504) Savanta



There is a divide between respondents by employment status over
likelihood to fly again in the future

“I don’t plan to fly again”
(8% overall)

Older respondents in the tracker tended to be more
wary of flying again than younger respondents.
Howeyver, it is important to note that the fieldwork for
this wave of the aviation consumer tracker was

South conducted before the UK vaccine rollout. As such,

55+ Retired x"vfi é hesitancy to fly from older respondents may change as
they are vaccinated.

“In the next month/ 2-6 months/ 7-12 months” Those who say they expect to fly again in the next 12
(49% overall) months are more likely to have a household income over
£50,000, be working full time or living in London. These
travel plans may be influenced by potential for business
Over Flown travel or the need/want to escape from cities after
_£50k London Employed If;‘l‘lfi‘lﬁfc lockdown. This is reflected by how over four in five (84%)
mcome

began respondents who have flown since the pandemic began
say they are likely to fly again in the next year.

................................................................................................................................................................................................................................................................................................
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Two thirds say they probably will not fly again until the COVID-19
pandemic has ended, but this drops to 40% among those who have
flown since the pandemic began

All respondents All respondents by time of last flight — Percentage who agree
Since the pandemic started ® Within last 12 months (pre-pandemic)
m At least 1 but less than 4 years ago W 4+ years ago
®m NET: Agree m NET: Disagree ® Never

I probably will not fly again
until the COVID-19
pandemic has ended

76%
76%

COVID-19 testing for all
passengers prior to
departure would make me
more confident to fly

The COVID-19 pandemic
has negatively impacted on
my perception of flying

................................................................................................................................................................................................................................................................................................

Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504); Savanta
16 flown since pandemic started (n=317); flown within the last 12 months (n=1043); flown at least 1 but less than 4 years ago (n=1229); flown 4 or more years ago (n=650); never
flown (n=222)



Headline
measures




Among all UK adults, there is generally broad satisfaction with travelling by
air across safety, receiving a good service and comparing providers

Statements about travelling by air - General

All respondents
= NET: Agree u NET: Disagree

I have confidence in the safety of UK airlines and airports

9%

I am confident when travelling by air that I will get the service I

have paid for
Two thirds (66%) of respondents say
they have confidence in the safety of UK I enjoy travelling by air 16%
airlines and airports, with 59% saying
the balance between se CllI‘ity and The balance between security screening and convenience to 1%

passengers at UK airports is about right

[y
Q
X

convenience is about right. _ o _ _
When searching for a flight it is easy to find other information

that is important to me and to make comparisons between the 13%
Generally speaking, UK adults are information
. . s e . When searching for a flight it is easy to understand how much it
COIlf.lde].'lt 1N TECEIVINg a gOOd and fair costs to travel with different airlines and to make comparisons %
service (62% and 52% respectively). between them

If things go wrong when travelling by air, I am confident that I
There is also broad satisfaction with the will be treated fairly

process of searching for a flight, finding

information and understanding costs
(58% for both).

................................................................................................................................................................................................................................................................................................

15%

The experience of travelling by air is getting better 16%

[y

18 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504) Savanta



Those who have flown in the last 12 months are more likely to agree
with all metrics tested than those who have flown at other points in
time, the pandemic has not significantly impacted perceptions

Statements about travelling by air

Statements about travelling by air _ _ _
Showing percentage who agree — by time of last flight

All respondents
Since the pandemic started ® Within last 12 months (pre-pandemic)
m At least 1 but less than 4 years ago W 4+ years ago
®m NET: Agree m NET: Disagree ® Never

I have confidence in the
safety of UK airlines and
airports

16

X

I enjoy travelling by air

If things go wrong when
travelling by air, I am
confident that I will be
treated fairly

X

The experience of travelling
by air is getting better

................................................................................................................................................................................................................................................................................................

19 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504); Savanta
flown since pandemic started (n=317); within the last 12 months (2=1043); at least 1 but less than 4 years ago (n=1229); 4 or more years ago (n=650); never (n=222)



Confidence in the safety of UK airlines and airports has fallen this

wave

Confidence in safety of UK airports
and airlines has dropped by 6
percentage points in the last 12
months (72% to 66%).

The share of those who say they enjoy

travelling by air has risen by 5
percentage points, taking the
proportion to three in five (60%) of
those who have flown in the last 12
months.

The proportion of respondents who
would pay more to reduce
environmental impact or think about
the impact of flying on the
environment continues to rise.

.\i————'\/\.\./ﬁ(m;;/

J
5
]

Headline Measures: Trend

Allwho NET: Agree

‘

39%

Mar '16 Oct '16

Mar '17 Oct '17 April '18 Oct '18 April '19 Nov' 19 Nov'20

62%
60%

Confidence in safety of UK
airlines and airports

Balance between security
screening and convenience
about right

—=— Confident will get the service
paid for

—=— Enjoy travelling by air

—a— Easy to understand cost to
travel and make comparison

#— Easy to find important
information and make
comparisons

If things go wrong confident
will be treated fairly

The experience of travelling by
air is getting better

................................................................................................................................................................................................................................................................................................

Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents, Nov 20 Savanta

(n=3504), Nov '19 (n=3501)



The majority of people still think that the balance between security
and convenience is right

Three in five (59%) respondents
agree that the balance between
security and convenience is right.
Of those who disagree, half (52%)
think there is too much focus on
security screening at UK airports,
down 14 percentage points from
wave 8.

A third (36%) think there is too
much focus on passenger
convenience, up 11 percentage
points. This may be another effect
of COVID-19, where more
respondents want to feel secure
when flying and think there
should be more done in this
regard.

59%

NET: Agree the
balance between

security and
convenience is right.

There is too much
focus on passenger
convenience at UK
airports at the
expense of security
screening

11%

Other

NET: Disagree the balance

between security and
convenience is right.

Don’t know

Of those that

disagree that

the balance is
right...

There is too much
focus on security
screening at UK

airports at the

expense of passenger

convenience

*Differences from wave 8 (Oct ’20) results

................................................................................................................................................................................................................................................................................................

Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All 2020 respondents (n=3504), All Nov 2019 S t
21 respondents (n=3501). Q13. You said you disagree that the balance between security screening at UK airports and convenience to passengers is about right. Which of the following best describes avanta
how you feel about this balance? Base: All who disagree that the balance between security screening at UK airports and convenience to passengers is about right (n=396), Nov 2019 (n=453)



In a year when far fewer people than normal have flown, three

in five of all respondents say they enjoy travelling by air

In a year when far fewer people
than normal have flown, three in
five (60%) respondents say they
enjoy travelling by air, up by 5
percentage points from wave 8.
This is the highest recorded score,
eclipsing the 58% recorded in
April 2018.

Headline measures: Overall

I enjoy travelling by air

18% 20% 20% 18% 19% 19%

19%

——— o

Oct '16 Mar '17 Oct '17 Apr'18 Oct 18 Apr '19
Net: Agree —e—Net: Disagree

Nov '19

4\16‘%

Nov'20

Wave 9 (November
2020) percentage
who agree by time of

................................................................................................................................................................................................................................................................................................

22 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504)

last flight
Since the 71%
pandemic started
Within the last 12 | 73%
months (but pre-
pandemic)
At least 1 but less | 65%
than 4 years ago
4+ years ago 42%
Never 8%

Savanta



More UK adults strongly agree that it is easier to understand the
cost of travel and find comparison information than ever before

Headline measures: Consumer Choice

Easy to understand how much it costs to travel with different airlines and to make

comparisons between them Wave 9 (November

2020) percentage
who agree by time of
last flight

Since the 65%
pandemic started

Within the last 12 | 70%
months (but pre-

pandemic)
20% 23% 23% 20% 19% . At least 1 butless | 61%
/‘__—‘\ —— is.ﬁ ﬁ —16:% than 4 years ago
4+ years ago 47%
Never 27%

Oct '16 Mar '17 Oct '17 Apr '18 Oct 18 Apr '19 Nov '19 Nov'20
Net: Agree —e—Net: Disagree

................................................................................................................................................................................................................................................................................................

Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504) Savanta



The proportion saying it is easy to find other information important
to them and make comparisons has risen to the highest ever tested

Headline measures: Consumer Choice

Easy to find other information that is
important to me and to make comparisons
between the information

Wave 9
(November 2020)
percentage who
agree by time of
last flight

Since the 70%
pandemic started

Within the last 12 | 69%
months (but pre-

pandemic)
° %
17% 19% - 16% 15% 15% . At least 1 but less | 60%
e - 147% ig.% than 4 years ago
4+ years ago 46%
Never 23%

Oct '16 Mar '17 Oct '17 Apr 18 Oct 18 Apr '19 Nov '19 Nov'20
Net: Agree —e—Net: Disagree

................................................................................................................................................................................................................................................................................................

24 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504) Savanta



Confidence that respondents will get the service they paid for
remains relatively static

One in five (20%) say
they strongly agree
that they are
confident that they
will get the service
they paid for.

Headline measures: Consumer Confidence
Confident I will get the service I paid for

61% 61% 61% 60% 61% 62%

57% 58%

o, 0,
Lo 13% 13% 12% 12% 11% 10%

% . —— -— .
9% —- °

Oct '16 Mar '17 Oct '17 Apr 18 Oct '18 Apr '19 Nov '19 Nov'20

—o—Net: Agree —e—Net: Disagree

Wave 9 (November
2020) percentage who
agree by time of last

................................................................................................................................................................................................................................................................................................

25 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504)

flight
Since the 68%
pandemic started
Within the last 12 | 72%
months (but pre-
pandemic)
At least 1 but less | 67%
than 4 years ago
4+ years ago 51%
Never 26%

Savanta



Confidence in fair treatment when things go wrong has slightly
increased since Nov 2019

Headline measures: Consumer Confidence

If things go wrong, I am confident I will

be treated fairly Wave 9 (November

2020) percentage who
agree by time of last
flight
52%

0% 50%

53
47% 46% ) 48% 47% Since the 56%
44% pandemic started

Within the last 12 | 59%
months (but pre-
pandemic)

21% At least 1 but less | 53%
0 0 % 19% 0 0 than 4 years ago
Confidence that adults 1%1/0\11_/"___1_7‘/"\15.% 4y s
will be treated fairly when 4+ years ago 47%
things go wrong is at its Never 30%

highest since tracking
began.

Oct't6 Mar'ty Oct'ty  Apr'i8 Oct't8 Apr't9 Nov'ig Nov'20
—o—Net: Agree —eo—Net: Disagree

................................................................................................................................................................................................................................................................................................

26 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504) Savanta



In the midst of a global pandemic, confidence in the safety of
UK airlines and airports is at its lowest since tracking began

Low confidence in the safety
of UK airlines and airports is
mainly driven by those who
do not fly (31%) or last flew
4+ years ago (57%). The vast
majority of those who have
flown in the last year are
confident in the safety of UK
airlines and airports, both
before and since the
pandemic began.

Headline measures: Consumer Safety

Confidence in the safety of UK airlines Wave 9 (November
and airports 2020) percentage who
agree by time of last
flight
Since the 74%

pandemic started

Within the last 12 | 77%
months (but pre-
pandemic)

At least 1 but less | 69%
than 4 years ago

4+ years ago 57%
Never 31%
0, 0,
5o o 2% 8% 8% 9% 2% 9%
o 5 o = “\_._’_———.
o= —C= :
Oct '16 Mar '1 Oct'1 Apr 18 Oct '18 Apr'1 Nov '1 Nov'20
P p
Net: Agree —e—Net: Disagree
Savanta

27 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504)



Views on the balance between security screening and convenience
have remained similar to previous waves

Headline measures: Consumer Safety

Balance between security screening and

convenience about right

63% 63% o
‘: (1) 62% 61% 60% 58% 61% 59%
-0 ‘./.\
1% 13% 13% 14% 14% 14% 13% 1%
e o —0 —— o= o—
Oct '16 Mar '17 Oct '17 Apr 18 Oct '18 Apr'i9  Nov'itg Nov'20

—o—Net: Agree —eo—Net: Disagree

Wave 9 (November
2020) percentage
who agree by time of
last flight

Since the 68%
pandemic started

Within the last 12 | 67%
months (but pre-
pandemic)

At least 1 but less | 64%
than 4 years ago

................................................................................................................................................................................................................................................................................................

Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504)

4+ years ago 48%
Never 24%
Savanta



Satisfaction
ratings




Recent flyers are most likely to have been satisfied with the process
of booking flights, deciding which flight to book, or travelling to /
from the airport in the UK

Last flight: Satisfaction with elements of the journey (UK bookings and airports)

All those who have flown in the last 12 months, excluding ‘Don’t know’ and ‘Not applicable’

NET: NET:
= Very satisfied ® Fairly satisfied = Neither satisfied nor dissatisfied = Fairly dissatisfied ® Very dissatisfied . tisfied Dissatisfied

The process of booking the flight 46% 41% % 1% 87% 3%
Deciding which flight to book 40% 44% % 1% 85% 3%

Travelling to and fI{j')Ir<n the airport in the 43% 41% E 1% 84% 5%
Airport experience in the UK 36% 44% I 2% 80% 7%

Onboard and in-flight experience 33% 46% !2% 79 % 6%

Value for money 32% 45% I 2% 77% 7%

Handling of any complaints you made

. . 1. 0 0 % ) o,
to the airport or airline 2y 40% DA 67% 11%

................................................................................................................................................................................................................................................................................................

Q20. We'd now like to ask you how satisfied or dissatisfied you were with different aspects of your most recent flight. How satisfied were you with the following Savanta
elements? Base: All who have flown in the last 12 months, excluding DK and NA responses (n= 637-1345)



Passengers in the last 12 months who flew before the pandemic are
slightly more likely to be satisfied with aspects of their most recent
flight than those who have flown since the pandemic started

Last flight: Satisfaction with elements of the journey

Allwho say NET: Satisfied In nearly all the metrics on their most

recent flight, passengers who flew in
88% the months before the pandemic are

86% 85% slightly more likely to say they were
81% 80% satisfied than those who have flown
78% since.
The largest differences between those
66% who flew before the pandemic and
those who have flown during can be
seen in passengers deciding which
flight to book (86% and 81%
respectively) and in satisfaction with

The process of ~ Deciding which Travelling to and Airport Onboard and in- Value for money Handling of any value for money (78% VS 73%

booking the flight flight to book  from the airport experience in the flight experience complaints you .
in the UK UK ot the  Tespectively).

airport or airline

B Within last 12 months- ‘ Since the pandemic started *

................................................................................................................................................................................................................................................................................................

Q20. We'd now like to ask you how satisfied or dissatisfied you were with different aspects of your most recent flight. How satisfied were you with the following Savanta
elements? Base: All those who have flown within the last 12 months (n=454-1035), All who have flown since the pandemic/lockdown started (n=182-314).



Satisfaction with the different aspects of recent flights have remained
relatively stable since Wave 8 in Nov 2019

Last flight: Satisfaction with elements of the journey

Satisfaction among pre-
pandemic fliers in
November 2020 was level
with or higher than

November 2019 on all 87%

85% 86%

All who say NET: Satisfied (Part 1)

Y

AT *

4 -
Py . -

.

FEIN

>

0, 0, 8 (y 0,
86A/0 82/0 84% 8% 570 86%

-—

metrics.

Those who have flown since
the pandemic are more
negative on each measure
tested, particularly that of
deciding which flight to
book.

84% 84% 83%

83%  81% g9

> \/—\

>

85% g3%  84% 84% | 85% | 8a%

82%

o o o 79% 81%
78% 78% 76% 78%

3o

v

Mar '16 Oct '16 Mar '17

Oct '17 Apr '18 Oct '18 Apr '19 Nov '19 Nov '20Nov '20

The process of booking the
flight

—+—Deciding which flight to book

——Travelling to and from the
airport in the UK

——Airport experience in the UK

................................................................................................................................................................................................................................................................................................

Q20. We'd now like to ask you how satisfied or dissatisfied you were with different aspects of your most recent flight. How satisfied were you with the following

3 elements? Base: All who have flown in the last 12 months, excluding DK and NA responses (n=637-1345)

Savanta



Satisfaction with complaints handling made to the airport/airline is
at its ever highest level

Last flight: Satisfaction with elements of the journey
All who say NET: Satisfied (Part 2)

Y

o -
¢ .:“
* =
* . b ruid

FEIN

Satisfaction with the
onboard and in-flight
experience (78-80%) has
remained stable since April
2019. Value for money
(73% among those flying
since the pandemic started)
is at its lowest point since % % % %  77% o 7% | 78%
testing began. P 76¢/ 7(;/ 7g/\7£/"/7(:—/’—"\72:/ IR )* —+—Value for money

The onboard and in-flight
experience

Handling complaints made
to airport/airline has seen
an increase taking it to 66-

67%, the highest score since Handling complaints made to
tracking began in March airport/airline
2016.

[ | | | | | | | | T T

Mar '16 Oct '16 Mar '17 Oct '17 Apr '18 Oct '18 Apr '19 Nov '19Nov '20 Nov'20
Q20. We'd now like to ask you how satisfied or dissatisfied you were with different aspects of your most recent flight. How satisfied were you with the following Savanta
elements? Base: All who have flown in the last 12 months, excluding DK and NA responses (n=637-1345)



Satisfaction with the overall travel experience is at its lowest since
testing began (among those who have flown since the pandemic
began)

Last flight: Overall travel experience

All those who have flown in the last 12 months, excluding ‘Don’t know’ and ‘Not applicable’

N _ Nov 2020 (overall
Overall satisfaction among ( )
0,
those Wl’.IO ﬂew befo.re the 9‘:/"\823% 87% 86% g ) g% | 84% |
pandemic is level with o R X 3% 82% 81% y m Very satisfied
previous waves, but drops T . — \\Z;:
notably among those who , o
have flown since the = Fairly satisfied
pandemic began.
Neither satisfied nor
dissatisfied
m Fairly Dissatisfied
o
0,
3% 4% 4% 5% 5% 5% 5% 4% 3% 0 14% m Very dissatisfied
o= " - - e | aGl 3%
Mar'16 Oct't6 Mar'ty Oct'ty Apr'it8 Oct't8 Apr'i19 Nov'ig Nov'20 Nov '20 1%
—o—Satisfied (NET) —#—Dissatisfied (NET)
34 Q21.Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: All Savanta

who have flown in the last 12 months, excluding DK and NA responses (n=1344)



Last flight: Showing NET: Satisfaction with overall travel experience
— by region

Scotland (85%)

Northern Ireland

North East (84%
(77%) (84%)

Yorkshire and Humber
(87%)

North
West (84%)

East Midlands

West Midlands (84%) 82%

(82%)
East England
- (86%)
Wales (89%)
London (75%)
=

South West
(81%) South East
()
(84%)
Q21.Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: All Savanta

35 who have flown in the last 12 months, excluding DK and NA responses (n=57-224)



Four in five recent flyers were satisfied with each aspect of the
airport experience, particularly with navigating around and finding
their way to the gate in the UK airport

Last flight: Satisfaction with airport experience (UK) — Part 1

All those who have flown in the last 12 months, excluding ‘Don’t know’ and ‘Not applicable’

NET: NET:
m Very satisfied ~ ® Fairly satisfied Neither satisfied nor dissatisfied =~ ® Fairly dissatisfied =~ ®Very dissatisfied . tisfied Dissatisfied
0,
()
Finding your way to the gate 44% 40% 3 85% 4%
. 1%
Ease of finding your way around o > ° ° o
the airport in the UK 45% 39% dizd 84% 4%
. . 1%
Information about flight status at o o o o o
the airport in the UK 44% 39% (y 83% 4%
17
Boarding the plane 43% 40% 83% 4%
1%
The overall travel experience 34% 48% 83% 4%
1%
Security at the airport in the UK 42% 39% 4% 81% 5%
. 2%
Check-in and bag drop at the ° ° o o o
airport in the UK 41% 40% 81% 5%
Passport control/immigration in 2
P & 40% 41% 4% 81% 6%
the UK
Q21. Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: Savanta

All who have flown in the last 12 months, excluding DK and NA responses (n=1269-1346)



Recent passengers are least likely to have been satisfied with COVID-
19 mitigation and social distancing measures, the amount of choice
between airlines or between UK departure airports

Last flight: Satisfaction with airport experience (UK) — Part 2

All those who have flown in the last 12 months, excluding ‘Don’t know’ and ‘Not applicable’

o . . . . C . e . NET: NET:
m Very satisfied m Fairly satisfied Neither satisfied nor dissatisfied m Fairly dissatisfied m Very dissatisfied Lo Satisfied Dissatisfied
The journey between the boarding gate and ) )
38% 41% % 79% 6%
the plane .
Waiting at the boarding gate 34% 45% 79% 7%
1%
Ease of finding the information to compare o % ’ ’ ~8% 5%
the choices of airport and airline 3570 4370 @)
Baggage collection at the airport in the UK 35% 41% m 76% 6%
3%
Shops, restaurants and services provided at o o ° % 8%
the airport in the UK 32% 43% 747 ?
270
Transfer / connection to another flight 32% 42% 73% 8%
. %
Amount of ch01ce‘between UK departure 30% 41% “ 71% 10%
airports 20
(V]
Amount of choice between airlines 28% 39% 67% 10%
COVID-19 mitigation and social distancing 33% 34% 8% 6% 67% 14%
measures
Q21. Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: Savanta

All who have flown in the last 12 months, excluding DK and NA responses (n=1326-299)



Passengers who flew in the months before the pandemic are slightly
more likely to be satisfied with their airport experience than those
who have flown since the pandemic started

Last flight: Satisfaction with airport experience
All who say NET: Satisfied

Ease of finding your

. way around the Finding your

Egsc/)il?lfaftl;il?f the airport in the UK way to the gate Boarding

compare the choices eslieri)li)r;tt}i]r?i}?;%K Information about Waiting at the the plane .

g vort andEaing Check-in and bag flight status at the Shops, restaurants and boarding gate cci%jtgign at the
Y o drop at the airport in the UK servi(‘:es prqvided at The journey between airport in the UK
between UK airport in the UK Passport control/ the airport in the UK the boarding gate
departure airports i;lllmigration in and the plane ’/l“ransfer ‘

the UK connection to
. 0 o .
‘ Amount of (ihome 83% 83% 84% 86% 86% 85% another flight
. * 29% between airlines 81% 80% 80%
< 77% ” 77%
7470
9 o 80% 81%
6% L0 69% . 6% 0 7N . 26%  77% )
74% 74% 72% 74%
69%
63% 65% The overall travel experience
Pre-Pandemic Mid-Pandemic
Within last 12 months Since the pandemic started
38 Q21. Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: .

All those who have flown within the last 12 months (n=454-1038), All who have flown since the pandemic/lockdown started (n=182-315) ComRes



Levels of satisfaction with each element of the pre-booking process
have remained relatively consistent, though choice between airlines
slightly dropped

Last flight: Satisfaction with elements of pre-booking
Allwho say NET: Satisfied

While ease of finding -+ W
information to compare the
choice of airport and airline

Ease of finding the information

and the amount of choice to compare the choices of
between UK departure airport and airline

airports have remained

relatively consistent, the Amount of choice between UK
amount of choice between departure airports

airlines has seen a slight
decrease, potentially due to

. . . ") V)
airports adjusting to the 70% cgo 70% | 69%
08%  66% —+— Amount of choice bet
(i)
decreased demand for 610 64% 64% W e aifgllionlgé of choice between
. . 1 y . VN

flights in 2020. — ’ N

[ I I I I I I I I I 1

Mar '16 Oct'16 Mar'17 Oct'17 Apr'18 Oct'18 Apr'19 Nov '19 Nov '20 Nov '20

39 Q21. Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: Savanta

All who have flown in the last 12 months, excluding DK and NA responses (n=1243-1268)



Passengers’ ease of finding their way around the UK airport has seen
a drop, potentially due to COVID-19 mitigation strategies

Last flight: Satisfaction with airport experience
Allwho say NET: Satisfied (Part 1) .,

Recent flyers’ satisfaction -4 ¥
with each of these areas of -
the UK airport experience
is consistent with the
levels recorded in
November 2019.

Check-in and bag drop at UK airport

85% 85% o
") 84% o 83% . .
82% 81% 81% 82% 82% ——Security at the UK airport

Passengers’ ease of finding

/

%
1%

their way around the UK . .

: : 89% 89% ggo, 88%
airport has returned to its 87% 87% s6% |86% —+—Finding your way to the gate
Apr 19 low of 84%. This is W“\
probably linked to the 88% \y
Ll . 0 0 . 3
1ncrease 1n COVID_19 86% 86% 84% 84% . . 84% —O—Informat-lon about flight status at

itioati d 83% 83% 83% the UK airport
mitigation and one-way — 500
pathlng measures, as just \i
o o ) 0,
78% of passengers who 89% 88% 38% 87%  85% 85% gq% 86% | 86% '
. v N —— o . — 1T 8% | * Ease of finding your way around the
have flown since the — \Z’: UK airport
pandemic are satisfied
with this measure Mar '16 Oct'16 Mar '17 Oct't7 Apr'18 Oct '18 Apr '19 Nov '19 Nov '20 Nov '20
Q21. Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: Savanta

All who have flown in the last 12 months, excluding DK and NA responses (n=1269-1346)



Satisfaction with shops, restaurants and services provided at the UK
airport has sharply declined

Last flight: Satisfaction with airport experience
Allwho say NET: Satisfied (Part 2) R,

.’.-’
* . -

.
+ )

. gy

L]

. . . . Shops, restaurants and services
Satisfaction with all metrics

: provided at the UK airport
tested has fallen since the
pandemic began. This is
most significant for 83% ga0s 2100 |21 x
satisfaction with shops 80% _qo oo 80% B
. ’ 797% 797 78% Passport control / immigration in the
services and restaurants UK
provided at the airport,
. 8%
which has fallen 12 7S 7% 77% _ _ )
. . ——
percentage points since the 74% ﬂfga}rl’ts er / connection to another

pandemic started last wave

B

(o) 3 3 o,

(77% within the last 12 83% 82% 829%

mont}.ls pre-pandemic vs. 79% 79% s

65% since the pandemic 77% 77% 77% : . ,

\.\ o —o— Baggage collection at the airport in
started). ;;f the UK
Mar '16 Oct '16 Mar '17 Oct't7 Apr'18 Oct'18 Apr'19 Nov'itg Nov Nov'20
'20
Q21. Thinking now about some more specific aspects of your most recent flight, please tell us how satisfied or dissatisfied you were with the following elements? Base: Savanta

All who have flown in the last 12 months, excluding DK and NA responses (n=742-1316)
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Out of those who have flown in the past year, one in five passengers
took only hand baggage as a cost saving measure

Measures to save money
Showing % who say the following

One in five (20%) passengers
Took only hand baggage even though I'd have preferred

to take check-in baggage as well 20% took Only hand baggage even
Flew with a no frills' airline even though I'd have o though they would have.
preferred an airline with a higher standard of service 157 preferred to have taken in
Flew at a less convenient time even though more 15% check in 1uggage as well. A
(V]

convenient flights were available similar proportion (15%) of

Chose a less convenient UK departure airport even passengers flew with a ‘no

. : 10%
though a more convenient one was available frills’ airline or flew at a less
Took an indirect ﬂlgh;[1 5;752 btl}éough a direct one was % convenient time as cost savin g
Chose a1 ot destination airvort even though measures. Just under half
ose a less convenient destination airport even thoug o o .
a more convenient one was available 7% (45%) of passengers did not

take any of the listed measures.
Other 1%

................................................................................................................................................................................................................................................................................................

Q16. Still thinking about this most recent flight, did you do any of the following to save money on your trip? Base: All respondents who have flown in the last 12 months Savanta
(n=1360)



The majority of trips made are return trips and most likely to be in
the £101-300 price bracket

Price paid for last flight
All those who have flown from a UK airport in the last 10 years
Nine in ten (90%) passengers who

Single trip: 10% flew from a UK airport in the past 10

0,
26% 299% o 34% ears purchased a return ticket, with
3 18% years p
- s =-—e B the most common fare range for
return trips being £101-300. Over a
£50 or under £51-100 £101-300 £301+

third (37%) of respondents fit in this

Return trip: 90% bracket, up 4 percentage points from

37% o the 33% registered in wave 8.

2770

18% - 18% -7
£100 or under £101-300 £301-500 £501+

33%
2%
24% . 34%
470 18%
£100 or under £101-300 £301-500 £501+
Q3. Was your last trip single or return? Base: All those who have flown from a UK airport in the last 10 years, excluding don’t know responses (n=2452) Savanta

44 Q3. Approximately how much did you pay for your last flight? Base: Single (n=233), Return (n=2219), excluding don’t know responses



For over half of respondents, their experiences of flying over the last
five years remain about the same

Thinking about your experiences of flying over the last five

years, would you say that flying is...
All who have flown from a UK airport in the last 5 years

Over half (56%) of passengers say
that their experience of flying is A

about the same as it has been over 4 ) ] N
the past 5 years, relatively Getting Getting Don’t
unchanged from November 2019. better worse know
The proportions who say it is
getting better (25%) or worse
(14%) have remained the same
compared to the previous wave.

(1)
25% 14% 5%
(=) (=) (-2)
Q4. Thinking about your experiences of flying over the last five years, would you say that flying is... Base: All who have flown from a UK airport in the last 5 years. Savanta

(n=2933)
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Approaching one in five passengers
found some aspect of their last flight

T~

///

stressful R raqqage hall®
MDEFSH Arrivals hallL
Found aspects of last flight stressful L B [ ]
Showing % who say the following ' : - T fer T
ounges 25-52 Trans erp\\ o

pnly

18%

“No one had any idea what was happening. I
asked numerous members of staff what was
going on and they had no idea.”

“All the shops were closed. There was
nothing to do so we were sitting idle. Also the
departure area was closed so it was very
stressful.”

“The airline abandoned us and left us stranded so

= Yes = No we had to find hotels flights and it was expensive.
We had to pay around £4000 extra to come
% Yes home.”

Approaching a quarter (23%) of those who have flown since the pandemic
started say that there were aspects of their flights that they found stressful,
this is 7 percentage points higher than those who flew in the months before

Within last 12 months Since the pandemic started the pandemic (16%).
(pre-pandemic)

................................................................................................................................................................................................................................................................................................

Q24. Were there any aspects of your last flight that you found particularly stressful? If so, what were they? Base: All respondents who have flown in the last 12 months Savanta
(n=1360)



Two thirds of passengers

had no travel problems

in their most recent

flight

The proportion of passengers who
say they had no travel problem has
risen by 9 percentage points from
56% in Wave 8 to 65% this year.
Long queues/crowding at the
airport remains the largest issue
for recent flyers, but ultimately is
down from Wave 8 (17% to 11%).
Three quarters (75%) of Northern
Irish passengers say they had no
travel problems.

Long queues/crowding in the airport

Delay taking off after boarding the aircraft

Delay or long wait for luggage

Flight delay of up to 2 hours

Delay at immigration

Flight cancelled

Made to disembark aeroplane through no fault of your own
Loss or damage to luggage

Flight delay of at least 2 hours but less than 3 hours

Flight diverted

Airline refused to let you board even though you got to the
gate before it closed

Flight delay of 3 hours or more

Unscheduled stop

Other travel problems that caused an inconvenience or
annoyance

Don't know/can't remember

Experience of recent flight issue(s)

All who have flown in the last 12 months

11%
7%
7%
5%

5%

4%

29 None — no travel
problem

2% 65%
2%

A
2%

N

Age 35-54 71%; 55+ 72%

A N. Ireland 75%

2%
2%
2%
2%

2%

................................................................................................................................................................................................................................................................................................

Q30. During this most recent journey, did you experience any of the following issues? Please count onward and return flights and any transfers as one journey. Base: All
those who have flown in the last 12 months (n=1360)

Savanta



Three in five passengers say they were informed about the cause
of travel issues, with their airline the most common source of

this information

Three in five (59%) passengers who
experienced issues say they received
information on the cause of their travel
issue when flying in the last 12 months.
A third (35%) say they did not receive
information, down 4 percentage points
from Wave 8.

Of those who did receive information,
approaching three in five (56%) say
they received this information from the
airline, while just under half (46%) say
they received this information from the
airport.

..................................................................................................

Receiving information on travel issues

Receiving information on the Source of information

fthei ( ) All who have flown in the last 12 months and
cause o € 1ssuels experienced travel issue(s) and received

All who have flown in the last 12 months and information
experienced travel issue(s)

56%

46%

» NET: Informed
= No
= Don't know / can't remember

4%

I was informed by I was informed by I was informed by
the airline the airport someone else

..............................................................................................................................................................................................

Q31. Were you informed of the cause of the issue(s) you experienced on your most recent journey? Please count outward and return flights and any transfers as one journey. Base: All who S .
49 have flown in the last 12 months and experienced travel issues (n=447) Base: All who have flown in the last 12 months and experienced a travel problem excluding ‘No’ and ‘Don’t know / avanta

can’t remember’ responses (n=263)

1



The proportion of passengers who say
that they were informed of the cause of
their issue has risen significantly since
before the pandemic

Receiving information on the cause of the

issue(s)
All who have flown in the last 12 months and experienced travel issue(s)

i)

%
49%
0,
41% 16% 39% 39%

V%

6% %
4% 4% 4% 5/
[ o - ® 0
Oct-18 Apr-19 Nov-19 Nov-20 Nov'20

—o—Net: Informed —e=No =—e—Don't know /can't remember

................................................................................................................................................................................................................................................................................................

20 Q31. Were you informed of the cause of the issue(s) you experienced on your most recent journey? Base: All who have flown in the last 12 months and experienced a Savanta
travel problem (November 2020 n=447; November 2019 n = 843, April 2019 n = 349, Oct 2018 n = 508)



A majority of passengers who experience flight delays are
satisfied with how the issue was handled

Satisfaction with how each travel issue was handled

All who have flown in the last 12 months and experienced a travel problem, excluding ‘Don’t know’

responses

Half (51%) of passengers who H Very satisfied m Fairly satisfied
had a ﬂlght delay say they were Neither satisfied nor dissatisfied Fairly dissatisfied NET: NET:
satisfied with how the issue was m Very dissatisfied = Don't know Satisfied Dissatisfied
handled.

Flight delay 51% 31%
However, at least half were
dissatisfied with how flight Flight cancellation 41% 51%
cancellations, delays at

immigration and long queues Delay taking off after boarding
and crowding in airports (51%, the aircraft
53% and 50% respectively).

Lt 36%  39%

L3t 33% 49%

Delay or long wait for luggage EE&A 22%

Delay at immigration [{¥2 22% 32% 53%

25%

Long queues/crowding in airport JEEMZE L0/ 190% 378l 50%

Showing bases n=50+

................................................................................................................................................................................................................................................................................................

Q32. How satisfied or dissatisfied were you with the way your travel issue was handled overall / with the way each of the following travel issues were handled overall? Base: Savanta
51 All who have flown in the last 12 months and experienced travel issues excluding ‘Don’t know’ responses (n=51-154)



Poor communication and lack of information remains by far the
biggest issue of dissatisfaction for passengers

Reasons for being dissatisfied with the way a travel issue was handled
All who have flown in the last 12 months, experienced a travel issue(s) and were dissatisfied with the outcome

A third (33%) of |
(33 o) Poor communication/ Nobody informed/ No %
passengers say that poor information provided/updated 337%
communication is the 7
reason for their Long waiting times/ Long queues 18%
dissatisfaction when ]
Fleahng Wlth a tr'avel Flight delays/cancellations 12%
issue. This remains the |
tOp issue and has Casual/ignorant attitude of airlines/ No action 9%
. . (1]
remained the top issue for taken
the last three waves of the |
aviation tracker No other issues/ Good 5%
Not enough staff 5%
Poor customer cag(;:l/h I;glellslsistance offered/ 4% Showing results 4%+
5o Q33. Why were you dissatisfied with the way your flight issue was / fight issues were handled? Base: All who have flown in the last 12 months, experienced a travel Savanta

problem, and were NET: Dissatisfied with the outcome (n=195). N.B. Chart excludes code ‘flight delays/cancellations’.



The majority of passengers who had experienced a travel problem were
satisfied with measures taken in terms of their flight issues

Satisfaction with the different aspects of flight issue(s)

All who have flown in the last 12 months and experienced a travel problem

m Very satisfied  m Fairly satisfied Neither satisfied nor dissatisfied
Approaching three in
five (58%) passengers
who had travel
problems were satisfie
with the amount of
information, up 4

percentage points from

NET: Satisfied 58%

Information and updates provided
d | toyouor other passengers on the
situation

NET: Satisfied 55%

Arrangements made to look after

wave 8.
you or other passengers such as
. . _ providing vouchers for food/drink,
Satisfaction with accommodation and alternative

arrangements made to travel arrangements

look after them (49% to
55%) or the outcome of
their complaints (47%
to 52%) have both
increased from Wave 8.

NET: Satisfied 52%
Outcome of any complaints you
made to the airport, airline or
holiday company about the travel
issue

Fairly dissatisfied

m Very dissatisfied NET: S atisﬁed
Within Since the
last 12 pandemic

NET: Dissatisfied 23% months  started

9%

NET: Dissatisfied 24%

13%

NET: Dissatisfied 21%

10%

................................................................................................................................................................................................................................................................................................

Q34.How satisfied or dissatisfied were you with each of the following aspects in terms of your flight issue(s)? Please select one answer for each statement. Base: All who
have flown in last 12 months and experienced a travel problem, excluding 'Don't know' and 'Not applicable/Not required' responses (n=305-418)

Savanta



Passengers who made a complaint about a travel experience are more
likely to be dissatisfied than satisfied with how fairly they were treated or
how well informed they were kept

Just two in five respondents say they
were satisfied with the helpfulness of

respectively).

excluding ‘Too early to say’ and ‘Don’t know’ responses NET: NET:

. . . e etion
people deahng with the complalnts or m Very satisfied m Fairly satisfied = Neither satisfied nor dissatisfied = Fairly dissatisfied m Very dissatisfied satished - Dissatisfied
the speed of response to the
complaint (42% and 41% How helpful and friendly the 42% 38%

people dealing with your s O 070 (40%/.46%) (43%/25%)
complaint were T
Dissatisfaction with how complaints The speed of response to your 15% 26% 41% 41%
. . : 0 0 () N N
were handled has risen sharply in complaint (39%/46%) (46%/29%)
these complaint metrics since Wave S
8, with how helpful and friendly the Redress offered (including but - sy 5 o 38%  33%

. not limited to financial 12% 26% 24 % Sor o
complaint handlers were and redress compensation) (38%/37%) (35%/26%)
offered being the only metrics where

: ) (V)
respondents are more likely to be How faitly you were treated PRI A4 ( 3/3/0 bl % )
satisfied than dissatisfied. 347 427
Respondents who have flown since o Linformed

. . ow well informed you were o 0
the pandemic started are half as likely 1yt in relation to the progress W3 % o % )
to be satisfied than those who flew in  or resolution of your complaint ° 477
the months before.
Q35. Thinking more specifically about any complaints you made to the airport, airline or holiday company about the travel issue, how satisfied or dissatisfied were you with each of the following Savanta

Satisfaction with how complaints were handled

All who have flown in the last 12 months, experienced a travel issue and complained,

aspects? Base: All who have flown in the last 12 months and made a complaint about a travel issue(s) excluding ‘Too early to say’ and ‘Don’t know’ responses (n=102-106)



Dissatisfaction with complaint handling has risen across all metrics

since November 2019

Satisfaction with complaint handling - Tracking

Helpfulness and friendliness of
people dealing with complaint

58%

57%
53% 50%

April Oct'18 April Nov'i9 Nov'20
'18 '19

Oct '16 Mar '17 Oct '17

NET: Satisfied

NET: Dissatisfied

Houw fairly you were treated

57%

% 53%

The speed of response to your
complaint

58%

55%

41%

Oct 16 Mar '17 Oct '17 April 18 Oct '18 April '19 Nov '19 Nov'20

Redress offered

49% 50% o5

44%

Oct 16 Mar '17

Oct '17 April '18 Oct '18 April '19 Nov '19 Nov'20

Kept well informed about

progress or resolution
56%

46% 51%

39%
34%

Oct '16 Mar '17 Oct '17 April '18 Oct '18 April '19 Nov '19 Nov'20

................................................................................................................................................................................................................................................................................................

55 Q35. Thinking more specifically about any complaints you made to the airport, airline or holiday company about the travel issue, how satisfied or dissatisfied were you with each of the following

Savanta

aspects? Base: All who have flown in the last 12 months and made a complaint about a travel issue(s) excluding ‘Too early to say’ and ‘Don’t know’ responses (n=102-106)



Accessibility
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experience
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Just under half of people flying with a disability or health condition
find difficulty in accessing and using airports or flying

Disability/health condition  Difficulty in accessing/using

Showing % who have a disability airports or ﬂying
All who have a disability

Prefer not Prefer not
to say to say
2% 2% Difficulty in accessing/

using airports or flying
(% saying yes)

Within Since the
last 12 pandemic
months started

Q6. Do you have any disability or health condition that limits your day-to-day activities? It could include a physical disability or health condition (e.g. affecting your movement, balance, vision or hearing) or a non-physical disability or S avanta

57 health condition (e.g. affecting thinking, remembering, learning, communications, mental health or social relationships). Base: All respondents (n=3504)
Q7. Does your disability or health condition make accessing and/or using airports or flying difficult?/ Would your disability or health condition make accessing and/or using airports or flying difficult? Base: All who have a disability (n=661)



Since the pandemic, disabled
respondents are less likely to have

difficulty at airports or when flying

Difficulty in accessing/using airports or flying
Showing tracking since April 2018

9% % 1) ")
52 0 57F0 ﬁ % 56% 52% 55%
% % % /4:;"/
% 42 42 42 =<7 6
41F0 —e . o . ; 48% T
Apr-18 Oct-18 Apr-19 Nov-19 Nov'20 Nov'20

—o—Yes =—o=No

For the first time since the aviation tracker began, disabled respondents are more likely to say they do
not have difficulty in accessing or using airports or flying, than they are to have difficulties.

The proportion of respondents with a disability who say their disability makes accessing and/or using
airports or flying difficult has dropped by 9 percentage points from 12 months ago (52%), to since the
pandemic started (43%).

................................................................................................................................................................................................................................................................................................

Q7. Does/Would your disability or health condition make accessing and/or using airports or flying difficult? Base: All respondents who have a disability (April 2018 n= Savanta
734; October 2018 n= 945; April 2019 n= 875; November 2019 n= 821; November 2020 n=661)



Over half of passengers with disabilities say that their disability
is hidden

Physical or non-physical disability
Approaching half (4 5%) of All who have a disability (online only)

passengers with a disability say
that their disability is a physical
one, compared to three in ten

(31%) who say that it is a non- .
physical disability. 45% 31% 22% 3%

® Physical ® Non-physical Both Prefer not to say

Three quarters (76%) of

respondents say that their Hidden or non-hidden disability

disability is either hidden or All who have a disability (online only)

both hidden and non-hidden, . .

meaning that for many, their ® Hidden Non-hidden Both ® Prefer not to say
disabilities may not be easily

................................................................................................................................................................................................................................................................................................

Q8. Would you classify your disability or health condition as physical, non- physical or both? By physical we mean something that affects your movement, balance, vision or hearing etc. By non-physical, we mean something that affects your thinking,

remembering, learning, communication, mental health or social relationships. Base: All who have a disability, - online only (n=582) Savanta
59 Q9. The UK Aviation Regulator works to ensure that people with all kinds of disabilities receive the support they are entitled, including those with disabilitieswhich could be described as ‘hidden’ as they are not outwardly visible. Would you consider

your disability to be a hidden or a non-hidden disability? Base: All who have a disability - online only (n=582)



Disabled passengers who have non-hidden or physical disabilities
and health conditions are more likely to have difficulties in accessing
or using airports or flying

Difficulty in accessing/using

airports or flying
All who have a disability

Hidden
& Non-
hidden

Prefer not Hidden

to say

20

E

Physical
& Non-
physical

Non-
physical

................................................................................................................................................................................................................................................................................................

Q7. Does your disability or health condition make accessing and/or using airports or flying difficult?/ Would your disability or health condition make accessing and/or Savanta
using airports or flying difficult? Base: All who have a disability (n=661)



One in five disabled respondents say
they expect to fly more in the next 12
months, the same proportion say they
expect to fly less

Expectations of flying compared

to the last 12 months
All who have a disability

® More ©~ Same amount/ nochange ®Less © Don’t know

Approaching half (46%) of disabled respondents expect that their level of flying will remain
the same in the next 12 months compared to the past 12 months, while one in five (20%)
thinking they will fly more and the same proportion (20%) believing they will fly less.

................................................................................................................................................................................................................................................................................................

Q1o0. In the next 12 months, do you expect that you will fly more, the same amount or less compared to the number of times you have flown over the last 12 months. Savanta
Base: All respondents who have a disability (n=661)



Two thirds of disabled flyers who have
a disability which makes accessing or
using airports difficult think they
would need specific assistance from
the airport or airline when flying

Would assistance be required
Showing % who say the following

8

Wi
Tw—

" Yes
= No
Prefer not to say

................................................................................................................................................................................................................................................................................................

Q11. Does your disability or health condition mean that you would need or think you would need specific assistance from the airport or airline when making a flight? Savanta
Base: All those who have a disability which makes accessing/using airports or flying difficult (n=318)



Nine in ten recent flyers did not require special assistance on their
most recent flight

Assistance required
Though the majority (88%) of flyers did Showing % of recent flyers or someone in their party who required assistance
not need any special assistance, of those
where assistance was needed, approaching
three in five (58%) needed assistance for
themselves, while 46% needed assistance
for someone they were travelling with.
These figures are relatively unchanged
from Wave 8.

Don't know
/ prefer not
to say, 1%

58%
Yes, I
required
assistance

46%

Yes, I was
travelling with
someone who
required
assistance

Q18. Did you or anyone in your party have a disability or health condition that meant you required some assistance from the airport or airline on this occasion? Please continue to think about S t
63 both the outward and return flight. Base: All who have flown in the last 12 months (n=1360) Base: All who have flown in the last 12 months, excluding 'No' and 'Don't know/prefer not to say’ avanta
responses (n=156)



The point where the flight was being booked continues to be the most
likely time where assistance is requested

Point during booking process when assistance was
requested

. . All who have flown in the last 12 months and required assistance
Two in five (41%) respondents f 1

say they requested assistance at
the time of booking the flight. A
similar proportion needed

. . 41%
assistance before booking the
flight and after booking the
flight (19% and 18%
respectively). 19% 18%

16%
%
4 1%
At the time of Before booking the After booking the On the day/during I did not request Prefer not to say
booking the flight flight flight the journey assistance
64 Q26. At what point during the booking process did you request assistance for your journey? Base: All those who have flown in the last 12 months and required Savanta

assistance (n=156)



For a third of those who had flown and needed assistance, their most
recent flight was the first time that they had requested assistance

Was this the first time you had ever requested assistance
when flying from a UK airport?

All those who have flown in the last 12 months, required assistance and requested it

A third (35%) of those who had
flown from a UK airport and
needed assistance said that that
experience was their first time,
dropping 12 percentage points

6 1 es, this was the first time 6
from the 47% recorded in Wave Yes, th the first t 35%
8.
] 3 (0) . . .
Two in five (42%) say that they No - the first time I received assistance 20
had received assistance for the was in the past three years 427
first time in the last three years,
while one in five (20%) say they
received assistance for the first No - the first time I received assistance 20%
(V]
time more than three years ago. was more than three years ago
Don't know/can't remember I 3%
B Q27. Was this the first time you had ever requested assistance when flying from a UK airport? If not, when did you first receive assistance? Base: All those who have flown in  Gauanta.

65 thelast 12 months and requested assistance (n=147)



Three quarters of passengers who have received assistance are
satisfied with the overall assistance received

Satisfaction with the services received at each point of the
journey

All who have flown in the last 12 months and received assistance for their last journey,
excluding ‘Don’t know’ and ‘Not applicable’ responses

Very satisfied m Fairly satisfied = Neither satisfied nor dissatisfied = Fairly dissatisfied ® Very dissatisfied NET NET
Recent flyers have good - . _NE
Satisfied Dissatisfied
satisfaction scores and low When pre-booking the assistance (i.e. o ° I ..
1 1 1 1 before travelling to the airport) 59% 29% ¢ 1% 88% 3%
dissatisfaction for a variety of g P
eleme.nts in their ﬂlgh.t With seating on-board the aircraft 43% 39% I 2% 81% 5%
experience, where assistance
has been needed, with nearly At the UK departure airport 48% 30% E 2%  78% 6%
nine in ten (88%) being
satisfied when pr e-bookin g The assistance you received overall 39% 37% ’ 1% 5% ~%
assistance and four in five At your destination airport 46% 29% % % 11%
o ) ) : 75
(81%) satisfied with seating
_ . During the flight on your outbound o o o
on-board the aircraft. nd Jor retarn journey 47% 28% §% 5% 8%
Carriage of any special items (e.g. o o o o
medicine, mobility aids) 43% 29% f 2% 72%  10%
At the arrival airport back in the UK 41% 30% H5% 71% 10%
At the departur(; (iig)lz;t on your return 36% 35% . 6% ~0% 14%
m";;""555'3'.'}55{&';;{%};}5{(;5& dissatisfied were you with the service you received at each of these points in the journey? Base: All who have flown in the last 12 monthsand . Savanta-

requested assistance (excluding DK and NA responses) (n=116-147)



Satisfaction levels have decreased in most metrics compared to the previous wave.
The exceptions are in pre-booking assistance and seating on-board the plane

Satisfaction with the services received at each point in the journey —

Tracking
% Satisfied (NET)
When pre-booking assistance At UK departure airport During flight
88%
85% 86% 0
82% 2 83% 819
88% 1% 81% 82% 9
% 6 77% 81% o 79/077% ~8% 74%81/0
0,
78% 75%
‘obx\d\‘b%qqo ‘obx\d\%%qqo O b A W\ W ® WO WO O
NN e SN W \ \/ Q/ NN e SN W \/ \/ «Q, NN > SN W NN
*c’}*c’%%’* *c’}‘c’%%’* $ & @& & D & A Q&
FIF I FH ISP FIFITFH ISP T F O T
. . C g Departure airport on return
Seating on-board Carriage of any special items p jour%:z ey
81% 83% 81% 81%
81%
75% 79% " 78% 77%
70% 72% 71% 70% 69% 71% 69%
72% 70%
{N‘o {&‘o *‘\f\ \\,4\ \\,3’ '\C,b ‘\9 ,\,o, (7,0 {'\(,o \\"\(,0 *\f\ \\'\i\ \\'83 Q‘S’ "\\\9 4\\0’ 4\0,0 {'io \\"\(,o *\f\ {\(\\\(,b \'87 \o’ ,\,o, \‘}O
) ™ ™ * ) ) N
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At destination airport

85%
82%
%
8% 6%
67%
7 75%
O o W\ 0 WRQ® Q WO WO P
N N R % AR RN B B
S & S & g &N & Q
P OF O O s <
At arrival airport back in UK
79% 79% 80%
73% 74%
71%
’_\*N(O {40 {'\f\ ’£<\ ,\\’8’ &\\(,b \\o’ N &f}o
) ) N
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67 Q28. How satisfied or dissatisfied were you with the service you received at each of these points in the journey? Base: All who have flown in the last 12 months and requested

assistance (excluding DK and NA responses) (n=116-147)

Savanta



At least three in five disabled passengers have positive expectations of
how their flying needs will be dealt with

Expectations among disabled passengers for service when flying

All who have a disability and have flown in the last 5 years

NET
Two thirds ( 68% ) of dis abl ed m Strongly agree mTend to agree = Neither agree nor disagree = Tend to disagree m Strongly disagree m Don't know Agree
. 4%
passengers who ha\{e flown in the I will be given all the assistance I need during the 68%
last 5 years agree with the statement journey '
that they will be given all the
assistance they need during the 2%
ourne I will be treated with dignity and respect 67%
J Y- throughout my journey
Though it records the lowest net 3%
agreement score, two in five (39%) My assistance needs will be understood and 64%
disabled passengers s Hll s trongly passed on to the airport and airline
agree that they will be given the 4%
Opportunity to ask for assistance I will be provided good quality information about 63%
when making their booking. the assistance I will receive ahead of the journey
7%
I will be given the oppqrtunity to ask for b 62%
assistance when making my booking
0% 20% 40% 60% 80% 100%

.........................................................................................................................................................................................................................................................................................

NET
Disagree

10%

10%

8%

14%

17%

.......

Q36. To what extent do you agree or disagree with each of these statements about how your disability or health condition needs will be dealt with if and when you next choose to Sgqvanta

68 fly? Base: All those who have a disability and have flown in the last 5 years (n=229)



Aviation and
the
Environment

Savanta:
ComRes




UK adults are more likely than ever before to say they think about the
environmental impact when travelling by air, or that they would pay
more to reduce the environmental impact of flying

Environmental attitudes Environmental attitudes — NET: Agree
All respondents over time

u NET: Agree ® NET: Disagree

50% - o
| 9% 37/
40% 08% 30% 31&21——-
When deciding whether to travel b 30% - 21% 22% 22% 22%/- ) )
iding w vel by n n n
air, I think about the impact of flying 31% 20% | °
on the environment 10% -
O% T T T T T T T T 1
Mar '16 Oct '16 Mar '17 Oct't7 April Oct'18 April Nov'19 Nov'20
] 18 '19
50% -
0 6%
40% 1 28% 20% 31% 34% 7
9% - o) 24%
I would pay more for flight tickets to 307 2W.
reduce the environmental / or noise 20% -
i t of flyi
impact of flying 10% -
0% ‘

Mar '16 Oct '16 Mar '17 Oct't7 April Oct'18 April Nov'19 Nov'20
18 '19
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70 Q12. Below are various statements about travelling by air. Please tell us to what extent you agree or disagree with each of the statements. Base: All respondents (n=3504) Savanta



Cost of flight is the most important factor for many when choosing
which flight to book, while just one in six rank CO2 emissions in their

top 3 factors
Importance when choosing a

Shguli?gl;:)tagl 2;);:};{8 Four in f.ive (79%) ?espondents rgnk
mTop1 =Top 3 cost of flight in their top three, with
two in five (43%) placing it as their
79% top factor when choosing a flight to
72% book.
61%

Just one in twenty (5%) say CO2
emissions are their top ranked

43% 42% factor, with one in six (16%) placing
o it in their top 3. However a quarter
27% 29% (27%) of those aged 18-34 place CO2
16% emissions in their top 3 ranked
10% 8% ~% =% factors.
H ] ] -
Cost of flight Departure Departure Length of Airline brand CO2
airport  time/arrival flight time emissions
time

................................................................................................................................................................................................................................................................................................

71 Q37. Please rank the following factors in terms importance to you when choosing a flight when booking. Base: All online respondents (n=3004) Savanta



A quarter of respondents say the first
thing they think of when they think of
“environment” in the context of
aviation is air pollution/pollution

Associations with environment in aviation

Showing responses mentioned in at least 5% of responses

Air pollution / pollution
Co2 emissions 18%

Noise pollution

Emissions
Fuel 9%
Carbon footprint 8%
Air quality 7%
Bad for / damage to the environment 6%
Greenhouse gases / ozone layer 5%
Animals / wildlife / nature 5%
Amount of fuel used 5%
Climate change / global warming 5%
L Q38. When you think of the term environment'in the context of aviation, what are the first things that come o mind? Base: All respondents whogavean | Savanta:

answer(n=2131)



Thoughts on the environment in the context of aviation highlight the
prominence of negative effects

GlOb al S Many respondents think about the negative effects
EnVlronment of aviation on the environment, with outputs such
S \mo as emissions, pollution, carbon and noise taking

m s‘,fety\]wll)dhfe o centre stage.
Noise? >,

" BadDioride g = Q By contrast, associations with efforts made to
11 s tackle these effects are not at the forefront. This
- 1 O ng‘ highlights low levels of awareness among the
r £ Ch ‘ﬁge O public about what measures aviation is taking in
Oﬁts

)Zon e ®Planet j 5= ‘ 1
Foot TintAay
Effcent pD Aiage’ 1 =Flight the context of the environment.
41 Sage Pe pl S FomltF ess & /l/‘ Planesﬁ

%6, G()()(

Consu muo ( asess sty

G h 1.. T1 ees
reenhous l*
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Q38. When you think of the term 'environment' in the context of aviation, what are the first things that come to mind? Base: All respondents who gave an Savanta

answer(n=2131)



Verbatim comments on ‘environment’ in the context of aviation

1 - Air pollution /
pollution

*Verbatim responses for those coded as answering ‘emissions’ (the joint 34 highest answer) are not shown, as the vast majority of these
respondents simply wrote ‘emissions’ as their answer.

2 - CO2 emissions =3 - Noise pollution 5 - Fuel*

Comments on CO2 emissions covered a range of topics, including general mentions of CO2 emissions as well as
positive efforts by the aviation industry to combat these. Comments relating to noise pollution and fuel were almost
entirely around their negative effects.

Q38. When you think of the term 'environment' in the context of aviation, what are the first things that come to mind? Base: All respondents who gave an Savanta
answer(n=2131)



The majority of respondents want more environmental information,
and to be shown by the airlines what they are doing to reduce

aviation carbon emissions

Agreement with Environmental statements

Showing % who agree with the following N NET:

Agree Disagree
m Strongly agree = Tend to agree © Neither agree nor disagree " Tend to disagree m Strongly disagree ™ Don't know

2%
Airlines should demonstrate to the public what measures they take to reduce 1% A% 69% 2%
carbon emissions 2 30:) '
People should be made more aware of the impact of aviation to the 29
environment = 4% 66% 8%
I think passengers should be made aware, when booking a flight, whether o o
they will fly on a relatively less or more pollutive aircraft = 2% - 60% 11%
When it comes to aviation, the industry thinks about commercial arguments 58% 2%
before environmental arguments = 5% =
People should be allowgd to fly if they want to, even if this might have a A% 52% 15%
negative impact on the environment
I am more concerned about carbon emissions caused by aviation than I was 52% 19%
five years ago 23% 7% 27
COVID-19 has made me more aware of the environmental impact of flying 44% 26%
I am willing to accept more noise from flights paths above where I live if it has ° S O
an environmental benefit 41% 23%
The aviation industry doing is enough to tackle carbon emissions 10% 12% 28% 28%

Respondents are divided on whether the aviation industry is doing enough to tackle carbon emissions, with the same
proportion agreeing and disagreeing (28%). UK adults appear to want more information on this, with seven in ten (69%)
agreeing that airlines should demonstrate what measures they are taking and two thirds (66%) agreeing that people should be
made more aware of the impact of aviation to the environment. A majority (52%) of respondents say they are more concerned
about carbon emissions caused by aviation than they were 5 years ago.

................................................................................................................................................................................................................................................................................................

75 Q39. To what extent do you agree or disagree with each of the following statements? Base: All respondents (n=3504) Savanta



The proportion of passengers not
flying due to environmental concerns
has dropped slightly since November
2019

Showing % of those who have not flown in the
last 12 months because of concerns about the
environment/carbon footprint

7%
5% 4%

1 A

Apr-18 Oct-18 Apr-19 Nov-19 Nov-20

In wave 8 of the aviation tracker, 7% of respondents who had not
flown in recent memory did so because of the environment or
carbon footprint concerns. This figure has dropped since then, with
this slight decrease potentially being attributable to the
manifestation of fears about COVID-19, and the limitations placed
on the public meaning many could not fly at all.

................................................................................................................................................................................................................................................................................................

Q5. Why have you not flown within the last 12 months/in the last few years/never flown? Base = All those who have not flown recently n=1,533 (wave 5); All those who S ¢
76 have not flown recently n=1,589 (wave 6); All those who have not flown recently n=1,615 (wave 7); All those who have not flown recently n=1,460 (wave 8); All those who avanta
have not flown recently n=2,144 (wave 9)



For tickets that cost up to £500, almost half say they would be willing
to pay extra on top of their ticket price if a charge was levied to help
tackle the environmental impact of flying

If my ticket cost £50

If my ticket cost £150

If my ticket cost £500

If my ticket cost £1000

Willingness to pay extra to tackle climate change
Showing % who say the following

Prepared to pay extra: 64%

36%

21% 7% 6%

Prepared to pay extra: 60%

40%

18%

7% 3%

Prepared to pay extra: 48%

52%

59%

13% 4%29

Prepared to pay extra: 42%

10% 4%3%

® [ would not be prepared to pay anymore on top of my ticket price

1-5% on top of my ticket price
¥ 6-10% on top of my ticket price
B 11-15% on top of my ticket price
® More than 15% on top of my ticket price

How much more?
(avg. excl. zero)

£3.67

£9.70

£29.88

£62.18

Two thirds (64%) of
respondents say they
would be willing to
pay extra on top of
their standard ticket
price to help tackle
the environmental
impact of aviation if
the ticket costs £50 or
less. This proportion
decreases to 42% if
the ticket were to cost
£1000 or more.

................................................................................................................................................................................................................................................................................................

Q40. How much more, if anything, would you be prepared to pay on top of your standard ticket price to fly if a charge was levied to help tackle the environmental impact
of flying? Base: All respondents (n=3504)

Savanta



Of those who would not be willing to
pay extra to fly, the main reason is that
they consider flying to already be
expensive and can’t afford to pay extra

Reasons to not pay environmental levy
Showing % who say the following

70%

28%
22%

11%

6% 6%

Flyingis = Idonottrust Ithinkthere Ithinkthe Ido not think Other

expensive and the airlinesto  are better environmental the
Idon't want do anything solutions to impact of environmental
to/can't pay  worthwhile tackling flying has impact of
more forit with the extra aviation's been flying is
money effects on the exaggerated  important
environment
78 Q41. What is the reason why you would not be willing to pay extra for your ticket? Base: All who would not be willing to pay for an extra ticket if a chart was levied to help Savanta

tackle the environmental impact of flying (n=2201)



Approaching half of respondents would like to see information about
the measures that airlines take to offset their carbon emissions

Environmental information shown when booking a flight The majority (75%) of respondents
Showing % who say the following would like to see multiple sources
44% of environmental information
39% when booking their flight.
35% 34%
Among the 25% of respondents
27% 26% who selected just one option, the
029 information most desired is on the

measures that an airline is taking
to offset its carbon emissions
(26%). This is followed by ‘how
the environmental impact of my
flight compares with other modes

1%
of transport’ and ‘how the

The measures How the Howthe  The difference I The additional The noise level Other I don't want environmental impact of my ﬂight
that an airline environmental environmental make tothe environmental of my plane any . s 12 s 0
takes to offset impact of my impactofmy environment impact of when it takes information on compar.es with other airlines (17/0

its carbon  flight compares flight compares when flying at  checking in off the respectlvely) .

emissions with other with other  specific times  extra items environment

airlines modes of  of the day/year when booking
transport flights
Q42. What, if any, information about environmental issues would you like to see when booking your flight? Base: All respondents (n=3504) / Q42. What, if any, Savanta

information about environmental issues would you like to see when booking your flight? Base: All respondents who selected one option (n=851)



Respondents are split between wanting each airline to individually
publish environmental information and having it all in one place

Approaching two thirds (63%) of

Preference for environmental information when respondents would like multiple ways to
booking access environmental aviation
Showing % who say the following information.
I would like each airline to publish environmental )
information on their website so I can access it whenever I 43% Two in five (43%) respondents say they
want would like each airline to publish
I would like to see a comparison of environmental environmental information on their site
information between all airlines available in one place, 42% .
which I can aceess whenever I want so they can access it when they want.

. s . o
I would like to see a comparison of this kind of information A similar proportion (42/0) Say they

between all airlines to be clearly visible on the website 35% want all the information in one place.
where I'm making my booking

I would like for environmental information to be made These are also the top two options
clearly visible by the specific airline I'm planning to make a 25% among the 37% of respondents who

booking with, towards the end of the booking process .
& &P selected only one option, (35% and 31%

I would like to receive environmental information with my respectively).

booking confirmation, after I've made my booking

................................................................................................................................................................................................................................................................................................

Q43. If environmental information was available to you when booking flights, how would you like to access this information? Base: All respondents (n=3504)/ Q43. If S ¢
80 environmental information was available to you when booking flights, how would you like to access this information? Base: All respondents who selected one option avanta
(n=1309)
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