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SITA/ATW 2009 Passenger Self-Service Survey

user-friend
HAS ARRIVED

Passengers are responding positively to

automated interaction with airlines and want more

By Aaron Karp / Atlanta

VER THE PAST DECADE, AIRLINES INCREASINGLY HAVE

encouraged passengers to use their websites to book tickets and check in

for flights, as well as to use self-service kiosks in airports. At the same rime,

online commerce has exploded, with consumers becoming more accustomed

to making high-value purchases from the comfort of home. As a result of these converg-

ing trends, SITA concludes after analyzing the results of its “2009 Passenger Self-Service

What do passengers consider most when making their travel
arrangement and reservation?
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Survey,” airline websites are becoming
“the channel of choice for pre-flight and
post-flight customer service” and self-
service technology will be critical to the
air transport industry’s future.

SITA, a leading provider of IT business solutions and
communications services to the airline indusrry, exclu-
sively shared the results of the fourth annual self-service
survey with ATW in a briefing at its US headquarters here.
The 2009 survey was conducted at the same six airports
around the world as last year's: Atlanta, Paris Charles de
Gaulle, Moscow Domodedovo, Sao Paulo Guarulhos,
Mumbai and Johannesburg. Some 2,193 passengers repre-
senting 80 nationalities were interviewed between April 15
and June 8§ before boarding aircraft operated by more than
100 airlines. A finding thar jumps our of this year's survey
is that “convenience,” rather than price, is now the leading
IeAS0N Passengers urn o carriers’ websites.

“Passenger adoption of the online booking option keeps
growing,” SITA Director-Portfolio Marketing Dominique
El Bez tells this magazine, “A decade ago. when passengers
first started using airlines’ websites to book tickers, the
main value proposition was price. Although price is scill
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