
“Jet lag” should not mean delays in getting good 
service.  
 
Picture this: you’re looking forward to a well-earned vacation. But then, your flight is delayed, 
which means you miss your connecting flight. Dreams of lounging on exotic beaches and 
soaking up sunshine are momentarily crushed. What do you do? 
 
Many people would take their grievances directly to the airline. In 2017, the U.S. Department of 
Transportation found airline customer complaints had jumped by over 70%. Between missed 
flights, lost baggage, and poor in-flight services, airline passengers have a plethora of reasons 
to complain. And in recent years, review sites, social media accounts, and messaging apps 
have fielded the bulk of these complaints.  
 
Savvy airlines, however, are beginning to see customer care as a chance to strengthen 
relationships with their customers, instead of constantly playing defense. Artificial intelligence 
(AI) is becoming a vital tool for airlines’ customer care efforts, accelerating response times and 
enabling greater experiences through messaging apps. 
 

Four ways AI is helping airlines provide memorable 
care experiences. 
 
1) Faster responses 
 
Speed of response is one of the biggest customer care differentiators in the airline industry. 
Today, 64% of consumers expect real-time responses to their issues and complaints, while 66% 
say they are likely to switch brands if the service they receive across channels is inconsistent. 
It is therefore crucial for airlines to respond to complaints quickly and effectively.  
 
Using AI in a contact center enables companies to accelerate the response process. By taking 
on repetitive tasks, machine learning unlocks more time for care agents to provide personalized 
service. This can approach can yield higher customer retention rates, as 62% of B2B and 42% 
of B2C consumers show increased interest in re-purchase after top-notch care experiences. 
 
2) Better social media & messaging app interactions 
 
By improving response times, AI also frees up time for contact centers to hone their social 
media and messaging apps. This is significant as customers are increasingly turning to these 
channels to connect with not only their friends but also the brands they consume. 
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KLM Royal Dutch Airlines, for example, uses AI in its social servicing operation, handling over 
130,000 social media mentions on a weekly basis. This reduces the number of repetitive tasks 
for employees and frees them up to communicate with customers more effectively through 
social and messaging apps. The trend of messaging apps bolstered by AI is only on the rise – 
Whatsapp recently introduced new features and functionality with businesses in mind. 
 
3) More effective phone calls 
 
Whether inquiring about a reward points issue or complaining about a poor in-flight experience, 
travelers do not enjoy calling airlines over the phone. In fact, a recent study by Aspect found 
that 39% of consumers would rather do house chores than call customer service. This is partly 
due to customers associating phone calls with long wait times, multiple transfers, or convoluted 
automated systems. 
 
Many customers would prefer to call airlines if they knew that their issue could be resolved 
quickly and efficiently. AI helps airlines make phone calls more effective in two ways: 
 

● AI systems can solve repetitive issues and complaints via messaging apps, freeing up 
time for care agents to provider more personalized care experiences over the phone. 

● AI systems can provide prompts and suggestions to care agents in real-time, allowing 
care agents to navigate phone conversations more quickly and effectively 

 
The more airlines that adopt AI, the less frustrating phone calls may become for customers. 
 
4) Lower customer care barriers to entry 
 
Lodging a complaint with an airline is often time-consuming, and many travelers would rather 
move on after arriving at their destination. While digital channels have made it easier for 
passengers to some degree, barriers to complain after a poor experience are still quite high. 
these barriers are quickly disappearing, however.  
 
Apps like AirHelp and refund.me allow passengers to log their issues, with the service then 
conducting the entire customer care experience on the passenger’s behalf. These ‘concierges’ 
tend to make greater demands of airlines than the average traveler, creating positive outcomes 
that may otherwise not have been achieved. 
 
Therefore, it’s vital for airlines to increase contact center efficiency. AI tools allow airlines to do 
so, leading to a greater number of quality care experiences 
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Next leg of this journey: Figure out how AI tools and care agents can 
work together seamlessly 
 
It’s important for airlines to take a holistic, big picture view of how machine learning and AI will 
integrate with, and work alongside, human care agents. Figuring out the synergy between the 
two is key to successfully combining high tech with a human touch. 
 
Airlines are already training AI to handle repetitive tasks – much like analysts use Excel for 
number crunching, care agents will eventually leverage AI tools to perform more effectively.  
 
Some key takeaways 
 
With each new innovation and technological advancement, customers will become more 
demanding. With each delayed flight and lost bag, airlines will face greater scrutiny. 
 
In the airline industry, the cream rises to the top. Those that figure out how to successfully 
leverage AI in their customer care operations can go a long way towards building mile-high 
loyalty from each and every customer that steps on board. 
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