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Real life examples 

../../../Desktop/Drunk Icelandair passenger being taped to seat.mp4
../../../Desktop/IRATE AIRLINE PASSENGER FLIPS OUT.mp4
../../../Desktop/Unruly passenger forcibly removed from Atlanta flight.mp4


Incidents involving unruly passengers 

are a significant problem 
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Triggers 

 Intoxication 

 Irritation with other 

passenger’s actions on-

board or hygiene;  

 Frustration linked with 

passenger’s journey 

 Mental breakdowns / 

episodes 

 Mental conditions  

 

 Personality differences 

amongst passengers or 

between crew members and 

passengers; 

 Emotional triggers 

originating outside the flight 

 Lack of medication or 

withdrawal symptoms 
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Impact of unruly passenger incidents 

 Serious threat to safety and 

security 

 Harm and disruption to fellow 

passengers  

 Harm to airline crews 

 Significant commercial costs 

(aircraft diversion, 

administrative, supporting 

prosecutions) 
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Unruly passengers:  

A Holistic Approach 
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IATA Recommended Practice 1798a 

1. Development of an airline policy 

2. Contents of the policy and 

communication 

3. Relationship with law enforcement 

and airport security authorities 
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Airline policy should address 

 “Zero Tolerance”  Unruly 

Passenger policy 

 Conditions of carriage  

 Alcohol policy  

 No-smoking policy 

 Definition of illegal interference 

(In line with State and/or 

international civil aviation 

regulations) 

 Definition of unruly passenger  

 Standardized definition of levels 

of threat   

 

 Cabin Crew, Flight Crew and 

Ground Employee duties    

 Procedures for unruly 

passenger prevention 

 Procedures for unruly 

passenger management 

 Communication and 

coordination 

 Prevention strategies 

 Post-incident actions  

 



IATA Unruly Passengers Prevention 

and Management Guide 

 First edition Dec 2012 

 Provides direction on how to 

prevent, identify, diffuse 

and manage unruly 

passenger behavior 

www.iata.org/cabin-safety  
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Emphasis on prevention 

Safety begins on the 

ground: It is better to 

prevent an incident early, 

than respond to an 

incident 

 

 Check-in 

 Security Checkpoint  

 Boarding Gate 

 Pre-flight 

 During Flight 

 Post-flight (if applicable) 

 

 From the curb at the airport to the aircraft cabin: 
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Alcohol Policy: Traffic light system 

Green Behaviors 

 Sociable 

 Relaxed 

 Comfortable 

 Happy 

 

Yellow Behaviors 

 Reduced inhibitions 

 Impaired judgment 

 Talking or laughing 

louder than normal 

 Being overly friendly 

 Arguing or baiting 

 Increased use of foul 

language 

 Increasing alcohol 

consumption 

 Careless with money 

 

Red Behaviors  

 Moving in slow motion 

 Needing time to respond 

to questions 

 Glassy-eyed 

 Losing train of thought 

 Making irrational 

statements 

 Spilling drinks 

 Walking awkwardly 

 Stumbling or falling down 

 Unable to sit up straight 
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Recommended Actions  

Yellow Behaviors 

 Reduced inhibitions 

 Impaired judgment 

 Talking or laughing 
louder than normal 

 Being overly friendly 

 Arguing or baiting 

 Increased use of 
foul language 

 Increasing alcohol 
consumption 

 Careless with 
money 

 

 Notify the SCC/purser 
and the flight crew 

 Do not allow the 
passenger to transition 
to Red behaviors  

 Delay requests for 
alcohol by offering 
food and water with 
drinks 

 As applicable to the 
situation, stop serving 
alcohol to the 
passenger 



Core Principles on Unruly Passengers 

 Governments should urgently ratify new Montreal Protocol 2014  

using ICAO Circular 288 as a guide to develop  legislation 

 Governments should raise public awareness of consequences of 

failure to follow crew instruction or unruly behaviour 

 Airlines should have policies in place for effective handling of unruly 

pax as per RP1798a 

 Airlines should develop training for ground and cabin crew  that 

focus on prevention and management including conflict de-escalation 

techniques and responsible service of alcohol 

 Airlines should clearly communicate to passengers consequences 

and sanctions of unruly behavior 

 Airport operators and concessionaires should train staff in respect of 

unruly and disruptive behavior and report relevant observations 

about conduct to the carrier 



14 



Case Study: London Gatwick (LGW) 

 Monarch Airlines had a specific issue with unruly and antisocial 
behaviour on flights to Ibiza. 

 Group comprising airline, police, ground handling staff, 
concessionaires and airport established 

 Initiatives introduced in 2013 such as:  

 Email from airline reminding passengers that they would not 
be accepted for travel if they are intoxicated 

 Police patrolling bars (gently) reminding passengers they 
would not be accepted for travel if they were intoxicated 

 Airport staff and handlers encouraged to check demeanour of 
passengers and report concerns to airline 

= 50% reduction in reported incidents on board 

  

 

 

 



16 

Summary  

 Unruly passenger behavior is a significant issue 

 

 IATA has set out a comprehensive, multi-stakeholder approach 

to deal with the issue 

 Deterrence 

 Prevention and management 

 

 Actions are required by governments, airlines, airports and 

concessionaires and individuals 

 

 This will promote a safer, more enjoyable air travel experience 

for all 
 


