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Guest column: Mastering the passenger
experience from transaction to journey

This guest column is published in partnership with AIX and PEC.

Samson Arega, Group Vice President Customer Experience, Ethiopian Airlines

In today’s aviation landscape, the real competitive advantage is no longer defined by fleet size or
network reach alone, it is defined by experience. The fundamental question we must continuously ask
ourselves is: how do we transform a simple transaction into a memorable journey that builds lasting
loyalty?

Passenger experience is not a single moment; it is the sum of all interactions a traveler has with an
airline from the first search for a ticket, to long after arrival. This end-to-end perspective is critical.
Airlines that succeed are those that manage the entire journey seamlessly, not just the flight itself.

At Ethiopian Airlines, we approach this by mapping every touchpoint in the passenger journey. It
begins with inspiration and booking across digital platforms, continues through pre-travel processes
such as check-in and documentation, extends into the airport experience, lounge, boarding and
inflight service, and concludes with arrival, baggage handling and post-flight engagement. Each of
these touchpoints represents an opportunity—to either build trust or lose it.

A key differentiator in delivering a superior experience is understanding the customer. Data-driven
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personalization is at the core of our strategy. By analyzing our passenger base, we identified key
segments which represent a significant portion of our passengers. This insight allowed us to tailor our
services from cuisine and cabin crew composition to inflight entertainment ensuring cultural
relevance and comfort.

However, designing the experience is only half the equation. Measuring it is equally critical. We
employ a balanced framework using Net Promoter Score (NPS) to assess loyalty, Customer
Satisfaction Score (CSAT) to evaluate specific interactions, and Customer Effort Score (CES) to
measure ease across digital and service touchpoints. This data-driven approach enables continuous
improvement and rapid response to service gaps.

Looking globally, industry leaders reinforce these principles in different ways. Singapore Airlines
exemplifies service excellence through highly trained and empowered cabin crew, while Delta Air
Lines demonstrates the power of technology in delivering reliability and reducing friction across the
journey. The lesson is clear: exceptional passenger experience requires both human excellence and
technological innovation.

Ultimately, mastering passenger experience requires a shift in mindset. It is about thinking beyond
isolated processes and managing the entire journey holistically. It is about knowing your customer
deeply, measuring what matters consistently, empowering your people, and leveraging technology to
deliver seamless, reliable service.

When these elements come together, the result is no longer just transportation it is a journey that
passengers remember, trust, and choose again.

This topic will be explored further in a session at the Passenger Experience Conference (PEC) at the
Hamburg Messe on Monday, April 13. PEC takes place ahead of Aircraft Interiors Expo (AIX) on April
14 to 16. For more information and tickets visit: www.passengerexperienceconference.com.
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