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Abstract

This research aims to present the phenomenon of lost bags, which is one of the main problems
facing Iraqi Airways. It constitutes security and financial burdens on both insurance companies
and Iraqi Airways. This work embarked from the need to achieve both passenger satisfaction
and financial savings with airlines, as well as improving the reputation of Iraqi Airways in the
mindset of local and international customers.

The research problem is summed up with a set of questions, the most important of which was:
Is there a possibility to identify the reasons for the loss of passenger bags at Baghdad
International Airport?, Is there a possibility to improve the process of handling passengers'
bags at Baghdad International Airport?, Does technology such as Radio frequency
identification (RFID) help in reducing the number of lost bags at Baghdad International
Airport? The exploratory and analytical approach were adopted in the current study, and the
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researcher used some techniques of quality tools together with (RFID) technology to study the
possibility of reducing the number of lost bags at Baghdad International Airport. The study
sample consisted of (50) male and female employees, pilots, housekeepers, engineers and
workers at Baghdad International Airport. The research hypotheses was (that the application
of total quality management tools will contribute effectively to reducing the volume of risks
associated with passengers' bags, and then reducing the losses of the air carrier).

This study is the first of its type in Iraq, and it helps us to increase our awareness of service
systems in general, and customer service systems in Iraqi Airways in particular. We believe
that the results of this study will help Iraqi Airways management in developing appropriate
strategies to improve services at the airport in general, and the transportation and handling of
passengers' bags in particular.

The authors reached a set of conclusions, the most important of which is that the loss of
passenger bags results from work pressure in airports, which causes inaction and negligence
on the part of the company and its employees, as well as the absence of the use of technology
for the purpose of reducing losses resulting from the loss of travellers' bags and other luggage
at the airport. The authors also recommended the use of RFID TAGS in the bags of passengers
to reduce baggage loss during the stages of their transportation at airports, in addition to
facilitate finding bags when they are lost, and to activate the role of legislated laws and
international agreements in order to take their real role in retrieving the right of the traveler
and airlines in the event of bags loss.
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