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Delta, Northwest Airlines,
and Vancouver Airport:
The Business Value of Customer

Mike Childress, senior vice president of der.elopment at
Delta Tirhnoloryand the project's leadeq says there are now
449 kiosls installed at airpor* in 81 U.S. cities. The kioslcs
had been part of Delm's multiyear business plan, but when
airports increased sectrity in the wake of the Septernber 11
terrorist attacks---and the amount of time customers spent
waiting in line grew longer*the airline decided to accelerate
the poject Delta actnowledges that it had been trailing
sorne other ctrriers' kiosk initietives before $eptenber 11.

For ex*mple, Northwest Airlines (www.nw*.com) h*d
embracud self-rervice airpon kiosb in a big way before
Delta. Northwest had over 650 e-Service Center check-in
Liosks in over 150 eirports, more than any odter aidine, and
added over 100 mnre kiosls at the end of ZOO1.In fact, more
of Non*rwestt customera are using self-ssrvice check-ins by
checking in onlinc on the Wbb at nwa.com, or through one
of dreir e*Service Center check-in kiosls, than through tra-
dition*l check-io methods.

Thus, more than half of eligible cxrstorlr€rs now choose
one of Northwesds self-service check-in opdons, a record
high, At the carrier's Detroit World Gateway and Min*
neapoliV St. Feul airport hubs, usage has averaged 70 per-
cent. Sy$temwide uc*ge has continued to so*r *rrough the
end of 2004. "On May l, 2004 our Minneepolis/Sr Paul hub
aehieved a record 74 percent of check-in trense*ions per-
fornred through one ofour convenient self*service check-in
options,' said Al Lerrra, vice prmident of e-eomr,*erce and
distribution. "With dre rapid growth we are erperiencing, by
the, end of the y€Er w€ etpect thet at least 70 pereeot af our
castoillers, qrutem-*ide, will be choosing nwa.com online
check-in or an e-service Center kiosk for their check-in
needs,o said Lanza.

Rob Maruster, Delta Air Lines'director of airpott strat-
eg5r and service, says the hio+ks lrelp cu*omers shave 5 to 15
minutcs offthe time tlrey htve to stand in line. Pe*sengers
cafi u$€ the bosls to chcct in fur their {lrghts, get boarding
pasr€s for origin*ting or connocting flight*, sclect or c}ange
ssats, reque$t to staud by fcr an upgrude, check baggage,
ehangc fliglrts, a*d initiate multipa*y check-ins.

Deltr added rnore than 400 kiosks in late 2004 and en-
hanced firnctionality to include ir*ernation*l chrck-in and
fre cotlection. With this ch*ngr, Delta will offercustom€rs
more than 800 kioeks in airporu rrationwide. "From the
busines side, the kioats are the cornerstone of a broader air-

FOft Stmtegy to oftr flr,stomers more control," Maruster
sayT.

Self-Service Kiosks

or trevelers, the best trips are fest and hassle-free, with
limited time spent at the airport. That's why Adanta-
based Delta Air Lines Inc. (www.delta.com) teamed up

with its technology zubsidiary Delta Technology Inc., to de-
ploy hundreds of self-service check-in kios&s at airports

across the countq4 with a goal of speeding travelers to their

destinations.

Since the proiect was launched in Novemtrer 2001, the
airline has spent $5 million to $7 million on customer-
service initiatives, including the kiosls, he says. Marusrcr
says the payback has been enorrnous, but he declines to give

financial details. Delta says it is on track to check in 13

million to 1{ million people in 2005.
Delta Technology purchased the self-service check-in

kiooks from Kinetics USA (www.kineticsusa.com), the domi-
nant zupplier of self-service kiosb in the airline industry,
with 6 of the top l0 airlines in the world using Kinetics
self-senice technology. The self-service kimls are really net-
worked speciil-purpose microcomputer terminals, featuring
video touch screens as the primar.v user interface, a built*in
high-speed drermal priner for printing flight itineraries and

boarding p*sses, and a magnetic-stripe card reader to read

customsrs' airline and credit cerds.
Childress says *n inrcrnal application-development tearn

integraed *re kiosk functionality with Delta's Digital Ner-
vous System, the network that communicates with everypart
of the Dela organization. "'ln 2ffi2, we deployed over 300
kiosks in 8l cities," Childress says. "Frorn start to finish, it
took six months, and we were che,cking in half a million peo-

ple per rnonth. Wb wouldn't havc been able to do it without

the infrasmrcture.' Childress says he learned how impotant

it is to have the application and business teems work to*

gether. oHaving a team that knows what theywant to achi€ /e

&om a strategy and business pers,pective enablcs the technol-
ogf team to drive a solutio,n as soctn rc possible."

Vancouver International Airpon has taken the airline
kiosk ide* to a whole new lerrel. The Vaneouver Airport Au-
thoritf deploye.d 80 new "common-use" kiosh that support
*ll airline custor$er ch*k-in requiremenrs, thus eliminating

the need for kiosks dedicated to just one airline.
The new system, developed by IFM and Arinc Inc., an

Annapolis, Maryland-based communieetions and engineer-
ing firm, is based on a n€w indu*try sofi:ware sandsrd.called
"CUSS," or cotrunon-use self-service. Pasengers can access
many different eirlines' self-service chech-in applications
&om a siagle kiosk.Air Can*d*was *e firstairline to use the
kiosks fsr its Express Cheek-in. Since their installadon,

howener, over half of the airlines flytng in and out of
Vaocouver are using tlre sysmm.

Keyin Molloy viee president of IT for dre airporrt
autlroritg seid the cort savingp *f,6 ornarsive.o For sarndq a
study conducted by his office in 2000 rwealed that to con*

tinue supporting the airport's projected passenger load
would requfre an additional 145 check-in counters at a cost

of $l million e*ch. That cs$t *'€uld c.venarcltry be reccuped
from the eirlines, he seid.

Y*nco-aser Lrternationel fu the qsrosd-l*rgt*t intef,na'

tional paswnger gatesray on fie West Coast and Canada's
second-bruiest airport, with more $an 15 million passengers

and 274,4S0 takeoffs rnd lrndings last year.
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