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Foreword – Maryann Simsom
When OneWeb asked me to help guide 
the TAG Research team on with this 
expansive global survey, I was really 
excited. Excited not only by the scope  
of the project and the opportunity to 
contribute, but moreover by the fact that 
OneWeb was really on a hunt for the 
truth. Collectively, we wanted to 
understand what matters to airline 
passengers as travel resumes in a  
post-pandemic environment, to help  
the airline industry better cater to 
immediate and future passenger  
needs by leveraging super-fast and 
super-reliable in-flight connectivity.

We knew from the outset that in-flight 
connectivity wasn’t going to rank as a 
huge driver of decisions when people 
think about whether to fly with airline A 
or B (well, not yet anyway), and we were 
not about to filter or skew the results to 
make it seem this way. What we did get 
through this research is a lot of incredibly 
useful data that points to how people 
truly feel about travel now that the world  
is a different place. 

 
 
 

 
Many respondents shared that their 
attitudes toward flying have changed 
since 2020. Through both qualitative and 
quantitative research, we’ve learned how 
people make decisions about travel and 
what resonates with passengers when 
the journey is complete. We learned why 
IFC isn’t a top driver of loyalty (yet!) and 
what coping mechanisms people have 
developed to get around not having 
reliable (or any) in-flight Wi-Fi. We also got 
some great intelligence on how uptake 
can be improved and how speed and 
consistency of service will reinforce 
positive attitudes and new behaviours 
around the service.

Encouragingly, we also discovered  
that wellbeing, sustainability, and 
connectivity are rapidly making their 
way up the list of what’s important to 
people. What passengers truly want 
airlines to do is relieve friction points, 
increase transparency, and deliver on 
their promises to make the air travel 
experience feel as natural and  
seamless as possible. 

Maryann Simsom

OneWeb Connected Passenger Report 
How better in-flight connectivity (IFC) could transform passenger wellbeing  
and encourage new behaviour. 

Back to contents
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Ben Griffin, Vice President 
Mobility, OneWeb 
OneWeb is really excited to bring this 
Connected Passenger Report to you. 

For so long now, we’ve been relying  
on surveys that are fairly well suited  
to fit certain narratives – but this is  
truly impartial. Why? Because we feel  
it’s important to ensure that, collectively, 
we’re meeting the needs and demands 
of our customers – otherwise we’re 
simply not addressing the opportunity 
before us.

Listening to market demands will  
help us be better, help us to deliver 
satisfaction – help us to fulfill the 
opportunity that lies ahead of us

OneWeb is proud to share the results 
of our survey. These findings are not 
only recent, they indicate what 
passengers really want now, post-COVID 
- thier real needs, real motivations AND 
interestingly these are quite new to 
what we’ve seen before.

We look forward to delivering our  
new dawn of in-flight connectivity  
in the coming months. We’ll leave it  
up to you to decide how much of the 
market requirement new technology 
can deliver. We are very confident 
OneWeb will represent a big 
proportion of that.

Ben Griffin, Vice President Mobility, OneWeb

Introduction

Back to contents
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This research has been designed to aid 
the airline industry’s understanding of 
what passengers want from their  
in-flight connectivity experience. 

OneWeb commissioned TAG Research 
Ltd to explore how airline passengers 
feel about travel and connectivity in a  
post-COVID world.

TAG is an independent international 
FMCG research agency, established in 
2006, based in the UK, with global reach 
in over 20 countries. Comprised  
of 100% Director level researchers,  
all with minimum 20 years industry 
experience and a skill set encompassing  
a multitude of sectors and different 
research disciplines. 
 
 
 
 
 
 
 
 
 
 
 
 

This research constitutes a 
comprehensive exploration of the 
future of IFC with robust sampling.  
Our hypothesis at the outset of  
this project was that improved  
connectivity would be broadly 
welcomed by passengers and  
enhance their inflight experience. 

Our research revealed the benefits  
of IFC are far more compelling and 
extensive, with the potential to 
positively impact the entire travel 
experience and passengers’ well-being. 

There is every indication that airlines 
will need to provide high quality IFC as 
a standardised part of their offer once  
it is available. It will become a hygiene 
factor for passengers before long, as 
the ability to stay connected relieves 
anxiety and pressure not only during  
a flight, but also pre and post flight.

The skies are in many way the last realm 
of disconnection. There is much to be 
gained, for both passengers and airlines, 
by finally, and consistently providing 
seamless connectivity in the sky.

Rachael Orgueil, Partner, TAG Research

Background & Objectives

Back to contents
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The Connected Passenger research 
project was designed to help shape the 
airline industry’s understanding of what 
passengers want from their in-flight 
connectivity (IFC) experience and 
explore how expectations align or 
contrast with today’s actual experience. 

In this first global survey of passenger 
‘connected’ behaviour since the 
pandemic, independent research 
company TAG gathered insights from  
a variety of sources to help explore 
both the current and potential future 
needs, expectations and benefits of  
in-air connectivity.

 
 
 
 
 
 
 
 
 
 
 
 

The key findings were:

1. Disconnected = Discomfort:  
While some passengers value  
some forced digital detox time  
in-flight, overall travelling 
disconnected is time consuming, 
hard work, and more stressful  
than it would  be if you could stay 
connected while flying. Ultimately, 
passengers want the freedom to 
choose – whether to disconnect,  
or connect.

2.  Learning to Cope - To deal with  
the lack of consistent and reliable 
inflight connectivity available  
today, passengers have developed 
extensive coping mechanisms and 
behaviours, especially amongst 
business travelers – from downloading, 
sometimes frantically last minute, and 
extensive pre-flight communication, to 
building in catch-up time post-flight

3. Low Expectations - Current 
experience of in-flight Wi-Fi varies 
from frustratingly pointless, unable 
to even access it, to, very rarely,  
being able to stream. Overall, it’s 
inconsistent, varies in quality and  
is therefore unreliable

4. Greater Expectations - At present, 
passengers are not overly critical of 
current Wi-Fi, this is partly because 
expectations are incredibly low, to 
the extent that being able to send  
a simple email is regarded as a win.  
The expectation for home-equivalent 
connectivity is growing – and will 
continue to grow, as the younger, 
digitally sophisticated generation 
take to the skies.

5. Proof is in the Pudding - When 
presented with a significantly better 
Wi-Fi solution, responses are both 
positive; reflecting the increasing 
necessity and expectation to stay 

connected using all the applications 
currently used on-ground. BUT 
equally responses are also reserved. 
There is scepticism in whether the 
airline will be trusted to deliver a 
connected experience that works  
as well as claimed. 

6. Connected Karma - Because 
passengers have developed extensive 
coping mechanisms for not having 
in-flight connectivity, they don’t 
instinctively think about the positive 
impact that great in-flight Wi-Fi will 
have, on both pre and post flight 
behaviour. But it has the potential  
to reduce stress associated with 
preparing for no Wi-Fi and the 
inconvenience of catching up  
after landing

7. Behavioural Evolution - There will be 
a period of adaptation of passenger 
behaviour with the introduction of 
the consistent, reliable and home-
equivalent connectivity that LEO 
satellite technology (such as OneWeb) 
will deliver. It will take time for 
passengers to shed their coping 
mechanisms and fully trust in having 
great in-flight Wi-Fi. This behavioural 
change will be an evolution based on 
real-world experience and trust in a 
consistent, robust and dependable 
connectivity experience. 

8. Stress-free Connectivity - Great in-
flight Wi-Fi has the potential to 
increase wellness while travelling - 
before, during, and after a flight, and 
provide early adopter airlines with a 
point of difference that has potential 
to engender positive PR and 
passenger loyalty.

Executive Summary

Back to contents
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Times have changed. The pandemic  
has pushed wellbeing and sustainability 
higher up the agenda. 

Passengers have had two years of 
lockdowns and severely reduced travel, 
during which ‘normal’ life was put on hold. 
Collectively it seems people used this 
time to pause, reflect and re-evaluate 
their priorities as well as their aspirations 
for travel.

People got used to working from home, 
spending more time with their families 
and as a result new routines have 
evolved. There was a reflective realisation 
of the physical and emotional toll that 
frequent travel brings to people’s lives. 
Passengers now look to the future with  

a greater desire for quality of life and 
well-being when they travel. Companies 
are recognising this need on behalf of 
their employees as well. 

Equally, the empty skies sharpened  
the focus on sustainability. Mindful  
of the impact aviation has on the 
environment, ‘responsible travel’ is fast 
becoming a watchword for passengers. 
And, surviving without travel during 
numerous lockdowns has re-invigorated 
companies’ commitment to meeting 
carbon emission goals.

Both companies and individual 
passengers are now looking to  
behave and travel differently.  

1. Post-Pandemic Sustainability and  
Wellbeing Higher on Passenger Agenda 

“ Sustainability and wellness are very much part of the 
discussion. It may be that people travel less frequently  
but stay longer. Sustainability is a conversation that we  
are having with all of our corporate customers.”

 (Corporate Booker)

“ I am also more mindful of flying now than I ever have 
been. Not just the exhaustion of flying but the sustainability.”

 (Travel Blogger) 

Back to contents
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Dependency on Wi-Fi is an accepted 
fact of life. It is widely acknowledged 
that connectivity is interwoven with 
every aspect of everyday life. Constant 
connection is the norm, and people are 
used to high-quality connectivity.

Disconnecting disrupts lives. Passengers 
find the prospect of being offline 
alarming. Impending disconnection 
generates pressure and panic. 
Passengers reported feeling stressed 
and anxious pre-departure. Angst 
around everyday life admin is pervasive; 
is the MOT booked? Has the gas bill 
been paid? Will I need to re-direct the 
Amazon delivery? And so on. Looming 
disconnection increases the pressure  
to tie up loose ends.

“ It’s become such a big part of our 
world, that everything revolves 
around it.” 

 (Young Frequent Flyer)

“ Our life is online. Our life is based  
on Wi-Fi. We would not be able  
to function without Wi-Fi. I see it 
already day to day at work - if  
Wi-Fi is down you are stressed  
and agitated.” 

 (Corporate Booker)

“ I’m a phone addict so I like to stay 
connected and live on social media.” 

 (Travel blogger)

Being offline inflight induces stress  
and generates ‘extra work’ for business 
passengers, both pre and post flight. 
They feel a sense of pressure to ‘clear 
their inbox’ before leaving and a need  
to quickly catch up on arrival.  
 
 

 
 
 
 

“ The downside is that you have to 
catch up on messages or emails when 
you arrive. So, it does mean a bit of 
extra work either side of a flight.”

  (Digital Nomad)

In addition, anxiety surrounds the 
prospect of being disconnected from 
friends, family and colleagues during the 
journey. Being out of touch and out of 
the loop is a cause for concern. The 
words ‘stress’ and ‘horror’ are frequently 
used. The announcement to switch their 
phone to flight mode generates a fluster 
of frenzied messaging and posting, 
sometimes to the last possible second.

“ I’m literally the last person turning  
it off. It does panic me because I just 
think “oh my God, I won’t be able to 
send another message”, or you’ll 
send one and you won’t get the 
reply. That is quite stressful.” 

 (Travel Blogger)

That said, some passengers are used to 
and even welcome being disconnected 
during their journey. In the global 
passenger survey, nearly 1 in 4 of  
the 69% who had never accessed the 
internet using on-board Wi-Fi said they 
appreciated being ‘off grid’ when asked 
why they had never used IFC.  

This tranche of passengers – about 1 in 6 
of all passengers – are positive about the 
enforced disconnection. For this cohort, 
flying is a unique opportunity to 
temporarily disconnect from everyday 
life’s demands and distractions. Flying is 
perceived as one of the last bastions of 
Wi-Fi free life and a rare opportunity to 
unplug and digitally detox. Appeal lies in  
being ‘off grid’ and, for some business 
passengers, being ‘off the hook’. 

 
 
 
 
 

“ We live in a world of constant   
distraction, and I find being on  
an aircraft is like the sacred time  
when I can just zone out and  
get stuff done.” 

 (Travel Journalist)

“ I like the cocoon of being on a  
plane and not being contactable.” 

 (Corporate Booker)

“ Now we are so connected in our  
day-to-day lives. It’s good to unplug. 
Pretty soon you’re not going to be 
able to unplug anywhere.” 

 (Corporate Booker)

2.1 Coping  
mechanisms mitigate  
lack of connectivity
Passengers have developed coping 
mechanisms to help mitigate 
disconnection, but these are a  
stress in themselves. Passengers report 
that good preparation is vital to travel 
wellness. Being offline in-flight means 
that passengers have to invest a significant 
amount of time and effort in preparing 
for disconnection on the ground.  
The days leading up to departure  
are harried with hectic downloading;  
films/podcasts/articles to keep them 
entertained, and necessary ‘just in case’ 
documents for business passengers  
to keep them working. Some younger 
passengers lament their lack of 
preparation and relay tales of panicky 
downloading as they linger at the gate.

2. Lack of Connectivity in the  
Sky Causes Stress on the Ground 

Back to contents



9  |  Aviation Passenger Survey  |  June 2022  In Association With

“That’s the worst stress because you just think ‘oh God, I’ve 
got to send all these emails before I go. If you know that 
you’re going to be in the air for eight hours and you can’t 
get hold of anyone there’s that horror of thinking you can’t 
reach anyone.” 

 (Travel Journalist)

“ It is quite annoying. I had to take a photo of every single 
page of my study book the other day so I could do my 
homework on the flight. I had to do it really quickly before 
the flight.”

  (Young Frequent Flyer)

“ I load as many blog pages as I can.”
  (Young Frequent Flyer)

“ I just sort prep and get some stuff downloaded.”
  (Travel Blogger)

Back to contents
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E2: Still thinking about your everyday life on the ground, how important is it to have access to good quality, reliable internet in the context of your  
personal life? Question asked on 7-point scale where ‘1’ is ‘not at all important’ and ‘7’ is ‘extremely important’. Base: All respondents (n=4,110)

E1: Broadly speaking, how would you rate the quality of the internet connection you are used to in your everyday life on the ground? Question  
asked on 7-point scale where ‘1’ is ‘very poor’ and ‘7’ is ‘very good’. Base: All respondents (n=4,110)

Back to contents
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Past experience and low expectations 
remain significant obstacles to adoption. 
With only 3 out of 10 passengers 
surveyed having used onboard Wi-Fi, 
there is clearly obstacles to adoption. 
One of the major obstacles is clearly an 
expectation, or experience-led conclusion 
that the in-flight connectivity isn’t worth 
either the investment in time, or money 
required to avail of the service. 
Passengers are used to travelling  
without it, and are ‘amazed’ if they’re  
able to post on Facebook or send a 
tweet. A combination of factors 
suppresses expectation; the newness  
of IFC, the wonder of any IFC and the 
negative legacy of Wi-Fi on other forms 
of transport (land-based). Passengers 
reason that if they can’t get decent 
connectivity on the train or bus to  
work, they probably won’t get decent 
connectivity 35,000ft in the air. 

“ I can’t even get the 4 or 5g to work 
on Southwest trains to Waterloo, so  
I think that experience of signal on 
fast moving transport means I’m not 
expecting much to San Francisco.” 

 (Corporate Booker)

Expectations among passengers who 
have used IFC are further shaped by  
their experience of quality differences 
between IFC and on-the-ground Wi-Fi.  
 
 
 

Our global survey findings reveal 
considerable scope for improving 
quality, with 20% of passengers  
“sitting on the fence”, opting for a  
score of ‘4’ and 29% of passengers 
rating IFC quality a moderate ‘5’ 
(7-point scale used). As such, the 
prevailing expectation among 
passengers who have used IFC in the 
past is that the quality is likely to be  
less than great. Without a doubt, the 
quality of IFC is expected to be worse 
than the on-the-ground connectivity.

Furthermore, to date, IFC usage (which 
in some cases is free of charge), often 
comes with ‘fair usage’ policy 
restrictions, data caps, connection time 
limits and access to messaging or social 
media only. In the global survey, nearly 3 
in 4 passengers who had recently used 
IFC reported that their use had been 
restricted by such limitations. 

Expectations of IFC quality tend to be 
low overall, but the feedback from our 
sample of frequent flyers indicates that 
with continued exposure, understanding 
and patience wear thin. Passengers with 
greater exposure to, and experience of 
IFC, are far more critical and condemnatory. 
Inevitably frustrations and expectations 
of the service will increase as the novelty 
factor fades. Similarly, our younger digital 
native passengers are less tolerant of 
current IFC and dismissive of its usability.  
 
 

Again, whilst today’s flying generation is  
currently somewhat understanding,  
it is likely that the 5G generation of 
tomorrow will have much higher 
expectations and lower tolerance.

Given low expectations and hesitation 
over the quality of IFC, it is unsurprising 
that usage patterns are impacted. The 
global survey found the most prevalent 
activities pursued by recent users of IFC 
to be sending / receiving emails (51%), 
sending / receiving messages (51%), 
social media (38%) and general 
browsing of the internet (37%). 

18–24-year-old passengers, our best 
proxy for the 5G generation of 
tomorrow, are far more likely to have 
attempted to stream audio and video 
using IFC. However, they are also 
significantly less impressed with the 
quality of the IFC connection they used, 
with 57% of the latter returning a verdict 
of “good” as compared to 72% of 25+ 
year old passengers. 

Whilst IFC may be sufficient to support 
today’s fairly basic, low level usage 
patterns, future passengers are likely to 
not only expect more, but also demand 
more from IFC. 

“ The generation that are becoming 
travellers now are going to be ones 
that demand it I think.” 

 (Digital Nomad)

3. Low Expectations  
of In-flight Connectivity 

“ Wi-Fi is important but I don’t have that many expectations 
for it as long as it works most of the time and I can send 
an email or two, that’s good enough for me.”

 (Travel Blogger)

Back to contents
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E1: Broadly speaking, how would you rate the quality of the internet connection you are used to in your everyday life on the ground? Question asked on 
7-point scale where ‘1’ is ‘very poor’ and ‘7’ is ‘very good’. Base: All respondents who have used in-flight Wi-Fi (n=1,284)

C10a: How would you rate the quality of the internet connection you accessed on your recent flight? Question asked on 7-point scale where ‘1’ is ‘very poor’ 
and ‘7’ is ‘very good’. Base: All respondents who have used in-flight Wi-Fi (n=1,284)

Back to contents
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“ In-flight Wi-Fi is still a bit of a 
minefield to be honest, in terms  
of availability, the reliability and  
the cost.”

 (Corporate Booker)

“ It’s just not very reliable, a couple of 
times I’ve thought “oh I’ll be able to 
work from the flight” given that they 
are offering Wi-Fi, but I couldn’t get 
online in any productive way, so it 
ended up being a write off.” 

 (Travel Blogger)

Currently, passengers can’t rely on IFC  
to be available, they can’t rely on it to 
work, and they can’t rely on it for work. 
Unreliable IFC means passengers are 
reluctant to abandon their coping 
mechanisms and continue to dedicate  
a significant amount of time and effort 
to preparing for departure. Furthermore, 
not being able to rely on IFC inhibits 
passengers’ interaction and engagement 
with IFE. 

“ There was Wi-Fi on my flight to 
Florida, but I’d already downloaded 
everything, so I didn’t look at it.”

  (Young Frequent Flyer)

Our sample of frequent flyers reported  
a mixed bag of experiences. The more 
experience people have, the more critical 
they are. Business passengers are most 
likely to report frustrations with IFC  
(50% net agreement as compared to 
29% net agreement among those who 
only fly for leisure). 

‘Hit and miss’ best describes todays IFC. 
Passengers share tales of frustration; 
trying to connect is often exasperating, 
buffering is a pain point, and staying 
connected is a prayer. Time wasting is a 
common gripe.

“ I tried to connect, and it was  
like “Oh God I can’t believe  
I can’t even do anything”,  
nothing would load, nothing.”

 (Young Frequent Flyer)

“ I was trying to send a tweet and I 
just sat watching the tweet for 
about 20 minutes.”

  (Travel Blogger)

Passengers criticise airlines for 
overselling IFC and not managing 
expectations of the service. Grievances 
surround being sold the dream of IFC 
only to discover it is not fully functional 
in reality. Passengers are quick to make  
a distinction between IFC and a 
messaging service and feel that, in 
many instances, IFC is being mis-sold. 
Blame attribution for poor IFC is laid  
at the door of the airlines. Some 
passengers talked about black marks 
being chalked up against the airline.  
 
 
 

 

“ Very much disappointed. It’s a 
significant mark against the airline.”

  (Travel Blogger)

“ They didn’t say messaging  
service. They did not manage my 
expectations at all, they just said 
onboard Wi-Fi.”

  (Corporate Booker)

“ It’s never lived up to what they 
stated and promised, and I’ve 
always found it quite clunky and 
annoying and difficult to connect.” 

 (Digital Nomad)

Further more, signing up to IFC is not 
straightforward. Passengers bemoan 
convoluted processes, creating accounts/ 
downloading an app, getting an 
activation email, and navigating portals. 
The word ‘painful’ is typically used to 
describe the connection process. There 
are practical and emotional issues; it is 
time consuming, laborious (needing to be 
online to get online is counterintuitive) 
and can attract charges of coercion. 
Again, passengers apportion blame  
to the airlines. 

“ I mean everyone is stressed out  
of their minds most of the time  
and it’s just another stress thing  
to log on – fill in a form, fill in a 
password. Stress.” 

 (Digital Nomad)

Ultimately, unreliable IFC and unnecessarily 
longwinded sign-up procedures add to 
passenger stress and, at worst, lead to 
some passengers feeling cheated.

4. Current IFC cannot be relied upon

Back to contents



The idea of accessing the internet on flights is great, but connections simply  
aren’t reliable enough

Using in-flight Wi-Fi makes for a frustrating experience
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C11: Based on your experience with using on-board Wi-Fi to access the internet on a flight, to what extent do you agree with the following statements? 
Question asked on 7-point scale where ‘1’ is ‘disagree strongly’ and ‘7’ is ‘agree strongly’. 

Base: All respondents who accessed in-flight Wi-Fi (n=1,284)
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Passenger hopes for in-flight 
connectivity are straightforward.  
They want it to be reliable and they  
want it to be fast. OneWeb’s in-flight 
connectivity proposition mirrors what 
passengers want. 69% of all passengers 
in our global survey rated the proposition 
‘appealing’ (net score 5-7 on 7-point 
scale) with ‘speed’ and ‘reliability’ 
emerging as key drivers of appeal. 

Our frequent flyer passengers quickly 
envisage how OneWeb would improve 
their travel experience and wellbeing. 
Reliable IFC engenders a more seamless 
transition from life to flight, enables 
greater work efficiency, eradicates the 
fear of missing out or falling behind, and 
means passengers can stay connected 
with loved ones. Reliable inflight IFC 
soothes several travel pinch points  
and diminishes stress before, during,  
and after the flight. 

“ We are a company who works on 
the internet, who live and die by it. 
Being able to be connected during  
a flight is super incredible, super 
super valuable.”

  (Digital Nomad)

“ That would actually be an exciting 
possibility because then you’re 
sitting there and actually getting 
your work done.” 

 (Travel Journalist)

 
 
 
 

Nearly half (47%) of all passengers 
interviewed acknowledged the 
potential for OneWeb’s space-based 
in-flight connectivity solution to 
decrease stress levels associated with 
flying. Stress reduction is particularly 
resonant for business passengers. 56% 
of business passengers interviewed 
highlight stress reduction compared  
to 32% of leisure-only passengers.  
Our frequent flyer business passengers 
pinpoint the ability to be ‘on the front 
foot’ with reliable IFC and the benefit of 
time saving either side of the journey.

“ You wouldn’t have that “oh my god  
I must send this message” before 
you get on the plane stress.”

  (Travel Journalist)

8 in 10 of all passengers who fly with 
children indicated that fast and reliable 
IFC would transform the experience of 
travelling with children. Not having to 
think about and collate ‘distraction 
content’ pre-flight relieves pressure, and 
parents champion the capacity to cater 
to their children’s wants in the moment. 

Closing the gap between the quality of 
on-the-ground connectivity and IFC will 
help normalise the experience of being 
in an aircraft. Passengers told us that 
reliable IFC and flying without connectivity 
restrictions would help to make them 
feel more like they do ‘at home’ or ‘on 
the ground’. Reducing passengers’ sense 
of being in an alien environment is likely 
to reduce stress and promote feeling 
relaxed (notably amongst more 
nervous flyers).

“ I’d feel more relaxed because I could 
do anything I wanted on the plane 
that I would do on the ground.”

 (Young Frequent Flyer)

The quality and reliability of OneWeb’s 
connectivity will enable passengers to 
relinquish their coping mechanisms and 
accelerate behaviour change. The idea of 
not having to carve out and dedicate 
time to downloading entertainment 
and documents before departure will  
be liberating. The idea of not being 
disconnected from friends, family  
and colleagues on the ground will  
be comforting. The idea of being able 
to make choices in the moment will  
be engaging. 

“ I wouldn’t have to download 
specific movies. I would be able to 
watch any movies, I would be able to 
stream my music, I would be able  
to talk (text) to people in the air.”
  (Young Frequent Flyer)

The OneWeb proposition opens  
up a new world of opportunities for 
passengers. The global passenger 
survey highlighted the potential for 
OneWeb to accelerate behaviour 
change by enabling passengers to drop 
their coping mechanisms. Key benefits 
recognised by passengers who find the 
proposition appealing include being 
able to access entertainment of their 
own choice, liaising with people on  
the ground, reading up on destinations, 
being able to continue working and 
feeling less stressed due to the ability 
to make last minute changes. 

5. OneWeb has the Potential  
to Improve Passenger Wellbeing:

Back to contents
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Frequent flyer passengers quickly see how 
staying connected for the duration of their 
flight will benefit their travel experience. 
A fast, consistent and reliable connectivity 
would enable them to manage their 
travel logistics; they’ll be able to book 
taxis, hotels, make dinner reservations, 
they’ll be able to troubleshoot any travel 
issues, let people know if their flight is 
delayed and so on. 

Passengers told us a OneWeb enabled 
service would enable them to stay 
connected and check in with loved 
ones and colleagues and would enable 
them to ‘JGI’ (‘Just Google It’) just like 
they do at home, browse the internet, 
shop for the birthday present they 
forgot to order, or book a food delivery 
for their return. OneWeb’s connectivity 
will mean passengers don’t have to 
worry about tying up loose ends before 
they travel, facilitating them to focus 
more on what is ahead than what 
they’re leaving behind.

Freedom of choice to stream what they 
want, when they want, drives appeal 
for younger digital native passengers 
who are far more engaged by their 
content than any provided content. 
Social media addicts are tantalised by 
the idea of being able to post and 
conduct Q&As from the plane. Travel 
Writers like the idea of filing their copy 
from the flight. The possibilities and 
opportunities for passengers are vast. 

Ultimately, reliable in-flight connectivity   
means less stress and less disruption to 
passengers’ lives, and the end result is a 
greater sense of wellness.

5.1 Wi-Fi in the sky helps  
wellbeing on the ground:
Opportunity exists to further strengthen 
the appeal of the proposition by 
highlighting how reliable IFC reshapes 
and benefits the broader travel 
experience and not just time spent  
in-flight. Passengers who are most 
positive do not just focus on the impact 
OneWeb connectivity will have on the 
time they spend in-flight, they instinctively 
extrapolate benefits to both before and 
after the journey. Passengers who are 
more reserved in their initial response to 
the proposition tend to focus solely on  
the impact on time spent in transit  
and may be reticent about losing their 
OOO/off-grid status. However, their 
knee-jerk protectiveness of being off-
grid tends to dissipate with consideration. 
When passengers pause and think 
about their entire travel experience the 
notion of being empowered to drop their 
coping mechanisms and free up time 
pre-and post-flight has tangible appeal.

5.2 Planning ahead  
for the journey: 
To deliver wellbeing passengers  
need to know in advance.  
To fully realise the benefits of reliable  
IFC and stimulate behaviour change, 
passengers will need to know it is 
available before they board. Knowing  
is empowering. If passengers know 
they will be flying with reliable IFC  
at booking, the need for coping 
mechanisms will diminish, and  
stress levels will decline.

Back to contents
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D1c: Whether you found it appealing or not, which if any of the following would you personally think of as benefits enabled by the new in-flight connectivity 
service? Base: All respondents who rated the proposition appealing (n=2,854)respondents who accessed in-flight Wi-Fi (n=1,284)

Perceived benefits of OneWeb among those who found the proposition appealing

56% 48% 47% 41% 39% 35% 25%

Being able to 
access 
entertainment  
of my choice

Being able to liaise 
with people on 
the ground

Being able to read 
up on your 
destination

Being able to 
continue working/ 
not having down 
time

Feeling less 
stressed due to 
being able to 
make last minute 
changes to taxi or 
hotel bookings

Being able to 
pacify kids whilst 
travelling

Being able to keep 
monitoring vitals 
using wearables

Back to contents
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Back to contents

“ If you are unable to work on the aircraft it just means  
you have to work more hours later when you are on  
the ground or in the hotel.”

 (Corporate Booker)

“ It’s actually more stressful not being able to work than 
being able to work really.”

  (Travel Journalist)

“ It would take all the stress out of the day before, when 
you’re going you think “Oh God, I’ve to get this done 
because I won’t be able to do it on the flight, so I think 
actually it would remove a lot the stress.”

  (Travel Journalist)

“ It would save time either side of the journey.  
It just saves time.”

  (Travel Blogger)
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Currently, in-flight connectivity is not  
a major factor in determining carrier 
choice. However, OneWeb has the 
potential to elevate the importance  
of IFC in passengers’ hierarchy of  
consideration/decision making. 

“ It will be considered as important 
as food or drink. It’s just service in 
itself. I think it’s a golden 
opportunity.”

  (Corporate Booker)

OneWeb’s in-flight connectivity solution 
offers considerable potential to sway 
airline choice. When asked to consider 
choosing between a carrier with and a 
carrier without OneWeb’s in-flight 
connectivty (if all else was equal), 86%  
of passengers in the survey indicated that 
they would be more likely to choose the 
carrier with OneWeb IFC. 

Passengers were adamant that airlines 
which provide consistently high-quality 
IFC will stand apart from the competition 
and inspire loyalty. Airlines are likely to gain 
kudos for being early adopters and bringing 
positive change to passengers’ lives. 

“ The first ones who offer good 
strength and good reliability will 
stand out. That’s good competitive 
advantage and it will change 
people’s lives.”

  (Corporate Booker)

“ If I tried it and I knew it was really 
good, then I think I would always 
try and book with that airline.”

  (Travel Blogger)

“ It would almost definitely impact 
our choice of airline. Good internet 
connectivity would be a game 
changer for us.”

 (Digital Nomad)

High quality IFC will generate positive  
word of mouth. Frequent flyer passengers 
anticipate that in the future high quality 
in-flight connectivity will be a fundamental 
factor of consideration when they are 
recommending airlines.

“ I might tell somebody that if  
you fly with so and so you get 
insane Wi-Fi.”

  (Corporate Booker)

Looking to the future, it is possible that 
the stresses experienced by passengers 
flying with airlines that don’t have reliable 
in-flight connectivity will increase 
exponentially and the contrast between 
those that do and those that don’t will 
become ever more apparent. 

6. Early Adopters Stand to Gain  
from Improving Travel Wellness

“ Even if they were a little more expensive, if people know 
about the quality Wi-Fi and that they could connect to all 
the things they are interested in, people would choose 
airlines with it over airlines without it.” 

 (Digital Nomad)

Back to contents
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B2: If you had to prioritise, which factors are most important to you personally when it comes to choosing one carrier over another?  
Please rank in order of importance, i.e., start with the most important factor overall. Base: All respondents (n=4,110)

Ranked 1-3Ranked 2-3 Ranked 1

Flights being affordable

Schedules that fit your needs

Location of airport

Airline reputation /status

Generous luggage allowance

Size of seat/ leg room

Easy to use booking system/ ancillary add-ons

In-flight food and drink

In-flight internet access

Ability to fly business/ first class

Being able to collect air miles / loyalty schemes

Inflight entertainment

Access to exclusive airport facilities 

18% 5%

14% 4%

24% 29% 53%

27% 10% 37%

21% 10% 31%

17% 12% 29%

23%

17% 6% 23%

18%

12% 4% 16%

9% 4% 13%

9% 4% 13%

10% 3% 13%

7% 3% 10%

10% 4% 14%

Importance of drivers affecting airline choice (ranked)

Back to contents
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OneWeb is a global communications 
network powered from space, 
headquartered in London, enabling 
connectivity for governments, 
businesses, and communities. It is 
implementing a constellation of  
low Earth orbit (LEO) satellites with  
a network of global gateway stations 
and a range of user terminals to provide 
an affordable, fast, high-speed and  
low-latency communications service, 
connected to the IoT future and a 
pathway to 5G.  
 
 
 

OneWeb’s global LEO satellite 
communications network provides a 
range of tailorable connectivity solutions 
enabling the digital transformation of 
global enterprise. One of the key market 
sectors set to benefit from this new 
communications network is aviation. 

We’re working with world-class 
technology and distribution partners  
to develop and deploy a credible, 
certifiable, and scalable solution that 
has been developed by the aviation 
industry for the aviation industry. 
Together we understand the unique 
requirements of airlines, OEMs and 
other key stakeholders, including, 
thanks to this research, the passengers.  

To find out more visit 
oneweb.net/solutions/aviation

About OneWeb

Back to contents

http://oneweb.net/solutions/aviation
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Footnotes
 C12:  You indicated that you’ve never used on-board  

Wi-Fi to access the internet on a flight. Which of 
the following best describes why that is? Base: all 
respondents who have never used in-flight Wi-Fi 
(n=2,826)

 C7b:  Were your accessing of the internet using on-
board Wi-Fi on your recent flight restricted in any 
of the following ways? Base: all respondents who 
accessed in-flight Wi-Fi and remember (n=1,122)

 C9:  Which of the following did you want to do when 
accessing the internet via the on-board Wi-Fi on 
your recent flight? Base: all respondents who 
accessed in-flight Wi-Fi (n=1,260)

 C10a. How would you rate the quality of the internet 
connection you accessed on your recent flight? 
Base: all 18-24s (n=164) and 25+ year olds 
(n=1,120) who accessed in-flight Wi-Fi  
 

 
 

 

 

C11:  Based on your experience with using on-board 
Wi-Fi to access the internet on a flight, to what 
extent do you agree with the following 
statements? Question asked on 7-point scale 
where ‘1’ is ‘disagree strongly’ and ‘7’ is ‘agree 
strongly’. Base: All respondents who accessed 
in-flight Wi-Fi, business passengers (n=905)  
and leisure only passengers (n=358)

D1a: Ignoring your experience with accessing the 
internet using on-board Wi-Fi, to what extent do 
you find the in-flight connectivity service 
described above appealing? Question asked using 
on 7-point scale where ‘1’ is ‘not at all appealing’ 
and ‘7’ is ‘very appealing’. Base: all respondents 
(n=4,110). D1b1: What was it that you found 
appealing about the new in-flight connectivity 
service we just showed you? Base: all respondents 
who rated proposition appealing (n=1,126 
responses coded)

 

D1e:  Thinking about how the new in-flight connectivity 
service could impact your mental health, please 
indicate whether it’d increase or help reduce your 
stress levels when flying. Question asked using on 
7-point scale where ‘1’ is ‘increase stress levels 
significantly’ and ‘7’ is ‘decrease stress levels 
significantly’. Base: All respondents (n=4,110)

 D1e:  Thinking about how the new in-flight connectivity 
service could impact your mental health, please 
indicate whether it’d increase or help reduce your 
stress levels when flying. Base: All respondents 
who fly business (n=2,635) and all who fly leisure 
only (n=1,475)

 D5: You indicated earlier that you sometimes fly with 
children. How if at all do you think having access 
to the in-flight connectivity service outlined below 
would affect the experience of flying with 
children? Base: All respondents who fly with 
children (n=330)

 D3:  Assuming absolute parity between the two airline 
carriers aside from access to the in-flight 
connectivity service – i.e., no difference in price, 
same departure / arrival schedule, same airport, 
etc – would you... Base: All respondents (n=4,110)

This research has been designed to aid 
the airline industry’s understanding of 
what passengers want from their in-
flight connectivity experience. OneWeb 
commissioned TAG Research Ltd to 
explore how airline passengers feel 
about travel and connectivity in a  
post-COVID world. 

Methodology:
Combination of qualitative and 
quantitative research was conducted  
in February and March 2022

Qualitative:
27 one hour individual digital depth 
interviews with frequent flyers across  
5 key sample strands

Sample:
5 x Digital Nomads/Globe Trotters:  
Age range 20 – 35 years, very active  
on social media, worked in a range  
of industries, from head chef on 
superyachts, life coach to wellness 
consultant, currently based in variety  
of countries e.g. UK, Spain, US, Australia
 

5 x Travel Bloggers: 
Mix of ages, blog about travel & wider 
health issues, range of social media 
following from 15k to 55.4k, across  
a range of different sectors e.g. 
documentary film making, global 
retreats and tech start ups

4 x Travel Journalists: 
All regularly commissioned to write 
travel features, reviews etc from a range 
of online and offline publications 

6 x Corporate Bookers:
Mix of those booking corporate travel 
for themselves and those booking on 
behalf of others

7 x Young Frequent Flyers:
Age range 16-20 years, all flew a minimum 
of 5 times a year (some flying more 
than 20 times per year), to/from 
destinations such as LA, Mumbai,  
Turkey, Dubai, UK, Germany, Slovenia, 
Italy, France, Netherlands, Belgium 

 
 

Quantitative:
4,110 people completed an online survey, 
using a 20-minute questionnaire, carried 
out in four markets. 

US: n=1,010 interviews 
UK: n=1,049 interviews
Singapore: n=1,012 interviews
UAE: n=1,039 interviews

All those who took part were screened 
on having taken at least one flight in 
a) 2019 (pre-pandemic) or b) in the 
past 12 months and c) open to flying 
going forwards. 

Research Methodology
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