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“ Thomas began his 
career in airline 
payments in 1999 

in Dublin when he joined 
CardBASE Technologies and 
supported the development 
of a smart-card based 
passenger compensation 
system for British Airways. 
On returning to his home 

country, Austria, he moved to the card issuing 
business. As a product manager with Europay 
Austria he was in charge of Europe’s most 
successful electronic purse “Quick” and led the 
introduction of Mastercard prepaid cards to the 
Austrian and German market.

In 2009 his passion for the airline industry 
brought him to London where he joined SITA as 
a senior product manager for payment services 
and passenger mobile applications. Among his 
responsibilities were the provision of some of the 
world’s first mobile booking and check-in apps 
as well as the development of a central payment 
platform for the air transport industry. After 
spending time at Mastercard/DataCash, where 
he was Head of Airline Strategy and Innovation, 
Thomas joined Worldpay. As Vice President Airlines 
& Travel he now heads up a portfolio of over 90 
carriers from around the globe.

Thomas studied at the University of Hong Kong 
and the University of Innsbruck, where he gained 
a Master’s Degree in International Economics 
and Business Studies. He holds Yachtmaster 
certification and is a passionate photographer.

 

About the Author 

Whether you are new to the airline payments 
industry or a seasoned expert, this guide hits just 
the right levels of detail and insight.

In one book you have everything about the 
intricate, complex and fast changing world of 
airline payments at your fingertips. It offers a 
comprehensive road map not only for the payment 
team but their colleagues in finance, e-commerce, 
ancillary revenue, IT and marketing.

Investing your time in reading this guide and 
keeping it handy as a reference will not only make 
for a better experience for your customers, but also 
keep your CFO happy as you not only add revenue 
but save costs too.”

Michael Smith

Chairman,
Airline and Travel Payment Summit &
Managing Partner, Ai Group Inc
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P,e ��e  
ThereEs a story told about the billionaire yacht o6ner 6ho has consulted 
e5eryone? 6ithout success? on ho6 to fi7 the engine on his yacht. 
  
�inally? he finds the one person 6ho can fi7 anything and he in5ites her to 
come and fi7 the engine. After checking it o5er? she asks the o6ner to try 
and start the engine. �he listens intently and gets out a tiny hammer. 
  
Then she carefully and gently hits part of the engine and immediately the 
engine springs into life.  The delighted o6ner asks for her bill and she 
6rites it out for him. 
  
�n presentation of the bill the o6ner e7claims F�ou canEt charge me 
V\[?[[[ (ust for hitting the engine 6ith a tiny hammer=G.  �he takes the 
in5oice back and scores out the V\[k adding I �or striking engine 6ith 
hammer? V\.  �or kno6ing 6here to hit? Vd?ddd. 
  
�no6ledge is indeed po6er and kno6ing (ust 6here to look is the moral of 
this story. 
n the case of Airline Payments? this particular engine is also 5ery 
comple7 and also e7tremely old. The process is made up of additions? 
alterations and repairs on top of other repairs made o5er the years. 
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Thomas HelldorffEs Airline Payments Handbook is the key to Dkno6ing 
6here to lookE. This comprehensi5e book is a oneIstop guide to 
understanding e5erything there is to kno6 about airline payments. 
  

t is a 6elcome update to the first edition? a 6ellIestablished resource to 
many of us in this industry. 
t takes into account the numerous changes 
that ha5e occurred o5er the last fe6 years J such as the e7plosi5e gro6th 
in alternati5e forms of payments? smart phones? social commerce? 
biometric authentication and a raft of ne6 regulation.   
  

n one book youEll be able to learn about the intricate? comple7 and rapidlyI
changing 6orld of airline payments and youEll kno6 e7actly 6here to tap 
to get your payments running smoothly= 
  
  
�ichael �mith 
 
Chairman, Airline and Travel Payment Summit & 
Managing Partner, Ai Group Inc. 
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Notes  ,o' t"e A/t"o,  
�here tra5el bots meet E�
�A�T messages. 
t has been se5en years since 
the first edition of this book came out. �hile a lot has happened? many 
things ha5e not changed much. 
t is fascinating to obser5e the dual speeds 
at 6hich the airline payment industry is de5eloping J rapidly and at snailEs 
pace J at the same time. 
 
At the fringes? airlines around the 6orld are rapidly adopting ne6 
distribution channels such as mobile apps? social commerce and A
I
supported tra5el companions. �obile phones in the hands of their 
passengers ha5e fundamentally changed the 6ay they interact 6ith 
their customers? 6hile creating ancillary re5enue opportunities 
throughout the entire (ourney. The user e7perience has become a 
strategic differentiator and the payment path a crucial component 
6ithin that. �ustomers e7pect to pay 6ith a smile at their phone.  

�ut at its core? airline payments still 5ery hea5ily rely on systems and 
processes built many decades ago. They are based on global standards 
and mutual trust? allo6ing e5eryone around the 6orld to collaborate 
and do business 6ith each other.  



2[   Airline Payments Handbook 
                                                                                        

  

�ut those processes and systems 6ere designed to support payments 
based on card numbers? imprinted on carbon paper tickets J not 
mobile 6allets or t6oIfactor authentication.  
 
Payment managers are being asked to do the DimpossibleEA They need 
to facilitate inno5ation in distribution and help gro6 the business J 
6ith systems designed almost half a century ago@ at the same time 
sa5ing costs and remaining compliant 6ith regulatory? data security 
and data pri5acy re/uirements.  

�no6ing 6here to tap the engine to keep it running Lto return to 
�ichaelEs point abo5eM is a challenge in itself. �hanging or replacing it 
is another. The pressure? not only to mend and maintain the e7isting 
system? but to look for and buildIout alternati5es has ne5er been 
greater. An e7citing time and an e7citing challenge= 

This second edition of the book 6ill allo6 you to take stock of your 
current en5ironment. 
t 6ill pro5ide you 6ith the foundation to embark 
on your personal Fpayment /uestG? ho6e5er big or small? 6hether you 
are after that perfect airline payments (ob? 6ant to enter this industry 
as a supplier or are actually 6orking for an airline.  
 

t is the essence of o5er 2[ years of e7perience in the airline and payment 
industry? many discussions 6ith airlines? industry peers and suppliers? 
anecdotes? conferences and my o6n e7periences as a passenger. 
t is a 
snapshot of the current en5ironment and 
 ha5e tried to capture it as 
accurately as possible. �ut there are al6ays things that can be impro5ed 
on or that change. 
 look for6ard to your feedback? the e7perts in many of 
the areas that 
 ha5e co5ered. The aim is to make this a Fli5ing documentG 
for the airline payments community? reflecting our common 
understanding of the industry. 
 
 
Thomas Helldorff 
theRpayments.aero 
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 6ish to thank numerous indi5iduals for their assistance in the 
researching? 6riting and publication of this bookA  
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�aab? �aniel �meds? Eamonn �O�hea? Eoin �c�illycuddy? Eric �ueathem? 
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Pitura? �iguel Al5are9? �ike Parkinson? �ata Aliabye5a?  �lha �etalo? 
Patrick 5an der �noop? Paul 5an Alfen? �alph �aiser? �egina �arcia? �onald 
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�i5 �assey? �ondra �einberg? �tuart �ar6ood? �6e �ickel? �ered 
�ottesman? �o(in �akon(ac and �endy �ard. 
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encouraged me to 6rite the first edition of this book and �ichael �mith 
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�reati5e �act? and for cross reading and their feedback Tom Pope and 
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 am also grateful to all the sponsors 6ho ha5e made this pro(ect possibleA 
Adyen? Airline 
nformation? Amadeus? �ambora? �omo �lobal? �ontinuum 
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of assistance. 
 
 



 



2a   
ntroduction                                                                                        
 

  

  



2b                                                                                  

  

 

Int,o�/�t#on 
FAccepting payment is a core acti5ity of E�E�� business? e5en airlines.G 
This is ho6 �alph �aiser? the President and �E� of �ATP? once opened a 
discussion on F�anaging the E5ol5ing �orld of PaymentsG. 
t still holds 
true. 
f an airline does not recei5e payments? it 6onEt fly for 5ery long. 
t is 
not only a core acti5ity@ it is an absolutely 5ital acti5ity. 
 
Traditionally this part of the distribution acti5ity has been performed by 
tra5el agents. They processed the payments on behalf of the airlines and 
the funds arri5ed at the airlinesE accounts almost automatically through 
5arious systems like the 
ATA �illing and �ettlement Plan L
ATA ��PM. 
 
To reduce the distribution costs associated 6ith distribution through tra5el 
agents and �lobal �istribution �ystems L���M? airlines 6ere keen to 
increase the proportion of direct distribution I through call centres? the 
internet? mobile? social media etc. The percentage of direct distribution 
has gro6n significantly since the early d[s. �or lo6 cost carriers this formed 
the core of their business model. 
 
Airlines 6ere /uick to celebrate the sa5ings made in this 6ay? but this 
5ictory brought its o6n challenge? 6hich many airlines around the 6orld 
are still trying to get their heads aroundA 
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Be#n! ,es*ons#�&e  o, t�%#n! *�3'ent �#,e�t&3  ,o' t"e �/sto'e,. 

 
 
Tra5el agencies and traditional airline ticket offices had great fle7ibility 
6hen it came to taking payments? as e5en customers 6ho had no banking 
relationship and no access to any sort of cardIbased payment methods 
could still purchase tickets J 6ith cash. Ho6e5er? cash does not really 6ork 
6ith these ne6? remote? directIdistribution channels? or through a callI
centre? o5er the internet or 5ia a mobile phone. 
 
�o? ho6 6ould you sell flights online in a country 6ith limited credit card 
usage> �hat forms of payment are a5ailable to your customers> �hat are 
your customerEs payment e7pectations> 
 
 

Ho1 �o 3o/, �/sto'e,s 1�nt to *�35 Ho1 ��n 3o/, �/sto'e,s *�35 
 
 
All of a sudden this has become a ma(or /uestion. As airlines 6ant to enter 
ne6 markets? they need to be familiar 6ith the payment methods that 
apply to that market.  
 
�ut e5ery payment method 6orks slightly differently? is go5erned by 
5arious national rules and regulations? might re/uire integration of 
additional partners and triggers ad(ustments to internal procedures. The 
risks and fraud potential ha5e to be understood and financial flo6s 
adopted. 
 

f an airline 6ants to reach ne6 customer segments? they need to 
understand those segmentsE booking and payment beha5iour. Ho6 6ould 
you keep up 6ith passengers e7pecting an �berIlike e7perience> 
 
All this has to be achie5ed 6ithin a 5ery regulated and comple7 technical 
and organisational en5ironment? as airlines typically are.  
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T�%#n! *�3'ents #s � �o'*&e2 �n� �"�&&en!#n! t�s%. 

 

t in5ol5es multiple entities both inside and outside the organisation and 
as it is not really the core business of an airline? it is 5ery often not fully 
understood.  
 

ncreased cost sensiti5ity 6ithin e5ery airline regularly highlights another 
uncomfortable factA  
 
 

T�%#n! *�3'ents #s not on&3 �o'*&e26 #t #s �&so e2*ens#0e. 
 
Payment costs can be the biggest distribution cost element after ��� fees. 
�erchant fees of up to ^j are not uncommon? manual handling? and high 
fraud and fraudIrelated costs can add anything up to 2j on top of that. 
�any of the payment related costs are still not fully understood by the 
airlines? as they occur in different parts of the organisation and are not 
al6ays directly attributed to the distribution business case. 
 
These are only some of the challenges that those in5ol5ed in payment 
processing often face. And they 5ery often 6ish they had some 
 

HELP4 
 
 
Here it is I FThe Airline Payments Handbook J �nderstanding the Airline 
Payments �orldG 
 
This is 6hat this book is all aboutA pro5iding that all important help. 
t is an 
attempt to put together Fall there is to kno6 about airline paymentsG in a 
single reference guide? helping you to ans6er some of the most pressing 
payments /uestions. 
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• Ho1 �o *�3'ents 1o,%5 
• Ho1 �o *�3'ents 1o,% #n t"e �#,&#ne #n�/st,35 
• Ho1 �o I �e #ne � *�3'ent st,�te!3  o, '3 �#,&#ne5 
• Ho1 ��n I ,e�/�e '3 *�3'ent �osts5 
• Ho1 ��n I ,e�/�e  ,�/� �n� #'*,o0e ,#s% '�n�!e'ent5 
• Ho1 ��n I ,e�/�e *�3'ent �o'*&e2#t35 
• Ho1 �o I st,/�t/,e � *�3'ent #'*&e'ent�t#on *,o$e�t5 
• Ho1 �o I se&e�t '3 s/**&#e,s5 
• Ho1 ��n I t/,n *�3'ents #nto � st,�te!#� ��0�nt�!e5 
 

�or those ne6 to airline payments? this handbook is a perfect first step to 
a better understanding of this topic and a great reference for all those ad 
hoc F�hat is that>G and FHo6 does that 6ork>G /uestions. �or all those 
6ho 6ork or Fha5e to 6orkG 6ith payments? 6ithout payments being their 
primary field of e7pertise? this book is a 6elcome stepIbyIstep guide 
through the challenges the 6orld of payments brings 6ith it. �or the 
ad5anced payment reader? it is a superb reference guide for Fbest in classG 
payment handling and a source of inspiration for impro5ements in dayItoI
day business. 
 
The guide is di5ided into four partsA Payment �asics? Payments in the 
Airline 
ndustry L�istribution �hannels and �ackI�ffice ProcessesM? F�our 
Payment Pro(ectG and a �upplier �irectory. 
 
P�3'ent B�s#�s – Ho1 �oes #t �&& 1o,%5 
Part �ne focuses on payment basics? gi5ing the history of payments and 
the de5elopment of payment methods from coins and cash through to 
credit cards and alternati5e payment methods like mobile 6allets. 
t 
e7amines the indi5idual elements of a payment transaction as 6ell as the 
costs and players in5ol5ed in making that transaction happen. 
t also 
discusses the rele5ant legal frame6orks? industry standards and 
compliance rules? such as the Payment �ard 
ndustry LP�
M standards. 
t 
analyses the risk management aspects for dealing 6ith payments? looks at 
the responsibilities and risks of each of the players? payment fraud? fraud 
scenarios and fraud pre5ention tools. This part concludes 6ith an analysis 
of the ma(or institutions and organisations rele5ant to this industry. 
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P�3'ents #n t"e A#,&#ne In�/st,3 –  
A C"�nne&>�3>C"�nne& An�&3s#s �n� A#,&#ne B��%>O  #�e P,o�esses 
The second and third parts apply the information from the chapters 
making up Part �ne to the airline industry specifically. They pro5ide 
analysis of the 5arious distribution channels? discuss the challenges of 
traditional channels such as tra5el agencies? call centres and ticket desks 
5ersus ne6er? direct distribution channels e.g. eIcommerce and mobile? 
bots and social media. 
t also gi5es a 6indo6 into onIboard retail 
transactions? onIboard telephone authorisations and emerging D�hip Q 
P
�E payments at kiosks? bagIdrop and checkIin desks. Each of these 
channels re/uires their o6n approach as the underlying infrastructure and 
the en5ironment in 6hich payment is taken 5aries greatly. They pro5ide 
further in5estigation into the airline backIoffice processes re/uired to 
support payment processing 6ithin an airline? such as order screening? 
transaction corrections? chargeback processing? transaction reconciliation 
and accounting. 
 
M3 P�3'ent P,o$e�t – A Ste*>�3>Ste* G/#�e  
Part �our pro5ides a blueIprint for the implementation of a payment 
pro(ect? offering stepIbyIstep guidance through the setIup and e7ecution 
of such a pro(ect. 
t helps you to define a payment strategy for your 
organisation balancing Loften opposingM re/uirements from 5arious 
internal departments. 
t gi5es you tools to e5aluate e7isting and potential 
ne6 suppliers and to understand their product offerings and pricing 
strategies. 
t dra6s up an outline implementation plan and e7plains its 
e7ecution? touching on soft6are de5elopment? support process 
adaptations? testing and onIgoing monitoring processes. 
 
The book concludes 6ith a directory of contact details for a 5ariety of 
industry players and suppliers including Payment �er5ice Pro5iders? 
ac/uiring banks? fraud management solution pro5iders? currency 
con5ersion e7perts? consultants? conferences organisers and media. 
 
�ur 6ebsite pro5ides further regularly updated information on these 
topicsA 
 
111.*�3'ents.�e,o 
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P�,t I. T"#n!s 3o/ s"o/&� %no1 �e o,e 
3o/ st�,t 
 
Ha5e you e5er 6ondered ho6 it is that you can fly half6ay around the 
6orld to arri5e in some foreign country? 6here you get in a limo to take 
you to your final destination@ and to pay for all this? you donEt need cash? 
you donEt e5en ha5e to pull out a colourful little plastic card anymore J you 
(ust step out of the ta7i and C payment (ust happens C in5isibly. The dri5er 
does not kno6 you and no money changed hands in that moment C a 
miracle> 
 
Ho6 6as this system of paying for your purchases de5eloped> �here did 
it come from> 
t may look easy from the userEs perspecti5e? but behind it 
lies a 5ery comple7 system of relationships and technology. This section 
takes a look behind the scenes at payments and e7plores the systems? the 
players and the infrastructure that allo6 this to happen. 
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1 H#sto,3 o  P�3'ent –  ,o' C�,�s to W�&&ets  

1.1 Int,o�/�t#on 
The e7change of goods and ser5ices has al6ays been a central part of 
society. �oins and bills support this e7change and e5idence of these can be 
found as far back as ^[[[ �.�. in �esopotamia. Ho6e5er? it is not al6ays 
con5enient to carry money around to pay for 6hat you need? especially for 
larger 5alue purchases or 6hen tra5elling. 
f you canEt pay immediately 
though? ho6 do you get a potential merchant to trust you and hand o5er 
the items or ser5ices you 6ant in return for a promise to be paid later> 
t 
6as this re/uirement? the ability to be able to access to your funds from a 
distance? 6hich dro5e the de5elopment of the payment systems 6e ha5e 
today. 
 

1.2 C"�,!e C�,�s �n� t"e O,#!#ns o  P�3'ent C�,�s 
Payment cards ha5e been around for (ust o5er \[[ years. The first paper 
cards 6ere introduced in the early \d[[s by big department stores in the 
�� They 6ere issued to preferred customers? 6ho 6ere allo6ed to defer 
payments for purchases they made. 
n \d\_? �estern �nion 6ere the first 
to hand out small metal cards Llater kno6n as F�etal �oneyGM to their 
premium customers? again allo6ing them to get interestIfree deferred 
payments. 
n the early \d2[s? large oil companies picked up on this idea 
and started to issue similar metal cards? specifically for petrol and 
automoti5e ser5ices.  

 
F#! 1A The PAir Tra5el �ardP? Predecessor of the �ATP �ard L�ourtesy of 
�ATPM 
 
 
 


