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Customer Experience In The Airline Industry

In an era where travelers have more choices than ever before, the airline industry stands at

the intersection of competition and customer satisfaction. The challenge of not only attracting

but also retaining loyal passengers has never been more relevant. Forrester Research reveals

that, on average, US airlines could potentially earn up to $1.4 billion in additional annual

revenue by refining their customer experience (CX) strategies. This revenue increase can be

harnessed pre-flight, during the journey, or post-flight, presenting opportunities to enhance

customer loyalty and boost ancillary sales. Interestingly, these add-on services often yield

higher profits with less complexity compared to the core service of passenger transport. In the

competitive global market, customer experience has risen to the forefront as a pivotal

competitive advantage for airlines. Those carriers that not only prioritize but also excel in

delivering exceptional CX are the ones positioned for long-term success.
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