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ABDULLA ALI

SVP Ground services, Qatar Airways 

PASSENGER EXPERIENCE & FACILITATION
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Qatar Airways is the national carrier of the State of Qatar. 
We are one of the fastest growing airlines, operating one 
of the youngest fleets in the world. 

Within our expanding network of over 170 global 
destinations, we offer delectable meal choices, up to 
8,000 entertainment options, unparalleled attention to 
detail and so much more. 

We are passionate about providing service excellence to 
our customers.

Expect an incredible travel experience.

A multi-award-winning airline

AIRLINE OF THE YEAR

WORLD’S BEST 

BUSINESS CLASS 

WORLD’S BEST 

BUSINESS CLASS 

LOUNGE

BEST AIRLINE IN 

THE MIDDLE EAST  

BEST BUSINESS CLASS
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A global network of more than 170 destinations Our Fleet

124 Boeing 

Passenger Fleet

108 Airbus 

Passenger Fleet
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OUR PRODUCTS

World’s Best Business Class

For the eleventh time, we were voted    
the World’s Best Business Class, at    
Skytrax 2024. 

We made aviation history in October 2024 as 
the first global airline to operate a Starlink-
equipped flight, setting new industry 
standards for in-flight connectivity. 

Our content is updated regularly with the latest 
blockbuster movies, TV Shows, documentaries, 
audiobooks and podcasts. We also ensure there 
is something for everyone, with a range of 
options in different languages and genres. 
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Hamad International Airport was 
named World’s Best Airport, the 
most prestigious award at Skytrax 
2024, along with World’s Best 
Airport Shopping and Best Airport 
in the Middle East. 

Award Winning Lounges

Our Lounge offering in our hubs & key 
markets, offer spaces to relax, unwind, and 
dine from carefully crafted international 
menus, we take huge pride in offering a great 
Qatari hospitality experience. 

Our loyalty programme offers members a wide 
range of exclusive benefits tailored to elevate 
your travel experience, adopting a leading global 
reward currency called Avios. 

OUR PRODUCTS
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 OUR JOURNEY   

 
CUSTOMER EXPERIENCE & FACILITATION
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CUSTOMER JOURNEY

Pre Communication

▪ Check-in Reminder

▪ Digital Ancillaries

▪ Rules & Regulations

1. PRE-FLIGHT

▪ Dedicated Counters (Incl. PRM 

counters)

▪ Smart check-In (SSKs & SSBDs) 

▪ APP & ADC checks

▪ Pre document checks

2. AIRPORT CHECK-IN

▪ MCT &  Disruption Management via 

Network Disruption Support Unit

▪ STPC desks

▪ Q-assist and way Finding

▪ Special Handling of PRM & hidden 

disabilities. 

3. TRANSFERS

19 LOUNGES (Hub)

▪ Premium Boarding Lanes

▪ Boarding Notifications through QR APP

▪ Self-Boarding Gates

4. BOARDING

▪ Flights schedule live tracking 

▪ Tactical Operational Decisions

▪ Emergency Response

5. INTEGRATED 
OPERATION CENTRE

▪ Baggage Delivery and SLAs

▪ Managing Mishandled bags

▪ Special handling 

6. POST FLIGHT

FACILITATION
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CHECK IN BSM / BPM
SECURITY 

SCREENING
BHS SORTER CONVEYOR BRS

SCAN & LOAD 
TO CONTAINER

SCAN & LOAD 
TO AIRCRAFT

UNLOADRECLAIM BELT

Security

Transfer

Arrival

Baggage 
Acceptance

(Multiple Options)

DCS Automated messages that 
are accurate & efficient 

sorting, enable tracking, min 
handling times, reducing 
safety & security errors.

Baggage will go through 
security screening Xray 

machine (03 Levels)

Effective BHS system 
that connects bag 

journey from point of 
acceptance until 

delivery.

Baggage will be scanned & 
loaded to container

Scan and track at aircraft side 
during loading

QR Apps (BPM) will send notification to 
customer for baggage status journey

Customer will be notified upon arrival of 
baggage arrival and belt number

BAGGAGE JOURNEY

Reducing Loading Errors – Enhancing Operational Safety & Security – Better Visibility/ Tracking – Improved Customer Experience

FACILITATION
Auto process 

routing baggage to
dedicated loading areas
based on BSM creating

an efficient and accurate
sorting/loading processes
and minimizing handling

errors

Efficiently control 
baggage flow and 

optimize the quality of 
the Baggage handling 
and storage concepts. 

We use both the 
conveyor belt and Tray 

systems in DOH 
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E-BAG TAG

WEB 
CHECK-IN 

MOBILE 
CHECK-IN

Self Boarding 
(Biometrics)

Transit Kiosk

Track Your Bag
Know Your 

GateBaggage 
Check-in 

notfication

Self Baggage DropDeparture 
Kiosk

Kiosk Monitoring 
AppPreparing to Travel  

“Off Airport”

AIRPORT
CHECK-IN

Boarding

ARRIVAL

Post Flight

Backoffice 
Operations 
(Qonnect+)

Core Features
• Disruption Mgmt.
• Service Failures
• Delay Management
• Incident Management
• Inventory Mgmt.
• Concierge Service

TRANSIT

DIGITAL JOURNEY

D-48H

D-03H

D-01H

D-24H to D-01H

> D-00H

Mishandled Baggage 
Filing & Report Lost 

Items
(HAQIBA)

FACILITATION
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1- BOOKING & RESERVATION

▪ Online booking platforms & mobile apps. 

▪ Fare selection, seat preferences, and add-ons. 

▪ Fare transparency & dynamic pricing. 

▪ Passenger Name Record (PNR) & data management. 

▪ Customer Contact Details

2- PRE-TRAVEL PREPARATION 

▪ Receiving e-tickets and travel reminders. 

▪ Online check-in and mobile boarding passes. 

▪ Reviewing baggage policies and travel restrictions. 

▪ Role of PNR GOV & PNR Submissions to authorities, ETA 

3- PRE-DEPARTURE PROCEDURES 

▪ Biometrics facial recognition, Online check-in & mobile 

boarding passes. 

▪ Baggage policies & self-tagging stations. 

▪ Travel documentation checks & visa requirements along 

with APP and ADC integration to reduce INAD.

▪ Use of biometric identification for faster screening. 

4- AIRPORT ARRIVAL & CHECK-IN 

▪ Self-service kiosks, Biometrics Facial recognition & 

traditional premium check-in counters. 

▪ Verifying travel documents and automated baggage 

drop-off. 

▪ Special services for passengers needing assistance.  

▪ Digital notifications for boarding updates. 

▪ Final APIS check and clearance for departure. 

5- SECURITY SCREENING & IMMIGRATION 

▪ Standard security procedures and biometric screening. 

▪ Passport control and Automated Passport Processing (APP). 

▪ Compliance with Advance Passenger Information System & 

Role of APIS in border security. 

▪ Use of biometric identification for faster screening. 

6- AIRSIDE & BOARDING

▪ Boarding processes:  

▪ Priority Boarding                                                     

▪ Zonal Boarding

▪ Final call and secondary Doc. Verifications * 

▪ Real-time flight tracking & passenger notifications. 

▪ Future trends in passenger facilitation such as automated self 

boarding gates, biometrics – facial recognition.

OVERVIEW FACILITATION
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Thank You
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