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Electronic (E-SIAT) Test Summary [JFK Airport]
Summary and Conclusion






 

The E-SIAT test yielded just over one (1) responses per flight compared to the current, paper-based method, which produces 10 – 14 surveys per flight. Therefore, the results do not warrant adopting the test methodology approach as a replacement for the current approach. The results are still being evaluated to determine the reason for a decline in response rate compared to the previous test.
Background

The National Travel and Tourism Office (NTTO) is mandated by the Travel Promotion Act of 2009 (TPA) to increase the sample size of the SIAT to 1.0 percent of international arrivals to the U.S. (sample size is currently at 0.2%).  Estimates indicate this expansion could cost up to $10 million/year.   Accordingly, NTTO is seeking alternatives to the current paper version of the SIAT to: a) meet the TPA mandate, b) collect the required data more efficiently, economically and in an environmentally friendly manner, c) reduce the survey collection burden, and d) take advantage of new technologies. 
It is anticipated that the logistical burden associated with the distribution, collection, printing, inventory, storage, postage, etc. of the paper survey could decrease substantially and result in a reduction in unit costs to the USG if an electronic survey methodology could be successfully implemented.
Two previous ‘e-tests’ have been attempted, in 2008 and 2012. See below for details.

E-SIAT Test

The E-SIAT test was designed to survey passengers in the gate boarding area, prior to flight departure. This approach was similar to what was used in 2012, but differed from the approach tested in 2008 which attempted to survey persons booking the flight at the conclusion of the reservations/ticketing process. 

We selected 20 flights departing New York JFK International Airport during the period October 26 – 31. Among the participating carriers 10 flights were operated by JetBlue Airways (from Terminal 5) with the remaining 10 flights selected from American Airlines, British Airways, Iberia, Aer Lingus, Virgin Atlantic and Lufthansa. These airlines were selected based on our understanding of the availability of Wi-Fi capability in the respective airport terminals and on-board Wi-Fi equipment capabilities.  

Passengers were approached in the departure gate areas and given an invitation card (see attached), a/k/aa ‘takeaway’, requesting that they participate in the SIAT by using the URL. Potential respondents were advised by our field service personnel that it would be possible to complete the SIAT via an electronic device (PED) either in the 1) gate/lounge area, or 2) on-board the flight (providing the carrier was equipped with  international Internet Wi-Fi), or 3) after arriving at their destination.  The legacy approach, using the paper survey (PAP), when used in the boarding area, requires the respondent to complete the survey only while in the gate area prior to boarding. Therefore the test method appeared to open up the venue and opportunity for response compared to the legacy method.

The URL NTTO/CIC ‘landing page’ offered the option of an English, German, French and Spanish version of the questionnaire.(The French and Spanish versions were added since the last test.) Once selected, the passenger was directed to NTTO’s contractor’s (CIC Research, Inc.) electronic survey. The E- SIAT approach did not increase the ‘burden’ on the individual respondent. In fact, it lessened the time burden by asking the respondent to select their residency up front (U.S. resident and non-U.S. resident questions differ). The current paper survey is a ‘one size fits all’ which requires the respondent to navigate through a series of skip patterns based on whether he/she is a non-resident or a U.S. resident. 

Results and Conclusions
-The response rate was 2.8 percent (25/882). Responses were grouped as either ‘complete’ (25) or non-complete (857). ‘Completed’ questionnaires are defined as those having the entire questionnaire responded to, or a sufficient number of key questions. Ten questionnaires were partially responded to.

From the perspective of responses per flight surveyed the data show 1.25 responses per flight (25/20).

The response rate was lower than the 2012 test, however still favorable compared to the 2008 test, by almost three percentage basis points.

	Period
	#Invites/Pop-ups
	#Responses
	Response Rate

	Aug. – Dec. 2008

(Reservations/Ticketing)
	4,000,000
	400
	0.01%

	7/31 – 8/8/2012

(Flight Departure)


	1,040
	45
	4.19%

	10/26 – 31/2014

(Flight Departure)


	882
	25
	2.83%


-There were some reported challenges with the availability of Wi-Fi in the JFK airport gate areas.

Although the level of technology for PDAs and Wi-Fi is advanced enough to support an E-SIAT, the availability of Wi-Fi technology, in the boarding area and/or in-flight, is still in the early stages as is its usage by passengers. In a related finding, as reported by Avionics Today* on March 4th:

“The increasing rate of passengers who carry smartphones in particular — 81 percent of passengers, according to the report — has moved most airlines to invest in apps that allow travelers to buy tickets, check-in and access flight information via their smartphone. Moreover, half of the world’s airports also provide flight information, such as gate or delay notices, via apps. However, the user adoption rate is still slower than most airlines anticipated. Only 4.6 percent of passengers used mobile check in in 2014, for example, a rate much lower than the 9.3 percent Sita forecasted in its 2010 survey.” (“Avionics and Airports Turn to Apps to Improve Passenger Experience”). 

-NTTO was advised by a national tourism office of another country that when testing an electronic version of their passenger survey it achieved only a one percent (1%) response rate. 

Other Findings:

-Over 68% (17) responded, on average, five days (4.76) after having arrived at their destination. Eight responded the same day (in the airport gate area). 

The substantial number of those responding, once at their destinations, has added a new dimension to the process. Due to the increased available response time (up to two weeks after departure) the growth in the number of responses could come from the respondents’ PDA or home/work/hotel desktop computer.

-Fourteen of the respondents were U.S. residents (56% = 14/25). Eleven respondents (44% = 11/25) were residents of nine other countries.
   

 -English was the language used for all 25 of the responses. Language versions selected were French/English (10), Spanish/English (10) and German/English (5).

 -JetBlue (B6) had the most number of responses (14), albeit the carrier had half the total number of flights selected. Flight destinations were in the Caribbean (9 flights) and Columbia (1 flight). Destinations for the other carriers were: Buenos Aires (2 flights/American Airlines), London (2 flights/British Airways and Virgin Atlantic), Dublin (2 flights/Aer Lingus), Madrid (2 flights/Iberia) and Frankfurt (2 flights/Lufthansa).  

-Demographics: 56% of respondents were female; Average age of all respondents 40.4 years.

-Purposes of trip: 60% vacation, 12% VFR, 16% business/professional.

Recommendations

DOC will work with the Travel and Tourism Advisory Board (TTAB) to develop a strategy regarding future testing in 2015. Issues include the following:

DOC should monitor the availability of Wi-Fi on other carriers and in gateway airports.

Industry should consider providing a ‘significant’ incentive, i.e., an opportunity for a free ticket, for the completion of the E-SIAT. Is it appropriate/legal for DOC to offer an ‘incentive?’  

Increase awareness of the Survey through airline/airport announcements at the gate areas, posters, airport TV monitors and insertion in airline in-flight magazines (DHS section on government travel documents).

DOC should increase the number of foreign language versions (Eight additional foreign language versions) available through the E-SIAT and determine reasons participants may not have completed the survey, along with potential solutions to eliminate/mitigate those reasons where possible.

* http://www.aviationtoday.com/av/commercial/Airlines-and-Airports-Turn-to-Apps-to-Improve-Passenger-Experience_84387.html  
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