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AIRPORT COOPERATIVE RESEARCH PROGRAM

Airports are vital national resources. ey serve a key role in transpor-
tation of people and goods and in regional, national, and international
commerce. ey are where the nations aviation system connects with
other modes of transportation and where federal responsibility for man-
aging and regulating air tra ¢ operations intersects with the role of state
and local governments that own and operate most airports. Research is
necessary to solve common operating problems, to adapt appropriate new
technologies from other industries, and to introduce innovations into the
airport industry. e Airport Cooperative Research Program (ACRP)
serves as one of the principal means by which the airport industry can
develop innovative near-term solutions to meet demands placed on it.

e need for ACRP was identi ed in TRB Special Report 272: Airport
Research Needs: Cooperative Solutions in 2003, based on a study spon-
sored by the Federal Aviation Administration (FAA). ACRP carries out
applied research on problems that are shared by airport operating agen-
cies and not being adequately addressed by existing federal research pro-
grams. ACRP ismodeled a er the successful National Cooperative High-
way Research Program (NCHRP) and Transit Cooperative Research
Program (TCRP). ACRP undertakes research and other technical activi-
ties in various airport subject areas, including design, construction, legal,
maintenance, operations, safety, policy, planning, human resources, and
administration. ACRP provides a forum where airport operators can
cooperatively address common operational problems.

ACRP was authorized in December 2003 as part of the Vision 100
Century of Aviation Reauthorization Act. e primary participants in
the ACRP are (1) an independent governing board, the ACRP Oversight
Committee (AOC), appointed by the Secretary of the U.S. Department of
Transportation with representation from airport operating agencies, other
stakeholders, and relevant industry organizations such as the Airports
Council International-North America (ACI-NA), the American Associa-
tion of Airport Executives (AAAE), the National Association of State
Aviation O cials (NASAO), Airlines for America (A4A), and the Airport
Consultants Council (ACC) as vital links to the airport community; (2)
TRB as program manager and secretariat for the governing board; and (3)
the FAA as program sponsor. In October 2005, the FAA executed a contract
with the National Academy of Sciences formally initiating the program.

ACRP bene ts from the cooperation and participation of airport
professionals, air carriers, shippers, state and local government o cials,
equipment and service suppliers, other airport users, and research organi-
zations. Each of these participants has di erent interests and responsibili-
ties, and each is an integral part of this cooperative research e ort.

Research problem statements for ACRP are solicited periodically but
may be submitted to TRB by anyone at any time. It is the responsibility
of the AOC to formulate the research program by identifying the highest
priority projects and de ning funding levels and expected products.

Once selected, each ACRP project is assigned to an expert panel
appointed by TRB. Panels include experienced practitioners and
research specialists; heavy emphasis is placed on including airport
professionals, the intended users of the research products. e panels
prepare project statements (requests for proposals), select contractors,
and provide technical guidance and counsel throughout the life of the
project. e process for developing research problem statements and
selecting research agencies has been used by TRB in managing coop-
erative research programs since 1962. As in other TRB activities, ACRP
project panels serve voluntarily without compensation.

Primary emphasis is placed on disseminating ACRP results to the
intended users of the research: airport operating agencies, service pro-
viders, and academic institutions. ACRP produces a series of research
reports for use by airport operators, local agencies, the FAA, and other
interested parties; industry associations may arrange for workshops,
training aids, eld visits, webinars, and other activities to ensure that
results are implemented by airport industry practitioners.
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FOREWORD

By Theresia H. Schatz
Staff Of cer
Transportation Research Board

ACRP Research Report 239: Assessing Airport Programs for Travelers with Disabilities and
Older Adults is a guide that provides assessment tools, notable practices, and methodologies
to help airports develop, monitor, and evaluate programs and services for travelers with dis-
abilities and older adults with functional limitations due to age. e guide is applicable for
a variety of airport types and sizes to utilize when evaluating existing programs, developing
new programs, or implementing services to develop these programs.

is guide outlines the di erent types of disabilities and demographics of airport users
and provides insight into their unique needs. It o ers practical suggestions related to digital
(e.g., mobile apps) and facility accessibility, assistive services, communication, way nding,
and ground transportation access issues. Further, it includes a review of the importance of
the airports executive commitment to accessibility and inclusion for travelers with disabilities
and older adults.

All types of airports, including general aviation airports, were studied to identify unique
programs and services, as well as the applicable assessment tools and metrics to evaluate
their performance and e ectiveness. In addition, the latest emerging technologies and their
potential impacts (both positive and negative) on older travelers and those with disabilities
were identi ed. e importance of gathering feedback and input from disability groups,
senior centers, and advocacy groups when developing programs and services for the target
groups is also highlighted in the guide.

ACRP has undertaken several syntheses and research projects to identify and study the
ways that airports provide assistance to older travelers and those with disabilities as they
navigate through airports and use airport services. However, none of this research has con-
ducted a systematic assessment of the e ectiveness of these programs and services. Airports
mainly have depended on anecdotal evidence to gauge the success of these programs and
services. Research was needed to address this gap by providing examples of notable practices
and appropriate evaluation tools.

ACRP Project 01-48, Assessing Airport Programs for Travelers with Disabilities and
Older Adults, was led by 10S Partners in association with Open Doors Organization and
Butter y Consulting. is project was conducted over a period of 16 months during the
height of the COVID-19 pandemic lockdown and subsequent recovery. Despite the con-
straints, the work was carried out with various research participants including airports,
airlines, market research rms, business partners, service providers, and travelers from
various disability and older adult segments. Numerous focus groups and surveys were
conducted with input from travelers, airports, and various organizations in constructing
the notable practices presented in this guide. Mini case studies and examples of e ective
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programs, services, and strategies provide suggestions on how airports can better assess the
e ectiveness of their programs and meet the needs of travelers with disabilities and older
adults. In addition to this guide, ACRP WebResource 14: Tools to Assess Airport Programs
for Travelers with Disabilities and Older Adults is an associated online tool that provides
summarized strategies to evaluate, monitor, and improve the e ectiveness of airport pro-
grams and services for di erent stages of the travelers airport journey. e tool includes
video interviews with airports that are recognized as accessibility leaders in the industry.
Access the tool at crp.trb.org/acrpwebresourcel4.
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CHAPTER 1

Introduction

e travel experience can vary greatly for people embarking on the same journey, especially
given the diversity of travelers. Travelers with disabilities and older adults, in particular, usually
experience more challenges journeying through the airport.

e U.S. Census Bureau estimates that the total number of non-institutionalized Americans
with at least one disability is 40.6 million or 12.6% of the population (U.S. Census Bureau, 2020).
In addition, the Census Bureau estimates that of the 54 million U.S. residents 65 years and
older as of July 1, 2019, 40% have at least one type of disability. Figure 1 provides an illustration
of the number of Americans living with various disabilities by age, sex, and disability type.

I Male B Female
HEARING difficulty AMBULATORY difficulty

6.8M

41M

3IM

171K 138K 183K 145K

517 18-64 65+ s 18-64 65+
SELF-CARE difficulty

25M
18M 21M L 18M 17M 18M oy
=) 18-64 65+ 517 18-64 65+

COGNITIVE difficulty INDEPENDENT LIVING difficulty

45M 43M 47M

35M 38M

25M 25M
1.5M 17M
e .
TR Wes kS 57 18-64 65+

* Data not collected for this age group.
Source: U.S. Census Bureau, 2018.

Figure 1. Number of Americans with a disability by age, sex, and disability type.
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In both the United States and Europe,
the growth in demand for accessibility
services is now outpacing the overall
rise in passenger numbers. At large
American airports, wheelchair assists
already top one million per yeatr,
fueled largely by the aging population.
Meanwhile, failure to provide service
makes up half of the disability-related
complaints to airlines reported
annually to the U.S. Department of
Transportation, which doubled from
2005 to 2015.

Laurel Van Horn (Van Horn 2019)
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erefore, it is critical for airports to capture the voices of travelers
with disabilities and older adults so that better-informed decisions
can be made that will ultimately bene t both groups, potentially all
travelers, and the airports.

1.1 Research Objective

e objective of this Guide is to provide the industry with resources
and tools to enhance existing programs and services and develop
new ones to address the needs of travelers with disabilities and older
adults.  is Guide also provides e ective assessment tools to evaluate,
monitor, and improve di erent aspects of the customer experience (CX)
for these two target groups.

1.2 Overview

is Guide provides a variety of assessment tools, notable prac-
tices, and methodologies to guide airports in managing, monitoring,

and evaluating the e ectiveness of their programs/services so they can make improvements
that bene t customers with disabilities or functional limitations due to age. e Guide also
includes mini case studies and examples of e ective programs, services, and strategies to
better assess the e ectiveness of airport programs and meet the needs of travelers with dis-
abilities and older adults.  is Guide is divided into eight chapters (see Table 1).

Table 1. Outline of chapters in the Guide.

IChapter Title
1 Introduction

Description

Presents the research objective; Guide overview; research
approach/methodology; intended benefits of the Guide;
navigating the Guide; and limitations of the Guide.

2 Addressing Traveler Needs  Presents a pre- and post-COVID-19 market analysis of travelers

with disabilities and older adults. It also summarizes tools and
strategies for customer segmentation to better understand needs
of different travelers within the target groups.

3 Assessing Airport Programs  Presents an overview of performance management techniques

Through Performance

including a comprehensive description of all the assessment tools

Management presented in the Guide.
4 Airport Commitment and Outlines strategic elements needed to promote accessibility at the
Strategy executive level, human resources management techniques, and
notable practices for collaboration with the airport community.
5 Key Business Partner and Outlines the key assistive services provided by airports and

Airport Staff Services

6 Effective Communication
and Navigation

airline operators and offers an overview of notable practices for
managing relations with key airport stakeholders and airport staff
to achieve service excellence for travelers with disabilities and
older adults.

Presents notable practices for communication strategies for pre-
trip and on-site communication with travelers with disabilities
and older adults, airport navigation, as well as communication
technologies specific to the target groups.

7 Facility Accessibility Describes notable practices for accessibility on arrival, airport
architectural design, and equipment accessibility.
8 Implementation Plan Summarizes the notable practices presented in the Guide and

provides guidelines on developing goals and benchmarks to
measure progress towards achieving accessibility and inclusion at
the airport.
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Introduction 3

1.3 Research Approach and Methodology

Given the increasing number of travelers with disabilities and older adults, satisfying the
needs of these groups holistically becomes increasingly challenging.  erefore, it is incumbent
upon airports to understand their own demographic base and determine the most appropriate
strategies to address their own travelers unique needs.

e research was conducted over a period of 16 months, between May 2020 and August 2021.
Comprehensive data were collected from primary and secondary sources as described in the
following subsections. It should be noted that this research study was conducted during
the coronavirus disease 2019 (COVID-19) pandemic lockdown and subsequent recovery.
Notwithstanding, the research team worked creatively with research participants including
airports, airlines, market research rms, business partners, and service providers to achieve
the objectives.

e research e ort uncovered priority needs for various travelers with disabilities and
older adult segments and notable programs/services beyond minimum accessibility standards
to address these needs. Assessment tools in use or available for use to evaluate, monitor, and
improve the e ectiveness of airport programs and services for di erent stages of the traveler s
airport journey were also identi ed.

1.3.1 Secondary Data Research

e secondary data research methodology included an extensive analysis of online and
traditional literature, publications, reports, conference presentations, surveys, and webinars
related to notable airport programs, services, and practices addressing the needs of travelers
with disabilities and older adults, as well as assessment tools and techniques used to monitor and
evaluate these programs and services. e research also included an analysis of notable practices
from other industries that may be applied to airports. Further, the research e ort built on exist-
ing information, such as related ACRP studies, and included an analysis of new and existing
regulations that impact travelers with disabilities and older adults.

1.3.2 Primary Data Collection

A primary data collectione ortgathered rsthand data from travelerswith di erent disabilities
and older adults on their perspectives to improve the airport experience through focus groups.

e focus groups participants included the following segments:

Travelers with disabilities:
Physical disabilities, including reduced mobility
Vision loss (blind or low vision)
Hearing loss (deaf or hard of hearing)
Cognitive disabilities

Older adults over the age of 65

Additionally, interviews were conducted with airports, airlines, aviation suppliers and service
providers, leaders in accessibility, and national organizations/advocacy groups to gather data
and notable practices on the project topics. Organizations outside the aviation industry were
interviewed to determine any notable practices meeting the needs of the target groups that
might translate to airports. Furthermore, data were collected through market research and
industry organization surveys to gather information on the impact of the COVID-19 pandemic
on travel habits of the target groups compared to pre-COVID-19. Surveys analyzed include the
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Figure 2. Interview participants.

ACI NA COVID-19 Airport Recovery Plan Survey, Open Doors Market Studies on Travelers
with Disabilities: Travel and Hospitality, J.D. Power and Associates Travel Pulse Study, and
Phoenix Marketing International Survey.  is multidimensional approach allowed the research
team to identify possible strategies to alleviate challenges faced by travelers with disabilities
and older adults.

A Task Force Committee was also assembled, comprised of airports, airlines, suppliers, third-
party service providers, market research rms, and other organizations familiar with issues
related to providing service and assessing the e cacy of services for travelers, in general, and
persons with disabilities and older adults, in particular. e Task Force provided feedback on
the notable practices identi ed through the primary and secondary research, as well as input
on programs/services, assessment tools/methodologies, and other practices to evaluate and
improve the experience of travelers with disabilities and older adults.

1.4 Intended Bene ts of the Research
e intended bene ts of the research include

Identi cation of gaps in addressing and assessing the needs of travelers with disabilities and
older adults in their travel journeys.

Guidelines on current and new programs/services catering to the needs of travelers with
disabilities and older adults that extend beyond minimum accessibility standards.
Noteworthy organizational strategies from recognized leaders in accessibility to ensure a
fully accessible airport journey.

Methodologies for enhancing collaboration among key service providers and business
partners to enhance the journey for travelers with disabilities and older adults.

Performance management methodologies and techniques including benchmarks, key perfor-
mance indicators (KPIs), and assessment tools to guide airports in monitoring and evaluating
their own airport programs.

An online multimedia tool that includes summarized content and video interviews of
airports notable industry practices to reinforce and supplement information provided in
the Guide.
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e latest innovations and trends to provide an enhanced experience for travelers with dis-
abilities and older adults.
Examples of comparable airports and other organizations that are addressing the needs of
the target groups in ways that extend beyond minimum accessibility standards.
Mini case studies that highlight examples of notable programs, services, and assessment
tools currently applied at di erent airports that enhance the experiences of travelers with
disabilities and older adults.

1.5 Navigating the Guide
Guidelines on navigating the core of this Guide (Chapters 3 7) are provided in this section.

In order to make a lasting impact on the experiences of travelers with disabilities and older
adults (and travelers in general), a comprehensive, airport-wide strategic approach is necessary.

e relationships between key elements and chapters in the Guide are presented in Figure 3,
which depicts airport commitment and strategy as the overarching element.

Chapter 3 provides a comprehensive description of the performance management tech-
niques, including benchmarks, KPIs, and assessment tools, to evaluate and monitor the e ec-
tiveness of airport programs and services. Each assessment tool in this chapter has an associated
icon to provide an easier reference in subsequent chapters where these same assessment tools
are presented (see Figure 4). e darker icons represent the tools that assess customer satisfac-
tion, while the lighter icons represent the assessment tools that assess internal organizational
performance as it relates to CX.

Chapters 4 7 contain content on four categories identi ed as having the greatest impact
on travelers with disabilities and older adults: airport commitment and strategy; key busi-
ness partners and airport sta services; e ective communication and navigation; and facility

AIRPORT COMMITMENT & STRATEGY

The importance of executive commitment and adoption of an overarching
strategic and holistic airport-wide accessibility strategy

FACILITY ACCESSIBILITY

EFFECTIVE COMMUNICATION

Effective communication with travelers with
disabilities and older adults including digital Safety, comfort and ease of
accessibility, navigation accessibility and access to the airport facility
onsite communication

KEY BUSINESS PARTNERS & AIRPORT STAFF SERVICE

Relationship and collaboration between the airport and its key stakeholders,
including airlines and third-party service providers, and airport staff services

Figure 3. Linkage between key elements of the Guide.

Copyright National Academy of Sciences. All rights reserved.
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Notable Practices

CUSTOMER SATISFACTION ASSESSMENT TOOLS

00000

) CUS_tOITIEf Apps & Smart Focus Groups/ Comment/ Mystery
Satisfaction Surveys Solutions Intercept Interviews Feedback Tracking Shopping

@900

Electronic/Static Audits/ Usage Data Other Tools
Rating System Inspections

AIRPORT-WIDE ASSESSMENT TOOLS

Q000©

Employee Disability Reward/ Accessibility
Engagement Equality Index Recognition Service Excellence
Feedback Standards

Figure 4. Assessment tool icons.

accessibility.  ese key categories are organized in the Guide as outlined earlier in Table 1.
Notable programs, services, and practices as they relate to each of these categories are described
in the four chapters, along with assessment tools that can be used to evaluate and monitor the
notable programs/services identi ed.

Notable practices are those practices and initiatives that have been identi ed by the research
team as having a positive impact on the experiences of travelers with disabilities and older adults.

is includes practices and initiatives that have resulted in improved performance and in cus-
tomer experiences or that are innovative and noteworthy. Notable practices have been denoted
using the following icon;

Each chapter includes

Chapter introduction and opening statement.

Main subject area outlining important strategic elements for this category/chapter.

Notable practices within each subject area section, which provide guidelines on how airports
might demonstrate acommitment to airport-wide accessibility and develop a more collabora-
tive decision-making process.

Assessment tools relevant to notable practices for this category. Assessment tools can be used
to measure progress towards achieving established benchmarks and can include customer
feedback, websites, comment cards, focus groups, and interviews or meetings with represen-
tative organizations of various traveler segments to see if standards have been appropriately
set and are being met.

Mini Case Study featuring an airport or an organization implementing notable practices.

Copyright National Academy of Sciences. All rights reserved.
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Highlights provided throughout the Guide contain short examples of programs, services,
and other initiatives being implemented by airports and organizations around the world in the
following format:

HIGHLIGHTS

Examples of airports and organizations enhancing the customer experience
for travelers with disabilities and older adults

On the other hand, Mini Case Studies at the end of Chapters 4 7 provide examples of indi-
vidual airports implementing notable practices related to the chapter subject in greater detail.

1.6 Limitations of the Research Effort

e notable practices identi ed in this Guide are intended to be guidelines on the types of
initiatives, programs, and services that may improve CX for travelers with disabilities and older
adults. However, each airport needs to conduct an analysis of its traveler demographics and
needs, accessibility status, progress towards achieving full accessibility, and available resources
to identify and implement the practices most suitable for itself. e action plan and tools provided
illustrate the types of steps airports can take to create a more accessible environment.

Copyright National Academy of Sciences. All rights reserved.
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CHAPTER 2

Addressing Traveler Needs

2.1 Evolution of Travel Market for Travelers
with Disabilities and Older Adults

Travelers with disabilities and older adults make up a large and growing market for the
aviation industry. ACRP Research Report 210: Innovative Solutions to Facilitate Accessibility
for Airport Travelers with Disabilities (Van Horn et al. 2020) points to a number of factors
contributing to this growth:

Aging population;

Spread of disability rights laws worldwide, now hastened by the United Nations Convention
on the Rights of Persons with Disabilities;

Improvements in accessibility and technology;

Increases in disposable income; and

Dispersion of families nationwide and internationally.

eincreased a ordability of air travel that underlies the enormous expansion of the market
in general has fostered the rapid growth of this market segment as well.  erefore, it is critical
for airports to understand the needs and wants of these two groups so that better-informed
decisions can be made that ultimately bene t both travelers and airports.

is chapter analyzes the disability and older adult air travel market in the U.S. and world-
wide, pre- and post-COVID-19, as well as methodologies for segmenting travelers.

2.1.1 Pre COVID-19 Market Analysis

e Open Doors Organization s (ODO s) Market Study on Adult Travelers with Disabilities
(see Figure 5), a nationwide survey conducted by the Harris Poll in 2020, found that 55% of
travelers with disabilities traveled by air in a two-year period, up from 43% in 2015 when this
study was previously conducted.  ere was a strong increase in frequent iers (three or more
trips by air over two years), up from 13% in 2015 to 22%. A subgroup (approximately one-  h)
of frequent travelers traveled at least six times in two years. In addition, among travelers with
disabilities, there was a strong increase in internet usage to support travel needs (46% in 2015
to 76% in 2020) and an increase in the use of apps or other functions on mobile devices to assist
with travel, up from 57% in 2015 to 65% in 2020. s is corroborated by a Survey of User
Needs conducted by the Georgia Institute of Technology, which shows an increase in smart-
phone use from 71% in 2015 2016 to 88% in 2017 2018 by individuals with disabilities.  ese
trends suggest that the digital disability divide is closing.

Furthermore, the ndings indicate that most adults with disabilities continue to travel with
one or more adult family members, friends, or companions, doubling their economic impact.

Copyright National Academy of Sciences. All rights reserved.
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Source: Open Doors Organization 2020b.

Figure 5. Results of the ODO Harris Poll on travelers with disabilities.

While data from the aviation industry on travelers with disabilities are typically not made
public, a few additional sources o er a glimpse of market strength in the U.S. and elsewhere
prior to the pandemic. Findings from the UK Civil Aviation Authority s (CAA s) CAP 1821:
Airport Accessibility Report 2018/19 found that since 2014 the number of passengers assisted
increased by 49% while overall passenger numbers increased by 25% (CAA 2019). Since not
all passengers with disabilities require assistance, the actual rate of increase was likely even
higher. Aviation 2050: e Future of UK Aviation added a further statistic: Use of such services
has increased by over two-thirds in less than a decade, and demand for these services is likely to
continue to rise (HM Government 2018).

2.1.2 Post-COVID-19 Market Analysis

e COVID-19 pandemic has had a dramatic e ect on the aviation market. Travelers with
disabilities and older adults have been a ected not just by the coronavirus itself but also by the
measures adopted to contain it, such as the use of face masks, requirements to keep a distance
of 6 feet or more (social distancing), and seat blocking to facilitate social distancing at airports.
Some of these measures, such as the use of face masks, may be an impediment to persons with
certain kinds of disabilities. While these measures may be temporary, safety changes that are
more positive will likely be more permanent.  ese changes include touchless check-in and
bag drop, mobile food/retail ordering, and touchless checkout. Innovations such as Aira and
Whill, originally designed to enhance independence for travelers with disabilities, are also
being implemented at many airports to allow for a safer airport experience (Ozion Airport
So ware 2020).

Given the higher morbidity and mortality of COVID-19 among older adults and those
with underlying medical conditions, these groups are likely to be more risk averse and less
willing to y. is expectation of older travelers was borne out by a Gallup Poll of more than
10,000 American adults polled July 2 14, 2020, all of whom reported ying at least once in the
last year. e web-based survey found 69% of respondents aged 55 or older saying they re
uncomfortable ying, compared to 33% of those aged 18 to 35 (Goldstein 2020). On average,
52% of Americans said they were uncomfortable ying, especially on longer ights.

J.D.Power conducteda Travel Pulse Survey inJune 2020 that included a question regarding
the future travel status of persons with disabilities to enable a comparison of respondents with
and without disabilities. e data received from J.D. Power for travelers with disabilities was
compared with the 2020 ODO Harris Poll, which also had a question on future travel activities.
Surprisingly, the Harris Poll respondents with disabilities were more ready to resume air travel

Copyright National Academy of Sciences. All rights reserved.
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and other activities in 2021 than the general population surveyed by J.D. Power. e reason
for this could be that people with disabilities, though possibly more risk averse, may also be
more anxious to regain their independence a er this setback than those without disabilities. e
responses were also aspirational and not a measure of what respondents actually did in 2021.

2.2 Traveler Segmentation

Traditionally, market segmentation in the aviation industry has included leisure, business,
and personal travel reasons as the basic segments. Segmentation theories and applications have
advanced over the years to include additional segments, such as those outlined in Figure 6 for
the airline industry.

ACRP Research Report 231 provides additional information on segmenting the airport
passenger model (Ryan et al. 2021), as noted in Figure 7.

Travelers with disabilities is included as a segment, but this market is not segmented further
in the report.

U.S. federal law de nes disability as a physical or mental impairment that, on a permanent
or temporary basis, substantially limits one or more major life activities, has a record of
such an impairment, or is regarded as having such an impairment. Major life activities include

functions such as caring for one s self, performing manual tasks, walking, seeing, hearing,
speaking, breathing, learning, and working ( e Public Interest Law Center 2022).

Customer needs at each journey point depend on the category of disability or functional
limitation, level of disability, and need for assistance. As the social model of disability makes
clear, how well one can function and whether one will need assistance also depends on the
environment, not just the capacity of the individual. Disabilities may be grouped into a number
of categories, as outlined in Figure 8.

Other factors that may be just as relevant for segmenting travelers into categories for the
travel industry are presented in Figure 9.

ese factors are also applicable for older adults, who o en do not self-identify as having a
disability even though they may have one or more severe functional limitations.

Urgent
Travelers

Loyal to Business
Loyalty Travel
Programs

Air Travel Budget

Market Conscious
Off Again Segments

We're

Source: Segmentationstudyguide.com 2021.

Figure 6. Airline industry segments.
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Figure 7. Traveler segments in ACRP Research
Report 231.

Physical Vision Loss: Hearing Loss: Invisible/
Disabilities Blind and Low Deaf and Hard Hidden
Vision of Hearing Disabilities

Addressing Traveler Needs

Reduced Arm and Hand Speech and

Medical Sensory
Mobilit Limitati i
obility mitations Disabilities Language Disabilities

(Lower Body) (Upper Body) Disabilities

Ambulatory Non-ambulatory

Source: Harding et al. 2017.

Figure 8. Disability categories.
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® |ndependence vs. need for assistance v Travel Frequency '
This is determined not just by severity of disability but also age, age Experienced vs. inexperienced
at onset of disability, and income/wealth, all of which contribute to the
development of coping skills and access to assistive devices

i - Business vs. leisure traveler %

Digital Usage -
Digital usage is lower among older adults over age 75, but this is also = . . °
impacted by disability type and income/wealth. Traveling alone vs. with family w

Figure 9. Other factors to consider in segmenting travelers with disabilities.

2.3 Needs of Travelers with Disabilities
and Older Adults: Industry Data

In April 2009, the UK CAA, a governmental oversight body, reached out for the rst time to
aviation industry and disability groups.  is research resulted in a report on qualitative ndings
among persons with reduced mobility (PRM) by consultant SHM (SHM 2009).

e SHM report was based on interviews and workshops at Manchester Airport (MAN) and
Bristol Airport (BRS). Although prepared more than 12 years ago, this report is very revealing
in that it delves into the mindset of travelers with disabilities and then examines where each of
the six identi ed dimensions comes into play most during the various stages of the journey. is
provides an excellent roadmap for maximizing CX, no matter whether the airport or the airline
is ultimately responsible for meeting the needs of travelers with disabilities. e key ndings
are summarized in Table 2.

is information resonates with managers of airports, airlines, and service companies since
it emphasizes the emotional element of travel. It also addresses one of the goals of the current
International Air Transport Association (IATA) accessibility initiative: to move the industry

Table 2. Key SHM ndings.

Dimension of PRM Mindset Insight Derived from SHM Research Findings

PRM passengers want to feel equal. PRMSs’ expectations of the assistance service are not based on their
awareness of the EC Regulation and, therefore, they are not based on
an understanding of legislative detail; rather, their expectations are
based on the things that will enable them to feel like an “equal”

passenger.
PRM passengers want to feel in PRMs need to feel in control of the assistance they receive. They don’t
control. always need assistance from one end of the customer journey to the
other, but they do always need to feel as though they are “in the
driving seat.”
PRM passengers want to feel clear. PRMs are not always clear on what assistance is available nor what is

in or out of scope under the special assistance system.
PRM passengers want to feel listened PRMs frequently find that information has not been passed through the

to. system or acted upon intelligently at different states of the customer
journey.

PRM passengers want to feel treated PRMs recognize that it is probably not possible to personalize special

as individuals. assistance fully; however, they do need to feel that there is some
degree of differentiation in line with their needs.

PRM passengers want to feel PRMs expect the service they receive to be reliable (i.e., from one

reassured. journey to the next) and consistent (i.e., from one UK airport to the

next). Ensuring this reliability and consistency is felt to be a key role
of the CAA as the United Kingdom’s aviation regulator.

Source: SHM 2009, p. 7.
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away from handling these passengers, a term better used for cargo, and towards serving
them as valued, equal customers.

e SHM report discusses issues that typically crop up in each stage of the customer journey
and that result in expectations not being met. A brief summary of the ndings many of which
echo complaints voiced by travelers in the U.S. and ndings of this research e ort at each
journey stage is noted as follows:

Booking. Information provided concerning needs is either not recorded or not transmitted
downline to airline agents and service providers; no con rmation of service requests leads
to lack of assurance prior to and during the trip.

Arrival and check-in. Points at which one can receive assistance vary from airport to airport,
creating the initial gap in service (or no man sland ); travelers lack information on which to
approach rst, check-in or special service desk.

Transit (to gate). Service provided is onesize tsall : only wheelchair assistance is pro-
vided, rather than assistance tailored to those who are blind, deaf, of short stature, etc.; ability
to use one s own mobility device to reach the gate varies across airports, and o en one has to
insist; waiting with no idea how long the wait will be to receive assistance or if one has been
forgotten produces great anxiety; once airside, if one needs assistance it is di cult to contact
the service company; and security is especially stressful.

Boarding. Failure to transmit information about the person s needs is again a problem;
assistance provided may not be appropriate; and how the boarding process is handled may
be a source of embarrassment or loss of dignity.

Disembarking. Waits on the plane for assistance can be long; mobility devices 0 en go to
baggage claim instead of the door of the plane; help with baggage is inadequate; and assistance
to ground transportation is lacking.

e analysis of needs at each journey point has been addressed quite thoroughly in the following
ACRP reports:

ACRP Synthesis 51: Impacts of Aging Travelers on Airports.

ACRP Research Report 177: Enhancing Airport Way nding for Aging Travelers and Persons
with Disabilities.

ACRP Research Report 210: Innovative Solutions to Facilitate Accessibility for Airport Travelers
with Disabilities.

Other sources include disability blogs, websites, social media, and disability organizations.

Copyright National Academy of Sciences. All rights reserved.
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CHAPTER 3

The performance management mantra
that you cannot manage what you
cannot measure and you cannot measure
what you cannot de ne has been
ascribed to the work of world-renowned
management consultant, Peter Drucker.
It is imperative that the right things get
measured to achieve the results that

matter most.

Assessing Airport Programs
Through Performance Management

3.1 Introduction

e norm across the aviation industry is to focus on overall customer satisfaction with the air-
port or airline travel experience, as well as customer satisfaction with speci c services through-
out the journey. Some airports have made e orts to evaluate the CX of speci c traveler groups,
such as travelers with disabilities and older adults, beyond compliance with ADA regulations.
In particular, the airports and airlines interviewed for this research are all actively seeking ways
to measure how well they are serving their travelers with disabilities and older adults requiring
extra assistance so that they can continue to improve their programs and facilities, as well as
any service gaps that remain. Most airports that were interviewed are reaching beyond compli-
ance to provide CX for these travelers that is on par with the rest of their travelers. However, this
practice is not commonplace in the industry.

Although ADA addresses minimal accessibility requirements for PRM and those with vision
loss, it does not adequately address the needs of all persons with disabilities or others with func-
tional limitations. In order to create a more seamless experience for these travelers, it is necessary
to adopt and implement airport-wide accessibility standards that exceed ADA requirements and
are aligned with the airport s CX brand and standards for all services provided to the airport s
customers. Performance management includes assessing services/programs provided to all cus-
tomers, including but not limited to customers with disabilities and older adults, as a key com-
ponent of service excellence.

3.1.1 Importance of Performance Management

Performance management is a broad term that includes assessment
and benchmarking practices. As reported in ACRP Report 157: Improv-
ing the Airport Customer Experience, performance management is
critical to ensuring that an airport delivers on its promise to its cus-
tomers as expressed in its airport brand or detailed in its CX plan or both
(Boudreau et al. 2016). Performance management involves monitoring
and managing the airport s collective performance on a regular basis
using published airport service standards (benchmarks) and identify-
ing key performance measures that indicate that the airport is moving
in the right direction to address drivers of customer satisfaction. Top-
performing, customer-centric airports track CX KPIs as closely as they
do other key nancial, operational, safety, and security measures.

A key performance management element required to assess any program or service, and
thereby ensure service excellence, is developing and aligning benchmarks, KPls, and service-
level agreements (SLAs). is can be accomplished through the creation of a Performance
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CUSTOMER FOCUSED

® |dentifying baseline measures that indicate the status quo before
improvements or enhancements are implemented.

® [Establishing a “critical few” challenging, but realistic, benchmarks that
address customer priorities. Standards should be established for each

compeonent of the plan.

® Using reliable feedback systems for all customers and sharing
information with business partners as is appropriate.

# Implementing process measures to monitor and track the efficiency of
the airport’s processes (key performance indicators).

® Benchmarking airport's current program successes against past
periods such as quarters, with other airports and other relevant

industries and organizations.

COLLABORATION WITH AIRPORT COMMUNITY (I.E. AIRPORT

BUSINESS PARTNERS, STAKEHOLDERS, THIRD-PARTY
SERVICE PROVIDERS AND GOVERNMENTAL AGENCIES

& Establishing policies which require participation by all airport business and
service partners in airport-wide CX/CS Performance Councils and ADA
Advisory Committees.

® Inserting customer experience standards and language in appropriate
Service Agreements, contracts, leases, permits, RFPs, etc., and the airport's
Rules and Regulations.

® Managing action plans developed in collaboration with business partners,
stakeholders, and other service providers committing what will be done by
whom (including the airport operator) and by when; actions are monitored and
reported to correct deficiencies and enhance services per the airport’s brand
and the established standards. These plans must be adhered to and should
be measured each quarter on progress for meeting and/or exceeding
standards.

® Using and sharing scorecards (also known as dashboards) that clearly
communicate "performance at a glance” to each service provider.

Figure 10. CX Performance Management Plan.

AIRPORT-WIDE PROGRAMS TO ENGAGE AND ENERGIZE

AIRPORT COMMUNITY AND ALL AIRPORT EMPLOYEES

15

® Designing incentives, including reward and recognition programs, to
improve the performance of airport service providers and airport
employees.

® Including incentives into existing reward and recognition programs to
target excellent assistance for travelers with disabilities and older adults.

¢ Implementing programs to engage, educate, and energize airport
employees.

Management Plan that measures compliance with CX and accessibility standards. Characteristics
of a sound CX Performance Management Plan are presented in Figure 10.

3.1.2 Assessment Tools

Assessment tools are 0 en used in conjunction with each other, and they are 0 en integrated
with yet other performance management tools such as nancial performance indicators

to design a performance management system that gives a more complete picture of how the
airport is performing. e mix of performance assessment tools and the importance placed on
one type of customer feedback versus another varies from airport to airport based on many
factors, including size, budget, customer demographics, and airport culture/brand.

is chapter presents a variety of assessment tools and explains how they can be used to
evaluate the e ectiveness of programs/services for travelers with disabilities and older adults.
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ere are speci c icons associated with each assessment tool, and these icons have been utilized
throughout the report to indicate the assessment tools that apply to each notable practice or
program. e darker icons distinguish the customer satisfaction assessment tools, while the
lighter icons distinguish airport-wide assessment tools.

3.2 Customer Satisfaction Assessment Tools

is section details assessment tools that can be used by airports and airlines to measure,
monitor, and improve airport programs and CX for travelers with disabilities and older adults.

3.2.1 Customer Satisfaction Surveys

Surveys can be e ective performance management tools to derive a better understanding of
customer needs, wants, expectations, perceptions, and overall satisfaction with airport services
and experiences. Airports can use the information gathered from surveys to create appropriate
benchmarks/KPIs to assess their services and programs and track progress towards achieving
set objectives. (Section 3.4 provides further information on developing benchmarks and KP1Is.)
Management can then direct resources towards providing services and amenities in a manner
that enhances those KPIs, thereby improving CX and overall satisfaction.

e following subsections include some of the various customer satisfaction surveys avail-
able to assess the e ectiveness of programs and services for travelers with disabilities and
older adults.

3.2.1.1 Industry Surveys

Numerous industry surveys such as Airports Council International (ACI) World s Airport
Service Quality (ASQ) Program, Skytrax, and J.D. Power Syndicated North American Airport
Study query respondents on benchmarking capabilities, audits, inspections, and industry
certi cation opportunities. Some of these surveys can be tailored to deliberately target and
collect data for travelers with disabilities and older adults so that the level of service provided
to them can be evaluated.

3.2.1.2 In-House Customer Surveys

e airport may design and administer its own proprietary customer satisfaction surveys
tailored to the airport sspeci cgoals (e.g., airport parking, ground transportation, or conces-
sions satisfaction surveys that include reasons for purchase). For example, an airport under
Hermes Airports uses its own customer survey: e airport s own research and strategic
analysis team develops and administers the studies. Using iPads and a quantitative 10-point
scale, on-site personnel ask visitors about facility cleanliness, sta courtesy, speed of service,
and then drill down from there. In total, they survey 4,000 to 5,000 passengers annually
(Vanderhey 2016).

Airports also rely on private companies, such as Phoenix Marketing International, to provide
ongoing surveys that are speci cally tailored to the demographics of their passengers and speci ¢
programs/services.

Figure 11 provides an example of phrasing an airport may use to identify its travelers with
disabilities and older adults requiring additional assistance. Gathering speci ¢ information
related to disabilities and functional limitations can help the airport design better interventions
that target these groups.
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Select any of these which apply
to you (select all that apply):

|:| Blindness or a serious vision loss or condition (not correctable by
eyeglasses or contact lenses)

[ ] Deafness or a serious hearing loss

|:| A condition that substantially limits one or more basic physical
activities, such as walking, climbing stairs, reaching, lifting or
carrying

|:| A physical, mental, or emotional condition that increases the
difficulty of learning, remembering, or concentrating.

Figure 11. Example of demographics question
for airport survey.

3.2.1.3 End-of-Use Surveys

Surveys for website, assistive services, ground transportation, amenities, etc. e end-of-use
survey can be a short one-to-three question survey or a long and detailed survey to gather speci ¢
data on the service quality.

Hermes Airports asks travelers to rate the service on a
scale of 1 to 5 and “sign off” on the service provider’s smart
device at the end of service use.

Heathrow Airport’s survey on their accessibility page
is long and detailed to gather specific data on the
experience of travelers with disabilities and those
requiring extra assistance.

3.2.1.4 Accessibility Feedback/Targeted Surveys

Several airports conduct surveys that speci cally target travelers with disabilities and older
adults with functional limitations. s type of survey allows the airport to better isolate the
issues speci c to this traveler group.

3.2.1.5 Ad hoc/Intercept Surveys

ese types of surveys help the airport gain a pulse on customer satisfaction and can
be conducted via a Wi-Fi access site, eld sta or volunteers administering the surveys, or
two-dimensional barcodes (QR codes). Some airports require travelers to 1l out a short survey
in order to access the airport Wi-Fi. e downside of this method is that the data tend to be
skewed since they are based on self-election of the responder rather than random responses that
mirror the airport s passenger tra c/pro le.

3.2.2 Feedback from Apps and Other Smart Solutions

A number of apps and other smart solutions allow airports to better isolate data on speci ¢
traveler segments and take remedial actions accordingly.
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3.2.2.1 Avius

Utilized to gather customer feedback on facilities such as restrooms, wheelchair service, and
ground transportation services through the use of surveys or inspections via smartphone or
tablet. Data can be used to monitor compliance with requirements and track progress towards
achieving established benchmarks.

3.2.2.2 Corada BlueDAG Software and Mobile Application

is so ware includes all the various Americans with Disabilities Act Accessibility Guidelines
(ADAAG) speci cations and allows the airport s planning and development team to improve
compliance. For example, the team may query all concessionaires about measurements of their
accessible counters or all the parking facilities about the number of ADA spaces provided.

3.2.2.3 PRM Assistance Software

One PRM assistance so ware, Ozion PRM Manager, can be used to measure timeliness of
airport assistance during the full assist, from start to nish, and segments of the journey, such
as from check-in through security. Using this data, airports and service companies can identify
points in the journey that exceed expected timing and work to nd a resolution.

Although a customer satisfaction survey can be conducted using PRM so  ware by having agents
conduct the survey at the end of an assist, a concern is that customers may not be comfortable
giving negative feedback while the agent is standing by them. Some European airports have
adopted an alternative to asking for feedback on the spot and instead ask for contact information
from customers so the airport can request feedback via email. Another approach is to provide a
QR code to the customer to download a survey on their personal smartphone.

3.2.2.4 Customer Relationship Management (CRM) Tools

Utilizing a CRM system to track customer complaints and feedback and to open cases to remedy
issuescan bee ective. A separate accessibility dashboard can be created to track complaints and
feedback from speci c traveler segments, such as travelers with disabilities and older adults.

3.2.3 Focus Groups and Intercept Interviews

Many airports conduct on-site focus groups or intercept interviews using their own sta ,
coordination with a local university, or a third-party provider to gain more insight into their
customers needs and to assess their CX program.  ese assessment tools are helpful for provid-
ing a variety of measures of success for airports. Both focus groups and intercept interviews of
travelers with disabilities and older adultsare e ective and easily implemented assessment tools.

Focus groups and intercept interviews can provide a depth of information that is di cult to
obtain from other assessment tools. ey allow the moderator to delve into the why of poor
performance. Follow-up workshops or meetings to dissect the ndings and potential ongoing
strategies and solutions are important.

3.2.4 Comment/Feedback Tracking

Customer feedback received via websites, apps, email, comment cards, online reviews, indus-
try partner customer comment cards, and social media can be tracked and analyzed. ACRP
Research Report 231 provides tools that airports may use to conduct their own social media and
media analysis (Ryan et al. 2021).

Select key words (such as wheelchair, service animals, accessibility, or disability ) can
be utilized to tag comments and feedback. Certain so ware can identify negative campaigns
against the airport so that they can be addressed faster than surveys and other less frequent data
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collection methodologies. Responding to comments, where possible, is also important to let
customers know they have been heard.

So ware designed to manage and analyze customer feedback comments is available; see the
following examples of airports utilizing social media tools to manage and analyze customer
feedback for more information.

Hartsfield-Jackson Atlanta International Airport (ATL) utilizes a program
which mines social media for customer feedback and delivers it to one’s
dashboard in real-time. The program identifies Enablers and Detractors and
can generate a Net Promoter Score.

«Portland International Airport (PDX) utilizes an all-in-one social media
management platform to listen to and analyze the voice of its customers.

«Phoenix Desert Botanical Garden utilizes a tool that sends a text message
with simple questions for customers to answer about their experience using a
video, audio or text response. The product then analyzes their responses and
tracks ongoing sentiment. It also allows for an organization to remotely collect,
analyze, and share real-time customer testimonials and video surveys at scale.

3.2.5 Mystery Shopping

According to Customer Service Experts (or CXE) as of 2020, very few airports conduct mystery
shopping, focus groups, or other evaluations that focus on accessibility or travelers with dis-
abilities. Mystery shoppers are usually provided through third-party service providers or
in partnership with universities/colleges utilizing students. Unannounced shoppers who are
unknown to the airport sta and/or business partners serve as proxies for diverse segments of
airport customers.  ese shoppers test and evaluate the performance of airport sta or business
partner employees interactions with customers based on service standards set by the airport.

PHOENIX INTERNATIONAL ADA

COMPLIANT MYSTERY SHOPPING

An airport consistently identified as including
ADA compliance or people with disabilities
in customer experience evaluations is the
Phoenix International Airport (PHX),
which was the first to require a percentage
of “mystery shoppers” to focus on ADA
Compliance (CXE, 2020)
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Shoppers also provide open-ended assessments based on their observations and experiences
during the shopping interaction.

When developing mystery shopping initiatives for programs and services related to travelers
with disabilities, people with disabilities need to actually shop the service, otherwise the results
would lack reliability.

A person without a disability may not have the depth of experience required to fully understand
the service quality experience. Mystery shopping focuses on behaviors and interactions in a
natural environment and evaluates the quality of a service from a whole picture viewpoint.
It allows for coachable moments with sta and also provides more opportunities to gather
feedback from people actually using a service.

3.2.6 Electronic/Static Rating System

An example of an electronic rating system is HappyOrNot, a device that has four simple
buttons with pictograms that are self-explanatory, require no translation, and enable imme-
diate customer feedback. e devices are generally located at touchpoints such as airport
security, check-in, information counters, baggage claim, and restrooms where frequency
of customers pushing the red button alerts custodial sta to a problem. Results of each
button press are logged, transferred via secure network to a web-based reporting system,
and then consolidated into charts and graphs for airports to analyze/respond in real time
(Petkar 2018). According to the creator of HappyOrNot, the buttons also help customers feel

empowered and valued (Petkar 2018). is tool can be placed next to facilities frequently
utilized by travelers with disabilities or older adults, such as sensory rooms and adult changing
facilities.

Similarly, Fun and Function, a company dedicated to facilities and services for children with
autism and developmental disabilities, also uses smiley faces to elicit feedback from individuals
who may be non-verbal. Figure 12 displays a chart that demonstrates how teachers or care-
givers can use the tool to gauge a child s feelings before and a er an activity.

In this case, the data are recorded on paper rather than with buttons. In the airport context,
this tool could be used in conjunction with a visit to a sensory room or another facility (Fun
and Function 2020).

3.2.7 Audits/Inspections

Audits and inspections are conducted to ensure compliance with established standards and
regulations, but they can also be used to identify ways to improve the experience by assessing
the quality of airport services, facilities, programs, etc. Inspections are usually scheduled, and
inspectors require speci ¢ expertise to assess performance levels at the airport. Inspections may
be conducted by either experienced airport sta or third-party providers.

3.2.7.1 Self-Assessment

A self-assessment is required by the FAA for the airport and its services to be compliant with
ADA requirements. An example of the FAA self-assessment tool ADA Self-Assessment 151022
is available at https://www.faa.gov/about/o ce_org/headquarters_o ces/acr/eeo_training/past_
conferences/airport_civil_rights_training_seventh_national_2016_conference/media/ADA/
ADA_Self Assessment_Form.pdf.
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VARIETY OF DATA-TRACKING TOOLS

Measure the impact on behavior and satisfaction, including child-friendly data tracking tools

How do you feel now? My favorite activity in this room: How do you feel after the activity?
WOOO O OO ©
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Average Number of Behavioral Incidents per Day
(urban special education teachers/students)
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Summary data for 10 day sensory-based behavioral program conducted for
students in 15 self-contained-classrooms

e m 2 » » B E

Source: Fun and Function 2017.

Figure 12. Static feedback tool.

3.2.7.2 Internal Accessibility Audit

A number of airports conduct their own internal accessibility audits to identify ways in which
they might improve universal access and mobility support; some examples include Vancouver
International Airport (YVR), Winnipeg James Armstrong Richardson International Airport
(YWG), and Brisbane Australia Airport.

Vancouver International Airport (YVR) engaged the Rick Hansen
Foundation to conduct an assessment of their facilities under its "RHF
Accessibility Certification Program” (RHFAC) and was the first airport
to receive the “Accessibility Certified Gold" rating. As described by the
Rick Hansen Foundation website, “the RHFAC is the first program to
measure the level of meaningful access beyond building code, and is
based upon the holistic user experience of people with varying
disabilities affecting their mobility, vision and hearing.”
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Winnipeg International Airport (YWG) conducts two internal
accessibility audits: one on the built environment or design
environment, and the other on the sensory environment. The airport’s
sensory environment audit covers experiential elements including the
way in which people experience the terminal services and products
through the various senses. This audit points out things that the
airport might need to change. Is there airflow ventilation? Is there
noise or aroma? How high are the ceilings in terms of noise and
echoing? What is the decibel level of the audible alarm at the baggage
carousels? Does the glass create a glare?

Another type of accessibility tool has been developed in Brisbane,
Australia, the Dementia Friendly Community Environmental Assessment
Tool (DFC-EAT). It is designed for companies to self-assess how
welcoming their facilities are to persons with dementia, based on 8
principles of design. For each principle, an airport or other business can
rate how well their facility meets the criteria (Bennett & Fleming 2015). A
toolkit as well as videos and other training materials is available online
from Dementia Training Australia. Brisbane Australia Airport was
named Australia’s first dementia-friendly airport by Alzheimer’s Australia
in 2017 after taking this audit and launching a new guide: Ensuring a
Smooth Journey: A Guide to Brisbane Airport for People Living with
Dementia and their Travel Companions

3.2.7.3 Spot Checks

During a spot check, a team member shadows an agent and traveler while assistance is
provided to see if there are any barriers, challenges, or negative aspects of the service.

3.2.8 Usage Data

Usage data can measure the popularity or use of programs by examining the level of partici-
pation. Some examples of usage data include

Data from service providers on the time spent using the program and number of travelers
serviced.

Data from Visual Guidance and other disability apps can be used to measure the value of
a program.

Programs and services provided by the airport, such as number of people requesting the
hidden disabilities lanyard.

Use of mobile apps or number of people visiting the accessibility page on the airport website,
if applicable. For example, Houston Airports tracks the number of people who use the Access
Houston app daily (see Figure 13).

3.2.9 Other Tools

Various assessment tools that are less commonly used for travelers with disabilities and
older adults can still be very useful in isolating data regarding these types of travelers.

3.2.9.1 Scorecards/Dashboards

is tool can be used to measure the performance of services provided and can be included
as part of SLAs to have more oversight of the service provided on the airport s behalf. is
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Figure 13. Daily use of Access Houston app.

technology provides instant information on activities, such as number of people in line at secu-
rity, so that action may be taken to relieve the situation immediately, if needed. For example,
dashboards may be used as a visual check of current conditions in the airport.

3.2.9.2 Shadowing

Shadowing involves tracking the end-to-end journey of travelers by following them as early
as departure from their home, through the airport, and up to the plane for departure (and the
return journey). s can be recorded using video diaries or note-taking.

3.2.9.3 Employee Comments/Feedback

An employee feedback form/comment card (online or paper) can be made available for
employees to provide feedback on whether there were any issues in delivering service to a
traveler. Also, feedback can be solicited speci cally from employees with disabilities and older
employees/volunteers on how to improve facilities, programs, and services to better cater to the
needs of the two groups.

3.2.9.4 Pilot Programs

Pilot programs can be a highly e ective method to test concepts before they are released to
the general public. e initial pilot test can be conducted by the airport team members and,
subsequently, by the disability and older adult communities. Elements to be assessed include
the overall e ectiveness of the program, technical aspects, customer service, and any positive/
negative feedback from airport and community participants.

Copyright National Academy of Sciences. All rights reserved.


http://nap.nationalacademies.org/27012

Assessing Airport Programs for Travelers with Disabilities and Older Adults

24 Assessing Airport Programs for Travelers with Disabilities and Older Adults

EVALUATION TOOLS AT CHICAGO
CHILDREN'S MUSEUM

Source: Chicago Children's Museum

Chicago Children's Museum's (CCM) programs and
services undergo a robust evaluation process to engage the
community and ensure needs are being met at the
development stage. The CCM invites the Chicago Mayor's
Office for People with Disabilities along with the Shirley
Ryan Ability Lab (SRAL) to visit the exhibit/orogram to
gather feedback on current and new design strategies. The
community also gives feedback such as their experience
getting to and navigating through the museum. A key
internal resource is the Play for All Team who develops and
organizes the Play for All events. This team uses a
Universal Design Assessment along with their knowledge
and expertise related to visitors with disabilities to ensure
the final exhibit/program/service is accessible to the
greatest number of visitors.

Once an exhibit is “live”, the CCM will occasionally conduct
a full evaluation of the exhibit, as well as ongoing
evaluations from the community. The expectation is that
complaints are resolved within 24 hours.

3.2.9.5 Journey Mapping

Journey mapping can be an e ective tool to measure the CX and identify speci ¢ pain points.
Journey mapping allows the airport to isolate the experience for speci ¢ segments. ACRP Research
Report 231 provides a journey mapping toolkit, including recommendations on how to map the
journey and analyze data for speci c traveler segments (Ryan et al. 2021).

3.2.9.6 Familiarization Tours

Airports that o er familiarization tours, 0 en in cooperation with a local rehabilitative
center and/or an airline for a holistic experience, use this as a way to educate travelers on as
many aspects of the journey as they can. Feedback can be gathered from participants throughout
the experience or via an end-of-use survey.

3.2.9.7 Community Feedback

Reaching out to the disability and older adult communities to request input through
participation virtually, in person, over telephone, or by email in an airport committee on
the e ectiveness of programs/services o ered or what they would like to see at the airport can
be helpful. Outreach can be conducted via individual participation, national organizations,
advocacy groups, and other organizations.

3.2.9.8 Use of Technology to Capture Reactions

An innovative methodology being utilized by the Chicago Children s Museum is the use of
cameras and microphones set up in these spaces to research how children and families learn in
an informal learning environment. Participants are made aware they are being recorded.
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WINNIPEG JAMES ARMSTRONG RICHARDSON INTERNATIONAL
AIRPORT (YWG) "LIVED EXPERIENCE"

The aim of the “YWG Lived Experience” was to gather feedback on
the airport's journey points. Sixteen individuals with different
disabilities, along with representatives from partner and community
organizations, moved through a mock travel experience in order to
evaluate the measures in place to support them at the airport.
Participants had to check in for their flight, drop off their bags and
navigate the passenger process through the international arrivals
process where they used the primary inspection kiosks. According to an
airport blog, “The survey results will be used to guide future initiatives
to help further create an inclusive airport environment.”

3.3 Airport-Wide Assessment Tools

ere are several assessment tools that can be utilized to measure the airport s internal per-
formance as it impacts CX.

3.3.1 Employee Engagement Feedback

Employee engagement includes active involvement by senior management in the process of
engaging with employees through surveys, trainings, workshops, and/or individual or small
group meetings to get their feedback. Some airports survey their employees annually to gain their
feedback onthe health of the organization (e.g., do employees enjoy their job and the environ-
ment, and are they rewarded adequately for their work). Part of that engagement is becoming
aware of needed or desired training or professional development so that the employees can gain
more pro ciency in their job.

3.3.2 Disability:IN s Disability Equality Index

A joint initiative of Disability:IN and the American Association of People with Disabilities,
or AAPD, the Disability Equality Index (DEI) is an objective, re ective, forward-thinking, and
con dential rating tool to assist businesses in developing an inclusive workforce.

e DEI is a comprehensive benchmarking tool that helps companies build a roadmap of
measurable, tangible actions that they can take to achieve disability inclusion and equality. Each
company receives a score on a scale of 0 to 100, with those earning 80 and above recognized as

Best Places to Work for Disability Inclusion.

3.3.3 Reward and Recognition Programs

Reward and recognition programs can assist in improving the employee experience which,
in turn, translates to enhancing CX. Some airports have formal reward and recognition pro-
grams in place that entail nomination processes, gi s, and recognition ceremonies on an ad hoc
or regular basis. Others have a more ongoing approach to recognition, such as sharing com-
plimentary customer letters and comment cards regarding employees with them, along with
providing certi cates for excellent service.

Customers could be asked at the end of surveys if they want to acknowledge someone for
going above and beyond for them. If so, these acknowledgments can be forwarded for reward
and recognition opportunities.
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3.3.4 Standards and Checklist for Excellence
in Airport-Wide Accessibility Service

See Chapters 4 7 for notable practices an airport may implement to achieve airport-wide
accessibility service excellence. Chapter 8 provides further information on how an airport can
track its progress towards achieving established goals to become more accessible.

3.4 Benchmarks and KPlIs

In order for performance management and assessment tools to be e ective, speci ¢ bench-
marks and key performance indicators (KPIs) must be established. Benchmarking is a method
used by airports to compare themselves internally against their own metrics or externally
against other airports or the performance of other related industries. Airports monitor all their
traditional critical functions, such as number of airlines serving the airport, number of passengers
traveling through the airport, amount of cargo, ramp operations, safety and security, and
revenue. Each department of an airport has its own set of benchmarks to monitor. Increasingly,
airport CX programs are creating new benchmarks for airports to assess program e ective-
ness for all travelers and, in some cases, for speci ¢ segments such as travelers with disabilities
and older adults requiring additional assistance. KPIs are a key element of benchmarking,
necessary for measuring progress towards achieving established benchmarks.

Figure 14 summarizes the steps in determining which KPIs will support benchmarks.

More detailed steps can include the following but may di er, depending on the airport s
current practices in creating benchmarks and KPIs (Qlik 2021):

Describe the intended results of benchmarking and KPIs.

Tie strategies into measurable units that help create the best KPIs to measure achievement.
Choose the right KPI by determining why you are measuring the benchmark for example,
to nd out the progress made over a past period of time versus the current period (lagging
indicator). Leading indicators capture data that have an e ect on a speci ed outcome;

7

STEP 5

Monitoring and
evaluation

STEP 4
Create an action plan Review results to

STEP 3 to.coliect data determine progress

Gather buy-in from - : towards achieving
key stakeholders To identify the root benchmark or goal

STEP 1

Review strategic plan

Determine the
intended results of
benchmarking and

KPIs

cause of issues and
; : take actions to
T st with o2
STEP 2 pc;g;,?:'na:ce correct/mitigate them

Identify the measurement and
benchmarks and KPIs improvement

Tie the airport’s strate-

gic elements into mea-

surable units to create

relevant benchmarks
and KPls

Figure 14. Steps to determine KPlIs.
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an example would be a decrease in number of passengers seeking information on who to
contact for assistance. e root cause may be a change in the website design that allows
passengersto nd the information more easily. Determining how many people viewed the
website and asked questions over the period prior to the changes in the website versus the
number of people viewing the website and asking questions currently would be a lagging
indicator. It is important to decide what you want to know and why.

Identify which indicators make a bigger impact.

Leading: Test your assumptions with data and track the impact of actions over a period

of time.

Lagging: Choose metrics that capture progress towards the desired outcomes.
Develop a strategy to secure agreement among stakeholders to assist with performance
measurement and improvement.
Create a structured program to increase data literacy to ensure that those accountable for
the results understand the need and background for benchmarks and KPlIs.
Assign ownership to the right people within the airport.
Establish the platform so that people can drill down to the reasons for changes in the KPIs
to understand the root cause and be able to take actions to continue or change the root
cause or KPI.
Monitor and evaluate the process of reviewing KPIs to determine progress towards achieving
a benchmark or goal.

Schedule reports on a recurring cycle.

Ask questions on trends or signi cant changes or underperformance.

Update KPIs as needed and inform stakeholders of all updates.
Revise KPIs as needed to achieve results.

A Complete Guide to Key Performance Indicators provides excellent guidelines for the
commonly used acronym SMARTER (Indeed 2021) that can be applied to creating good
KPIs, as summarized in Figure 15.

e article also provides some examples of customer service based KPIs. Some of the more
relevant KPIs that can be applied to airports include

Customer satisfaction or changes in customer satisfaction scores;

Net Promoter Score (NPS) improvement;

Customer support responses and the time to resolve issues;

Number of customer service calls into the airport or requests through various sources, such
as comments on the website, business partners, social media, or surveys and interviews of
passengers; and

Number of customer complaints versus compliments via the various sources.

Table 3 provides a sample template to develop objectives, benchmarks, and KPIs for measur-
ing the e ectiveness of programs and services targeted to travelers with disabilities and older
adults.  isexample has been provided for illustrative purposes only. ACRP Research Report 231
contains further guidelines for airports to develop their own customer and employee experience
benchmarks and KPIs (Ryan et al. 2021).

Performance management of CX across the entire airport journey is critical to ensure that the
airport is delivering on its strategic CX promise to all of its customers, including travelers with
disabilities and older adults. Without e ective performance management and market research
programs, it is di cult for airports to know the right actions to take to improve customer satis-
faction. It also becomes challenging for airports to know whether their actions are e ective
at enhancing their image and increasing customer satisfaction, which generally would lead to
increased non-aeronautical revenues.
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Figure 15. SMARTER guidelines for developing KPIs.
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Table 3. Sample benchmarks and KPIs for measuring customer satisfaction.

Objective
Improve
experience for
travelers with
disabilities and
older adults.

Sample Benchmarks
For travelers with
disabilities and older
adults, set stretch but
realistic, continuous
improvement targets
in:

*  Customer
satisfaction
scores each year,

*  Sentiment scores
on social media,
and

* NPS.

Key Performance Indicators

Track 100% of customer complaints
and set an initial stretch but realistic
target number of complaints beyond
baseline to be closed within 24
hours. Increase target on a regular
basis.

Provide at least four hours of
CX/CS, including disability
awareness training, annually to all
new and existing employees and
volunteers with high customer
touchpoints.

Assess employees to gauge
competency in disability awareness.
Track feedback from customer
service surveys, social media, and
comment cards specifically targeted
to travelers with disabilities and
older adults for increased customer
satisfaction and decreased
complaints.

Apply journey mapping on a regular
basis to understand customers’
needs and perceptions.

Assessment Tools

Customer complaints
versus compliments
via website, surveys,
and social media.
Number of employees
participating in
disability awareness
training.
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3.5 Longer-Term Initiatives

Some suggested assessment tools and supporting practices require legislative change and
signi cant investment, but they are nonetheless important to consider:

Establish a single, harmonized metric for wait times for assistive services under the Air Carrier
Access Act (ACAA). While Part 382 Regulations for ACAA mandate that customers who
are not independently mobile may not be le unattended for more than 30 minutes, some
airlines require their service providers to check a er 15 minutes, others a er 20 minutes. A
harmonized metric, particularly for the wait time for assistance upon arriving at the airport
for departure, would be bene cial for travelers with disabilities and older adults. Standards
currently exist in Europe, but there are none in the U.S.

Establish a uniform survey of assistance services that can be utilized by all airports, and estab-
lish guidelines on service-level standards that should be achieved and how they can be moni-
tored, managed, and met. A similar type of survey is provided by the UK CAA, and all airports
are required to report feedback from the seventeen-question survey. Airports can create their
own survey, but they still have to report the results. CAP1228: Guidance on Quality Standards
under Regulation EC 1107/2006 details the regulatory requirements regarding the service-
level standards at UK airports (Civil Aviation Authority 2019).

Develop legislation with quality measurements to be met and penalties for noncompliance.
For example, in October 2019, the Commission for Aviation Regulation Ireland added a long
list of quality measurements to the waiting time limits previously mandated. Failure to meet
the new standards will result in penalties to the airport in the form of reduced airport charges
(i.e., per-passenger fees charged by the airlines) (Commission for Aviation Regulation 2019).

3.6 Mini Case Study

A mini case study on the Port Authority of New York and New Jersey (PANYNJ) addresses
the need for establishing standards so that benchmarking, KPIs, and action plans to correct
de ciencies may be formulated. PANYNJ has been recognized by the industry as a leader in
providing programs and services that meet travelers needs.

Copyright National Academy of Sciences. All rights reserved.

29


http://nap.nationalacademies.org/27012

Assessing Airport Programs for Travelers with Disabilities and Older Adults

30 Assessing Airport Programs for Travelers with Disabilities and Older Adults

Copyright National Academy of Sciences. All rights reserved.


http://nap.nationalacademies.org/27012

Assessing Airport Programs for Travelers with Disabilities and Older Adults

CHAPTER 4

Airport Commitment and Strategy

4.1 Introduction Navigating the Chapter

This chapter is divided into

Enhancing the experience of travelers with disabilities and older adults begins with an executive ; : .
main subject areas with

commitment and a de ned strategy. Airports _that verb_alize and imp_lement a strategic,_holis_tic, notable practices, bench-
and seamless approach to CX management airport-wide observe higher customer satisfaction marks, and assessment tools
across all customer demographics, including travelers with disabilities and older adults. provided for each subject.
A mini case study that
U.S. airports have increasingly embraced leadership of, and responsibility for, CX manage- illustrates a number of
ment airport-wide, working in collaboration with their airport community. Research con rms notable practices is included

that the airports identi ed as accessibility leaders in addressing the needs of and assessing the &t the end of the chapter.

services for people with disabilities and older adults also demonstrate the characteristics of
leading-edge airport types (see Figure 16).

All four of the leading-edge CX airport types share certain characteristics that contribute
to their recognition by the industry and by their customers as CX leaders. Some of these
characteristics are provided in the following list:

CX Strategy. A more holistic approach to CX management and customer service by senior
leadership, incorporating CX in all aspects of planning, operation, services, amenities, and
airport branding.

Stakeholder Collaboration. Collaborate with business partners and stakeholders and estab-
lish strategic CX approach and standards for the airport service delivery chain.

Employee Engagement. Value and engage all airport employees.

Performance Management. Assess airport-wide performance using established standards.
E ective Communication. Communicate a consistent CX message; messages are aligned
with the airport brand.

Community Relations. e airport is highly regarded in the community and o en a source
of civic pride.

Striving for and attaining these characteristics provides a solid foundation for achieving full
accessibility and inclusion at an airport.

is chapter covers some of the elements needed to establish an executive commitment and
de ne a strategy for accessibility and inclusion:

Strategic elements that contribute to achieving full accessibility and inclusion (Section 4.2);
Airport-wide human resources management (Section 4.3);

Accessibility and disability awareness training (Section 4.4);

SLAs, contracts, and other methods of oversight to ensure a consistent level of excellent
service among all service providers (Section 4.5);

Managing service gaps in the experience (Section 4.6); and

Collaboration with communities of older adults and persons with disabilities (Section 4.7).

31
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When those in a senior leadership
position show commitment to developing
a sound disability inclusion strategy, there
tends to be a greater push company-wide
for accessibility and inclusion (Business
Disability Forum, 2020).

Notable Practices

Strategic Customer

Service Brand Airport

Shared Custome

Characteristics Service By Major
Initiative Airport

Source: Boudreau et al. 2016.

Figure 16. Four approaches to improving customer experience.

4.2 Strategic Elements

Airport leadership s commitment to moving beyond basic ADA compliance and towards
developing total accessibility throughout the airport is critical for developing a culture of
accessibility and inclusion.

Strategic elements that contribute to achieving full accessibility and
inclusion at the airport include

Referencing accessibility goals throughout the airport s strategic plan,
Assigning responsibilities to key airport sta to address accessibility
goals and KPI targets,

Encouraging collaborative decision-making among key players,
Incorporating the traveler s perspective in program design and
implementation, and

Aligning CX standards for all traveler segments.

4.2.1 Commitment to Airport-Wide Accessibility
and Collaborative Decision-Making

The following notable practices are guidelines on how airports might demonstrate a com-
mitment to airport-wide accessibility and develop a more collaborative decision-making
process.

Review of Airport Strategic Plan. Review the current Airport Strategic Plan or Airport
CX Plan to ensure that it demonstrates the airport s commitment to airport-wide accessibility
throughout the organization.

Commitment to Accessibility. Commit to making accessibility an essential component of
the airport s CX brand and service delivery strategy rather than attempting to address each gap
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Figure 17. ACI s airport customer experience management.

individually. is can be accomplished through a strategic, continuous improvement, service
excellence approach to implementing an airport-wide CX/customer service (CS) brand that
includes accessibility, service standards, performance management, and a communications
program. ACI s Airport Customer Experience Accreditation model (see Figure 17) is an exam-
ple of a model that may be applied to all services provided to travelers throughout the airport
journey.

Uni ed Accessibility Action Plan. Develop and implement a uni ed accessibility action
plan for the airport (if there is no current uni ed airport-wide accessibility plan) in collabora-
tion with the airport community and a ected traveler segments (i.e., disability and older adult
populations).  is Guide provides guidelines on developing short-term and longer-term strategic
plans to address accessibility airport-wide.

Long-Term Inclusive Strategic Plan. Develop a long-term strategic plan for including
accessibility in services provided throughout the airport regardless of the service provider. If
organizational policy or procedural changes are needed, create a sequential plan to achieve this
objective.

4.2.2 Alignment of Reporting Structure and Coordination
of CX with Accessibility Strategies and Activities

ADA coordinators are critical in creating and maintaining accessibility at airports, includ-
ing oversight of lessees and air carriers in regard to ADA compliance. However, little has
been written regarding the requirements and duties of this position. e title of the acting
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ADA coordinator at an airport can vary depending on the airport s organizational struc-
ture. Some airports have a role solely designated to handle ADA topics, while others may
use the city s ADA coordinator or assign the role as a secondary duty to another employee
(Smith and Haines 2018). e synergies between CX/CS and accessibility are numerous, and
the e orts and initiatives of each should be aligned and leveraged in collaboration with the
airport community and organizations that advocate for people with disabilities and older
adults.

e following notable practices are guidelines on how airports may enhance the organiza-
tional reporting structure and coordination of CX and accessibility activities.

Review of the Organizational Chart. Review the organizational chart to determine the
reporting structure and placement of the ADA coordinator within the organization in relation
to the CX/CS senior manager position. e long-term goal may be to restructure the organiza-
tion; however, in the short term, if the CX manager and ADA sta do not report to the same
executive manager, they should be required to work closely together to ensure that their e orts
are in concert.

Inclusion of ADA Coordinator(s). Include the ADA coordinator in appropriate CX meet-
ings and in all meetings addressing accessibility matters.

Inclusion of CX Team. Include the CX team in appropriate ADA-related meetings.

Merging of CX and ADA under the Same Management. Consider reorganization of
departments and divisions so that both CX sta and ADA sta report to the same senior or
executive manager. e CX manager and ADA coordinator should report directly to exec-
utive management, and they should have adequate support to e ectively and proactively
manage the airport s CX/CS accessibility programs in coordination with other senior-level
executives.

Improvement of Information Flow. Address how information is shared through data
and resources within the organization to ensure that decisions are made throughout the airport
collaboratively to address ADA and accessibility issues beyond the requirements of the FAA
and ADA.

4.2.3 Inclusion of All Travelers in Program Design
and Implementation

Airport executive management needs to champion and consistently communicate an airport-
wide commitment to accessibility and equitable services for travelers with disabilities and older
adults. To achieve this goal, management should include representation of all traveler segments
in program design and implementation.

e following guidelines ensure that all travelers are included in program design and
implementation.

Advisory Committees. Coordinate ADA, CX/CS, performance, and advisory committees to
ensure all members are informed of traveler needs, including needs of those with disabilities and
older adults; resolve action items that improve customer experiences; and review the results of
airport assessments that gauge airport performance and customer satisfaction.

Inclusion of Persons with Disabilities. Include representatives of persons with disabili-
ties and older adults in program design, implementation, and assessment of e ectiveness.
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To ensure that this is an ongoing process, a number of airports in the U.S. have established
disability advisory boards that meet regularly to provide feedback, as needed, and promote
airport services and initiatives to the local community. For guidelines on setting up such
advisory committees, refer to ACRP Research Report 210 (Van Horn et al. 2020, Chapter 10.6,
pp. 141 143).

Accessibility Initiatives. Launch executive management sponsored, airport-wide accessi-
bility initiatives, complete with accessibility service standards aligned with the airport s CX/CS
brand and service delivery strategy.

Performance Management Benchmarks and Assessment Tools. Establish performance
management benchmarks and implement appropriate assessment tools to determine
whether airport initiatives have been effective at improving accessibility levels throughout
the airport.

Communications Programs. Design and implement communications programs to promote
accessibility initiatives and inclusion throughout the organization and reinforce individual and
department or division achievements to improve accessibility.

Engagement of Executives. Engage senior executives in accessibility awareness.

Information Sharing. Promote information sharing by all airport stakeholders.

4.2.4 Alignment of Airport-Wide CX Standards/Benchmarks
for All Traveler Segments

CX service standards and benchmarks, once developed and implemented, are foundational
for performance assessment and action planning, especially given the airport s complex service
delivery chain. Standards must be speci ¢, measurable, and achievable, with speci ¢ KPIs to
determine progress in meeting or achieving established standards.

e following notable practices are guidelines for developing standards.

Determine Existing Standards. Determine existing standards and compare where the
airport is in relation to the ideal airport CX. If there are no standards, develop accessi-
bility standards for each service or program in collaboration with other stakeholders, where
applicable.

Notable Practices

Implement Airport-Wide Accessibility Standards. Adopt and implement airport-wide
accessibility standards that exceed ADA requirements and are aligned with the airport s CX
brand and standards for all services provided to the airport s customers.

Implement KPIs. Implement KPIs that measure compliance with CX and accessibility
standards and develop collaborative action plans to correct de ciencies and enhance services
that are in concert with the airport s brand and established standards.

4.2.5 Integration of CX/CS Departments, Divisions,
and Committees with ADA Advisory Committees

e following guidelines are useful for ensuring consistent service delivery strategies
and information sharing, e ective use of resources, high customer satisfaction, and improved
participant satisfaction.
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Policies Requiring Participation by All Stakeholders. Establish policies that require par-
ticipation of all airport business and service partners in airport-wide CX/CS and ADA com-
mittees, councils, and advisory groups.

Compliance Language in Agreements and Contracts. Insert language into appropriate
agreements, contracts, leases, permits, RFPs, etc., and the airport s rules and regulations that
prescribe compliance with all service standards and involvement in such committees, councils,
and advisory groups, as required.

Performance Assessment of Service Providers. Collaborate with airlines and others to
require service providers, such as airline third-party assistive services, to provide their perfor-
mance metrics, customer comments, and assessment of their services to the airport on a quar-
terly basis. s can either be contractually stipulated, where appropriate, or collaboratively
established as an airport policy via the airport s service standards and CX performance manage-
ment program.

4.2.6 Collect Demographics and Data on Travelers
with Disabilities and Older Adults

Airports frequently have access to community, state, or federal statistics on the population
living within their catchment or service area. However, most of the current survey organizations
and airports conducting surveys do not capture information on travelers with disabilities in
terms of their disabilities or needs.

e following notable practices can better inform the airport s traveler segmentation and
strategic plan.

4.2.6.1 Demographic Surveys

Work with industry or individual market research firms to include services provided
to travelers with disabilities and older adults in their survey demographics and survey
questions.

4.2.6.2 Inclusion of Services for Travelers with Disabilities
in Market Research Efforts

Include services provided to travelers with disabilities and older adults in airport proprietary
market research e orts, including surveys and focus groups.

Assessment Tools for Strategic Elements

o o Comment/feedback tracking—customer feedback website, comment cards, focus groups, and
interviews.

o Other tools, such as
e * Feedback from the disability and older adult communities and industry surveys (ASQ, Skytrax,
J.D. Power ratings);
* Meetings with representative organizations of the various traveler segments to see if standards
are appropriately set and are being met; and
* Feedback and observations from business partners, stakeholders, and airport employees to
measure collaboration received by the airport.
@ o Customer satisfaction surveys—to determine the level of awareness of airport accessibility.
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Assessment Tools for Strategic Elements ‘

o Employee engagement survey—to determine awareness throughout the airport organization of
accessibility standards, level of knowledge about all traveler segments needs, and employee’s role
in achieving goals to reach the desired state.

@ o Disability:IN’s DELI.

o Accessibility service excellence standards—to review individual and department or division
performance appraisals or goal achievements to determine improvements in customer satisfaction.

4.3 Airport-Wide Human Resources Management

Research ndings indicate a clear linkage between employee satisfaction at work and customer
satisfaction. If employees are not satis ed with their responsibilities, work culture, or working
environment, their dissatisfaction is mirrored in their interactions with customers, which results
in lower customer satisfaction ratings. Airports that fully embrace the role of employees in
providing excellent customer experiences and hire employees with disabilities and older adults
are likely to achieve improvements in the customer satisfaction ratings from travelers with
disabilities and older adults.

4.3.1 Encourage English Pro ciency for Front-Facing Staff

As documented in ACRP Research Report 231 and con rmed again in this study, travelers
with disabilities have expressed a need for sta members interacting with them to communicate
clearly in English (Ryan et al. 2021).

Hiring airportsta with English pro ciency can greatly bene t this group of travelers. Airports
can require English pro ciency for their own front-facing sta and those of their contractors.
English pro ciency for front-facing sta can be included in the airport s service standards for
all airport employees. Classes in English as a second language can also be o ered to front-
facing airport employees. Training on how to communicate appropriately and e ectively with
individuals with various disabilities is also essential, as is pro ciency in using any assistive
communication technology provided by the airport or other stakeholders, such as tablets with
video remote interpreting (VRI) so ware.

Notable Practices

4.3.2 Reward All Staff/Volunteers for Providing
Outstanding Assistance to Travelers with Disabilities
and Older Adults

Most U.S. airports have employee reward and recognition programs; however, few of
them recognize those employees who go out of their way to assist travelers with disabilities
or older adults. Including recognition for airport employees, volunteers, airline and busi-
ness partners, and third-party employees who provide outstanding assistance to travelers
with disabilities and older adults as a part of the airports CX/CS reward and recogni-
tion program has been shown to translate into an enhanced experience for these groups of
travelers.

The following notable practices are guidelines for rewarding and recognizing staff and
volunteers for providing outstanding assistance to travelers with disabilities and older
adults.
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Create an Additional Category. If an airport already has a reward and recognition program in
place, another category may be included for providing outstanding assistance to travelers with
disabilities and older adults.

Create a Reward and Recognition Program. If an airport does not have a reward and
recognition program, it can consider creating a program and including outstanding assistance
to travelers with disabilities and older adults.

4.3.3 Ensure that CX Airport Staff and Volunteers
Are Easily Identi able

CX airport sta and volunteers who are wearing easily identi able uniforms or other
paraphernalia are particularly helpful for travelers with disabilities and older adults since these
groups are more likely to seek out assistance.

e following guidelines help ensure travelers with disabilities and older adults can easily
recognize airportsta and volunteers who are available to assist.

EASILY IDENTIFIABLE VOLUNTEERS AT

CALGARY INTERNATIONAL AIRPORT

Volunteers at Calgary International Airport wear
iconic red vests, whit