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. assengers using their mobile
phones to check-in may be fairly
thin om the ground today, but air-
lines are forecasting that people
using this service will increase
iu-ufu]d in the next three vears and are gear-
ing up to rapidly accelerate the availability of
a whole range of mobile facilities, including
check-in, to help their customess self-process
their journey,

The growth and popularity of web and
mobile services look set to overshadow
kinaks as a check-in channel - indeed airlines
in some regions that have yet to implement
kioske may simply leapfrog this evelutionary
stage. However thers is plenty of life laft in
the kiosk as a self-service channel, with an
increasing number of airlines looking to
evolve it further to provida other self-process-
ing tools,

It is inevitable there will be a lag between
provision and usage as the once-a-year hali-
daymakers catch up with the frequent flyers,
But airline IT chiefs also acknowledge the
general availability and uptake of sophisti-
cated sell-service options will also depend on
parfners and regulators, be they airports,
securily services or passport authorities
avolving their thinking and processes,

The 2oo9 Airline IT Trends Survev, con-
ducted by Airfine Business in association

with SITA, reveals that 25% of airlines have |
already implemented online check-in via |

mobile phones and this looks set to rapidly

catch up with other self-service check-in |
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GETTING
MOBILE

Mobile phone check-in looks like being the next
must-have accessory for airlines as the responses
to the 2009 Airline Business/SITA Airline IT
Trends Survey point to an anticipated explosion
in its popularity over the coming year

Admittedly only a handful of passengers —
an industry averags of 2.1% (welghted to pas-
| senger numbers) — currently take advantage
of mobils check-in, bul airlines are confident
this will rise to 11.6% [(passenger weighted)
by 2012, Inn the same period barcoded board-
ing passes sent to mobile phones are forecast
to jump to an average of 13.4% (passenger
weighted) of all boarding passes issued, from
the current average of 3.0% (passenger
weighted).

At Delta Air Lines, Josh Weiss managing
director of Delta.com and self-service, says
the majority of the airline's customer base
have hand-held devices and will want to be
ahle to use them to process their journey
whenever or wharever they are. Earlier this
yoar Delta launched its mobile check-in
service in Atlanta,

“Tt was relatively quiet and we had wall
over 1,000 people use it in the first two days,
which was very good. It was a quick take-up
with early adopting customers who are
embracing new types of technology and
experiences. They really want to sea it work,”
says Weiss. “Tt is still & very small pro-
pramme, in single digits of our total volume,
but it will grow quickly and be more core to
the experience this year."

In May AirAsia went live with mohbile
check-in and, according to Lan Kin Choy,
regional head of information technology,
mobile is the technology that will have the
mest impact on the airline and its IT strategy
in the next couple of years. “Everyone has

“Mobile check-in is still a
small programme, but will
grow quickly and be more
core to the experience”

JOSH WEISS
Managing director, Delta.com

options, rising ta 58% by the next vear and
reaching B1% by 2012 (see chart 1] Only
20% have no plans for implementation,
Loaking at the specific mobile-based serv-
ices mirlings provide or plan to provide to
passengers” own mohile devices, 20% of air- |
lings offer online check-in, rising to 53% next
year and 82% within three vears (see chart
), with 7% of airlines currently sending their
passengers  barcoded  boarding  passes,
increasing to 31% by 2010 and 53% by 2012,
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