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Airport operators can spend millions on new construction, reno-
vations and the latest customer amenities, but none of it affects 
a traveler’s satisfaction more than an extended wait time.

Of course, air travel is full of opportunities to wait — from the time 
it takes to find a parking spot or catch a shuttle bus … to check-
ing in, clearing security and finding the right gate … to flight delays, 
missed connections and reclaiming checked baggage.

Waiting is an airport traveler’s unwelcome, yet constant, 
companion. If any point in the process takes longer than 

expected, the airport’s complaint meter will likely start to 
spike.  

Former Harvard professor David H. Maister has  
devoted his career to the study of lines and the  
psychology of waiting in them. He has found that  
it’s not just a matter of losing patience. Waiting can 
make an individual feel demeaned, dismissed and 
even humiliated. 

Maister’s First Law of Service maintains that  
Satisfaction = Perception – Experience.

Orlando International Airport (MCO) has spent 
more than a decade improving customer satisfaction, 

through several pioneering programs under an initiative 
it calls “The Orlando Experience.® 

In addition to enhancing its terminal design and ameni-
ties, MCO has integrated several key programs designed 
to reduce wait times and streamline U.S. Customs and 
Border Protection (CBP) functions for international travel-
ers. While the changes will no doubt increase customer 
satisfaction, transforming the way international passen-
gers are processed is also crucial to MCO’s operations. 

Growth in the airport’s international traffic has set 
records for the past four years, and this year is no 
exception. With increases currently trending in the 
double digits, 2013 is expected to be the biggest year 
yet for MCO’s international passenger traffic. More than 
3.8 million people are expected to pass through its CBP 
facilities.

factsfigures
Project: Automated Passport  
Control Systems 

Location: Orlando Int’l Airport 

Cost: $500,000

Funding: Airport Research & Development

System Design & Manufacture: SITA

Components: 10 Free-Standing Kiosks

Size: 300 mm long, 300 mm wide, 1,900 mm tall 

Weight: Up to 150 Kg 

Administration & Mgmt: U.S. Customs & Border Protection

Orlando Int’l Speeds Customs Process with  Automated Kiosks   
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Orlando Int’l Speeds Customs Process with  Automated Kiosks   By Kathy Scott

Warming the Welcome
In April, airport and CBP officials announced that MCO would 
be the first airport in the nation to automate I-94 forms. The new 
process pulls in information already input into international travelers’ 
records, shaving off at least 20 seconds per passenger, say CBP 
officials. The change is expected to save millions of dollars for both 
CBP and the travel and tourism industry.

MCO was also previously at the forefront of using technology to 
expedite security procedures for domestic passengers through the 
CLEAR and TSA Pre-check programs.

More recently, the airport was designated to participate in the De-
partment of Homeland Security and U.S. State Department’s Model 
Port initiative. As such, it was challenged to develop a “warmer wel-
come to travelers and provide a more intuitive process by improving 
signage, communications, and using technology to facilitate entry.” 
One of the program’s specific goals is to “create a calm, pleasant 
Customs waiting area and streamline the customs process.” 

MCO chose to answer the challenge with new technology and 
services.

R & D Pays Off
In “The Psychology of Waiting Lines,” Maister points out a powerful 
source of line anxiety —that “unfair waits” seem longer than “fair 
waits.” 

Even though it’s commonly accepted that citizens of a port 
country have much shorter lines than international entrants, the 
Greater Orlando Aviation Authority is working to make those 
lines more equitable. Executive Director Phil Brown is investing 
$500,000 from MCO’s research and development fund to stream-
line non-U.S. residents’ experience in Customs. 

While Brown would have preferred to secure federal funding for 
the project, he acknowledges that there are “enormous benefits” 
for the airport in developing a system that will shorten wait times 
for international passengers and save money in the process.

“It’s three-pronged: move personnel, improve the ability to pro-
cess, allow more people to be processed,” he explains.

The result of the aviation authority’s initiative was dubbed 
Automated Passport Control (APC). SITA, an air transport com-
munications and information technology company, developed the 

ASSA, Inc.
110 Sargent Drive
P.O. Box 9453
New Haven, CT 06534-0453

Phone: 800-235-7482
Fax: 800-892-3256

Websites:
www.assalock.com • www.assacliq.com

The time is right for you
tomake an intelligent choice.

Wemake intelligent, flexible and high security lock systems possible.

ASSA.NLQtrPage:Layout 1  12/2/08  11:48 AM  Page 1



september 2013  AirportImprovement.com    

Sec
u

r
ity

M
C

O

50

new system, working in concert with CBP. MCO will become the 
first airport in the United States to incorporate this self-service 
technology into its international arrival process. 

In the coming weeks, crews are scheduled install 10 APC 
kiosk prototypes in the U.S. Customs area of MCO satellite 
terminals 1 and 4. For users, the process is similar to the Global 
Entry program currently available to U.S. residents. Individuals 
are vetted in advance, and interview questions are not required 
at the airport.

“Wait time can be a serious issue,” says Sean Farrell, SITA’s 
product portfolio director. “The sooner you can get passengers 

through Customs the better, as no one wants travelers kept on 
the airplane.”

Extended waits, Farrell adds, affect everyone — passengers, 
the airport, airlines and CBP.

The freestanding APC kiosks will scan non-U.S. residents’ 
passports, take their photographs, read biometric data such as 
fingerprints and transmit the data to CBP. After the information is 
captured, the kiosks print a bar-coded receipt, which passen-
gers present to a CBP officer. The officer scans the bar code 
and completes the immigration process.

Customer service representatives from SITA will be on hand 
initially to help users through the learning curve associated with 
using the new APC kiosks. MCO will also post multilingual am-
bassadors to help passengers. 

Beyond saving time and money, MCO may have one other 
compelling reason for expediting international travelers through 
Customs: for thousands of children, it’s one of the last things 
between them and “the happiest place on Earth.” That might be 
the best reason to keep lines moving. 

 To share or view this article online visit AirportImprovement.com. 

Exit Lane  
Breach Control 

CONTROLS
• Secure Passenger Flow 
• Insurance Premiums 
• Best Utilization of Staffing
• Personnel Costs
• Security Breaches
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Eagle Security Group, Inc.
18-55 42nd Street
Astoria, NY 11105-USA

Toll-Free: +1.888.495.8208
Corporate: +1.718.626.0220
Facsimile: +1.718.626.0330

www.eaglesecuritygroupinc.com

Stay Tuned
With Orlando International Airport leading the way in  
expediting the Customs process for non-U.S. Citizens,  
O’Hare International Airport is breaking similar ground with 
automated processing for travelers with U.S. passports.  
Watch future issues or AirportImprovement.com for full  
coverage of the initiative in Chicago. 
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This year, Baltimore/Washington 
International Thurgood Marshall Airport 
(BWI) is completing a $105 million ter-

minal project to provide more room for current 
and future passenger traffic. Built in 1950, the 
facility was originally meant to serve small air-
craft and small populations. Tremendous growth 
has since brought great opportunity to the 
airport, but also a great need for renovations. 

“BWI is designed to be 
extremely tight,” explains 
Paul Wiedefeld, BWI’s chief 
executive officer, noting the 
very short walk between 
concourses in the U-shaped 
terminal. Connecting the 
concourses on the secure 

side — one of the project’s main elements — 
eliminates restrictions in terms of growth and 
utilizes all of the airport’s space for that growth, 
explains Wiedefeld.

In addition to the “B/C Connector,” upgrades 
to Concourse C and a new security checkpoint 

are the other primary elements of the program. 
Another project, renovations to the airport’s 
observation gallery, was also added along the 
way. (See sidebar on Page 54.)

All three of the main initiatives were finished 
in a tight timeline amid business in full opera-
tion, notes Wiedefeld. “We made our deci-
sions and we went,” he recounts. “We felt we 
needed to do these things, so we went very 
aggressively and pushed designers and con-
struction companies to meet schedules.”  

Paul Diez, an architect 
at AECOM, testifies to the 
schedule pressure, speed 
and intensity of the proj-
ect. Two or three all-day 
design meetings were held 
each week with the project 
team and Maryland Aviation 
Administration (MAA) stakeholders. “We did a 
lot of design work very fast,” recalls Diez. “All 
design work, from concept to bid documents, 
was completed in less than a year.”  

Paul Wiedefeld

Paul Diez

factsfigures
Project: Terminal Improvements 

Location: Baltimore/Washington Int’l Thurgood 
Marshall Airport

Architect: Skidmore, Owings & Merrill Joint Venture 
with AECOM

Mechanical, Electrical & Plumping Engineer: 
Johnson, Mirmiran & Thompson

Program Management: URS, with Airport Design 
Consultants Inc.

Construction Manager & Owner’s Inspector: 
Parsons Transportation Group

Owner: Maryland Aviation Administration

Cost: $105 million

Completion: Late 2013 

B/C Connector: 675 ft. long, 40 ft. wide

New Retail Space: 8,500 sq. ft. 

New Security Checkpoint: 9 lanes

Steel Used: 2 million lbs.

New Glass: 1/2 acre

Electrical Wire: 40 miles

Baltimore/Washington Int’l Terminal  
Catches Up With Passenger Growth
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The project was a major step in connecting all the terminal 
concourses airside, increasing the capacity of security screening 
checkpoints and making direct egress from the concourses safer 
and more direct, he chronicles. “The success of a project like this 
is really a testament to the cooperation of the 
owner (MAA), program manager, the design 
team and the construction team,” notes Diez. 
“It was a hard project and it took real team-
work to get it done.”

Meeting New Needs
More than a dozen renovations have occurred 
since the facility opened decades ago as Friend-
ship International Airport. That left Skidmore, 
Owings & Merrill (SOM), lead architect for the 
current project, with a few extra twists and turns. 
Themis Haralabides, a senior designer and asso-
ciate at SOM, says that the first major challenge 
was the building itself. Different systems and 
materials on top of one another “can get messy,” he explains. 

“We looked at those aspects to understand them, and built 
on them as we took our design forward,” says his colleague and 
SOM Director, Laura Ettelman.  

By Jennifer Bradley 

Laura Ettelman

Themis Haralabides
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Round
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Continued on page 56
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When redesigning the C Concourse at Baltimore/Washington 
International Thurgood Marshall Airport (BWI), planners realized 
that a set of stairs from the top floor observation deck went di-
rectly through the footprint of the new security checkpoint. That 
discovery, however, led to significant upgrades for a nostalgic 
element of the historic airport. 

“Most people in this community, their parents and grandpar-
ents remember that observation deck,” says BWI Chief Execu-
tive Officer Paul Wiedefeld, referring to the airport’s original, 
open-air observation deck. Eventually, it was closed during 
security-related renovations. It was later reopened in 1995, 
with an inside view onto the airfield, cross-sections of a Boeing 
737-200 and a children’s play area.  

The gallery’s entertainment features took an even bigger 
leap forward last year. Since the gallery had to be modified in 
order to provide the necessary egress below, BWI officials took 
the opportunity to enhance the well-regarded area. In addition 
to improved views of the airfield, the new gallery has binocu-
lars lining the window that allow visitors to watch aircraft and 

Observation Gallery Reopens With New Features 

 To share or view this article online visit AirportImprovement.com. 
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ground equipment more closely, and iPads 
with simulations that mimic air traffic control 
tower action.

Another new amenity is Sky Azure, an 
800-square-foot cocktail lounge that serves 
local craft beers, international wine and sea-
sonal foods.  

The airport also worked with a variety 
of aviation groups to bring the observation 
gallery to a whole new level. (See list, right.) 
NASA provided a sounding rocket, like the 
ones launched off Wallops Island, on Virginia’s 
eastern shore. The 28-foot-tall rocket, which 
stretches from the departure level floor into the 
main gallery, has proven to be a popular draw. 

A half-sized model of the Solar Probe Plus 
satellite from Johns Hopkins Applied Phys-
ics Laboratory hangs in the ticketing lobby. 
Its full-size mate will explore the sun’s corona 
when launched in 2018. 

“We wanted to increase the gallery’s visibil-
ity,” explains Chris Donahue, design manager 
at URS Corp. “One of the ways to do that was 
to have exhibits come into the terminal more.” 
An aviation buff himself, the observation gallery 
is one of Donahue’s favorite places at BWI.  

Naturally, there’s also an exhibit about the 
airport’s namesake, Baltimore native and 
former associate Supreme Court justice Thur-
good Marshall. 

After being closed for construction since 
June 2012, the newly renovated observation 
gallery reopened in mid-July. The result was a 
“win/win for everyone involved,” says Donahue.  

Wiedefeld is sure that passengers will enjoy 
the observation gallery’s new features — 
hopefully enough to keep the next generation 
reminiscing about the historic feature for years 
to come.

factsfigures
Project: Observation Gallery Renovations

Location: Baltimore/Washington Int’l Thurgood 
Marshall Airport

Exhibit Designer: Faster Kitty 

Images & Scale Models: Glen L. Martin Maryland 
Aviation Museum 

Satellite Model: Johns Hopkins University Applied 
Physics Lab

Images: Ann Arundell Historical Society, College Park 
Airport, College Park Aviation Museum, Maryland Air 
National Guard, Missouri History Museum Library & 
Research Center, U.S. Air Force Thunderbirds

Images & Objects: Hagerstown Aviation Museum, 
NASA Goddard Space Flight Center, NASA Wallops 
Flight Facility, Patuxent River Naval Air Museum

Art Video: Flight Paths by Aaron Koblin 
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Chris Donahue, design 
manager at URS Corp., 
was amazed at how 
intertwined previous ele-
ments were. “We had to 
unwind the yarn before 
even starting to figure 
out where to go,” quips 
Donahue. URS, which served as program 
manager for the terminal work, has history 
with BWI that spans more than 30 years. 
The firm’s long-standing knowledge proved 
invaluable to the airport and other players, 
as they carried forward a theme that began 
when concourses A and B were built and the 
ticket lobby renovations were completed. The 
central objective became finding a way to 
add value and a more unified look and feel to 
a terminal that had become segregated due 
to evolution within the airport and industry, 
explains Donahue. Bringing BWI up to current 
FAA standards was also a top priority. 

Another key issue facing the airport was 
the merger between Southwest Airlines and 
AirTran Airways, adds Haralabides. The new 
B/C Connector allows the carrier to expand its 
reach by adding more gates without interrup-
tions for passengers between flights. With ex-
clusive use in concourses A and B, Southwest 
is now expanding into Concourse C. 

The new ease for Southwest passengers is 
part an overall focus on passenger experi-
ence — something that was never drifted 
from throughout the project, he says. 

Opening Up
One important part of the passenger experi-
ence occurs as security checkpoints, and the 
need to upgrade them is currently a common 
thread at many airports, says Ettelman. The 
new screening area at BWI includes marked 
improvements for passengers and staff alike. 

Managing security for mission-critical sites is complex and intense, to say the 
least. Your  cameras need to handle anything and everything. Without fail. Axis 
Q-line pan/tilt/zoom cameras give you the market’s most advanced network 
video surveillance solution — with intuitive installation and reliable operation. 
In fact, with PoE support and outdoor-ready cameras, you save time, money 
and headaches right out of the box.

HDTV-quality video, superior pan/tilt/zoom performance and smart technolo-
gies — like auto-tracking, Active Gatekeeper, tour recording and audio detec-
tion — give you supreme control, speed and precision. So nothing escapes 
your attention. Zero hassle. Total control. Easy choice.

Get the Axis picture. Stay one step ahead. Visit www.axis.com/ptz

Maximum speed and precision for mission-critical 
surveillance? That’s easy.

Read more with your 
smartphone

axis_ad_ptz_qline_airportimprove_hpc-v_us_1308.indd   1 31/07/2013   1:05:34 PM

Chris Donahue

Continued from page 53  

Renovations to the observation gallery include binoculars 
that allow visitors to watch aircraft on the ramp.  
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The previous C Concourse checkpoint 
was moved to a substantially larger location, 
between concourses B and C. It now boasts 
nine wider lanes, better lighting and a welcome 
view of the airfield. Wiedefeld considers the im-
provements an important undertaking and says 
that with more lanes, the checkpoint process 
proves to be much better for passengers than 
it used to be. 

The improved environment makes a big 
difference for the staff working there, too. The 
previous area was very constrained, causing 
congestion and line issues, explains Haral-
abides. “We tried to make the experience 
more comfortable for everyone,” he notes. 
Wait times have dropped significantly, reports 
Diez. 

Passengers can now choose one of three 
checkpoints at concourses A, B and B/C 
to reach gates in any of those areas. “This 
enables flexibility for the airport long-term and 
accommodates the growth of Southwest,” 
says Ettelman. “If a passenger is using the 
airport as a hub, they don’t have to go out and 
come back through security.” 

The new open space created with the 
checkpoint dovetailed with the need to widen 
BWI’s C Concourse to comply with changes in 
egress codes — just one of the legacy issues 
the airport had to face, notes Donahue.  

It also, however, provided a cost-effective 
opportunity to replace aged carpet and ceil-
ing tiles while keeping most of the existing 
infrastructure. The finish changes refresh the 
entire space with a modern feel, he relates. 
The comprehensive rehab of Concourse C 
currently underway will give the area a very 
similar look to the newer spaces. 

“Passengers love it,” says Wiedefeld. The 
space has been transformed from a window-

Program Management • Construction Management • 
Alternative Project Delivery

People and power to 
move the world.

www.parsons.com

Baltimore/Washington International Thurgood Marshall Airport – Baltimore, Maryland
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less space with low ceilings to a more open area with higher ceil-
ings and airfield views, reminiscent of days gone by. “The whole 
experience is different,” he adds.  

Making Connections
After 2001, the idea of having airside connections between 
concourses has become an important feature in airports. BWI 
opened its B/C Connector in April, when its new security check-
point went live. This connection offers an open path for passen-
gers between the 14 gates in Concourse C and the 26 gates in A 
and B, says Wiedefeld. 

It also provides a vital precursor for future growth. “Southwest 
has leased two additional gates in the C Concourse, so this was 
important from a business perspective,” he says. The new con-
nector also allowed for additional food/beverage and retail space, 
enabling the airport to increase its offerings for passengers. 

From an architectural standpoint, Ettelman notes that the new 
design provides more natural light through a large window. “It 
becomes a space,” rather than just functioning as a corridor, she 
explains. While the ceiling is lower in the middle, it sweeps up 
on the sides, tying to the existing roof and bringing in daylight. 
Holdrooms were relocated to provide extra space, and new 
ceiling tiles, flooring and architectural features such as a skylight 
bring further consistency to the space, says Haralabides. 

BWI’s newest initiative, a D/E Connector, will cost ap-
proximately $125 million and provide benefits similar to recent 
changes. D is the airport’s largest concourse, and Wiedefeld 
says BWI needs to address growth in its international market by 
increasing capacity and securing the entire post-security side of 
the airport. The project also will include a new checkpoint and fix 
additional building code issues. 

“This is for a long-term benefit,” says Donahue. While bring-
ing the building up to current codes was the original goal, the 
building now functions in response to how the aviation industry 
operates, he explains. He says that the best approach for BWI 
was to go beyond the minimal, correcting the evolving life and 
safety codes, but also finding ways to capitalize and maximize 
operational efficiencies.  

 To share or view this article online visit AirportImprovement.com. 

Connecting the B and C concourses was a primary element of BWI’s $105 million terminal project.  
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With a sizable portion of airline 
travelers working to reduce their 
size, airports across the globe are 

responding with everything from calorie-
conscious concessions to in-terminal 
workout facilities.

In North America, Detroit Metropolitan 
Wayne County Airport (DTW) is at the 
front of the pack with numerous health-
oriented initiatives, including plans to install 
a series of “health stations” that will allow 
airport visitors to measure their own blood 
pressure, body mass index and other key 
health indicators. 

According to surveys conducted by 
Wayne County Airport Authority the last few 
years, 35% to 40% of DTW’s passengers 
are interested in more services or amenities 
related to a healthy lifestyle.

“These days, we hear from our  
passengers and see our passengers  
emphasizing healthy lifestyles and healthy  

living,” says Peter  
Gargiulo, IAP, director of 
strategy management for 
the airport authority. “They 
are looking for healthier 
eating options and gravi-
tate toward retail that has 
a healthier bend.”

The airport authority kept local and soci-
etal trends favoring healthy options in mind 
when developing concessions for the new 
McNamara Terminal, notes Gargiulo. 

Be Relax Spa is currently offering  
wellbeing and relaxation services such as 
massages, facials and oxygen therapy  
treatments to DTW patrons. Z Market, a 
partnership between locally-based Mills 
Pharmacy + Apothecary and HMSHost, is 
anticipated to open in the fall. Soon to follow 
will be Running Fit, an Ann Arbor athletic ap-
parel and shoes concept expected to open 
under the Paradies umbrella in spring 2014.

factsfigures
Project: Health-Oriented Concessions

Location: Detroit Metropolitan Wayne County Airport

Retail Additions: Be Relax Spa, Z Market, Running Fit

Concession Partners: HMSHost, The Paradies Shops

Testing Kiosks: World Health Networks

Tests Administered: Blood pressure, weight, body mass 
index, body fat content, heart rate

Of Note: Health stations are installed at no cost to airport; 
tests are provided to airport visitors at no cost

Peter Gargiulo

Detroit Metro Adds Health-Oriented  
Retail Options & Self-Testing Kiosks 

By Nicole Nelson

Airport health stations debuted in Europe  
are making their way into the U.S. market.
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Detroit Metro Adds Health-Oriented  
Retail Options & Self-Testing Kiosks 

Beyond Retail
While DTW has made great strides in appealing to its health-
minded consumer base, Gargiulo reports that more initiatives are 
under review. DTW is currently negotiating an agreement with 
World Health Networks to install self-service “health stations” 
that provide non-invasive tests. The freestanding kiosks will allow 
airport visitors to measure their blood pressure, weight, body 
mass index, body fat content and heart rate. The stations focus 
on tests that allow for early detection of a number of risk factors 
related to heart disease and stroke.

“The health kiosk offered by World Health Networks fits in 
with the airport’s desire to offer our passengers a variety of 
healthy amenities and services,” explains Gargiulo. 

The airport’s first glimpse of the device was at Passenger 
Terminal Expo in Geneva earlier this year. In July, the airport 
authority began testing one of the stations in its administration 
building — a move that garnered enthusiastic response.

“For the first few days, the machine was in continuous use,” 
recalls Gargiulo, noting the wide appeal of free tests in just three 
minutes. “From an employee standpoint, there was a tremen-
dous response. When we put it in the terminal area where 
passengers have expressed that desire for healthy options, it is 
going to be a great fit.”

With plans to install World Health Networks Health Stations in 
passenger areas this fall, DTW will be among the first deploy-
ments in the United States. John F. Kennedy International (JFK) 
in New York and George Bush Intercontinental (IAH) in Houston 
were the earliest U.S. adopters. 

The initiative, which places health stations in 
airport free of charge, was recently launched 
globally, based on the resounding success of a 
pilot program conducted at Amsterdam’s Schi-
phol Airport, explains Lon von Hurwitz, chief 
executive officer of World Health Networks. 

Passenger usage at U.S. airports — an  
average of 500 users per week at each station — is far surpass-
ing projections, reports von Hurwitz. Worldwide, more than 10 
airports are actively evaluating the program, with Sacramento 
International and Mineta San José International among the 
stateside airports, he notes. 

DTW’s test experience is apparently typical. “The process for us 
is very straightforward,” says von Hurwitz. “We bring a unit in, plug 
it into a conference area or lobby of administration headquarters, 
and the employees experience it for themselves for a few weeks. 
So far, in every case where we have done that, the airport has 
decided to go ahead and put it into the passenger side.”

Lon von Hurwitz
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Fatter Bottom Lines
World Health Networks has taken a very deliberate strategy to align 
itself with the mission of cardio societies around the world through 
the World Heart Federation in Geneva, explains Von Hurwitz. The 

federation works to lead the global fight against cardiovascular 
disease — primarily heart disease and stroke — via a united com-
munity of more than 200 member organizations from 100 nations. It 
is the only recognized cardiovascular, non-governmental partner of 

the World Health Organization.

From a financial standpoint, World 
Health Networks returns a royalty to the 
World Heart Federation under sponsor-
ship underwriting that supports the 
federation’s cardio educational efforts. 
Airports have the opportunity to earn 
revenue as part of the process via 
branding and sponsorships from likes 
of global healthcare leaders such as 
Johnson & Johnson and Merck — new 
and non-traditional sources for airport 
revenue, notes von Hurwitz.

Cross-promotion is another avenue 
for participating airports to generate 
additional revenue, he adds. World 
Health Networks has entered an agree-
ment to pilot its health stations with 
Max Wellness-branded automated retail 
boxes in several airports, including JFK 
and IAH.

 800.274.0144  |  FulFab.com
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Based on enthusiastic 
response to a trial placement 
in its administration building, 
Detroit Metro plans to add 
health kiosks in passenger 
areas this fall.
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“Max Wellness was a perfect fit, because the boxes contain 
products for motion sickness, support socks and a lot of travel-
related health and wellness items,” explains von Hurwitz. “It 
became a natural marriage.”

“We also have stand-alone locations, so the model is not to 
be vending box adjacency,” he clarifies. “But that is an example 
of where we are ideally suited because those vending boxes are 
already driving revenue for the airports.” 

ZoomSystems Airport Account Vice President Mark Rickoff 
says that the placement of World Health Networks Health Sta-
tions near Max Wellness units in the C South Terminal at IAH and 
Terminal 5 at JFK have resulted in additional interest the self-
service retail stores.

“We haven’t seen tremendous revenue difference yet, but ad-
ditional touches per machine,” reports Rickoff, noting that graphic 
user interface screens measure where in the sale cycle people 
conclude the purchase or leave. “It is more important that the ser-
vice is there, and hopefully it saves a life or two or three,” he says.

Von Hurwitz sees similar commercial potential at DTW, espe-
cially given the airport’s recent commitment to providing health 
and wellness options for its visitors. World Health Networks’ 
testing stations could cross-promote healthy choices found within 
the McNamara Terminal’s new concessions, he notes — perhaps 
pedometers or travel exercise equipment.  

Gargiulo acknowledges the prospect for incremental revenue, 
but views it as a secondary factor at best. “There is certainly an 
opportunity for advertising or cross-promotion with other health-
related products and services, and that is something we are work-
ing through in the agreement process,” he explains, noting that 
the airport authority has not yet decided on the specific number or 
placement of stations it will implement. “The revenue is an added 
benefit — but for us, it is not the main selling point. Our primary 
reason centers around the healthy lifestyle component.” 

 To share or view this article online visit AirportImprovement.com. 
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factsfigures
Project: Video Streaming

Location: Miami Int’l Airport

Airport Authority: Miami-Dade Aviation Dept.

Partners: AWG/EMS; CNN Airport Network

Debut: June 2013

Cost: Free service for passengers with personal 
wireless devices

Key Benefits: Providing news and other content in 
English and Spanish 

Miami International Airport (MIA) has 
provided news, weather and stock 
market updates to visitors in gate 

holdrooms via the CNN Airport Network for 
roughly two decades. Airport officials have 
long realized that the service wasn’t serving 
one of MIA’s dominant demographic groups: 
Spanish-speaking customers. 

This summer, the airport rectified that when 
it began video streaming free content in Eng-
lish and Spanish. Since June, customers at 
the largest U.S. gateway for Latin America and 
the Caribbean have been using cellphones 
and other mobile devices to watch CNN Air-
port Network and CNN Latino, a broad-spec-
trum programming block that includes news, 
lifestyle, documentary, talk and debate.

MIA’s latest customer survey provides 
statistical support for bridging the language-
based service gap. Recent data indicates that 
33% of the airport’s departing passengers 
identify themselves as Latino or Hispanic.

While MIA officials recognize the value of 
the airport’s satellite television news service, 
they also acknowledge its limitations. “If you 
are in a holdroom an hour before your flight 
and you are looking at entertainment to keep 
yourself or your kids busy, you are going to 
watch CNN in English, 
with both audio and closed 
captioning. But if you don’t 
speak English, how much 
of a value-added service 
are we offering?” queries 
Maurice Jenkins, MIA’s di-
vision director for Informa-
tion Systems.

Rather than change the CNN Airport 
Network content it broadcasts on monitors 
in gatehold areas, the airport leveraged wire-
less technology for its foray into providing 
Spanish-language news and entertainment 
programming. 

Miami Int’l Debuts Free Video Streaming  — in English and Español

Maurice Jenkins
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“We have been seeing everyone — 
from kids to grown adults — carrying 
PDAs, iPads and Android devices with 
wireless capabilities, and we decided to 
go ahead to see what we can actually 
do to enhance that,” explains Jenkins. 
“We put out news, as current as we can 
make it that is being pushed by CNN, 
to wireless devices as a complimentary 
service so our patrons can have an 
experience before they take off.” 

Why Wireless?
While MIA owns and operates its  
Wi-Fi network, Advanced Wireless Group 
(AWG) operates its public Wi-Fi service. 
As such, the company furnishes the 
components and expertise required to 
provide internet access to airport visitors.

AWG President and Chief Execu-
tive Officer Scott Phillips approached 
the airport with the concept of video 
streaming as an additional customer 

amenity. He pre-
sented CNN Airport 
Network as the logi-
cal partner to provide 
English content, as 
well as Spanish-
language content 
from CNN Latino, a 
custom network for the U.S. Hispanic 
market that was created as an exten-
sion of CNN en Español, the Spanish-
language news network pay TV leader 
for the past 15 years in Latin America 
and the United States.

AWG has provided information tech-
nology consulting to MIA and other U.S. 
airports since the late 1980s through its 
parent company, Electronic Media Sys-
tems (EMS). Phillips, who founded EMS 
in 1988, was key vendor to CNN during 
the rollout of CNN Airport Network.  

Throughout the years, Phillips has 
had a front-row seat as MIA considered 

Scott Phillips

www.AWGWiFi.com

Advanced
Wireless 
Group, LLC

The Industry Leader  
in Free and Hybrid  

Wi-Fi Solutions
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Complimentary  
Live and ON-DEMAND 

Streaming Video  
and Entertainment  

Content

Miami Int’l Debuts Free Video Streaming  — in English and Español By Nicole Nelson
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needs of the busy traveler,” says Cooper. “We 
are thrilled to take the viewing experience to 
the next level with the launch of live streaming. 
And by offering a new tier of content, we will 
connect the tech-savvy air traveler with a di-
verse array of content whenever and wherever, 
anywhere in the airport.”

No Charge
MIA’s decision to make streaming video of both 
CNN Airport Network and CNN Latino a free 
service for airport patrons is a continuation 
of its hybrid system. Visitors are similarly not 
charged to use the airport’s wireless network 
to access its website and the sites of related 
partners, such as tenant airlines, rental car 
agencies, area hotels and the Greater Miami 
Convention and Visitors Bureau. They are 
charged, however, to use it for all other pur-
poses such as reading/sending e-mail, visiting 
unrelated websites or streaming video from 
non-partner sources such as Netflix. Airport 
visitors can pay $4.95 for the first 30 minutes of 
access or $7.95 for 24 continuous hours. 

When MIA launched its some-free/some-fee 
model last spring, Miguel Southwell, deputy 
director of the Miami-Dade Aviation Depart-
ment, explained that it’s simply cost prohibitive 
for an airport with MIA’s passenger volume 
and physical footprint to provide unrestricted 
Wi-Fi service to customers. Complimentary 
access to select travel-related websites was 
deemed a “customer service enhancement.” 

Video streaming news in English and Span-
ish is now considered another. “Money is one 
thing, but customer service is another,” says 
Jenkins of the distinction.

Given the state of the airport industry,  
MIA uses Wi-Fi fees to generate non-aeronau-
tical revenue — primarily through paid  
access, but also by leveraging sponsorships 
and advertising.

“We have a fee-based model that offers 
our patrons great customer service, great 
bandwidth and great functionality,” explains 
Jenkins. “With the amount of people we 
touch, we are working to increase more premi-
um sponsorships and advertising to leverage it 
back to our customers.”

MIA recently provided customers with 
several months of complimentary Wi-Fi 
through a paid sponsorship by Google. Similar 
discussions have also occurred with American 
Express and other companies with premier 
brands that want to reach MIA’s consumer 
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base. “As we start to push out more content, and we have the ability to monetize that 
leverage to be able do sponsorships in advertising, you are going to see more compli-
mentary services roll out,” predicts Jenkins. 

For now, however, officials are hoping to enjoy softer returns on the airport’s recent 
refinement of its wireless program. “We look at the provision of this streaming content 
as a good customer service offering in addition to other complimentary services we offer 
via CNN and our Wi-Fi portal,” says Jenkins.

AWG sees it as the wave of the future. Phillips reports that following the success at 
MIA, streaming video versions of CNN Airport Network and CNN Latino will be rolled at 
15 other U.S. airports the company serves, and potentially other CNN Airport Network 
venues as well. 
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Most airport executives agree that 
dealing with governmental bureau-
cracy is the most frustrating aspect 

of their job. Between local, state and federal 
requirements, vital projects can take months, 
even years, to get approved, not to mention up 
and running.

The state of Florida, however, is trying to 
change its part in the process. Three years 
ago, it launched a program designed to reduce 
the hassle of getting airport runways, taxiways 
and other airfield pavement repainted and 
remarked. 

The program ran from early November 2010 
through this April, and according to a sampling 
of the 23 participating airports, the Florida 
Statewide Runway Markings Contract was a 
big success. 

In bureaucratic language, the program’s 
mission was “to provide a cost-effective 
contracting method for Florida’s public airports 
to maximize public investment in preserving 
aviation infrastructure.” Bottom line: it saved 

budget-conscious airport managers time and 
money by providing pre-established pricing for 
standard painting and marking services from a 
vetted supplier.

Hi-Lite Markings won the business over 
several vendors that responded to the state’s 
request for proposals.

Although no definitive decision has been 
made to continue the program, it appears 
likely to be reinstated. “As long as Florida 
airport managers indicate the program has 
value, the department will continue to support 
the statewide effort,” says Aaron Smith, state 
aviation manager for the Florida Department of 
Transportation Aviation Office.

Maintenance services covered by the con-
tract spanned three main categories: surface 
preparation (including removal of existing paint, 
dirt, laitance and loose materials); painting of 
numbers, markings and stripes on runways, 
taxiways and aprons; and other miscellaneous 
maintenance.

factsfigures
Project: Florida Statewide Runway Markings Contract

Purpose: Provide Florida airports with  
pre-established pricing and contract terms for  
runway/taxiway markings and maintenance

Primary Vendor: Hi-Lite Markings

Program Timeline: Nov. 2010 – April 2013

Participating Airports: Boca Raton, Crystal River, 
Daytona Int’l, Fernandina Beach, Fort Lauderdale- 
Hollywood Int’l, Hernando Co., Key West Int’l,  
Lauderdale Exec, Leesburg, Marathon Key, Naples 
Municipal, Northwest FL Regional, Ocala Int’l, Orlando 
Int’l, Pensacola Regional, Punta Gorda, St. Petersburg-
Clearwater Int’l, Sebastian Municipal, Southwest FL 
Regional, Tallahassee Regional, Umatilla Municipal, 
Vero Beach Municipal, Zephyrhills Municipal

Key Benefits: Airports saved time previously  
spent securing multiple competing bids and secured a 
pre-vetted vendor 

Florida’s Runway Maintenance Program 
Gets High Marks from Participants By Mike Schwanz
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Airport managers who used the program 
enjoyed fixed pricing for various services. Per-
haps the biggest advantage was avoiding the 
time-consuming bidding process — the state 
had already completed that. In most cases, 
the process satisfied local budget committees 
with oversight over airfield maintenance and 
saved the airport considerable time  
and money.

Field Reports 
The speed and efficiency of using a pre-nego-
tiated contract made the Florida program a per-
fect fit for Vero Beach Municipal Airport (VRB), 
a general aviation facility 
with 160,000 to 165,000 
operations per year. “We are 
very busy and need to have 
maintenance jobs such as 
runway markings done very 
quickly,” explains Assistant 
Director Todd Scher.

“I took contract pricing from the state to 
the Vero Beach Purchasing Department, and 
they approved it relatively quickly. Without the 
state contract, we would have had to hire an 
engineering firm, then get bids. It would have 
required us to spend at least 50 percent more 
time to get this accomplished.”

VRB was also pleased with the service it 
received from the state-selected vendor. “Hi-
Lite Markings was a pleasure to work with and 
were very flexible on scheduling,” notes Scher. 
“Their workmanship was second to none.”

At VRB’s request, Hi-Lite scheduled its work 
in December, when the airport is “slightly less 
busy.” Using three separate trucks to reduce 
the total project time, Hi-Lite crews repainted 
its runway chevron markings in one day.

“One (truck) did yellow paints, the other 
did black outlines, and the third used roofing 
shingles to outline paint,” recalls Scher.  

Tod Scher

Vero Beach Municipal (left) and Naples  
Municipal (right) both saved time by using the 
Florida Statewide Runway Markings Contract.
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“They worked sunup to sundown, which I 
appreciated.”

With another runway in need of work this 
fall, VRB hopes the program is approved for 
continuation. “Overall, we had a very positive 
experience, and would definitely consider 
using the state contractor again, if the state 
reinstates this program,” relates Scher.

Tallahassee Regional Airport (TLH), a 
facility that serves 680,000 passengers and 
handles 10,000 tons of cargo per year, also 
used the program — to clean its concrete 
apron and remark several sections of airfield 
pavement, including airport containment 
lines and enhanced hold position mark-
ings. American Airlines, Delta Air Lines, US 
Airways and Silver Airways are among the 
carriers that use its two runways.

Director of Aviation Sunil 
Harman estimates that 
using the state contract 
saved TLH 60 to 90 days 
when completing the proj-
ects. He also gives Hi-Lite 
high marks for address-
ing extra weather-related 
challenges that emerged during the work: 
“We had significant rains here in Tallahas-
see in the last few months, so we had a lot 
of mildew out in the airfield,” he says. “They 
cleaned that up nicely.”

Overall, Harman describes the state 
contract as “user friendly” and notes that it 
helped his airport a great deal.

The state program saved Naples Municipal 
(NPF) from having to secure three separate 
competitive bids when restriping its 5,800-
foot primary runway, 5,000-foot crosswind 
runway and taxiways.

“It is not always timely to go out and find 
striping companies,” explains Kerry Keith, 
NPF’s director of airport development and 

Sunil Harman

Services covered in the contract span surface 
preparation and runway markings to mildew 
removal and other maintenance. 
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facilities. “First, you have 
to meet with prospective 
vendors in person. Then 
you have to get them out 
into the field to see what is 
there. After that, you have 
to wait for the bids to come 
in and evaluate them. It can 

take several weeks. If we can piggyback on 
someone else who has done the work, that 
qualifies as getting a competitive bid.” 

Hi-Lite performed the airport’s restriping and 
other runway marking projects in four days, 
completing work on the main runway in three 
to four hours to reduce downtime. 

“The state contract was good for us,” says 
Keith. “In early April this year, we had another 
vendor lined up to do some work, but that 
deal fell through, so we had to get a replace-
ment within our timeframe.” 

Removing some of the uncertainties 
involved with contracting airfield pavement 
work was a big plus at Pensacola International 
(PNS). “With state contract pricing, you are 
likely to get a fair price with a respectable ven-
dor,” explains Dan Flynn, assistant director for 

operations. “We used Hi-
Lite Markings for two years, 
for rubber removal and 
airfield painting services. 
They did a wonderful job. I 
have used them in the past 
for other projects as well. “

With about 110,000 
operations per year and major airline service 
schedules to maintain, getting the work done 
in a timely manner was also crucial at PNS. 
“We do rubber removal on part of the airfield 
every year, and we have to constantly maintain 
our two main runways,” reports Flynn.

“Using the state contract cut down on the 
lead time considerably,” he continues. “Going 

Dan Flynn

Kerry Keith
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through the official bidding process for a given project makes it 
more difficult to keep a timetable. Here in Pensacola, if we don’t 
have a state contract to use, we are required to get competitive 
bids from several vendors, which must be approved by the Pen-
sacola City Council. Going through this process can add several 
months to a project.”

There also can be hidden costs associated accepting a low 
bid, cautions Flynn, citing rubber removal as an example. “The 
company with the lowest bid may not do the best work,” he 
says. “If they use high-pressure removal (methods) and are not 
experienced in this type of work, they can damage the pavement, 
which will have to be fixed at extra cost.”

Provider Perspective
It took a great deal of planning on the state’s 
part to implement the runway markings con-
tract program, recalls Smith. “Due to the com-
plex nature of the state procurement process, 
the original contract took more than two years 
from inception to execution,” he explains, not-
ing that the next contract should only take three 
to six months to advertise and execute

“The project was the genesis of the 
Continuing Florida Aviation System Planning 
Process (CFASPP) committees,” he continues. 
“The CFASPP is a method used within Florida 
to continually monitor the aviation environment 
and determine the development requirements 
to best meet projected aviation demands.” 

The process, he adds, is a component  
of the FAA Continuous Airport Systems  
Planning Process.

From Hi-Lite’s point of 
view, bidding a contract for 
a program with nearly 130 
eligible airports was a bit 
tricky, relates Brad Dunn, 
the company’s South-
east division manager 
who oversaw the Florida 
program. A tiered pricing schedule provided 
graduated costs for various sized projects — 
airports with less than 5,000 square feet of 
work, 5,000 to 20,000 square feet, and more 
than 20,000 square feet. 

“That evened the playing field,” relates 
Dunn. “Not all jobs are equal, but the state 
contract did a good job of qualifying bids.”

Hi-Lite’s nationwide staff of 120 workers 
helped service the new business. “If we had a 
big job in Florida, we had the manpower to do 
it on schedule,” says Dunn, who is convinced 
that his company has proven itself to the state 
and its airports. 

“After spending the last few years talking to our clients, I think 
all of them appreciated the fact that we saved them time, money 
and hassle, and did quality work,” he explains. “But I think one 
of the best benefits we offered was that airport executives could 
plan ahead and budget several years in advance with set pricing. 
That was good for their airport and for them.” 

Working under the state contract kept the company consis-
tently busy for the last 2½ years, he reports. “For us, it was well 
worth it. I know we would do this again if the state decides to 
reinstate the program later this year,” he says.
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For a demonstration of the  
FOD*BOSS at your location  
or peer references of the  
FOD*BOSS Please contact us.

Keep Your AOA Clean  
and Safe; Cost Effectively

N O  F O D  L E F T  B E H I N D

303.697.9692  |  Myslikinc.com MySlik, inc  

Picks not Flicks.

It IS all abOut: PROVEn PRODUcT PERFORMAncE

APP
Now Available

Distributed in the U.S. by

 To share or view this article online visit AirportImprovement.com. 

Brad Dunn



september 2013  AirportImprovement.com    

In
d

u
st

r
y

 In
s

id
e

r

74

As air travel makes the world smaller, 
the dangers airports must manage 
have increased significantly. Every day, 

airport police face new and emerging chal-
lenges — from fighting the war against terrorism 
to limiting the spread of a worldwide pandemic. 
They’re also an important force in stemming the 
flow of illicit narcotics, illegal immigrants and bulk 
cash, not to mention an integral part of any major 
aircraft accident. 

Ever-changing passenger screening require-
ments and security procedures, employee theft 
rings and evolving Explosive Ordnance Dis-
posal procedures are standard elements of the 
profession. A proposed federal policy requiring 
airports to staff security concourse exit lanes 
could become a new unfunded mandate for 
both airports and their police forces.

The landscape of airport policing clearly isn’t 
what it used to be. Prior to the 1970s, U.S. 
airports were innocent places where people 
gathered for business travel, to take vacations 
or visit relatives. Few crimes were committed in 
airports and minimal law enforcement was con-
sequently deployed there. Then, several high-
profile hijackings in the late 1960s demanded 
improved security measures.

In 1973, the FAA began requiring all airlines to 
screen passengers and their carry-on baggage. 
Screening was generally contracted to private 
security companies, with personnel focused on 
detecting potential hijacking weapons. When 
FAR Part 107 required airports to allocate sworn 
police officers to support passenger screening, 
a new form of specialized law enforcement was 
born: airport policing.

The bombing of Pan Am Flight 103 over 
Lockerbie, Scotland, later added another fright-
ening dimension to aviation security — the use 
of explosive devices to commit mass murder. 

In the 1980s, airline passenger volume grew 
significantly amid federal deregulation and the 
introduction of cheaper airfares via discount 
airlines. As traffic increased, so did airport crime 
such as distraction theft, auto burglary/theft, 
shoplifting and sex crimes in airport terminals 
and aboard aircraft.

The Airport Law Enforcement Agencies 
Network (ALEAN) was formed in April 1990 after 
law enforcement officials from the Port Author-
ity of New York/New Jersey and several other 
large U.S. airports met with Interpol to discuss 
the need to facilitate the exchange of information 
concerning terrorism and emerging airport crime.

Over the past 20 years, ALEAN membership 
has expanded to more than 100 U.S. airport 
agencies and numerous foreign associate 
member agencies in Canada and the United 
Kingdom. Many government law enforcement 
agencies also hold adjunct memberships, 
including the TSA, Federal Bureau of Investiga-
tion, Interpol, U.S. Secret Service, Immigration 
and Customs Enforcement Service and several 
international regulatory agencies.

Transient criminals such as pickpockets, dis-
traction thieves and con artists are a significant 
problem at some airports. Bands of highly-
trained criminals victimize the flying public for a 
few days at one location, then move on to an-
other unsuspecting area. ALEAN addresses this 
challenge with a system that allows members 
to share suspect information and intelligence. 
Through this process, airport investigators are 
better able to track such activities and proactive-
ly identify potential targets. Several large facilities 
now deploy specialized Anti-Distraction Theft 
Units. Armed with information shared by ALEAN 
members, airport police now place known crimi-
nals under surveillance as soon as they arrive.

From its inception, ALEAN has partnered with 
the National Explosives Detection Canine Program 
to deploy top-quality explosives detection teams 
throughout the aviation system. Today, airport 
police handlers manage more than 400 bomb dog 
teams at U.S. airports, creating a model system of 
much-needed federal and local partnership. 

Given terrorists’ propensity to choose aviation 
as a target source, many airport police agen-
cies also belong to Joint Terrorism Task Forces 
and participate in state and local fusion centers. 
ALEAN supports such efforts with a member-
driven IntelNet to facilitate the flow of informa-
tion, including monthly teleconferences for 
criminal investigators. The exchange of real-time 
intelligence and incident information is facilitated 
via our CommandNet system.

Spring and fall conferences allow member 
departments to learn about model policing 
programs and discuss matters of concern with 
officials from the Department of Homeland 
Security and TSA. Our national benchmarking 
project provides law enforcement executives 
with details about current best practices, 

Airport police provide vital safety services in 
unique and challenging environments. However, 
we are inexorably linked to other police agen-
cies in a common purpose of protecting citizens 
in the ever-dangerous and globalized world of 
the 21st century. 

Duane P. McGray
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LG commercial LED displays provide seamless and scalable digital signage solution that are perfect for airports.

Whether installing touch screen displays, flight information displays, or way finding kiosks, performance is delivered
in sleek and attractive bezels while using less energy than traditional CCFL displays.

Thanks to its IPS (In-Plane Switching technology) panel, our LED displays reproduce accurate and consistent color
from virtually all viewing angles. In addition, their superb panel stability minimizes distortion when deployed as
touch-screens and are not subject to color shifting when the image is viewed from different angles as compared
to our competitors’ VA panels.

Your customers and YOU will see the clear difference LG commercial displays make and understand how they are
raising the standard of digital signage.

LG excels in bringing innovative technology advancements to the digital signage market developing products like
our award winning EzSign TVs, 84” Ultra High Definition (4K) display, video walls, transparent displays, stretch and
touch-screens. For more information, call 1.800.897.8788 or e-mail us at info@LGsolutions.com.

When it’s all possible, life’s good.

LGsolutions.com© 2013 LG Electronics U.S.A., Inc., Lincolnshire, IL. All rights reserved. “LG Life’s Good” is a registered trademark of LG Corp.  Screen images are simulated.  

Raising the Standard of Digital Signage
LG Commercial LED Displays with IPS Technology

Advantage

NO BLACKENING DEFECT
Display has a built-in temperature control that
adjusts to light and heat eliminating dark or
blackened areas.

IPS Competition

IPS Competition IPS Competition

TRUE WIDE VIEWING
Color shifts and distortion are eliminated at
any viewing angle.

PANEL STABILITY
Minimized image distortion and shows no
tailing when external pressure is applied 

SCAN TO VIEW THE
IPS ADVANTAGE

Our stretch screens are perfect for areas
with a limited space such as ticket counters.
They can be found in many airports around
the world. 

COME VISIT LG
BOOTH #1109
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