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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



Collection & 
implementation of 
employee ideas

INTERNAL

Innovation to further 
airport strategic initiatives 
(passenger experience, 
Terminal upgrades etc)

Partnerships and/or 
engagement with 
universities & 
community groups

COMMUNITY

Innovation 
Programs to source 
& test unique 
solutions to 
identified 
opportunities 

PROGRAM

Proof of concept 
trial/pilot

STRATEGIC

Different Ways Airports Implement Innovation

TESTING



o Design thinking workshops to 
identify pain points & 
brainstorm solutions

Apply Innovation to 
Passenger Experience

Select a Topic to Tackle Knowledge Synthesis Engage Employees & 
Partners

STEP 1 STEP 2 STEP 3 STEP 4 STEP 5

Solutioning & Next Steps

o Prioritize solutions
o Survey passengers
o Test & trial

4

Recent Airport Innovation Project: Approach 



Pre-Flight 
Journey Customs Journey Arrivals Hall to Ground 

Transportation

Preparing for trip Arrive in Terminal E
(head to customs)
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Arrivals Hall
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Pre-Flight 
Journey Customs Journey Transfer/re-

check Process

Arrive in Customs Bags picked up in 
Customs

Continue to Delta 
Terminal 

Preparing for trip Re-check bag

Arrive in Customs Bags picked up in 
Customs

Airport Arrival to 
Customs

Airport Arrival to 
Customs

Arrive in Terminal E
(head to customs)

Proceed to 
Delta Terminal
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Project Exercise: ‘Experience’ the Passenger Journey



Effort (Initial Estimate)
(e.g., cost, operational impact, resources, time)

Solution # 1

Solution #3

Solution #10 
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Solution #14
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Solution #17
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Solution #5
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Solution #15
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*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

Solution #2

Project Output: Initial Solution Prioritization



Thank You!



Appendix



Engage the Community

Drive Innovation in 
the Industry

Further Employee 
Engagement

Improve the 
Passenger Experience

Innovation Objectives/Benefits 
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Drive financial 
return



Benefits of a Design Thinking Workshop

Why This Approach?

Expected Benefits

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

Simple tangible way to test this 
innovation process

Leverage employees, airline 
partners & outside key partners 

who are ‘design’ focused

Customer 
Focus

Identify specific pain points & 
opportunities for 

improvement

Brainstorm solutions in a safe 
environment with focus on ‘No 

bad ideas: all welcome’

Fosters employee 
engagement and 

collaboration

1
0
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EXCERCISE 2: PASSENGER JOURNEY MAPPING

Each Group Assigned 
to a Different 

Customer Persona

Passenger Journey & Milestones 
Were Provided

Each Group Immersed 
Themselves in the Passenger 

Experience

Top 3 Passenger Pain 
Points Identified

STEP 1 STEP 2 STEP 3 STEP 4

11



Top Ideas Further Prioritized into Three Key Buckets

Implement

o Solution #1                implemented
o Solution #2
o Solution #3                in process

Pursue further: 
business plans

o Solution #4
o Solution #5
o Solution #6
o Solution #7
o Solution #8
o Solution #9
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Big Ideas

o Solution #16
o Solution #17


