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Since the very first incidents of violence against airport workers in

2019, Trade Unions asked for the commitment of all parties. Bologna

Airport started a campaign on unruly passengers and took also part

in the EASA campaign.

Billboards and videos
have been published

and broadcasted in 

terminal screens.



During summer 2021, there has been an 
escalation of physical violence of 
passengers against workers, also due to 
Covid-19 restrictions. 

This led Trade Unions to organize a strike 
in October 2021, in order to highlight 
this issue and ensure that workers’ 
safety would be addressed also to local 
Institutions.



Trade Unions started to collect data from 
workers (November 2021 - January 
2022). 
The chart shows that 67% out of 15 
incidents were related to COVID-19 
documentation, 20% to ancillary 
payments at check-in or gates, 7% due to 
flight loss, 7% to queuing. 
Women workers were the most exposed.  



At the beginning of 2022 ENAC 

promoted a metting with the 

partecipation of Bologna airport, 

handlers, law enforcement officials 

and trade unions, in order to define 

together a better system to manage 

dangerous situations that could lead 

to an aggression at the airport.

This meeting brought to a 
structured and coordinated system, 
supported by all parties, for 
reporting and responding to 
episodes of violence.



In April 2022 AdB activated the emergency procedure 
and spread the information to all  airport workers with 
an Airport Regulation review.

IN CASE OF AGGRESSION AIRPORT 

WORKERS CAN CALL AN 

EMERGENCY NUMBER (24H/24, 

7DAYS/7)

SECURITY AGENTS RECORD THE 

CALL AND ASK THE MAIN 

INFORMATION ABOUT THE EVENT

THEY ACTIVATE A DEDICATED SOFTWARE 

ALERTING SECURITY AND LAW 

ENFORCEMENT OFFICERS IN ORDER TO SEND 

IMMEDIATE SUPPORT

Two army soldiers are also present in the airport and their office is located close to 
the check-in area in order to guarantee immediate assistance in case of aggression.
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In September 2018 the Municipality of Bologna, 

the Metropolitan City of Bologna, Bologna Airport 

and Trade Unions signed a protocol in which they 

acknowledge the importance of safety at work 

and the protection of workers' health.

In July 2022 the same parties signed an addendum to the 

protocol, that includes the commitment of the parties in 

countering  violence and physical aggression against airport 

operators.



TRAINING: 

FRONT LINE AND RELATIONSHIP WITH THE UNRULE 

PASSENGER 



Starting from January 2022, the Training Center organized in
collaboration with a labor psicologist, the Front Line and
Relationship with the Disruptive Passenger course.

The course was aimed at the front-line personnel, in
particular security officers, infomation officers and parkink
staff, to provide behavioral methods and tools and to better
manage communication with the passenger.

Recognizing and anticipating aggressive attitudes can help
resolve critical situations, which increasingly occur and lead
to aggressive attitudes on the part of passengers.



.

Among the course contents:

▪ welcome passenger with kindness

▪ govern emotions

▪ listen and understand, in a limited time, the real needs of the 
passenger to try to satisfy their requests

▪ recognize and anticipate aggressive attitudes

During the course, "psychological" tools were given to deal with 
aggressive people by adopting strategies and tools with the 
unrule pax, in particular 4 basic steps were appointed:

▪ to realize you are under attack

▪ to understand the reasons

▪ to understand what the passenger is defending

▪ response management techniques

The course suspended in the summer will be 
resumed shortly to train as many people as
possible.

In March 2022, the course was aimed at
trainers of handlers to provide them with 
educational tools useful for integrating their
courses with the above topics.



Our health & safety risk-assessment 

document is being updated: it will also 

consider risk of aggression for roles that 

involve contact with passengers.
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