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How can the design of an airport 
reduce stress and improve the level 

of service quality with the end goal of 
improving passenger experience? 
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PROJECT STRUCTURE

Literature research
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Arrival at 
airport

Beginning of 
journey

Security & 
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Gate orientation
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How can the design of an airport 
reduce stress and improve the level 

of service quality with the end goal of 
improving passenger experience? 
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ELEMENTS THAT INFLUENCE THE PASSENGER EXPERIENCE
Spatial Layout and Functions:

•	 clear layout
•	 position of airport 

amenities
•	 position of airport services 
•	 connection with the parking 

lot 
•	 presence of baggage cars
•	 presence of moving 

walkways and escalators
•	 queues
•	 long walking distances 
•	 difficulty with wayfinding 
•	 security process feels 

intimidating
•	 duty-free area is 

overstimulating and 
unavoidable

•	 baggage claim services
•	 difficulty to reach 

connection flight 
•	 existence of electrical 

passenger transfer 
•	 existence of comfortable 

seating for waiting 
•	 open spaces
•	 many windows to view the 

planes
•	 means of obtaining 

information on local 
attractions and hotels

•	 poor plan configuration

Functions:
•	 conference rooms
•	 church 
•	 banking services
•	 children’s play area
•	 business centers
•	 relaxing services
•	 recliner lounges
•	 national chain restaurants 
•	 baby changing tables
•	 gym 
•	 educational museums
•	 mail facilities
•	 smoking area
•	 restaurants that serve local 

food 
•	 retails that portray local 

culture

Service personnel:

•	 to be neatly dressed
•	 willing to solve problems 
•	 never to be too busy to 

respond to questions 
•	 to be able to direct 

the passenger to the 
destination 

•	 available to offer individual 
attention 

•	 easily identified as an 
employee

•	 fast response to any 
complaints 

•	 knowledgeable about local 
areas of interest

Ambient conditions:

•	 loud noises
•	 bright lights 
•	 crowded spaces
•	 bilboards, advertisments, 

screens
•	 lack of natural light 
•	 soothing music 
•	 air quality 
•	 furniture design 

Signs & Symbols:
•	 amount of information 

constantly delivered
•	 confusing signs 
•	 difficulty with wayfinding 
•	 not finding out about flight 

changes
•	 public announcements
•	 more flight information 

displayed 
•	 external signs 
•	 signs through airport 

directing to airport facilities
•	 flight information displays 

are confusing 
•	 excessive number of signs 
•	 wish for display of art
•	 airport’s decor should 

match the local culture and 
history 

•	 modern decor 

Services:

•	 clean environment 
•	 quality of basic facilities
•	 attractiveness of space
•	 use of selfservice 

technologies
•	 flight delays 
•	 cancellations
•	 being searched at security 

creates stress
•	 can’t pick your seat in the 

plane 
•	 rude behaviour of other 

passengers
•	 forced to stay in close 

proximity to other 
passengers 

•	 fear of terrorist attacks 
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DESIGN SOLUTIONS

Flow Facilities Ambience & Aesthetics 
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FLOW

Easy 
wayfinding

Short walking 
distances 

Preventing 
congestion 

Clear 
signage 
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FACILITIES

Restaurants Shops Quiet areasEntertainment
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AMBIENCE & AESTHETICS

Furniture Materials Connection to 
Milan

Greenery
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9 million

100k

Program
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87k sqm 
passenger 

terminal

24 gates

Program

DIMENSIONS 
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BEFORE SECURITY 

14.000 m2

AFTER SECURITY 

31.000 m2

TOTAL AREA 

44.000 m2

Program

AREA ACCESSIBLE TO PASSENGERS
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Total Terminal Building
= 87.000 m2

Gates 
24

Flights/day 
300-350

Passengers/day 
25.000-30.000

27% Office/Private

7% Baggage processing

4% Public restrooms and nursery

8% Restaurants

2% Gates

2% Stairs and Elevators public

4% Corridors

1% Check-in

14% Shopping

9% Departure lounge

13% Lobby

3% VIP Lounge

4% Security area10% Processing areas

6% Internal circulation

29% Facilities

22% Passenger transit zones

33% Airline & Support activities

2% Baggage 

1% Passport control

LINATE PROGRAM BAR
Program
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Zurich Airport Haneda International Airport 
Terminal 3

Luxemburg Airport

L
80 gates

M
50 gates

S
30 gates

Program

BENCHMARK

Milan Studio 43
11

complex projects



12% Processing areas

6% Internal circulation

21% Facilities

35% Airline & Support activities

30% Passenger transit zones

Gates 3%

Baggage 4%

Passport control 1%
Security 3%
Check-in 1%

Departure lobby

Arrivals hall

10%

4%

Shopping

Entertainment

4%

Gates
Baggage
Passport control
Security
Check-in

Stairs & Elevators
Corridors

Departure lounge
Arrivals gate area
Arrivals hall
Departure lobby

Shops
Restaurants
Children play area
Prayer room
Quiet areas
Meeting rooms
Smoking areas
Mail facilities
ATM
Clinic
Pharmacy

Baggage claim services
Baggage wrapping services
Car rental service
Transport office
Information desk
Lost and found baggage
Airline offices

Offices
Canteen 
Storage
Toilets
Baggage processing spaces
Security rooms for questions
Lounge for crew

6%

Restaurants 6%

VIP Lounge 2%

Airlines & Support 
activities

35%

Stairs & Elevators 2%

Toilets 3%

Internal circulation 4%

Departure lounge

Arrivals gate area

11%

5%
Outside spaces (health lens group)

Patio 
Passage
Piazza

S - scale
M - scale
L - scale

PROPOSAL 
Program
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PROPOSED FUNCTION DIAGRAM
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Program

Milan Studio 46
11

complex projects



PROPOSED FUNCTION DIAGRAM
Program

Milan Studio 47
11

complex projects



PROPOSED FUNCTION DIAGRAM
Program

Milan Studio 48
11

complex projects



Site

WATER
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Site

INTERRUPTIONS
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Site
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ACCESS TO PARK
Site

Milan Studio 52
11

complex projects



CURB
Site
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Reestablish 
the connection 

to the water 

Urban 
development 

& Local 
engagement 

Smart city & 
innovation

The airport as 
a gate to the 

city

GOALS
Site
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Concept

3 SITE CHOICES

Gates as original Linate Gates to the waterEntrance to the water
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Concept 

3 SITE CHOICES
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CONNECTION TO WATER
Concept
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AIRSIDE - LANDSIDE
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Milan Studio 59
11

complex projects



EXTENSION OF PARK
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Milan Studio 60
11

complex projects



SECOND VOLUME
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FOLLOWING THE FLOW
Concept
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OPEN TO THE LAKE
Concept
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IMPLEMENTATION OF THE LENS
Concept

Human 
Scale

Building 
Scale Neighborhood Scale Urban scale
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IMPLEMENTATION OF THE LENS
Concept

Patio Public Passage Piazza Health Belt
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SITE PLAN
Design 
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FLOW
Design 
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URBAN IMPLEMENTATION 
Design 
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CONNECTION TO THE WATER
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Milan Studio 89
11

complex projects



FLOW
Design

Milan Studio 90
11

complex projects



FLOW
Design

Milan Studio 91
11

complex projects



FLOW
Design

Milan Studio 92
11

complex projects



FLOW
Design

Milan Studio 93
11

complex projects



FLOW
Design

Milan Studio 94
11

complex projects



FLOW
Design

Milan Studio 95
11

complex projects



UNDERGROUND
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Clear sightlines

DEPARTURE HALL
Design
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Zooning

DEPARTURE HALL
Design
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Prevent congestion

DEPARTURE HALL
Design
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FIRST FLOOR
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Clear layout

SECURITY
Design
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Sufficient space for 
queues

SECURITY
Design
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Zoning

SECURITY
Design
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Pre-security and 
repacking zones

SECURITY
Design
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Clear sightlines

SECURITY
Design
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Sufficient comfortable 
seating

LOUNGE
Design
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Sufficient space for 
queues

LOUNGE
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Separation of flows

LOUNGE
Design
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RESTAURANTS
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BAGGAGE HALL
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EAST FACADE
Design
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