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Which of the following technologies did you use at an airport?

@ Poll locked. Responses not accepted.

Airport's mobile
phone application

Self-service
check-in

Airport terminal
beacon

Facial recognition

Augmented reality § 1%
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THE EVOLUTION OF THE AIRPORT BUSINESS MODEL

AIRPORT 1.0 AIRPORT 2.0 AIRPORT 3.0
= Limited infrastracture = Many services available = Beacons, LBS,
= Objectives: = Objectives: = Customer - centric
safety and efficiency improved passenger approach
service = Objectives:

personalization and
integration with the city

Source: Sinibaldi (2016)




AIRPORTS OF THE FUTURE

What are the successful combinations of future trends and
technologies to improve the passenger experience at the et

business

airports of the future? models

Airport
Passenger ecosystems

experience A| rportS Tés/IMA
of the
future

Door-to-
door travel
& inter-
modality

New
technolo-
gies
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PASSENGER NEEDS AND TECHNOLOGY

p
Passenger needs Technologies ‘___V Experience
(&
Cleanliness ;
| Check-in kiosk
Ambiance ‘
* EMPOWERED | N -_rT
Clean washrooms PASSENGER Info kiosk (Selfservice g, o confidans
‘ Technologies, / H1 . Benefits / H3
- - N S
Courtesy of airport staff ( Wayfinding <
Self-baggage o =
Availability of washrooms -+ | (sustaction B0
( Information | | L
Feeling of being safe | Business et
— Source: Graham (2014) e 3 i 1 H4
Comfort of waiting areas : Supporting | . Traveler
| Tourguide app - _ Technologies | "\ Enjoyment |
\\_V//l/ Hz \\_//‘
| Chargers/USB
Source: Echevarne (2013) —_— Source: Bogicevic et al. (2017)
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Technologies & innovations

Bag drop

& border control

Dwell tirme

|
l i

Boarding

Arrival

| — Baggage claim

General technologies
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TECHNOLOGIES OF THE FUTURE

% of passengers in 2017

87%
54%
47%
18%
- i -

Booking Check-in Bag tag Bag drop Passport Dwell time Boarding On board Bag collection

Technology adoption across the journey (SITA, 2017)
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QUALITATIVE COMPARATIVE ANALYSIS (QCA)

. Purpose: identify successful combinations of technologies to achieve higher passenger experience

. How: by comparing the presence or absence of technologies and passenger satisfaction of different

airports and identify patterns

. Results: demonstrate combinations of technologies that in a significant number of cases leads to a ‘high

passenger satisfaction’ score or a ‘lower overall satisfaction’ score

Selection of Independent

. Selection of dependent
variables:

Selection of cases:

22 airports (members of
ACI/ASQ)

variable:

PIESENTE OF 8L EEEs ol Airport Service Quality ACI

certain technology
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Pre-arrival Luggage Delivery 5ervice

Mahbile phone applicstion

Self-service bag drop
Bag drop

i

Autemated bag tag

@ fyture trends and technologies

Security & border control

Selected technologies (conditions):

Technologies & innovations

Mobile Phone App * Self-service boarding

* Beacons

Self-service boarding

* Augmented reality

Boarding

e Chatbots

* Food ordering

Arrival Bigmietrics

Baggage claim

General technologies Robaotics
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AIRPORT SERVICE QUALITY (ASQ) ACI

421 T CATEGORY

4.17

Passengers’ overall satisfaction -
level remains stable since the 4.24
beginning of 2018 and e

T b

':J Fat Ny

s _ ~ | 4.21

(13 2018

R#sults ans raans on & 5-pf scole.

Source: ACI (2018)
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QUALITATIVE COMPARATIVE ANALYSIS

HOW TO PERFORM QCA?

* Necessity analysis

* Consistency measures if a certain condition is necessary for the outcome to occur
(threshold is 0,90)

» Sufficiency analysis
* Consistency measures the percentage of cases with a specific combination of conditions
that leads to a certain outcome

< 4
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HIGH OVERALL SATISFACTION

Conditions/solution terms

Self-boarding
Augmented reality
Chatbot

Beacons

Food Ordering
Individual consistency
Coverage raw
Coverage (unique)

Number of cases

Overall Consistency/Coverage

Presence of outcome: high

overall satisfaction

Solution 1

O

1,00
0,38
0,38
3
1,00/0,38

Presence of outcome: high

overall satisfaction

Solution 2

1,00

0,50

0,50
4

1,00/0,50

Large circle: core conditions — Small circle: peripheral condition
Black circle: presence of condition — White circle: absence of condition

Introduction

QCA

Research Results

Highlights

/

N

First solution:
e 38% of the cases with ‘high overall
satisfaction’ have this successful
combination

\

/

~

-

Second solution:
* 50% of the cases with ‘high overall
satisfaction’ have the second
successful combination

~

/

Self-boarding appears in both solutions
Augmented reality, beacons and food
ordering

Chatbot does not appear in any solution

~

/




LOWER OVERALL SATISFACTION

Conditions/solution terms

Self-boarding
Augmented reality
Chatbot

Beacons

Food Ordering
Individual consistency
Coverage raw
Coverage (unique)

Number of cases

Overall Consistency/Coverage

Absence of outcome: lower
overall satisfaction

Solution 1

O
O

O

1,00
0,73
0
8
1,00/0,73

Absence of outcome: lower
overall satisfaction

Solution 2

1,00
0,45
0
5
1,00/0,45

Large circle: core conditions — Small circle: peripheral condition
Black circle: presence of condition — White circle: absence of condition
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First solution:
73% of the cases with ‘lower overall
satisfaction’ have this combination

\

/

~

-

Second solution:
45% of the cases with ‘lower overall
satisfaction’ have the second
combination

~

/

/

o

Solutions not independent
Core and peripheral solution
Self-boarding not in solutions

~




CONTENT

* Introduction

* (Qualitative Comparative Analysis
* Research Results

* Highlights and Further Research

-MAT
7 C

Centre for Maritime & Air Transport Management
University of Antwerp ﬂ



HIGHLIGHTS AND FURTHER RESEARCH

 Airport business models developed over time with increasing focus on customer satisfaction
 Different combinations of technologies influence the overall satisfaction positively or negatively

 None of the technologies analysed is necessary to achieve a certain outcome (‘high overall

satisfaction’ or ‘lower overall satisfaction’)

 Results match the findings in the literature

. Further research

. Analyse link between technologies and passenger satisfaction by passenger type or age groups
. Broaden dataset (cases) for analysis
. Analyse link with data of different years

C-MAT

Centre for Maritime & Air Transport Management
University of Antwerp




What technology will influence passenger satisfaction most in the future?

& Poll locked. Responses not accepted.
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