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Problem Statement

Airports require efficient self-service machines to expedite passenger

processing at the border.




Objectives & Goals

- Time-efficient passenger » The Ul needs to be easily rebranded and

enrolment at the border. adaptable to multiple languages.



Our Process

Discover Define ldeate Design



Business Challenges

Usability and User-Friendliness: Designing intuitive and efficient interactions.
Multilingual Support: Seamless language options for diverse users.

Accessibility and Inclusivity: Designing for users with disabilities.

Error Handling and Guidance: Clear instructions and informative error messages.

User Support and Assistance: Providing prompt help and assistance options.



Product Users

Individuals of various ages and backgrounds

who are traveling by air. They are

international passengers exclusively.




Quantitative Research

Conducted extensive research with results from our

target audience.

Observations

60%

Roughly 60% of respondents with
disabilities may express frustration
over the lack of accessibility

features in current kiosk designs.

90%

719%

Approximately 75% of users may
struggle with understanding the
complex navigation and menu

options of existing kiosk systems.

An estimated 90% of participants may 700/0

desire clear instructions and visual
cues to overcome confusion during

the self-service process

Around 70% of respondents may

express the need for readily available

assistance options to address issues

or queries while using the kiosk.

80%

Approximately 80% of participants desire

a multilingual interface for inclusivity.



User Needs

—> User-Friendly Interface: Users need an intuitive and efficient kiosk interface for

seamless task completion.

—>  Multilingual Compatibility: Users require language support for a more inclusive

experience.

—>  Accessibility: Users with disabilities need kiosks designed with accessibility

features.



Features & Functionalities

To resolve user needs

O Alx

Intuitive Multi-Language Accessibility

Interface Support Features



Product User Challenges

Technical glitches: Users may face technical issues, hindering their interaction.

l

l

User errors: Input mistakes and confusion require clear guidance and error

handling.

— Language barriers: Limited language options can impede user understanding

and completion.

— Inconsistent experience: Varying design and functionality across kiosks

confuse users.



Competitor Analysis

Vision-Box

Advanced ABC Kiosks with seamless biometric

enrollment and integrated passenger analytics

Features: @ vision-box

—s Convenient biometric data enrolilment, ensuring

faster and accurate identity verification.

— Integrated analytics systems, optimizing operations and enhancing the

passenger experience by providing valuable insights on flows and patterns.

SeculNet

Secure ABC Kiosks with HD multispectral sensors

and automated document authentication.

secunet

Features:

—s Advanced biometric authentication.

— Automated document authentication.



Unique Features

Kiosk should have keyboard, numpad, calendar picker and question types for

accurate responses.
Users pre-enroll via phone and scan QR code for faster processing.

The kiosk should provide robust multilanguage support, enabling users to
interact in their preferred language for an inclusive and user-friendly

experience.



User Persona

Description

Alex is a tech-savvy frequent traveler who values

efficiency and convenience.

Traveller Tim ] o
A day in their life

Sales Manager
 Alex prepares for travel, organizing documents and

About checking schedules.
35 American . At the airport, Alex efficiently uses self-service
& mBa @ trmployee options for check-in and bag drop.

« In-flight, Alex works on his business tasks.

Maslow Pyramid Pain points

- Long queues, wasting time and causing delays.
Self Actualisation

« Complex forms and unclear instructions overwhelm

Alex, hindering timely border crossing.

Traveling for business is already hectic enough. | appreciate self-

Love Belonging

Safety

_ , service kiosks that make border control a breeze. It saves me time
Physiological

and allows me to focus on what truly matters during my trips.



Eisenhower Matrix

Important

Not Important

Urgent

Multilanguage support

QR Code capability

Declaration screens with various
of question types

Error Handling

Calendar Picker

Not Urgent

Digital Keyboard
Digital Numpad

Screen reader [ voice-over

Videos instead of animations as

alternative



5 Why Analysis

Slow Passenger Processing Long Queues

Error Messages

Instruction Misinterpretation

Confusing User Flow

Language Barrier

Non-inclusive UX



Root Cause Analysis (RCA)

Slow Passanger Processing

Disability Non-Inclusive UX

Errors Instruction Languages Machine translation
Conectivity Ambiguity Tech terms Non-inclusive UX
Glitches Formatting Limited language proficiency
verification Interference

Congestion

Eligibility Criteria Not Met

Limited Kiosk availability

System bottleneck



Major Screens

Language Selection Screen

SITA ‘ Entry Exit Kiosk

Automated Border Control Kiosk

A secure way of registering travellers using Biometric Identity Verification.

............ Screen Title and Subtitle

Please Select Your Preferred Language To Start.

@ ENGLISH | [ () FRANCAIS | ( © ESPANOL | () ITALIANO
Secondary Buttons -+ , Y ( \ ¢ \
® PORTUGUES & DEUTSCH C iyl W PYCCKNIA
. J
Airport Custom Logos - < Al

QR Code Screen

SITA ‘ ABC Kiosk

Scan your Declation QR Code

Place your Declaration QR Code flat on the scanner surface
. .-

. E =

Animation. .

How to scan QR Code

v )=

Declaration Screen

SITA ‘ ABC Kiosk

Passenger’s Declaration

Please answer all the questions below.

What is the reason for your visit to Italy?

[ Tourism Friends or Family Business Studies Other ]

What is your duration of stay?

[ 0-15 Days 16-30 Days 31-60 Days 61 - 90 Days More than 90 Days ]

Do you have any credit / debit cards with you?

[ ves No ] ------------ Boolean question type

Do you have a return ticket? ---------------ooo-oooooo QueStiOn Title

 ~ ")

NCIVigCItion ------------ [ EXIT ] [ BACK ]

Keyboard Screen

Question - WHAT IS YOUR TICKET RETURN DATE?

Delete all LOREM IPSUM ---- Delete char

----- Numbers

Keyboard card ---

- Letters

CANCEL Siake I~~~ - - - - - quigation




Screens

SITA ‘ ABC Kiosk SITA ‘ ABC Kiosk

Statutory Notice How many passengers you would like to enrol?

Please read the following information carefully before proceeding with your clearance. Please select an option below

This kiosk captures facial images, passport information, and fingerprint information of passengers to
facilitate quick and accurate identity verification, and enhance border security.

All passengers are required to provide accurate and up-to-date information when using the passenger
enrolment kiosk. This includes providing a valid passport and any necessary visas, as well as accurate
personal information. It is important to note that failure to comply with these requirements may result in o
delays or even denial of entry or exit from the country. o . .

At [Airport Name], we take the privacy and protection of personal data seriously. The passenger enrollment a . Q -
kiosk uses advanced technology to capture and store data securely. We ensure that all personal data is
processed in compliance with applicable laws and regulations, including data protection laws. This data will SINGLE PASSENGER MULTIPLE PASSENGERS

be used for immigration and security purposes only.

Thank you for helping to make future air travel faster, safer and smarter.

[ EXIT | AGREE EXIT

Statutory Notice Number of Passangers

SITA ‘ Entry Exit Kiosk SITA ‘ Entry Exit Kiosk

Look into the camera Place the fingers of your right hand on the scanner

— o

[ EXIT [ EXIT

Face Capturing Fingerprints Capturing

SITA ‘ ABC Kiosk SITA ‘ Entry Exit Kiosk

Do you have a declaration QR Code? Review The Personal Details
Please select one of the options below. Review the following details to confirm you have scanned the correct document.
Surname Other Names
- N ~ OWENS JESSICA OLIVE
Birthdate Sex
ﬂ | ﬂ 14.06.2017 F
oy |
n H.j Passport Number Nationality
509826803 GBR
YES NO
Expiry Date Country of issue
29.06.2026 GBR
Flight Route
N/A N/A

[ EXIT EXIT ] [ RETRY CONFIRM

QR Code Question Passenger Details

SITA ‘ ABC Kiosk

Review your answers

WHAT IS YOUR PHONE NUMBER?

+44 737 939 1223

What is the reason for your visit to Italy? Can you prove that you have the amount of money declared?
Tourism Yes

What is your duration of stay? Where will you stay?

16-30 Days Hotel

Do you have a return ticket? Do you have invitation letter?

Yes No

Do you have any credit / debit cards with you? Do you have a reservation?

Yes Yes

This is the second variation of a long question for which we use the full width of the row (535px maximum width breakpoint)?

Banana, Orange, Chicken, Cow, Tomatoes, School, Education, Bowl, Cup, Soup, Juice, 24 June 1998;

CANCEL CONFIRM

[ EXIT ] [ EDIT ANSWERS CONFIRM

Declaration Summary Numpad Keyboard Pop-up

SITA ‘ ABC Kiosk SITA ‘ Entry Exit Kiosk

Try again! Enrolment is now completed

Please re-scan or exit the enrolment process and seek assistance from an agent

What to do next?

Q/E Please exit through the gate

Start Again

[ EXIT ] Start again in 3 seconds...

Error Handling Successful Flow End



Thank You
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For Reading
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