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Course Introduction

Passenger Satisfaction Analytics has become a critical component of modern aviation management, airport
operations optimization, and customer experience transformation. As airports and airlines compete globally
to deliver seamless passenger journeys, organizations are increasingly adopting data-driven passenger
experience strategies, customer feedback analytics, artificial intelligence (Al), predictive analytics, and real-
time satisfaction monitoring systems. Passenger Satisfaction Analytics Training Course equips
professionals with advanced knowledge of passenger satisfaction measurement frameworks, Net Promoter
Score (NPS), customer journey analytics, service quality indicators, and digital tools that improve
passenger engagement and operational performance.

Passenger Satisfaction Analytics Training Course provides practical approaches for collecting, analyzing,
and transforming passenger data into actionable insights. Participants will explore global best practices,
aviation analytics technologies, passenger behavior analysis, airport service excellence models, and
continuous improvement methodologies. Through international case studies and applied learning,
participants will gain the skills required to enhance passenger loyalty, increase service efficiency, and
achieve world-class customer experience standards.

Programme Curriculum

Passenger Satisfaction Analytics Training Course
Introduction

Passenger Satisfaction Analytics has become a critical component of modern aviation management, airport
operations optimization, and customer experience transformation. As airports and airlines compete globally to
deliver seamless passenger journeys, organizations are increasingly adopting data-driven passenger
experience strategies, customer feedback analytics, artificial intelligence (Al), predictive analytics, and real-time



satisfaction monitoring systems. Passenger Satisfaction Analytics Training Course equips professionals with
advanced knowledge of passenger satisfaction measurement frameworks, Net Promoter Score (NPS),
customer journey analytics, service quality indicators, and digital tools that improve passenger engagement and
operational performance.

Passenger Satisfaction Analytics Training Course provides practical approaches for collecting, analyzing, and
transforming passenger data into actionable insights. Participants will explore global best practices, aviation
analytics technologies, passenger behavior analysis, airport service excellence models, and continuous
improvement methodologies. Through international case studies and applied learning, participants will gain the
skills required to enhance passenger loyalty, increase service efficiency, and achieve world-class customer
experience standards.

Course Objectives
By the end of this course, participants will be able to:

1. Understand advanced passenger satisfaction analytics frameworks and aviation customer experience
strategies.

Apply data-driven approaches for measuring passenger expectations and service performance.
Develop effective passenger feedback collection and analysis systems.

Utilize customer journey mapping and passenger behavior analytics techniques.

Interpret passenger satisfaction metrics, KPIs, and performance dashboards.

Implement artificial intelligence and predictive analytics for passenger experience improvement.
Analyze airport service quality using global aviation benchmarking standards.

Improve operational decision-making through real-time passenger insights.

Design customer experience improvement initiatives using analytics findings.

Manage digital passenger engagement platforms and feedback technologies.

. Evaluate passenger loyalty drivers and satisfaction improvement opportunities.

. Apply data visualization tools for passenger analytics reporting.

. Establish continuous improvement strategies based on passenger analytics outcomes.
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Organizational Benefits

e Improved passenger experience management through data-driven decision-making.
e Enhanced customer loyalty and retention through targeted service improvements.

¢ Increased operational efficiency using passenger behavior insights.

e Better identification of service gaps and improvement opportunities.

e Stronger airport competitiveness through global customer experience standards.

e Improved communication between airport departments and stakeholders.

e Enhanced ability to predict passenger needs and expectations.

o Effective utilization of passenger feedback for strategic planning.

e Increased revenue opportunities through improved passenger satisfaction.

e Development of a customer-centric organizational culture.

Target Audiences

1. Airport customer experience managers.



Airline passenger service managers.

Airport operations professionals.

Aviation quality assurance specialists.

Customer relationship management professionals.

Airport commercial and marketing teams.

Aviation data analysts and business intelligence professionals.
Government aviation regulators and consultants.
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Course Duration: 5 days

Course Modules

Module 1: Fundamentals of Passenger Satisfaction Analytics

Understanding passenger satisfaction analytics concepts and aviation customer experience
management.
Exploring passenger expectations, satisfaction drivers, and service quality dimensions.

Introduction to passenger analytics frameworks and measurement methodologies.

Understanding customer feedback channels and data collection techniques.

Reviewing global case study: Singapore Changi Airport passenger experience analytics model.

Applying passenger satisfaction analytics principles to airport service improvement.

Module 2: Passenger Journey Mapping and Experience Analysis

Developing passenger journey maps across airport touchpoints.

Identifying critical passenger interaction moments and pain points.

Analyzing passenger emotions, behaviors, and service expectations.

Applying journey analytics to optimize airport processes.

Reviewing global case study: London Heathrow Airport passenger journey improvement initiatives.

Creating passenger-centric service enhancement strategies.

Module 3: Passenger Satisfaction Measurement Frameworks

Understanding satisfaction measurement tools including NPS, CSAT, and CES.

Developing passenger satisfaction indicators and performance benchmarks.

Designing effective passenger surveys and feedback systems.

Evaluating service quality using aviation industry standards.

Reviewing global case study: Dubai International Airport satisfaction measurement practices.
Implementing structured passenger satisfaction monitoring programs.

Module 4: Data Collection and Passenger Feedback Analytics

¢ Managing passenger feedback platforms and digital engagement channels.



Applying data analytics techniques for feedback interpretation.

Integrating social media analytics with passenger satisfaction programs.

Identifying trends through passenger complaints and reviews analysis.

Reviewing global case study: Amsterdam Schiphol Airport feedback analytics approach.
Transforming passenger feedback into operational improvements.

Module 5: Artificial Intelligence and Predictive Passenger Analytics

Understanding Al applications in passenger satisfaction management.

Using predictive analytics to forecast passenger expectations.

Applying machine learning for customer behavior analysis.

Exploring automated sentiment analysis technologies.

Reviewing global case study: Qatar Airways Al-driven customer experience solutions.
Developing future-ready passenger analytics strategies.

Module 6: Passenger Analytics Dashboards and Reporting

Designing passenger satisfaction dashboards using visualization tools.

Monitoring real-time customer experience performance indicators.

Creating executive reports from passenger analytics data.

Applying business intelligence techniques for aviation management.

Reviewing global case study: Atlanta Airport passenger analytics reporting systems.
Improving strategic decisions through analytics dashboards.

Module 7: Service Improvement and Customer Experience Optimization

Developing action plans based on passenger satisfaction insights.
Linking analytics outcomes with operational improvements.
Managing service recovery and passenger complaint resolution.

Building continuous improvement programs using analytics.
Reviewing global case study: Munich Airport customer experience excellence program.
Creating sustainable passenger satisfaction improvement frameworks.

Module 8: Future Trends in Passenger Satisfaction Analytics

Exploring emerging aviation analytics technologies and digital transformation.

Understanding biometric systems and personalized passenger services.

Applying automation and smart airport technologies.

Preparing organizations for future passenger expectations.

Reviewing global case study: Incheon International Airport smart passenger experience strategy.
Developing innovative approaches for next-generation passenger satisfaction management.



Training Methodology

e Interactive instructor-led presentations covering passenger analytics concepts and aviation best
practices.

e Practical exercises focused on passenger data analysis and satisfaction measurement techniques.

e International case studies highlighting successful airport and airline customer experience programs.

e Group discussions and workshops for solving real-world passenger service challenges.

e Demonstrations of analytics tools, dashboards, and reporting techniques.

e Simulation activities to develop passenger experience improvement strategies.

Register as a group from 3 participants for a Discount

Send us an email: info@fineskilltrainingcenter.org or call +254769199797

Certification

Upon successful completion of this training, participants will be issued with a globally- recognized certificate.
Tailor-Made Course

We also offer tailor-made courses based on your needs.

Key Notes

a. The participant must be conversant with English.

b. Upon completion of training the participant will be issued with an Authorized Training Certificate

c. Course duration is flexible and the contents can be modified to fit any number of days.

d. The course fee includes facilitation training materials, 2 coffee breaks, buffet lunch and A Certificate upon
successful completion of Training.

e. One-year post-training support Consultation and Coaching provided after the course.

f. Payment should be done at least a week before commence of the training, to Fineskill Training Center
account, as indicated in the invoice so as to enable us prepare better for you.

Upcoming Scheduled Sessions

Start Date End Date Location Price

07 Sep 2026 11 Sep 2026 Online $1,000
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Physical
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Physical

Online

Physical

Online

Physical

Ready to enroll or request a customized program? Book online or contact us:

Register Online Now

Price

$1,500

$1,000

$1,500

$1,000

$1,500

$1,000

$1,500
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