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Abstract 

Bearing in mind the advances in technology, the emergence of various e-channels, the increased 

competitiveness in the air travel field, and the vaccination progress the choice and implementation 

of the most effective and appropriate strategy to restore passenger confidence in air travel post-

COVID 19 is of vital importance for all the aforementioned air travel bodies. The aim of this report 

is to examine and evaluate the role and responsibilities of airports, airlines, and state/governments 

in restoring passenger confidence for air travel in the post-Covid 19 era. 
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1.0 Introduction 
The global pandemic due to the spread of COVID-19 has created uncertainty for all as quarantines, 

hospitalizations, and tragically related-deaths and their continuous growth. Travel restrictions have 

decreased the mobility of passengers across the globe while the associated negative impacts have 

not only damaged the airline industry but have sadly spread across most industries. The 

transportation industry has been severely hit as air travel continues to shrink due to flight 

cancellations and capacity reductions. The airline industry has experienced a decrease in capacity 

of roughly 60–80% in its major carriers. This report will outline the role and the responsibilities 

of governments, airports, and airlines in an effort to rebuild passenger confidence for air travel 

after the pandemic.  
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2.0 The Air Travel Industry and the Pandemic  
Before the Covid-19 pandemic, the air travel industry was gradually growing. In the past few years 

technological development in aviation had an essential role in the improvement of air travel 

experience. The air travel industry was blooming because travelling had reached its peak. Every 

day, flights were fully booked, and airports were packed. Business travelling had become not only 

a reality but the norm as so many individuals traveled around the globe to conduct business and 

meet their partners. It had become easy to move from one city to another and travelling procedures 

were fast and convenient. 

Flying traffic increased 

exponentially while both 

passenger and cargo planes were 

more and more abundant in the 

sky as global trading and product 

delivery was almost 

monopolized by aircrafts out of 

all other means of transportation. 

Airports and airlines around the 

world were able to develop and 

evolve by reaching extremely 

high levels of profitability as 

increasing numbers of 

passengers trusted airlines for both entertainment and business travelling. Aerospace technology 

both in terms of traveling and in healthcare safety, has been one of the key factors for aviation 

growth before the pandemic and will certainly continue to be the major tool while rebooting 

aviation after last year’s shock. The economic growth achieved by airlines led many of the top 

airline companies around the world, such as Delta, United, Ryanair, Emirates, Qatar Airways, 

American Airlines, benefiting as new destinations were added and the number of annual 

passengers experienced a significant upsurge.  

However, the air travel industry was far from ready to face the impact of the Covid-19. The effects 

of the pandemic on aviation during its first year were detrimental leading to passengers losing their 

confidence in travelling by plane. Likewise, individuals, airports and airlines were in lockdown 

for many months with the situation recently starting to improve on a day-by-day basis. Almost all 

airports around the world are now open, taking all necessary measures against the virus. Covid 19 

though, has brought many challenges to airline companies.  Many of them, throughout 2020, have 

come close to bankruptcy. The impact of the coronavirus and multiple government travel 

restrictions have already driven airlines into technical bankruptcy or are at least substantially in 

breach of debt covenants. At the same time, while governments are grappling with the health 

challenges of coronavirus, there is little incentive to act cooperatively to aid struggling airlines. 

Messages are mixed and frequently quite different. Each nation is adopting the solution that 

appears best suited to it, right or wrong, without considering its neighbors or trading partners. 



 - 4 - 

Fear is that as a collapsed airline system is reconstructed, similar national self-interest will 

prevail. That is crucial to be avoided as the aviation industry is about much more than airline 

health. It is crucial to global communications and trade. The results could be devastating if the 

world’s airline industry becomes fragmented and largely unviable. Despite some brief recent 

profitable exceptions from the resulting virus instability, little has changed. The unexpected and 

dramatic effects of Covid-19 have hit the aviation industry severely. In order to deal with the 

new situation and mitigate the health and economic consequences, many questions need to be 

answered and new solutions developed. This concerns the operational processes and procedures.  
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3.0  A New Reality for Travelers  
The sharp decline in flight demand leads to falling revenues and requires airport management to 

implement and adapt operational concepts while reducing costs in the short term. Measures range 

from adaptive deployment of personnel and the redesign of key processes to variations in the use 

of airport infrastructure, which will lead to significant deviations from normal operations. These 

adaptations are essential to ensure the health of passengers and staff while preparing for the 

coming gradual increase in flight operations. Social distancing, staff protection measures and 

additional processes have a massive impact on passenger flow, system capacity, transfer times 

and travel duration. 

These are the main pillars around which all components of flight industry, including governments, 

airports and airlines, will build to restore consumers’ confidence. As previously mentioned, 

COVID-19 has had a significant impact on airline companies and the way they operate in all areas 

depicted by the enormous drop in the numbers gathered. Airports have experienced a 28.4% 

decline in global passenger traffic volumes throughout 2020, equivalent to a reduction of 612 

million passengers. For airlines, the revenue per passenger kilometers flown worldwide were down 

by 94% on the previous year. Therefore, airline companies have taken the necessary steps to restore 

confidence in their customers, whose mentality concerning air travelling has also been greatly 

affected by the COVID-19 pandemic.  

The main focus of the airlines’ transformative process is understanding the mindset of air-

passengers and regaining their trust through it. In order to achieve that goal, numerous surveys 

were conducted, which in turn, provided the companies with extremely valuable insights that 

helped them improve the overall experience on air. According to the International Air Transport 

Association (IATA), 40% of recent travelers plan to wait at least six months after the virus is 
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contained before flying again. So the key questions for airport and airlines is how to build public 

confidence in resuming travelling. To accomplish this, airlines must adapt to new practices and 

follow specific steps. For example, the Senior Vice President of Inflight Business at Inmarsat 

Aviation, Niels Steenstrup, directed a mass survey, which revealed that 60% of passengers felt 

satisfied with the company’s response to the challenges created by the virus outbreak. With this 

information in hand, the company was able to make new adjustments that maximized the 

experience of the passengers and reestablished a trustful and strong relationship with them.  

The initial and most important measure is for passengers to have a pre-flight test, to ensure that 

they and other passengers do not carry the virus. According to a Resilience First poll, the most 

valued technology solution for passengers would be a comprehensive pre-flight passenger testing 

program. Social media surveys depict passengers’ thoughts on what would inspire more 

confidence in air travel, concluding that pre-flight passenger testing was the most valued 

confidence building measure for 50% of respondents, followed by a touchless airport experience 

for 25% of respondents. The results were released to coincide with an expert panel on airport 

innovation co-hosted by Resilience First and Intel and addressed by the Chair of the Civil Aviation 

Authority, Sir Stephen Hillier. 

Technology improvements on airport operations have played an extremely important role in the 

restoration of trust and confidence in air-passengers. Since COVID-19 is a virus transmitted 

through touch and bodily fluids, minimization, or even total elimination, of any physical contact 

is a crucial factor in the reestablishment of confidence and safety. While passengers largely feel 

confident at passport control, security and communicating with cabin crew, they are reported to be 

less comfortable visiting the inflight toilet and being in proximity with others. Airports and airlines 

will be required to accelerate their digital transformation in a way that will increase travelers’ 

independence and reduce their reliance on touchpoint interactions. The study indicates that 

solutions which minimize touchpoints and reduce interactions would be best when addressing 

specific points such as contactless payments inflight (83 per cent) and staggered security queues 

(84 per cent). To accomplish safety, airline companies have evolved various technological models 

that do not require touch to function. Ideally, many passengers want airports to implement 

touchless kiosks at their air passenger pick-up and drop-off points and better baggage drop-off 

systems that do not require the area to be overcrowded. Therefore, passengers will not be 

intimidated by commonly used devices, like service request buttons, and will be able to enjoy their 

flight in a relaxed manner. 

One other way to contain covid-19 fear is to set up 

thermal cameras at entrances to sense if someone has a 

high temperature while these cameras can simultaneously 

check if all passengers are wearing a mask. Jaume Portell, 

CEO of Beabloo, mentions that his company has 

implemented thermal cameras at airports that calculate 

every person’s temperature. This function takes place real 

time and has helped countless airline users feel safer and 

securer at the airport. Finally new cabin designs aim to 
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restore passenger confidence along with premium products that offer more physical distance as 

well as the use of antibacterial solutions across the cabin. The most important factor that has 

contributed to the restoration of aviation confidence is COVID-19 vaccinations. With the number 

of vaccinated citizens around the world on the rise, the feeling of personal security at an airport or 

airplane is slowly returning.  
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4.0 Conclusion 
The COVID-19 pandemic has taken a toll on everyone’s lives, including the users of aviation. 

With airline companies being one of the main driving forces of the economy, it is extremely 

important that aviation takes the necessary steps to reestablish the feelings of trust and security in 

their customers. They need to address this complex situation to plan, control and manage the 

changing demand, rules, and processes in almost all parts of the aviation system while at the same 

time high requirements on economic efficiency must be met. The major task for airport 

management is to plan and organize a smooth recovery of operations while minimizing the risks 

of disruptive events by making quick decisions and ensuring continuous adaptation. All 

components from airports, airlines, associations, organizations to governments and aviation 

enterprises are currently and continuously discussing ways to discover concrete measures and 

elaborated solutions. While there is still much uncertainty ahead, there are some lessons we can 

learn from the pandemic. It has shown aviation how important it is to remain flexible. Travelers 

needs and expectations can shift overnight. Stakeholders need to understand these changing 

perceptions to effectively address them. As the perception of air travel changes, typical passenger 

pain points must be approached differently. The industry ́s ability to adapt to the new COVID 

reality will be paramount for enticing more people to fly. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


