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We’ve all been there. Some of us many times. Everyone has a different ver-
sion of it. The nightmare airport scenario. You’ve arrived in plenty of time 
for your flight, only to find the ticket counters jammed, the security lines 
snaking through the hall, and a sea of fed up passengers tapping on their cell 
phones and murmuring amongst themselves. The guy in front of you sets 
off the x-ray machine. He empties his pockets. He re-enters and sets it off 
again. Your heart is beating faster with each beep of the alarm.

By the time you make it through security, you’re sprinting to make it to your 
gate in time before they close the doors. You make it to your seat, only to sit 
on the tarmac for 40 minutes before takeoff. When you finally arrive at your 
destination, your checked luggage is nowhere to be found. No one can tell 
you exactly where it is, but it’s not sitting on the carousel it should be in the 
same city as you now stand.

In order to operate optimally and improve the passenger experience, air-
ports must be able to answer a number of critical questions every minute of 
every operating day. How many passengers should they expect at any given 
time? What is the average wait time for each passenger? How many security 
lanes should be open and at what time? How quickly do employees work to 
get passengers through the security checkpoints? Was yesterday a high or 
low performing day? And this is just the beginning.

Historically, airports have done a good job of capturing reams of data every 
day. Legacy systems are built to capture and exchange millions of data 
points. But these systems are not fit for analytical evaluation of that data or 
creating accurate plans based on historical information. Many airports lack 
a system that takes all of this data from different systems, combines it into 
one easy-to-understand plan, and helps employees learn from these experi-
ences in a data-driven way.

Improve airport 
operations with 
analytics
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The answer to this lies in business intelligence and planning software 
designed for the regulations of the airline industry.

Now picture this: You arrive at the airport and head towards your gate. 
There are multiple security lines open, all of which are swiftly moving 
passengers through. The airport expected an increase in passengers at 
this time, staffed appropriately for the rush, and opened two additional 
security lanes. Despite the high volume of passengers, you make it from 
the curb to your gate in under 30 minutes.

When you arrive at your destination, your bag is on the carousel wait-
ing for you. Or maybe it’s not. You did cut your time a little close there. 
When you ask a representative about your luggage, she pulls out an iPad,  
punches in your claim ticket number, and can tell you the exact location 
of your luggage. It did not make it to the plane before the flight closed.

It’s currently in route on the next flight to your destination. At least you 
can breathe easy knowing it’s not lost in thin air or sitting on top of a 
crate on its way to Madagascar.

This is the reality for 
airports that run on 
accurate planning and 
performance evaluation.
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One of the most unique operational challenges that airports face is the re-
lativity of every different process to others. Airport operations lack a clear 
linear flow of data when compared to a typical manufacturing or retail busi-
ness. That’s because each data point might be impacted by another, which 
is impacted by another, which is impacted by another, all seemingly unre-
lated and scattered through the entire curb to gate process. The check-in 
process impacts the security process, which affects the shopping process 
and the gate entry process.

All of this data must be captured for reporting, making planning and BI sy-
stems game-changing tools in the industry. Historically, airport
departments are almost exclusively silo-ed. Baggage doesn’t care about 
security performance. Security doesn’t care about retail performance.
Each stakeholder cares exclusively for his or her own interests.

So how do you get every stakeholder on the same page? And why should 
they care?

The airport challenge
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1. IMPROVED OPERATIONAL PLANNING 
Despite the mountains of data collected on a daily basis from every corner 
of the airport operation, most airports lack the ability to analyze and learn 
from this data to produce accurate plans. Many even lack the insight to de-
termine if yesterday was a high or low performing day.  

A strong performance evaluation system forges the path for better operati-
onal planning. By standardized evaluation of processes, the steps for conti-
nuous improvement are clearer. By this measure, operational planning and 
BI systems are the backbone of functioning airport operations, and a critical 
element that many airports are missing.

BI and analytics delivers insight into every step of the operational strategy, 
laying the groundwork for better decisions for the full planning cycle th-
rough accurate plans. With data pointing directly towards the areas that 
need improvement, airport decision makers can move operations closer to 
the goal of excellent passenger experiences at the lowest possible cost.

2. BETTER PERFORMANCE MONITORING 
Skilled operational employees who excel in executing plans are the lifeblood 
of today’s airports. What they bear in execution, however, they lack in data to 
further their learning. Without robust insight into data and processes, one of 
the key elements typically missing from an airport’s operational planning is 
performance evaluation of plans.

Without analytics, airports cannot use data to learn from their experiences. 
This makes evaluating performance a word of mouth guessing game.

When a system does not perform as expected, the blame game runs ram-
pant through airport ranks. There’s no data to support employee perfor-
mance, and employees have little chance to learn and improve.

A BI and analytics system that is designed to capture the many facets of air-
port operations while adhering to the federal guidelines and security neces-
sities of the industry brings performance evaluation to the forefront. Addi-
tionally, an airport operational planning system’s performance evaluations 
will determine how capable the airport is at creating and fulfilling accurate, 
attainable plans.

7 biggest benefits of 
airport analytics 
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3. IMPROVED STAFF MORALE 
A clear and regular performance monitoring system directly leads to im-
proved staff morale. Every day is a learning experience for employees when 
they have straightforward directives, clear-cut goals, and understandable 
performance evaluations.

If airport operations are falling short of targets, a BI and analytics system will 
clearly signify which facets are missing the mark, and open the door to im-
provement. This eliminates the airport blame game and fosters a healthy 
environment of learning and improvement for airport employees.

Additionally, efficient airport operations lower employee stress. Airport traf-
fic is historically difficult to predict and changes rapidly day to day. Traveler 
traffic often takes employees by surprise when they are on duty. As such, 
the most common airport employee complaints are shifts and stress. Bet-
ter operational planning means less stress thanks to better preparation, and 
clearer understanding of the logic behind each shift assignment.

Employees can better plan for their shifts and manage expectations  
based on full cycle plans. All of this lowers stress, increases morale, and has a  
measurable effect on absentee rates and sick days.

4. BETTER SECURITY 
In addition to lack of preparation, one of the most common interruptions to 
the security process is false positives. False positive alarms add to wait times 
and frustrate travelers. Even more problematic, too many false positives ef-
fect the attention and acuity of security agents.

Remember the boy who cried wolf? Every alarm must be taken with utmost 
caution at the airport security checkpoint. However, if an agent is pushing 
out multiple false alarms per hour, his warnings might not be taken as  
seriously as they should when they really count.
 
The security process is rife with data. Closely tracking the false positives of 
each employee will signify problems and lead to better training and ultima-
tely better performance. This makes the entire system safer for travelers 
and staff.
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Employees can better plan 
for their shifts and manage 
expectations based on full 
cycle plans. All of this lowers 
stress, increases morale, and 
has a measurable effect on 
absentee rates and sick days.
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5. REDUCED WAIT TIME 
Reduced wait time is perhaps the most evident display of 
efficient airport operations. This lies directly in the ability to 
predict an airport’s flow.
Many airports have a goal of moving passengers through 
from curb to gate within 30 minutes. Constant measuring 
and monitoring of KPIs will clearly tell you if you are meeting 
your marks for efficiency where they matter most to trave-
lers.

A general understanding of the flow of travelers passing 
through the airport at any given time will signify how many 
security lanes should be open. Performance monitoring will 
tell you how quickly employees are getting passengers th-
rough the checkpoints and whether or not efficiency targets 
are met.

Let’s say you receive an alert that yesterday’s wait times were 
not in line with the airport target. Just open up the analyses, 
drill into the numbers, and find the underlying cause of what 
went wrong. This will help you better plan going forward. 
Without that data, you cannot even begin the improvement 
process.
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6. IMPROVED BAGGAGE PERFORMANCE 
Many airports struggle tremendously with their baggage sy-
stems. Just like the scenario described in the beginning of 
this eBook, when a piece of luggage doesn’t show up at its 
intended destination, airport employees often have no im-
mediate way of tracking that luggage and assuring worried 
passengers where their belongings have landed.

A robust BI system will bridge the gap between the data col-
lected for baggage and the data collected for flights, tying all 
the disparate systems together in a neat package of dashbo-
ards and analyses for easy consumption. Access to the full 
cycle of data informs managers of the rebuilding that must 
be done to improve a current baggage system.

Analyses will display what happened to luggage and why. 
With real time data reporting, employees can zoom in on 
the exact conveyor belt where a piece of luggage is currently 
located and proactively solve problems before the flight is 
logged as closed and before passengers even arrive at the 
carousel.
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7. IMPROVED CUSTOMER SATISFACTION 
It is an impossible feat to measure satisfaction for every passenger that pas-
ses through your airport. However, there are a number of metrics mentio-
ned above that most closely correlate with passenger satisfaction that can 
easily be captured and analyzed. Wait times, employee morale, and general 
organization have a direct impact on the traveler experience. If even one of 
these elements is off target, traveler perception can take a dive.

Let’s say a traveler waits 35 minutes to get through the security check-
point, but they are greeted by a friendly security agent and treated with 
respect. Compare that to a traveler that breezes through the line in under 
10 minutes, but faces a rude agent. Or the horde of travelers waiting in a 
sluggish security line who can all clearly see that only two of the potentially 
four security checkpoints are open. The airport’s lack of preparation for the 
crush of passengers at this time is not going to make anyone happy.

All of these metrics can be improved with regular measuring and monitoring 
in the process of operational planning. An improved strategy in general is 
like the rising tide that lifts all boats, including customer satisfaction.
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Airport operations produce such an ocean of data, it is often a struggle to 
determine which metrics to most closely monitor. Many airports have 400 
to 500 KPIs flagged in their systems every day. With that much critical data, 
it would be impossible to accurately measure operational performance.

So which metrics matter most for each airport operational area? Most of it 
centers around – you guessed it – wait time.

The most important 
airport KPIs

PASSPORT

NEW GATE
GO TO XX

SECURITY 
WAIT TIME 

FLIGHTS
GATE ALLOCATIONS

ON-TIME PERFORMANCE

CHECK IN
WAIT TIME 

IMMIGRATION
WAIT TIME 

BAGGAGE
MISHANDLED BAGGAGE

BAGGAGE RECLAIM
WAIT TIME 
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Dashboard examples
PAX Queues
Real-time information to give you the data-driven overview of PAX queues, 
which is compared with the day’s expectations. Major variances will trigger 
alarms.

PAX Overview
PAX overview on airliners, destinations for cities and countries – drive  
growth through data visibility.
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Executive dashboard
Corporate and real-time data for the executive team.

Search area
Customized infographics for opmizations of the search area. If alarms and 
returns are too high, it will have an impact on the queue length, so it is criti-
cal to maintain proper capacity, working towards high performing indicators.
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Smiley kiosks
Smiley face kiosks collecting information for local and shared services which 
are measured and presented to improve customer satisfaction.

As airports experience through tremendous growth and more travelers than 
ever before are taking to the skies, there is no better time to evaluate what 
is missing from your operational planning. BI and operational planning sy-
stems will offer new levels of clarity to a complicated system and drive in-
sight for better, data-driven decision- making.
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Don’t just manage your growth; 
improve your entire passenger 

and employee experience.
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