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Background

Founded in 1984, Emirates is the flag carrier of the United Arab Emirates and also one of the
largest international airlines in the world (Emirates, n.d.). Headquartered in Dubai, the airline
operates 269 aircraft between 158 destinations in 85 countries (Routes, 2024). For many years,
the airline has built a reputation for its exceptional service and commitment to deliver the best
in-class products across all classes.

Emirates’ First Class offers an unparalleled luxury travel experience. Passengers enjoy
spacious private suites with sliding doors for maximum privacy, plush, fully flat beds with
high-quality linens, and a choice of pillows for restful sleep (Emirates, n.d.). The in-flight
dining experience includes unlimited caviar and Dom Perignon champagne, earning the title of
“Best First-Class Onboard Catering in the Middle East” (Emirates, 2024). Emirates also
pioneered in-flight showers and on-board lounges firsts in commercial aviation, enabling First
Class passengers to freshen up mid-flight and relax with premium beverages served by
dedicated bartender (Emirates, n.d.).

Aiming to meet the market demand for affordable luxury, Emirates introduced its highly-
anticipated premium economy class in 2022 (Emirates, 2020). With a generous pitch of up to
40-inches, each seat is 19.5 inches wide and designed to provide optimal comfort with ample
room to stretch out (Emirates, 2020). As part of the airline’s multi-billion-dollar retrofit
programme, 67 A380 and 53 Boeing 777 cabins will be fully refurbished to provide over 4,000
premium economy seats by February 2025 (Emirates, 2023).

Another signature feature is Emirates’ award-winning inflight entertainment system, /CE
(Information, Connectivity, Entertaining), which has been named ‘World’s Best Airline
Inflight Entertainment’ by Skytrax for the 18th time (Emirates, 2024). The ICE system offers
more than 6,500 channels of on demand entertainment available in more than 40 languages
(Emirates, 2024). Passengers can even create their very own playlist before boarding through
the Emirates App and sync to the TV screen once they have sat down on the plane (Emirates,
n.d.).

Incorporating digital innovation into the customer journey, Emirates has also introduced a 360°
VR seat tour, allowing customers to explore the interiors of each cabin class on the Emirates



app or website (Emirate, n.d.). With this immersive feature, customers can navigate around all
cabin classes and visualize the seat layout and amenities onboard. In addition, Emirates offers
aunique Polaroid photo service, where passengers can request a crew member to take an instant
photo to capture special moments during the flight (Emirates, 2024).

Challenges

The unique services offered by Emirates have helped the airline secure its position as an an
industry. However, some have questioned whether such diverse offerings will pose huge
operational challenges, such as securing sufficient crew members and maintaining the service
quality across all classes and all routes. Furthermore, while the introduction of Premium
Economy has been widely successful, demand has significantly outpaced supply. As of now,
the service is available on flights to only 19 cities—excluding major hubs like Hong Kong
(Emirates, n.d.).

Discussion Questions

1. What potential risks does Emirates face by focusing heavily on luxury and premium
services, and how can it mitigate these risks?

2. Given the high demand for Emirates' premium economy class, what steps can the airline
take to expand its availability to more destinations, including cities like Hong Kong?

3. The in-flight shower and onboard lounge have been Emirates’ unique selling points for
quite some time now. What challenges or barriers might prevent other airlines from
replicating these features?

4. How do technologies like VR seat tours and pre-flight playlist syncing enhance
customer experience? What further innovations could Emirates explore?

References

Emirates. (n.d.). About Us. Retrieved from https://www.emirates.com/english/about-
us/timeline/

Emirates. (n.d.). Create your ice playlist. Retrieved from
https://www.emirates.com/hk/english/experience/inflight-entertainment/ice-playlist/

Emirates. (n.d.). Emirates A380 First Class. Retrieved from
https://www.emirates.com/hk/english/experience/cabin-features/first-class/a380/

Emirates. (2023). Emirates Premium Economy shines in first year of full service with over
160,000 customers trading up to experience the cabin’s quiet luxury. Retrieved from


https://www.emirates.com/english/about-us/timeline/
https://www.emirates.com/english/about-us/timeline/
https://www.emirates.com/hk/english/experience/inflight-entertainment/ice-playlist/
https://www.emirates.com/hk/english/experience/cabin-features/first-class/a380/

https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-
full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/

Emirates. (2020). Emirates takes A380 experience to new heights, unveils Premium Economy
plus enhancements across all cabins. Retrieved from https://www.emirates.com/media-
centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-
enhancements-across-all-cabins/

Emirates. (2024). Emirates triumphs with 7 award wins at the Skytrax World Airline Awards
2024. Retrieved from https://www.emirates.com/media-centre/emirates-triumphs-with-7-
award-wins-at-the-skytrax-world-airline-awards-2024/

Emirates. (n.d.). The Emirates Fleet in 3D. Retrieved from
https://www.emirates.com/hk/english/experience/3d-seatmap/

Emirates. (n.d.). The Emirates Photo Gallery. Retrieved from
https://www.emirates.com/hk/english/experience/our-fleet/photo-gallery/

Emirates. (2024). Tips and tricks for families to fly better with Emirates this summer.
Retrieved from https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-
better-with-emirates-this-summer/

Pixabay. (2018). Airport, Zurich, Balls. Retrieved from https://pixabay.com/photos/airport-
zurich-balls-a380-emirates-3586378/

Routes. (2024). Emirates. Retrieved from
https://www.routesonline.com/airlines/3475/emirates/

Keywords

e Airline

e Aviation

e Luxury experience

e Innovation

e Technology

e Service differentiation

Acknowledgement

This case study is based on and adapted from the work of undergraduate students CHEN Zekai, Christopher; GAI Wenjie,
Gavin; TAM Ngai Pui, Carson; LAI Wai Cheng Rachel; YEUNG Hoi Yuet, Bernice from the School of Hotel and Tourism
Management at The Hong Kong Polytechnic University.


https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/
https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-triumphs-with-7-award-wins-at-the-skytrax-world-airline-awards-2024/
https://www.emirates.com/media-centre/emirates-triumphs-with-7-award-wins-at-the-skytrax-world-airline-awards-2024/
https://www.emirates.com/hk/english/experience/3d-seatmap/
https://www.emirates.com/hk/english/experience/our-fleet/photo-gallery/
https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-better-with-emirates-this-summer/
https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-better-with-emirates-this-summer/
https://pixabay.com/photos/airport-zurich-balls-a380-emirates-3586378/
https://pixabay.com/photos/airport-zurich-balls-a380-emirates-3586378/
https://www.routesonline.com/airlines/3475/emirates/

HRERANMEAT): FBKHEHZERH

Source: pixabay (2018)

B

S

FIEXEEATZ L T 1984 F, BfThRBRKEHEKEMERME 2 S, HE2KE
AEEFRE A8 Z—(Emirates, n.d.). SEANTEFE, ZMEASIEEE 269 =i,
AizeME B = 85 MERA 158 B gy (Routes, 2024) ., ZER, ZMELSIUNEE
AR S BN THEFAERARE R RREMEY T EE,

PR EMZ R SLFRRBELT SRLLNBERTEE. RETUZIHENTIU
BREABEMNEHMAZR., EE€SBRAKRNTFESFHER, MNETHERE
B9 & Ak Sk AR R R AR EERR (Emirates, n.d.). Yl EBRAKEIENRENE FENEL
BIRER, AEHRSE T PREELFRY LER NFRS(Emirates, 2024) . FIEXEM
ST T WA AT SUH AL MR M LR P AN, ELFRRET T LITE
hiREGRE, FERTEIEEIBREIRIR R IRE R 50 (Emirates, n.d.).

AT HETHNE RIENELRTHF R, FIBKEMETT 2022 FifH 7 & ZH
FIE IR T AR (Emirates,2020) . FERFEEEZEML, TJiA 40 &, SEKERAT 195 &
T, BERMUSENTEE, HEZENZEER(EMIrates, 2020), EAZMEA T
HHZETEMEETRIN—ER5, 3 2025 £ 2 B, ¥H 67 38 A380 # 53 2Lk =
777 B TR EEEE, RE5BIT 4000 MNE ik L5 ERL(Emirates, 2023),

A MRS R e B EMTBRIRENN LR KRR /ICE (158, Fi&. &
%) . ZRFEESE 18 KM Skytrax A EIRRAEMZE A S LIREK" (Emirates, 2024),
ICE RG 1R {81 6, 500 MEMSBHRERNS, ZFBIL 40 FiES (Emirates, 2024),
REEZTAESYIINRIIME SRS APP Cl2E CHERSIR, SYIsEFRTE
S 3| FEAL R B R _E(Emirates, n.d.),



HEBFEHBAR FRE, PIBRKEMESEELT 60 EMIILEMNSE, 2
TR PBIIMBEMS APP S MG R R E M ALAI R EBEREE (Emirates, n.d.). BILX—IT
ERINEE, BRATMNRERERAL, FEWT @B EEMHBIMEE. s, By
M REREFNEWRBARS, REITLUBVIAA RBARZSEVIAEBIRER,
PUE 3R TR BV ERET ZI (Emirates, 2024).

24103

PFIEXPE A IR RIS R S B H B 7 7 b e, R, B AREN
EZHUHNREEEETREARNZENE, FINBREBHVNEAANRULEFRER
NHPFTBEME ELRFRSRE. LI, RESWmATRNELRE T 283, BF
KEBZF@BIMEG., BEHR, ZRESNE T 19 MEATHMI LRE—ABES
BETER (Emirates, n.d.)s

Wi e

1. MEEMZBRIANMNETEENS KRS HIRWMLEBEENR ENMNETERBX
=P

2. ETTHXAKEMESHEFRNETRK, ZM=2 5T UREBLEHREH
RSV REEZ B, BREEBSHT?

3. Ml EMAMY LBEREARKEMSIFHNERE R B L KA E ., ML
RS o REPRIS H M= A S S H X LR

4. BEMIAELEM S E ITIERIIRE L XFNRAR TR A EE? R
B IE o] DUR R # — P BT

B2 Xk

Emirates. (n.d.). About Us. Retrieved from https://www.emirates.com/english/about-
us/timeline/

Emirates. (n.d.). Create your ice playlist. Retrieved from
https://www.emirates.com/hk/english/experience/inflight-entertainment/ice-playlist/

Emirates. (n.d.). Emirates A380 First Class. Retrieved from
https://www.emirates.com/hk/english/experience/cabin-features/first-class/a380/

Emirates. (2023). Emirates Premium Economy shines in first year of full service with over
160,000 customers trading up to experience the cabin’s quiet luxury. Retrieved from
https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-
full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/



https://www.emirates.com/english/about-us/timeline/
https://www.emirates.com/english/about-us/timeline/
https://www.emirates.com/hk/english/experience/inflight-entertainment/ice-playlist/
https://www.emirates.com/hk/english/experience/cabin-features/first-class/a380/
https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/
https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/

Emirates. (2020). Emirates takes A380 experience to new heights, unveils Premium Economy
plus enhancements across all cabins. Retrieved from https://www.emirates.com/media-
centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-
enhancements-across-all-cabins/

Emirates. (2024). Emirates triumphs with 7 award wins at the Skytrax World Airline Awards
2024. Retrieved from https://www.emirates.com/media-centre/emirates-triumphs-with-7-
award-wins-at-the-skytrax-world-airline-awards-2024/

Emirates. (n.d.). The Emirates Fleet in 3D. Retrieved from
https://www.emirates.com/hk/english/experience/3d-seatmap/

Emirates. (n.d.). The Emirates Photo Gallery. Retrieved from
https://www.emirates.com/hk/english/experience/our-fleet/photo-gallery/

Emirates. (2024). Tips and tricks for families to fly better with Emirates this summer.
Retrieved from https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-
better-with-emirates-this-summer/

Pixabay. (2018). Airport, Zurich, Balls. Retrieved from https://pixabay.com/photos/airport-
zurich-balls-a380-emirates-3586378/

Routes. (2024). Emirates. Retrieved from
https://www.routesonline.com/airlines/3475/emirates/

%47

. FmAT
. fEW

o B
e

. BA

e BRFERFRL

B

ARFARETHARGETERE T KFEEXKRFVEBEFZBREARIAE CHEN Zekai, Christopher; GAI
Wenjie, Gavin; TAM Ngai Pui, Carson; LAl Wai Cheng Rachel: YEUNG Hoi Yuet, Bernice f9{ENV


https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-triumphs-with-7-award-wins-at-the-skytrax-world-airline-awards-2024/
https://www.emirates.com/media-centre/emirates-triumphs-with-7-award-wins-at-the-skytrax-world-airline-awards-2024/
https://www.emirates.com/hk/english/experience/3d-seatmap/
https://www.emirates.com/hk/english/experience/our-fleet/photo-gallery/
https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-better-with-emirates-this-summer/
https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-better-with-emirates-this-summer/
https://pixabay.com/photos/airport-zurich-balls-a380-emirates-3586378/
https://pixabay.com/photos/airport-zurich-balls-a380-emirates-3586378/
https://www.routesonline.com/airlines/3475/emirates/

PREANMEAE): FIBEiiER6

Source: pixabay (2018)

A

BHEERTZ AR 1984 F, Bl EBMEERBMNBERMEZ LS, HEEKEK
kﬂ’llﬁﬂﬂn?é/ﬁjz (Emirates, n.d.), #EIANRHFFE, ZMZREEEE 269 FERHE,
fi4sRLsE S 85 KA 158 18 B Mt (Routes, 2024), HER, ZM=ATIUHE
*ﬁiﬂﬁﬂﬁi‘%ﬁﬂ"‘ij}m?'ﬁﬁﬁﬂéuhﬁ /)ILEHHEI:U? ﬂ'ﬁ@i?ééﬁ

BT MNEFRREERGILNEERTER. REITUZZTREIF
EE(%Biﬁ*AﬁI’iE’]%Hﬂ*AAEFT ESmERMOFTESTIERER, URITHIEE
H &I EE IR R IRREAR (Emirates, n.d.), # FBRBREEARENABTFENESE
BREE, %EE%T PR REEFRE BB (Emirates, 2024), FIBHEG AR
?ii%ﬁﬁ%'?ﬁ'%ﬂn i&ﬂﬁ’fétlﬁ/ﬁﬁwﬁtfﬁﬁﬁﬁﬁl?ﬁﬂ FEREMRRREARITIE
HRf AR jfTEE%%nﬂ/EEﬂﬁmfﬁ@ X b AIRIE P AR &0 (Emirates, n.d.).

AT RETSHITAENZTERTHTE KR, FIBHEMSR 2022 £ THES
FIE I & BAE (Emirates, 2020), FEFSEBEEM, ©iE 40 &~F, HRERE 195 £ 3
o, BERHSRENTEER, Y BERXENEME (Emirates, 2020), {EAZMT/AE]

B EET RS ETEIN—ES, F 2025 F 2 B, #§H 67 42 A380 M 53 ik
777 BT S EEIET, 1RA5BIB 4000 185 5 &R E AL (Emirates, 2023),

% B S e Rl B M BERENE L RYERZ ICE (FR R
) ALK E 18 K Skytrax 1A "SRR EMT A ST irgg: (Emlrates, 2024)0



ICE R&IR 818 6,500 ESAENEERENE, FIE&EB1B 40 FEES (Emirates, 2024),
REEZTNASHINBBMEEME APP AlEE CHBHYIR, SHGEXETE
SEIEMNBIHERFHL (Emirates, n.d.).

AFENAIFBARFRE, FBEMTEEL T 60 EREREMNEE, 2
TR F BT APP AN IR R B A ALY N ERIRIR (Emirates, n.d.), BIBIE—IT
=IINEE, B UMBIBRERN, YEBRTHEE EEMNGRMEE, o, Pz
M REBFNERERBARS, TEUGBEHAAESBAISEERESER,
IAEC 87 74T R B9 45 5RRE Z (Emirates, 2024),

BB

PIE P A S IR B RIS E B e 7 B, AT, hBAE &M
WERUNRBESETRERNESERE, HIURREANEEANSURERERE
NI EMAR ERFRBRE. I, BESHEEENELRETEZRY, BF

RKEFEZBBMHE, BZBR, ZRBEERT 19 ERTHME LRE—ABES

BEFT TR (Emirates, n.d.).

Bl am e RE

1. Pz BAANAEREENS HRFEEWHL BERRE CRNMERE
LE [/ iz 7

2. BRMHHNHEN=SmEERNSTER, 2= DURBIBL R/ HE
B EREIELZ B, BREEBSHT?

3. #EWMAMME DBBESMBEMSBEFNERCHRE RNSRE. WLEHkEs
R PR A= A SR RE LR G

4. BERBREMEEMRITIERSREDEHRASAIAEIRITZF 87 FIH
BB T IR RIBLEE — P RIRIET Y
2B )

Emirates. (n.d.). About Us. Retrieved from https://www.emirates.com/english/about-
us/timeline/

Emirates. (n.d.). Create your ice playlist. Retrieved from
https://www.emirates.com/hk/english/experience/inflight-entertainment/ice-playlist/

Emirates. (n.d.). Emirates A380 First Class. Retrieved from
https://www.emirates.com/hk/english/experience/cabin-features/first-class/a380/



https://www.emirates.com/english/about-us/timeline/
https://www.emirates.com/english/about-us/timeline/
https://www.emirates.com/hk/english/experience/inflight-entertainment/ice-playlist/
https://www.emirates.com/hk/english/experience/cabin-features/first-class/a380/

Emirates. (2023). Emirates Premium Economy shines in first year of full service with over
160,000 customers trading up to experience the cabin’s quiet luxury. Retrieved from
https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-
full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/

Emirates. (2020). Emirates takes A380 experience to new heights, unveils Premium Economy
plus enhancements across all cabins. Retrieved from https://www.emirates.com/media-
centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-
enhancements-across-all-cabins/

Emirates. (2024). Emirates triumphs with 7 award wins at the Skytrax World Airline Awards
2024. Retrieved from https://www.emirates.com/media-centre/emirates-triumphs-with-7-
award-wins-at-the-skytrax-world-airline-awards-2024/

Emirates. (n.d.). The Emirates Fleet in 3D. Retrieved from
https://www.emirates.com/hk/english/experience/3d-seatmap/

Emirates. (n.d.). The Emirates Photo Gallery. Retrieved from
https://www.emirates.com/hk/english/experience/our-fleet/photo-gallery/

Emirates. (2024). Tips and tricks for families to fly better with Emirates this summer.
Retrieved from https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-
better-with-emirates-this-summer/

Pixabay. (2018). Airport, Zurich, Balls. Retrieved from https://pixabay.com/photos/airport-
zurich-balls-a380-emirates-3586378/

Routes. (2024). Emirates. Retrieved from
https://www.routesonline.com/airlines/3475/emirates/

gEdD

¢ METAF
. MK

. HERR
. Al
i

o BRBEEMN

AERPMARERL A BB T BET REEE KR XEESBARAE CHEN Zekai, Christopher; GAl
Wenjie, Gavin; TAM Ngai Pui, Carson; LAl Wai Cheng Rachel; YEUNG Hoi Yuet, Bernice F91EZ£ -


https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/
https://www.emirates.com/media-centre/emirates-premium-economy-shines-in-first-year-of-full-service-with-over-160000-customers-trading-up-to-experience-the-cabins-quiet-luxury/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-takes-a380-experience-to-new-heights-unveils-premium-economy-plus-enhancements-across-all-cabins/
https://www.emirates.com/media-centre/emirates-triumphs-with-7-award-wins-at-the-skytrax-world-airline-awards-2024/
https://www.emirates.com/media-centre/emirates-triumphs-with-7-award-wins-at-the-skytrax-world-airline-awards-2024/
https://www.emirates.com/hk/english/experience/3d-seatmap/
https://www.emirates.com/hk/english/experience/our-fleet/photo-gallery/
https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-better-with-emirates-this-summer/
https://www.emirates.com/media-centre/tips-and-tricks-for-families-to-fly-better-with-emirates-this-summer/
https://pixabay.com/photos/airport-zurich-balls-a380-emirates-3586378/
https://pixabay.com/photos/airport-zurich-balls-a380-emirates-3586378/
https://www.routesonline.com/airlines/3475/emirates/

