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Background

The number of mobile phone users in the world is expected to 
pass the five billion mark by 2019. In 2016, an estimated 62.9% 
of the population worldwide already owned a mobile phone. 
The mobile phone penetration is forecasted to continue to 
grow, rounding up to 67% by 2019.

People are therefore relying more and more on digital channels 
when they need to gather information about a product. In 
addition to that, the spread of smartphones and other mobile 
devices is increasing the number of contacts between brands 
and consumers, by giving consumers new opportunities to 
connect to media content wherever they are, at any time in the 
day. Some of these contacts take the form of paid advertising 
in third-party content, but mobile technology is also enabling 
broader brand experiences, such as branded content and social 
media engagement.

The development of good quality apps is therefore of crucial 
importance when it comes to conveying customers real-time 
information. In addition to that, they also offer marketing and 
advertising opportunities.

Intelligent Transport Systems and Airports

Airport apps allow travelers to have real-time information about 
flights (gate, delays or cancellations), shopping opportunities, 
car parking and accessibility via public transport, car or taxi on 
their smart phone.
 

MUNICH AIRPORT 

Airport context

Munich Airport has a focus on developing itself as a digital hub 
and works closely with related industries to progress digital 
research and development.

Munich Airport has a well developed travel information section 
within its website. The travel information section includes 
information on public transport, car sharing as well as rental 
cars and parking. A key feature of the website is the ‘travel 
assistant’ which provides a journey planner tailored to Munch 
Airport. The travel assistant combines and compares different 
means of transportation including waiting times at the airport, 
e.g. at check-in or at the security check. This is how to travel 
stress-free to your gate. Costs are also shown.

The airport is involved in developing an app (Passngr) with 
wider functionality, including Mobility as a Service (MaaS).

Objectives and actions

One end vision is to create a platform that enable seamless 
travel across multiple modes and allow travelers to buy a single 
ticket for their end-to-end journey, regardless of how many 
taxis, buses, trains or aircraft are involved.

Involved subjects and roles

Key stakeholders are: Munich Airport and Siemens Mobility which 
have entered into strategic partnership. Other stakeholders 
include MVV, DriveNow/Car2Go and IsarFunk (a taxi company).
 
Timing and implementation processes

The “travel assistant” website is already functioning within the 
main Munich Airport website.

The Passngr app appears to be in an advanced testing phase, 
having been available on iOS and Android, though at the time of 
writing cannot be accessed.

Financing

Continued development appears to be financed by a range of 
organisations including Munich Airport and Siemens Mobility.

Regulatory and policy context

The improvements to information provision for passengers are 
part of the airport’s Innovation Strategy “Strategy 2020”. App 
development and data sharing will be governed by GDPR.

Impacts

The website already provides full journey planning information, 
removing the necessity for different journey planners and 
websites (e.g. ticket costs information).

Any critical success factors

The website is integrated with travel information provided 
by MVV – the transit authority for the city of Munich. This 
information is incorporated directly into the airport’s website, 
providing a seamless offer for the customer. The travel assistant 
allows an extra level of detail over and above usual journey 
planners by considering internal time at the airport and also 
planning for specific flight departures/arrivals.

Continued improvements e.g. the app rely on excellent 
relationships with transport and IT stakeholders.
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Risks

The travel assistant includes a caveat that all information is 
subject to change and is provided without warranty as to its 
accuracy or completeness. Using MVV as the key data source 
reduces the risk that information provided is inaccurate 
however.

Challenges

The app is the first of its kind meaning that finding and selecting 
the right partners was challenging. Where multiple modes are 
considered there are numerous stakeholders. Integration had 
to be handled at contractual, process, business and technical 
levels. Getting the IT infrastructure correct was essential for 
the project and to provide flexibility in the set-up and potential 
scalability of the solution.
 
Opportunities

MVV’s own website allows online ticket purchase. The Munich 
Airport travel assistant does not appear to have this functionality 
(though does provide information on costs). Introducing this 
functionality would improve the ‘travel assistant’ even more.

Functionality from the website is being included in an app which 
will expand functionality over and above the travel assistant 
to include MaaS functionality.One benefit will be an ability to 
further improve airport services from the data collected.

Recommendations

•	 Consideration of how Munich’s “travel 			 
assistant” and app can be applied to 			 
other airports.

•	 Short term recommendations would be to 		
greatly raise the profile of dynamic 			 
landside multi-modal travel information 		
within airport websites and apps.

LONDON GATWICK

Airport context

London Gatwick’s has a customer facing app and one for 
staff. The customer facing app supports landside access in the 
following ways:
•	 Direct links to Google’s journey planner;
•	 Links to public transport timetable information;
•	 Live train times;
•	 Airport announcements (these include updates about 

landside transport issues).

The app was developed by Gatwick Airport Ltd. The staff app 
was developed by Airport Labs and provides a mechanism for all 
airport staff to be able to be kept up to date on airport issues, 
including any disruption to landside access such rail service 
interruptions.

Objectives and actions

The objective of the apps is to improve information provision to 
passengers and staff.

Involved subjects and roles

Key stakeholders were:
•   Gatwick Airport Limited
•   Airport Labs
 
Timing and implementation processes

The current Gatwick app was introduced in winter 2017/18 and 
most recently updated in summer 2018.

Financing

Gatwick Airport financed the development of the Gatwick app. 
The Airport Labs app is in use by a number of airports across 
Europe.

Regulatory and policy context

Much of the regulation and policy context around apps relates 
to data protection and privacy. In the EU, GDPR applies to app 
development, to ensure users are aware how their date is being 
used and stored. Apps must be compliant with these regulations.

Impacts

Information is limited on the impact of apps on travel patterns 
and how these apps support reductions in carbon emissions 
from landside access. The app itself seems well received with a 
rating of 3.9 out of 5 on the App Store.
 
Any critical success factors

•	 Dynamic information connected to real-			
time journey information.

•	 Linkage with Google maps journey planning 		
facility.

•	 Well designed, intuitive app.

Risks

Customers may access information via a range of apps in 
addition to the Gatwick Airport app. Where information is 
drawn from inconsistent sources or where dynamic links are not 
used, this can result in conflicting information and confusion 
for the customer.
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There is a risk that messaging may not be consistent across all 
media used by passengers e.g. airport media, airline media 
especially at times of disruption to the landside transport 
network.

Challenges

Adoption of the preferred app by the public may be a challenge. 
However, the app is promoted on other media such as on the 
Gatwick Airport website to raise its profile.
 

Opportunities

•	 Include transport information as a key feature of the app in 
promotion (e.g. promoted on Gatwick website);

•	 Improve awareness and use of the Airport Labs app to 
support staff provide customer service advice relating to 
landside transport especially during times of disruption;

•	 Ensure the app is updated as journey planning technology 
and services improve 	e.g. MaaS.

Recommendations

•	 Ensure airport app incorporates landside journey planning 
options;

•	 Ensure the landside travel information is consistent across 
all media e.g. airport app, airport website, operators 
information and other key journey planning options;

•	 Invest efforts to integrate airport apps 	more fully with 
key landside travel information and/or journey planning 
apps.

 

 

Aspect Munich Gatwick 

Airport context Munich Airport has a well-developed travel information section within its 
website and is involved in developing an app (Passngr) with wider 
functionality, including Mobility as a Service (MaaS). 

London Gatwick’s has a customer facing app and one for staff which supports 
landside access in the following ways: links with national journey planner and 
timetables and updates about landside transport issues. The app won Mobile 
Innovation of the Year Award 2018 and Mobile app of the Year at the Real IT 
awards 2018. There is also a staff App that allows staff to be kept up to date with 
information such as landside rail disruption. 
 

Objective and 
actions 

The objective is to support seamless travel across multiple modes. To provide airport customers with information about the airport, including 
landside travel information and information on disruptions. 

 

Involved subjects 
and roles 

Key stakeholders are Munich Airport and Siemens Mobility. Gatwick Airport Limited for public app  

Airport Labs for staff app 

Timing and 
implementation 

The travel assistant is now a core part of the Munich Airport Website. The 
Passngr app has been available but currently cannot be downloaded. 

 

Apps updated/launched in winter 2017/18. 

Financing Development appears to be financed by a range of organisations including 
Munich Airport and Siemens Mobility. 

 

Gatwick Airport financed the development of the Gatwick app. 

Regulatory and 
policy context 

The programme links to the airport’s Innovation Strategy “Strategy 2020”. 
app development and data sharing will be governed by GDPR. 

 

GDPR is a key piece of EU legislation relating to apps, and the storage and use of 
personal data. 

Impacts The website already provides full journey planning information, removing 
the necessity for different journey planners and websites (e.g. ticket costs 
information). 

 

The Gatwick Airport app has a rating of 3.9/5 (from 60 ratings) on the Apple App 
Store. 

Any critical 
success factors 

The critical success factor is the close relationship between the airport, 
public transport agencies and technology companies. 

• Dynamic information connected to real-time journey information. 
• Linkage with Google maps journey-planning facility. 
• Well-designed, intuitive app. 

 

	

Table | Intelligent Transport Systems 
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WAYFINDING
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Background

Wayfinding is more than just signs, it is a physical extension of 
a brand; a reflection of a destination’s physical character; and 
an information system. It is important to understand there are 
a number of factors that influence how users interact with a 
wayfinding system. These factors can be broadly grouped into 
three different types: people; environmental; and information 
factors.

Effective wayfinding and information design will: better 
connect users to destinations; use consistent nomenclature; 
maintain a safe movement; be predictable; disclose information 
progressively; help users learn; keep information simple; and 
be accessible.

Wayfinding and Airports

The provision of effective wayfinding and intuitive information 
design for users forms a fundamental part of the airport user 
experience. It provides passengers with more control over their 
journey and this in turn results in direct benefits not just for the 
passenger themselves, but also for the airport. For the traveler, 
simply knowing where they are, where they need to be and how 
to get there gives them more control over their journey and 
reduces stress. For the airport, having a passenger who is in 
control of their journey leads to increased satisfaction levels, 
an important benchmark for airport efficiency.

A passenger’s journey does not stop once they exit the airport, 
on-ward and post journey information are important elements 
of the user’s journey and should be considered part of the 
responsibility of the airport operator. It is essential to consider 
the importance of a user’s journey on approach to the airport, 
and the ease of access to and ability to use information allowing 
passengers to complete their journeys.
 

CATANIA

Airport context

The intervention included the optimization of both internal and 
landside wayfinding and signage systems to improve passengers 
experience and vehicular flow within airport areas.

The project provided design guidelines and technical maps 
with details on signage locations, dimensions and contents for 
pedestrian and vehicular viability.

Objectives and actions

The project aimed at optimising viability and passengers’ 
awareness during airport surface transits.

Both internal and landside wayfinding and signage systems were 
developed according the following tasks:
•	 Pedestrian and vehicle flows analysis;
•	 Detection of decision points;
•	 Definition of structure and content of the signage;
•	 Final design and positioning of the system.

Involved subjects and roles

Key stakeholders were SAC, the airport operator.
 
Timing and implementation processes

Wayfinding and information system design took approximately 
8 weeks.

The new wayfinding system for pedestrians and vehicles was 
implemented in a couple of months. Part of the new pedestrian 
wayfinding has not been implemented yet as new terminal areas 
(Terminal B) are refurbished.

Financing

The project was funded by SAC – airport operator.

Regulatory and policy context

The intervention was part of a project of re-naming of visible 
brand from SAC (operator) to Catania Airport (passenger-
facing brand) and an optimisation of parking areas. A clear and 
recognisable airport brand enables the creation of long-term 
relationships with passengers and commercial clients.

A brand applies to all contact points between the brand and 
users, understanding how users interact with the infrastructure 
and services, and how branding influences their behaviours and 
choices.

Impacts

No impacts have been recorded to date.
 
Any critical success factors

The analysis of the access viability system, users flows and 
decisioning points, to identify the quality of the information 
provided within internal and landside areas and improve users 
experience.
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Risks

The approach requires further implementation in Terminal B. 
To reduce the risk of inconsistent delivery the design guidelines 
will be used.

Challenges

The project needed to optimise and improve a context 
characterized by numerous issues, such as: confusing or absent 
signage from the main access points to airport parking areas, 
indirect and no signalized pedestrian paths from car parks to 
terminals and outdated and unlit signage.

Besides the signage, system provided obsolete information 
with no hierarchy, highlighting a likely difficulty in keeping the 
system updated.
 
Opportunities

The successful design of optimized signage system and 
wayfinding within internal and landside areas could improve 
accessibility levels and increase users experience.

Recommendations

•	 Creation of an airport brand, distinct from the operator;
•	 Consideration of the whole surface transit offer – from the 

main access points reaching 	 the parking areas, to the 
pedestrian paths inside the airport;

•	 Focuses on parking information system, that represent the 
first contact point between users and the brand, in order 
to guarantee a direct and clear path for passengers;

•	 Consider different type of users that could present 
different needs and behaviours inside and outside the 
airport.

 

TORONTO PEARSON

Airport context

Travel information was presented in a poster that included 
information for all four transit agencies providing bus services 
to Pearson (TTC, GO, MiWay and Brampton Transit). Information 
primarily covered trip planning and fare payment. The poster 
also included secondary information on schedule and stop 
location.

Objectives and actions

The primary object of the project was to better connect 
passengers to surface transit for all onward journeys from the 
airport.

The aim of the Pearson airport surface transit poster was to 
develop a simple and clear spider map showing all the bus 
lines that serve the airport, including a simple directory of 
destinations and connection information.

Involved subjects and roles

In order to provide accurate transit information relating to 
time tabling and routes all four transit agencies providing bus 
services to Pearson (TTC, GO, MiWay and Brampton Transit) 
were consulted during the project.
 
Timing and implementation processes

The project duration was seven weeks, this included design 
through to implementation.

The poster was located at the “transit hub” located in Terminal 
1 Service Level. A number of improvements such as updated 
bus stop poster cases (agency specific) and multiple transit info 
screens were being implemented in the area and complemented 
the poster.

Financing

The project was funded by the airport operator - Greater 
Toronto Airports Authority (GTAA).

Regulatory and policy context

The poster adhered to the Accessibility for Ontarians with 
Disabilities Act, or AODA, which aims to identify, remove, and 
prevent barriers for people with disabilities. The AODA became 
law in 2005 and applies to all levels of government, nonprofits, 
and private sector businesses in Ontario that have one or more 
employees (full-time, part-time, seasonal, or contract). The 
AODA is made up of five parts, or Standards, and deadlines for 
compliance began as of January 1, 2010.
 
Impacts

No qualitative research was undertaken as regards the impact 
of the poster, however positive feedback was received from 
GTAA.

“We’ve received great feedback on the transit poster. 
Providing the transit information in a unified format for 
all the transit providers has been very beneficial for our 
passengers.”

Alex de Lorimier – Manager, Passenger Navigation 
Toronto Pearson International Airport.
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Any critical success factors

Providing the transit information in a unified format that is 
easily accessible to the variety of user types passing through 
the airport and making onward connections.

Risks

The primary risk to the project was the provision of the transit 
data collected from the four agencies, which was not provided in 
a consistent format. Additional time was allowed to coordinate 
the collection of the data and its analysis.

Challenges

The key challenge was to make the map clear for transit users 
at the airport, many of whom are unfamiliar with Toronto and 
its transit system.
 
Opportunities

The successful implementation of the transit information poster 
could lead into the development of a fully integrated ‘transit 
hub’ at the airport as well as potential digital application 
for journey planning. In a majority of airports onward travel 
options are often not presented to passengers as a unified offer, 
the emphasis is placed on the passenger to do the work. A 
integrated ‘transit hub’ operated by the airport authority could 
lead to increased passenger satisfaction levels.

Recommendations

Development of travel information that summarises information 
on all transit agencies.
 

NEW YORK JFK

Airport context

The three New York airports of John F. Kennedy, Newark Liberty, 
and LaGuardia operate separately and have over time developed 
separate, inconsistent styles for wayfinding.

Initial programming and implementation were developed and 
applied to JFK Terminal 4 resulting in an approach that provided 
all information necessary to travel smoothly through the airport 
– from curb to plane and back.

An Airport Standards Manual for Pedestrian Signage and 
Wayfinding, for use across New York and New Jersey airports 
including JFK was developed based on the research conducted 
by Bureau Mijksenaar.

Objectives and actions

The challenge was to develop one master system that could 
be applied to all airport terminals, roadways, and parking 
facilities, and which had the sophistication to direct passengers 
from all over the world within an environment of hundreds of 
possible destinations.

Involved subjects and roles

Key stakeholders were:
•	 The Port Authority of New York and New Jersey
•	 Bureau Mijksenaar
•	 Chermayeff & Geismar
 
Timing and implementation processes

The Airport Standards Manual for Pedestrian Signage and 
Wayfinding was published in 2013, the Airport Roadway Sign 
Design Manual (2013) was created at the same time.

Financing

Port Authority of New York and New Jersey Aviation Department 
financed the programme.

Regulatory and policy context

The outcome of the process was a manual providing guidance on 
pedestrian wayfinding and signage.

Impacts

A J.D. Power and Associates survey of the new system at 
LaGuardia Central Terminal confirmed “significantly improved 
consumer satisfaction” when compared with the prior system.
 
Any critical success factors

Color-coding increases visibility and information 
comprehensibility, allowing passengers to follow only signs that 
are relevant to them at a given moment.

Risks

Risks relate to ensuring wayfinding approaches for multiple sites 
are applied consistently. This risk is managed by production and 
application of guidance.

Challenges

Ensuring a seamless journey for users as they interact with 
multiple transit providers. This means developing a strategy for 
how brands can maintain their identity as they intersect with 
one another.
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Each transit provider has a unique identity that includes a 
distinct visual language. However, within the airport itself the 
emphasis needs to be on providing clear wayfinding for users to 
access all of the transit providers, with equal presence given to 
each transit service.

Opportunities

The application of a standardized approach to wayfinding 
and signage across key airports in New York and New Jersey 
highlight the opportunity for wider standardisation across 
multiple transport hubs. This ensures effective best practice 
approaches to signage and wayfinding is rolled out across a 
number of locations.

Recommendations

A recommendation would be that application of best practice 
approaches to wayfinding and signage across multiple airports 
is achieved by development of guidance which is applicable to a 
range of locations and takes into account styles and information 
from the full range of landside transport options.

 

Table | Wayfinding 

	

Aspect Catania Toronto Pearson New York JFK 

Airport context The project provided design guidelines and 
technical maps with details on signage’s 
locations, dimensions and contents for 
pedestrian and vehicular viability with the 
objective of optimizing internal and 
landside wayfinding and signage. 

The project developed a poster that included 
information for all four of transit agencies 
providing bus services to Pearson (TTC, GO, MiWay 
and Brampton Transit). Information provided 
included trip planning, fare payments, schedule 
and stop location. 

The three airports of John F. Kennedy, Newark Liberty, and 
LaGuardia developed separate, inconsistent styles for 
wayfinding over time. An approach that provided all 
information necessary to travel smoothly through the airport 
was developed followed by a manual on pedestrian signage 
and wayfinding, for use across New York and New Jersey 
airports. 

Objective and 
actions 

The project aimed at optimizing viability and 
passenger’s awareness during airport surface 
transits. 

The primary objective was to better connect 
passengers to surface transit for all onward 
journeys from the airport. 

The challenge was to develop one master system that could be 
applied to all airport terminals, roadways, and parking 
facilities, and which had the sophistication to direct 
passengers from all over the world within an environment of 
hundreds of possible destinations. 

Involved subjects 
and roles 

SAC – airport operator, Steer All four transit agencies providing bus services to 
Pearson (TTC, GO, MiWay and Brampton Transit), 
Greater Toronto Airports Authority (GTAA), Steer 

Key stakeholders were The Port Authority of New York and 
New Jersey and Bureau Mijksenaar 

Timing and 
implementation 
processes 

Wayfinding and information system design 
took 8 weeks to develop and was 
implemented in a couple of months. 

The project duration was seven weeks; this 
includes design through to implementation. 

The manual for Pedestrian Signage and Wayfinding was 
published in 2013. 

Financing The project was funded by SAC – airport 
operator. 

The project was funded by the airport operator - 
Greater Toronto Airports Authority (GTAA). 

Port Authority of New York and New Jersey Aviation 
Department. 

Regulatory, and 
policy context 

The intervention was part of a project of 
re-naming of visible brand from SAC. 

The poster adhered to the Accessibility for 
Ontarians with Disabilities Act, or AODA, aims to 
identify, remove, and prevent barriers for people 
with disabilities. 

The outcome of the process was a manual providing guidance 
on pedestrian wayfinding and signage. 

Impacts None available Positive feedback was received from GTAA Survey of the new system at LaGuardia Central Terminal 
confirmed "significantly improved consumer satisfaction" 

Any critical success 
factors 

A critical success factor was the analysis of 
the access viability system, users flows and 
decision points, to identify the quality of the 
information provided within internal and 
landside areas and improve users 
experience. 

 

Providing the transit information in a unified 
format that is easily accessible to the variety of 
user types passing through the airport and making 
onward connections. 

Color-coding increases visibility and information 
comprehensibility, allowing passengers to follow only signs 
that are relevant to them at a given moment. 



ROAD BASED PUBLIC TRANSPORT
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Background

Road based transport forms the core public transport mode for 
cities around the world. Mode share for bus use varies across 
Europe. In 2016* Cyprus had the highest mode share for bus 
(18.6%) and Netherlands the lowest (3%). Average mode share 
for bus across the EU was 9.4% in 2016.

Though buses provide a lower carbon alternative to private 
car travel, many cities have experienced issues with pollution 
resulting from concentrations of bus services and associate 
particulate and Nitrogen Dioxide emissions from diesel engines. 
However, technological progress has resulted in cleaner 
diesel engines and hybrid and electric buses becoming more 
mainstream.

Road Based Public Transport and Airports

Road based public transportation can provide direct connections 
between an airport and surrounding destinations. Local buses, 
dedicated airport links and bus/coach services serving hotels 
and tourist markets provide connection to city centres. Coach 
services provide options from locations further afield.

Road based mode share for access to airports do not appear to 
be compiled at the European level though research indicates 
an average European mode share of around 17%**. Road based 
mode share varies from airport to airport. Taking five UK airports 
(Heathrow, Gatwick, Stansted, Luton and Manchester) as an 
example***, road based transport ranges from 9% at Heathrow, 
to 37% at Gatwick.

Dedicated bus services often provide a high level of quality, with 
service frequencies high, vehicles being modern, spacious with 
ample luggage space, services running across a 24hr period, Wi-
Fi, and easy to purchase ticket options. Increasingly these can 
purchased via apps in advance.

Local services provide an important travel option for commuters 
also.

Often road based transport competes with rail services covering 
similar routes though road based transport options are usually 
lower cost. Where bus services share road space with private 
cars, congestion can be challenging particularly at peak times 
when routes from city centres to airports may suffer from 
congestion.

HELSINKI 

Airport context

Bus services to Helsinki city centre include the Finnair CityBus 
and Line 615.
•	 Finnair City Bus – This branded bus service runs every 20 

minutes, 24hrs a day with a journey time to Helsinki city 
centre of approximately 35 minutes. The single adult ticket 
price is €6.20 and tickets can be purchased online, from 
the driver and at the bus station. The bus has free wi-fi. 
Tickets can be bought online or from the driver. Those using 
the MyHelsinki sight-seeing card get a €1.80 discount on 
their bus ticket.

•	 Line 615 – this services departs every 30 minutes and runs 
24 hours a day. It takes approximately 45 minutes to reach 
the city centre. A single ticket costs €3.20 though tickets 
can be purchased via a mobile app providing a discount to 
€2.20.

There are a range of other services connecting the airport to 
other destinations in the city, usually to metro stations providing 
good connectivity to the wider public transport network. Other 
direct bus destinations include Lohja, Turku, Kotka, Tampere 
and Nummela.

Helsinki Airport’s website includes information on the 
next departing bus. The airport is undergoing an extensive 
redevelopment programme.

Objectives and actions

As part of Helsinki Airport’s work to achieve a carbon neutral 
rating with the Airport Carbon Accreditation programme, 
the airport works with wider stakeholders including Pohjolan 
Liikenne, the operator of Finnair City Bus.

Involved subjects and roles

Key stakeholders were Pohjolan Liikenne (operator of Finnair 
City Bus) and Helsinki Regional Transport Authority/Private 
operators of other services e.g. Line 615 and Finnair, sponsor 
of the Finnair City Bus. The EU is a key stakeholder in the new 
travel centre which is under development.

*http://appsso.eurostat.ec.europa.eu/nui/submitViewTableAction.do
**http://fsr.eui.eu/wp-content/uploads/14030317-Hylen.pdf
***https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/661933/tsgb-2017-
report-summaries.pdf
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Timing and implementation processes

The airports redevelopment programme began in 2013. It is 
expected to continue until 2022 at which point a new multimodal 
travel centre will be in place.

Financing

The multimodal travel centre has received EU funding of 
approximately €10m.

Regulatory and policy context

Finavia’s Energy and Climate Programme was launched in 2007.

Impacts

The carbon footprint of Helsinki Airport is zero and it has 
received the international Airport Carbon Accreditation (ACA) 
certificate for this achievement.

Any critical success factors

Multiple services are available:
•	 High quality premier bus service with good frequency, 

travel time, 24hr operation, travel time and facilities e.g. 
Wi-Fi;

•	 Low cost fares available on HSL (Helsingin seudun liikenne 
- Helsinki Region Transport authority) services, especially 
with app, also providing 24 hour operation;

•	 Direct bus connectivity to other nearby 	cities.

Risks

Competition between premier bus, rail and local bus services. 
Customer feedback suggests there may be limited perceived 
benefit of using premium bus compared with rail.

Challenges

Some customers assume that the Finnair branded bus can be 
used by Finnair customers only. Road congestion can impact on 
journey time.
 
Opportunities

The airport is undergoing a development programme. It is 
indicated that between 2020 and 2022 a new entrance to 
Terminal 2 will be created which will include a multimodal 
travel centre which will further improve landside access.

Recommendations

Recommendations are as follows:
•	 Provide low cost fares;
•	 Provide fares via app;
•	 Provide high quality premier bus service that is high 

frequency, provides 24hr service and modern facilities 
such as wi-fi; and

•	 Provide a high quality transport interchange.
 

LONDON STANSTED

Airport context

Stansted Airport have a commuter centre located adjacent to 
the main terminal building. Employees travelling to Stansted 
airport are eligible for several discounted public transport 
ticket options:
•	 Airport Saver Tickets: Tickets come in books of twenty, 

and can be used on six local bus services when the 
employee wishes. This flexibility means that those 
employees who do not work every day, or who may have 
opportunity to use bus services on certain days but not 
others, to make use of discounted tickets.

•	 Airport Travel Card: The airport travel card allows 
employees to get up to 80% off the cost of their commute 
by public transport and is valid on certain bus, coach and 
rail services. The exact discount provided is calculated by 
considering the employees home postcode.

Objectives and actions

Road based transport options are measures within the Airport’s 
Travel Plan.

Involved subjects and roles

Key stakeholders were:
•  Stansted Airport Commuter Centre;
•  Bus operators;
•  Coach operators.
 
Timing and implementation processes

The Airport Saver Tickets were launched in 2007.

Financing

In the past funding for sustainable transport initiatives has 
come from parking charges. It is assumed ticketing discounts 
are supported either in this way or by through financial support 
via public transport operators.

Regulatory and policy context

The Airport’s Travel Plan is a policy contained within the 
airport’s wider Sustainable Development Plan (2015).
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Impacts

The Airport Travel Card has seen an increase in demand by 25% 
year on year. Over 1,400 Airport Travel Cards are sold per month 
generating over £1 million of annual revenue for bus, coach and 
rail operators.

The airport’s 2016/17 CSR report highlights a target to maintain 
at least 50% mode share to public transport to the end of 2019. 
In 2016/17 public transport mode share was 51.9%. With rail at 
28.5% this indicates that bus and coach have an approximate 
mode share of 23%.
 
Any critical success factors

The Commuter Centre and Commuter Centre Coordinator 
facilitate the promotion of Travel Plan measures such as the 
Airport Saver Ticket and Airport Travel Card. The Commuter 
Centre Coordinator role is a part time role.

Risks

There are a range of local bus services, with different operators 
serving the airport. Staff require accurate and up to date 
information. To minimise the risk of out of date information 
being provided, the airport includes basic information on 
routes, but direct staff to operators’ own websites to ensure 
the most up to date information is available.

Challenges

Though Stansted Airport is a key airport serving London, it 
is located approximately 68km north, with a more dispersed 
local population. Ensuring public transport meets the needs of 
workers effectively can be challenging.

London’s Oyster travel card system is also not valid meaning 
ticketing can be more complex than in London, especially for 
visitors.
 
Opportunities

Stansted airport continues to work to increase awareness and 
take-up of the discount offers to maximise awareness and 
participation amongst those working at the site.

Recommendations

Recommendations are as follows:
•	 Provide discounted ticket options for staff;
•	 Within the discount options include both season tickets 

for full time staff and multi-journey tickets for shift 
workers who may be encouraged to use public transport 
occasionally;

•	 A Commuter Centre Coordinator can facilitate promotion 
of these ticketing discounts and work to encourage take-
up;

•	 Ensure accurate bus information is promoted by linking to 
operators own information.

PARIS CHARLES DE GAULLE

Airport context

Paris Charles de Gaulle is served by bus and coach services with 
a total of 8 lines that connect directly airport terminals to Paris 
city centre and other main destinations (Disneyland Paris and 
Paris-Orly airport). The airport also provides six on-demand bus 
services, known as Filéo, which complements other traditional 
bus routes to provide 24hr access to the airport. Routes are 
shown on a map.

These services allow employees who work shifts better access 
to the airport at the times they need to travel and also improves 
accessibility for those living in an area which has traditionally 
been less well served by public transport.

Objectives and actions

The objective of Filéo is to provide a demand responsive service 
which improves accessibility both for existing staff living in its 
area of operation, as well as opening employment opportunities 
for others who may not have been able to work the required 
shift patterns. The low cost and demand responsive nature of 
the service also encourages switch to lower emission travel 
from car drivers.

Involved subjects and roles

Key stakeholders are: Keolis (Filéo operator); the Ile-de-France 
region; the general councils of Val d’Oise and Seine-Saint-Denis; 
Aéroports de Paris; Tremblay-en-France; the EU.
 
Timing and implementation processes

Filéo, formerly Allobus, began operating at the airport in 1998.

Financing

Aéroports de Paris (ADP) has been financing the on-demand 
initiative, a complement to the Ile-de-France’s regular transport 
services, since 1999.

Regulatory and policy context

Filéo links with the ADP’s Corporate Social Responsibility Plan, 
most notably in relation to supporting access to employment 
from those in communities near where the airport is located.



44

Impacts

The reliability and versatility of the Filéo service attracted 1/3 
of passengers from car users.

Any critical success factors

Use of small capacity vehicles allow the service to operate 
efficiently and access narrow streets.
 
Risks

On-demand services rely on financial support. Cuts in the level 
of financial support would impact on the service. Complexity 
of the airport layout might represent an issue for efficient 
services.

Challenges

Charles de Gaulle Airport is undergoing expansion increasing 
passengers numbers and staff.

This  may result in increasing levels of demand for these services 
and a need to service new communities. Continuing to respond 
to these changes, potentially with new on-demand services, 
will be challenging.

Opportunities

The technology used to operate on-demand services is changing 
rapidly. The Allobus/Filéo scheme itself has modernized and is 
bookable by phone, app and web.

New demand responsive pilots have been launched elsewhere 
include Slide (Bristol, UK), Arriva Click (Liverpool and 
Sittingbourne, UK) and Citymapper Smart Ride (London UK). 
These app-based on demand bus services indicate opportunities 
for further development of demand responsive travel.
 
Recommendations

•	 Consider application of emerging best 			 
practice with app-based on demand 			 
bus services;

•	 Consider need for on demand services to improve access 
for employees to the airport site in locations or at times 
when traditional services are unavailable.

Image courtesy of Filéo
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Aspect Helsinki London Stansted Paris Charles De Gaulle 

Airport context Branded express bus service runs 
provides high frequency, high quality 
24hr service. Local service option also 
24hr with option for discounted ticket 
purchase via App. A new travel centre is 
due by 2022. 

Airport saver ticketing option provides flexible 
ticketing option for shift workers. Airport 
Travel Card provides option for discounted 
travel. Commuter Centre enables promotion to 
employees. 

The airport provides several on-demand bus services, 
known as Filéo, which complement other traditional bus 
routes. Filéo operates six routes to the airport. 

Objective and 

actions 

Helsinki Airports works to achieve a 
carbon neutral rating with the Airport 
Carbon Accreditation programme. 

Road based transport options are measures 
within the Airport’s Travel Plan. 

The objective is to provide improved accessibility for 
staff and those seeking employment who may otherwise 
have problems accessing the airport. 

Involved subjects 
and roles 

Pohjolan Liikenne – operator of the 
Finnair City Bus 
Finnair – sponsor of the Finnair City Bus 
Helsinki Regional Transport Authority/ 
Private operator of other services e.g. 
Line 615. 

Stansted Airport Commuter Centre;  

Bus operators; 
Coach operators. 

Filéo operator (Keolis); the Ile-de-France region; 
the general councils of Val d'Oise and Seine-Saint-
Denis; Aéroports de Paris; Tremblay-en-France; the 
EU. 

Timing and 
implementation 
processes 

The airports redevelopment programme 
began in 2013. It is expected to 
continue until 2022 at which point a 
new multimodal travel center will be in 
place. 

The Airport Saver Tickets were launch in 2007. The service began operating as Allobus and started 
services to the airport in 1998. 

Financing The multimodal travel centre has 
received EU funding of approximately 
€10m. 

Historically, funding for sustainable transport 
initiatives has come from parking charges. 

Aéroports de Paris (ADP) has been financing the 
initiative, since 1999. 

Regulatory and 
policy context 

Finavia’s Energy and Climate Programme 
was launched in 2007. 

The Airport’s Travel Plan is a policy contained 
within the airport’s wider Sustainable 
Development Plan (2015). 

Filéo links with the ADP’s Corporate Social Responsibility 
Plan, in relation to supporting access to employment. 

Impacts The carbon footprint of Helsinki Airport 
is zero and it has received the 
international Airport Carbon 
Accreditation (ACA) certificate for this 
achievement. 

Travel Card has seen an increase in demand by 
25% year on year. Travel Cards generating over 
£1 million of annual revenue for public 
transport operators. 

The reliability and versatility of Allobus initially attracted 
1/3 of its passenger from car users. 

Any critical success 
factors 

• Express service has good frequency, 
travel time, 24hr operation and Wi-Fi. 

• Local service has cost fares via App. 
• Direct bus connectivity to other cities. 

 

• The Commuter Centre and Commuter 
Centre Coordinator facilitates the 
promotion of Airport Saver Ticket and 
Airport Travel Card. 

• Flexible demand responsive service. 
• Bookable online, App and via phone. 
• Attractive to those previously using private car. 
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ELECTRIC VEHICLES

Recommendations:
•	 Work with local and national government to develop a 

supportive policy environment for EVs;
•	 Where electric taxis are considered ensure vehicles 

are appropriate design and that appropriate charging 
infrastructure is introduced to support specific taxi 
operational requirements;

•	 Provide Taxi Incentive programme to encourage low 
emission taxis;

•	 Consider wider EV infrastructure needs e.g. observe the 
outcomes of the eRoads programme;

•	 Provide attractive incentives for public landside access by 
EVs vs traditional fueled vehicles e.g. paid parking but free 
charging;

•	 Provide adequate mix of charging types for different 
parking needs for public parking.

Opportunities:
•	 EVs provide the opportunity for the same level of 

convenience as private car or taxi;
•	 Many countries in the EU have policies to support adoption 

of EVs which would be expected to increase level of 
demand for charging infrastructure. Having facilities to 
meet that demand is an opportunity to meet customer 
need and reduce CO2;

•	 EV vehicles can now fulfil the needs of private users and 
taxi companies.

Challenges:
•	 Passengers may opt to use EVs than other forms of 

sustainable surface access; 
•	 EV use would not reduce wider transport issues such as 

congestion or parking pressure;
•	 There is a risk that government policy may change at some 

point reducing support for EVs.

 

AIR-RAIL LINKS

Recommendations:
•	 Develop station travel plans to support sustainable access 

to stations;
•	 Promotion of ticketing incentives such as Interline tickets, 

Airport Advance Fares for air passengers;
•	 Provide discounted ticket options for staff;
•	 Develop suburban rail links for airports, to improved wider 

direct accessibility for passengers and airport employees;
•	 Ensure Express services offer an easy to understand level of 

service in terms of travel time and quality of service;
•	 Ensure that air-rail services are high frequency, reliable, 

provide modern facilities (such as Wi-Fi) and provide direct 
connections to city centre transport hubs;

•	 Where new infrastructure is built ensure careful risk 
management, including contingency planning should it be 
needed;

•	 For PPP projects ensure procurement criteria include 
consideration of interaction of other services and future 
infrastructure and rolling stock needs;

•	 Ensure ticket pricing is set at a level that is attractive 
for the user so not to suppress demand and maximise 
opportunities for CO2 reduction.

Opportunities:
•	 Air-Rail Stations can be developed to improve landside 

access through station travel planning measures (for 
example improved wayfinding and travel information);

•	 Interline ticketing and Airport Advance Fares show 
opportunity for better integration of air and rail tickets;

•	 Rail services are a key mode of access for airport staff, and 
ticketing discounts can encourage travel by rail by airport 
employees.

Challenges:
•	 Introduction of new rail services can take considerable 

time;
•	 Existing rail and station infrastructure may constrain 

expansion to accommodate additional services either to 
improve access or due to increased demand;

•	 Disruption to rail infrastructure can impact on air-rail 
services;

•	 Construction of new rail infrastructure is complex and 
unforeseen issues can arise.



ACTIVE TRAVEL

Recommendations:
•	 Promote employee campaigns on sustainable mobility to 

improve awareness and participation;
•	 Introduce an awards system and discounts to motivate 

employees toward a behavior change;
•	 Support e-bikes (e.g. charging points and incentives) where 

topography and journey length are likely to be key barriers 
to cycling;

•	 Include consideration of cycling as a key mode choice within 
surface access strategy/environmental management plan;

•	 Development of on-site cycle routes to connect key 
destinations at the airport with the wider cycle network;

•	 Provide clear information on the cycle network and cycle 
parking to place emphasis on access to the airport by bike, 
including a site-specific cycle map;

•	 Develop relationship with local transport/highways 
authority to ensure wider cycle networks support airport 
access from the local community.

Opportunities:
•	 Case studies show that travel by bicycle can be a key 

method of access to airport sites and should be seriously 
considered in surface access strategies;

•	 There is opportunity for E-Bikes to support travel by bike 
where topography or distance from work may otherwise be 
a barrier;

•	 Airports are often large employment sites. This presents 
opportunity to lobby highways authorities to support wider 
cycle infrastructure improvements in the areas surrounding 
the airport;

•	 Awareness raising activities and incentives can support 
cycling.

Challenges:
•	 Where cycling is not seen as the “norm” and where cycling 

infrastructure is less developed, encouraging mode shift to 
bike may be challenging;

•	 Improving local cycle infrastructure to create safe, 
connected route networks may take considerable time.

CAR POOLING AND CAR SHARING

Recommendations:
Car Sharing
•	 Ensure car share vehicles can meet the needs of airport 

passengers e.g. availability, room for luggage, free-floating 
parking at the final destination;

•	 Consider potential for inclusion of electric vehicles in 
the vehicle offer dependent on local wider context of EV 
adoption;

•	 Encourage partnerships with airlines to act as an additional 
incentive for car sharing;

•	 Ensure car share offer is tailored to passenger demographic 
e.g. make available corporate accounts for business 
travelers if these are a core demographic.

Car Pooling
•	 Provide a full package of car pool incentives and support 

e.g. priority parking and emergency ride home;
•	 Balance need for security with need for large potential car 

share population to maximise possibilities for matching.

Opportunities:
Car Sharing
•	 Partnerships are in place between airlines and car share 

providers. There are opportunities to expand this;
•	 There are opportunities to integrate car share services into 

web services as evidenced in Munich.

Car Pooling
•	 Car pooling has been a key measure within the wider 

workplace travel plan field for many years and case studies 
show the applicability of the approach and associated 
incentives in an airport context also;

•	 There are opportunities to consider new car pooling 
technology which cater for more dynamic matching.

Challenges:
Car Sharing
•	 Car sharing schemes may still experience issues with 

availability.

Car Pooling
•	 Effective car pooling can be challenging where staff work a 

range of shifts. The larger the potential car pool the more 
likely matches can be made;

•	 Fears of personal security and convenience can still be 
challenging to overcome.
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INTELLIGENT TRANSPORT SYSTEMS

Recommendations:
•	 Consider how Munich’s “travel assistant” and app can be 

applied to other airports including MaaS;
•	 In the shorter term, greatly raise the profile of dynamic 

landside multi-modal travel information within airport 
websites and apps;

•	 Ensure the landside travel information is consistent across 
all media e.g. airport app, airport website, operators 
information and other key journey planning options.

Opportunities:
•	 ITS is rapidly developing and will potentially provide 

mechanisms for greater integration between air travel and 
landside access sustainable modes. 

Challenges:
•	 Complex stakeholder relationships present a challenge, 

including commercial agreements in case of ticket selling.

WAYFINDING

Recommendations:
•	 Create an airport brand, distinct from the operator;
•	 Consider the whole surface transit offer – from the main 

access points reaching the parking areas, to the pedestrian 
paths inside the airport;

•	 Include a focus on parking information systems as these 
represent the first contact point between users and the 
brand;

•	 Consider different type of users that could presents 
different needs and behaviours inside and outside the 
airport;

•	 Develop travel information that summarises information on 
all transit agencies;

•	 Ensure best practice approaches are applied across 
multiple sites through development of guidance applicable 
to a range of locations.

Opportunities:
•	 Wayfinding projects provide opportunity to also develop or 

link with airport branding;
•	 Wayfinding projects provide the opportunity to integrate 

information on all landside modes in way that is easy to 
understand by all passengers.

Challenges:
•	 Ensuring a seamless journey for users as they interact 

with multiple transit providers. Developing a strategy that 
maintains various brand identities across transit providers 
but provides seamless wayfinding is challenging. Emphasis 
needs to be on clear wayfinding;

•	 Keeping a wayfinding system updated over time as an 
airport develops can be challenging, but can be supported 
by clear guidance.

ROAD BASED PUBLIC TRANSPORT

Recommendations:
•	 Provide low cost fares for passengers;
•	 Provide fares via app;
•	 Provide high quality premier bus service that is high 

frequency, provides 24hr service and modern facilities such 
as wi-fi;

•	 Provide a high quality transport interchange facilities;
•	 Provide discounted ticket options for staff which include 

both season tickets for full time staff and multi-journey 
tickets for shift workers;

•	 Provide a Commuter Centre Coordinator to facilitate 
promotion of ticketing discounts and work to encourage 
take-up by staff;

•	 Ensure accurate bus information is promoted by linking to 
operators own information;

•	 Consider need for on demand services to improve access 
for employees to the airport site in locations or at times 
when traditional services are unavailable;

•	 Consider application of emerging best practice with app 
based on demand bus services.

Opportunities:
•	 High quality express bus services provide lower cost 

alternatives to rail links;
•	 Bus fare discounts can support bus use by staff;
•	 Discount multi-journey tickets can encourage occasional 

sustainable travel choices e.g. bus for day shifts/car for 
nights;

•	 On demand services provide an opportunity to improve 
access to staff outside of core working hours, supporting 
CSR as well as environmental objectives;

•	 On demand services are developing with the advent of 
new technology presenting opportunities for this option to 
become more common.

Challenges:
•	 Bus services may change more frequently than rail services. 

Ensuring information is accurate can be challenging thus 
direct links to operators information may be the most 
effective method;

•	 Bus services can be impacted on by congestion on the road 

network, particularly at peak times.
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