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In today's rapidly evolving aviation landscape, airports face
unprecedented challenges to deliver exceptional passenger
experiences while maximizing operational and commercial
performance. This research report provides critical insights into how
airports can transform passenger experiences to drive greater value.

Our findings reveal that while airports are investing heavily in
infrastructure development, many struggle to differentiate on trust
and experience. The research identifies key friction points—
particularly in check-in, security processes, navigation, and cleanliness
—that directly impact passenger satisfaction and commercial
performance. We know that from recent research* for every 10
minutes a passenger spends in security, they spend 30% less on retail
items. 

A key finding is the concept of a emotional experience gap between
what the passenger expects and what the airport delvers. This
represents a staggering $695 million in at-risk revenue across just five
major airports.

As passenger expectations evolve and competition intensifies,
airports must reimagine their approach to customer experience. This
isn't merely about aesthetics—it's about creating seamless journeys
that align with passenger needs, drive commercial outcomes, and
ultimately differentiate in a crowded marketplace. The most
successful airports are those that view experience as a strategic
platform, connecting the ecosystem of airlines, retailers, and service
providers to deliver personalized, friction-free experiences.

This report offers strategic frameworks to successfully navigating
these challenges. I hope these insights will provide valuable direction
as you consider your own passenger experience transformation
journey.

3

Foreward

David Pinder
Design Director
Engine Service Design

*Source survey by AeroCloud of 5,000 adults who had flown in the past 12 months in 2024.
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Executive Summary
America's five busiest airports (ATL, DEN, DFW,
LAX, ORD) collectively serve 413 million travelers
annually. This report seeks to present key
insights on passenger emotions as a way to help
CX leaders re-imagine the airport experience.

The insights are based on the analysis of 20,000
passenger reviews. These identify where and
why travelers experience frustration and
diminished confidence. The data reveals these
trust deficits directly impact satisfaction, loyalty,
and airport preference. The research confirms
that Joy and Anger emotions strongly correlate
with the actual review scores, reflecting the highs
and lows of airport experiences.

Strategic interventions at critical emotional
touchpoints would produce significant
improvements. 

By addressing these "emotional experience gaps"
through enhanced operations and service
delivery, airports can substantially improve their
competitive position and satisfaction ratings. The
study identifies 7 key underperforming drivers
across the five airports, with failure to address
these issues putting $695M 'Revenue at Risk'
(RaR).

Passengers with high trust show increased
spending, greater resilience during disruptions,
and stronger brand loyalty. Conversely, trust
breaches create enduring negative impressions.
This report calls upon airports to urgently re-
imagine the passenger journey or risk permanent
damage to brand reputation and significant
revenue loss in an increasingly competitive
aviation market.
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Methodology
This report is based on an in-depth analysis of
20,000 passenger reviews from the five
busiest US airports, as ranked by ACI World
Airport Traffic Dataset 2023 (ATL, DEN, DFW,
LAX, ORD). Data collection spanned September
2023 through January 2025. The data sample
provides a 95% confidence level in the key
findings.

To ensure robust analysis, the study employed
AI-driven emotion analysis to extract insights
from unstructured text data, identifying key
themes, trends, and pain points impacting
passenger satisfaction. Each theme is
quantified on an emotional index ranging from
-100 to +100; from very poor to very good. The
report focuses on a Trust and Anger
Passenger Index as they are highly correlated
to the ratings provided by passengers.

The report incorporates Revenue at Risk (RaR)
analysis to quantify the financial implications
of poor airport experiences. This statistical
model measures potential financial losses
based on analyzed themes, assuming an
average spend of $40 per passenger. The RaR
calculation uses a low-risk probability model,
acknowledging that passengers are unlikely to
leave the airport once there due to existing
travel commitments.

Our analysis reveals that $695 million in
revenue is at risk across these five airports.
Unless airports reprioritize customer
experience, they risk falling into an 'experience
deficit'. By combining passenger emotion data
with operational metrics, this methodology
provides actionable recommendations for
airport leaders to enhance service design,
improve customer satisfaction, and drive
commercial success.
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Airport Benchmark: The Trust Index
Which Airport is most Trusted by Passengers?
Based on the analysis, the Airport Trust Index Benchmark is 36. Hartsfield-Jackson Atlanta
International (ATL) and Denver International (DEN) are jointly the most trusted at 6% above
benchmark. O'Hare International (ORD) is rated the least trusted at 11% below benchmark,
revealing significant variation across America's five busiest airports.

Key takeaway: No one airport is ‘owning’ the category of most trusted passenger
experience. This is the new battleground for airports to compete to retain customers, grow
revenue and gain competitive differentiation.

The Trust Index operates on a scale of 0-100
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Passenger Journey
Passenger journeys across major airports are ripe for disruption given the significant
friction at key touchpoints, with check-in and security generating peak scores on our
Passenger Anger Index. The implication is that 'revenue at risk' (RaR) increases the more
time passengers are trapped at these high-anger stages. These ‘Joy’ blockers represent a
potential $188.7m in RaR and impact on average 15 passengers in every 100 journeys.
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7 Executive-Ready Insights
This report presents 7 Executive-Ready Insights designed to rebuild
customer trust and mitigate passenger frustration throughout the travel
journey. Each insight is structured to provide immediately actionable
recommendations alongside quantified financial implications, enabling
leadership to drive strategic outcomes.

Our analysis reveals critical opportunities across the passenger journey,
representing $695M in revenue at risk (RaR). Addressing these
strategically offers airports clear pathways to both protect and grow
revenue while enhancing customer experience. In this way you can
prioritise action based on passenger emotion and business impact.



REVENUE AT RISK
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To reimagine the passenger journey effectively, airports must first document their
current 'as is' state to identify critical transformation opportunities. Our analysis
clearly highlights check-in and security as priority areas where concentrated efforts
will yield the highest impact on overall airport experience.

Reimaging the customer journey from ‘as is’ state 

Linking emotional intensity to specific touchpoints in the passenger journey is
powerful, but translating this into financial impact is key. Revenue at risk analysis,
which maps friction points to potential financial losses, provides a clear way to secure
CFO support for experience improvements.

Link the experience gap to revenue at risk for impact 

3 Key Takeaways
1

The Harvard Business Review suggests that up to 90% of consumer decisions are
emotionally driven. By prioritizing the emotional impact created throughout the
passenger journey, you can significantly influence the overall experience. Shift your
focus from purely numerical metrics, like NPS, to developing a deeper understanding of
passengers as individuals with unique needs and feelings.

Quantify the emotional experience gap 2

3
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The Data Behind The Report
Watch this 2-minute walkthrough of how emotion AI transformed unstructured text
feedback into the quantifiable metrics and insights underpinning this report. 

Visit: adoreboard.com/v/airport ↗

https://adoreboard.com/v/airport
https://adoreboard.com/v/airport
http://adoreboard.com/v/airport
http://adoreboard.com/v/airport


In today’s experience-driven economy, organisations face large volumes
of unstructured text feedback and review data. While rich with potential
insights, traditional analysis methods are slow, biased, and fail to deliver
actionable insights linked to impact.

Adoreboard's Emotion AI platform transforms how organizations
understand and act on customer and employee feedback, delivering
measurable business outcomes.

By analysing emotion rather than sentiment—and applying exploratory
analysis across 100% of data—Adoreboard uncovers the real drivers
behind NPS and satisfaction scores, linking insights to actions that
improve experience, manage risk, and drive revenue.

Still second-guessing your insights?
Get unshakable clarity, fast.

Discover how emotion AI drives ROI
Visit: www.adoreboard.com    ↗

About Adoreboard: Founded in 2011 at Queen’s University Belfast, a leading Russell Group university,
Adoreboard’s emotion AI technology is based on pioneering research in data analytics, emotion, and behavioural
science. Today, we help global organizations turn customer and employee feedback into revenue-driving insights.

http://www.adoreboard.com/

