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“You’ve got to start with the customer experience and work back
toward the technology, not the other way around.”
- Steve Jobs



Different Ways Airports Implement Innovation
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Recent Airport Innovation Project: Approach
STEP 1 STEP 2 STEP 3 STEP 4 STEP 5
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Apply Innovation to Select a Topic to Tackle Knowledge Synthesis Engage Employees & Solutioning & Next Steps
Passenger Experience Partners
o Design thinking workshops to o Prioritize solutions
identify pain points & O Survey passengers
brainstorm solutions o Test & trial



Project Exercise: ‘Experience’ the Passenger Journey
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Project Output: Initial Solution Prioritization

“Solution #1

. Solution #2
Solution #3. Solution

Solution #10

‘ Solution #11

Benefit (Initial Estimate)
(e.g., increase in passenger satisfaction, impact

on operational efficiency, revenue potential etc)

' Solution #5 ’

' Solution #8

Solution #4

*.Q@
Solution #7 ’ Solution #9

Solution #12

Effort (Initial Estimate)

(e.g., cost, operational impact, resources, time)

*Benefit and effort of all ideas depends upon ultimate implementation plan (e.g. to charge customers for services or not, complexity of services offered etc). Ideas to be further

vetted/prioritized with business plans, customer research, test & trial etc
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Thank You!



Appendix



Innovation Objectives/Benefits

Improve the n Drive Innovation in
Passenger Experience the Industry
. Further Employee
Engage the Community Engagement
Drive financial
return




Benefits of a Design Thinking Workshop

“You’ve got to start with the customer experience and work back toward the technology, not the other way around.”

Why This Approach?

Expected Benefits
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Customer
Focus

Simple tangible way to test this
innovation process

Gon

Identify specific pain points &
opportunities for
improvement

Leverage employees, airline
partners & outside key partners
who are ‘design’ focused
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Brainstorm solutions in a safe
environment with focus on ‘No
bad ideas: all welcome’

- Steve Jobs
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Fosters employee

engagement and
collaboration
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EXCERCISE 2: PASSENGER JOURNEY MAPPING

STEP 1 STEP 2 STEP 3 STEP 4

Each Group Assigned Passenger Journey & Milestones Each Group Immersed Top 3 Passenger Pain
to a Different Were Provided Themselves in the Passenger Points Identified
Customer Persona Experience

Group One Group Two Group Three

g age MILESTONES =
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Tasks )
§ What are they trying to schveve 1 Stress of Finding a Cart - lack of information (at all phases), low visibility, not

| Questions enough signage and not enough locations throughout airport
WOt mhe they wost 10 know
E'mnyo:m‘ 2 Value of the Cart— doesn’t solve all of the primary needs (not worth it for
the short journey, doesn’t provide a way to hold drinks or children, not
o ? What available post-security)

2 Baggage T it
£ Need T 3 Returns Process — causes anxiety, no incentive to return the cart, rushed
< timelines

How can we simzort ther drorn makng ovoces:
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Top Ideas Further Prioritized into Three Key Buckets

Pursue further:

Implement , Big Ideas
business plans
O Solution #1 —" implemented O Solution #4 O Solution #16
O Solution #2 } O Solution #5 O Solution #17
O Solution #3 in process O Solution #6
O Solution #7
O Solution #8

O Solution #9
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