Giving choice and control back to airline passengers

Air New Zealand provides passenger and cargo services within the country and to and from Australia, the South Pacific, Asia, North America, and the United Kingdom. Over the past decade, the airline has recovered from near bankruptcy and become a strong regional competitor. In 2009, Air New Zealand served more than 12 million passengers, Condé Nast Traveller ranked it as the No. 2 long-haul leisure carrier worldwide, and it won the Air Transport World Airline of the Year Award. The airline is also slated to be Boeing’s first customer of the long-awaited Dreamliner 787-9, due in 2013.

To prepare for the launch of its new Boeing 777-300 aircraft in November 2010, Air New Zealand decided to scrutinize its current long-haul offering. The company asked IDEO to rethink the entire experience — from the cabin’s layout and equipment (such as the seating in economy and business class) to the in-flight service and entertainment. We also took a look at the customer experience inside and beyond the terminal.

Drawing on its human-centered design expertise, IDEO quickly determined that any service provided by a national carrier should reflect the culture of the country it represents. The team spent a month in the North and South Islands, where it gained a deep appreciation for New Zealand-style customer service, which is generous, humble, and thoroughly democratic. This research and its findings led to a series of collaborative workshops, the construction of full-scale seating prototypes, and the creation of a video outlining new service scenarios and opportunities.

Together, Air New Zealand and IDEO revamped the airline’s equipment, service, and technology strategy: Reconfigurable seats in coach allow travelers one of two desired experiences, connection and socialization or solitude and retreat, a level of luxury that was previously reserved for first-class… 
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