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Introduction
Embraer-X initiater of this project brief



Introduction
Before Embraer steps into the market, an airline must see a viable business model

• “How can OEMs convince airlines 

that they need to step into the 9-

seater market?”

Stakeholders



Introduction
This led to the research question:

Who are the passengers in the 9-seater market and what kind 

of services should airlines offer to meet the passenger needs?



Introduction
The project scope

• Service touchpoints that airlines 

should offer in the door-to-door 

journey

• Research from a passenger 

perspective what 9-seater services 

are desirable 

Scope of the project



Use-case 
Førde–Bergen route in Norway



Use-case 
Førde-Bergen route in West Norway  



Use-case
No time efficient ways to travel on this route
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Use-case
A 9-seater would only be 30 minutes for 125km

Car and ferry 
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9-seater flight 30 minutes



In-depth interviews

On-street interviews

Auto-ethnographic research

Method Details

13 participants

15 participants

4 trips

Use-case
What qualitative methods were used?
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From results to concept
Data led to the persona development with 9-seater services



Passenger results
Pictures of a domestic flight from Førde to Oslo

• Airport shuttle bus

• 1 hour before departure

Take-aways Førde-Oslo

• 15 minutes security

• Felt like “a dream”

• Find own seat

• Airport outside centre



Persona development
The results showed to focus on the Time Savvy business persona

Time Savvy



Persona development
Time savvy persona reflects five most important needs



9-seater service touchpoints
The 15 touchpoints reflect digital and physical services

Benchmark Updates Overview Information Flight changes

Luggage delivery Frequency Integration Security Catering

Workspaces International Self-handling Back-up Parking



eShuttle touchpoints
Touchpoints that reflect time efficiency

Integrated ground

transport 

“Including the transport to and from the airport is important for me 

to switch from car to eShuttle journeys. 

I want to make sure to arrive on time” - P5



eShuttle touchpoints
Touchpoints that reflect time efficiency

Separate security

stream

“Removing security might create a sense of insecurity. This could be 

addressed by implementing random security checks conducted by 

airport staff to reassure passengers while saving travel time.” – S6



eShuttle touchpoints
Touchpoints that reflect time efficiency

International transfer

“The eShuttle opens new routes to improve connectivity between rural 

areas and hubs. This could even lead to position Bergen Airport a hub, 

where eShuttles are the first or last leg of international flights” - S2



eShuttle touchpoints
Touchpoints that reflect time efficiency

Reserved parking 

spaces

“Having a prepaid and reserved spot near the entrance saves travel 

time. Every airport does parking differently now, and it’s so 

inconvenient.” - P3



eShuttle touchpoints
Touchpoints that reflect time efficiency

Luggage 

selfhandling

“I’d rather handle my own luggage, so I know it’s with me the whole time. I 

prefer the luggage system works the same as trains, where I can place and 

control it myself.” - P1



eShuttle touchpoints
Touchpoints that reflect time efficiency

Pre-order & self-service

catering

“I would skip meals at home if I can grab pre-ordered food at 

the airport. For example I could skip breakfast and eat it on 

the plane. That saves me travel time.” - P2



eShuttle touchpoints
Touchpoints that reflect time efficiency

Rush hour departures

“Morning and evening flights let me do a full workday trip on the 

same day, so I could have dinner at home with my kids.” - P5



Recommendations
Recommendations for the stakeholders

Airline owns door - to - door services

Co - operate with other stakeholders

Offer services that focus on the five needs:

time efficiency, reliability, overview, 

productivity and flexibility

Airline



Recommendations
Recommendations for the stakeholders

Airport 9 - seater service infrastructure

Co - operate with airlines

Time efficient passenger flows with 

eShuttle security

First and last mile transport accessibility

 

Airport



Recommendations
Recommendations for the stakeholders

Luggage storage places on board

Work friendly interiors

Educate stakeholders and passengers 

about 9 - seater flying experience

OEM



Recommendations
Recommendations for the stakeholders

Time efficient security regulations for 9 -

seaters

Electric aviation promotion plan

Fund 9 - seater ticket prices 

Restrict companies to report on travel 

emissions to push sustainable travel

 

Government



Thank you 
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