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Passenger numbers are growing strongly and 97% of them 
are carrying mobile devices to stay connected and keep them 
informed and entertained throughout their trip.

Now in its eleventh year, the Airport IT Trends Survey, 
delivered in partnership by Airports Council International 
and SITA, reveals many airports are rising to the challenge of 
meeting the expectations of this ‘connected traveler’. 

However, not all airports are traveling at the same speed. 
While airports among the Top 50, have been quick to embrace 
the connected traveler, others are still at the early stages of 
delivering a hassle-free journey for passengers through 
the airport.

Following the high level of interest last year, we are again 
taking a closer look at the IT trends evolving at leading airports 
in China. This year we see a new focus on IT&T investments to 
improve the passenger experience including new self-service 
options such as bag-tag printing, self-boarding and self-
bagdrop. This increased attention to the customer experience 
has also seen airports in China embrace new media with 100% 
of them investing in passenger services via social media and 
mobiles by 2017. 

As usual, we offer our deep thanks to all the airports and 
airport operators who give up their valuable time to take part 
in the survey. It would not exist without your effort and we ask 
for your continued support in future years so that we can 
keep benchmarking technology trends across the global 
airport sector.

This survey covers airports from all major regions of the world 
and collectively represents 42% of global passenger traffic.

We welcome any feedback or comments on the survey. 
For more information on our previous surveys and our sister 
surveys on airline and passenger IT trends, together with all 
our accompanying features and analysis, visit SITA’s website 
at sita.aero/surveys .

For more information go to:

www.sita.aero/surveys 
www.sita.aero/ittrendshub 
www.aci.aero 
Or search the App Store for ‘SITA IT Trends Hub’

Francesco Violante

CEO, SITA 

Angela Gittens

Director General, ACI

Max Kingsley-Jones
Editor
Airline Business

Angela Gittens
Director General  
ACI
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PASSENGERS ARE THE PRIORITY
The majority of airports are putting passengers first by 
prioritizing IT&T (IT & Telecommunications) investment that 
can improve their time at the airport.

Passenger processing projects remain the main focus of 
IT&T investment with 59% of airports rating it a high priority. 
Another passenger-related activity, security, also figures 
high on the IT&T agenda. While just outside the top three 
priorities, baggage management is also closely connected to 
the passenger experience.

BIGGER IT BUDGETS
Following three years of growth, spend on IT&T dipped 
slightly to 4.41% in 2013, from 4.90% in 2012.

Nevertheless, IT&T budgets continue to outpace growth in 
airports revenues. Between 2010 and 2013, global airport 
revenues increased 8.1% compared to a 10% increase in 
absolute IT&T budgets over the same period.

That is backed up by airport CIOs, with 60% reporting more to 
invest in absolute terms last year, compared to 11% receiving 
a cut.

This year the outlook is similar, with 63% of CIOs expecting 
to spend more in 2014 on IT&T in absolute terms and 11% 
budgeting to spend less.

Overall, airports are slightly more cautious for 2015, with 
56% predicting an increase over 2014, while 14% expect a 
lower budget.

Regionally, confidence is high in North America and Asia 
Pacific, where over 80% of CIOs expect budgets to increase or 
at least stay the same in 2015, compared to this year.

European airports are less optimistic, with 43% of CIOs 
expecting budgets to be in line with this year, while 17% 
believe they will be asked to make cuts. 

PASSENGER INVESTMENTS ARE 
DRIVING AIRPORT IT SPENDING
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The top 3 investment priorities in 2014 are passenger, 
security and operations

% of airports considering these as 'high priority'

Passenger
processing

Security Operations
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Airports are aiming to provide infrastructure and services 
that can deliver more convenience, control and a connected 
experience to passengers.

Over the next three years, more than 80% of airports plan 
a major investment or an evaluation project in either the 
self-service and/or mobile areas.

Business intelligence initiatives, which will open the way 
for airports to provide contextual, real-time information 
and services to passengers and staff, are also a serious 
investment area with 41% of airports planning major projects.

STRONG INTEREST IN NEW TECHNOLOGIES 
Many airports are evaluating the business case for new 
technologies with trials and projects.

Getting the most attention is cloud services with 71% of 
airports planning either a major program or running a pilot 
project over the next three years. 

Geo-location technologies, such as Bluetooth and Wi-Fi, 
which can be used to improve passenger flows and provide 
location-based services are also high on the agenda. By 2017, 
60% of airports plan to invest in a major or pilot Bluetooth 
program and 52% in Wi-Fi.

New technologies that have yet to get much widespread 
uptake include Near Field Communications (NFC) and digital 
tags for asset and baggage tracking. Both remain largely at 
the evaluation stage with few major projects being initiated.

While it is still early days, two technologies predicted to make 
an impact within the airport environment are iBeacons and 
wearable technologies, such as smartwatches and Google 
Glass. Among the top 50 airports with the highest passenger 
numbers, the majority plan to run projects with iBeacons 
over the next three years, while 19% plan to look at wearable 
technologies. 

NEW TECHNOLOGIES ARE 
MAKING AN IMPACT 

THE AIRPORT IT TRENDS SURVEY  |  © SITA 2014

OVER 70%
OF TOP 50 AIRPORTS HAVE INVESTMENT 
PLANS FOR CLOUD AND GEO-LOCATION 
TECHNOLOGIES BY 2017

new technology initiatives by 2017

Cloud services

Geo-location

New Wi-Fi via Hotspot 2.0

Near Field Communication

Digital Tags

iBeacons

Wearables
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30% 30%

3%

Major program Evaluation program 
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No plans

% of airports with new technology initiatives by 2017

NEW TECHNOLOGY INITIATIVES BY 2017
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Airports continue to invest heavily in providing self-service 
options to passengers and trying to connect those options 
together into a seamless journey from home to aircraft.

MORE KIOSKS
Nearly two in five airports (37%) plan to increase the number 
of check-in kiosks, while 23% of airports are planning to 
increase the availability of kiosks for other uses.

The number of airports offering check-in kiosks is growing. 
Within three years, it will be almost universal with 92% of 
airports providing the service via common-use or dedicated 
kiosks.

Passenger usage of those kiosks is also rising and today 
17% of airports report they check-in more than half of 
passengers through a kiosk. By 2017, this is expected to 
jump to 72% of airports.

To reach that figure, airports continue to invest in new 
common-use kiosks for check-in and new functionality.

BAGGAGE PROCESSING THE NEW FOCUS
With check-in largely taken care of the self-service focus for 
airports has shifted to making baggage processing easier 
for passengers.

Bag-tag printing at kiosks is already available at 35% of 
airports and that will reach nearly 7 out of ten airports within 
three years, paving the way for widespread adoption of 
self-service bag-drop.

Today, assisted bag-drop is more prevalent than unassisted 
bag-drop, with 38% of airports offering the service. This is set 
to rise to 74% by 2017. 

However, during that time unassisted bag-drop will grow 
much quicker rising from 16% today to 62% in 2017.

TOWARDS A SEAMLESS JOURNEY
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No Change
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STRATEGY FOR COMMON-USE KIOSKS
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NEW SERVICES FOR THE 
CONNECTED TRAVELER 
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50%
OF AIRPORTS OFFER FLIGHT UPDATES VIA 
MOBILE TODAY

Mobile investments continue to be a major part of airport IT 
strategies and a prime means to develop a closer relationship 
with airport users. 

APPS EVERYWHERE
By far the most common mobile service available is flight 
status notifications, with 50% of airports offering the service 
and this will become industry wide by 2017 with a further 40% 
of airports planning to provide it by then.

The availability of other services through mobile apps is 
relatively low in comparison, but over the next three years 
more than half of all airports are planning to introduce 
airport-focused notifications, including queue times, more 
personalized information, such as opt-in services and 
customer service initiatives, as well as retail services.

MOBILE ALERT FOR TRAVEL DISRUPTION
One area where mobile technology can make a huge 
difference is in managing disruption, or irregular operations, 
as it is known in the industry. 

Getting accurate, up-to-date information to staff and affected 
passengers as quickly as possible can save an airport’s 
reputation and help minimize costs.

Today, just over 30% of airports surveyed are able to provide 
real-time information to passengers via mobile should a 
disruption happens, with a further 35% planning to do so over 
the next three years.

Among the fifty largest airports, where disruption can 
have greater consequences, the trend is stronger with the 
majority (52%) already able to provide real-time information 
to passengers via mobile. By 2017, this will have increased to 
82% of airports.

There is also a strong regional dimension, with Europe and 
Asia-Pacific leading investment in this area with 7 out of 10 
airports planning to provide real-time information by 2017.
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MOBILE SERVICES PERFORMANCE
The survey indicates that there is very little formal tracking of 
performance for mobile services. Only two-thirds of airports 
track indicators such as download and usage data.

For most of those that do track performance, reality has just 
about met expectations, but there are still a sizeable number 
of airports (around one-third) where their mobile investments 
have underperformed against tracked indicators.

The biggest success has been for mobile app downloads. 
Of those airports that track them, 30% have seen download 
numbers outperform their expectations, although 32% have 
been disappointed with download levels.

The weakest performing area is mobile’s ability to deliver new 
revenue and cost savings. Around 40% of airports tracking 
these two indicators failed to achieve their expectation and 
next to no airports over performed.

SOCIAL CRM ON THE RISE 
Managing customer relations via social media has shown an 
increase with 30% of airports using the channel, compared 
to 24% in 2013. A further 40% of airports are planning to 
implement it by 2017. 

Social media is also now used for retail promotions (23%) and 
notifications about flight status (23%).

Typically less than 54% of airports track their performance in 
social media across multiple indicators and few airports have 
seen their investment performing above expectations.

The benefit from using social media that is proving the 
strongest is the ability to ‘personalize’ communication 
through direct interaction, with 15% of airports that track this 
indicator seeing performance above expectations.

Social media usage has also been better than expected for 
13% of airports that measure it, although nearly 20% report 
figures lower than expected.

PERFORMANCE OF PASSENGER SERVICES VIA MOBILE

Customer  loyalty

Mobile self-service usage data

Mobile apps downloads 

Personalized services via mobile

Efficiency gain 

Cost savings 

New revenue generation 

% of airports rating the performance of passenger mobile applications compared to expectations

23%

23%

4%73%

4%73%

3%

0%

39%

32%

35% 5%

30%

Above expectationsAs expectedBelow expectations

31% 39%

59%

5%63%

58%

44% 56%

PERFORMANCE OF PASSENGER SERVICES VIA MOBILE
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Business Intelligence (BI) remains in its infancy at most 
airports, according to the survey, with very few initiatives 
considered fully accomplished.

TWO MAIN AREAS OF INTEREST
Nevertheless there is growing interest in applying BI to 
improve both the customer experience and airport operations.

The most common projects to date focus on using BI data for 
allocating staff or assets at the airport. Around one-third of 
airports are currently doing this.

PASSENGER FLOW MANAGEMENT
But the main interest lies in using BI to improve passenger 
flows. Today, only 22% of airports are using BI in this area, 
but 49% are planning investments by the end of 2017, which 
will make it the most widely implemented use for BI.

AIRPORT OPERATIONS
Likewise, using BI in airport operations, such as Collaborative 
Decision Making (A-CDM), is also getting a lot of attention, 
both for improving levels of efficiency and on-time departure 
performance. Over the next three years a further 39% 
of airports will be implementing BI initiatives in airport 
operations making it the 2nd fastest growing area for BI. 

DATA IS CRUCIAL
Good quality BI depends on having access to good quality 
data. The survey indicates that issues around sourcing 
data are holding back BI initiatives. Few airports (<10%) are 
currently totally satisfied with either the data quality or their 
ability to access and update it. 

The majority of airports (51%) rate aircraft movements as 
the single most important dataset for BI, but data from retail 
operations and passenger data obtained from websites and 
mobile apps, are close behind in importance. 

Currently half of airports surveyed use the data they collect 
to benchmark their performance under ACI’s Airport Service 
Quality (ASQ), with another 39% planning to do so by 2017.

As airports become more commercially savvy there is also 
strong interest in analyzing retail spend data. Today, 42% of 
airports conduct analysis in this area and this will jump to 
nearly 80% within three years.

AIRPORTS ARE GETTING 
SMARTER WITH BI 

89%
OF AIRPORTS WILL USE BI TO CONDUCT 
AIRPORT SERVICE QUALITY DATA ANALYSIS 
BY 2017 

% for 2014 % by 2017

% of airports conducting Business Intelligence analysis

Airport Service
Quality reporting

Capacity analysis

Passenger flow

84%

83%

89%

38%

34%

50%

TOP 3 PRIORITIES FOR BI ANALYSIS

TOP 3 PRIORITIES FOR BI ANALYSIS
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INCREASING FOCUS ON THE  
PASSENGER EXPERIENCE
The number of passengers passing through China’s 193 
airports continues to grow rapidly. In 2013, there were 745 
million passengers, up 9.7% on the year before, and this is 
expected to grow to 873 million by 2016.

To support this massive growth, airports are investing in 
new infrastructure and technology. For example, over the 
next three years, more than half (54%) of China’s leading 
airports are planning expansion, while half are building new 
airport terminals.

From a technology perspective, investment priorities are 
much the same as airports at the global level. Passenger 
processing tops the IT agenda with 53% citing it as the highest 
priority, followed by security and airport operations. However, 
it is a switch from last year when Chinese airports placed 
airport operations as their top investment priority.

SELF-SERVICE AND COMMON-USE
The shift of focus from operations to passengers is noticeable 
in the choice of investment projects with 65% of airports 
having major program and a further 29% running pilot 
projects related to self-service.

New self-service options are also being introduced to improve 
passenger handling, such as bag-tag printing, self boarding, 
and bag-drop. Today, 65% of airports can offer bag-tag 
printing, up from 46% in 2013, while self boarding is available 
at 35% of leading airports in China, a jump from 8% last year.

Chinese airports continue to increase the number of 
common-use kiosks available to passengers. 35% of leading 
Chinese airports plan to add more kiosks for check-in, while 
35% are planning to install them for other uses (up from 29% 
in 2013).

NEW SERVICES
Airports in China are embracing new social trends, such as 
mobile and social media, driven by Generation Y consumers. 
In fact, in 2014 every airport surveyed has a major investment 
or an evaluation project related to passenger services via 
mobile and social media. 

Behind the investments is a strong desire to develop a more 
personalized customer service through direct interaction and a 
majority of airports (53%) rate their social media investments 
against this criteria as performing well or above expectations. 

In particular, Chinese airports are using mobile and social 
media to communicate with passengers in times of disruption. 
By the end of 2017, 94% of airports in China will have 
implemented real-time notification via social media and mobile.  

CHINA: INCREASING FOCUS ON THE 
PASSENGER EXPERIENCE

65%
OF AIRPORTS HAVE NEW SELF-SERVICE 
INITIATIVES

IN 2014

BY 2017

OF AIRPORTS HAVE NEW
SELF-SERVICE INITIATIVES

65%

OF AIRPORTS ARE IMPLEMENTING
BAG-TAG PRINTING

65%

OF AIRPORTS WILL BE IMPLEMENTING
PASSENGER SERVICES VIA MOBILE OR
SOCIAL MEDIA 

100%

OF AIRPORTS WILL BE OFFERING
MOBILE NOTIFICATIONS
FOR TRAVEL DISRUPTION 

65%
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The survey objectives are to monitor key IT trends within the 
airport industry including:

• IT&T investment and strategies

• Passenger Management

• Business Intelligence 

• Successes & Challenges

This year we have further refined the data weighting system 
to ensure that it is a representative sample in relation to 
global passenger traffic and to compensate for annual 
fluctuations in the respondent group. Using the Airports 
Council International annual passenger traffic statistics, 
we have applied a coefficient to each region based on the 
proportion of traffic the region contributes to the global total. 

Where there is a comparison to 2013 figures we have applied 
this 2014 passenger weighting methodology to the 2013 result. 
Any backward comparison prior to that year is not advisable. 

The research is focused on senior IT executives at the top 200 
airport operators. This year we received 106 responses from 
airports, through which 2.35 billion passengers traveled last 
year. This represents 42% of the total global passenger traffic 
and 46% of the traffic among the Top 100 airports.

THE RESPONDENTS PROFILE
Responses from mainland China this year represented 
54% of the total passenger traffic in China. This has allowed 
us to present some highlights of specific trends in this 
expanding and important market. This data is unweighted 
and global industry data is also presented unweighted in any 
comparisons.

METHODOLOGY

split of airport respondents

PASSENGER
TRAFFIC

<10MILLION

10-20MILLION
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39%
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28%
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split of airport respondents

WORLD
REGIONS

ASIA-PACIFIC

EUROPE

AFRICA/
MIDDLE EAST
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26%

6%

AMERICAS

32%

SPLIT OF AIRPORT RESPONDENTS



For further information,  
please contact sita by  
telephone or e-mail:

Americas
+1 770 850 4500 
info.amer@sita.aero

Asia Pacific
+65 6545 3711 
info.apac@sita.aero

Europe
+41 22 747 6111 
info.euro@sita.aero

Middle East, India & Africa
+961 1 637300 
info.meia@sita.aero

Follow us on www.sita.aero/socialhub

SITA AT A GLANCE

The air transport industry is the most dynamic and 
exciting community on earth – and SITA is its heart. 

  Our vision is to be the chosen technology partner of 
the industry, a position we will attain through flawless 
customer service and a unique portfolio of IT and 
communications solutions that covers the industry’s 
every need 24/7.

  We are the innovators of the industry. Our experts  
and developers keep it fuelled with a constant stream  
of ground-breaking products and solutions. We are  
the ones who see the potential in the latest technology  
and put it to work.

  Our customers include airlines, airports, GDSs and 
governments. We work with around 450 air transport 
industry members and 2,800 customers in over 200 
countries and territories.

  We are open, energetic and committed. We work in 
collaboration with our partners and customers to 
ensure we are always delivering the most effective, 
most efficient solutions.

  We own and operate the world’s most extensive 
communications network. It’s the vital asset that  
keeps the global air transport industry connected.

  We are 100% owned by the air transport industry – 
a unique status that enables us to understand and 
respond to its needs better than anyone.

  Our annual IT surveys for airlines, airports and 
passenger self-service are industry-renowned and  
the only ones of their kind.

  We sponsor .aero, the top-level internet domain 
reserved exclusively for aviation.

   In 2013, we had consolidated revenues of  
US$1.63 billion. 

For further information, please visit www.sita.aero
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