Travel + COVID-19: Travel Technology Survey Results
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BAGTAG has conducted this survey through the
InsideFlyer network to get insights into traveller’s point of
view, expectations and needs during COVID-19 times.

This survey particularly researches technology focused on luggage that
might help decrease the number of contact points during travelling.

The survey was conducted between August 8 and August 30, 2020, on
the InsideFlyer websites in Germany / Austria / Switzerland, U.K.,
Sweden, Norway, Denmark and North America.

A total of 1455 people took part in the survey.

These are the complete survey results. Not data was left out.



How often do you normally fly per year (return flights)?

0-5 round rips per year

]

5 6-10 round trips per year
T

3 11-15 round trips per year
I

4 16-30 round trips per year
I

5 > 30 round trips per year
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How often do you fly with check-in luggage?

Almost all the time (100/100)

1
-
) Mostly (75/100)
]
3 Occasionally (25/100)
I
4 Often (50/100)
I
c Never (0/100)
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What is the main reason for you not to check in baggage?

1 I do not want to have to wait at baggage reclaim upon arrival 35% /507 resp.
7

5 I only carry essential items which do not require a large bag 19% /276 resp.
)
Other... 17% /251 resp.

3
]

4 | prefer to fly with a small cabin bag 10% /144 resp.
1

5 I am concerned about my valuables getting lost 8% /118 resp.

I do not want to have to wait to drop my bag(s) 6% /99 resp.

I am concerned my baggage will get damaged 3% 44 resp.



Do you make use of priority check-in/bag-drop facilities?

1 Yes, because | hold elite status with a frequent flyer program 38%
-]

5 No 32%
-

3 Yes, because | fly business class 21% ;
-

4 Yes, because | purchase extra priority options with my ticket 7% /

562 r
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]
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resp.



Do you use your mobile phone for travel-related activities (e.g. mobile check-in)?

Yes 75% / 1K resp.
' -]

No 24% /348 resp.
2



How do you carry valuable items?

1 | carry valuable items in my cabin luggage 86% / 1K resp.
5 | carry valuable items in both cabin and check-in luggage 10% / 148 resp.
3 | carry valuable items in my check-in luggage 2% /41 resp.



How do you experience travelling with check-in luggage? Rank your experience
between 0-10. 0 meaning you don't like travelling with check-in luggage at all,
10 meaning you absolutely prefer travelling with check-in luggage.

6.6 Average rating

3% 1% 3% 6% 4% 12% 9% 13% 20% 11% 13%
43 22 3 i 1¢ 134 201 293 170 1
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What is your biggest frustration regarding travelling with luggage (both
check-in and cabin luggage)? Please select three options.

10

11

Waiting at baggage reclaim

Having to pay for check-in luggage

Not knowing whether your luggage will arrive at the same time as you

Waiting in line for luggage check-in

Delayed luggage

Stowing cabin luggage in the overhead bin of the plane

The process of clearing security with cabin luggage

Lost luggage

Having to carry luggage to and from the airport

Having to watch your cabin luggage all the time after clearing security

Nothing really

33% /483 resp.

33% /483 resp.

28% /414 resp

24% | 360 resp.

24% /360 resp.

20% /301 resp

18% /262 resp.

9% /143 resp.

T% /115 resp.



What phase of your trip is the most pleasant when you travel with check-
in luggage? Please select your top three most pleasant phases.

1 Boarding 57% /824 resp.
-
5 Leaving the aircraft upon arrival 52% /755 resp.
)
3 Travelling to the hotel/home 42% /611 resp.
[
4 Waiting before boarding 32% /471 resp.
—
5 Security clearance 31% /451 resp.
-
6 Check-in (i.e. obtaining boarding pass)Bag drop 30% /444 resp.
[
; Clearing border security 23% /338 resp.
I
8 Travelling to the airport 16% /242 resp.
1
9 Baggage reclaim 13% ;187 resp.



What phase of your trip is the most unpleasant when you travel with
check-in luggage? Please select your top three most unpleasant phases.

1 Baggage reclaim 68% /993 resp.
|
Bag drop 37% /543 resp.

2
S

3 Check-in (i.e. obtaining boarding pass) 31% /454 resp.
.

4 Travelling to the airport 26% /380 resp.
O

5 Security clearance 25% /375 resp
L

6 Waiting before boarding 25% /369 resp.
I

. Clearing border security 24% /359 resp
-

8 Travelling to the hotel/home 19% /286 resp
[

9 2ﬂg 8% /122 resp.

10 Leaving the aircraft upon arrival 7% /112 resp
7

11 T.he flight itself 3% /54 resp
Other 0% /5 resp.
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What would help you take away this frustration? Please select your top
three solutions.

Receive real-time information on the location and status of your
luggage (e.g. “suitcase on board”, "suitcase is being disembarked") on

1 your phone. 58% / 844 resp.
I
Skip check-in queues at the airport by labelling your luggage digitally

2 at home 49% /720 resp.
-

3 Add priority services to your booking (e.g. priority check-in or reclaim)  44% ;45 resp.
[

4 Carry less baggage / only travel with carry-on 40% /579 resp.
-

5 Have your luggage brought to your final destination after your flight 38% /562 resp.
-

6 Have your luggage picked up from home 32% / 466 resp.
-

7 Check in luggage at the airport parking 22% /329 resp.
]

8 Send luggage by courier prior to your trip 12% / 185 resp.



How much would you be willing to spend on this per flight?

Nothing
' O
€11 - €20
2
€6 - €10
°
€1 - €5
o
€21 - €30
° .

32%

18% /270 resp
17% /259
12%

10%

/ 475 resp.

175 resp

157 resp



Have you experienced losing luggage?

1 Yes, but it was recovered by the airline. T4% | 1K resp.
No, never 20% /296 resp.

‘ oa——

3 Yes, it was not recovered by the airline. 5% /76 resp.



How worried are you about losing your check-in luggage? Rank between
1-10, 1 being not worried at all, 10 being extremely worried.

5.1 Average rating

2% 8% 13% 10% 6% 12% 10% 14% 10% 4% 6%
34 123 194 57 90 78 149 205 149 64 95
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Do you trust the airline with your check-in luggage?

Yes 47% /685 resp.
' -
5 Yes, but only specific airlines 42% /611 resp.
No 9% / 143 resp.
o



How do you feel not knowing where your check-in luggage is after check-in?

1 | sometimes wonder if my check-in luggage is okay 45% /654 resp.
-]

5 Totally fine 35% /513 resp.
I

3 | often think about the whereabouts of my check-in luggage 15% /229 resp.
]

4 I'm quite stressed about my check-in luggage after drop off 3% /54 resp.



What is most important to you as a traveller if you would lose any of your
valuable luggage when travelling?

1 Getting back my luggage as soon as possible 47% /692 resp.
-]
Receiving good customer service, even if that means | do not

2 immediately get my belongings back 36% /531 resp.
- ]

3 Knowing where my luggage is, so | can inform people in time/anticipate 9% /132 resp.
]

4 Making sure my insurance is sorted properly 6% /99 resp.



