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Today’s Learning Objectives

(1) Identify existing solutions for airports to 
create a touchless customer experience

(2) Prepare for and implement touchless 
solutions

(3) Utilize available resources for deploying 
touchless solutions



American Association of Airport Executives (AAAE) 

1.0 Continuing Education Units (CEUs) 
are available to Accredited Airport 

Executives (A.A.E.)

Report your CEUs: 

www.aaae.org/ceu

http://www.aaae.org/ceu


American Institute of Certified Planners 
Certification Maintenance Credits (CM)

1.5 American Institute of Certified Planners 
Certification Maintenance Credits

You must attend the entire webinar

Log into the American Planning Association 
website to claim your credits

Contact AICP, not TRB, with questions



Questions and Answers

Please type your questions into 
your webinar control panel

We will read your questions out 
loud, and answer as many as 
time allows

#TRBwebinar



Francis (Frank) Barich, P.E.

▪ Principal Consultant for Barich, Inc.

▪ Serves on Board of Directors

▪ Serves on Airports Council 
International World and North 
America (ACI-World & -NA) 
committees, the International Air 
Transport Association (IATA) 
Passenger Experience working 
groups, and the Transportation 
Research Group, Airport 
Cooperative Research Program 
(ACRP). 

▪ Principal Investigator for this ACRP 
project, Towards a Touchless Journey



Today’s Speakers

#TRBwebinar

Martin Leprohon
mleprohon@airbiz.aero
Airbiz Aviation Strategies, Ltd.

Ron Hiscox
ron.hiscox@airportprocessdesign.com
Airport Process Design, Ltd.

Leslie Ruiz
leslie.ruiz@barich.net

Barich, Inc.
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Toward a Touchless Airport Journey

Going Touchless: 
What It Means

and Best Practices

Leslie F. Ruiz



Toward a Touchless Airport Journey

Q Research Problem and Approach 

Q Trends in Aviation Industry

Q Best Practices and Lessons Learned



Toward a Touchless Airport Journey

Research Problem 

Q Airports need guidance to identify key touchpoints and 
implementable technology solutions to institute a “touchless 
travel” model 
§ Improve security and safety
§ Smoother passenger journey
§ Risk of spreading contagious diseases



Toward a Touchless Airport Journey

Research Approach

Q Literature review

Q Case studies
§ Large Airports and Airlines (10)
§ Related Stakeholders (18)
§ Small and Medium Airports (5)
§ Non-Aviation Sector (3)
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What It Means To Go Touchless

Q Minimize interactions with people

LAX Biometric eGates (Photo by Los Angeles World Airports; ©2020 Joshua Sudock)
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What It Means To Go Touchless

Q Minimize interactions with surfaces

PHX Parking Reservation System (Photo by Phoenix Sky Harbor)
https://www.skyharbor.com/parking/

https://www.skyharbor.com/parking/rewards/

https://www.skyharbor.com/parking/
https://www.skyharbor.com/parking/rewards/
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What It Means To Go Touchless

Q Reduce congestion of people

SEA Spot Saver (photos courtesy of Port of Seattle/SEA Airport)
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Q Research Problem and Approach

Q Trends in Aviation Industry

Q Best Practices and Lessons Learned



Fast Travel
Seamless

Frictionless

Contactless
Touchless

Toward a Touchless Airport Journey
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Trends in the Aviation Industry
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Q Research Problem and Approach

Q Trends in Aviation Industry

Q Best Practices and Lessons Learned
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Best Practices and Lessons Learned
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Best Practices and Lessons Learned

Touchless solutions should be closely 
linked to the airport’s overall strategy
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Best Practices and Lessons Learned

Leadership should outline a clear 
corporate strategy
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Best Practices and Lessons Learned

Collaboration is essential to promote the 
use of holistic touchless solutions



Toward a Touchless Airport Journey

Best Practices and Lessons Learned

Look at touchless solutions from the 
perspectives of passengers or staff 
members
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Best Practices and Lessons Learned

Measures that require a shift in passenger 
behaviors should be introduced with a 
clear communication plan



Toward a Touchless Airport Journey

Best Practices and Lessons Learned

A key to the success of touchless solutions 
is to ensure that they are also consistent 
beyond the airport
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Best Practices and Lessons Learned

Qualitative and quantitative data provides 
important feedback on the efficiency of 
touchless solutions
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Taking Action

Ron Hiscox
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Solutions Along the Airport Journey



Toward a Touchless Airport Journey

Value Propositions



Toward a Touchless Airport Journey

Key Drivers for Touchless Solutions

Q Business drivers
§ Increasing efficiency to accommodate higher passenger 

volumes
§ Using automation to reduce labor costs

Q Urgency
§ In reaction to pandemic, low passenger numbers and 

health & safety protocols
§ Proactive mindset in implementing lessons learned



Toward a Touchless Airport Journey

Factors to Consider
Q Airport operators should consider the following factors when 

implementing touchless solutions:
§ Cost

o Is the cost of implementation of new systems and 
technology exceeded by the benefits brought by these 
new systems?

§ Support and Maintenance Requirements
o Throughout the implementation, the airport should 

address the ongoing maintenance of the touchless 
product or service and the associated need for support 
through internal resourcing or external contracting.



Toward a Touchless Airport Journey

Factors to Consider (cont’d)
Q Alternative Solutions

§ The implementation of touchless solutions should focus 
on the effect on the passenger journey rather than on the 
solution itself. 

§ Consider quality of service as a KPI
Q Readiness

§ Readiness for implementation should be assessed against 
the airport’s existing layout and systems to identify any 
gaps.

§ Implementation should consider future proofing



Toward a Touchless Airport Journey

Touchless Airports in an
International Context 

Martin Leprohon, P.Eng.
Airbiz Aviation Strategies
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Source: Airbiz



Qantas Next-Gen Check-In
November 2010

Toward a Touchless Airport Journey

Source : Qantas
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Source : Qantas
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Biometrics

Digital travel
credential (DTC) 
based on ICAO’s
eMRTD standards

Identity Management 
Platform using a 
single token across
the passenger
journey

Decentralized identity
platform based on 
blockchain technology
that enable an 
individual to self-
manage their identity
attributes.
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Reaction to COVID-19 Pandemic

Smart Vaccination 
Certificate (SVC)
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Passengers Taking Control of their Journey
Q Seamless Identity Verification

Source : Vison-Box Source : Passenger Terminal Today
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Providing a Seamless Airport Journey
Q End-to-End Journey

Source : Airbiz
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Providing a Seamless Airport Journey
Q Mobile Applications

Source : SITA

Source : Shutterstock
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Passengers Taking Control of their Journey
Q Remote Baggage Drop-Off

Hong Kong (MTR Train Stations) Taipei (MRT Train Station)
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Passengers Taking Control of their Journey
Q Accessibility & Wayfinding

Source : Whill Source : Pointr
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Cleaner and More Modern Airport Facilities
Q Autonomous Cleaning 
Q UV-C

Source : Changi Airport Source :Hong Kong Airport
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Passengers Taking Control of their Journey
Q At-Gate Food Delivery

Source : Deliveroo
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Passengers Taking Control of their Journey
Q Autonomous Valet Car Parking

Source : Stanley Robotics Source : Mercedes/Bosch



FOR ADDITIONAL INFORMATION

Toward a Touchless 
Airport Journey

https://www.trb.org/Publications/Blurbs/182790.aspx

https://www.trb.org/Publications/Blurbs/182790.aspx
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Other Events for You:

May 25, 2023
TRB Webinar: Electrification and Hydrogen Technologies in 

Airports

June 14, 2023
TRB Webinar: Practices in Airport Emergency Response

https://www.nationalacademies.org/trb/events

https://www.nationalacademies.org/trb/events


Subscribe to the newsletter for the most recent 

TRB news & research: 

https://bit.ly/ResubscribeTRBWeekly

https://bit.ly/ResubscribeTRBWeekly


Get involved with TRB

Receive emails about upcoming webinars: 

https://mailchi.mp/nas.edu/trbwebinars

Find upcoming conferences: 
https://www.nationalacademies.org/trb/events

Transportation Research Board

@NASEMTRB

@NASEMTRB

https://mailchi.mp/nas.edu/trbwebinars
https://www.nationalacademies.org/trb/events
https://www.linkedin.com/company/transportation-research-board-of-the-national-academies/
https://www.linkedin.com/company/transportation-research-board-of-the-national-academies/
https://twitter.com/nasemtrb
https://twitter.com/nasemtrb
https://www.facebook.com/NASEMTRB/
https://www.facebook.com/NASEMTRB/


Get Involved with TRB

Be a Friend of a Committee bit.ly/TRBcommittees

▪ Networking opportunities

▪ May provide a path to Standing Committee membership

Join a Standing Committee bit.ly/TRBstandingcommittee

Work with CRP https://bit.ly/TRB-crp

Update your information www.mytrb.org

Getting involved is free!

http://bit.ly/TRBcommittees
http://bit.ly/TRBstandingcommittee
https://bit.ly/TRB-crp
http://www.mytrb.org/


TRB’s Podcast!

Have you heard TRB’s 
Transportation Explorers?

Listen on our website or 
subscribe wherever you 
listen to podcasts!

#TRBExplorers

https://www.nap.edu/trb/podcasts/


Get involved with ACRP

Visit us online: 

www.trb.org/ACRP

http://www.trb.org/ACRP


Other Ways to Participate

Become an Ambassador. Ambassadors 
represent ACRP at events and conferences 
across the country! 

Sponsor or become an ACRP Champion. The 
champion program is designed to help early-
to mid-career, young professionals grow and 
excel within the airport industry.

Visit ACRP’s Impacts on Practice webpage to 
submit leads on how ACRP’s research is being 
applied at any airport.

http://www.trb.org/ACRP/ACRP.aspx


ACRP Recorded Webinars

Have you missed a past ACRP webinar that you wish you 
could have attended?

No worries! All ACRP webinars are recorded and posted to 
TRB’s website for viewing at any time. 

There are over 100 webinar recordings on a variety of 
aviation topics available to you at:

https://www.nationalacademies.org/events
Select “Past Events” tab and search for “TRB Webinars”.

https://www.nationalacademies.org/events

