
 It will be the 
promotion of a consistent level of 
service across the passenger journey 
that will drive meaningful change, 
and not a singular fixation on 
easy-to-measure metrics  
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PRM demographics are 
changing: The next 

generation of PRMs will be 
a tech-savvy, well-educated generation 

that values independence over 
everything else
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A seven of the past eight years, Cincinnati/

or worse, turned away from the joys of air travel.

Where compliance falls short

Immediate questions from the organisation’s 

Consider the cost

its product. Couple this with the consistent rise in 

with the growing wealth of the world’s developing 
nations’ population and direct forecast impact for 
air travel demand. If we do nothing towards social 

we risk depriving air travel for an entire population 

groups”1. While the spectrum itself has varying 

constrained themselves as they must consider all 
limitations in daily life.

Brian Cobb

BRIAN COBB, Chief 
Innovation Officer at 
Cincinnati/Northern 
Kentucky International 
Airport (CVG) is a graduate of 
Embry-Riddle Aeronautical 
University, having received 
his bachelor’s degree in 
Aeronautical Science. 
He also holds commercial 
pilot and flight instructor 
licenses and associated 
aircraft ratings, and 
received ACI’s “International 
Airport Professional (IAP)” 
designation in 2013. Cobb 
has over 25 years of aviation 
experience, working in both 
airline and airport sectors. 

Compliance  
vs. compassion
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ABOVE: Segway Loomo 
pilot test at CVG, 
demonstrating the 
carriage of a customer’s 
carry-on bag

Facilitate change

with resounding success and consistent growth. 

travel-related health challenges. With support of 
community health professionals, each learning event 
is designed to provide comfort and encouragement 
for the individual and their caregivers, raise 

among airport community personnel and employees.

miniature therapy horses, site familiarisation for 
service animals in training, and awareness for heart 
patients with advanced mechanical implants.

recognised the lack of awareness surrounding a new 

advanced treatment option for end-stage heart failure. 
It is a mechanical pump that's implanted in the heart 

device design appears as the passenger is hiding wires 

were fascinated with the in-person patient learning 

sharing took place and compassion took hold as each 
agency and airline committed to sharing the learning 
materials among their respective headquarters.

In place now

our interest in starting our customers’ journey prior 

worked to develop several options to pre-journey the 
airport for those less familiar or not well-travelled 

specialist to photograph and stitch full facility tour 

elevators to ‘home’ position with doors open 

plan for conveyance outages and/or emergency 

On the horizon

autonomous technologies to advance the experience 

Could we reduce the need for human service to 

of the device was a caregiver feature, allowing 
them to navigate the chair via smartphone over 

full-autonomy mode via connecting to Wi-Fi nodes 
acting as waypoints. Ultimately, the device has yet 

facility design requiring multiple up-down transitions. 

results with others which led to additional pilots and 

on a use case to again facilitate a ‘digital concierge’ 

carry-on, acting as an interpreter, and several other 

ensuring that all existing and future customers 

It's about 
giving a voice and 
options to those who 
have been turned off, 
or worse, turned 
away from the joys 
of air travel  
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TPaper and one proposal it contains is 
for a Passenger Charter to strengthen 

airports’ and airlines’ customer experience.

improve the airport experience for passengers with 

some truly consistent standards across all airport 
stakeholders as this is where things often go 

poor service.

apply to every organisation that comes into 
contact with the passenger during their journey, 

handling agent.

deal with various organisations and poor service 
at any point can ruin the entire experience.

Airports are often fragmented environments 

often-disparate parties together. 

Sara Marchant, looks 
at how the UK’s proposed Passenger Charter is an opportunity 
to introduce consistent standards for passengers with reduced 
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Passengers with 
additional needs require 
consistent standards 
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level of service across the passenger journey that will 

such as waiting times. Passengers value how they 
are treated, not just the time in which it takes to 
complete one part of a journey.

cost increases for passengers, as this could have 
the unintended consequence of excluding certain 
demographics from travelling altogether.

The Gatwick family
One way we are driving consistent and meaningful 

Family’ initiative. In a nutshell, the initiative is looking 

more productive relationships with each other.

raised awareness of the issue and created 

ensure that we are delivering consistent standards for 

Staff training is key

need a little extra help. We rolled out training 

appropriate help to passengers who require 
assistance in an empathetic and positive way. 
We provide this training ourselves and free of charge 
for other organisations across the airport campus, 
including airlines and ground handlers, to drive 
consistent standards across the passenger journey.

have received training to recognise and help people 
with dementia alone. 

lanyard scheme which is a discreet signal that the 

person wearing it may need a little extra help 
and support when passing through the airport. 

programme, the lanyard is now widely recognised 

do if they see a passenger wearing one.

continuing to grow.

graphics and photos for free, so that everyone 

Talk to the experts
It is also important that discussions are not limited 
to organisations on the airport campus. We have 

service standards in partnership with them.
Our training is also written in conjunction 

also attend or deliver training where practical and 

key component to a good passenger journey. 

a sensory room following close consultation with 

Institute of Blind to make sure the perspective 

considered when designing new facilities. 

through the airport we know that we will not get 

in place to help us constantly improve our 

ensure that passengers in need of assistance have 

SARA MARCHANT, 
Accessibility Manager for 
Gatwick Airport, started her 
career in Law Enforcement 
working on the Investigation 
Division of HM Customs 
and Excise for 17 years and 
has spent the last 11 years 
at Gatwick Airport, helping 
to improve the passenger 
experience. She has been 
focused on improving 
accessibility – with 
particular regard to hidden 
disabilities – training and 
awareness, engagement 
with charities and support 
groups, whilst working with 
project designers to make 
new and upgraded areas 
of the airport accessible.

The UK government is seeking views on its long-term 
vision of aviation – Aviation 2050 Green Paper – until 
20 June 2019. The green paper outlines a new aviation 
strategy, including the proposal for a Passenger Charter. 

Passengers 
value how they 
are treated, not 
just the time in 
which it takes to 
complete one part 
of a journey 
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Ohosted an international workshop which 
focused upon passengers with reduced 

providers came together to discuss the state of play 

Where does the industry stand?

in the aviation sector.

stakeholders at EU level this autumn, and the 

guidelines this winter.

likely to impact operation frameworks more than 
the passenger experience.

workshop, Heathrow Airport presented the outcome 

From assistance to 
bespoke customer service
As the aviation industry moves towards a more focused approach on 

We spoke to Roberto Castiglioni, Chair of the Heathrow Access Advisory 

Current 
assistance models are 

built around 
one-to-one assistance 

schemes, exactly 
the opposite of 

future aspirations  
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service still meets the needs of passengers. 

guidance in their native language, group movement 

or full wheelchair service.

said they would have preferred not using 

the needs of passengers. More PoCs are scheduled 
to take place in coming months.

Where does the industry want to get to?

well-educated generation that values independence 
over everything else.

one-to-one assistance schemes, exactly the opposite 
of future aspirations. In coming years, one-to-one 

For example, passengers who are in a wheelchair 

need to follow universal design criteria.
In other words, the future will see airports and 

airlines move away from traditional assistance 

How do we get there?

inclusive airframes.

as everyone else. Inclusive airframes are those 

a dedicated space for those who can only travel 
in their own wheelchair.

digital self-enrolment to services, passenger real-time 

Digitalisation of personal wheelchair passports 
will ensure handling agents can access real-time 

or restore the device and technical information like 
weight and dimensions.

Assistance frameworks will need a major overhaul 

Agents training will also require a full overhaul. 

around customer service. In a not so distant future, 

Access to choice is fundamental to drive customer 

Far too often airports are required to make 

to enhance the passenger experience, improve 

that the ageing population is set to drive to 
continuous growth. 
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ABOVE: The Heathrow 
Access Advisory 
Group (HAAG) 
is focused on offering 
passenger-centric 
accessibility services, 
and frequently consults 
with PRMs to determine 
what these should be

ROBERTO CASTIGLIONI 
has been a member of the 
UK Civil Aviation Authority 
Access to Air Travel Advisory 
Group since 2012. He works 
with airlines, airports and 
PRM-service providers 
across the world to improve 
access to air travel for 
people living with disabling 
conditions. In his capacity as 
an accessible air travel expert 
he has worked with National 
Enforcement Bodies across 
Europe and on projects for 
the European Parliament 
and European Commission. 
He has been a member of the 
easyJet Special Assistance 
Advisory Group (ESAAG) 
since 2012 and has chaired 
ESAAG’s Airport Experience 
working group since 
2014. In September 2017, 
Castiglioni was appointed 
Chair of the Heathrow Access 
Advisory Group (HAAG) 
and joined the European 
Network Accessible Tourism 
NGO as an Accessible 
Air Travel Expert.
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