
Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

105-5253741159910251520137-4040Male
45%17%-17%52%30%26%40%20%29%45%45%33%45%36%34%45%58%-100%40%

122352423620643611111930273915559-59Female
55%79%100%80%48%60%74%60%80%69%55%55%63%54%64%66%52%42%100%-59%

---------------------Non-binary
---------------------

---------------------Other (specify)
---------------------

-1-1-1---1--11--1---1Prefer not to say

-3%-3%-10%---2%--3%2%--3%---1%
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Absolutes/col percents

Table 1

SQ1. Would you describe yourself as male or female, or do you identify in another way?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

---------------------18-24
---------------------

---------------------25-34
---------------------

---------------------35-44
---------------------

-1-1-1---11---1--1-1145-54
-3%-3%-10%---2%5%---2%--8%-3%1%

32235-411641465--11561155-64

14%7%40%10%10%-15%10%20%12%20%5%13%11%12%--92%8%15%11%

56161834221148111613-29-15132965-74
23%21%20%20%38%30%15%20%40%21%20%40%37%29%31%-100%-25%33%29%

1420220256197234111115342359--39205975+
64%69%40%67%52%60%70%70%40%65%55%55%50%61%55%100%--66%50%59%

74.8275.6670.6075.2774.2373.6076.4474.8071.2075.0873.1075.3572.7074.7174.0580.0369.7960.0875.9772.9074.67Mean

7.019.037.679.127.619.868.317.226.348.2210.006.287.146.958.883.832.784.087.328.517.91Standard deviation

1.501.683.431.671.103.121.602.282.841.142.241.401.300.931.370.500.521.180.951.350.79Standard error
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CAA Delays Survey
CATI Fieldwork : 24th March - 3rd April 2025

Absolutes/col percents

Table 2

SQ2. Age

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

1727528329248445201816492748227453177Yes
77%93%100%93%67%90%89%80%80%87%100%90%53%88%64%81%76%58%76%78%77%

52-21613217-214715117514923No
23%7%-7%33%10%11%20%20%13%-10%47%13%36%19%24%42%24%23%23%
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Absolutes/col percents

Table 3

SQ3. In the event of a major travel disruption (such as a significantly delayed or cancelled flight), would you normally be able to easily access sufficient funds (e.g.

through a credit / debit card, cash, etc) to cover unexpected costs as a result of the disruption? This could include reasonable expenses such as a meal in the airport,
a hotel if your flight is delayed overnight, etc.

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

1217217245202229111515341830158331953Online banking or
55%59%40%57%50%50%74%20%40%56%55%75%50%61%43%51%52%67%56%48%53%paying bills online

131631718418533015910321526166301848Find information for
59%55%60%57%38%40%67%50%60%58%75%45%33%57%36%44%55%50%51%45%48%your leisure time

including cinema, live
music, theatre, museums

8153161741334248612231827113291141Look online for public
36%52%60%53%35%40%48%30%80%46%40%30%40%41%43%46%38%25%49%28%41%services information on

government sites

58181338111374614121862141226Pay online for your
23%28%20%27%27%30%30%10%20%25%35%20%20%25%29%31%21%17%24%30%26%council tax or for

another local council
service

59-911392-1453711131753141125Complete government
23%31%-30%23%30%33%20%-27%25%15%23%20%31%29%17%25%24%28%25%processes online

48281218121265512111167121224Watch TV programmes /
18%28%40%27%25%10%30%10%40%23%30%25%17%21%26%19%21%58%20%30%24%films / content online

461611262-103410147156-16421Sign an online petition

18%21%20%20%23%20%22%20%-19%15%20%33%25%17%25%21%-27%10%21%or use a campaigning
website

-2-23-2--2-121441-5-5Listen to live, catch-
-7%-7%6%-7%--4%-5%7%2%10%7%3%-8%-5%up or on-demand radio

through a website or
app

-223-12--33--21--3213Finding / downloading
-7%40%10%-10%7%--6%15%--4%2%--25%3%3%3%information for work /

business / school /
college / university

----3-----1-1121-2123Use streamed audio
----6%-----5%-3%2%5%2%-17%2%5%3%services
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CAA Delays Survey
CATI Fieldwork : 24th March - 3rd April 2025

Absolutes/col percents

Table 4

SQ4. Which, if any, of these activities do you do online?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

----2------2-1111-112Watch or post
----4%------10%-2%2%2%3%-2%3%2%livestream videos

---------------------Look at job
---------------------opportunities or apply

for a job online

421282-4-61247695-7714None of the above

18%7%20%7%17%20%-40%-12%5%10%13%13%14%15%17%-12%18%14%
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Absolutes/col percents

Table 4

SQ4. Which, if any, of these activities do you do online?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

2229530-10271055215811341734117361552NET: Travelled by plane
100%100%100%100%-100%100%100%100%100%75%40%37%61%40%58%38%58%61%38%52%in past 10 years

3212----5512141221415Once
14%7%20%7%----100%10%5%10%3%7%2%3%7%8%7%3%5%

64-4---10-10322827216410A couple of times
27%14%-13%---100%-19%15%10%7%14%5%12%7%8%10%10%10%

1115316--27--271036188194420727More than twice in
50%52%60%53%--100%--52%50%15%20%32%19%32%14%33%34%18%27%the past 10 years

2818-10---10112466316310I have flown at least

9%28%20%27%-100%---19%5%5%7%7%14%10%10%8%10%8%10%once per year

----48-----51219222525185232548I haven't travelled by
----100%-----25%60%63%39%60%42%62%42%39%63%48%plane in past 10 years
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Absolutes/col percents

Table 5

SQ5. How often have you travelled by plane, for personal or leisure reasons (i.e. not for business) in the past 10 years?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

2229530-10271055215811341734117361552Base

-29530-816423010461613206424530NET: Flight
-100%100%100%-80%59%40%40%58%67%50%55%47%76%59%55%57%67%33%58%cancellation/delay

-455-13-153--322125-5A flight cancellation
-14%100%17%-10%11%-20%10%20%--9%12%6%9%29%14%-10%

-29429-81542299461513206323529A flight delay
-100%80%97%-80%56%40%40%56%60%50%55%44%76%59%55%43%64%33%56%

22----21163225451841453121022None of the above
100%----20%41%60%60%42%33%50%45%53%24%41%45%43%33%67%42%
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Absolutes/col percents

Table 6

SQ6. At any point in the past 10 years, have you ever experienced the following to your flight journey?

Base: All respondents who have flown in the past 10 years

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-29429-81542299461513206323529Base

-4-4-112-431-222-2314Less than 1 hour
-14%-14%-13%7%50%-14%33%25%-13%15%10%-67%13%20%14%

-6-6-131161-24251-516More than 1 hour, but
-21%-21%-13%20%25%50%21%11%-33%27%15%25%17%-22%20%21%less than 2 hours

-3-3-21--31-22121-2-32 or more hours, but
-10%-10%-25%7%--10%11%-33%13%8%10%17%-9%-10%less than 3 hours

-16416-4101116432781141133163 or more hours
-55%100%55%-50%67%25%50%55%44%75%33%47%62%55%67%33%57%60%55%
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Absolutes/col percents

Table 7

SQ7. In the past 10 years, what is the longest flight delay you have experienced?

Base: All respondents who have experienced a flight delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-455-13-153--322125-5Base

-344-12-142--222114-4On the same day as the
-75%80%80%-100%67%-100%80%67%--67%100%100%100%50%80%-80%flight

-111--1--11--1---11-1Within 7 days in
-25%20%20%--33%--20%33%--33%---50%20%-20%advance of my scheduled

flight

---------------------Within 14 days in
---------------------advance of my scheduled

flight

---------------------Over 14 days in advance
---------------------of my scheduled flight
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Absolutes/col percents

Table 8

SQ8. Regarding this cancellation, when were you informed of the cancellation to your flight?  If you have experienced more than one flight cancellation in the past 10 years,

please think of the one where you have had the shortest notice.
Base: All respondents who have experienced a flight cancellation

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

-19520-6121120634109135216320NET: Delay/cabcellation
-66%100%67%-60%44%10%20%38%30%15%13%18%21%22%17%17%27%8%20%

-16116-5101-1643487114112316Delay only
-55%20%53%-50%37%10%-31%20%15%13%14%17%19%14%8%20%8%16%

--11--1--11--1---11-1Cancellation only
--20%3%--4%--2%5%--2%---8%2%-1%

-333-11-131--1221-3-3Delay and
-10%60%10%-10%4%-20%6%5%--2%5%3%3%-5%-3%Cancellation

2210-104841594321417264633462410433780None

100%34%-33%100%40%56%90%80%62%70%85%87%82%79%78%83%83%73%93%80%
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Absolutes/col percents

Table 9

Respondent type

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-839-3411931363531819Within the UK
-42%60%45%-50%33%100%100%45%50%33%75%60%33%38%60%50%50%33%45%

-11211-38--11321468218211Outside of the UK
-58%40%55%-50%67%--55%50%67%25%40%67%62%40%50%50%67%55%
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Absolutes/col percents

Table 10

Q1. Was the delay / cancellation you experienced for a flight departing from...

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-12212-381-1242275102-9312I waited at the airport
-63%40%60%-50%67%100%-60%67%67%50%70%56%77%40%-56%100%60%for a flight later that

day

-212-1--12--111-2-1-2I had to sleep / spend
-11%20%10%-17%--100%10%--25%10%11%-40%-6%-10%the night in the

airport

-212-11--211-11-112-2The airline arranged
-11%20%10%-17%8%--10%17%33%-10%11%-20%50%13%-10%overnight accommodation

for me

-1-1--1--1----11--1-1I had to arrange
-5%-5%--8%--5%----11%8%--6%-5%overnight accommodation

---------------------I returned home and
---------------------waited for a flight

---------------------I cancelled my trip
---------------------entirely

-213-12--31-1112-13-3Other (please specify)
-11%20%15%-17%17%--15%17%-25%10%11%15%-50%19%-15%
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Absolutes/col percents

Table 11

Q2. Which of the following best describes what happened as a result of your delay / cancellation?

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-738-16-1841153431718I was travelling with
-37%60%40%-17%50%-100%40%67%33%25%50%33%31%60%50%44%33%40%my partner / spouse

-5-5-221-51212323-415I was travelling with
-26%-25%-33%17%100%-25%17%67%25%20%33%15%60%-25%33%25%my children

-5-5-23--51-22241-4-5I was travelling with
-26%-25%-33%25%--25%17%-50%20%22%31%20%-25%-25%friends

-424-22--42--223-1314I was travelling by
-21%40%20%-33%17%--20%33%--20%22%23%-50%19%33%20%myself

-4-4--31-41212231-314I was travelling with

-21%-20%--25%100%-20%17%67%25%20%22%23%20%-19%33%20%extended family

---------------------I was travelling with
---------------------my parents

---------------------I was traveling with
---------------------someone I care for

(e.g., as a carer for a
person with a
disability, illness, or
other care needs)

-1-1--1--1---1-1---11Other (please specify)
-5%-5%--8%--5%---10%-8%---33%5%
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Absolutes/col percents

Table 12

Q3. When this delay / cancellation occurred, who were you travelling with at the time?

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-16417-5111-1763497114213317Screens throughout the
-84%80%85%-83%92%100%-85%100%100%100%90%78%85%80%100%81%100%85%airport

-12413-4711134116674210313Text messages / SMS
-63%80%65%-67%58%100%100%65%67%33%25%60%67%54%80%100%63%100%65%

-929-431192113554-729Emails
-47%40%45%-67%25%100%100%45%33%33%25%30%56%38%80%-44%67%45%

-647-141173-152322527Mobile data (access to
-32%80%35%-17%33%100%100%35%50%-25%50%22%23%40%100%31%67%35%the internet without

the need for Wi-Fi)

-717-231172113443-527Airport Wi-Fi
-37%20%35%-33%25%100%100%35%33%33%25%30%44%31%60%-31%67%35%

---------------------The airline's app
---------------------

---------------------None of the above
---------------------
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Absolutes/col percents

Table 13

Q4. When your delay / cancellation  occurred, which, if any, of the following did you have access to?

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-11412-29-11243-6582211112NET: Yes
-58%80%60%-33%75%-100%60%67%100%-60%56%62%40%100%69%33%60%

-323--2-131--111113-3Yes, always
-16%40%15%--17%-100%15%17%--10%11%8%20%50%19%-15%

-829-27--933-54711819Yes, sometimes
-42%40%45%-33%58%--45%50%100%-50%44%54%20%50%50%33%45%

-818-431-82-44453-528No, never
-42%20%40%-67%25%100%-40%33%-100%40%44%38%60%-31%67%40%
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Table 14

Q5. Do you check the status of your flight before going to the airport?

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Priorities
Top 3

Third choiceSecond choiceFirst choicepriorities
priorityprioritypriority(NET)

20202020Base

1416The availability of
5%20%5%30%food / drink

-1-1What I would need to do
-5%-5%when I arrive at my

destination

1-12Cost incurred as a
5%-5%10%result of the

disruption

3-36The wellbeing of those
15%-15%30%who were travelling

with me

33-6Communicating with
15%15%-30%those who were waiting

for me at my final
destination

-1-1The impact of the

-5%-5%disruption on my work
life

-112The impact of the
-5%5%10%disruption on

separately booked
travel

-167The whereabouts of my
-5%30%35%luggage

--22Facilities available to
--10%10%me in the airport

3216Not knowing my options

15%10%5%30%/ the next steps to
take

--11The impact of the
--5%5%disruption on my plans

(e.g. a family event, a

wedding or a holiday)
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Absolutes/col percents

Table 15

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Summary Table

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Priorities
Top 3

Third choiceSecond choiceFirst choicepriorities
priorityprioritypriority(NET)

20202020Base

1146Other (please specify)
5%5%20%30%

86--I did not have any
40%30%--other concerns
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Absolutes/col percents

Table 15

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Summary Table

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-717-141172-25261-527The whereabouts of my
-37%20%35%-17%33%100%100%35%33%-50%50%22%46%20%-31%67%35%luggage

-6-6-141-61312442-516The wellbeing of those
-32%-30%-17%33%100%-30%17%100%25%20%44%31%40%-31%33%30%who were travelling

with me

-516-33--622-333216-6Communicating with

-26%20%30%-50%25%--30%33%67%-30%33%23%40%50%38%-30%those who were waiting
for me at my final
destination

-616-231-62-241231416The availability of
-32%20%30%-33%25%100%-30%33%-50%40%11%15%60%50%25%33%30%food / drink

-526--6--641-42411516Not knowing my options
-26%40%30%--50%--30%67%33%-40%22%31%20%50%31%33%30%/ the next steps to

take

-212--1-12----211-2-2Cost incurred as a
-11%20%10%--8%-100%10%----22%8%20%-13%-10%result of the

disruption

-2-2-2---2--111-2-1-2Facilities available to

-11%-10%-33%---10%--25%10%11%-40%-6%-10%me in the airport

-2-2-2---2-11-211-2-2The impact of the
-11%-10%-33%---10%-33%25%-22%8%20%-13%-10%disruption on

separately booked

travel

-1-1--1--1-1--11--1-1What I would need to do
-5%-5%--8%--5%-33%--11%8%--6%-5%when I arrive at my

destination

-111--1--11--1---11-1The impact of the
-5%20%5%--8%--5%17%--10%---50%6%-5%disruption on my work

life
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CATI Fieldwork : 24th March - 3rd April 2025

Absolutes/col percents

Table 16

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Top 3 priorities (NET)

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

--11--1--11--1---11-1The impact of the
--20%5%--8%--5%17%--10%---50%6%-5%disruption on my plans

(e.g. a family event, a
wedding or a holiday)

-636-23-16111334116-6Other (please specify)
-32%60%30%-33%25%-100%30%17%33%25%30%33%31%20%50%38%-30%
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Absolutes/col percents

Table 16

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Top 3 priorities (NET)

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-616-131162-14251-426The whereabouts of my
-32%20%30%-17%25%100%100%30%33%-25%40%22%38%20%-25%67%30%luggage

-3-3-12--312-1212-213The wellbeing of those
-16%-15%-17%17%--15%17%67%-10%22%8%40%-13%33%15%who were travelling

with me

-2-2-2---2--111-2-1-2Facilities available to

-11%-10%-33%---10%--25%10%11%-40%-6%-10%me in the airport

-1-1-1---1--1-11--1-1The impact of the
-5%-5%-17%---5%--25%-11%8%--6%-5%disruption on

separately booked
travel

-1-1--1--1----11--1-1Cost incurred as a
-5%-5%--8%--5%----11%8%--6%-5%result of the

disruption

-1-1--1--1-----1--1-1The availability of
-5%-5%--8%--5%-----8%--6%-5%food / drink

-111--1--11--1-1--1-1Not knowing my options
-5%20%5%--8%--5%17%--10%-8%--6%-5%/ the next steps to

take

--11--1--11--1---11-1The impact of the
--20%5%--8%--5%17%--10%---50%6%-5%disruption on my plans

(e.g. a family event, a

wedding or a holiday)

---------------------The impact of the
---------------------disruption on my work

life

---------------------What I would need to do
---------------------when I arrive at my

destination
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Absolutes/col percents

Table 17

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  First choice priority

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

---------------------Communicating with
---------------------those who were waiting

for me at my final
destination

-424-13--4111223-14-4Other (please specify)
-21%40%20%-17%25%--20%17%33%25%20%22%23%-50%25%-20%
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Absolutes/col percents

Table 17

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  First choice priority

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-4-4-211-41-23113-214The availability of
-21%-20%-33%8%100%-20%17%-50%30%11%8%60%-13%33%20%food / drink

-213-12--32--3-2-13-3Communicating with
-11%20%15%-17%17%--15%33%--30%-15%-50%19%-15%those who were waiting

for me at my final
destination

-2-2--2--2-1--22--2-2Not knowing my options
-11%-10%--17%--10%-33%--22%15%--13%-10%/ the next steps to

take

-111--1--11--1---11-1The impact of the
-5%20%5%--8%--5%17%--10%---50%6%-5%disruption on my work

life

-1-1-1---1-1--1-1-1-1The impact of the
-5%-5%-17%---5%-33%--11%-20%-6%-5%disruption on

separately booked

travel

-1-1--1--1--11-1--1-1The whereabouts of my
-5%-5%--8%--5%--25%10%-8%--6%-5%luggage

-1-1--1--1-1--11--1-1What I would need to do
-5%-5%--8%--5%-33%--11%8%--6%-5%when I arrive at my

destination

---------------------The wellbeing of those

---------------------who were travelling
with me

---------------------Facilities available to
---------------------me in the airport

---------------------Cost incurred as a
---------------------result of the

disruption
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Absolutes/col percents

Table 18

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Second choice priority

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

---------------------The impact of the
---------------------disruption on my plans

(e.g. a family event, a
wedding or a holiday)

-111----11----1-1-1-1Other (please specify)
-5%20%5%----100%5%----11%-20%-6%-5%

-626-24--62-1236--426I did not have any
-32%40%30%-33%33%--30%33%-25%20%33%46%--25%67%30%other concerns
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Absolutes/col percents

Table 18

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Second choice priority

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-3-3--21-3-11123--3-3The wellbeing of those
-16%-15%--17%100%-15%-33%25%10%22%23%--19%-15%who were travelling

with me

-3-3-21--3-2--312-3-3Communicating with
-16%-15%-33%8%--15%-67%--33%8%40%-19%-15%those who were waiting

for me at my final
destination

-213--3--33--3-111213Not knowing my options
-11%20%15%--25%--15%50%--30%-8%20%50%13%33%15%/ the next steps to

take

-111----11----1-1-1-1Cost incurred as a

-5%20%5%----100%5%----11%-20%-6%-5%result of the
disruption

-111--1--11--1---11-1The availability of
-5%20%5%--8%--5%17%--10%---50%6%-5%food / drink

---------------------The impact of the
---------------------disruption on my work

life

---------------------The impact of the
---------------------disruption on

separately booked
travel

---------------------The whereabouts of my
---------------------luggage

---------------------Facilities available to
---------------------me in the airport

---------------------What I would need to do
---------------------when I arrive at my

destination
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Absolutes/col percents

Table 19

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Third choice priority

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

---------------------The impact of the
---------------------disruption on my plans

(e.g. a family event, a
wedding or a holiday)

-1-1-1---1---1-1--1-1Other (please specify)
-5%-5%-17%---5%---10%-8%--6%-5%

-828-35--82-34371-528I did not have any
-42%40%40%-50%42%--40%33%-75%40%33%54%20%-31%67%40%other concerns
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Absolutes/col percents

Table 19

Q6. Alongside resolving the disruption itself, what were your top 3 concerns when facing a travel disruption?  Third choice priority

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Elements

The
availability of
information in

the airportThe resolution
(e.g. posters,of the delayThe airline'sMy ability to
brochures) to(i.e. arrivalcommunicationscontact airline

help meThe optionsThe optionsat myto me whilestaff /
understand myThe frequencyavailable foravailable fordestination,working toHow thecustomer
rights duringof the updatesme to resolveme to resolvereceivingresolve thedisruption wassupport during

delays /I received fromthe disruptionthe disruptioncompensation,delays /initiallythe delays /
cancellationsthe airlinein persononlineetc)cancellationscommunicatedcancellations

2020202020202020Base

5992141099NET: Satisfied
25%45%45%10%70%50%45%45%

145-8543Very satisfied
5%20%25%-40%25%20%15%

45426556Fairly satisfied
20%25%20%10%30%25%25%30%

-2-21142Neither satisfied nor

-10%-10%5%5%20%10%dissatisfied

42431342Fairly dissatisfied
20%10%20%15%5%15%20%10%

74543536Very dissatisfied
35%20%25%20%15%25%15%30%

116974878NET: Dissatisfied
55%30%45%35%20%40%35%40%

432911-1I'm not sure
20%15%10%45%5%5%-5%
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Absolutes/col percents

Table 20

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

Summary Table
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-939--8-1952-54621639NET: Satisfied
-47%60%45%--67%-100%45%83%67%-50%44%46%40%50%38%100%45%

-323--2-132--12111213Very satisfied
-16%40%15%--17%-100%15%33%--10%22%8%20%50%13%33%15%

-616--6--632-4251-426Fairly satisfied
-32%20%30%--50%--30%50%67%-40%22%38%20%-25%67%30%

-212-2---2----211-2-2Neither satisfied nor

-11%20%10%-33%---10%----22%8%20%-13%-10%dissatisfied

-112--11-21-12-1-12-2Fairly dissatisfied
-5%20%10%--8%100%-10%17%-25%20%-8%-50%13%-10%

-6-6-42--6-133342-5-6Very dissatisfied
-32%-30%-67%17%--30%-33%75%30%33%31%40%-31%-30%

-718-431-8114535217-8NET: Dissatisfied
-37%20%40%-67%25%100%-40%17%33%100%50%33%38%40%50%44%-40%

-1-1--1--1-----1--1-1I'm not sure
-5%-5%--8%--5%-----8%--6%-5%
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Absolutes/col percents

Table 21

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

My ability to contact airline staff / customer support during the delays / cancellations
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-929-17-1941-4463-639NET: Satisfied
-47%40%45%-17%58%-100%45%67%33%-40%44%46%60%-38%100%45%

-414-12-141---322-314Very satisfied
-21%20%20%-17%17%-100%20%17%---33%15%40%-19%33%20%

-515--5--531-4141-325Fairly satisfied
-26%20%25%--42%--25%50%33%-40%11%31%20%-19%67%25%

-414-22--4112311213-4Neither satisfied nor

-21%20%20%-33%17%--20%17%33%50%30%11%8%40%50%19%-20%dissatisfied

-314-121-4111313-14-4Fairly dissatisfied
-16%20%20%-17%17%100%-20%17%33%25%30%11%23%-50%25%-20%

-313-21--3--1-33--3-3Very dissatisfied
-16%20%15%-33%8%--15%--25%-33%23%--19%-15%

-627-331-7112346-17-7NET: Dissatisfied
-32%40%35%-50%25%100%-35%17%33%50%30%44%46%-50%44%-35%
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Absolutes/col percents

Table 22

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

How the disruption was initially communicated
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-10210-27-11043-465417310NET: Satisfied
-53%40%50%-33%58%-100%50%67%100%-40%67%38%80%50%44%100%50%

-525-13-1531-32131415Very satisfied
-26%40%25%-17%25%-100%25%50%33%-30%22%8%60%50%25%33%25%

-5-5-14--512-1441-325Fairly satisfied
-26%-25%-17%33%--25%17%67%-10%44%31%20%-19%67%25%

-111--1--11--1-1--1-1Neither satisfied nor

-5%20%5%--8%--5%17%--10%-8%--6%-5%dissatisfied

-213-111-31-13-2-13-3Fairly dissatisfied
-11%20%15%-17%8%100%-15%17%-25%30%-15%-50%19%-15%

-515-32--5--32341-4-5Very dissatisfied
-26%20%25%-50%17%--25%--75%20%33%31%20%-25%-25%

-728-431-81-4536117-8NET: Dissatisfied
-37%40%40%-67%25%100%-40%17%-100%50%33%46%20%50%44%-40%

-1-1--1--1-----1--1-1I'm not sure
-5%-5%--8%--5%-----8%--6%-5%
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Absolutes/col percents

Table 23

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

The airline's communications to me while working to resolve the delays / cancellations
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-14414-4811145316794112214NET: Satisfied
-74%80%70%-67%67%100%100%70%83%100%25%60%78%69%80%50%75%67%70%

-838-341-831152521718Very satisfied
-42%60%40%-50%33%100%-40%50%33%25%50%22%38%40%50%44%33%40%

-616-14-1622-1542-516Fairly satisfied
-32%20%30%-17%33%-100%30%33%67%-10%56%31%40%-31%33%30%

-1-1--1--1---1-1---11Neither satisfied nor

-5%-5%--8%--5%---10%-8%---33%5%dissatisfied

--11--1--11--1---11-1Fairly dissatisfied
--20%5%--8%--5%17%--10%---50%6%-5%

-3-3-12--3--2123--3-3Very dissatisfied
-16%-15%-17%17%--15%--50%10%22%23%--19%-15%

-314-13--41-2223-14-4NET: Dissatisfied
-16%20%20%-17%25%--20%17%-50%20%22%23%-50%25%-20%

-1-1-1---1--11--1---1I'm not sure
-5%-5%-17%---5%--25%10%--20%---5%
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Absolutes/col percents

Table 24

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

The resolution of the delay (i.e. arrival at my destination, receiving compensation, etc)
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-212--1-12-1--211-2-2NET: Satisfied
-11%20%10%--8%-100%10%-33%--22%8%20%-13%-10%

---------------------Very satisfied
---------------------

-212--1-12-1--211-2-2Fairly satisfied
-11%20%10%--8%-100%10%-33%--22%8%20%-13%-10%

-212-11--21--2-2--2-2Neither satisfied nor

-11%20%10%-17%8%--10%17%--20%-15%--13%-10%dissatisfied

-3-3-111-3-211221-3-3Fairly dissatisfied
-16%-15%-17%8%100%-15%-67%25%10%22%15%20%-19%-15%

-314-22--41-1132114-4Very dissatisfied
-16%20%20%-33%17%--20%17%-25%10%33%15%20%50%25%-20%

-617-331-7122254217-7NET: Dissatisfied
-32%20%35%-50%25%100%-35%17%67%50%20%56%31%40%50%44%-35%

-929-27--94-262621539I'm not sure
-47%40%45%-33%58%--45%67%-50%60%22%46%40%50%31%100%45%
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Absolutes/col percents

Table 25

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

The options available for me to resolve the disruption online
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-939--8-1942-44711729NET: Satisfied
-47%60%45%--67%-100%45%67%67%-40%44%54%20%50%44%67%45%

-525--4-153--22311415Very satisfied
-26%40%25%--33%-100%25%50%--20%22%23%20%50%25%33%25%

-414--4--412-224--314Fairly satisfied
-21%20%20%--33%--20%17%67%-20%22%31%--19%33%20%

---------------------Neither satisfied nor

---------------------dissatisfied

-314-22--421-31121314Fairly dissatisfied
-16%20%20%-33%17%--20%33%33%-30%11%8%40%50%19%33%20%

-515-32--5--32341-4-5Very dissatisfied
-26%20%25%-50%17%--25%--75%20%33%31%20%-25%-25%

-829-54--921354531719NET: Dissatisfied
-42%40%45%-83%33%--45%33%33%75%50%44%38%60%50%44%33%45%

-2-2-1-1-2--11111-2-2I'm not sure
-11%-10%-17%-100%-10%--25%10%11%8%20%-13%-10%
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Absolutes/col percents

Table 26

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

The options available for me to resolve the disruption in person
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-919-27--943-45531639NET: Satisfied
-47%20%45%-33%58%--45%67%100%-40%56%38%60%50%38%100%45%

-414-13--422-13211314Very satisfied
-21%20%20%-17%25%--20%33%67%-10%33%15%20%50%19%33%20%

-5-5-14--521-3232-325Fairly satisfied
-26%-25%-17%33%--25%33%33%-30%22%23%40%-19%67%25%

-212-11--21-1112--2-2Neither satisfied nor

-11%20%10%-17%8%--10%17%-25%10%11%15%--13%-10%dissatisfied

-122--1-121--11-112-2Fairly dissatisfied
-5%40%10%--8%-100%10%17%--10%11%-20%50%13%-10%

-4-4-22--4--23131-3-4Very dissatisfied
-21%-20%-33%17%--20%--50%30%11%23%20%-19%-20%

-526-23-161-2423215-6NET: Dissatisfied
-26%40%30%-33%25%-100%30%17%-50%40%22%23%40%50%31%-30%

-313-111-3--1113--3-3I'm not sure
-16%20%15%-17%8%100%-15%--25%10%11%23%--19%-15%
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Absolutes/col percents

Table 27

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

The frequency of the updates I received from the airline
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-515--5--531-4141-325NET: Satisfied
-26%20%25%--42%--25%50%33%-40%11%31%20%-19%67%25%

-1-1--1--1---1-1---11Very satisfied
-5%-5%--8%--5%---10%-8%---33%5%

-414--4--431-3131-314Fairly satisfied
-21%20%20%--33%--20%50%33%-30%11%23%20%-19%33%20%

---------------------Neither satisfied nor

---------------------dissatisfied

-414-22--411-222114-4Fairly dissatisfied
-21%20%20%-33%17%--20%17%33%-20%22%15%20%50%25%-20%

-627-43--7113344216-7Very dissatisfied
-32%40%35%-67%25%--35%17%33%75%30%44%31%40%50%38%-35%

-10311-65--112235663210-11NET: Dissatisfied
-53%60%55%-100%42%--55%33%67%75%50%67%46%60%100%63%-55%

-414--21141-11231-314I'm not sure
-21%20%20%--17%100%100%20%17%-25%10%22%23%20%-19%33%20%
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Table 28

Q7. Overall, how satisfied or dissatisfied were you with each element of your delays / cancellations experience?

The availability of information in the airport (e.g. posters, brochures) to help me understand my rights during delays / cancellations
Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

-19520-6121120634109135216320Base

-13214-671-1423467103113-14Made more staff
-68%40%70%-100%58%100%-70%33%100%100%60%78%77%60%50%81%-70%available to answer

questions in person

-11412-65-1122236664210112Communicated more
-58%80%60%-100%42%-100%60%33%67%75%60%67%46%80%100%63%33%60%frequently

-10311-451111214736329111Provided more detailed

-53%60%55%-67%42%100%100%55%33%33%100%70%33%46%60%100%56%33%55%information

-9310-54-110122466319110Provided airline
-47%60%50%-83%33%-100%50%17%67%50%40%67%46%60%50%56%33%50%telephone contact

details

-626-31116--22451-6-6Offered more online
-32%40%30%-50%8%100%100%30%--50%20%44%38%20%-38%-30%customer support

options

---------------------Communicated less
---------------------frequently

-313-21--3-2--321-3-3Other (please specify)
-16%20%15%-33%8%--15%-67%--33%15%20%-19%-15%

-313--3--33--2121-123I'm not sure
-16%20%15%--25%--15%50%--20%11%15%20%-6%67%15%
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Table 29

Q9. Overall, what (if anything) could the airline have done to improve your experience of the disruption?

Base: All respondents who experienced a flight cancellation/ delay

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

212742736102585481917254835492510513284Screens in the airport
95%93%80%90%75%100%93%80%100%92%95%85%83%86%83%83%86%83%86%80%84%before getting to my

gate

19234233592085421414264432432311472977A text message from the
86%79%80%77%73%90%74%80%100%81%70%70%87%79%76%73%79%92%80%73%77%airline

16225233772174391816224135432112433276The loudspeaker at the
73%76%100%77%77%70%78%70%80%75%90%80%73%73%83%73%72%100%73%80%76%airport

1620421359205337131523422940239393272Airport lounge staff
73%69%80%70%73%90%74%50%60%71%65%75%77%75%69%68%79%75%66%80%72%

1318519337164532171518353035228392665Agents at the gate
59%62%100%63%69%70%59%40%100%62%85%75%60%63%71%59%76%67%66%65%65%prior to boarding the

plane

111731731615612891120302732207352359An email from the
50%59%60%57%65%60%56%60%20%54%45%55%67%54%64%54%69%58%59%58%59%airline

28591236-2116291112126517623An online flight
9%28%100%30%25%30%22%-40%21%30%10%30%20%29%20%21%42%29%15%23%tracker

37371127-1104391010115514721The airline app
14%24%60%23%23%20%26%-20%19%20%15%30%18%24%19%17%42%24%18%21%

14141022-151274116639615Social media
5%14%20%13%21%20%7%-20%10%5%10%23%7%26%10%21%25%15%15%15%

21-16111-3-3345432729Other (please specify)

9%3%-3%13%10%4%10%-6%-15%10%7%12%7%10%17%12%5%9%
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Table 30

Q10. Imagine you are traveling (or intending to travel) by plane and you experience a flight DELAY (not a cancellation) on the day of your flight.

In what ways would you prefer to be FIRST notified about delays?
Base: All respondents

Prepared by Yonder



Priorities

Fifth mostFourth mostThird mostSecond mostTop 5 most
importantimportantimportantimportantMost importantimportant (NET)

100100100100100100Base

9512134483Length of delay / new

9%5%12%13%44%83%flight time

86692251Reason for disruption
8%6%6%9%22%51%

1012823760Rebooking options /
10%12%8%23%7%60%next available flight

to my destination

78164540Refund / reimbursement
7%8%16%4%5%40%/ compensation

eligibility

141267140Refund / reimbursement
14%12%6%7%1%40%/ compensation process

1013512242Impact on connecting
10%13%5%12%2%42%flights (if applicable)

26-2-10Estimated wait times
2%6%-2%-10%for customer service

support

6976129Checked luggage
6%9%7%6%1%29%handling information

(if applicable)

2643116Contact details for
2%6%4%3%1%16%customer service

5333216Options for in person
5%3%3%3%2%16%airline support

1-3-15Options for online
1%-3%-1%5%airline support

7965229Any boarding gate
7%9%6%5%2%29%changes

74117938Availability of
7%4%11%7%9%38%disability support

staff
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Table 31

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Summary Table
Base: All respondents

Prepared by Yonder



Priorities

Fifth mostFourth mostThird mostSecond mostTop 5 most
importantimportantimportantimportantMost importantimportant (NET)

100100100100100100Base

17136319Other (please specify)

1%7%13%6%3%19%

11-----No others
11%-----
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Table 31

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Summary Table
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

1726527399238444181621453651239483483Length of delay / new
77%90%100%90%81%90%85%80%80%85%90%80%70%80%86%86%79%75%81%85%83%flight time

1317418296166331101419372336159322760Rebooking options /
59%59%80%60%60%60%59%60%60%60%50%70%63%66%55%61%52%75%54%68%60%next available flight

to my destination

1315416226147229101017302026187341651Reason for disruption
59%52%80%53%46%60%52%70%40%56%50%50%57%54%48%44%62%58%58%40%51%

911-1122111622081211261527114271542Impact on connecting
41%38%-37%46%10%41%60%40%38%40%60%37%46%36%46%38%33%46%38%42%flights (if applicable)

97182339321710107251420155211940Refund / reimbursement
41%24%20%27%48%30%33%30%40%33%50%50%23%45%33%34%52%42%36%48%40%/ compensation process

661727282113111011211920155231640Refund / reimbursement
27%21%20%23%56%20%30%20%20%25%55%50%37%38%45%34%52%42%39%40%40%/ compensation

eligibility

510310234722154714102723132271138Availability of
23%34%60%33%48%40%26%20%40%29%20%35%47%18%64%39%45%17%46%28%38%disability support

staff

6112111276311758713151685161229Any boarding gate
27%38%40%37%25%70%22%30%20%33%25%40%23%23%36%27%28%42%27%30%29%changes

6112111239321772101513205420929Checked luggage
27%38%40%37%25%30%33%30%40%33%35%10%33%27%31%34%17%33%34%23%29%handling information

(if applicable)

35158232182351157728816Contact details for
14%17%20%17%17%20%11%20%20%15%10%15%17%20%12%12%24%17%14%20%16%customer service

48184363-1222888142-12416Options for in person
18%28%20%27%8%30%22%30%-23%10%10%27%14%19%24%7%-20%10%16%airline support

4---6-22-41267364-8210Estimated wait times
18%---13%-7%20%-8%5%10%20%13%7%10%14%-14%5%10%for customer service

support
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Table 32

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Top 5 most important (NET)
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

11-1311--2-12324-1235Options for online
5%3%-3%6%10%4%--4%-5%7%5%5%7%-8%3%8%5%airline support

410-105292114625126143281119Other (please specify)
18%34%-33%10%20%33%20%20%27%30%10%17%21%14%24%10%17%14%28%19%
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Table 32

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Top 5 most important (NET)
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

81321422412332211117271527116251944Length of delay / new
36%45%40%47%46%40%44%30%60%42%55%55%23%48%36%46%38%50%42%48%44%flight time

64-412253-102410139128214722Reason for disruption
27%14%-13%25%20%19%30%-19%10%20%33%23%21%20%28%17%24%18%22%

1323521-14-1418621729Availability of
5%10%40%10%10%20%4%-20%8%-5%13%2%19%10%7%8%12%5%9%disability support

staff

33131-51-6221526-1527Rebooking options /
14%10%20%10%2%-19%10%-12%10%10%3%9%5%10%-8%8%5%7%next available flight

to my destination

21-12-21-32123232-325Refund / reimbursement
9%3%-3%4%-7%10%-6%10%5%7%5%5%5%7%-5%5%5%/ compensation

eligibility

----2-------2112--112Options for in person
----4%-------7%2%2%3%--2%3%2%airline support

----2-----1---2-11-22Any boarding gate
----4%-----5%---5%-3%8%-5%2%changes

-2-2--11-2--22-11-2-2Impact on connecting
-7%-7%--4%10%-4%--7%4%-2%3%-3%-2%flights (if applicable)

----1------1-1--1--11Refund / reimbursement
----2%------5%-2%--3%--3%1%/ compensation process

-1-1-1---1----11---11Options for online
-3%-3%-10%---2%----2%2%---3%1%airline support

----1-------1-1-1--11Checked luggage
----2%-------3%-2%-3%--3%1%handling information

(if applicable)

-1-1-1---1----1-1-1-1Contact details for
-3%-3%-10%---2%----2%-3%-2%-1%customer service
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Table 33

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

---------------------Estimated wait times
---------------------for customer service

support

21-1--11132-13-111123Other (please specify)
9%3%-3%--4%10%20%6%10%-3%5%-2%3%8%2%5%3%
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Table 33

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

7616103541132481941652101323Rebooking options /
32%21%20%20%21%30%19%40%20%25%10%20%27%34%10%27%17%17%17%33%23%next available flight

to my destination

35155251-8235587517513Length of delay / new
14%17%20%17%10%20%19%10%-15%10%15%17%9%19%12%17%8%12%13%13%flight time

-3-39-3--325-5684-9312Impact on connecting
-10%-10%19%-11%--6%10%25%-9%14%14%14%-15%8%12%flights (if applicable)

-62722221743-54333639Reason for disruption
-21%40%23%4%20%7%20%20%13%20%15%-9%10%5%10%25%10%8%9%

11-15-11-22-45234-347Refund / reimbursement
5%3%-3%10%-4%10%-4%10%-13%9%5%5%14%-5%10%7%/ compensation process

12124111-32-116421437Availability of
5%7%20%7%8%10%4%10%-6%10%-3%2%14%7%7%8%7%8%7%disability support

staff

21-1311-13113246--426Checked luggage
9%3%-3%6%10%4%-20%6%5%5%10%4%10%10%--7%5%6%handling information

(if applicable)

-1-141---112-22221235Any boarding gate
-3%-3%8%10%---2%5%10%-4%5%3%7%8%3%8%5%changes

2---2-11-2-2222-22314Refund / reimbursement
9%---4%-4%10%-4%-10%7%4%5%-7%17%5%3%4%/ compensation

eligibility

11-11-1-121-1212-1213Contact details for
5%3%-3%2%-4%-20%4%5%-3%4%2%3%-8%3%3%3%customer service

2---1-2--21-23-3--3-3Options for in person
9%---2%-7%--4%5%-7%5%-5%--5%-3%airline support

1---1-1--11-11111-2-2Estimated wait times
5%---2%-4%--2%5%-3%2%2%2%3%-3%-2%for customer service

support
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Table 34

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Second most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

---------------------Options for online
---------------------airline support

23-31-4-151-342411426Other (please specify)
9%10%-10%2%-15%-20%10%5%-10%7%5%7%3%8%7%5%6%
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Table 34

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Second most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

21-11312--3443511114110616Refund / reimbursement
9%3%-3%27%10%7%--6%20%20%10%9%26%19%14%8%17%15%16%/ compensation

eligibility

4424423218211669217512Length of delay / new
18%14%40%13%8%20%11%20%20%15%10%5%3%11%14%15%7%8%12%13%12%flight time

12-28-3--3-343765-6511Availability of
5%7%-7%17%-11%--6%-15%13%5%17%10%17%-10%13%11%disability support

staff

2112412-1432344422628Rebooking options /
9%3%20%7%8%10%7%-20%8%15%10%10%7%10%7%7%17%10%5%8%next available flight

to my destination

13-33-31-421151412527Checked luggage

5%10%-10%6%-11%10%-8%10%5%3%9%2%7%3%17%8%5%7%handling information
(if applicable)

4---2-211412251141336Reason for disruption
18%---4%-7%10%20%8%5%10%7%9%2%2%14%8%5%8%6%

1323222--421242321416Any boarding gate
5%10%40%10%4%20%7%--8%10%5%7%7%5%5%7%8%7%3%6%changes

3---3-12-3-1233312336Refund / reimbursement

14%---6%-4%20%-6%-5%7%5%7%5%3%17%5%8%6%/ compensation process

13-31111141-35-41-415Impact on connecting
5%10%-10%2%10%4%10%20%8%5%-10%9%-7%3%-7%3%5%flights (if applicable)

-2-22-11-2-224-13-224Contact details for
-7%-7%4%-4%10%-4%-10%7%7%-2%10%-3%5%4%customer service

-3-3-21--3--21221-3-3Options for in person
-10%-10%-20%4%--6%--7%2%5%3%3%-5%-3%airline support

----3------123-3--213Options for online
----6%------5%7%5%-5%--3%3%3%airline support
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Table 35

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Third most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

---------------------Estimated wait times
---------------------for customer service

support

37-73162110523858324913Other (please specify)
14%24%-23%6%10%22%20%20%19%25%10%10%14%12%14%10%17%7%23%13%
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Table 35

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Third most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

61-16-51173431037336713Impact on connecting
27%3%-3%13%-19%10%20%13%15%20%10%18%7%12%10%25%10%18%13%flights (if applicable)

12-2921--335-487417512Refund / reimbursement
5%7%-7%19%20%4%--6%15%25%-7%19%12%14%8%12%13%12%/ compensation process

13-38121-4144666426612Rebooking options /
5%10%-10%17%10%7%10%-8%5%20%13%11%14%10%14%17%10%15%12%next available flight

to my destination

16262222173-345522819Checked luggage
5%21%40%20%4%20%7%20%20%13%15%-10%7%12%8%7%17%14%3%9%handling information

(if applicable)

42-2312216-3336711459Any boarding gate
18%7%-7%6%10%7%20%20%12%-15%10%5%14%12%3%8%7%13%9%changes

-415313-154-271521348Refund / reimbursement
-14%20%17%6%10%11%-20%10%20%-7%13%2%8%7%8%5%10%8%/ compensation

eligibility

-2-24-2--21124142-426Reason for disruption
-7%-7%8%-7%--4%5%5%7%7%2%7%7%-7%5%6%

21113111-31-133321336Contact details for
9%3%20%3%6%10%4%10%-6%5%-3%5%7%5%7%8%5%8%6%customer service

2---4-11-2-245133-426Estimated wait times
9%---8%-4%10%-4%-10%13%9%2%5%10%-7%5%6%for customer service

support

12-22-12-32-33223-415Length of delay / new
5%7%-7%4%-4%20%-6%10%-10%5%5%3%10%-7%3%5%flight time

12-2112--3-122231-4-4Availability of
5%7%-7%2%10%7%--6%-5%7%4%5%5%3%-7%-4%disability support

staff

-2121-2--21-11221-3-3Options for in person
-7%20%7%2%-7%--4%5%-3%2%5%3%3%-5%-3%airline support
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Table 36

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Fourth most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

---------------------Options for online
---------------------airline support

32-2213-151-242511347Other (please specify)
14%7%-7%4%10%11%-20%10%5%-7%7%5%8%3%8%5%10%7%
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Table 36

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Fourth most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

4415516-295311217528614Refund / reimbursement
18%14%20%17%10%10%22%-40%17%25%15%3%21%2%12%17%17%14%15%14%/ compensation process

-414612-14223374425410Rebooking options /
-14%20%13%13%10%7%-20%8%10%10%10%5%17%7%14%17%8%10%10%next available flight

to my destination

22-26-13-4233467216410Impact on connecting
9%7%-7%13%-4%30%-8%10%15%10%7%14%12%7%8%10%10%10%flights (if applicable)

12-2612--311545621549Length of delay / new
5%7%-7%13%10%7%--6%5%5%17%7%12%10%7%8%8%10%9%flight time

33232231-62-335611718Reason for disruption
14%10%40%10%4%20%11%10%-12%10%-10%5%12%10%3%8%12%3%8%

----7-----13243151437Refund / reimbursement
----15%-----5%15%7%7%7%2%17%8%7%8%7%/ compensation

eligibility

15-51321-612243421617Any boarding gate
5%17%-17%2%30%7%10%-12%5%10%7%7%7%7%7%8%10%3%7%changes

11-15--1122233443-617Availability of
5%3%-3%10%--10%20%4%10%10%10%5%10%7%10%-10%3%7%disability support

staff

21-13-3--31-24251-336Checked luggage
9%3%-3%6%-11%--6%5%-7%7%5%8%3%-5%8%6%handling information

(if applicable)

23-3-113-5-21235--235Options for in person
9%10%-10%-10%4%30%-10%-10%3%4%7%8%--3%8%5%airline support

----2------112-11--22Contact details for
----4%------5%3%4%-2%3%--5%2%customer service

1---1--1-1--1112--2-2Estimated wait times
5%---2%--10%-2%--3%2%2%3%--3%-2%for customer service

support
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Absolutes/col percents

Table 37

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Fifth most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

1-----1--1----1--1-11Options for online
5%-----4%--2%----2%--8%-3%1%airline support

----1-----1--1-1---11Other (please specify)
----2%-----5%--2%-2%---3%1%

4414316-18213916325611No others
18%14%20%13%6%10%22%-20%15%10%5%10%16%2%10%10%17%8%15%11%
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Table 37

Q11. What are the most important pieces of information you want to receive when FIRST notified about a travel disruption?

Please rank your top 5 in order of priority, 1 being the most important. Fifth most important
Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

212752842826105491920275237532711543691Screens in the airport
95%93%100%93%88%80%96%100%100%94%95%100%90%93%88%90%93%92%92%90%91%before getting to my

gate

1524525398216540161922423645259483079Airport lounge staff
68%83%100%83%81%80%78%60%100%77%80%95%73%75%86%76%86%75%81%75%79%

17244253782293421718234435462310463279Agents at the gate

77%83%80%83%77%80%81%90%60%81%85%90%77%79%83%78%79%83%78%80%79%prior to boarding the
plane

16225233962184391716234433462111453278The loudspeaker at the
73%76%100%77%81%60%78%80%80%75%85%80%77%79%79%78%72%92%76%80%78%airport

18204203491784381214254131382410432872A text message from the
82%69%80%67%71%90%63%80%80%73%60%70%83%73%74%64%83%83%73%70%72%airline

81531529413512381019252529167341852An email from the

36%52%60%50%60%40%48%50%20%44%40%50%63%45%60%49%55%58%58%45%52%airline

353510152-84178994512618The airline app
14%17%60%17%21%10%19%20%-15%20%5%23%14%21%15%14%42%20%15%18%

16469231174177984413316An online flight
5%21%80%20%19%20%11%10%20%13%20%5%23%13%21%14%14%33%22%8%16%tracker

2313911215125684828614Social media
9%10%20%10%19%10%4%20%20%10%5%10%17%11%19%7%28%17%14%15%14%

21-1721--3113375328210Other (please specify)
9%3%-3%15%20%4%--6%5%5%10%5%17%8%10%17%14%5%10%
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Table 38

Q12. After being first notified of your delay, how would you prefer to receive UPDATES about your delay?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

21264274092595482018254937502612533488Screens in the airport
95%90%80%90%83%90%93%90%100%92%100%90%83%88%88%85%90%100%90%85%88%before getting to my

gate

17213213881785381516254432422311443176Agents at the gate
77%72%60%70%79%80%63%80%100%73%75%80%83%79%76%71%79%92%75%78%76%prior to boarding the

plane

14214223881765361717204132392510423174Airport lounge staff
64%72%80%73%79%80%63%60%100%69%85%85%67%73%76%66%86%83%71%78%74%

17224223291965391413244030372311403071A text message from the
77%76%80%73%67%90%70%60%100%75%70%65%80%71%71%63%79%92%68%75%71%airline

11213223771673331615203930402010383170The loudspeaker at the
50%72%60%73%77%70%59%70%60%63%80%75%67%70%71%68%69%83%64%78%70%airport

1516316296166331121119322633198372360An email from the

68%55%60%53%60%60%59%60%60%60%60%55%63%57%62%56%66%67%63%58%60%airline

332312132-631910886410818The airline app
14%10%40%10%25%10%11%20%-12%15%5%30%18%19%14%21%33%17%20%18%

-737101411743671085414317An online flight
-24%60%23%21%10%15%10%20%13%20%15%20%13%24%14%17%33%24%8%17%tracker

22127-1214124474525611Social media
9%7%20%7%15%-4%20%20%8%5%10%13%7%17%7%17%17%8%15%11%

36278262-1033471195411718Other (please specify)
14%21%40%23%17%20%22%20%-19%15%15%13%13%26%15%17%33%19%18%18%
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Table 39

Q13. And now, imagine your flight has been CANCELLED. Via which channel(s) would you prefer to be notified about CANCELLATIONS that happen on the day of your flight?

Base: All respondents

Prepared by Yonder



Priorities

Fifth mostFourth mostThird mostSecond mostTop 5 most
importantimportantimportantimportantMost importantimportant (NET)

100100100100100100Base

1177152363Reason for cancellation

11%7%7%15%23%63%

7410263986Rebooking options /
7%4%10%26%39%86%next available flight

to my destination

1116149353Refund / reimbursement
11%16%14%9%3%53%/ compensation

eligibility

1514127452Refund / reimbursement
15%14%12%7%4%52%/ compensation process

71111121152Impact on connecting
7%11%11%12%11%52%flights (if applicable)

46104125Estimated wait times
4%6%10%4%1%25%for customer service

support

99144137Checked luggage
9%9%14%4%1%37%handling information

(if applicable)

10686333Contact details for

10%6%8%6%3%33%customer service

7977232Options for in person
7%9%7%7%2%32%airline support

3---14Options for online
3%---1%4%airline support

2837929Availability of
2%8%3%7%9%29%disability support

staff

21043318Other (please specify)
2%10%4%3%3%18%

12-----No others
12%-----
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Table 40

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Summary Table
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

2024525418249445181725543052259503586Rebooking options /
91%83%100%83%85%80%89%90%80%87%90%85%83%96%71%88%86%75%85%88%86%next available flight

to my destination

1116216368142327111222342833228342863Reason for cancellation
50%55%40%53%75%80%52%20%60%52%55%60%73%61%67%56%76%67%58%70%63%

913114304134223121117282528178302253Refund / reimbursement
41%45%20%47%63%40%48%40%40%44%60%55%57%50%60%47%59%67%51%55%53%/ compensation

eligibility

1211212284118124131215302129167331852Refund / reimbursement
55%38%40%40%58%40%41%80%20%46%65%60%50%54%50%49%55%58%56%45%52%/ compensation process

1215115253157227111017282233127331952Impact on connecting
55%52%20%50%52%30%56%70%40%52%55%50%57%50%52%56%41%58%56%48%52%flights (if applicable)

10163161141552261457241220125231437Checked luggage
45%55%60%53%23%40%56%50%40%50%70%25%23%43%29%34%41%42%39%35%37%handling information

(if applicable)

1292912692421577221120103181533Contact details for
55%31%40%30%25%60%33%20%80%40%25%35%23%39%26%34%34%25%31%38%33%customer service

61231313113321967101913218323932Options for in person
27%41%60%43%27%10%48%30%40%37%30%35%33%34%31%36%28%25%39%23%32%airline support

38281825221136117211810122729Availability of
14%28%40%27%38%20%19%20%40%21%15%30%37%13%50%31%34%8%37%18%29%disability support

staff

64-415442-101710141111122131125Estimated wait times
27%14%-13%31%40%15%20%-19%5%35%33%25%26%19%41%17%22%28%25%for customer service

support

-1-131---1--2223-1224Options for online

-3%-3%6%10%---2%--7%4%5%5%-8%3%5%4%airline support

411211337321553310714139918Other (please specify)
18%38%40%37%6%30%26%30%40%29%25%15%10%18%17%24%3%25%15%23%18%
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Table 41

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Top 5 most important (NET)
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

10103111811163211188261224114231639Rebooking options /
45%34%60%37%38%10%41%60%60%40%55%40%27%46%29%41%38%33%39%40%39%next available flight

to my destination

27-714261-93691013995121123Reason for cancellation
9%24%-23%29%20%22%10%-17%15%30%30%18%31%15%31%42%20%28%23%

33135141-6213747318311Impact on connecting
14%10%20%10%10%10%15%10%-12%10%5%10%13%10%12%10%8%14%8%11%flights (if applicable)

21-16111-3-1618531639Availability of
9%3%-3%13%10%4%10%-6%-5%20%2%19%8%10%8%10%8%9%disability support

staff

11-1211--21-33131-214Refund / reimbursement
5%3%-3%4%10%4%--4%5%-10%5%2%5%3%-3%3%4%/ compensation process

1---2--1-1-113-3---33Contact details for
5%---4%--10%-2%-5%3%5%-5%---8%3%customer service

12-2-12--321-12111123Refund / reimbursement
5%7%-7%-10%7%--6%10%5%-2%5%2%3%8%2%5%3%/ compensation

eligibility

1---1---11-2-2-11-2-2Options for in person
5%---2%---20%2%-10%-4%-2%3%-3%-2%airline support

-1-1--1--1-----1--1-1Checked luggage
-3%-3%--4%--2%-----2%--2%-1%handling information

(if applicable)

-1-1-1---1----11---11Options for online
-3%-3%-10%---2%----2%2%---3%1%airline support

1----1---1---1-1--1-1Estimated wait times
5%----10%---2%---2%-2%--2%-1%for customer service

support

-313-11-131--213--3-3Other (please specify)
-10%20%10%-10%4%-20%6%5%--4%2%5%--5%-3%
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Table 42

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

38281555-1112511131214102151026Rebooking options /
14%28%40%27%31%50%19%-20%21%10%25%37%23%29%24%34%17%25%25%26%next available flight

to my destination

52-2824-1743510511319615Reason for cancellation
23%7%-7%17%20%15%-20%13%20%15%17%18%12%19%10%8%15%15%15%

36-63-44193-6849129312Impact on connecting
14%21%-20%6%-15%40%20%17%15%-20%14%10%15%3%17%15%8%12%flights (if applicable)

12-26-3--312345342549Refund / reimbursement
5%7%-7%13%-11%--6%5%10%10%7%12%5%14%17%8%10%9%/ compensation

eligibility

32-22122-532134421257Refund / reimbursement
14%7%-7%4%10%7%20%-10%15%10%3%5%10%7%7%8%3%13%7%/ compensation process

14151-6--632-43421527Options for in person
5%14%20%17%2%-22%--12%15%10%-7%7%7%7%8%8%5%7%airline support

-21251--121-2-652-617Availability of
-7%20%7%10%10%--20%4%5%-7%-14%8%7%-10%3%7%disability support

staff

4---211114-1151321426Contact details for
18%---4%10%4%10%20%8%-5%3%9%2%5%7%8%7%5%6%customer service

11-12--2-222-4-22-224Checked luggage
5%3%-3%4%--20%-4%10%10%-7%-3%7%-3%5%4%handling information

(if applicable)

----4------2131211134Estimated wait times
----8%------10%3%5%2%3%3%8%2%8%4%for customer service

support

---------------------Options for online

---------------------airline support

1212--21-311-212-1123Other (please specify)
5%7%20%7%--7%10%-6%5%5%-4%2%3%-8%2%5%3%
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Table 43

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Second most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

22139-32-52436883311314Refund / reimbursement
9%7%20%10%19%-11%20%-10%10%20%10%11%19%14%10%25%19%8%14%/ compensation

eligibility

55154271-106-38610229514Checked luggage
23%17%20%17%8%20%26%10%-19%30%-10%14%14%17%7%17%15%13%14%handling information

(if applicable)

13-38112-4332746516612Refund / reimbursement
5%10%-10%17%10%4%20%-8%15%15%7%13%10%10%17%8%10%15%12%/ compensation process

21-18-1113143647315611Impact on connecting
9%3%-3%17%-4%10%20%6%5%20%10%11%10%12%10%8%8%15%11%flights (if applicable)

3---7-3--3115463616410Estimated wait times
14%---15%-11%--6%5%5%17%7%14%5%21%8%10%10%10%for customer service

support

23-3523--5233645416410Rebooking options /
9%10%-10%10%20%11%--10%10%15%10%11%10%8%14%8%10%10%10%next available flight

to my destination

2414233--611135611358Contact details for
9%14%20%13%4%30%11%--12%5%5%3%5%12%10%3%8%5%13%8%customer service

2313212-2511452331427Reason for cancellation

9%10%20%10%4%10%7%-40%10%5%5%13%9%5%5%10%8%7%5%7%

14-42-22151-561511527Options for in person
5%14%-13%4%-7%20%20%10%5%-17%11%2%8%3%8%8%5%7%airline support

1212--111321-3-3--3-3Availability of
5%7%20%7%--4%10%20%6%10%5%-5%-5%--5%-3%disability support

staff

---------------------Options for online

---------------------airline support

12-21111-3-212231-134Other (please specify)
5%7%-7%2%10%4%10%-6%-10%3%4%5%5%3%-2%8%4%
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Table 44

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Third most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

43-39321175241069527816Refund / reimbursement
18%10%-10%19%30%7%10%20%13%25%10%13%18%14%15%17%17%12%20%16%/ compensation

eligibility

23148-33-6245957439514Refund / reimbursement
9%10%20%13%17%-11%30%-12%10%20%17%16%12%12%14%25%15%13%14%/ compensation process

33-35141-6442657226511Impact on connecting
14%10%-10%10%10%15%10%-12%20%20%7%11%12%12%7%17%10%13%11%flights (if applicable)

42-2314-1622354441549Checked luggage
18%7%-7%6%10%15%-20%12%10%10%10%9%10%7%14%8%8%10%9%handling information

(if applicable)

33233141-622372621729Options for in person
14%10%40%10%6%10%15%10%-12%10%10%10%13%5%10%7%8%12%5%9%airline support

-2-26-2--2-232644-628Availability of
-7%-7%13%-7%--4%-10%10%4%14%7%14%-10%5%8%disability support

staff

1212412--31-13352-527Reason for cancellation
5%7%20%7%8%10%7%--6%5%-3%5%7%8%7%-8%5%7%

13-32211-4-222442-426Estimated wait times
5%10%-10%4%20%4%10%-8%-10%7%4%10%7%7%-7%5%6%for customer service

support

-2124---221133324-426Contact details for
-7%20%7%8%---40%4%5%5%10%5%7%3%14%-7%5%6%customer service

12-21-12-32-1313-1314Rebooking options /
5%7%-7%2%-4%20%-6%10%-3%5%2%5%-8%5%3%4%next available flight

to my destination

---------------------Options for online

---------------------airline support

34-4314117113638-23710Other (please specify)
14%14%-13%6%10%15%10%20%13%5%5%10%11%7%14%-17%5%18%10%
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Table 45

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Fourth most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

52128141174348794214115Refund / reimbursement
23%7%20%7%17%10%15%10%20%13%20%15%13%14%17%15%14%17%24%3%15%/ compensation process

14-46-31152277474-6511Refund / reimbursement
5%14%-13%13%-11%10%20%10%10%10%23%13%10%12%14%-10%13%11%/ compensation

eligibility

12-282-1-3223655514711Reason for cancellation
5%7%-7%17%20%-10%-6%10%10%10%11%12%8%17%8%7%18%11%

53-3225-18331826317310Contact details for
23%10%-10%4%20%19%-20%15%15%15%3%14%5%10%10%8%12%8%10%customer service

-72721321741172342639Checked luggage
-24%40%23%4%10%11%20%20%13%20%5%3%13%5%5%14%17%10%8%9%handling information

(if applicable)

41-12-41-5112616-1347Rebooking options /
18%3%-3%4%-15%10%-10%5%5%7%11%2%10%-8%5%10%7%next available flight

to my destination

12-2412--311315331527Impact on connecting
5%7%-7%8%10%7%--6%5%5%10%2%12%5%10%8%8%5%7%flights (if applicable)

-1-16-1--1-12-752-437Options for in person
-3%-3%13%-4%--2%-5%7%-17%8%7%-7%8%7%airline support

11-121-1-2-224-13-124Estimated wait times
5%3%-3%4%10%-10%-4%-10%7%7%-2%10%-2%5%4%for customer service

support

----3-------2212-1213Options for online
----6%-------7%4%2%3%-8%3%3%3%airline support

-1-11-1--1-2-1111-112Availability of
-3%-3%2%-4%--2%-10%-2%2%2%3%-2%3%2%disability support

staff

-2-2--11-22--112--112Other (please specify)
-7%-7%--4%10%-4%10%--2%2%3%--2%3%2%
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Table 46

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Fifth most important
Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

4324423218123569-35712No others
18%10%40%13%8%20%11%20%20%15%5%10%10%9%14%15%-25%8%18%12%
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Table 46

Q14. What are the most important pieces of information you would want to receive when notified about a SAME-DAY CANCELLATION?

Please rank your top 5 in order of priority, 1 being the most important. Fifth most important
Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

1618419296188335141220382636208333064In person
73%62%80%63%60%60%67%80%60%67%70%60%67%68%62%61%69%67%56%75%64%

4717152522116781510177219726Airline telephone
18%24%20%23%31%20%19%20%40%21%30%35%27%27%24%29%24%17%32%18%26%rebooking service

12-2312--3-1215222426Airline website / in-
5%7%-7%6%10%7%--6%-5%7%2%12%3%7%17%7%5%6%app rebooking support

12-2112--3---214--314Other (please specify)
5%7%-7%2%10%7%--6%---4%2%7%--5%3%4%

Page 61

CAA Delays Survey
CATI Fieldwork : 24th March - 3rd April 2025

Absolutes/col percents

Table 47

Q15. If it is necessary to rebook your flight, what is your preferred method of doing so?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

1618419296188335141220382636208333064Base

1115316274146327121019322232184272654Airline telephone
69%83%75%84%93%67%78%75%100%77%86%83%95%84%85%89%90%50%82%87%84%rebooking service

43132241-721163324639Airline website / in-
25%17%25%16%7%33%22%13%-20%14%8%5%16%12%8%10%50%18%10%14%app rebooking support

1------1-1-1--11---11Other (please specify)
6%------13%-3%-8%--4%3%---3%2%
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Table 48

Q16. If in person support is not available, what is your preferred method of rebooking your flight?

Base: All respondents who prefer in person rebooking

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

-2-2--2--2---1-2--2-2I am fully informed
-7%-7%--7%--4%---2%-3%--3%-2%about my rights as a

traveller

61031053101216546129116413721I have a good
27%34%60%33%10%30%37%10%40%31%25%20%20%21%21%19%21%33%22%18%21%understanding of my

rights

91421522611522481013252129134291746I have limited
41%48%40%50%46%60%41%50%40%46%40%50%43%45%50%49%45%33%49%43%46%knowledge of my rights

73-3211441107611181217104151631I have no knowledge of
32%10%-10%44%10%15%40%20%19%35%30%37%32%29%29%34%33%25%40%31%my rights

61231253121218546139136415723NET: Fully informed/
27%41%60%40%10%30%44%10%40%35%25%20%20%23%21%22%21%33%25%18%23%good understanding

1617218437159334151624433346238443377NET: Limited / noi

73%59%40%60%90%70%56%90%60%65%75%80%80%77%79%78%79%67%75%83%77%knowledge
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Table 49

Q17. To what extent are you aware of your rights as a traveller when it comes to facing a flight delay or cancellation?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

20244253672495451617244436452412493181Airline customer
91%83%80%83%75%70%89%90%100%87%80%85%80%79%86%76%83%100%83%78%81%service

91241322-1534227915261727125301444The Money Saving Expert
41%41%80%43%46%-56%30%80%42%35%45%50%46%40%46%41%42%51%35%44%(Martin Lewis)

712212172132219761719162664191736The Civil Aviation
32%41%40%40%35%20%48%20%40%37%35%30%57%34%38%44%21%33%32%43%36%Authority (CAA)

5525926-21041799115311819Social media
23%17%40%17%19%20%22%-40%19%20%5%23%16%21%19%17%25%19%20%19%

1212612--311627432549An alternative dispute

5%7%20%7%13%10%7%--6%5%5%20%4%17%7%10%17%8%10%9%resolution scheme (e.g.
AviationADR, CEDR)

11311311482-146541114193316925Something else (please
5%45%20%43%23%40%30%20%-27%30%25%13%20%33%32%10%25%27%23%25%specify)

22-25121-44226354-459None of the above
9%7%-7%10%10%7%10%-8%20%10%7%11%7%8%14%-7%13%9%
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Table 50

Q18. If you are not satisfied with the outcome of your flight disruption, which of the following are you aware of that can support you to resolve the dispute?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

212542541823105461617284838522510533387While booking the
95%86%80%83%85%80%85%100%100%88%80%85%93%86%90%88%86%83%90%83%87%flight, prior to any

disruption

18173183771784361416233735412111442973During check in, prior
82%59%60%60%77%70%63%80%80%69%70%80%77%66%83%69%72%92%75%73%73%to any disruption

211942035819104411415254431452011462976On the day of my

95%66%80%67%73%80%70%100%80%79%70%75%83%79%74%76%69%92%78%73%76%flight, prior to any
disruption

202542644923104461818295040532611523890On the day of my
91%86%80%87%92%90%85%100%80%88%90%90%97%89%95%90%90%92%88%95%90%flight, when being

notified of a

disruption that has
occurred

1-----1--11--1--1--11I do not need to be
5%-----4%--2%5%--2%--3%--3%1%specifically informed

of my rights when
facing a travel
disruption; I am happy
for this information to
be available online
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Table 51

Q19. At what stage of the travel process would you prefer to be informed / reminded of your rights when facing a travel disruption?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

45-51414139431212111085111123Single no children
18%17%-17%29%10%15%10%60%17%20%15%40%21%26%17%28%42%19%28%23%

12-22-12-323-4141-325Cohabiting / married no
5%7%-7%4%-4%20%-6%10%15%-7%2%7%3%-5%5%5%children

----2------1-11-112-2Single with children
----4%------5%-2%2%-3%8%3%-2%living at home

----3-----1-1213--213Cohabiting / married
----6%-----5%-3%4%2%5%--3%3%3%with children living at

home

616316136122222471118172564251035Single, all children
27%55%60%53%27%60%44%20%40%42%20%35%37%32%40%42%21%33%42%25%35%left home

1152613395-17966191115132141630Cohabiting / married,
50%17%40%20%27%30%33%50%-33%45%30%20%34%26%25%45%17%24%40%30%all children left home

-1-11-1--1-----2--2-2Prefer not to say
-3%-3%2%-4%--2%-----3%--3%-2%
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Table 52

S1. Which statement best reflects your household composition?

Base: All respondents

Prepared by Yonder



Long standing
disability or

Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender
NotI haveNET:

travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

56-619262111--30151515114191030Under or equal to
23%21%-20%40%20%22%20%20%21%--100%27%36%25%38%33%32%25%30%16,000 pounds

44-41213228-20-12811811192016,001 - 25,000 pounds
18%14%-13%25%10%11%20%40%15%-100%-21%19%19%28%8%19%23%20%

43-341321711--83812651125,001 - 30,000 pounds
18%10%-10%8%10%11%20%20%13%55%--14%7%14%3%17%10%13%11%

-313--21-33--3-11121330,001 - 35,000 pounds
-10%20%10%--7%10%-6%15%--5%-2%3%8%3%3%3%

-111--1--11--1---11-135,001 - 40,000 pounds

-3%20%3%--4%--2%5%--2%---8%2%-1%

-112--2--22--111-111240,001 - 45,000 pounds
-3%20%7%--7%--4%10%--2%2%2%-8%2%3%2%

-1-1--1--11--1-1--1-145,001 - 50,000 pounds
-3%-3%--4%--2%5%--2%-2%--2%-1%

----1-----1---1-1--1150,001 - 60,000 pounds

----2%-----5%---2%-3%--3%1%

1-----1--11--1--1--1160,001 - 75,000 pounds
5%-----4%--2%5%--2%--3%--3%1%

---------------------75,001+ pounds
---------------------

81021012683118---14142262181230Don't know / Prefer not
36%34%40%33%25%60%30%30%20%35%---25%33%37%21%17%31%30%30%to say
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Table 53

S2. What is the combined gross income of your household?

Base: All respondents

Prepared by Yonder



Long standing

disability or
Experienced Flight cancellation/delayPlane travelCombined gross incomeconditionAgeGender

NotI haveNET:
travelledflown atMore thanTravelled
by planeleasttwice inby plane

CancellatNET:in pastonce perthe pastA couplein pastOver#16,001 -Under
NeitherDelayionEither10 yearsyear10 yearsof timesOnce10 years#25,001#25,000#16,000NoYes75+65-74Under 65FemaleMaleTotal

22295304810271055220203056425929125940100Base

413213256821175815-4223136271542NET: Yes
18%45%40%43%52%60%30%20%20%33%25%40%50%-100%39%45%50%46%38%42%

1---2-1--1-1--3-12123Yes - mental
5%---4%-4%--2%-5%--7%-3%17%2%5%3%condition

21121118561113579-3117113201131Yes - physical
9%38%40%37%38%50%22%10%20%25%25%35%30%-74%29%38%25%34%28%31%condition

22-28121-4-17-126337512Yes - disability

9%7%-7%17%10%7%10%-8%-5%23%-29%10%10%25%12%13%12%

---------------------Yes - other
---------------------

181531622418843415121556-34166302556No
82%52%60%53%46%40%67%80%80%65%75%60%50%100%-58%55%50%51%63%56%

-1-11-1--1-----2--2-2Prefer not to say
-3%-3%2%-4%--2%-----3%--3%-2%
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Table 54

S3. Do you have a longstanding physical or mental condition or disability that has lasted or is likely to last 12 months and which has a substantial adverse effect on

your ability to carry out day-to-day activities?
Base: All respondents

Prepared by Yonder


