PASSENGER HANDLING

¥ 1 October 2009, the last of Ryanair's
Bcheck-in desks had been removed at all

of its airports. For passengers who have
frequently experienced the frostrations of be-
ing herded along slow-moving queues, only to
be faced with inane and pointless security
questions at the desk, this would appear to be
good news. But which of the stakeholders - air-
line, airport or passenger - really benefils, or is
there some galn for everyone?

The biggest beneficiary is the airline. A statement
by Rvanair's colourful and controversial chiel execu
tive, Michael O'Leary, that abolishing check-in desks
al airports would save the airline about EURS0 mil-
licsrs (LISD6E milllon) per annum, could lead to other
European low-fare carriers following suit

The advantage for passengers is less clearcut, as
the new system may simply replace the checkin
quene by a similar snaking line at the bag-drop point

Airports appear to have accepted this move as
just another added element to the processing of
passengers, but are clear that the complete ellmina-
tion of airport check-ln facilities will certainly not
become the norm in the medium term.

“We cannot expect airline check-in at airports o
be completely eliminated, for several reasons,” ar-
ques a spokesman for Munich Airport *The major-
ity of passengers on long- and medium-haul Nights
travel with checkin baggage, as do passengers on
short-haul routes when taking trips lasting more
than three days. Furthermore, premium-class pas-
sengers will continue to expect to check in baggage
free of charge in the fure,

“The same applies to the sporting community,
who are increasingly taking their own equipment
{such as surfboards, goll bags, skis) along on their va-
cations. For the classical checkin process with seat
selection, checkin counters are no longer needed if
customers already make use of online check-n or aw-
tomated checkin stations, However, if passengers are
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travedling with haggage, it is absolulely necessary o
have baggage checkddn facilities. The complete eliml-
nation of baggage check-in counters at premium
alrports is Inconceivable at present”

Passengers with checkin baggage will still have
to queue at a drop-off point in the future, Stalfing
levels will determine how quickly or slowly the pro-
cess operates after that point. Most airports agree
that passengers still need assistance with selfser-
vice checkdn stations and take significantly longer if
they have to periorm the whole process by them-
selves. Eventually, new systems will enable passen-
gers o carry out the entire baggage checkin pro-
cess completely on their own.

SITA Portfolio Manager Kevin Peterson agrees
there is sl life in staffed check-n. He expects it to
remain for at least another decade “as one of the
various means of check-in, for example agent, ki-
nsk, weh and mobile”. In 2009 the industry coms-
pleted the definition of the IATA Common Use Pas-
senger Processing System (CLUPP3) standard,
which has replaced the legacy [ATA Common Use
Terminal Equipment (CUTE) standard as the plat-
form to support agent-facing check-in and boarding
applications. SITA itsell has developed AirporiCon-
nect, a ool to support CUTE, CUPPS, internet-based
and commaon-use selfservice (CUSS) applications.

‘There is a danger

that check-in lines

will merely shift from
check-in counter to the
kiosks if we don’t get
the balance right’

“Like agent checkdn, existing CUTE applications
will also be around for at least another ten years,”
he adds. "SITA continues to invest in the various
means of checkin by supporting the CUPPS stan-
dard for agentfacing applications; deploying kiosks |
like the AlrportConnect 53; and developing web |
and mohile checkdn applications.”

Cost implications

While the smoothing-out of the passenger handling
process is welcomed by Munich Alrport, it does ex-
press some concern at the cost implications. “At
automated Cl [checlk-in] stations, extensive equip-
ment must he installed, and this also takes up
space. The higher imvestment volume that has o be
borme by the airport is not only a result of the initial
purchase, There are also higher ongolng operating
expenses for this equipment,

“In contrast, the personnel costs are significantly
lower than In conventional counter operations. The
onsite processing me could be noticeably re-
duced, which would allow substantially greater
numbers of people to be processed through the ex-
isting facilities. We will, therefore, see a strong
hoost to productivity at the baggage checkdn coun-
ters, but only as long as the process is offered with
staff support.”

Patrick Heck, deputy manager of aviation revenue
development at Denver [nternational, enthusiasti-
cally supports the move away from traditional
checkin counters to automated kiosks and remote
checkin, which, he says, most airlines at Denver
have already embarked on. He accepts that there
will still be passengers who prefer the old-fashioned
way of checking in for thedr flight with a real person,
and alrlines will have to figure out which mix of old
and new technology best serves their passengers.

“Automated check-in kiosks are now standard
equipment at most airports,” he observes. “Travel-
lers are already avidly embracing new check-in
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