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Vision 

Scope SRQ1: What does the current inbound passenger 
journey at the airport look like in relation to 
baggage? 

• Why: "What inefficiencies exist in the current 
process that justify the need for a baggage 
service?" 

• Who: Who are the passengers arriving at the 
airport?  

• When: When do passengers travel from the 
airport? 

SRQ2: What is currently known about Bag-to-
Remote services, and what insights guide its 
design? 

• What: What is the Bag-to-Remote concept, and 
what are relevant insights? 

• Where: What types of final destinations are 
relevant for remote baggage delivery? 

SRQ3: What will the new and desired passenger 
and baggage journey look like for passengers 
arriving at the airport?  

• How: How can the Bag-to-Remote process be 
made in a way that aligns with the established 
ideas? 

SRQ4: How might the redesigned passenger 
journey affect future developments in the 
airport’s arrival process? 

 

Figure 1: The eight stages of the Passengers' journey with the arrival phase encircled



 

Figure 2: Schematic view of the reading guide



Phases of the Double Diamond Model 

 

 

 

 

Core principles 



Passenger experience 

The Arrival Phase 
 
 
 

Uncertainty and the Psychological Impact of 
Waiting Times 

Anxiety Over Mishandled or Lost Baggage 

(SITA, 2024)

Physical and Logistical Burdens in Post-Arrival 
Mobility 

Figure 3: The passenger journey stress chart: green – no stress, red high stress, grey – no data (ACI, 2018)



 

Type of traveller 

Time savings and convenience 

(ACI, 2018)

Perceived reliability and service trustworthiness 

Cost 

Broader travel context and situational triggers 

Information accessibility and technology 
enablement 

Figure 4: PASSME D3.2 Passenger Journey for the Airport to hotel delivery services where it is shown where passenger and their baggage travel together 
and separately (Bergema & Winsen, 2017)



 
Figure 5: The six need states plotted on the two axis
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Figure 6: Schematic representation of the methodology of this research
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Figure 7: Impression of a French passenger interviewed that 
completed the form herself

Figure 8: Logos of the baggage delivery companies covered in the 
case studies



 



The steps in the arrival journey 
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The arrival passenger and its baggage customer 
journey 

Key insights arrival journey 



Conclusion | WHY 

 

Figure 9: Customer (arrival) journey of passengers from an European airport  
(The airport’s name has been removed for confidentiality purposes) 



4.

Conclusion | WHO 

 

Figure 10: The four type of travellers



Conclusion | WHEN 
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Table 1: Stakeholder overview of Bag-to-Remote



Figure 11: Bag-to-Remote front-end and back-end scenario with three phases: booking, delivery and transit

 



Table 2: Contextual interview answers from passengers to questions about the Bag-to-Remote service



Airlines Customs 



Logistic providers Last-mile transport 

Conclusion | WHAT 

 



Remote Destinations 

Conclusion | WHERE  





How can the Bag-to-Remote process be made in a 
way that aligns with the established ideas? 
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SRQ3: What will the new passenger journey look 
like for passengers arriving at the airport? 

SRQ4: How might the redesigned passenger 
journey affect future developments in the 
airport’s arrival process? 

How can the Bag-to-Remote process be 
made in a way that aligns with the established 
ideas?

Brainstorming, How-Tos,  

Figure 12: Schematic representation of the methodology of this design



Passenger consultation Service Design Annotation Cards development 
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Figure 14: Three of the final design ideas regarding the Bag-to-
Remote service 

Figure 13: Impression of the How-Tos session on Miro where the participants answered to the question stated in the middle by post its



Passengers Session 

Expert evaluation 

Figure 15: Impression of a passenger session 



User scenario 

Service touchpoints 

Service blueprint 

 



Bag-to-Remote: An Integrated and Modular 
Baggage Delivery Service 

 



Figure 16: The eight stages of the passengers' journey with the five (A-E) opt-in options



Summary 7.2 + 7.3 

 

Figure 17: The tiered benefit levels of the Bag-to-Remote service



 
Figure 18: User scenario of passenger journey B. Comfort
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Figure 19: Service features touchpoints examples
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Figure 20: Service blueprint of passenger journey B. Comfort
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Figure 21: Roadmap for airports
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Disruption care 

Establish collecting arrival passengers’ data as 
well as the reason of travel ‘Returning Home’ 

Privacy regulations 

Voluntarily checked-in hand baggage  

Baggage delivery from remote to the airport 

Assess metropolitan co-benefits 

 



 
 




