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Transforming Passenger Experience:
Aligning Airport Infrastructure to meet Customer Needs
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Passengers to double in 2043

Region
CAGR

 (2023 - 2043)
CAGR

 (2019 - 2043)

Africa 3.6% 3.4%

Asia Pacific 5.1% 3.8%

Europe 2.3% 1.8%

Middle East 4.0% 3.6%

North America 2.7% 2.2%

Latin America & 
Caribbean 3.1% 2.9%

World 3.7% 2.9%

4.0%

35.4%

27.0%

5.9%

22.1%

5.7%

2023

Africa

Asia Pacific

Europe

Middle East

North America

Latin America &
Caribbean

3.9%

46.0%

20.7%

6.3%

18.1%

5.1%

2043

Source: IATA Air Passenger Forecast – May 2024 update
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Today, the industry is 
constrained and 
limited by the legacy 
standards, processes 
& technology in place.

Today, our 
industry is 
constrained 
and limited by 
the legacy 
standards, 
processes & 
technology in 
place
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85% 83% 82% 82% 81% 81%
75% 74% 73% 72% 69% 66% 65%

5% 4% 6% 7% 6% 5%
11% 10% 10% 11% 9%

15% 16%
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2024 IATA Global Passenger Survey Highlights. ©  Copyright International Air Transport Association.  All rights reserved.

Satisfaction highest with booking related touchpoints, check-in and 
arrival. Dissatisfaction with baggage collection & border control

7

Source: Global Passenger Survey 2024
Base: N (2023)=8’790, N (2024)= 13’487

2024 Satisfied
2023 Satisfied

2024 Dissatisfied
2023 Dissatisfied
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Speed & convenience remain top passenger 
priorities they want…

2024 IATA Global Passenger Survey Highlights. ©  Copyright International Air Transport Association.  All rights reserved.

Fast delivery, tracking 
possibility, baggage travelling ahead

“It would be so easy access all my trip 
information from one single location”CONVENIENCE 

Baggage

More efficiency, no bus, 
place for carry on luggageBoarding

No additional security / immigration 
checks & bag dropping at transfer airport.Transfer

No queuing, online
 visa application before travelCONVENIENCE 

Less or no queuingSecurity 

Border control 

Speed and 
convenience can be 
enhanced by 
completing these 
processes before 
arriving at the 
airport.
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Speed is the essence at the Airport

• Maximum desired time to get to the gate (without shopping, dining, etc.)

9
2024 IATA Global Passenger Survey Highlights. ©  Copyright International Air Transport Association.  All rights reserved.

Less than 30min 
for 72% of the passengers 
with a 
carry-on bag only 

Less than 45min 
for 76% of the passengers 
with a carry-on bag and 
checked-in bag

Less than 1h 
for 79% of the passengers 
with mobility aid or special 
assistance 
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"Commit to actively engage in the development of relevant international legal and administrative frameworks 
that support the evolving needs of international civil aviation and facilitation, particularly in the areas of civil 
registration, digital identity, biometric recognition, advance passenger information, passenger name record 
data, and seamless passenger and crew processing;"

- Doha Declaration 2025  
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Passengers

• Seamless, contactless 
travel experience with 
advance sharing 

• Protected privacy by 
sharing only the minimum 
required data 

• Reduced queues and 
faster processing at the 
airport 

Airlines

• Improved staff productivity

• Cost saving through 
automation

• Increased passenger data 
quality 

Airports
• Reduced queues and less 

pressure on airport 
infrastructure

• Optimized space 
efficiency 

Government

• Strengthened border security 
and improved facilitation by 
receiving accurate passenger 
info, including biometrics in 
advance

• Opportunities to combat 
human trafficking and other 
cross-border criminal 
activities
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Thank You
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