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PREFACE 

This edition of the annual SITA Baggage Report highlights how 
far the industry has come in tackling baggage mishandling 
over the last decade. The 2013 figure of 6.96 mishandled bags 
per thousand passengers is a new low since we have been 
tracking the data and represents a significant fall on the 
figure of 13.15 per thousand passengers in 2003. During that 
time the number of people using air transport has grown in 
excess of 65%. 

Behind the progress has been a cross-industry effort 
driving technology innovations, such as advances in bag 
scanning, handling, and tracking, as well as initiatives 
such as International Air Transport Association’s Baggage 
Improvement Program (IATA’s), now the InBag program. 

More immediately, 2013 was another year of improvement in 
bag mishandling rates for the air transport industry with a 
21.2% drop over 2012. Moreover it has been achieved against 
a 5.1% increase in the number of passengers flying, which 
for the first time exceeded three billion. For the industry, 
this means the annual bag mishandling costs decreased to 
US$2.09 billion, a healthy reduction of almost 20% on the 
previous year. 

Transfer bags continue to suffer the most baggage delays. In 
2013 they accounted for 45% of all delayed bags, but this was 
an improvement on the 48% seen in 2012, and continued the 
downward trend seen over the last six years when transfer 
bags represented well over half of all mishandled baggage.

A large part of the improvement in handling transfer 
baggage is down to greater messaging reliability and better 
segregation of bags with short connection times, as well as 
the introduction of early bag stores and smart mobile devices 
for key operational staff.

The industry continues to innovate by developing more self-
service processes to save time for passengers and create 
greater operational efficiencies, with electronic bag-tag trials 
and airport-based self-service bag-drops among the current 
focus of attention. 

At SITA, we are continuing to invest in intelligent technology 
to improve the bag handling process. One such solution is 
BagJourney, an application programming interface (API) that 
enables end-to-end baggage tracking to be integrated into 
existing smartphone and tablet apps. For passengers this will 
mean more real-time tracking information about their bags. 

3.13 
billion

enplaned 
passengers  
(up from 2.98bn in 2012)

21.8 
million

mishandled 
bags  
(doWn from 26.3m in 2012)

6.96 mishandled bags  
per 1,000 passengers  
(doWn from 8.83 in 2012)

francesco Violante 
Chief Executive Officer 
SITA
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2013 VERSUS 2012
In 2013, the total number of bags mishandled decreased 
17.2% to 21.8 million. The underlying improvement was even 
more healthy, occurring as passenger numbers increased 
5.1% to 3.13 billion. Consequently the rate of bag mishandling 
has reduced by 21.2% to 6.96 per thousand passengers.

This encouraging progress in bag handling performance 
is set against a backdrop of improvements to the aviation 
industry’s structure and efficiency, lower jet fuel prices and 
the aforementioned expansion in passenger demand, with 
airlines expecting to deliver global net profits of US$12.9 
billion1 in 2013.

Looking at the detail for 2013, delayed bags comprised 81.2% 
of the total mishandled bags, down from 82.8% in 2012. 
Damaged or pilfered bags account for 15.5% of mishandled 
bags and 3.3% were declared lost or stolen.

Annual mishandled bags cost the industry a total of US$2.09 
billion in 20132, a healthy 19.9% reduction on 2012, which 
cut the cost of mishandled bags per passenger to US$0.67, 
a decrease of 23.7% on 2012 (see Appendix for complete 
baggage statistics). 

To give the mishandled bag cost some additional context, in 
2013 the aviation industry’s operating cost (i.e. the expenses 
of administering the business on a day-to-day basis) was 
US$219 per passenger and the industry average profit margin 
per customer was US$7.53. While the cost of mishandled 
bags per passenger represents just 0.31% of that operating 
overhead, reducing expenditure on mishandled bags would 
have a positive impact on the profit margin. 

Examining the detail behind delayed bag files, transfer bags 
comprise the majority of delayed bags, although as last 
year, the industry continues to make inroads on reducing 
the problem (See Handling the Transfer Challenge for more 
details). “Failures to load” accounted for 16% of the total 
delayed files, a marginal decrease on 17% in 2012, however in 
real terms this represented 3.52 million bags in 2013, down 
21.2% on 4.47 million bags in 2012. “Ticketing errors/bag 
switches/security and other” issues accounted for 15% (13% 
in 2012)4 representing 3.27 million bags (from 3.41 million, in 
2012, a fall of 3.9%).
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TEN-YEAR TREND IN BAG HANDlING: 2003 – 2013
The past ten years have seen passenger numbers grow 
by 65.6%, from 1.89 billion in 2003. In the same period the 
aviation industry has weathered a tough economic cycle as 
profits were heavily dented by global recession after the 
boom of 2007.5 Despite this considerable challenge, the total 
number of bags mishandled reduced by 12.5% across the ten 
years and the total bag mishandling cost to the industry was 
cut by 6.4%.

The economic pressures are clearly reflected in the long-term 
bag handling trends. In the first five years there was a rapid 
rise in the number of mishandled bags, with a year-on-year 
increase of 3.9% in 2004 growing to a year-on-year rise of 
32% in 2007. The total bag mishandling cost to the industry 
followed a similar pattern, rising 4% in 2004 to a year-on-
year rise of 32.3% in 2007. In that year the total number 
of mishandled bags peaked at 46.9 million and the total 
mishandling cost to the industry topped out at US$4.22 billion. 
The number of mishandled bags per thousand passengers 
also reached a ten-year high of 18.88.

However, as recession tightened its grip throughout 2008 
and 2009, the aviation industry tackled costs, and worked to 
improve the passenger experience, by addressing baggage 
mishandling issues. A number of technical innovations, plus 
an industry initiative supported these improvements. 

On the technical side, there has been increased tracking 
of bags throughout the handling systems and at various 
stages of processing them onto the aircraft via scanning of 
the barcode on the bag-tag, either on handheld scanners 
or via automatic reader arrays in the baggage handling 
system. This information can be shared, so if the airport has 
the appropriate technology, it has a greater understanding 
of what is happening to the bags at any given time and can 
identify and react to problems. More recently, some airports 
and airlines have also started scanning arriving bags 
terminating or transferring at the airport, which allows them 
to both monitor ground handler performance and confirm that 
bags have arrived.
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Baggage handling technology has become more and more 
sophisticated over the last ten years. Short connection times 
mean that bags must be handled quickly and efficiently. The 
solutions required are influenced by the physical attributes of 
the airports. Where bags only need to travel short distances, 
belt-based handling systems can provide cost-effective 
solutions; however as bags need to travel further (and faster), 
then high-speed solutions such as destination-coded vehicle 
(DCV) systems are able to quickly move bags around the 
airport, ensuring that minimum connect times are met.

Recently, we have seen the adoption of “pull technology”, 
which can be used to build flights more intelligently. Early 
bags are stored and then called forward by the system, along 
with on-time bags to a make-up area, where all the bags for 
the flight arrive within a specific time period. Instead of bags 
arriving over a period of one or more hours, all bags arrive 
at the baggage make-up area within a much shorter time, 
here baggage staff or robots quickly build the containers for 
a flight.

In 2008 the International Air Transport Association launched 
its Baggage Improvement Program, an industry-wide action 
plan, which ran until 2012, to help airports and airlines identify 
areas where they could reduce bag mishandling. The aim was 
to achieve a 50% reduction in the mishandled bag rate. 

The second half of the decade has consequently experienced 
some healthy decreases in total mishandled bags: a year-
on-year decline of 21.3% in 2008, was followed by a 23.4% 
decrease in 2009. Despite setbacks in 2010 and 2012, the 
overall trend has been one of continuous improvement. 
Since 2007, the number of mishandled bags per thousand 
passengers has reduced by 63.1%. 

Source: SITA 2014 Baggage Report
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THE AIRPORT PERSPECTIVE
The world’s top 100 airports have made significant 
improvements in bag handling performance in 2013, with a 
global decrease in mishandled bags of 12.96%.

There continues to be a correlation between the size of the 
airport and the level of bag mishandling (although it should 
also be noted that greater numbers of passengers increase 
the pressure on airport baggage operations). Nevertheless, 
among the very largest, Tier 1 airports, with traffic in excess 
of 25 million passengers per annum, the rate of mishandling 
is dropping faster than among their Tier 2 counterparts 
with traffic 10-25 million passengers. Overall rates of bag 
mishandling among Tier 1 airports reduced by 14.56%, 
compared to a reduction of 7.72% among Tier 2 airports.

THE AIRlINE PERSPECTIVE
Airline operators have faced some challenging trading and 
operational conditions over the past year, nevertheless 
European airlines have made good progress to reduce the 
bag mishandling rate per thousand passengers to a historic 
low in 2013. In the USA and Asia Pacific, airlines experienced 
a small setback in the rate of mishandled bags compared 
to 2012, however in the USA the long-term trend is one of 
consolidating improvement and in Asia Pacific the mishandled 
baggage rate remains significantly below the global average. 

Europe

Association of European Airlines members continue to 
enhance the bag handling performance: in 2013 they achieved 
a 6.3% reduction in the rate of mishandling compared to 2012. 
Reviewing the past ten years, the level of improvement is 
even greater, since 2003, the rate of mishandling has reduced 
by 41.2%.

“In a competitive market service quality is of great importance 
to an airline and its passengers. European airlines have 
achieved improvements in their mishandled baggage rates 
for successive years, reaching a historical low rate of nine 
mishandled bags per 1000 passengers in 2013, and will 
continue to aim for better delivery rates in the future.

“While celebrating this achievement, it is noted that it took 
place during a dire economic crisis and slow recovery. 
In 2013 there were 6% fewer flights in European air 
space compared to 2007 and consequently better aircraft 
punctuality, very relevant in the European market with its 
high level of transfer traffic, and only a modest growth in 
passenger numbers. It remains to be seen whether regular 
improvements in mishandled baggage rates can be sustained 
if airport infrastructure does not keep pace with a return to 
robust growth in the future.”

ATHAR HUSAIN KHAN 
CHIEF ExECUTIVE OFFICER 
ASSOCIATION OF EUROPEAN AIRLINES  

REGIONAl OVERVIEWS

7THE BAGGAGE REPORT  |  © SITA 2014



United States of America

Baggage performance suffered a minor reversal in 2013, 
when the rate of mishandling increased by 4.2% over 2012. 
The ten-year performance remains robust with the rate of 
bag mishandling improving by 23.2% since 2003.

“US airlines posted another solid year of operational results 
in 2013, despite a challenging year with respect to weather, 
federal government cuts to air traffic controller staffing 
in April, and an uptick in the rate of checked bags per 
passenger. Thanks in large part to expanded reinvestment 
of improving finances in baggage equipment, technology and 
training, the US airline industry had a historically high rate of 
properly handled bags.”  
 
JOHN HEIMlICH 
VICE PRESIDENT AND CHIEF ECONOMIST 
AIRLINES FOR AMERICA

Asia Pacific

For Asia Pacific carriers, the year 2013 saw mishandling 
baggage rates reach 1.96 bags per 1,000 passengers, 12.6% 
more than the previous year. A 10.3% increase in the number 
of passengers carried systemwide in 2013, and larger 
baggage volumes may have contributed to the deterioration 
in baggage mishandling rates in major airports in the region, 
several of which are experiencing increased congestion. This 
was also not helped by the presence of natural disasters and 
political strikes, such as the typhoon Haiyan in the Philippines 
and more recently the unrest in Thailand. Nevertheless, the 
region’s mishandled baggage rates remain significantly below 
the global average. With continued investments, regional 
airports are endeavouring to improve overall operational 
efficiency, including streamlining the baggage handling 
process with automation and technological solutions. 

ASSOCIATION OF ASIA PACIFIC AIRLINES

Mishandled bags per thousand passengers across regions
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Source: SITA 2014 Baggage Report / Association of Asia Pacific Airlines, Association of European Airlines, US Department of Transportation
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TRANSFER BAG METRICS 2013 VERSUS 2012
When passengers and their luggage are moving from 
one aircraft to another, and from one carrier to another, 
delays and disruptions, along with increasing air traffic, 
place greater stress on baggage operations. Transfer bag 
mishandling is therefore the main reason for baggage delays. 
However the considerable investment the air transport 
industry has made to tackle this problem is paying off. 

Despite the year’s rise in passenger traffic, transfer bags 
accounted for 45% of all delayed bags files, down from 48% in 
2012. While this percentage point decrease is modest, in real 
terms, 9.78 million transfer bags were mishandled in 2013, a 
23.2% decrease on the 12.73 million mishandled in 2012. 

lONG-TERM TRENDS 
The underlying reasons for delayed bags have been tracked 
since 2005, when transfer bags represented 61% of all delayed 
bag files, falling to 54% in 2006, and then plateauing around 
the 50% mark until 2012, when there was a step change to 
48%, with performance in 2013 further consolidating the 
improvement.

In real terms, 17.99 million transfer bags were mishandled 
in 2005, rising to 19.17 million the following year to reach a 
high of 22.98 million in the 2007 boom. In subsequent years 
of tough trading conditions, with the industry’s focus on 
improving efficiencies, the actual number of delayed transfer 
bags has been steadily eroded.

The transformation in transfer bag performance over the past 
eight years has been helped by greater messaging reliability, 
enabling bags with short connection times to be identified 
before they arrive at the airport. This allows “runners” to be 
dispatched to the aircraft to find and separate out any “short 
connect” bags. The way bags are segregated in the aircraft 
has also been improved, with smart bag systems building the 
load to ensure “hot bags” with a 45-minute turn around can be 
off-loaded first, while those bags with more than a 90-minute 
turn around are unloaded afterwards.

At the other end of the transfer timescale, handling of bags 
with three hours or more before the connecting flight has 
been improved by the introduction of early bag stores. These 
automated storage systems ensure that early-arriving bags 
do not congest the bag-handling belts and at the appropriate 
time deliver the bags back at the correct sortation point within 
the airport.

Another trend that has helped to ensure better transfer bag 
efficiencies has been the introduction of smart mobile devices 
such as tablets for key operational staff. Access to baggage 
information no matter where they are located at the airport 
has improved decision making.

HANDlING THE TRANSFER 
CHAllENGE

Transfer mishandling

Arrival mishandling

Ticketing error/Bag switch/
Security/Other

Airport/Customs/Weather/
Space-weight restriction

Loading error

Failure to load

Tagging error

3%8%15%
5%

45%

8%

16%

2013 The reasons for delayed bags

Source: SITA 2014 Baggage Report

2013 The reasons for delayed bags

Source: SITA 2014 Baggage Report
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TRANSFER INSIGHTS FROM WORlD HUBS
The world’s busiest airports are the hubs for connecting 
traffic. Handling substantial numbers of passengers creates 
its own pressures on airport systems, including bag handling 
and, in particular, on processing transfer bags. These 
pressures are unlikely to ease as IATA forecasts there will 
be a 31% increase in passenger numbers between 2012 and 
2017 to reach 3.91 billion. The emerging economies of the 
Middle East and Asia-Pacific are expected to deliver the 
strongest international passenger growth and IATA identifies 
Turkey as the fourth fastest-growing market for international 
passenger traffic. In the mature North American market, 
passenger traffic is expected to grow at a more modest rate, 
nevertheless its key hubs are numbered among the busiest in 
the world.6

“Since 2012, we introduced a significant change to our 
transfer baggage operations through the introduction of 
compulsory screening of all transfer baggage at Changi. 
Each terminal now comes with a centralized screening 
facility operated by Changi Airport Group, and the screening 
is done by our airline partners and ground handling agents. 

“We will be working closely with SITA, IATA, airlines and 
ground handling agents with the aim to – further – reduce 
the number of mishandled transfer bags at Changi Airport. 
This is imperative as the number of bags handled at Changi 
will increase, as the number of passengers grows over time. 
Going forward, we also aim to improve the flow of baggage 
throughout the airport, including transfer baggage.

“One specific goal that we will also work towards includes 
the possibility of receiving advance information about 
mishandled transfer baggage from the departing airports 
even before the aircraft arrives at Changi.

“In addition, we will also study our current practices and review 
processes to determine the most effective way of handling 
transfer baggage operations. There will be consultations with 
the various government agencies as well, to seek their inputs 
to ensure a thorough review of our current practices.” 
 
YEO KIA THYE 
SENIOR VICE PRESIDENT 
AIRPORT OPERATIONS PLANNING & AIRSIDE 
CHANGI AIRPORT GROUP
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“Emirates operates a fleet of 212 wide body aircraft, 
which depart from Dubai every day, so all aircraft are 
containerized, and it has 70% of the online transfer volumes. 
The challenge for dnata’s teams is to bring these bags 
from the aircraft, put them through bag sort and x-ray in 
the bag handling area and return them to their connecting 
flights in a turn-around time of 75 minutes. dnata has 
made a lot of investment in process and infrastructure. We 
need sufficient input capacity so bags can be put into the 
system, dealt with for sortation etc., and discharged again. 
It is important we use as much automation as possible, 
based on IATA standards like bag source messages and bag 
service messages. We have developed a lot of internal IT 
infrastructure in order to optimize the processes. With our 
BELT (Baggage Excellence & Location Tool) front-end system 
we can monitor the whereabouts of a bag in the Emirates’ 
network system across the world in real-time.

“Terminal 2 is the home of flydubai, for which dnata has also 
been providing ground and baggage handling services since 
it started about four years ago as a low cost carrier, but has 
meanwhile established its status as a transfer carrier. It has 
about 36 airplanes operating and in the next few years it has 
plans to expand to about 50 and it has another 150 on order, 
so it will be a rather big carrier with about 200 planes at some 
stage. It flies to destinations within four-five hours ratio of 
Dubai and connects passengers to other flydubai destinations. 
We built a new facility last year where the baggage-handling 
is a dedicated system for the airline. The connection time 
between flights and the baggage handling system is 60 
minutes and baggage, which is non-containerized, has to be 
sorted and a five-level [security] screening performed.

“The biggest challenge is how to handle non-standard sized 
baggage (or out of gauge bags). The airport is used by quite 
a few laborers working in Dubai flying home and you often 
see big bundles being checked in rather than standard hard-
sided suitcases, so we had to design a system to cope. These 
kinds of bags don’t like sharp curves in the baggage handling 
system or steep declines in the belt. We also handle plenty of 
other unusual shaped luggage like buggies, golf clubs etc.

“dnata has set itself significant bag mishandling goals for 
the next ten years, between 1.5 bags per thousand bags 
and three per thousand bags, depending on the terminal 
and its infrastructure. When we scale up baggage service 
operations at Dubai World Central we plan to implement 
systems and processes at that greenfield airport that 
will allow us to make baggage handling and transfer bag 
handling much smoother in future. Automation is the name 
of the game. Standard reading of bag tags is currently 
through a barcode. I think Bluetooth technology will help 
us get closer to the customer during the bag journey and 
further improve monitoring during the transfer process. We 
are looking deeply into that to enhance customer services, 
not only on the bag but for other customer-related processes 
and products.” 
 
BERND STRUCK 
VICE PRESIDENT OF BAGGAGE SERVICES 
DNATA
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“Over the last ten years our key accomplishments in the 
way transfer bags are handled include introducing lots 
of automation in bag tracking – both hand-held scanners 
and scanners in the baggage system, plus a trial of radio 
RFID bag-tags; faster belts; and more input locations. 
Today international-to-international transfer bags are 
not reclaimed by customers, instead they are transferred 
automatically by the air carrier to the customers’ final 
destination.

“We anticipate a significant increase in transfer bags in 
the coming ten years due to strong growth in international 
markets. Our goals include remote baggage check-in; using 
RFID to provide real-time information on when the bag was last 
scanned; and processing international transfer bags straight 
to domestic flights without passengers having to reclaim them. 
Some of the immediate projects we have planned or under 
way include upgrading our bag security scanning technology; 
providing airport-controlled common-use bag-drop in 
common-use terminals; providing remote baggage check-in at 
rental car centers, train stations and hotels.

“A critical area for improvement is inter-airline bag messaging. 
We estimate approximately ten percent of interline transfers 
arriving at DFW cannot be automatically sorted through the 
baggage handling system, because no bag source message 
was received from the originating carrier. Additionally, the 
level of communication must improve among airlines and 
airports alike. For example, up-line misconnects typically are 
not communicated to the down-line receiving carrier, which 
results in inquiries regarding the entire interline process.  

“Bag processing and handling has to be part of the overall 
passenger experience equation. If you get to your final 
destination without your suitcase your journey could be 
ruined. And in the future, it will be more technology driven.” 
 
KEVIN SMITH 
ASSISTANT VICE PRESIDENT OF CUSTOMER SERVICES 
DALLAS FORT WORTH INTERNATIONAL AIRPORT

“April 2014 will see the start of the next regulatory period for 
Heathrow, which is set by the UK Civil Aviation Authority and 
runs to the end of 2019. We have set ourselves challenging 
baggage objectives under the headings of capability, cost, 
performance and safety, to be realized progressively during 
this time. 

“Later in 2014 the new Terminal 2 will open, which will mean 
that two thirds of our passengers will be served by new or 
very recent facilities. Behind the scenes, we will be bringing 
the Terminal 3 Integrated Baggage system into service. When 
this happens, around one half of our inter-terminal baggage 
will be transported on automated systems, which will lead 
to improvements in safety (through fewer manual handling 
transactions) and a reduced mis-connect rate (because 
transfer bags will travel more quickly and reliably between 
terminals) – both contributors to our strategic intents for 
the period.

“Throughout the regulatory period we will also undertake 
a range of baggage asset replacements – some relating to 
physical infrastructure, such as the introduction of Standard 
3 Hold Baggage Screening equipment – and others relating 
to the consolidation and simplification of IT systems and 
applications. These initiatives will ensure not only our 
continuing compliance with the latest regulations, but will 
also allow us to increase the robustness and resilience of 
our baggage handling systems across the airport.” 
 
JOHN BEASlEY 
HEAD OF BAGGAGE STRATEGy 
HEATHROW AIRPORT 
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Istanbul has positioned itself as a key center for air traffic 
in Europe. It is also the home of the rapidly-growing Turkish 
Airlines whose ambitious hub expansion plans are having a 
major impact on transfer traffic – by 2016 the airline forecasts 
it will be handling 21 million transfer bags, up 86% on 2013.

“A key accomplishment over the past 10 years at Turkish 
Airlines has been clear loading and segregation of transfer 
bags. We have also expedited bags with short connection times 
and no security restrictions tail-to-tail, so that they go from 
the arrival flight to the departure flight without entering the 
sortation system. We have also introduced new technology for 
baggage reconciliation and baggage handling systems.

“Our goal for both the short term and over the next decade is 
to keep the transfer baggage mishandling ratio below 0.4% 
per 1,000 passengers. To help us with this goal we have 
implemented SITA’s BagManager to improve our real-time 
baggage data and to improve handling of bags that arrive 
without any bag message information. At the new airport 
we will be using a fast-track sortation system and we are 
investigating use of radio frequency identification (RFID)
bag-drop technology for bag-tags and the bag-drop system, 
if the cost will meet our budget for achieving our transfer bag 
mishandling goal.

“We are also planning to reduce the amount of bag traffic in 
the sortation system by using hub containers. This means we 
will keep the same container for same route passenger bags, 
allowing us to transfer the bags to the outbound flight without 
them ever entering the sortation system.” 
 
ATIllA MURAT ÜNMAN 
BAGGAGE SERVICES PLANNING OFFICER 
TURKISH AIRLINES
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IMPROVING THE PASSENGER 
EXPERIENCE

SElF-SERVICE ADOPTION
Accessing up-to-date information about their journey, while 
on the move is a primary requirement for today’s passengers. 
Technology is an increasingly indispensable travel tool, with 
around three quarters of travelers carrying smartphones8 
to access information. Moreover, their requirements are 
broadening beyond flight updates; knowing what is happening 
to their luggage is one of their top three priorities. Over half of 
passengers interviewed for 2013 Passenger IT Trends Survey 
say they would definitely use baggage status information if it 
was available.9 Admittedly, reporting a mishandled bag via a 
smartphone has yet to tip into mainstream acceptance among 
travelers, but around two fifths say they would readily use 
this service.10

The 2013 Airport IT Trends and Airline IT Trends Surveys 
reveal that the air transport sector is eager to support these 
desires. Airlines are committed to providing their passengers 
with more information about what is happening to their 
bags over the next three years. By the end of 2016, over 60% 
of airlines expect to be sending bag location updates and 
enabling missing bag reports via smartphones.11 To ensure 
their own staff can effectively support customers, around 
a quarter of airlines already provide real-time bag status 
information to operational personnel, with the majority 
planning to offer this service to staff by 2016.12

Although passengers are carrying smartphones and say they 
would use mobile services, they remain cautious about using 
them for self-processing.13 Airlines and airports are therefore 
investing to overcome a critical barrier to achieving full 
self-service at check-in: the requirement for passengers to 
check-in via an agent to process their hold luggage. 

They have already gone some way to provide assisted bag-
drop desks, which have been installed by over half of airports 
and nearly a quarter of airlines, with at least 80% of airlines 
and airports planning to offer this service by 2016.14

Unassisted bag-drop locations are in the early stages – only 
around 10% of airlines and airports offer these today – but 
over two thirds of airlines and airports are planning to install 
full self-service bag-drop machines over the next three 
years.15

Airports and airlines will have to win the hearts and minds 
of passengers, who, for the most part, regard unassisted 
bag-drop as a “nice-to-have”,16 rather than an essential 
service and who also need some persuasion when it comes to 
self-printing their bag-tags. The vast majority of passengers 
today prefer agent-printed bag-tags, although half also say 
they would like to use bag-tags printed at kiosks. Only a third 
each expressed a preference for home-printed bag-tags or 
airline-provided electronic bag-tags.17

SElF-SERVICE PROCESS MODElS
Time saving initiatives

The past year has seen airlines and airports trialing tagging 
and bag-drop initiatives to save time for their passengers 
with several use cases. In July British Airways (BA), which 
already offers self-tagging to customers at London Gatwick 
and City airports, became the first international airline to gain 
approval from the Transportation Security Administration 
for passengers to self-tag kiosk-printed bag-tags for flights 
departing from the USA. The airline launched the service at 
Las Vegas McCaran International Airport for destinations 
in the UK and across the BA network. Combined with online 
check-in and home/office printing of boarding passes, plus 
support for mobile boarding passes, the aim is to reduce 
potential congestion in the airport concourse at busy times. 

Spain’s Iberia went one step further to improve and 
streamline the travel experience by introducing “MyBagTag”, 
a service that allows passengers checking-in online to 
download and print their bag-tags from the airline’s website. 

60%+
AIRlINES EXPECT TO BE SENDING 
BAG lOCATION UPDATES AND 
ENABlING MISSING BAG REPORTS 
VIA SMARTPHONES BY 2016
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These are inserted into reusable clear plastic envelopes 
supplied by the airline. Tagged luggage is then dropped 
at fast bag-drop counters at the airport. Initially available 
to passengers traveling domestic routes point-to-point, 
Iberia’s plan is to extend the service to its Latin American 
destinations, followed by those in Europe. Eventually it will 
also be rolled out to connecting flights. 

And while home-printed bag-tags are currently a niche 
preference among travelers, the Iberia experience suggests 
that consumers soon pick up on the benefits. The airline 
reports that in the first nine days of service last summer, 
MyBagTag was used by 12% of eligible passengers overall 
and 30% of those bound for holiday destinations such as the 
Canary Islands, exceeding its expectations. 

Early in 2014 Air France introduced a similar service, saving 
passengers time at the airport by allowing them to print their 
bag-tags at home up to 30 hours before the flight for insertion 
into reusable plastic holders. Initially offered to domestic 
passengers, Air France plans to roll out the service to its 
network throughout the year.

Towards the end of 2013, Switzerland’s Geneva airport 
started trialing three self-service tag-and-bag-drop locations 
for Swiss International Airlines, Lufthansa and selected Star 
Alliance passengers to improve capacity and speed up the 
flow of passengers through the airport. The airport reports 
that in the early days of the trial, volunteer passengers were 
completing the process in an average time of no more than 
two minutes.

The move to baggage self-service may also be hastened 
by other pressures. The current manpower shortage in 
Singapore has spurred Changi Airport Group to look to 
self-service to support future growth while maintaining the 
“Changi Experience.” The airport is planning pilot trials for 
both self bag-tag and self bag-drop in 2014. “Passengers 
want efficiency, speed of clearance, minimal waiting time, 
and the flexibility to check-in their bags early. These 
can be achieved with self-service initiatives such as self 
bag-drop and self bag-tag. With these, passengers will 
have the autonomy to manage the entire check-in process 
themselves,” said yeo Kia Thye, Senior Vice President, Airport 
Operations Planning & Airside, Changi Airport Group.

low-cost self-service strategies

Low-cost carriers and their airport partners are embracing 
self-service bag devices to reduce queuing and deliver 
further operational efficiencies. Edinburgh Airport installed 
three multi-airline use bag-drop devices for Flybe and 
easyJet customers in June 2013. These allow passengers to 
print their luggage tag, weigh their bags and dispatch them. 
Built-in chip-and-pin card machines also allow them to pay 
for overweight luggage if necessary. For the airport’s Chief 
Operating Officer, David Wilson, the self bag-drop devices 
are designed to speed up the entire check-in and bag-drop 
process. “If we can reduce the check-in time to as little as 
30 seconds then we will be demonstrating our unwavering 
commitment to the best service for our passengers.”

In Denmark, six out of ten passengers now have better 
control of their time at Copenhagen Airport, thanks to 12 
self-service bag-drop devices installed in late 2013, for use 
by SAS and Norwegian Air Shuttle passengers. The majority 
of passengers are comfortable with self-service, checking 
in online, on their mobile phones or via one of the 99 self-
service kiosks at the airport. “Our surveys of passenger 
satisfaction show that passengers increasingly prefer ‘do-it-
yourself’ solutions. So with the self-service bag-drops, we 
create a basis for even greater passenger satisfaction,” said 
Marie-Louise Lotz, Head of Passenger Service at Copenhagen 
Airport. We focus on making passengers’ way through the 
airport simpler and faster, and we also strive to reduce airline 
costs. Those are two of our areas of strategic focus, so we’re 
pleased that the self-service bag-drops support both goals. 
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Actively driving automation 

Norwegian Air Shuttle already has self-tagging kiosks and 
self-service bag-drop, with no staff intervention at almost 
all airports in Norway, plus airports in Sweden, Denmark,  
Finland and London Gatwick. It will also be introducing the 
service in Spain later in 2014.

“First of all, our main objective is to make the journey as 
smooth and efficient as possible for our passengers. This 
not only saves the company costs, but also enables us to 
offer very low fares to our customers. It’s a win-win. We are 
very pro automation. Whenever we have the opportunity to 
automate we will do it. We have automated check-in with 
kiosks and introduced self-service bag-drop. We are very 
fond of letting passengers do everything for themselves. 
For us this is efficiency and cost saving.

“In Copenhagen 90% of our customers check-in at the kiosk 
and tag the bag themselves. 75% of all bags accepted at 
Copenhagen are done at self-service bag-drop and none of 
our people are involved, passengers handle everything. We 
are very satisfied with the results we see and feedback from 
customers is also very good. The customer likes to have 
control over their own process. Most of the bags that are not 
handled at self-service bag-drop are over-sized and over-
weight bags that are not accepted at self-service bag-drops. 
These are processed manually.

“Our vision and philosophy is if you want to change behavior 
you can’t offer the old behavior. you have to remove the 
old technology or processes, because passengers will use 
whatever they used last time. We introduced self-service 
bag-drop in Bergen for the first time around two years ago. 
At the same time we removed a couple of manual counters 
and in the first week 50% of bags were self-service. Our 
experience is that passengers adopt quickly.

“If you take away queues, you calm the whole process for 
passengers and employees. There’s value for all in this 
process. We save cost, tickets can be offered at a low price 
and passengers save time at check-in. The airport gets 
passengers processed faster through the check-in area, which 
maybe means more coffees bought and sandwiches sold.

“Beyond 2014 our goal is to introduce automated service in as 
many locations as we can. We are talking to all our airports, 
saying we are willing to launch this with you because we 
know it works and we can guarantee high usages from day 
one. We can say that because we see the numbers in our 
home markets.” 
 
BORIS BUBRESKO 
HEAD OF BUSINESS DEVELOPMENT 
NORWEGIAN AIR SHUTTLE

16 THE BAGGAGE REPORT  |  © SITA 2014



In Asia low cost carriers are involved in some of the first self-
service baggage initiatives, with AirAsia launching Malaysia’s 
first baggage self-tagging service, in October 2013, at the Low 
Cost Carrier Terminal in Sepang for all AirAsia and AirAsia x 
flights. The airline, which is planning for a quick roll out of the 
facility at other airports where AirAsia operates, reports that 
its self-tagging trial run in September greatly improved the 
airport experience for its passengers by reducing queue time 
at the bag-drop counters. “The self-tagging facility is another 
step we’re taking to relieve our guests from long waiting times 
by tagging their own bags, head on to the dedicated baggage-
drop counters and carry on with their journey. Self-tagging 
also allows us to be more efficient in cost management, which 
translates into even lower fares for everyone,” said Aireen 
Omar, Chief Executive Officer, AirAsia Berhad.

Elsewhere in the region, Singapore’s Tigerair also has a 
vision for its passengers to take control of their baggage 
check-in process, giving its customers a more efficient 
check-in and reducing queues, while generating greater 
productivity for the airline. It is in the early stages of planning 
and working with Changi Airport Group on the processes. In 
Australia, Jetstar passengers on domestic routes were the 
first to trial Brisbane Airport’s kiosks for check-in, self-
tagging and self bag-drop, introduced in 2012. 

Seamless self-service
“Our vision is to offer a seamless self-service experience that is 
quick and easy for the customer and accurate and cost effective 
for the business. We’re conducting trials with our automated 
self-service baggage system at the moment and will look to 
refine the offer before rolling out more broadly in the future.

“The cost of adopting new technologies is always a big 
factor when choosing systems and we need to be sure the 
end product is easy and intuitive for customers to use. As 
regulations and processes differ across each airport, and 
in different countries, it can be difficult to deliver a truly 
consistent experience across the entire network.

“We’re only in the trial phase with our self-service system at this 
stage so it’s difficult to get a proper read on customer take up. 
Airport teams tell us that while there is some hesitation from 
customers on first use of the system, they find the overwhelming 
majority become big advocates once they’ve tried it. We’ll 
continue refining the system and as technology advances we 
expect to see take up of the service grow rapidly.” 
 
MICHAEl SCOTT 
SPOKESMAN 
JETSTAR

In North America in November 2012, WestJet became the 
first Canadian carrier to launch self-service bag-tagging on 
non-stop trans-border flights for passengers flying to the 
USA from six major Canadian airports. Earlier that year it 
was the inaugural airline to take advantage of another North 
American first when Montréal-Trudeau International Airport 
implemented self-service bag-drop for passengers using 
kiosks for check-in and bag-tagging. WestJet’s domestic 
passengers have been able to self-tag at most Canadian 
airports since 2010.

Giving guests more control
“Enabling self-service products has allowed guests more 
control over their journeys and resulted in a quicker 
transaction at the airport in most cases. Overall, WestJet 
guests are continuously pushing us to offer even more self-
service. People vote with their feet, and WestJet guests have 
overwhelmingly voted yes to the initiatives we have initiated, 
so we will continue to expand the self-service products 
available to them, particularly in the area of baggage.

“Guests can already receive their baggage tags from the 
self-service kiosks at many WestJet airports. As WestJet 
continues to expand the service, it is expected that the result 
will be reduced queues and greater guest control over their 
journey. We believe that self-service baggage drop-off 
positions will become available at more North American 
airports over the coming months and years, allowing our 
guests even more control. 

“It is hopeful that guests will eventually be able to trace the 
journey in real-time and, in the unlikely event that their 
baggage is mishandled, they will be able to arrange for quick 
recovery and repatriation. Of course, WestJet’s current goal 
is to be aware of these instances and effectively respond 
before the guest needs to act on their own. Other baggage 
tools and products, such as permanent baggage tags, will 
continue to be investigated and implemented to meet the 
needs of our guests and our business.

“To achieve this vision, we need improved baggage room 
and ramp infrastructure; increased and more reliable data 
sharing between airports and tenants, as well as between 
airline partners; plus development and adoption of more 
consistent standards by groups like ACI and IATA with 
respect to baggage products.” 
 
TREVOR ClARK 
MANAGER, INNOVATION 
WESTJET 
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BAGGAGE PROCESSING: THE NEXT STEPS 
Electronic bag-tags

Four years after Qantas introduced Q-tag – the first RFID-
based reusable bag-tag – for use by passengers on its 
domestic routes, efforts by the industry are gathering 
momentum and electronic bag-tags are on track to be widely 
offered within the next year, further assisting the industry’s 
efforts to reduce bag mishandling and offering greater 
convenience and time-saving for passengers. 

IATA’s vision for Fast Travel to deliver a stress-free and 
seamless journey includes the goal to enable flight details 
to be uploaded to an electronic tag via a smartphone or at 
the airport. This tag will then be paired with the passenger’s 
itinerary to ensure the bag reaches the correct destination. 
The electronic tag will contain its own unique ID and the 
display will include a 1-D baggage barcode, with personal 
information about the passenger held in a separate database. 
Passengers will also be able to allow someone else to use the 
tag as the critical journey information is only loaded into the 
tag prior to travel. 

IATA’s Permanent Tag Working Group is tasked with 
establishing the standards behind the development so 
all airlines can read and share the data critical to the 
interline baggage processes. One example of this work 
is addressing the technical challenges of different near 
field communications implementations as NFC is not yet 
standardized across the world. 

Passengers traveling with British Airways (BA) through 
London Heathrow’s Terminal 5 took part in a trial of 
personalized electronic bag-tags last autumn. BA worked 
with Microsoft employees who used a specially adapted 
version of the BA app on their smartphones. By holding the 
phone over the digital bag-tag it was automatically updated 
with a unique barcode containing their flight details and an 
easy-to-see view of their bag’s destination. BA’s Managing 
Director, Brands and Customer Experience, Frank van der 
Post, said: “This is a fantastically simple, yet smart device 
that gives each customer the choice to have their own 
personalized electronic baggage tag that changes with the 
swipe of a smartphone – every time they fly.”

From an airline perspective these electronic tags add greater 
robustness to the end-to-end baggage process, reducing the 
number of mishandled bags; and passengers will gain from 
more of the stress being taken out of their journey. Electronic 
bag-tags are a vital element in the seamless journey according 
to IATA’s Head of Baggage Services, Andrew Price, who said: 
“The aim is a hassle free, end-to-end travel experience. 
The passenger should be able to answer baggage security 
questions online and then take advantage of fast baggage drop 
and innovative services such as baggage delivery.”

Electronic tags may be just the first step to embedding 
electronic information into luggage. The first digitally-
enabled suitcase was unveiled at the 2013 Paris Airshow 
by Airbus and project partners T-Systems and Rimowa. 
Called Bag2Go, the smart baggage concept, which can be 
controlled by a smartphone, integrates a digital scale to 
weigh the contents and is equipped for real-time tracking and 
self-service drop-off at the airport. Airbus’ Chief Innovation 
Officer yann Barbaux believes Bag2Go will provide an entirely 
online check-in experience for customers; and for airlines, 
it will help reduce operating costs, turn-around time and 
ensure fewer lost bags. He said: “At Airbus we care about 
innovation on the aircraft…we care about safety…and we also 
care about the overall experience. We need to think about the 
aircraft in its complete environment.”

City bag-drop

Another vision for future improvements to the passenger 
experience is for airlines and airports to take the stress out of 
getting luggage to and from the airport by offering city-center 
bag-drops and destination delivery. 

A few airports like McCarran International in Las Vegas 
and Hong Kong have been pioneering advance check-in and 
bag-drop at city-centre hotels for some time. Since May 2005, 
guests holidaying at select Walt Disney World Resort Hotels 
can use Disney’s Magical Express service to check-in their 
bags at their departure airport, bypass the baggage claim 
at Orlando International Airport to be taken by coaches to 
the resort. Meanwhile Disney team members at the airport 
collect guests’ luggage and deliver it to their hotel rooms. 
On the return trip guests flying with participating airlines can 
check-in and drop their bags at the resort. 
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The past year has seen other air transport organizations 
offering this service, for example in November Etihad Airways 
became the latest airline to offer city-center check-in at 
Kuala Lumpur’s Sentral rail transit hub. In the same month, 
low cost carrier Air Arabia launched its third United Arab 
Emirates off-airport check-in and bag-drop at the Safeer 
Mall, Sharjah, following the opening of City Check-in facilities 
in Dubai and Ras Al Khaima in 2012. The facility in Safeer 
Mall can be used from 24-hours before the flight and up to 
four hours before departure. “Air Arabia is committed to 
introducing services that offer real value and convenience 
to customers,” said Adel Ali, Group Chief Executive Officer, 
Air Arabia. “Our new ‘City Check-in Terminal facility’ will be 
a great value addition for our passengers based in Sharjah, 
helping to reduce the amount of time they need to spend at 
the airport and making the process of flying a total hassle-
free experience.” 

dnata, the global air services provider operating at 76 airports 
worldwide and also the sole ground handler providing 
baggage services at Dubai International Airport, is exploring 
opportunities for passengers not to worry about their 
bags at the new Al Maktoum International Airport at Dubai 
World Central. It is exploring a complete city check-in with 
automatic transfer of bags to the airport and, for those arriving 
passengers staying in Dubai, bags will be transferred from the 
airport to their hotel in Dubai.

Bernd Struck, dnata Vice President of Baggage Services 
commented: “In the future customers won’t want to touch 
their bag at the airport but will want it to arrive at their 
destination and not have to worry about it. That’s coming and 
will be an integral part of our planning for the new Dubai 
World Central airport. Dubai becomes more and more a 
popular tourist destination. Many tourists upon departure 
have to leave their hotels at noon. Our idea would be that the 
customer has the possibility to either check-in for their flight 
and drop their bags either at the hotel or go to a city check-in 
terminal. That means the passenger just takes the metro or a 
taxi out to the airport in the evening and proceeds directly into 
the boarding area for his flight.”
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WHERE’S MY BAG? THE BAG 
REPATRIATION PROCESS
Passengers and their hold luggage are processed through 
the airport on parallel journeys to the aircraft. The passenger 
passes through check-in, security and passport control, 
via shopping and restaurants, to the gate. Meanwhile, their 
bag is tagged, security screened, and is processed through 
the baggage handling system, which scans the barcode on 
the tag for destination and carrier data, then designates the 
chute to take it to the container or trolley for loading. The 
reconciliation system checks that the bag matches to the 
individual passenger on the flight. 

Delays occur when the bag gets separated from the 
passenger, for example, the bag comes down the chute a 
few minutes after the flight has gone, then the repatriation 
process gets underway. Some intelligent bag handling 
systems that are dedicated to one carrier will recognize 
and react to a delayed bag. For example, a flight coming in 
from Montreal to London is delayed. The passenger, who is 
traveling on to Geneva, makes their connecting flight, but the 
bag does not. In this case the system will reassign the bag to 
the next flight to Geneva. The bag is re-screened and loaded 
onto the aircraft, carrying on its journey as a normal bag. 
As part of the flight manifest, the pilot will be given a list of 
unaccompanied bags on the flight.

The majority of airlines globally use SITA WorldTracer to 
report delayed luggage. This is because it is universally 
available and is the only global tracing and matching database 
of delayed baggage. Airlines are duty-bound to report the 
finding of a mishandled bag and do so by creating an “on-hand 
report” in the system. When the passenger arrives at their 
destination, they inform the airline, which creates a “delayed 
bag report”. SITA WorldTracer matches the two reports using 
the unique 10-digit number or license plate on the bag’s tag. If 
this is not available, it can also match on the bag’s color, type 
attributes and contents. 

On arrival, the bag will be delivered to the passenger or 
the passenger will collect it at the airport, depending on 
the circumstance of the mishandling. In 2013 airlines took 
an average of 36 hours to repatriate delayed luggage to the 
passenger.18
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Behind the scenes

Airlines have a two-stage process for identifying and 
returning bags to their owners. The first stage, which lasts 
five days, is when the airline will try to send the bag on to the 
passenger’s location. However, there are rare occasions when 
the bag-tag has come off, there is nothing to identify the bag 
and no claim has been received from the passenger in that 
time. At this point the bag goes to a secondary search location 
where the bag is held while further attempts are made to 
identify its owner. 

“Further investigation depends on local laws and regulations. 
But generally the airline will try to check the bag for anything 
that identifies the passenger. They will open the bag – that’s 
where putting a copy of your home-printed boarding pass inside 
is helpful – and they will list the contents on WorldTracer. If the 
airline can find something that identifies the passenger, they 
will try to contact them and arrange re-delivery,” explained 
IATA’s Head of Baggage Services, Andrew Price. 

“During a recent visit to Dubai Airports “back-of-house” I was 
going through the second search process of bags that had 
been missing five days. We opened up a bag. It was a tough 
plastic one. Inside I could see the passenger had been at a 
conference because there were conference notes. We rang 
the conference organizer and asked if any delegates had lost 
a bag. They said yes and gave us a name to check in Germany. 
We rang him and asked him to describe the bag and what was 
in it. We asked where he was now, if he would be there for a 
time, then went through the re-flight process, and sent the 
bag back to the passenger.”

Attempts to repatriate bags will continue for at least another 
21 days, varying between countries and airlines, according 
to regulations. Some countries have rules preventing 
opening. After a certain time the bag is declared lost. In 
some instances they will sort the contents and donate them 
to charity; in some cases they will sell the bags; some will 
destroy the bags because legislation does not allow them to 
do anything else; and at least one country archives the bags – 
they get stored forever. 

Returning the bag

How and where the passenger is reunited with their bag will 
depend on where the bag was mishandled. Sometimes the 
airline that receives the bag at the airport is not the airline 
the passenger flew with. For example, a passenger travels 
with BA, but by the time their bag catches up with them, that 
passenger is not at a BA destination and Lufthansa has to 
carry the bag to the airport. In this instance the passenger 
may have to come and collect the bag.

“If I buy two separate tickets e.g. USA to London with BA 
and London to Hong Kong with Virgin Atlantic, I can do all 
my check-in online and, at the airport, ask for my bag to be 
transferred to Hong Kong, but there is no interline agreement 
between BA and Virgin Atlantic. If the passenger does that, the 
airline generally won’t take accountability, so the passenger 
has to come to the airport and pick it up. It is important if you 
have a transfer journey, especially if you are transferring 
carriers, that you have an interline ticket,” said Price.

Repatriation costs – who pays?

The industry average cost for a mishandled bag is US$100. 
However the bag repatriation cost can vary on a local basis, for 
example, in the USA some companies will deliver for a flat fee; 
elsewhere, deliveries to remote locations may be expensive.

The airline looks at each bag that has been mishandled to 
investigate the source of the problem and to apportion costs. 
The current rules governing this are not well understood 
and are not easy to automate. A Pro-Rates Group in IATA is 
currently working on a simplified set of pro-rates rules that 
could be used by all airlines.

For the passenger, the level of compensation for a mishandled 
bag will depend on whether the flight was domestic or 
international and is governed by either the Montreal 
Convention or the Warsaw Convention, depending on the 
countries in which their journey started and ended.  
 
ANDREW PRICE  
HEAD OF BAGGAGE SERVICES 
IATA
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THE IMPORTANCE OF INFORMATION
The air transport industry is making progress towards giving 
passengers greater access to real-time tracking information 
about their bags. It is seeking to be more proactive about 
dealing with mishandled bag claims from anywhere in the 
airport, as well as enabling passengers to self-process 
delayed bag claims. 

Enhanced customer service through baggage tracking

The first initiative was back in 2011 when Delta Air Lines 
enabled its customers to track their luggage like a parcel, 
from bag-drop and throughout the journey, either via the 
airline app or website. In 2013, US Airways launched its 
Track your Bag tool on its website, which allows passengers 
connected to the internet to view real-time information about 
the status of the bag. The service is also available free on its 
Gogo internet connected flights.

In December 2013 Moscow Domodedovo Airport became the 
first in Russia to enable its passengers to report lost bags 
via self-service WorldTracer kiosks. The kiosks, which were 
first installed at Bermuda’s LF Wade International Airport in 
2010, allow passengers to scan their baggage claim tags and 
enter their contact details so they are kept informed until they 
are reunited with their bags. Domodedovo Airport Director, 
Igor Borisov, said: “The system of self-registration of lost 
baggage is an important element of the program for service 
development. Innovations like WorldTracer kiosks allow us 
not only to maintain the leading position, but also to ensure 
faster development of the airport.” 

Easier access to baggage information

These services look set to become more widespread with 
the launch this year of SITA’s BagJourney, an application 
programming interface (API) and set of business rules, which 
provide end-to end baggage tracking for integration into an 
existing application.

“We have developed a demonstration app to show how 
BagJourney works. We take existing standard IATA messages 
using existing baggage infrastructure at the airport and 
apply business rules that transform these messages to an 
understanding of bag events around the status of your bags, 
then we deliver it over the latest technology,” said Nick 
Gates, Head of Baggage Services, SITA. “The main benefit for 
airlines is they can integrate this with their own app to provide 
passengers with the ability to track the bag like a parcel with 
very little capital expenditure. For the airport it would give the 
ability to integrate with the airport app, so passengers will 
know if the bag has been loaded or not.”

The initiative also has the potential to redress ground 
handling costs. If the information about a delayed bag is 
pushed to the passenger via their smartphone, tablet, or SMS, 
it saves them time as they could start filing a WorldTracer 
report on the aircraft and avoid queuing at the bag desk on 
arrival. Alternately, the information could be pushed to a crew 
app, so the crew can help the passenger file a report during 
the flight. 

“If a bag is not on board for a high value passenger, the crew 
on the return journey could offer them additional services 
such as an upgrade or provide them with frequent flyer points. 
It could turn around what would be a very negative experience 
into a positive experience,” observed Gates.

INTEllIGENT TECHNOlOGY
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Baggage information messages are key to 
information sharing

BagJourney taps into bag status messages available via SITA 
BagMessage service. However airlines and airports do not 
have to be BagMessage customers to use the API – customers 
just need to be scanning bags via a sortation system or the 
bag reconciliation system and be able to send these messages 
to SITA BagMessage. 

Greater automation of baggage data reduces the level of 
data error in the system and ensures that bag repatriations 
are much quicker. It also assists airlines in meeting the new 
IATA resolution 753 on the tracking of baggage, which comes 
into force in 2018 and requires member airlines to be able 
to demonstrate delivery and receipt of bags when custody 
changes, provide an inventory of bags on departure and be 
able to share this information with other airlines as needed.

Customer focussed baggage recovery

SITA has also developed a WorldTracer tablet app, to be 
launched in 2014, which uses the BagJourney data and the 
next steps are to allow ground handlers to check incoming 
flights to see how many bags have been mishandled and take 
necessary action – proactively create WorldTracer reports 
and find the passenger at the baggage carrousel in arrivals 
to process them immediately. “It’s all about spending more 
quality time with the passengers rather than negative time 
with them,” said Gates.

 
NICK GATES 
HEAD OF BAGGAGE SERVICES 
SITA
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TACKlING THE COST OF BAGGAGE HANDlING
IATA estimates that the cost to process a bag is US$10 per 
journey. This estimate includes the costs for each baggage 
system, the messaging, the electricity, maintenance, ground 
equipment and staffing needed to move a bag through an 
airport. It is a rough estimate, and probably at the low end of 
the actual costs. 

It means the industry is spending US$31 billion on moving bags 
when global ancillary revenue from baggage is around US$10 
billion – estimated at a quarter of the US$42.5 billion total 
airline ancillary revenues20. How do we bridge this huge gap?

IATA’s InBag program aims to help the industry tackle 
the costs in a number of ways: more self-service; efficient 
processes and systems; modern data infrastructure; greater 
efficiencies in handling and security; plus, standardizing 
off-airport acceptance of bags.

More self-service: not only do passengers request 
self-service, but it also makes economic sense for airlines. 
InBag promotes electronic and home-printed bag-tags, and 
provides the standards for electronic bag-claim receipts. This 
eliminates baggage label costs and drives check-in efficiency.

More efficient processes and systems: having a baggage 
quality metric set between airlines, airports and ground 
handlers will focus attention on performance. 

Modern data infrastructure: Type B baggage messages are 
complex to generate and to interpret. An xML data model is 
being defined to allow a consistent, self-defining baggage 
data representation between aviation partners.

More efficient handling: using technology to support baggage 
operations, for example, introducing scanning for tracking 
and decision verification. This will also help eliminate 
double handling. 

More efficient security: many airports still double-screen 
bags – on departure and transfer, despite having the same 
requirement for every flight – a safe bag. InBag aims to 
enable security information sharing so that more airports can 
work together.

Standardizing off-airport acceptance of baggage: airports 
suffer from peaks that drive design decisions and cost. 
Separating the bag and passenger early and processing the 
bag separately removes hassle from the journey and reduces 
peak-time baggage flows.

InBag is a long-term program, however all the items above 
are currently in development. Pilots of the electronic bag-tag 
have been undertaken and the draft standard is available. 
A pilot will be launched in the first quarter of 2014 to test 
the xML data model and information sharing between 
airports. Service Level Agreement templates are in the IATA 
Airport Handling Manual and IATA is reaching out to security 
regulators and equipment providers to discuss a solution for 
data sharing. 

Furthermore, IATA is establishing a new baggage group 
to examine how baggage systems can be standardized to 
improve read rates, all the way from the manufacture of the 
bag through to the loading of a container. This new group will 
hold its first meeting in the second quarter of 2014. 21 
 
ANDREW PRICE 
HEAD OF BAGGAGE SERVICES 
IATA

SHAPING THE FUTURE

THE INDUSTRY IS SPENDING 
US$31 BIllION ON MOVING BAGS 
WHEN GlOBAl ANCIllARY 
REVENUE FROM BAGGAGE IS 
AROUND US$10 BIllION
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MAXIMIZING THE USE OF BAGGAGE DATA
The key aspect is to have the maximum situational awareness 
of the baggage flow, from bag-drop, through sortation 
and loading to the aircraft, and likewise at the arrival (and 
connecting) airport as well. Once this data is available, the 
challenge is to organize it and make it useful in the way it can 
be cross-referenced with other existing data, so airports, 
airlines, government agencies and aviation stakeholders can 
be proactive to make the passenger journey better.

Increasingly airports are using baggage reconciliation 
systems (BRS); if they are tracking from bag-drop through 
sortation, most airports have wireless scanners to read 
each bag-tag as they are loaded onto the ULD containers 
(or directly onto the aircraft) and have complete wireless 
coverage gate-side. This data is made available to airport 
operators, airlines and ground handlers, so it is possible to 
track bags from beginning to end like a parcel.

The Airports Council International (ACI) is working in 
partnership with IATA to develop standards around how 
to communicate data between airlines, airports, ground 
handlers, government agencies and others using a web-
based approach. ACI and IATA have recently signed a 
memorandum of understanding (MOU) confirming we will 
work together in different aspects, and have individual 
Annexes to this overarching MOU on specific airline/airport 
cooperative projects, including baggage. The Aviation 
Community Recommended Information Services (ACRIS) 
Working Group provides a guide to facilitate web-based 
communications between entities using standardized 
protocols, which is the subject of one of these Annexes. 
For baggage, one of the goals is to promote the adoption of 
common-use technologies to exchange information between 
the airline control systems and the different devices and 
infrastructure that collect data at the airport.

There is a strong focus at this time on true common-use bag-
drops, so any passenger can use any bag-drop. That is the 
future. We have had true common-use self-service check-in 
kiosks (any airline at any kiosk), but bag-drop is even more 
important because there will always be bags to transport, 
whereas check-in is a process that is disappearing or moving 
outside the airport. When passengers arrive at the airport 
they tend to look for an airline logo then go to that area to do 
their process; in future they will just look for the process they 
prefer in a customized approach.

True common-use self-service bag-drops were deployed 
at Aéroports de Montréal in January 2014. The ACI ACRIS 
Working Group, in coordination with IATA, is also planning a 
couple of pilots in 2014 that will link the airlines’ departure 
control systems and airport common-use infrastructure, 
using a standardized internet protocol/web approach. This 
will include validating information about specific passenger 
status with the airline reservation system, so the airline 
and airport always have the most updated information 
and the passenger the most reliable indications. So when 
the passenger goes to the next common-use process, the 
information for the passenger is updated as they move along. 

From an ACI perspective a solution that is true generic 
common-use is important because it creates a more efficient 
airport. For passengers the process is faster as they will go, 
for example, to the bag-drop that is closest or has the least 
people rather than be forced to a dedicated counter. The 
minority of passengers who require a dedicated service or 
assistance can then have access to it without a long queue 
(the 80/20 rule). For passengers there will be a much lower 
risk of lost bags and for airlines greater savings because 
there are significant costs associated to these processes. 
The airport gets the chance to reduce costs by maximizing 
all its resources, so there are less charges to airlines that in 
turn can offer services at better costs to passengers.

We have moved beyond whose data it is. We all agree 
everyone needs to share data to provide services to common 
clients. The key thing is exchange and access to data, in a 
structured standardized way that can be replicated at every 
airport where ever it is. 
 
ANTOINE ROSTWOROWSKI 
CHAIR OF THE AIRPORTS COUNCIL INTERNATIONAL (ACI) 
WORLD AIRPORT IT STANDING COMMITTEE

DIRECTOR BUSINESS DEVELOPMENT 
AEROPORTS DE MONTREAL
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APPENDIX

WHAT IS A MISHANDlED BAG?
A mishandled bag is a report of a delayed, damaged or 
pilfered bag which is recorded by either an airline or its 
handling company on behalf of the passenger and that is 
handled as a claim.

SCOPE OF 2014 BAGGAGE REPORT
SITA has produced an annual baggage report since 2005. 
It is designed to offer all air transport industry stakeholders 
the latest facts, figures and trends related to global baggage 
processing and management.

In this report, global data for 2013 on mishandled bags from 
SITA’s WorldTracer system is complemented by data and 
commentary from the US Department of Transportation, the 
Association of European Airlines and the Association of Asia 
Pacific Airlines.

It should be noted that 2013 industry data used in this report 
is drawn from IATA forecasts for the year, issued in December 
2013. The 2012 industry data has been revised since last 
year’s report to reflect IATA’s confirmed data for the year, 
issued in April 2013.

In preparing this report, SITA works in close collaboration 
with industry partners to ensure its facts, figures and 
analysis are as complete and accurate as possible. These 
essential insights aim to assist air transport industry 
stakeholders as they work together to improve baggage 
management all around the world – generating savings 
for the industry, while improving the overall passenger 
experience.

COST OF
MISHANDLED
BAGS PER 
PASSENGER
(US$)

TOTAL COST
TO THE
INDUSTRY
(BILLION US$)

TOTAL BAGS
MISHANDLED
(MILLIONS)

TOTAL
PASSENGERS
(BILLIONS)

2007 2008 2009 2010 2011 2012 2013

46.9 36.8 28.2 32.3 25.3

4.69 3.32 2.82 3.23 2.53

-21.3% -23.4% +14.5% -21.7%
26.3 21.8
+3.8%

-29.2% -15.1% +14.5% -21.7%

1.89 1.32 1.14 1.21 0.89
-30.2% -13.6% +6.1% -25.9%

0.88
-1.6%

0.67
-24.4%

MISHANDLED
BAGS PER
1,000 
PASSENGERS

18.88 14.70 11.39 12.07 8.99

-22.1% -22.5% +6% -25.5%

8.83

-1.8%

6.96

-21.2%

+5.1%+8.1%
2.68 2.822.482.512.48

-1.2%+1.2%

2.60
+2.9%

2.09
-19.9%

+5.7%
2.98

-17.2%

+5.1%
3.13

Baggage statisticsWorldTracer statistics
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For further information,  
please contact SITA by  
telephone or e-mail:

Americas
+1 770 850 4500 
info.amer@sita.aero

Asia Pacific
+65 6545 3711 
info.apac@sita.aero

Europe
+41 22 747 6111 
info.euro@sita.aero

Middle East, India & Africa
+961 1 637300 
info.meia@sita.aero

SITA AT A GlANCE

The air transport industry is the most dynamic  
and exciting community on earth – and SITA is its heart. 

  Our vision is to be the chosen technology partner of 
the industry, a position we will attain through flawless 
customer service and a unique portfolio of IT and 
communications solutions that covers the industry’s 
every need 24/7.

  We are the innovators of the industry. Our experts  
and developers keep it fuelled with a constant stream  
of ground-breaking products and solutions. We are  
the ones who see the potential in the latest technology  
and put it to work.

  Our customers include airlines, airports, GDSs and 
governments. We work with around 450 air transport 
industry members and 2,800 customers in over 200 
countries and territories.

  We are open, energetic and committed. We work in 
collaboration with our partners and customers to 
ensure we are always delivering the most effective, 
most efficient solutions.

  We own and operate the world’s most extensive 
communications network. It’s the vital asset that  
keeps the global air transport industry connected.

  We are 100% owned by the air transport industry – 
a unique status that enables us to understand and 
respond to its needs better than anyone.

  Our annual IT surveys for airlines, airports and 
passenger self-service are industry-renowned and  
the only ones of their kind.

  We sponsor .aero, the top-level internet domain 
reserved exclusively for aviation.

  In 2012, we had consolidated revenues of  
US$1.57 billion. 

For further information, please visit www.sita.aero
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