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I took a few Indigo flights over the last few months. I saw them flagging their 17 year heritage of 

connecting India and having the maximum number of women pilots for any airline in the world. 

Both very good achievements. Here are my learnings on Indigo. 

 

1. Indigo has achieved something remarkable in 17 years. They are in the top 10 airlines in 

terms of number of aircraft today and will be in the top 5 in the next 5 years. I personally 

believe that Indigo will be one India's consumer brands recognised globally this decade. 

 
2. Indigo flies to 32 international destinations and 79 domestic destinations, vs Air India of 

40 international and 46 domestic destinations. Thats great in 17 years. 
 

3. Indigo positioned on punctuality scores most punctual in Asia and 15th in the world on 

this parameter. 
 

4. The fleet is new, modern, and clean. 
 

5. Market leaders are respected but rarely loved and often hated. Indigo is in that trap 
right now. Indigo in its pursuit of efficiency has lost empathy. Indigo should learn 
from Singapore airlines who are a good combination of efficiency and empathy. The 
indigo crew is at best polite in interactions and mostly curt. Indians like to be treated 
as guests when they pay for a service. Crew response if you haven’t booked a meal, if 
you want to use the rest room is close to rude. 10 to 25 pc of the flight time the path 
to the rest room is blocked for pilots use, and I see irate passengers. 
 

6. Indigo needs to show grace when they are late. Old people were fighting to get 
water on a delayed flight from Mumbai to Srinagar yesterday and the ground staff 
did not understand that. Indigo's apology when they are late needs to be updated. 
 

7. I looked at a few reviews on the Indigo site too to ensure I am not biased. The 
reviews are poor, pics attached, scores of 2.7, 3.6,1.8, 3.5 and one score of 6 on 10. 
Glassdoor scores, an indication of how current employees and ex-employees feel 
about the company are poor. 



 
Indigo needs to upgrade its soft skills from check in to bus boarding to boarding flight to on 
aircraft dramatically. If they don't then their 50 pc plus mkt share is at risk. 
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