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Professional Certificate in Airline Economics and Strategy

airline customer experience management

Accessibility — The degree to which airline services are usable by passengers of all abilities, including those
with visual, auditory, mobility, or cognitive impairments. Related terms: Universal Design, Assistive
Technology, ADA Compliance.

Practical application: Implementing tactile floor markings, screen-reader-compatible booking sites, and
wheelchair-friendly boarding bridges.

Challenges: Balancing cost of retrofitting older aircraft with regulatory deadlines; training staff to
consistently provide assistance without causing delays.

Ancillary Revenue — Income generated from non-ticket sources such as baggage fees, seat-selection
charges, and onboard sales. Related terms: Upselling, Revenue Diversification, Price Bundling.
Example: A low-cost carrier offering a “Premium Comfort” seat for an additional $30, which boosts
per-passenger yield.

Challenges: Maintaining a positive customer perception when fees appear hidden; integrating ancillary
offers seamlessly into the booking journey to avoid “surprise” charges at check-in.

Airline Alliance — A cooperative arrangement between two or more airlines that enables shared resources,
coordinated schedules, and reciprocal frequent-flyer benefits. Related terms: Code-Share, Joint Venture,
Interline Agreement.

Practical application: A passenger booked on Airline A can check in and receive baggage handling through
Airline B within the same alliance, enhancing the perceived continuity of service.

Challenges: Aligning service standards across distinct corporate cultures; ensuring that the alliance's loyalty
program does not dilute the brand identity of each member.

Airport Experience — The aggregate of all touchpoints a passenger encounters from curbside to gate,

including signage, security, retail, and lounge amenities. Related terms: Wayfinding, Terminal Design,

Passenger Flow.

Example: Implementing a mobile-app-driven “virtual queue” for security checks reduces physical line

formation and improves perceived wait times.

Challenges: Coordinating with airport authorities that have independent revenue models; adapting to
fluctuating passenger volumes without compromising service consistency.

Airborne Service — The suite of in-flight offerings provided after take-off, such as cabin crew interaction,
meal service, and entertainment. Related terms: In-flight Service Level, Cabin Crew Training, Service
Recovery.

Practical application: Using data-driven personalization to offer a preferred meal option based on a
passenger's past selections, thereby increasing satisfaction scores.

Challenges: Limited space and weight constraints; variability in crew performance that can affect the
uniformity of the passenger experience.
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Arrival Process — The set of activities a passenger completes after landing, including immigration, baggage
claim, and ground transportation. Related terms: Disembarkation Efficiency, Baggage Reconciliation,
Transfer Time.

Example: Deploying RFID-enabled baggage tags that allow real-time tracking reduces lost-luggage
incidents and improves post-flight satisfaction.

Challenges: Synchronizing airline and airport systems; mitigating congestion during peak arrival windows,
especially at hub airports.

Brand Loyalty — The tendency of customers to repeat-purchase or recommend an airline based on positive
past experiences and perceived value. Related terms: Customer Retention, Net Promoter Score, Loyalty
Program.

Practical application: Offering tiered status benefits such as priority boarding and lounge access encourages
high-frequency flyers to remain with the carrier.

Challenges: Counteracting aggressive competitor promotions; ensuring loyalty rewards remain relevant in a
market where price sensitivity is high.

Customer Journey Mapping — A visual or narrative representation of a passenger’s interactions with an
airline across all phases of travel. Related terms: Touchpoint Analysis, Experience Blueprint, Persona
Development.

Example: Mapping reveals that passengers experience a “friction point” during seat-selection on the mobile
app, prompting a redesign that reduces abandonment rates by 12 %.

Challenges: Capturing accurate data across disparate channels; keeping the map current as technology and
processes evolve.

Customer Relationship Management (CRM) — A systematic approach to collecting, storing, and leveraging
passenger data to improve service delivery and marketing effectiveness. Related terms: Data Integration,
Personalization Engine, Customer Segmentation.

Practical application: Using CRM data to trigger automated email reminders for upcoming flight check-in,
thereby decreasing missed-check-in incidents.

Challenges: Ensuring data privacy compliance (e.g., GDPR, CCPA); integrating legacy reservation systems
with modern CRM platforms without data loss.

Digital Touchpoints — Any electronic interface through which a passenger interacts with an airline, such as
website, mobile app, chatbot, or social media channel. Related terms: Omnichannel, Ul/UX, Self-Service
Portal.

Example: A chatbot that resolves routine baggage inquiries 24 /7 reduces call-center volume and improves
response time metrics.

Challenges: Maintaining consistency of tone and information across channels; preventing “digital fatigue”
where passengers feel overwhelmed by too many automated prompts.

Disruption Management — The set of strategies employed to mitigate the impact of irregular operations,
including delays, cancellations, and technical faults. Related terms: Contingency Planning, Service Recovery,
Operational Resilience.
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Practical application: Offering immediate rebooking options via a mobile app and providing meal vouchers
on the ground reduces negative sentiment measured by post-event surveys.

Challenges: Real-time coordination with ground staff, airports, and third-party providers; balancing cost of
compensation against brand reputation.

Empathy Mapping — A tool that captures what passengers think, feel, say, and do at each stage of the travel
experience, fostering deeper understanding among airline staff. Related terms: Emotional Intelligence, Voice
of the Customer, Persona.

Example: An empathy map uncovers that business travelers feel “time-pressure” during security, prompting

the airline to partner with fast-track services.

Challenges: Translating qualitative insights into actionable process changes; avoiding bias when interpreting
passenger emotions.

Feedback Loop — The mechanism by which passenger opinions are collected, analyzed, and fed back into
operational improvements. Related terms: Survey Design, Sentiment Analysis, Continuous Improvement.
Practical application: Post-flight email surveys linked to a dashboard allow managers to track Net Promoter
Score trends in near real-time.

Challenges: Achieving high response rates without over-surveying; ensuring that feedback is acted upon
rather than merely archived.

Flight Delay Compensation — Monetary or non-monetary remuneration offered to passengers affected by a
delay beyond a regulatory threshold. Related terms: EU261, Passenger Rights, Service Recovery.

Example: In the European Union, a 3-hour delay on a 1,500 km flight triggers a €250 compensation, which
the airline must process within a stipulated period.

Challenges: Managing the financial exposure of large-scale delay events; communicating eligibility clearly to
avoid disputes.

Ground Handling — The set of services performed on the aircraft while on the ground, including fueling,
cleaning, catering, and baggage loading. Related terms: Turnaround Time, Outsourcing, Service Level
Agreement.

Practical application: Streamlining baggage loading sequences using Al-driven slot allocation reduces
turnaround time by 7 %, enhancing on-time performance.

Challenges: Coordinating multiple contractors; maintaining consistent quality across different airports.

In-flight Entertainment (IFE) — The hardware and software systems that deliver movies, music, games, and
connectivity to passengers during a flight. Related terms: Content Licensing, Seat-Back Screens, Wi-Fi
Connectivity.

Example: Offering a “bring-your-own-device” (BYOD) streaming platform reduces aircraft weight and
operational costs while meeting passenger preferences.

Challenges: Keeping content libraries fresh; managing bandwidth limitations for high-density Wi-Fi.

Loyalty Program — A structured scheme that rewards repeat passengers with points, status tiers, or exclusive
benefits. Related terms: Frequent-Flyer Miles, Tiered Benefits, Redemption.
Practical application: Allowing members to redeem points for ancillary services (e.g., extra baggage)
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increases perceived value and drives ancillary revenue.
Challenges: Designing a points-earning model that is both attractive and financially sustainable; preventing
program “fatigue” where benefits become less compelling over time.

Net Promoter Score (NPS) — A metric that gauges passenger willingness to recommend an airline, calculated
from responses to the question “"How likely are you to recommend us to a friend or colleague?” Related
terms: Promoter, Detractor, Passive.

Example: An NPS of +45 indicates a strong positive sentiment, prompting the airline to invest in further
service enhancements.

Challenges: Interpreting NPS in isolation can be misleading; cultural differences affect scoring tendencies,
requiring contextual analysis.

Personalization — The customization of services, communications, and offers based on individual passenger
data and preferences. Related terms: Data-Driven Marketing, Dynamic Pricing, Recommendation Engine.
Practical application: Sending a pre-flight reminder that highlights a passenger’s preferred seat location and
meal choice increases perceived relevance and reduces last-minute changes.

Challenges: Balancing personalization with privacy concerns; avoiding “creepiness” where the airline appears
overly intrusive.

Queue Management — Techniques used to organize and reduce waiting times at check-in, security, and
boarding gates. Related terms: Virtual Line, Slot Allocation, Process Optimization.

Example: Deploying a mobile “boarding pass” that displays real-time gate status allows passengers to arrive
just-in-time, minimizing idle crowding.

Challenges: Technology adoption rates among older demographics; ensuring that queue-reduction
measures do not compromise security protocols.

Revenue Management — The practice of forecasting demand, segmenting markets, and pricing seats to
maximize airline profitability. Related terms: Yield Management, Dynamic Pricing, Inventory Control.
Practical application: Using machine-learning models to adjust fare classes in response to competitor moves
and booking patterns improves load factor by 3 %.

Challenges: Data quality and model interpretability; ethical considerations when pricing algorithms produce
disparate outcomes for different passenger groups.

Service Recovery — The set of actions taken to rectify a service failure and restore passenger confidence.
Related terms: Compensation, Apology Protocol, Follow-Up.

Example: When a flight is overbooked, offering affected passengers immediate rebooking on the next
available flight plus a complimentary lounge pass demonstrates proactive recovery.

Challenges: Training staff to deliver consistent apologies; measuring the long-term impact of recovery
actions on loyalty.

Touchpoint Integration — The alignment of disparate customer interactions (online, at the airport, on board)
into a seamless experience. Related terms: Omnichannel Strategy, Data Synchronization, Customer Journey.
Practical application: A passenger who selects a seat on the website sees that same seat highlighted in the
mobile app and at the self-service kiosk, reinforcing consistency.
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Challenges: Legacy systems that operate in silos; latency in data updates leading to “out-of-sync”
information across channels.

Unbundling — The practice of separating traditionally inclusive services (e.g., meals, checked baggage) into
optional, fee-based add-ons. Related terms: Ancillary Revenue, A La Carte Pricing, Cost Transparency.
Example: A carrier advertises a low base fare, allowing passengers to add only the services they truly need,
thereby lowering the effective price for price-sensitive travelers.

Challenges: Perception of “nickel-and-diming” which can erode brand goodwill; ensuring that unbundled
options are clearly communicated to avoid confusion.

Voice of the Customer (VoC) — The collective insights gathered from passenger feedback, complaints, and
social media mentions. Related terms: Sentiment Analysis, Customer Insight, Feedback Loop.

Practical application: Analyzing VoC data reveals a recurring complaint about limited legroom on a specific
aircraft type, prompting a redesign of seat pitch for future deliveries.

Challenges: Filtering signal from noise in large data sets; integrating VoC insights into strategic
decision-making without bias.

Yield Management — A subset of revenue management focused on optimizing the average revenue per
passenger mile (RPK) through strategic seat allocation. Related terms: Fare Class Control, Load Factor,
Pricing Elasticity.

Example: By limiting the number of low-fare seats on a high-demand route, the airline raises overall yield
while maintaining acceptable load factors.

Challenges: Forecasting demand accurately in volatile markets; avoiding alienation of price-sensitive
segments.

Zero-Touch Check-in — A process that enables passengers to complete all pre-flight formalities (e.g., ID
verification, baggage tagging) without physical interaction, often via mobile devices. Related terms:
Self-Service, Automation, Contactless Technology.

Practical application: Passengers upload a passport photo to the airline app, receive a digital boarding pass,
and drop baggage at a dedicated “zero-touch” lane, reducing queue times.

Challenges: Ensuring security and compliance with travel document regulations; providing alternatives for
passengers without smartphones.
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