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To meet the steady growth of passenger traffic, 

there are 2 main solutions for airports: build new 

terminals or improve existing ones. 

1 billion passengers in 1987, 4.4 billion in 2017, 

and 6 billion in 2030 according the International 

Civil Aviation Organization (ICAO): air transport is 

constantly growing. [1]. To allow this 

development, an evolution of airports is required 

(and possible). In the case of new terminal 

construction, numerous obstacles are 

encountered, like the project duration that last 

for many decades, infrastructure costs, or 

environmental impacts (ecological footprint, 

noise and visual nuisances). Some projects as 

Notre Dame des Landes airport (Nantes, France) 

can be prospected for years before eventually 

being dropped. In this context, the redesign or the 

improvement of the existing infrastructure could 

be the most favorable solution. 

Improving is Lean’s main goal: it’s a combination 

of methods and tools based on principles created 

in the 50’s by Toyota and used in Europe since the 

80-90’s. Its objective is to produce in the most 

effective way in order to meet customer demand: 

avoid waste, remove non-value-added activities, 

standardize processes and adapt production to 

the demand. 

 

Lean Management at airports 

Since the 2000s, Lean Management has been 

expanded in the aeronautic industry and the 

service sector. Numerous companies are using its 

methods to optimize the use of both material and 

human resources, and increase customer and 

collaborator satisfaction. Operational excellence, 

of which Lean Management is a component, is 

even going so far as to be an integral part of 

corporate culture and part of the strategic plans of 

international hubs. 

London Heathrow Airport, for instance, used Lean 

principles to increase passenger traffic flow at 

departure and reduce the number of passengers 

risking tardiness, from 15.400 to 10 each month. 

Francfort airport has impoved the fluidity of 

passenger flows by 29% thanks to Lean application. 

In the USA, Chicago and Atlanta airports applied 

Lean Management to their security checkpoints 

reducing waiting times between 20 and 30% on 

average.  

Arrival routes can also garner significant gains, as 

did Parisian airport Roissy Charles de Gaulle with 

projects focused on border police or baggage 

delivery. Auckland airport also increased the 

percentage of arriving passengers who leave the 

airport within 25 minutes by 50%. 

In what follows, we expand on three projects 

EXAMPLES OF LEAN MANAGEMENT PROJECTS IN INTERNATIONAL HUBS 
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regarding passenger arrival route. 

 

Business Case: How to 

streamline passenger arrival 

route using Lean Management 

methods? 

Arrival route in airports  

For a passenger, the arrival route in the airport 

starts at the landing of the aircraft. The first step 

consists of the aircraft runway on the taxyways 

from the landing strip to the gate. This step can 

last from a few minutes to tens of minutes 

according to the distance between the airstrip and 

the terminal, and the circulation of priority 

aircrafts. 

Next comes the aircraft deboarding through a 

gateway or a stepladder. Once on the airport 

ground, the passenger could go through a 

passageway’s maze, border control, and the 

baggage delivery before exiting the airport. These 

two last steps, often synonymous with waiting and 

frustration for passengers, are subject to Lean 

Management project in airports worldwide.  

Project 1: Border police controls, often 

synonymous of waiting and frustration 

In France, the control by the border police is a 

mandatory step for all flights coming from airports 

outside the Schengen area [2]. Passengers have to 

go through the control booths in order to justify 

their right of entry into the territory. The 

passenger’s wait before the control depends on 

several factors such as the number of opened 

booths, the lack of preparation from the 

passengers concerning the documents that need to 

be controlled, the organization of the pathway, the 

passenger flow, and number of flights which land 

at the same time in the same terminal. 

In order to improve this process, Roissy – Charles 

de Gaulle airport used a Lean Management 

methodology named DMAIC (Define, Measure, 

Analyse, Improve, Control) to reduce the waiting 

times created by border control. This project leads 

to a reduction of the percentage of passengers 

who wait more than 15 minutes from 43% to 7% in 

one year. [3] 

First, measures were performed on the field to 

identify the main cause of the important waiting 

times in front of the control booths: the airport 

structure (1.5 km long for terminal 2) extends 

police movements in case of a last-minute change 

of the deboarding gates. Several actions were 

recommended following this study, such as the 

communication of the flight passenger number for 

a better sizing of the border police agents, or an 

improvement of passenger comfort in the waiting 

lines. Television sets have been installed to 

entertain, inform and mitigate the frustration of 

passengers. The optimization of the officers has 

been studied as well. [3]  

Project 2: Baggage delivery, last passenger 

impression of the airport 

Baggage delivery is very often a source of waiting 

and dissatisfaction, especially since it’s the last 

step before leaving the airport. 

Contrary to common belief, this activity isn’t 

directly under the control of airport operators, and 

is handled by a ground-handling company 

appointed by the airline. During the baggage 

delivery, the ground-handling company has to 

unload the luggage bay then transport them to the 

conveyor affected to the flight. 

Two actors are part of this process:  

AIRCRAFT AND PASSENGER ARRIVAL JOURNEYS 
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 The ground-handling company has to 

manage both humans and material 

resources in order to be ready when the 

aircraft lands. 

 The airport which makes infrastructure 

available: gate, conveyor 

During this process, the ground-handling company 

must respect a delivery time that can minimize 

passengers waiting time and allow loading the next 

flight’s baggage in order to respect the turnaround 

time (25-30 minutes for an EasyJet Airbus A319 in 

Lyon, 2h for an Air France Boeing 787 Dreamliner 

in New York). [4] 

It’s crucial to synchronize the path of passengers 

and baggage for a simultaneous arrival at the 

delivery room. This synchronization reduces 

waiting time, but also limits potential luggage theft 

in case the baggage arrives before their owner. 

Roissy – Charles de Gaulle airport launched a Lean 

Management Project on luggage delivery to reduce 

waste all along the process. This project started 

with a characterization of flights according to 

various criteria: passenger ground travel time 

according to the deboarding gate, aircraft type, 

mandatory border control. 

Observed wastage has been classified in 3 

categories: MURIs (« Which are unreasonable »), 

MURAs (« Which is not regular ») and MUDAs 

(« Which is not needed »). 

 MURIs (« Which is unreasonable ») focus 

on the reduction of the different excesses, 

either due to excessive resource 

allocations or a physical overload. In this 

context, it’s possible to adapt the aircraft 

type (luggage bay number, luggage 

capacity of bays, use of containers) with 

the engines number used or adapt the 

time passed by the handling agent 

carrying luggage every day; 

 MURAs projects (« Which is not regular ») 

are realized to standardize processes 

thanks by creating norms such as floor 

markings to optimize the vehicle parking 

time of engines, or normalizing the 

number of agents and engines according 

to the type of aircraft or airline company; 

 MUDAs (« Which is not needed ») are 

used to eliminate the different waste 

(overproduction, waiting, transporting, 

inappropriate processing, unnecessary 

inventory, excess motion, defects). 

Several actions are possible for the 

OPERATIONAL STEPS OF LUGGAGE DELIVERY 

 

Step 1 : Unloading of the aircraft
• Arrival at the gate
• Securing the aircraft
• Opening of the bay door
• Placement of engines
• Unloading luggage

Step 2 : Transport
• Transportation of luggage to the 

affected terminal

Step 3 : Luggage delivery
• Deposit of luggage on the conveyor (air-side)
• Baggage claim on the conveyor by passengers in 

the delivery room

DMAIC METHODOLOGY STEPS 

 

 

 

 

 

DMAIC methodology is made up of 5 steps: 

Define: Define the problem, resources, objectives 

Measure: Collect data on the field. These data are the basis of the project 

Analyse: Analyse collected data to prioritize root causes 

Improve: Initiate actions to answer main root causes 

Control: Control and standardize led actions 
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baggage delivery process, like the 

limitation of the movement of operators 

or the definition of the best canal to 

communicate information such as the 

conveyor affected to the flight. 

Project 3: The airport maze 

In some airports, employees guide passengers 

from the deboarding gate to the border control. 

Once arrived at the airport, it’s not always easy for 

passengers to know where they are supposed to 

go. 

Auckland airport (NZ) worked on its passenger 

journey in 2011. Actions were taken to standardize 

and strengthen signage. 

Thanks to this project, passenger’s arrival journey 

(from the aircraft to the airport exit) is faster than 

before: the percentage of passengers who 

complete the journey in less than 25 minutes 

increased from 64% to 84%. 

A major project on signage was also led by 

Philadelphia international airport. In 2012, the 

airport used standards created by the Airport 

Cooperative Research Program (ACRP Report 52) 

to enable a total redesign of its signage, including a 

standardization of colors and calibration of font 

sizes [5]. To execute this project, the airport’s 

teams went on the field to study the different 

situations a passenger can face. The airport 

replaced 2000 signs and added 3000 new ones. 

This project has improved passenger satisfaction 

and had a positive effect on the commercial 

activities of the airport: satisfied passengers 

consume on average 40% more [6]. In both cases, 

project teams of Philadelphia and Auckland 

airports used two key principles of Lean 

Management: field studies to understand the 

problem’s root cause and the principle of 

standardization. The standardization is a central 

pillar of all Lean methodology or culture, which 

makes processes more efficient thanks to the 

normalization of resources and methods. This 

efficiency reduces the time variability of the 

passenger’s journey to get as close as possible to 

the target. 

Conclusion  

Lean Management is a strength for airports just as 

much as it is for the industry. With the constant 

growth of air traffic and the reluctance of people 

and governments to build new airports, Lean 

Management is becoming an essential component 

of strategic plans. Combined with the smart airport 

innovations, [7] Lean Management’s principles 

adapt existing processes and infrastructures to 

meet new passengers’ expectations. 

Sources 

[1] International Civil Aviation Organization (ICAO), 

Plan mondial de navigation aérienne 2016-2030, 

2016, available at: 

https://www.icao.int/Meetings/a39/Documents/G

ANP_fr.pdf  

 [2] European Parliament and of the Council, 

Modification du Code Frontière Schengen, 2017, 

available at: https://eur-lex.europa.eu/legal-

content/FR/TXT/HTML/?uri=CELEX:32017R0458&fr

om=FR 

 [3] French Minestry of the Interior, Magazine 

civique, 2011, available at: 

https://www.interieur.gouv.fr/Archives/Archives-

des-dossiers/2011-Dossiers/La-PAF-soigne-les-

voyageurs-de-Roissy 

[4] Sia Partners study based on airports websites 

and flight radar website. 

[5] Airport Cooperative Research Program, 

Wayfinding and Signing Guidelines for Airports, 

2015, available at: 

http://onlinepubs.trb.org/Onlinepubs/acrp/acrp_i

op_020.pdf 

[6] Airport Improvement, Jennifer Bradley, Sign 

standardization enhances wayfinding at 

Philadelphia Int’l, 2015, available at: 

http://www.airportimprovement.com/article/sign-

standardization-enhances-wayfinding-philadelphia-

intl 

[7] Sia Partners Transport Industrie Retail, 

Infographie - Smart Airport : Quels impacts sur 

l’expérience passager et la performance des 

aéroports ?, 2018, available at: 

http://transport.sia-

partners.com/20180223/infographie-smart-

airport-quels-impacts-sur-lexperience-passager-et-

la-performance-des 

Copyright © 2018 Sia Partners. Any use of this material 

without specific permission of Sia Partners is strictly 

prohibited  

https://www.icao.int/Meetings/a39/Documents/GANP_fr.pdf
https://www.icao.int/Meetings/a39/Documents/GANP_fr.pdf
https://eur-lex.europa.eu/legal-content/FR/TXT/HTML/?uri=CELEX:32017R0458&from=FR
https://eur-lex.europa.eu/legal-content/FR/TXT/HTML/?uri=CELEX:32017R0458&from=FR
https://eur-lex.europa.eu/legal-content/FR/TXT/HTML/?uri=CELEX:32017R0458&from=FR
https://www.interieur.gouv.fr/Archives/Archives-des-dossiers/2011-Dossiers/La-PAF-soigne-les-voyageurs-de-Roissy
https://www.interieur.gouv.fr/Archives/Archives-des-dossiers/2011-Dossiers/La-PAF-soigne-les-voyageurs-de-Roissy
https://www.interieur.gouv.fr/Archives/Archives-des-dossiers/2011-Dossiers/La-PAF-soigne-les-voyageurs-de-Roissy
http://onlinepubs.trb.org/Onlinepubs/acrp/acrp_iop_020.pdf
http://onlinepubs.trb.org/Onlinepubs/acrp/acrp_iop_020.pdf
http://www.airportimprovement.com/article/sign-standardization-enhances-wayfinding-philadelphia-intl
http://www.airportimprovement.com/article/sign-standardization-enhances-wayfinding-philadelphia-intl
http://www.airportimprovement.com/article/sign-standardization-enhances-wayfinding-philadelphia-intl
http://transport.sia-partners.com/20180223/infographie-smart-airport-quels-impacts-sur-lexperience-passager-et-la-performance-des
http://transport.sia-partners.com/20180223/infographie-smart-airport-quels-impacts-sur-lexperience-passager-et-la-performance-des
http://transport.sia-partners.com/20180223/infographie-smart-airport-quels-impacts-sur-lexperience-passager-et-la-performance-des
http://transport.sia-partners.com/20180223/infographie-smart-airport-quels-impacts-sur-lexperience-passager-et-la-performance-des


Sia Partners | INSIGHT | APPLICATIONS DU LEAN MANAGEMENT DANS LES AEROPORTS POUR FLUIDIFIER LE PARCOURS PASSAGER | Août 2018| 6 
 

YOUR CONTACTS 
 

 

 

 

 
ABOUT SIA PARTNERS 
 
Founded in 1999, Sia Partners is an independent global management consulting firm and pioneer of Consulting 

4.0 with over 950 consultants and an annual turnover of USD 182 million. The Group has 20 offices in 15 

countries. Through unparalleled industry expertise, Sia Partners delivers superior value and tangible results for 

its clients. True to its innovative approach, Sia Partners explores the possibilities offered by Artificial 

Intelligence, invests in data science and develops consulting bots. Sia Partners is a global partnership wholly 

owned by its executives.  

 

 

 

 

 

 

 

 

  
 

PHILIPPE BERLAND 

Associate Partner 
+ 33 6 22 58 45 93 
Philippe.berland@sia-partners.com 

SYLVAIN TOUZEAU 

Partner 
+ 33 6 26 11 25 22 
Sylvain.touzeau@sia-partners.com 

North America 
New York 
115 Broadway 12th Floor 
New York, NY10006 - USA 
T. +1 646 496 0160 
Montréal  
600 de Maisonneuve 
Boulevard West, Suite 
2200 
Montreal, QC H3A 3J2 - 
Canada 

North America 
New York 
115 Broadway 12th Floor 
New York, NY10006 - USA 
T. +1 646 496 0160 
Montréal  
600 de Maisonneuve 
Boulevard West, Suite 
2200 
Montreal, QC H3A 3J2 - 
Canada 

Abu Dhabi 
PO Box 54605 
Al Gaith Tower #857 
Abu Dhabi – UAE 

Amsterdam 
Barbara Strozzilaan 101 
1083 HN Amsterdam - 
Netherlands 

Brussels 
Av Henri Jasparlaan, 128 
1060 Brussels - Belgium 

Casablanca 
 14, avenue Mers Sultan

Casablanca 20500 - 
Morocco 
 
Charlotte 
101 S. Tryon Street, 27th 
Floor, Charlotte, NC 28280, 
USA 

Doha 
Al Fardan Office Tower #825 
PO Box 31316 
West Bay Doha - Qatar 

Dubai 
Shatha Tower office #2115 
PO Box 502665 
Dubai Media City 
Dubai - UAE 

Hong Kong 
23/F, The Southland 
Building, 48 Connaught 
Road Central 
Central - Hong Kong 

London 
36-38 Hatton Garden 
EC1N 8EB London - United 
Kingdom 

Luxembourg 
7 rue Robert Stumper 
L-2557 Luxembourg 

Lyon 
3 rue du Président Carnot 
69002 Lyon - France 

Milan 
Via Vincenzo Gioberti 8 
20123 Milano - Italy 

Montreal 
304 - 19 Rue le Royer Ouest 
Montreal, Quebec, 
Canada, H2Y 1W4 

 
New York 
40 Rector Street, Suite 1111 
New York, NY 10006 – USA 

Paris 
12 rue Magellan 
75008 Paris - France 

Riyadh 
PO Box 91229  
Office 8200 - 12, Izdihar city 
Riyadh 11633 - KSA 
 Rome 
Via Quattro Fontane 116 
00184 Roma - Italy 

Singapore  
137 Street Market, 10-02 
Grace Global Raffles 
048943 Singapore 
Tokyo 
Level 20 Marunouchi 
Trust Tower-Main 
1-8-3 Marunouchi, 
Chiyoda-ku 
Tokyo 100-0005 Japan 

 

 

 

Follow us on LinkedIn and Twitter @SiaPartners  

For more information, visit: www.sia-partners.com 

Houston 
800 Town and Country 
Boulevard, Suite 300 
77024 Houston, TX 

https://maps.google.com/?q=304+-+19+Rue+le+Royer+Ouest*Montreal,+Quebec,+Canada,%C2%A0H2Y+1W4*&entry=gmail&source=g
https://maps.google.com/?q=304+-+19+Rue+le+Royer+Ouest*Montreal,+Quebec,+Canada,%C2%A0H2Y+1W4*&entry=gmail&source=g
https://maps.google.com/?q=304+-+19+Rue+le+Royer+Ouest*Montreal,+Quebec,+Canada,%C2%A0H2Y+1W4*&entry=gmail&source=g
https://maps.google.com/?q=304+-+19+Rue+le+Royer+Ouest*Montreal,+Quebec,+Canada,%C2%A0H2Y+1W4*&entry=gmail&source=g

