
 

Appendix



Appendix 1: Consumer retail search process model 
This appendix describes the conceptual model that Titus et al (1995) created 
to illustrate the impact of the physical environment on the consumer retail 
search process (see image on the right page):

	 “The model suggests that the design of the shopping environment, the nature 
of the search task, and the unique characteristics of the individual shape consumers’ 
perceptions of the shopping environment. Shopper perceptions, in turn, influence 
the type of search strategy employed by consumers. These strategies directly affect 
the occurrence of search behaviors, such as reading signs, examining products, and 
entering and exiting specific locales in the shopping environment. The pattern of search 
behavior displayed during the retail search process directly influences consumers’ 
satisfaction with the retail search experience. Further, individual customer and search 
task characteristics are posited to moderate the entire retail search process.” Titus et al 
(1995)

Navigational search strategy selection (image part: A)
Already in 1982, Holbrook and Hirschman presented a dichotomy of consumer 
task-related behavior, as they described consumers as either “problem 
solvers” or as individuals seeking “fun, fantasy, arousal, sensory stimulation, 
and enjoyment.” Titus et al (1995) applied this dichotomy to the retail search 
process, partitioning epistemic strategies (problem solving) from hedonic 
strategies (experiential).

Environmental perception (image part: B)
Which search strategy is selected, is influenced by consumers’ environmental 
perceptions, which are the perceived degree of legibility (Lynch 1960) or 
stimulation (Markin, Lillis, and Narayana 1976) offered by a particular
environment. Environmental legibility influences the ease with which 
consumers attempt to find their way through complex shopping milieus. 

Clear sight lines for example improve the legibility of a building. Consumers 
also interact with shopping environments because of their environmental 
stimulation. Parts of the design properties of the shopping environment
(e.g., lighting, layout, color) might provide value to consumers in the form of 
entertainment, recreation, and social interaction (Markin, Lillis, and Narayana 
1976). 

Environmental design characteristics (image part: C)
Four design characteristics are determined, creating the physical design 
and layout of the environment that impacts the environmental legibility and 
stimulation (Lynch 1960; Markin, Lillis, and Narayana 1976). 

Spatial configuration: The way in which spaces are related to one another are 
believed to directly affect consumers’ holistic perceptions of the amount of
legibility and stimulation offered by the environment. For example: 
symmetrical buildings are better legible than asymmetrical environments 
(Evans et al, 1984). Contrarily, shopping environments with a simple grid 
structure are likely to be perceived as less stimulating than those containing 
more complicated configurations because of the loss in complexity, which has 
been identified as a chief dimension of environmental stimulation (Wohlwill 
1974).

Environmental differentiation: The ability to locate a destination is related to 
the distinctiveness of this destination. To illustrate, Evans et al. (1980) found 
out that color coding floors in university buildings significantly improved 
individuals’ abilities to locate desired destinations. This may party be caused 
by a better legible environment. Increasing the environmental differentiation 
between different areas may also increase the environmental stimulation: 
Visually contrasting stimuli represent a change to our sensory receptors, 
which explains why people are triggered by changes in the environment 
(Wilkie 1990).

Environmental visibility
The ability to see through the environment (free sight lines), affecting the 
legibility, is an important design variable that impacts the development of an 
accurate cognitive map (Weisman’s, 1983). Contrary, restricted visibility may 
increase the environmental stimulation, creating a sense of mystery amongst 
shoppers. This is also why people prefer nature scenes with trails that 
disappears around a bend, rather than a straight path leading to the horizon 
(Kaplan et al, 1972).
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Contact
While shopping, people can interact with personal elements (customers, 
employees) and non-personal elements (products, decor, exhibitions) 
Epistemic shoppers are expected to have less contact and for a shorter time 
with products or persons than hedonic shoppers.  

Shopper search satisfaction (image part: E)
People create expectations based on past experiences with services or 
products. Whether the experience was “at least as good as it was supposed 
to be” (Hunt, 1977) determines the level of satisfaction. In the case of search 
satisfaction: If the shopping expectations are exceeded, shoppers will
view the retail search effort as effective and thus experience feelings of 
satisfaction with the search experience.

Customer characteristics (image part: F)
Environmental sensitivity 
Some people are more sensitive to environmental stimuli than others. 
Environmental sensitive persons desire more environmental stimulation 
and are likely to have stronger reactions to environmental design. The 
degree of experienced legibility and stimulation varies more widely across 
retail environments for environmental sensitive shoppers than for less 
environmentally sensitive shoppers. 

Environmental search knowledge
People might bring knowledge concerning the layout of a specific 
shopping environment (e.g. cognitive map), which increases the wayfinding 
performance. People can also bring generic knowledge of similar shopping 
environments, or product knowledge that can prove useful during the search 
process. Thus, familiarity with an environment may improve its legibility. 
However, familiarity may decrease the environment’s stimulation, as people 
who are acquainted with the surroundings might find little things surprising 
or new. Also, search knowledge might decrease a person’s sensibility to the 
environment, as they mainly use knowledge that they have internalized. 

Orientation aids
Orientation aids such as maps and signage greatly impact the environmental 
legibility, if they are placed correctly: Levinew (1982) found that incorrectly 
aligned with the environment “You-Are-Here” maps produce more 
navigational errors than when the alignment corresponded directly with the 
actual environment. This highlights the importance of providing orientation 
with correct position and placement (for example at decision points). 

Navigational search strategy selection (image part: A)
People base the selection of search behavior on their search task: Is the 
purpose of the search making a specific purchase (epistemic) or simply for 
hedonic purposes? Nevertheless, people often engage in multipurpose trips, 
combining epistemic and hedonic search strategies. 

People applying epistemic search strategies base their strategy on the 
legibility of the environment, whereas people rely on the stimulation of the 
environment for hedonic search strategies. For example: A person that finds 
himself in a (for him) illegible environment, while looking for a specific product 
might ask assistance from personnel. But another person that is more familiair 
with the environment might find the environment very easy legible and builds 
on his prior knowledge to find the product. Correspondingly,  a person that 
is familiair with an environment may find it visually unstimulating and might 
search for other stimulation (for example tactile interactions with products). 
While a person unfamiliar with the environment may find it visually stimulating 
and decide to wander around, enjoying its visual attractions. 

Retail search behavior (image part: D)
The behavior that people perform while interacting with shopping 
environments depends on the selected search strategy. 

Movement
Hedonic shoppers are supposed to move more slowly, make stops more 
frequently, enabling them to experience the hedonic aspects of the 
environment. Epistemic shoppers focus on a more efficient visit and are likely 
to deviate less often from established pathways. Utilitarian shoppers are also 
more likely to return to shops, to enable comparison between products.



 
Search task characteristics (image part: G)
Time pressure (Park, 1989) and task complexity (Lussier and Olshavsky
1979) influence information processing and task performance.

People’s environmental perceptions may be shaped by characteristics of 
the search task. For example: someone who is pressed for time will be extra 
sensitive to environmental design features that enhance the legibility, and 
less sensitive to sensory stimulation. However, a person who is shopping for 
recreational purposes, may be more responsive to aspects creating sensory 
stimulation. 

Implications for Schiphol
At airports, the aspect of time pressure is highly relevant. Also, a distinction 
can be made based on experienced, frequent flyers and non-frequent flyers, 
who are likely to differ in the search knowledge at their disposal.

The table below shows how environmental aspects influence the legibility and 
stimulation of an environment. 

For wayfinding at an airport and specifically functional wayfinding, legibility 
is an important aspect in improving the ease of wayfinding. However, for 
commercial or recreational wayfinding, stimulation might be what passengers 
are looking for. 

The aspects ‘spatial configuration’ and ‘environmental visibility’ have a 
conflicting impact on the legibility and stimulation of an environment. 
However the aspect of ‘environmental differentiation’ is beneficial for both 
the legibility and stimulation of an environment. This means that increasing 
the environmental differentiation might positively impact the functional and 
recreational wayfinding. 

Legibility Stimulation

Clear spatial configuration + -

Increase environmental 
differentiation

+ +

Environmental visibility + -

Orientation aids +



 



 
In chapter 2.2 the wayfinding vision of Schiphol is described: intuitive 
wayfinding is established by the airport design (natural wayfinding), which is 
complemented by signage and personal information. This benchmark study 
examines these different aspects (Weisman, 1981). This appendix describes 
per location the aspects that were used for the benchmark study.

Natural wayfinding: 
- Clarity of circulation: easily identifiable pathways for main streams.
- Differentiation & zoning: easily identifiable zones and their function. 
- Articulation of spatial elements: easily identifiable elements and their 
function. 
- (Free) sight lines: imaginary lines between a viewer’s eye(s) and a subject 
   of interest. 
- Landmark: an object of a landscape that is easily seen and recognized from 
   a distance, especially one that enables someone to establish one’s location.

Signage: Directional & identification information 

Personal information: Integration of digital elements

Markthal, Rotterdam

Clarity of circulation 
The Markthal has a clear layout, with two main entrances that are intuitively 
found through the glass walls. It is difficult to get lost in the Markthal: the 
different stalls are arranged in a grid and the exits are always visible. In the 
middle of the market, there are stairs to go downstairs to the Albert Heijn and 
the parking garage. 

Differentiation & zoning 
Each stall has its own appearance and style. However, in the building itself, no 
further zoning is applied. Above the stalls, there are tables installed to enjoy 
the food, so this could be seen as different zones. However, this is not clearly 
articulated. 

Articulation of spatial elements 
The entrance of the Markthal is clearly articulated and allows to see through 
the building. 

Appendix 2A: Benchmark other locations



 
Sight lines 
From a distance, the Markthal seems quite transparant. However, when 
walking in the market, there are no free sight lines at eye level. This stimulates 
an explorative mindset. When looking up, there are free sight lines up to the 
ceiling. 

Landmarks 
Besides the main entrances and the stairs in the middle of the building that 
could be used as landmarks to orient oneself, there are no other landmarks. 

Directional & identification information 
Directional information is provided at the stairs to indicate which facilities can 
be found downstairs. 

Although it might seem that the signs at the image at the bottom are 
directional signs, this is not the case. The goal of the signs remains a bit 
unclear, and is probably a way to only show what is (amongst others) 
available at the Markthal. 

Besides all logo’s and names of restaurants and shops, no additional 
identification information is found. 



 Integration of digital elements
A wayfinding and information screen is placed at both main entrances. The 
functionalities of this interactive panel are quite extensive. It has an interactive 
map, on which facilities can be selected and filtered based on their category 
(together with opening times and description). Also the current traffic and 
travel information can be found: with routes to the public transport and 
departure times. 
Furthermore, routes can be planned to facilities within the building, even 
across multiple levels. 



 

The planned route can also be send to the individual’s phone via sms. 
However, this creates a static image, where the orientation cannot be 
changed. 



 Parking garage Markthal

Clarity of circulation, sight lines, differentiation & zoning
Parking garages have clear sight lines in most of the cases, but often the 
problem is that all levels look the same. 

At the parking garage of the Markthal, the different levels of the parking 
garage are clearly communicated with the principle of differentiation: the 
different colors of each level are already visible from the stairs in the Markthal.



 Articulation of spatial elements, directional & identification information
The different levels are not only communicated by the colors of the glass, but 
also supported by consistently used icons for each level. These signs also 
serve as identificational information. 

Directional information for pedestrians is given about the different facilities, 
and for motorists about the way to the exit.

Like in most parking garages, digital elements are used to refer to the amount 
of available spots on each level. Also on these signs, the reference to the icons 
of the corresponding level is made.



 Mall of the Netherlands

Clarity of circulation & sight lines
At the Mall of the Netherlands, the circulation is quite clear at the retail part 
(right), as the shops are all located besides the main walkway. The lines on 
the ceiling also guide the visitors. However, when looking specifically at the 
domain of food and beverages, circulation is less clear and unambiguous,  as 
sight lines are more blocked, allowing for an explorative mindset (below). 

Differentiation & zoning 
This difference in clarity of circulation also communicates the different zones 
in the mall. Furthermore, zones are indicated by applying different materials 
in the floor. Wood is applied in zones where visitors wait, sit or spend time. 
Natural stone is used for circulation areas. 
In the map of the mall, zoning is articulated through the application of different 
colors.



 Articulation of spatial elements 
The vertical circulation points are given enough space so that they are clearly 
articulated. 

Landmarks 
The cat-shaped playground at the Mall of the Netherlands (image below) 
could serve as a landmark. It is also indicated on the map (in the pathway at 
the top of the image). However, the visualization on the map is so small, that it 
is questionable whether people will recognize it as the playground.  



 Directional & identification information
The Mall of the Netherlands uses handsign posts, maps, banners at rise/fall 
points and a map on a flyer to guide the vistors. There is also a reception to 
get information. Lastly, the scale model of the mall can give the visitor extra 
insight in the structure and lay-out of the building, providing a better sense of 
place. 



 
At the Mall of the Netherlands, the toilets are indicated above the entrance. 
However, the information has the same orientation as the walking direction of 
the visitors, which makes it difficult to observe and see from a longer distance 
(image below). 



 Integration of digital elements
The Mall of the Netherlands provides an app with a map. The map used in this 
app has the same lay-out as the interactive screens, which have a less clear 
distinction in zones. A QR code in the environment also leads to this app. 
Furthermore, the interactive screens allow for route planning (with walking 
distance) and coupons are integrated. 



 
Articulation of spatial elements
The entrance of the station can be seen as a role model for articulation, luring 
people to the station. 

Landmarks 
No distinctive landmarks were found at the station. At locations serving a 
functional purpose, the environment is generally more calm, as not many 
items stand out. 

Rotterdam Central Station

Clarity of circulation & sight lines
For locations that have a focus on functional activities rather than on 
recreational activities, the clarity of circulation is very important. When looking 
at Rotterdam CS, the central passage facilitates orientation. Because of the 
clear sight lines, only little directional information is needed to direct people to 
the right location.

Differentiation & zoning 
The different functions of train, subway, bus, bicycle parking are clearly 
separated and invidually indicated. 



 
Directional & identification information 
The indication of the platforms at NS stations is done via (digital) signage, 
together with identification information placed on the walls next to the 
escalators that lead to the platforms.

Integration of digital elements
Digital screens are used to inform travelers about departure times and 
platforms. There is not explicitly referred to the NS app, although sometimes 
in the broadcaster the NS app is mentioned to keep track of updates. 

Efteling
The Efteling uses a map which makes clearly use of landmarks, by depicting 
the attractions in a visual way. The park is divided in multiple zones (for 
example ‘Anderrijk’). Also directional signs are used. 



 

Conclusions
The function of a building determines among others the 
degree of clarity of circulation and presence of free sight 
lines. Functional buildings, for example in the transport 
sector, have more free sight lines than buildings for 
recreational use (shopping centers).

Differentiation & zoning in both the environment and 
wayfinding information (e.g. maps) ensure an easy 
localization and categorization of facilities.
  
Articulation can ensure that important spatial elements get 
more emphasis and stand out in the environment, making it 
easier to locate these functions. 

Landmarks are used for orientation and navigation and 
can be indicated on wayfinding information to support 
the wayfinding tasks. 

Directional & identification information guide visitors to 
their intended destination. In the case of “You-Are-Here” 
maps, a good alignment with the environment is very 
important.  

Digital elements can provide extra and personal 
information about the location of, and navigation to 
specific locations.



Appendix 2B: Benchmark NS trainstations
Besides the site visit of Rotterdam CS, also a meeting with the Manager 
Branching & Portfolio of the NS stations took place. This appendix describes 
the summary of the meeting with the Manager Branching & Portfolio of the 
NS stations. 

The goal of this meeting was to get insight into the considerations and 
decisions about commercial activities and wayfinding at the Dutch train 
stations. This is an interesting domain to look at, since both NS and Schiphol 
have the primary function of transporting people, and commercial activities 
are not part of this main process. 

It is interesting to see that the NS does not have any commercial wayfinding 
at the stations. This decision is made to allow for a focus on the primary 
process of traveling. Here, a comparison can be made with Schiphol: At 
the NS stations, on average passengers spend 7 minutes (from arriving to 
getting into the train). To support this short time period to get on the train, the 
functional wayfinding should be clear and easy to understand. Commercial 
wayfinding would only distract from the functional process. However, when 
looking at the case of Schiphol, passengers spend on average 2 hours waiting 
after security before their flight departs. In this part of the journey, there is 
more time and space for recreation and thus commercial wayfinding. 
All in all, it can be seen that NS also deals with the friction between the 
operational and commercial processes. 

Another reason for the NS to not place commercial wayfinding at their 
stations is because the majority of travelers travel frequently by train (and 
have the same departure and arrival station). Therefore, travelers are familiair 
with the commercial offer and know where to go if they need something. 
The commercial facilities at the NS stations are usually immediately visible, 
whereas at Schiphol certain facilities are more hidden. 

Furthermore, NS highlighted traveler’s different travel motives. Most of the 
NS travelers travel to/from work or school (the exact numbers are trade 
secret). These ‘business’ travelers are more focussed on the functional aspect 
of traveling and efficiency and less on recreational activities. When looking 
at Schiphol 68% of all passengers travel for leisure (Feiten en cijfers 2019, 
Schiphol). This causes the majority of passengers at Schiphol to be in a 

holiday mood, while the majority of travelers via NS stations are in a working 
mood.

For the commercial functions that are located at the stations, NS has clear 
guidelines for placement of logos, posters and other advertisements on the 
shops (spoorbeeld.nl). 

Differentiation & zoning
Just like at Schiphol, NS uses different guidelines for different zones 
regarding appearance at the stations. They distinguish different domains: the 
surrounding domain, reception domain, travel domain and residence domain. 
For the travel domain, the focus is completely on the primary process, which 
can be compared to the security and passport control at airports. Whereas 
at the residence domain, there is more space for recreational activities (e.g. 
playing the piano and retail), just like in the airport lounges.  

NS applies differentiation also in the appearance of the stations. They strive to 
give each train station a unique appearance (Rotterdam: modern, Maastricht: 
authentic), so that passengers truly experience the feeling of arriving in a 
specific city. 

Integration of digital elements
Almost all Dutch train passengers have downloaded the NS app. They use 
the app to plan their trip and see up to date departure times and delays. 
Probably the NS app is more relevant for passengers than the Schiphol app, 
as train passengers plan their journey (often) last-minute, whereas passengers 
traveling by plane already have a set departure date and time from the 
moment they have booked their flight.  

NS has the goal to promote commercial facilities more via their app. Currently, 
there is the functionality to see facilities close by (image on the next page). 
Information like location and opening times are provided and discount codes 
can be communicated via the app. 



 

For big train stations, NS makes maps giving an overview of the different 
facilities available. The image at the right top shows the map of Amsterdam 
CS, where the two floors are displayed together with the commercial facilities. 
A distinction is made between primary and secondary information (blue) and 
tertiary information (green and pink). 



 

When comparing NS and Schiphol in the field of commercial 
wayfinding activities, similarities and differences can be 
found. 

Similarities:
- Main goal of transporting people.
- Different ‘zones’, with varying focus on primary process.
- Friction between operational and commercial activities.

Differences: 

The fact that NS only uses commercial wayfinding on digital 
mediums is an interesting thing to notice for Schiphol. 

Conclusions

NS Schiphol
No commercial wayfinding in context Commercial wayfinding in context

7 minutes waiting time (average) 2 hours waiting time (average)

Frequent travelers Less frequent travelers

Mostly business related travels Mostly leisure related travels 

Widely used app Rarely used app



 
A benchmark study at other airports was executed. This appendix describes 
the method that was used for the benchmark study among other European 
airports. 

Goal
Get insight into how other airports communicate their 
commercial offer.

Approach and materials
The questionnaire shown on the right was send to the airports 
that Schiphol collaborates with:
- Rome Fiumicino Airport (FCO)
- Copenhagen Airport (CPH)
- Frankfurt Airport (FRA)
- London Gatwick Airport (LGW)
- Madrid Barajas Airport (MAD)

Every now and then, the airports send each other 
questionnaires to gather information about different subjects.
This is done in the format of a google sheet. 

Results
See next pages

Appendix 2C: Method benchmark airports



 Appendix 2D: Results benchmark airports
This appendix describes the results of the benchmark study that was executed 
among other airports regarding their information & wayfinding systems.

On average, passengers rate wayfinding in airports as one of the best aspects 
of the airport experience. In the ranking of the ASQ global benchmarking 
program, Schiphol is currently at the 4th place regarding the aspect ‘ease of 
finding your way’. Munich (MUC) and Zurich (ZHR) are currently the highest 
scoring airports in Europe (overall and on the aspect of wayfinding) 

When looking at other airports, it can be noticed that two different strategies 
are applied regarding the visual appearance of the wayfinding (Mijksenaar, 
2015). At Munich and Zurich a neutral and reserved style is used, whereas at 
Singapore Changi Airport, a more striking and distinctive style is applied. 

Signage
In a research conducted by Mijksenaar in 2015, a comparison of the 
wayfinding signs and information provision of Schiphol with those of Munich 
and Zurich is made. The main conclusions were as follows:
1. Munich and Zurich apply a restrained and neutral color scheme in signage 
and interior (image left and image right). This method works well here 
because there is no competition with other visual expressions.
2. Relatively small plates and a limited number of plate sizes are used. Instead 
of one large sign (as is often used at Schiphol), destinations are divided over 
several signs placed next to each other.
3. With regard to application such as consistency, placement, conspicuity and 
legibility, the quality of the signage at these airports has been judged to be 
less good (compared to Schiphol).



 
Changi uses more vibrant colors in its wayfinding information, that should 
stand out between all other visual impressions the passenger experiences in 
the abundant environment (image below). 

Maps
The same distinction can be seen in the maps of the airports: Changi Airport 
again uses striking colors (image top right) (this map was probably used for 
the opening of terminal 4). Whereas the map of Munich airport is much cal-
mer (image bottom right). 

What is also interesting to note is that on the map of Changi there is 
clearly made use of landmarks (such as art installations and the escalator), 
which make it easier for the passenger to locate and navigate through the 
environment.



 
Other ways to improve wayfinding 
Signs and maps are not the only aspects contributing to the wayfinding in an 
airport. The airport design itself is maybe even more important as it allows for 
natural wayfinding. Different spatial elements can enhance the wayfinding. 

Just like the Mall of the Netherlands, Westfield Airport uses lighting in the 
ceiling to guide the passengers to the gates (image below). 

 

At Vancouver Airport, many artworks are placed in the terminal (image 
below). They not only improve the ambience of the airport, but these artworks 
also serve as landmarks. Landmarks improve the wayfinding by facilitating the 
process of creating a cognitive map, on which landmarks serve as points of 
reference and make an environment more easy to remember and distinguish 
from others. 



 Benchmark commercial wayfinding
Schiphol collaborates with multiple European airports to discuss a wide range 
of issues. Since the COVID pandemic they use questionnaires in the format of 
a sheet, in which each airport can answer the questions. I had the opportunity 
to spread a questionnaire about the commercial wayfinding among those 
airports, to get insight into how other airports communicate their commercial 
offer. See appendix 2C for the questionnaire used. 

Rome Fiumicino Airport (FCO)
The airport of Rome uses pictograms to refer to retail and food & beverages in 
their functional wayfinding signs (image below).  

Besides that, this airport uses a digital portal dedicated to the F&B located 
at the upper floor, of which the facilities are not visible from the ground floor 
(image top right). The portal increased the visitor numbers of the upper level 
from 40% to 50%. 

Furthermore, static and digital totems indicate commercial facilities (image 
bottom right). According to the head of Commercial Development & Planning, 
passengers mostly use printed tools to navigate to commercial functions and 
they use the map on the website the least. He also stated that more space for 
commercial wayfinding would improve the findability of the facilities. 



 London Gatwick Airport (LGW)
Gatwick Airport integrated commercial wayfinding into their functional 
wayfinding signs (image below). 

Since the pandemic, Gatwick also tries to include commercial wayfinding 
in their marketing messages (image below and image right). This way, they 
managed to overcome the 30% decrease in spend per passenger on F&B that 
was caused by closed shops. 

Gatwick indicates that passengers use leaflets least for information & 
wayfinding, and digital media most. 



 Copenhagen Airport (CPH)
At Copenhagen Airport, commercial wayfinding currently is the second 
priority in their new digital wayfinding project. They intend to use touch 
screens in this new project, but still need to see how this will work during and 
after COVID. 

Current commercial wayfinding is little used as it is not directly visible: It 
is not indicated on static signs and passengers first need to interact with a 
digital platform to retrieve a map for example. As the commercial wayfinding 
is located at information hubs it is immobile. Therefore the wayfinding 
information often does not match with the needs of the passengers at that 
moment and that location. The new digital wayfinding concept should tackle 
these problems. 

Furthermore, Copenhagen Airport indicates that they app is rarely used. 

Finally, Copenhagen mentions that the functional wayfinding has the primary 
focus and commercial wayfinding is applied only when there is space 
available.
They apply the key rule to not mix functional and commercial wayfinding, 
although locations can sometimes be shared (at wayfinding hubs). Besides 
that, functional wayfinding hangs from the ceiling, whereas commercial 
wayfinding stands on the floor. 

Copenhagen did not send along any pictures. 

Finding a balance between functional wayfinding and 
commercial wayfinding is a challenge for buildings in the 
transport domain (airports and train stations).

Physical cues in the environment work effectively to guide 
passengers to facilities. 

Digital solutions are useful to give extra information about 
facilities and allow passengers to find information of their 
preference by applying filtering options. Digital solutions also 
enable personalized and location-based routeplanning. 

For locations that have a primary focus on recreational 
activities (such as shopping malls), there is more space for 
commercial wayfinding information than for locations that 
have a focus on operational processes. 

Marketing messages at airports that include wayfinding to 
the promoted facility work effectively (combining awareness 
and wayfinding)  

Other airports use commercial wayfinding (pictograms) in 
their functional wayfinding to raise more awareness for the 
commercial facilities.

Conclusions



 



This appendix describes the different (commercial) wayfinding mediums. 

Blue signs
Currently, the blue signs are the only physical wayfinding information 
dedicated specifically to the wayfinding of the commercial functions. However, 
the blue signs can only be found in a few places. 

The blue signs come in two forms: on the Mijksenaar signs (image below) 
and as ‘hand signpost’ (image on the right). A facility can be placed on 
a Mijksenaar sign if it has a brand awareness of 80%. This causes the 
references on the Mijksenaar signs to be very general in most of the cases. 
Only Starbucks, McDonalds and BurgerKing can be placed as an individual 
brand on the signs.

The question should also be raised if passengers even notice the blue boards, 
in the midst of all visual competition. Some employees of the Commercial 
department were even not aware of the existence of these blue signs (hand 
signposts).  

Appendix 3A: (commercial) wayfinding mediums



 
Information zones
Since April 2019, Schiphol uses newly developed information zones 
(image below). The information that can be found here is a combination of 
commercial and functional wayfinding. Information sources at these zones 
are:

- Flight information screens (functional)
- Self service Units (SSU’s)
- Static map

SSU
At the SSU’s, passengers can find flight information, the digital airport map 
and can ask other questions to a digital assistant with whom they can (video) 
call.

Static map
Interestingly, in the info sheet introducing these information zones, it is stated 
that the maps will be digital (publication Schiphol website, 2019). However, 
the maps are currently static. This causes the maps to be often outdated, as 
locations are no longer correctly indicated and therefor need to be removed or 
covered.



 Banner 
In lounge 2, it has been decided to remove the blue hand signposts with 
the goal to reduce the visual overload and to give priority to the functional 
wayfinding. As replacement, banners are placed at every rise/fall point in this 
lounge, indicating what can be found upstairs.

Staff
Personal working at Schiphol will always remain the most flexible source of 
information. Although there are no manned information desks anymore, most 
of the passengers (in need) will in the end approach someone with their 
question. As more and more information becomes digital, the interaction with 
people and the option to have personal contact remains important, especially 
for passengers that fall into the category of ‘Wanderers’ (see Passenger 
Analysis).



 Schiphol app and website
Via the Schiphol website and app, a digital map can be retrieved and 
downloaded. Passengers can filter the information based on the location of 
their gate, they can search via the type bar or select a specific category of 
facilities. The Schiphol app and website are little used by passengers (see 
appendix 4). 



 

Plaza central

Plaza peripheral

Appendix 3B: Commercial wayfinding per location
This appendix describes the different commercial wayfinding elements per 
location at Schiphol. 

Plaza
Schiphol Plaza is a shopping mall, which is part of the arrival hall for arriving 
passengers and is integrated with the NS station. 

Many streams of people come together at Plaza. I made a division between 
Plaza central and Plaza peripheral. At Plaza central, the focus for passengers 
upon arrival is to find where they need to go next (check-in). Therefore, 
only functional wayfinding is shown at Plaza central, and no commercial 
wayfinding is used. 
The area of Plaza peripheral is more designated to shops. Therefore, 
commercial wayfinding can be found here.

Central
- Functional wayfinding

Peripheral
- Self Service Units
- Blue ‘hand signposts’



 Lounge 1 - 
schengen flights

Lounge 1 has many 
signs for the functional 
wayfinding. However, 
if you look closely, the 
blue hand signposts for 
commercial wayfinding 
can be spotted in the 
middle of the picture. This 
is the only lounge that 
still has these blue hand 
signposts.
Lounge 1 also has an 
information zone, with 
SSU’s and a static map. 

Currently, Schiphol is 
redeveloping Lounge 1, 
which should be finished 
in 2025.



 Lounge 2 -
non schengen

Lounge 2 has been 
renewed in 2016. It was then 
also decided to remove all 
blue/commercial signage, 
to keep the lounge clean 
and give (visual) space to 
the functional wayfinding. 
To replace these signs, 
banners have been placed 
at every rise/fall point in the 
lounge.

Just under the famous 
Maarten Baas clock, an 
information zone is placed, 
with SSU’s and a static map.

It is remarkable that Yotel 
Hotel, a commercial 
function, is indicated with a 
grey Mijksenaar board.

Extra attention has been 
paid to giving passengers 
a good oversight at the 
moment of entering the 
lounge after going through 
security. 



 Lounge 3 -
non schengen

Lounge 3 has an 
information zone, with 
SSU’s and a static map. 

It is the only lounge that 
has a blue Mijksenaar 
sign, directing to 
McDonalds and other 
restaurants.

As can be seen on the 
picture, in the middle 
of lounge 3, besides a 
static map, a grey hand 
signposts is placed 
indicating secondary 
functions.



 Lounge 4 -
budget flights

Compared to the other 
lounges, lounge 4 is very 
small in size. There is 
no further commercial 
wayfinding in this lounge. 
As one takes a short walk 
through the lounge, all 
facilities can be found. 



 Holland Boulevard

Holland Boulevard is 
the connecting passage 
between lounge 2 and 
lounge 3. As this area 
serves both operational 
processes (catching 
a flight) and non-
operational processes 
(recreation), little 
commercial wayfinding 
can be found here.

A static map is placed in 
the middle of the Holland 
Boulevard.

It is remarkable that 
the Rijksmuseum, a 
commercial function, 
is indicated with a grey 
Mijksenaar board.
 



Appendix 3C: Overview commercial 
wayfinding per location
The table below gives an overview of the different commercial wayfinding 
mediums per location. See appendix 3A for a more detailed description.

*Grey signs are used to indicate commercial functions (Yotel Hotel & 
Rijksmuseum).

Location Blue hand 
signspost

Blue 
Mijksenaar

SSU Static 
map

Banner

Plaza central

Plaza peripheral

Lounge 1

Lounge 2

Lounge 3

Lounge 4

Holland Boulevard

*

*



 Appendix 3D: Internal stakeholders
So at first sight it may seem like Operations and Commercial have opposing 
concerns. The goal of Operations can be described as ‘minimizing the time 
spent by the passenger at the airport’, whereas the goal of Commercial can be 
seen as maximizing time spent by the passenger at the airport. (image left)

But when having a closer look, it is evident that both departments have the 
same fundamental concerns: improving the passenger journey and making it 
(as) stress free (as possible). (image right)

The individual goals of both departments are measured along the Top 
Performance Indicators (TPI’s). The TPI’s for Operations are safety (safety 
index) and the On-Time Performance of flights (OTP). The TPI’s for 
Commercial are the passenger satisfaction (Net Promotor Score, NPS) and 
the revenue created by shareholders (shops ect.) (Return on Equity, RoE)

Minimizing 
time spent by

passenger 
at airport 

Maximizing
time spent by

passenger 
at airport 

commercialoperations

happy 
passenger

stress-free
journey

Our goal is to make
sure the passenger is 

safe and on time 
on board

Our goal is to let
the passenger spend

the time available
in the lounge

commercialoperations



 
An example of opposing concerns by Operations and Commercial can be 
illustrated by the example given by one of the employees responsible for the 
commercial services at the airport: 

“It would be ideal (for the Commercial department) that for passengers 
entering the lounge, there would immediately be a map placed in the 
middle. However, this would disturb the passenger flow (concern Operations 
department): if all passengers will stop to have a look at the map and thereby 
cause congestion.” 

Another aspect that makes the improvement of the commercial wayfinding 
more difficult, is the fact that within the Commercial department, there is not a 
person responsible for the commercial wayfinding. The responsibility and the 
control of the commercial wayfinding is scattered over different departments. 
This complicates getting a holistic view of the commercial wayfinding, its 
history and why certain things ended up as the way they are currently.  



 



 Appendix 4: Used information sources 

However, it can be seen that many passengers do not use information sources 
before arriving at Schiphol. Also, the most used information source in both 
situations (airline website, app and flight information screens) is for primary 
wayfinding. Furthermore, it is interesting to see that the Schiphol app and 
mobile website are more used before arriving at Schiphol than at Schiphol. 

This appendix describes the numbers of information sources used by 
passengers. Passengers at Schiphol have the option to use many different 
information sources. The graphs below show what information sources are 
used by passengers, before arrival at Schiphol (left) and at Schiphol (right). 

In the research from which this data is retrieved, no distinction was made 
between functional and commercial wayfinding. Therefore, the information 
sources that only contain functional (wayfinding) information are made grey. 

Since no specific data is retrieved about the use of commercial wayfinding 
sources, it is difficult to draw conclusions.

Information sources used before arrival at Schiphol Information sources used at Schiphol



 

The graph below shows the commercial and functional wayfinding 
information sources used before arrival at Schiphol.

It can be noticed that: 
- Google maps is most used by foreign O/D passengers.
- Google Maps is least used by transfer and Dutch passengers.

- The Schiphol website (desktop) is most used by leisure passengers.

- Dutch passengers use the Schiphol app more than foreign passengers.
- The Schiphol app is least used by transfer passengers.

- Transfer passengers ask more help from personnel than the other groups.

- In general, transfer passengers use least information sources before arriving 
at Schiphol, except from information retrieved via a person. 

Most passengers use none (40%) or one (40%) information source(s) before 
arrival at Schiphol.

A side note can also be made about the fact that the use of signage for finding 
one’s way, is often an unconscious process. Therefore, the real use of the 
signage is probably higher. 

Information sources used before arrival at Schiphol, per passenger type



 

It can be noticed that:
- Signage in the terminal is most used by leisure passengers.
- Signage in the terminal is least used by transfer passengers.

- Leisure passengers ask more help from personnel than business 
passengers.

- The manned information desk (not in use anymore) was most used by 
foreign passengers.

- The map is more used by foreign passengers than Dutch passengers.

- The Schiphol app is most used by Dutch business travellers.

-  The SSU is most used by foreign passengers. 

The graph below shows the commercial and functional wayfinding 
information sources used at Schiphol.

Information sources used at Schiphol, per passenger type



 



Appendix 5: Passenger segmentation
This appendix describes different ways to segment passengers. 

Based on drivers
In 2011, Schiphol made the visual below to describe different passenger 
segmentation and their broader values and drivers. 

Based on psychological profiles
Psychological profiles (image top right) have been established by IPSOS 
(2015) based on two dimensions: Handling stress and autonomy of 
passengers. These dimensions impact the behavior of the passenger during 
the journey at Schiphol. 

The ‘relaxer’, for example, will not prepare much in advance and will 
autonomously search for information at the airport. The ‘wanderer’ will 
continuously look for confirmation of information and accepts help more easily 
than the autonomous passenger. The I&W system should cater to different 
I&W preferences and needs. 

The image at the bottom right shows a multidimensional passenger 
categorization combining the different passenger segmentations.
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 Based on shopping motivations
Passengers can also be segmented into categories based on their shopping 
motivations. There is a fundamental difference between people shopping at a 
shopping mall (shopping is primary purpose) and passengers shopping at an 
airport (traveling is primary purpose). Shopping motivations can be split into 
utilitarian and hedonic motivations (Arnold, M.J. et al, 2003). 

Utilitarian motivations: 
such as a good price, convenience, product assortment, and quality shopping.

Hedonic motivations: 
Arnold, M. J. et al., (2003) distinguishes: social shopping, idea shopping, role 
shopping, gratification shopping, adventure shopping and value shopping.

Travel motivations
At an airport, other motivations can drive a passenger to shop. Reasons can 
be to pass the waiting time, to get into the holiday mood, to spend last foreign 
currencies, to buy souvenirs or to make use of the tax-free environment. 

The aspect of available time is highly relevant in the context of an airport, 
which is taken into account in the segmentation proposed by Geuens et al. 
(2002), see image below. They categorize shoppers based on the available 
time (time-poor or time-rich), the extent to which social interactions are 
important, and the extent to which experiential elements are important.

Time poor 

��������

��������

social interactions =
 important

social interactions =
not important

Social shoppers

Convenience 
shoppers

Experiental 
shoppers

experiental 
elements = 
important

Time rich

��������

��������

experiental 
elements = 

not important

social interactions =
 important

social interactions =
not important

experiental 
elements = 
important

experiental 
elements = 

not important

Intense
social shoppers

Low price
shoppers

Recreational
shoppers



 



 
This appendix shows the different information and wayfinding needs for 
departing passengers (O/D and TRF) in the different areas of an airport. The 
needs are categorized into four groups: route & process, time, facilities and 
disruption.

(Glastra-van Loon, 2017)

Appendix 6: I&W needs lounges, gates

I&W needs 
departure 
(O/D and TRF)

Route & Process Time Facilities Disruption

Lounge Where am I?

Boarding pass in shops

Route to gate

Time until boarding

Final boarding time

Departure time

Time to gate

Boarding alert

Necessary & informal 
discretionary activities

Shoppers

Only TRF: Resting & refreshing

Gate change: route & time to new gate

Gate
Waiting area

Boarding

Gate number

Flight number, destination

Boarding sequence

Instructions

Time until boarding

Final boarding time

Departure time

Gate change: route & time to new gate



 



 Appendix 7A: determinants for wayfinding needs
			  This appendix describes in more detail which elements determine the 

information & wayfinding needs of passengers at an airport. 

The information & wayfinding needs of passengers vary during the journey, 
as they are depending on the amount of information overload, internal factors 
and the degree of experienced stress.

Recreational
needs/whises

R

Varying degree of stress
during journey

Available time Personal preferences

Varying I&W needs
during journey

Degree of 
information overload

Varying degree of stress
during journey

I&W

Internal factors

Recreational
needs/whises

R

Varying degree of stress
during journey

Available time Personal preferences

Varying I&W needs
during journey

Degree of 
information overload

Varying degree of stress
during journey

I&W

Internal factors

(Verhagen, A., & Stephanus, 2015)

Recreational
needs/whises

R

Varying degree of stress
during journey

Available time Personal preferences

Varying I&W needs
during journey

Degree of 
information overload

Varying degree of stress
during journey

I&W

Internal factors

Information overload
Research by Verhagen, A., & Stephanus (2015) showed 
that passengers are overloaded with information at 
certain locations at Schiphol (Plaza and lounges). This 
disturbs the wayfinding abilities and makes it difficult to 
filter between the things that are mandatory (primary 
wayfinding) and the things that are optional (tertiary 
wayfinding). 

Hans Bouchier (operations department) (2021) stated 
that the current Mijksenaar (functional) wayfinding 
system is working as it should. However, the context in 
which the signs are displayed has changed, with many 
different expressions all competing for attention from the 
passenger.

Internal factors
Each passenger is different and everyone has their 
unique response to impulses from the context. 
Multiple passenger profiles have been made to show 
different types of behavior amongst passengers. 
An example is shown below (also see appendix 5: 
passenger segmentation). 



 

Varying degree of stress
Traveling via an airport is always accompanied by 
a degree of stress. During the journey through the 
airport, the degree of stress varies (image bottom 
left).

The arrival at Schiphol, check-in, security/passport 
control and transfer are (generally) associated with 
more tension. The passenger is still relatively far from 
the flight and it is perceived that all kinds of things 
can still go wrong. 
The lounges, retail areas, piers and gates are 
associated with less tension: Most of the ‘checks’ are 
over and the flight is relatively close. Also, anticipation 
and excitement are highest during passenger’s stay 
in the lounges, which is also the ‘time to shop’ (image 
bottom right).

Recreational
needs/whises

R

Varying degree of stress
during journey

Available time Personal preferences

Varying I&W needs
during journey

Degree of 
information overload

Varying degree of stress
during journey

I&W

Internal factors

(Verhagen, A., & Stephanus, 2015) (TU Delft, n.d.)



 

(Aerts, 2015)

The image below shows how the psychological profiles devised by Verhagen 
and Stephanus are related to the sensitivity to stress at each stage of the 
journey. 
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			   Factors causing stress

The image below shows an overview of the different factors causing stress 
for passengers during the journey through an airport. A distinction is made 
between external and internal factors.

Under the factor ‘type of passenger’ (internal) the following aspects can be 
grouped:
- How a passenger handles stress
- Cultural differences

Under the factor ‘wayfinding ability’ (internal) the following aspects can be 
grouped:
- Familiarity with airport (Schiphol) 
- Sense of direction
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Appendix 7B: Reducing stress and information overload
In the described information & wayfinding and recreational needs of 
passengers there are some factors that could be positively be influenced:

The degree of experienced stress can be decreased by ensuring the 
passenger feels in control over the traveling process. The phenomenon 
of information overload can be minimized by creating a clear and calm 
environment. The image on the right combines information from Verhagen, A., 
& Stephanus (2015) and Mijksenaar (2015).

Verhagen, A., & Stephanus (2015) mention the following ways to improve the 
feeling of control for passengers:
- Help the passenger filter between the things that are mandatory (primary
   wayfinding) and the things that are optional (tertiary wayfinding).
- Provide insight in the passenger journey, with a focus on the next step.
- Provide personal information at relevant moments.
- Continually confirm information regarding the flight. (I know where and at
   what time my connecting flight will depart; I know how to get there; I know
   how long it will take me to get to the gate).
- Provide early information (already at home). 

Mijksenaar (2015) gives the following guidelines for creating a calm and clear 
environment to decrease information overload:
- Give priority to clear lines of sight.
- Only refer to something when necessary.
- Keep signage simple and concise.
- Avoid anything that distracts passengers when following the signage.
- Use fewer or smaller signs where possible.

Currently, creating a clear and calm environment is a point of attention for 
the planning and layout of Schiphol. For example, to reduce the stress for 
passengers just after going through the security check, two things are done:
First of all, the security check is placed at the second floor, while the lounge is 
at the first floor. The time that passengers have to descend to the lounge (by 
stairs or escalator) can be used to unwind. And secondly, passengers get a 
better overview of the lounges as they enter it on the second floor, improving 
natural wayfinding, 

Experiencing stress Information overload
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This appendix shows the details of the research plan for the contextmapping 
sessions. First, the setup of the session is explained step by step. Then, the 
hypotheses per section are described. 

Appendix 8A: Contextmapping research plan



 



 



 



 



 

See separate digital appendix for transcripts.

Appendix 8B: Contexmapping results: 
Transcripts



 
This appendix shows the insights and quotes from the contextmapping sessions. 

Insights that are used as input for the design brief.
(most of the quotes are translated from Dutch see appendix 8B for the original 
transcripts)

Appendix 8C: Insights contextmapping

Passengers seek pastime to fill 
their waiting time before their 

flight departs.

Ronja: “I am very often bored 
at Schiphol and those shops... 
I won’t buy anything there 
anyway. Usually I think they 
are way too expensive and 
they always have the same 
feeling, really for years. So I 
think I would like to just walk 

through that Rijksmuseum, even 
if I would only be there for ten 

minutes or so.“

Rob: “Just walking for the sake of walking. 
And then it is nice to look around you. And 
then indeed, if you have something like that, 
as the museum you could have a look at (...)“

Rianne: “But it is more... curiosity and interest 
and a bit of pastime ... And then just stimulate 
myself a bit and get inspiration... Rather then 

really looking for offers or cheaper products or...“

Ronja: “Yes, something that 
catches my attention, where you 
just... where sometimes the time 
goes a little faster, and I don’t 
have that in a shop, but a lot of 
people do have that in a shop. I 

don’t.”

Rob: “But then indeed those 
things, such as being able to 
do something in a museum or 
something there ... I find that 

interesting”

Ronja: ”By the way, we were earlier than 
usual. Normally I think advice is given an 
hour and a half in advance. I think it was 
advised a little longer in connection with 
corona, so we were earlier. So we also had 
more time to kill. (.. .) And it was super quiet 
so yes, we actually got through customs in 
no time. So then we were like: Oh now we 
still have two or three hours, let’s say. “

Demi: “You have something to 
do then.”

Demi: “Can be everything, yes, 
because... if you are just hungry, you 
will look for a restaurant. But when 

you’ve eaten - and you’re like, well, I’ve 
got half an hour. Then it is in itself quite 
nice to also have a look of: okay, what 
can I do for half an hour now? Instead 
of waiting for a chair and watching the 

clock go forward every second.”

Demi: “Yes, then I’m like, 
I’d better take a walk or do 

something, because then you sit 
down again and that’s not very 

good for you either.”

Ronja: “Yes, so it doesn’t have 
to be fantastic, special, cool 

things. But just something that 
keeps your attention and is a bit 

entertaining.”

Rianne: “It should just be a 
nice pastime for me, um and 
comfortable to ... so that it 

becomes more comfortable to 
just be there on time.”

Rianne: “Then we walk another round and 
half an hour later we get a cup of coffee. So 
it’s basically ... you have to think of it a bit 
like occupational therapy. So this is an or or 
... but first a walk around and then we had a 
nice sandwich, then you sit down again and 
then you get a coffee. Then you sit down 
again for a while, and then maybe a beer, 

we will skip the luxury restaurants.”

Preeti: “So maybe literally like take you 
through and a free experience. Yeah. That’s 
like the ideal interactive. Yeah. Interactive, 
even. I mean, I would be okay with like, 
even going and going through a gallery 
or something. That’s fine. But just Yeah, 

something which I can do.:



 

Passengers mostly visit known and 
obvious places at the airport. 

Demi: “Yes, well, that’s usually... you just 
arrive there. So that’s the first thing you 
see too. And then I am not very much the 
person who, if I am not sure if, say, on the 
other side, there is something really nice, 
to go and find out. Because then I’m like, 
Okay here is food. So here I get food.”

Demi: “No, I’m not going to get out of 
every corner of Schiphol before I go to my 
gate. No. Then I’d rather just sit somewhere 
with I know a lot of Netflix watching or 
something. And then wait until I can go 
boarding. Then that I am going to make a 
whole hike through Schiphol of: Well what 
do we have on this side ... although this 

now gives me ideas. No, I guess ... I usually 
don’t do that no.”

Frank: “If there is a switch, yes. I have to 
say that sitting just a bit more comfortable, 

because that’s it ... being able to go to 
soda machines or to a bar with some 
snacks, I liked. So yes, that, that was a 

regular routine when I had to spend time 
somewhere at the airport that I wanted 
to check in advance because there is a 

lounge of skyteam.”

Ronja: “Yes, the pubs and bars, one of which has 
really dirty coffee. And that one looks the best ... That’s 
it ... Hey, I have opinions about Schiphol. Besides, I 

think Schiphol is fantastic. But you have one of those. 
that, what’s the name of that thing where you see the 
customs? That room where all this is: lounges.One of 
those lounges you have on the right, Starbucks and on 
the left a thing where you can eat, that looks very nice. 
Mediterranean or something ... Yes, the dome above it: 
it looks really nice And every time I sit there and every 
time I regret, because my coffee is really gross and 

super expensive, but it’s really dirty. But still I sit there 
over and over Yeah because it just looks nicer than the 
Starbucks So I like to sit there but that coffee is really 
gross Now I don’t know if the Starbucks has good 
coffee But I get always regret the coffee ... That has 

already happened three times. “

Demi: “And yes, but usually I go to a 
restaurant coffee bar and then just pick a 
nice spot where you can sit. But usually 
that is, say in the general hall. So just that 

hall, say ...”



 

Passengers visit 
shops just for the 
sake of pastime.

Rob: “When we show shopping 
behavior, it is out of boredom. 
Then we will walk around, but 

relatively little is bought.”

Ronja: “Ronja: It varies. Most of 
the time, I just go into the stores 

just to have fun, not to buy 
anything.”

Preeti: “Oh, yeah, but I’ve never 
bought anything at shops but 
I... we... Correction: we do visit 
shops, just to kind of browse 
and kill time sometimes. Yeah”

Crystel: “And then of course I 
think you first go to passport 
control. But then of course you 
have a lot of time. Then we often 
go out for something to eat, or 

just go into a shop.”

Ronja: “Yes, I think so, because at one 
point we went through some shops. That 
you are looking at the iPad a bit like: yes, I 
want to enjoy myself, I am not going to buy 
anything. But this way I enjoy myself. “ (...) 
I wouldn’t do if we had less time. But now 
we were so.... Yes, we are bored so we went 
into every store and we slowly start looking 
at everything. Just to entertain your eyes 
... they could have put a big TV there too, 

probably. “

Rianne: “Rianne: just to see, what’s the 
news? But it is all more mine, so more 

curiosity and interest and a bit of pastime ... 
And then just stimulate myself a bit and get 
inspiration .. Then I really look for offers or 
cheaper products or. ... I never really have 

that approach.”

Preeti: “Yeah. It’s an it’s an experience. I feel like 
I feel like the airport waiting at the airport can 
be made interesting. Yeah, I think that would be 
nicer. I would rather... and I really, I keep saying 
experiences, but I would much rather have like, 
the cultural experiences or just other like art 

and installations. I love installations. Interactive 
installations are really cool, rather than the shops, 
even though the shops are there, but I only browse 
the shops, mostly just because of boredom. You 

know, just because I there’s something I want to do 
when I want to walk around.”

Rianne: “Well ... Actually it goes like this, I think: 
take a stroll and then we go to eat something. Then 
there is still time to spend, so then Rianne will go 
here. Then we come back and then we probably 
got a cup of coffee. Well, then I guess I already 

visited NEMO, so then I went on my own path for 
a while, Oh, yes, and then we’re going to do the 

useless shops, where you think: well, I have to pass 
my time anyway, or the pub. That is, it gets a little 
bit. So basically, and then we go boarding. Fly.”



 

Schiphol has many 
(free) services to 
offer, which most 
passengers are not 

aware of. 

Crystel: “That there really are 
a lot of things that I thought, 

“Does that exist?” (...) And I am 
also familiar with Schiphol, but 
XspresSpa... no, I had really 
never seen all of that. ”

Crystel: “While they also have that indoor 
playground, sitting there next to the 

restaurant, so to speak. A lot of people 
don’t know that either ... (...) No, if you 
look at the panorama ... there is also a 

restaurant. And so there is also a kind of 
mini zoo-like. Really very small. No, a lot 
of people really don’t know that, but we 

always combine that: great fun, but a lot of 
people don’t know that.”

Demi: “Oh there are actually 
showers at Schiphol?”

Rob: “Oh, those things around the 
museum! I didn’t know about them, 
no, about nemo, about night watch, 
at least about the Rijksmuseum... and 
the shops there, I only walked past: 

yes, I believe they are there.”

Demi: “I saw Nemo somewhere 
in between, but Nemo isn’t at 

Schiphol, is it?”

Rianne: “I was very interested 
and I noticed that I thought: 

Oh yes! Hm? Is that there too? 
Oh yeah. I don’t know if you 

recognize that. But that I really 
thought: yeah! Frank: “Express spa, was 

unknown to me. Meditation 
center yes, baby lounge not. Not 

Nemo. Library no.”

Demi: “Yes, I think I passed by there 
(Airport Park) once, but I thought it 
was kind of, what do you call that ... 

Yes, such a VIP thing or something ... I 
thought, well there go I don’t go.”

Crystel: “Yes, the flower shop and the fast 
food chains are there, of course, and yes, so 
that is well known. It is of course not all the 
most prominent locations ... Rijksmuseum I 
did not know either. It is mainly those other 
services ... Look like this, everyone at the 

corner knows this and the drugstore is also 
in the same corner and the booklets are 
of course also very easy to find. But it was 
mainly those, like this meditation center, the 
massage things and I thought: No, no idea 

that that existed.

Demi: “Is the Airport library that you 
can literally just sit there and grab a 
book from the shelf and read. And 

when you go boarding you put it back 
and then...?”



 

The existence of 
the commercial 

services surprises 
the passengers and 
they would like to 
be notified about 
their existence and 

location.

Demi: “Well, I would have liked 
to encounter that one. Nemo and 
Rijksmuseum, showers never seen. 

Seriously there is a whole spa? Okay... 
Meditation center... Baby care lounge.”

Demi: “I just want to say why have I 
never seen this before, because I want 

this!”

Ronja: “Well, I am now curious where it 
is: the Rijksmuseum!”

Demi: “Yes, it is, I really never noticed 
that whole piece. I think that’s a shame, 
because suppose there would have 
been a sign with that literally saying 
hey, go that way and I would be like 

okay. I have to wait another hour. Then I 
would have gone there for sure.”

Preeti: “One thing which I’ve loved, which I 
had and actually haven’t seen, and maybe it’s 
because I didn’t... Haven’t gone to if it’s already 
there, I haven’t gone to Schiphol as much, but I 
really like the... well the NEMO Science Museum. 
But even there was another. So basically like the 
experiences... I like potential free experiences 

you know. Oh yeah. I would like it if it was a free 
experience... But... I like that aspect that, that, like I 
would rather I would probably end up doing that 

even if I have to pay.”

Preeti: “So these are all this is completely new. 
And I loved this. Like, I love that this ... I don’t 
... didn’t see it there. But I think I like I was 

immediately drawn to this, and it’s exciting to see 
these cards. “

Rianne: “and at this I was surprised: meditation 
center or a shower... how often do you think: o I can 
use a shower after such a long flight. I wouldn’t, I 
didn’t know there was... nor this one: hotels. (...) I 

don’t know this one either: the cosmetics shop. And 
this one?! The Rijksmuseum shop”

Preeti: “Airport Park. This was really 
nice. Like, this was something which 
I find like pleasantly surprising and 

would definitely like that. Also, again, it 
is a free experience.”

Preeti: “And I was with a friend of mine. So we 
were just talking, there. If there were things to see, 
I would have loved, I would have actually really 

like loved these experiences like the Rijksmuseum 
or Airport Park and things like that thing, we 

would have absolutely loved that. Rather than just 
sitting. Yeah, it depends, obviously on who I’m 

with... traveling, traveling with, but with my friends, 
especially. Even my parents, actually they would 

like that.” 

Ronja: “Nemo seems fantastic! I think Nemo is 
fantastic anyway, I only went there once as a 

small child. (...) Yes, I would like, yes, I don’t really 
know what would do with it ... I would look at it, 
but that ... You will enjoy it again for ten minutes 

you know.“

Crystel: “Yes, I always like to know what’s out 
there. I think it affects what you do ... if you don’t 
know, namely, like now, those things that I’m not 
aware of. You don’t do that either. Especially with 
... because of course you also sometimes have 
overlays ... yes, then we always browse those 

shops and so on, but I think I would find it quite 
relaxed if you know: Oh you can leave your nails 
somewhere do that you are going to do that.”



 

Ronja: “So that’s why I was with that of 
the Rijksmuseum of yes, that would be 
more fun. Or a playground or nemo...”

(continued)
The existence of 
the commercial 

services surprises 
the passengers and 
they would like to 
be notified about 
their existence and 

location.

Ronja: “But when I opened this up, and then the 
Rijksmuseum was on top and then I thought: 

Wow are these all concepts you came up with? 
And then later it went through and then I thought, 
Yeah, I know most things ... So maybe it already 

exists. (...) Well I, especially in the beginning, I was 
like, are these concepts? Because I did not know 
them, so Rijksmuseum and showers, I thought that 
will probably be somewhere, but I have no idea, I 
have never seen that Spa on purpose. Neither is 
Baby Care Lounge. Neither does Nemo. I’ve never 
seen a library either. So I was like, well, those are 
concepts and then we were the rest of the cards: 
Oh, but I know them ... I’m just watching. Yes, I’ve 
seen all that. That’s just all those different stores. “

Rianne: “Well, these are: such a Rijksmuseum, 
that would be something that I would look at 

extensively, if it is there. And really would search 
... but it has to be advertised. So I wouldn’t look it 
up at home: What can you see at Schiphol now? 
But I am the kind of person who likes to wander 
and search and is interested. So I would certainly 
look at a Rijksmuseum, but also such a NEMO, as 
an adult, yes, and I can really spend half an hour 

there: just sitting there.”

Preeti: “If it’s if it’s made clear, because I feel 
like... okay, talking like experiences or something I 
would not want to miss and if that is made clear, 
very clear at every time step would you take? I 

don’t really care much about the shops, but then I 
would feel bad if I left that airport, and then there 
was something really cool. I should have seen. 
Yeah, then I wouldn’t be like fuck I like missed 

that.”

Rob: “Yes, just things you can do, of which I 
think: oh yes, if I had had that then, had known 
... then you would have liked to make use of it in 

those two hours.”

Preeti: “We didn’t know that any of 
this was there at the airport. So but 
I think as soon as you get out of the 
baggage claim center, then you kind 
of see the flower shop, if I remember 
correctly, you see a flower shop. And 
then you see like, Hema on Albert 
Heijn, and all of that. And yeah, so 
that was a good kind of surprise.”

Preeti: “Flowers: this was a nice 
surprise, like toy store, I wouldn’t 
normally think is part of an airport, 
but it was I mean, it’s there and it’s 
brilliant. Rijksmuseum also, I think 
if it’s comparable to a souvenir 

shop, then yes, if I see it as sort of a 
souvenir shop. But I think that also is 
linked to kind of the experience.”



 

Passengers do 
like to explore the 
surroundings of the 

airport....

Demi: “Yes, it is, but you don't 
necessarily have to get out of 
the airplane realms. But more 

from the waiting time”

Demi: “That you can learn 
something new or discover 
something new while you are 

waiting.”

Preeti: “Discover again, it’s not the 
thing... Imagine if that experience 
is like, brings imagination. and 

creativity, I love that adventure of 
interactions, something which I can 

do, I absolutely love.”

Demi: “And then perhaps also a 
bit of a kind of ‘unexpected; or 
something. Because, if you say, 

you are not necessarily looking for 
anything. But that you come across 
something in that overview and then 

think: Ooh, I want that.”

Ronja: “Walk around, wander. I 
like that, yes ... I kind of like that or 
something. You can probably find it 
with signs, but I always like to just 
wander around there a bit and then 
at some point ... then it stops and 

then I go back.”

Ronja: “Although that wandering 
is also nice to entertain yourself. 

Sometimes of course. But yes, that 
is possible ... I can also imagine that 
people get a bit of peace from that: 
oh, there is a library or a piece of 
something ... and then I can skip all 
this stuff. Because I like that better.”

Ronja: “I think this is mainly my own 
mood. If I’m already a bit tired or 
something. Then all of that quickly 
becomes a bit too much. Uhm .. But 

sometimes you are just very happy the 
peppy: Yes, I’m going on vacation, oh 
nice! And ah: I’m going to discover this, 
discover that. And ah: A store here and ... 
But ... If I could skip it, I would skip it. It is 

not an activity in itself.”

Ronja: “Because I like that feeling ... Well, 
very nice. You enter a lounge where you 
almost never come. You know. And then it 
is like: oh ?! What is here? And what is it 

now this time? Especially the first few times 
that I ended up in a different hall, a different 
lounge. But yes, now that I have been to the 

same lounge a few times...”

Rianne: “Well, these are: such a 
Rijksmuseum, that would be something 
I would look at extensively, if it is there. 
And really would search ... but it has to 
be advertised. So I wouldn’t look it up at 

home: What can you see at Schiphol now? 
But I am the kind of person who likes to 
wander and search and is interested. So I 
would certainly look at a Rijksmuseum, but 
also such a NEMO, as an adult, yes, and 
I can really spend half an hour there: just 

sitting there.

Rianne: “If you really ask me, oh what is 
your ideal trip like? Well, that would be yes: 
experience, look. I always find it impressive 
to be at such an airport: It’s big, it’s high, 
sight lines, lots of people: adventure! and 
I would like to stir up that feeling. (...) Yes: 

adventure, yes exactly.”
Ronja: “Mmm yes, I would describe it as kind of 
exploring, because I just like it. Then I go on an 

adventure and I want to see things. And then usually 
I am disappointed because I have already seen all 
those stores. You know. So that’s what attracts me to 
such a Rijksmuseum, because that may also change 
from time to time or not always look the same. Yes, I 

don’t know. I think an airport is very nice when you are 
there for the first time. I also had it with Ibiza. The first 
time I was there it was: Wow! There is a bar with music 
and wow! I don’t know the shops. I enjoy myself here. 
And the second time I was there it was: Yes, it was the 
same last year ... So yes, you have that coffee and after 
that I actually always go on a voyage of discovery. 

That’s how it feels.”



 

.... but want to stay 
connected to their 

flight.

Demi: “And then, yes, if I have eaten 
and there is still waiting time. Then I 

assume that for a while. Or to a park, or 
to Nemo, or to the Rijksmuseum ... To say 
something completely different, but that 
you say ... What’s that called. That you’re 
doing something else but still ... Not quite 
anywhere else. Because yes, you just have 
to catch your plane, so don’t forget the 

time and not catch your plane.”

Ronja: “Yes, yes I panic about that. I also often 
look at those signs with the gates saying: Oh is 
it already there? I think I walk there every ten 

minutes.
(...)

Yes, I would love that if I could see that sign 
live on my phone or something. That I can 

check it, because I think ... It is no further those 
signs are everywhere, but it is kind of that 
panic walking back and forth is thus limited.

(...)
That you don’t have to finish your activity just 
to check that board to see if everything is still 

going well.

Preeti: “Other aspects, I think, on the go and 
quick, are things which are characteristics, 

which it’s like, some of the experience, not the 
big experience, but something should have 

this option, because a lot of times you are, you 
don’t really come that, like you don’t really 

have a big waiting time, but then you still want 
to experience something. So I think that’s, 

yeah, nice. So that’s what I like.”

Preeti: “No I think I would want to keep 
otherwise I get distracted really easily. And if 
it’s complete different distraction that I’m like, 
in a different world, like, whatever I need, I will 
miss my flight. So I need the reminder that I’m 
still at an airport or I still like... somewhere tell 
me that. Okay. These are the airlines and this is 

boarding. This is not...”

Demi: “And so also that it is distracting, 
so that it is a bit quiet, because if you 

are sitting in a chair all the time and are 
looking at the time a bit. So you gotta 

have a little bit of it, yeah. There really has 
to be a balance of: You have to be a little 
distracted but not too much that you miss 

your flight.”

Demi: “Demi: But I thought: It’s nice to have 
a positive experience with one of those crazy 

things. Crazy things, they are just normal things, 
but it is not what is expected at an airport. 
Because you only think about airplanes and 

catching your flight. And yes, that you are kind 
of distracted from waiting, but not too distracted 
that things go wrong. I also see some people 

sleeping at an airport. I get stressed just looking 
at it. It would just happen to me that I stay asleep 
and sleep through my alarm clock and still miss 
my flight, while I was there two hours in advance.”



 

Passengers want to 
have insight in how 
much time they have 
left for recreational 

activities.

Ronja: “Maybe yes ... maybe just a map of you arriving 
here with you ... plane, then you probably have to go 
through these corridors. There are the shops and 

eventually you have to be there again ... just that you 
know about it. “Oh so far I have to walk. And I have so 
much time for this. I can roughly expect this. I think 

that would be chill. (...) Yes exactly because if you say ... 
suppose it is half an hour walk. You have a transfer of 
an hour ... Then I would probably walk right away.“

Demi: “Those things where you have to be there for a 
fixed time. So for example, look, with that Rijksmuseum 
like that, you can leave at any time, if necessary. And 
also with that park, for example. You can sit there for 
a while and smell trees or something. I don’t know .. I 
saw something here with: Get some fresh air. But you 
can just leave the moment you have to board or go to 
your gate. And I think that’s nice. And not that you are 
indeed in such a spa chair and that you miss half of 
your clothes because someone is massaging you and 
it shows shit: My plane is in 5 minutes. That is really 

not what you want.”

Demi: “I think if you just give an overview of 
the things you can do that you can estimate 
yourself okay: I will make it within this time 
and I will not make this. But yes, you could 
possibly ... suppose it is really some kind 
of activity or something. Or for example, 
indeed with that, what is it called, that 

Rijksmuseum, say that corridor, you could 
perhaps add one or something, for example, 
what Google also says: ‘people generally 
spend ten minutes here’. Or I just name a 

few.”

Rob: “And because you actually have the idea of: Oh, we 
will come on time, because there is so much pressure on 
that: You have to be hours in advance, while in hindsight 
it is often not necessary, the one time that is necessary. .. 
So there could also be something with that. As far as I am 
concerned, the moment you arrive you have lake view or 
just before you arrive that lake view or how much waiting 

time there is for your flight at that moment, if indeed there is 
already congestion and yes, you actually have to continue 
working. While actually yes, if you come two or three hours 
in advance, you may just have to wait two or three hours. 
But if you already know that, at the beginning, then you 
will not go yet ... Then you might be able to check in, but 

then you can just go to the normal shops at the front where 
everyone can come and do other things. And then it might 
be interesting to do some museum-like things, while now 
the pressure is on and only then, when you are here, you 

suddenly notice: Ah yes, plenty of time!”

Rob: “Yes I would use the spa, but then it 
must indeed be pretty sure that it really 

does fit in time.
What I feel ... pressure, time pressure that 
works hard for me. Much harder than 

necessary. But it does.”

Rob: “Of the: you now have to check in and 
then you can sit there for another hour. Yes. I 

find that intrusive. It is useful if you know ... and 
that route determination could be linked, so if 
you then walk all the other way and he knows 
that you have to be at the other side ... That he 
then indicates it becomes ... then he has 50 
minutes left ... Or that it is somewhere on the 

screen or something...”

Rob: “Well, only the excitement of the unknown, 
and of yes, what I just said: if you, in that row, you 
don’t know where exactly it is going, do you have to 

be there? It almost always resolves itself.
  (...)

Well more unknown of: Are we going to get this in 
that time? Yes, are we doing all checks properly? 

And it is not even terribly tension, but it is just a little 
bit, just a little bit of stress. And I don’t think that 

can be completely prevented...”



 

(continued)
Passengers want to 
have insight in how 
much time they have 
left for recreational 

activities.

Demi: “When it comes to restaurants, I would include 
opening times. Most things are open a lot, but I notice 

... for example on New York when all of a sudden 
everything closed. That was right when I had a 

transfer ... but it was also in the middle of the night. 
So yes opening hours is nice, because then you can 
still think of okay, I have to go to the toilet now, but it 
will close in five minutes. So maybe useful if I get food 
first and then go to the bathroom. What else should 
I put on it? Well, maybe indeed, how long people 

spend on average ... and maybe also, but I don’t know 
how convenient that is, just say that you can indicate 
how long it is to walk from your current location or 

something then you also know about ok am I going to 
make this in time or am I not going to make this.”

Ronja: “Ronja: Nah, I once had that I ... that we were 
there so late ... Just tell me if you get there an hour 

and a half in advance, as is advised for corona. Then 
you spend half an hour getting into that lounge at all. 
And then you may be there for half an hour and then 
you can go back to the gate. And then actually, then 
I don’t go for a stroll or something, then it is usually 
the only thing I do to just drink a cup of coffee and 
sit comfortably, but I find that quite flawed. And well, 
maybe for the fun of a shop or something, but that that 
.... I always have a rather hasty feeling, so I don’t do 
that for too long. Then I go straight ahead and I think 
that’s fine, just because yes, then you don’t have too 
much time. But for example with such a, further flight 
or as now with corona, when you are there for two 

hours or so.”

Rob: “This, this is allowed, but it must know that it fits. I do 
want to discover things. But if you somehow ... we just talked 

yesterday about how you walk through those corridors 
and so forth, and how much time is that actually? Yes, you 
cannot read that completely from the map or you should 
actually already know it and if you can also collapse that 
from: you still have ten minutes to run; Oh I still have an 
hour, so I can spend another 50 minutes on this. Because 
that that, that’s what I think is funny about those airports 
just to discover: So what’s it like, what else is going to 

happen outside? Can you go to a deck to see which planes 
are taking off? But yes, do we actually have the time for 

that? And does that fit? And then what not?”

Ronja: “There are signs at Schiphol: 
from here it is a ten minute walk to the 

gate. That’s chill.
  (...) and then you don’t have to wait 
unnecessarily long at the gate, you 

know.”

Crystel: “Yes, I wouldn’t do that so 
quickly actually. Because that process ... 
of this actually already takes some time, 

which is recommended.”

Frank: “Yes, I visited the Rijksmuseum 
when I, when I had spare time and 

passed by.”



 

Passengers find 
locations at the 

airport by wandering 
around (explore 

strategy) and do not 
plan their visits. 

Demi: “No, but I never do that at all on my 
holiday myself ... so it would be strange 
if I say prepare Schiphol better than my 

holiday...”

Demi: “I think that I am the kind of 
person who would check it or say only at 
Schiphol. Okay, I now have half an hour, 

what can I do?”

Demi: “No, I don’t plan my trip much from home. I 
check which gate I need and what time my flight is, 

and that’s really basically it. So, 1.”

Frank: “And then you did indeed, if I 
already went upstairs at the departure 
hall two, walked past the restaurants, 

then I walked straight to the lounge and 
then you also passed the Rijksmuseum. 

(...) So it was. It was more intuitive, 
impulsive, like: let’s walk in! instead of us 

targeted walking in.”

Frank: “Yes that must have happened there 
on the spot. That is not something that had 
also figured out in advance of: oh? No, the 
only thing I would actually find out about 
the airport and I did, is, um ... and that’s a 
definitive one in the case of a transfer. Is 
it a 1 terminal building or is it a multiple 
terminal airport? I want to know that. But 
for the rest, no, I will ... To elaborate ... I will 
not look for: can I still be here after arrival. 
tax-free shopping? That does not interest 
me. So where the rental cars are or where 
the taxis are, I find more at the airport: 
Do I have to change? Are there multiple 

terminals? What is the travel time between 
the terminals: Will I make it or not?”

Ronja: “When I travel via an airport ... I plan my trip 
from home in advance as much as possible. Uhm 
... Do I? Hm ... Abroad back to the Netherlands: Yes. 
At Schiphol: Not really, because I have been there 
before and I just know: It says on my ticket, I know 
what, where I have to go. And the signs are very 

clear, I never really had any trouble with that. I read 
the e-mail in advance and I check again what is my 
arrival hall and stuff, where do I go? So until then I 
prepare it. Uhm ... And then I just let Schiphol guide 

me.”

Preeti: “Not really except when I have to go 
to a lounge then I know it’s a lounge and then 
sometimes I will like look out so then... But I’m 
going to put four for that... and it will be like 

lounge specifically, I’ve never planned to go to a 
shop and then going there. And I’ve never had 

those experiences as such.”

Crystel: “No, I am ... Michael, would plan more, 
but now I think we have been together for so 
long, who is used to my way of traveling. I have 
also always traveled a lot with my parents. So I 
am me, I am very easy: You go there and you see 
it, and at most airports it is all so well indicated 
that I never really do research beforehand. The 
only thing I always research very much is how 
then ... how the accessibility is from an airport to, 

for example, a center or something.”

Preeti: “I’m hoping... I do think that wayfinding 
is like should be very good at airports and a 
lot of money is going into that. So then if the 
signs are not clear enough, that’s a problem 

for the airport.

Yeah, I do I well, that being said, Yeah, I 
won’t worry too much. I’ll see what’s coming. 
Because I assume that I’m doing four for that 
again, because I’m assuming that’s it, leaning 
to agree because I’m assuming that Yes, it will 
... I am not going to plan too far because the 

signage should be good enough.”

Preeti: “Uh no I haven’t planned it because I just 
like ... I don’t really seek out seeing it ... like finding 
information about it. But if I was provided like 
okay if it’s a big airport and I feel like I will get 
lost, and they prove they show me that it’s a big 
airport and I might get lost, then it will be nice to 
like, plan that. But then I now usually I don’t plan 
on that. Okay, this is my depart. This is where I 

will be waiting. Whatever. Yeah”



 Rob: “No, I don’t plan where I’m 
going: Whatever you just feel 
like doing at that moment...”

Rianne: “No, actually not, we 
walked there, and then we said: 

dude, football, beer...”

Rianne: “Well that pub and bar 
that was really a gift. I was really 
happy with that. I often think back 
to that: we took a picture then, 
when I see that picture, I always 
think: oh yeah! Remember that 

‘coincidence’ it really felt like that.”

Rianne: “Well, these are: such a 
Rijksmuseum, that would be something 

that I would look at extensively, if it is there. 
And really would search ... but it has to be 
advertised. So I wouldn’t look it up at home: 
What can you see at Schiphol now? But I am 
the kind of person who likes to wander and 
search and is interested. So I would certainly 

look at a Rijksmuseum, but also such a 
NEMO, as an adult, yes, and I can really 

spend half an hour there: just sitting there.”

Rianne: “Yes, but on the spot. Because, on 
the one hand, it is always nice to search a 

little and browse a bit ... But it is also ... if at a 
certain point you sit a bit and you think: I am 
sitting here and there was something else 
fun ... then ... so a bit of advertising for the 
Rijksmuseum, NEMO ... things. I like that.”

Demi: “Then somewhere in that area I 
choose something from okay what can I 
eat and then I have food. And then I go or 
coincidentally if I see a place somewhere, 
sit there or I just walk towards the gate, and 
then if I come across a place on the way to 

where I can sit, then I will sit there.”

Ronja: “Oh, but after that the gates might 
be yes then I’ll walk, then I’m probably 
chilling downstairs most of the time or 
something. And then: You have to go to 

the gate and then I walk through the park. 
From oh: Here’s the park. And then ... 

otherwise I wouldn’t get there..”

Frank: “And what I had ... at one point when 
the KLM lounge was actually on the ... also 
on the first floor eh, where I think it still is. 
And then you did indeed, if I already went 
upstairs at the departure hall two, walked 
past the restaurants, then I walked straight 
to the lounge and then you also passed 
the Rijksmuseum. (...) So it was. It was 

more intuitive, impulsive, like: let’s walk in! 
instead of us targeted walking in.”

Cyrstel: “I came across it by chance, 
because I am familiar with the panorama 

roof. And that comes from my own 
childhood... Then there was not such a 
restaurant with a play area... There were 
restaurants of course. And that I now saw: 

Oh there is such a playground!”

Cyrstel: “Especially if you are with 
children, I would find it very easy to 

know: where are the play things a bit? 
Now we usually just stroll through it 
and then you come across that...”

(continued)
Passengers find 
locations at the 

airport by wandering 
around (explore 

strategy) and do not 
plan their visits. 

Preeti: “We didn’t know that any of this 
was there at the airport. So but I think 
as soon as you get out of the baggage 
claim center, then you kind of see the 

flower shop, if I remember correctly, you 
see a flower shop. And then you see like, 
Hema on Albert Heijn, and all of that. 
And yeah, so that was a good kind of 

surprise.”



 

Passengers prefer 
to have the personal 
and location-based 
information digitally 
(on a mobile phone), 
so that they can take 
the information with 

them.

Demi: “Depends ... if it ... I think that digital is 
easier because you just always have it with 
you, but if it is, for example, a map that is in 
several locations, so that you can quickly 
reach a map, then is that nice too. But yes, 
I think because it is of course quite large 

that it does not make much sense to put 80 
of those floor plans everywhere. In every 

hallway .. So I would say digital.”

Rob: “Yes, and then it usually turns out that we 
are more than that that actually have a certain 
wish and planning in advance would have 

been useful.
(...)

  Whatever you just feel like at that moment. 
That is sometimes also different: one prefers to 
that, the other to that. How can you combine 
that? And then those squares are a square 

where you can sit in the middle. And then you 
can walk to the various collection desks. That 
is handy. Those locations have the preference.”

Demi: “That is yes, it is just the easiest, 
because you always have your phone with 
you and that is especially if you travel alone 
about your best friend, because yes, or you 
have to be very social and go with other 
people chatting. But I usually don’t, so you 
just have everything at your fingertips.”

Demi: “Yeah, yeah, actually I just think I would like some 
kind of a map or something. Because I also say ... if I say 

just get food or something to drink, it is often with the same 
things, because I just don’t know where other things are. 
And I’m like, yeah, I don’t really have the time to really 

figure that out right now, so I’m hungry and I want to eat. 
Whereas if there was some sort of a map or something or 
something ... or do I know a lot in the app or something? I 
have not explored it very extensively, but I do not know if it 
is there, but that you have a list with all the facilities in the 
app or something and that you can click on one. And then 
he says where things are or something. I think that would 
be nice. Because then you can say just go to something 
different than we normally go. But then it won’t take you 
time to find out where it is. And then you can just go right 
away. And then, because it is, don’t say you ... At least 
usually you have six hours to do something. It is usually 
just an hour, so you don’t want to go all the way to the 

other side of Schiphol. When your gate is on the completely 
different side again.”

Ronja: “If that offer was personal to me, it 
might be if you check your interests ... in 
advance, because it will change from time 

to time. Yes, I now know what kind of always 
been there. I might like, I guess if... From: You 

might like this...”

Ronja: “I think we were just looking for 
something light to eat and everything was 
very heavy, those salmon sandwiches and 
stuff. And indeed McDonalds. That you 

actually think: Yes, I just want yogurt with 
muesli or something..”

Crystel: “Yes, if it all turns into pamphlets 
again, I don’t have to. So I think digital is 

the easiest.”

Rob: “I actually want to be able to consult 
it at the moment. So the best thing would 
be if it is in an app or something that you 

can call it on your phone.”

Preeti: “Hmm .. it’ll be nice to know what’s 
available there because sometimes 

especially like if we’re trying to, let’s say ... 
find the lounge and then you don’t really 
have too much time ... Then it takes time 
to really... and if it’s a huge airport, it takes 
time to really like go around. It would be 
nice to have access to seeing what is 

there at the airport.”



 

(continued)
Passengers prefer 
to have the personal 
and location-based 
information digitally 
(on a mobile phone), 
so that they can take 
the information with 

them.

Demi: “Because yes, look now and then, then you 
just have such a moment and then you just really 
feel like a croissant. And then nothing else will do 
but what you want at that moment, just that little 
croissant. And then it is chill if you can just type: 
Where can I get a croissant. While at other times, 
you’re really kind of very open like, dude, I have 
no idea what I’m craving, but I’m just hungry. And 
then it is chill when you can just explore a bit and 
see what is possible. So I think that is ... I think that 

would be nice if there were.”

Demi: “Yes, I don’t know, I’m just hungry, so I just 
want to eat then. Yeah, okay, but I think I’ll say 

just want to eat some kind of chill somewhere or 
something. That you can kind of see in advance 
of okay: there is Italian there, I know a lot of 

croissants, there that is. There that is. And then 
based on that, okay, what am I hungry for now? 
And say and then you can just choose that and 
then you can go there. Instead of you kind of 

walking into such a store and always coming out 
with such a cooked sandwich, because that is the 

best option at that moment.”

Demi: “Can be everything, yes, 
because... if you are just hungry, you 
will look for a restaurant. But when 

you’ve eaten - and you’re like, well, I’ve 
got half an hour. Then it is in itself quite 
nice to also have a look of: okay, what 
can I do for half an hour now? Instead 
of waiting for a chair and watching the 

clock go forward every second.”

Cyrstel: “Especially if you are with 
children, I would find it very easy to 

know: where are the play things a bit? 
Now we usually just stroll through it 
and then you come across that...”

Rob: “But then indeed ... there are a few 
filling activities here. They would be 
nice then. Suggestions from: You can 

do this there.”

Frank: “So yes, that, that was a regular 
routine when I had to spend time 

somewhere at the airport that I wanted 
to check in advance, because there is a 

lounge of skyteam. (...)
Via the Internet. I think I went to the 
KLM website. I am afraid to say that 

with certainty and it made me wonder: 
where are the lounges located?”



 

Passengers won’t 
download an app.

Ronja: “I wouldn’t download an app. My 
phone is already full. I only download apps 
that I use every day. And for Schiphol, once a 
year or so: I’m not going to download an app 
for that. This might be a bit more convenient 

for the business traveler.”

Demi: “No I wouldn’t download an app 
from an unknown airport.”

Frank: “I have rarely used the Schiphol 
app and I think if I used it it was for the 

departure times.”



 

Preeti: “I would rather I would probably 
end up doing that even if I have to 
pay for it then let’s say go to a spa 
that’s like personally for me, like the 

Rijksmuseum.”

Preeti: “Baby care lounge important. 
Obviously never use that. Spa again, 

I’m linking up with the massage thing ... 
that I don’t see the need for me to do it 
but then I know that other people may 

see the need. Showers”

Demi: “On my own then yes, I 
don’t know. I always find it a bit 

uncomfortable when you sit down for 
dinner or breakfast on your own, sort 
of. So, yes, I don’t know, usually always 
look for places where not many people 
are. Because then I’m like yes, then I 

can just chill here on my own.”

Rob: “So things like watching such a 
museum thing or just reading about ... 

or seeing movies of...”

Rianne: “And so that one time was 
super fun to be in that pub. That 

was really fun.”

Ronja: “And the library sounds nice, 
because it sounds like it is silent. And 
I am quite over-stimulated quickly... 
and there is not really a place where 
you can withdraw for my feeling at 
Schiphol. So that sounds nice.“

Preeti: “I would rather... and I really, I 
keep saying experiences, but I would 
much rather have like, the cultural 
experiences or just other like art 

and installations. I love installations. 
Interactive installations are really cool, 
rather than the shops, even though the 
shops are there, but I only browse the 
shops, mostly just because of boredom. 

You know, just because I... There’s 
something I want to do when I want to 

walk around.”
Rianne: “Yes, yes so the investigating 
people or the paintings, or. What I can 
remember is that they are also placed 
at the front, but that was on the plaza, 
once such a piece of a plane was put 
down. Yes, I just really looked at that 

one time: From dude ... How impressive 
this is, and therefore just technique. 
And. I am always very much for that.”

Frank: “It will undoubtedly have to do, also with 
some time left, I just assume. But it also has to do 

with, eh, because if you have time to spare, where are 
you going to put it out to tender? That is the follow-
up question. And then I do indeed think that generic 
museums is one of the things, one of the places I 

think of: I like that, even outside the airport, to go to 
a museum. That compared to ... I was talking about 
it, but that’s America, sitting at one of those bars 

watching a sports game with a glass of beer in front 
of me. Yes, I am not, I am not, so I will go into the 

Rijksmuseum for a while.”

Frank: “Why would I do that if I wouldn’t 
do that at home either. Why would I go 
to a massage chair at Schiphol if I don’t 

go to a massage chair here too?.”

Passengers have 
personal preferences 

for recreational 
activities.



 

Passengers do not 
wish to receive 

information about 
the airport of arrival

Preeti: “The airport I am arriving... not 
as important, but it could be useful, but 
just not in my face. Like, let me... just 

have that option somewhere. And then 
I can like, check it out if I want.”

Preeti: “Actually when I’m arriving, 
it might not be necessary for me to 
know from before when it just make 
it clear when you arrive, like to have 
good signs and like things like that. 

So I can figure it out there is just don’t 
necessarily need to know.”

Crystel: “Yes No. There you actually 
walk ... that is often not possible. 

Because you always just walk straight 
into that exit. And not so much ... you 
may not say more than that airport.”

Demi: “No, I don’t think so, because then 
you always just go, pack your suitcase 
and go outside and you go to your hotel 

or apartment wherever you go..”

Rianne: “No, leave as soon as possible. 
Paying by card is still interesting. I always 
want to pin if we haven’t done so yet.”

Ronja: “Uhm ... Yeah I don’t usually worry about 
that. Yes, that ... I usually just follow the crowd 
and then at some point you arrive at the right 
luggage thing. And then you wait there and 
there is often the exit quite quickly. I never 

really had any problems with that. “(...) No, I do 
know that ... no, yes, I don’t go shopping there 
or whatever. Usually, usually when you have a 
flight, then stands there, such a bus in front of 
your hotel or something, or a taxi or a rental car 
... And that has been fixed. It might be possible 
to see in advance where that is, but usually it is 

fine to find the signs.”

Frank: “[....] Yes, I think that silence is significant. 
For me is an airport, eh a transit place. And 
certainly on arrival, on departure I find it a 

different experience. On departure it is nice to 
have a place where you can wait somewhat 

comfortably. A lounge is great, but if there isn’t 
one, that’s that you can wander through the 

shops ... or something, if you can eat something. 
But upon arrival, I’m like, give me my luggage 
as soon as possible and take me to the taxi 

driver as soon as possible.”



 

Information should 
be available, but 
not too intrusive/

subjective

Ronja: “Yeah, but then I should know that’s 
there. Yes, maybe I would, I might open an 
email if the title is very much like: activities 
tailored to you, you know. But usually those 

mails, with ... that are clear advertisements and 
then you open them and they are full of flashy 

images. And then you think yes: sure.”

Frank: “Oh fine. But that they present it a little... 
Better and a little slicker... But after reading it I 
must have the feeling that, order of magnitude, 
90% of what it says is actually correct. And not 
that only 10% is actually correct and the rest is 

commercially written.”

Rianne: “An important difference by the way: 
Because I see ‘laugh’ here: I really wouldn’t 
want that. I would not be entertained: I would 
like to make the choice to go there to choose 
one of these activities myself. I don’t need a 
hopping rabbit, can you suggest anything? 

Something that looks up to me. You really don’t 
have to. (...)

Because I did see ‘laughter’ here, at the same 
time ‘joy’ and ‘unexpected’ then suddenly I 

thought: It actually all appeals to me, but when 
I thought, I thought no: I don’t want such a 

Duinrell frog or... The associations...”

Rob: “Nice cards by the way, the texts are... They are easy to read, but 
I wonder if they still maybe still... It may be in language. I almost found 
them... a little commercial on the one hand, a little long on the other. 

Especially happy: advertising.

 Interviewer: Yes, exactly yes, it comes from the Schiphol website.

Rob: And because of that, I have a tendency with things like that like: 
Hmm, sure. I have to see that, it is a bit over the top.

 Interviewer: How would you like..?

 Rob: Because look, the ideal place to relax is of course... It is of course a 
bit more... ‘You can get some fresh air’ that appeals to me. And that comes 
after a lot of ad spells like ‘ideal place’, ‘relax’, ‘green place’, while I think: 
yes, is that tree really standing there? I do not think so. So one thing is 

green... then I come across three things of which I think: Hmhmh... And then 
what it is about then falls for me after three ‘no’s’ or after three oranges it 

almost disappears.
(...)

Yes, or or it must indeed be what you say about... At Kuala Lumpur they 
really have such an inner garden with real kind of plants and I know a lot 
what you have ... then, then, it will fit, so it may be praising, but make sure 
that it is credible, that it is indeed the case. Because when I see this I don’t 

think of well this is the greenest place to be.

Rob: “Of the: you now have to check in and then you 
can sit there for another hour. Yes. I find that intrusive. 
It is useful if you know... and that route determination 
could be linked, so if you then walk all the other way 
and he knows that you have to be at the other side... 
That he then indicates it becomes ... then he has 50 

minutes left... Or that it is somewhere on the screen or 
something...”

Preeti: “But I don’t want it to ... like I wouldn’t want a lot of 
like messages and things coming my side ... like it should 
be an option maybe of like okay if you want to see all the 
things which are available then they click on this and I’ll 
show you a map or something. But like I don’t want to 
get multiple random emails nor do I want like if I get my 
tickets ... or they can important messages from the air 
airport, then I don’t I don’t want it to be all like so much 
information like if you see an email, you don’t want it to 
be super long. You want to be able to find the important 

things.”



 Insights that could be valuable, but that are not part of the design brief.(most of the quotes are translated from Dutch see appendix 8B for the original 
transcripts)

Preeti: “Uh also, I think at the Dubai 
airport, I didn’t know from before. But 
now if I go back, I do know it. Because 
I saw it. There’s a lot of like art and 

sculptures and stuff around so I would 
walk around and I would take our time 
like even if I go to a lounge it would be 
like I spent this time without them walk 
around. I know that now but I didn’t 
know that when I went there. And so 

now I know that.”

Preeti: “Well, actually, with like, let’s say, with people, I 
think both senses I would, like ideal would be experiences 
for sure. If it’s a new culture, or a new country, especially 
like, I mean, maybe especially during the layover thing, 
because it’s usually in that case, you don’t you’re not 

actually getting out and exploring, like you’re not leaving 
the airport. So that’ll be nice to experience something 

from there. There’ll be nice to have like, I love interactive 
installations. I love like, being able to have art but then 
not just art... like art which stands out not just art, which 
is just kind of to decorate the room because sometimes 
you turn a blind eye... like it’s nice that it’s there. I would 
rather that that be there than not but then you turn a 

blind eye to that sometimes it’s there. So maybe literally 
like take you through and a free experience. Yeah. That’s 
like the ideal interactive. Yeah. Interactive, even. I mean, I 
would be okay with like, even going and going through a 
gallery or something. That’s fine. But just Yeah, something 

which I can do.”

Rob: “So things like watching such a 
museum thing or just reading about ... 

or seeing movies of...”

Rianne: “Yeah, but I don’t remember 
what that was. Just something touristy, 
something typical of the Netherlands... 
That I then thought of: oh how funny 
that they have exhibited something 

here.”

Rianne: “For real?! Well there (see-through 
baggage belt) I would really really like to go 
once, just to have a look, but that that that ... 
activity I would really like, and in particular 
on airplanes and the operation from an 
airport. Because yes, it is not without 

reason that there is so much TV programs 
and interesting information about it that I 
think: you can engage a lot of people with 

that.”

Ronja: “If you really put it in the lounge, it 
really has to stand out in some way ... And then 
... yes ... Maybe it has to be an artful object in 
itself, that it won’t get out again looks like a 

sign ... But more like an experience.
(...)

Yes, because that stands out. I would look 
into that. And then you know, from: That is 
not something that leads me to the gate, but 
something that you look at and are curious 
about. And there are so many signs at 

Schiphol ... So a sign, yes .. That doesn’t do 
anything. Another sign, that won’t...”

Rianne: “Information about fun 
innovations at Schiphol often includes 
Rijksmuseum, nemo, but also the large 
eh aircraft part that is in the hall .... 
or the sights, maybe that is a better 
choice of words. And activities.”

Highlights 
(bezienswaardigheden) 

could also serve as 
pastime

Rianne: “Oh yes, I also like that one, 
I really just forgot about it: watching 
planes. You always have such a 

platform: Oh I always like that so much! 
The panoramic roof: great, if I can go 
there and see all those men. I also 

like to sit in front of the windows and 
watch the loading and unloading ... so I 
would really like to have an information 
corner there: How does that work at 
the airport? And if you look at such a 
loading and unloading system, maybe 
even all suitcases behind glass or 

something. That is also something that 
is fascinating.”



 

Ronja: “Yeah, maybe they should advertise it 
or something, in the hall. Because look, I think 
most people just stay in the lounge for a bit. 
And if something is fun outside the lounge, 
yes, I don’t know. And I think if they would 
send me a list of everything, well then you 
scroll through it and then: I don’t feel like it, 
you know ... Yeah, maybe if they advertise it 
in the lounge or so. You might have a screen 
or something ... With something random from: 
Now in the Rijksmuseum huppeldepup. Here 
you can go and that you would know that it is 

there or something.”

Preeti: “And then yeah, but that being said, 
it should still stand out that that’s there 
because sometimes I don’t read the fine 
lines later... Like if the information is there, 
and then there’s always this random text 
afterwards, which is not related to let’s say 
my ticket. Yeah, then sometimes I don’t read 
it. So if there’s like some visually something 
stands out, then I will be like, Oh, yeah, I can. 

I can go and check that out.”

Ronja: “If you really put it in the lounge, 
it really has to stand out in some way... 
And then... yes... Maybe it has to be an 
artful object in itself, that it won’t get out 
again looks like a sign... But more like an 

experience.
(...)

Yes, because that stands out. I would look 
into that. And then you know, from: That is 
not something that leads me to the gate, but 
something that you look at and are curious 
about. And there are so many signs at 

Schiphol ... So a sign, yes .. That doesn’t do 
anything. Another sign, that won’t...”

Information about the 
highlights should be well 

promoted



 

Holiday feeling starts 
in the lounges (for 
leisure travelers)

Rianne: “I like ... what I said, I always like 
safe and I’m always happy when I get 
through this. So then indeed, if we have 
gone through that phase of: check fixed 
tick tick. Then we are there and you think: 
Yes! Buy a book, eat a sandwich. We are... 
actually the holiday starts then, in that 

place.”

Rianne: “And then get that sandwich at 
that regular restaurant ... That’s always the 
moment of: let’s go! that that that ... I don’t 
know if it always feels a bit like a La Place 
... Where we never eat in the Netherlands. 
And then, when we go to the airport, you 
think: that’s part of it... start of the holiday.”

Rianne: “But I would really be willing to 
pay a little extra to get those four hours to 
start my vacation earlier. That you think: 

Delay so be it, while if I am at a Rotterdam 
The Hague airport with a restaurant and 
that’s it: I would rather go to Schiphol.”

Ronja: “But sometimes you are just very 
happy the peppy: Yes, I’m going on 

vacation, oh nice! And ah: I’m going to 
discover this, discover that. And ah: Here 

a shop and...”

Frank: “When I go on vacation with 
Chantal, for example, then for her that 
vacation indeed starts at the airport, for 
me no, no, and I think it is, so I don’t know 
if it is because of my, my business trips.”

Demi: “As soon as you are at the airport, 
your vacation has begun. That’s okay, one 
thing. Because yes: Then there is simply 
nothing you can change. You packed 

your things, loaded it onto an airplane by 
a Pole. Then it really started. So maybe 
a 4. Because yes, it does give a holiday 
feeling, but it’s not that I’m really looking 
forward to being at an airport again. No, 

not that.”



 
Demi: “Enjoy traveling through an 

airport ... I still want to snap my fingers 
and lie on a beach in the sun, but that 
just isn’t happening yet... The airport is 

not a getaway for me.”

Demi: “Because it’s not: I’m just going 
to Schiphol, just for a day at Schiphol, 

just for these kinds of things.”

Demi: “I’m like let the plane take off 
quickly, because then I’ll be in a warm 
country quickly. Lying quickly in the 
sun, then I am completely happy.”

Ronja: “Uhm ... No. No Yes. I am going 
to Schiphol for the journey, and I think 
the journey is long enough. I would 
not come to Schiphol sooner purely 

because there is an activity. I also don’t 
think that is very useful, if there are all 

people at Schiphol too early...”

Frank: “But it is a means of getting 
somewhere. And it is nice, isn’t it, just like now 
I might elaborate, just like at Utrecht station, 
where you sometimes come, the central 
station. It’s nice that there are shops there 

and I sometimes walk into the AKO to browse 
through books, but that is not necessary for 
me if the train connects nicely, the train from 
here to Utrecht, or the one from Utrecht to 
Maastricht, because then I usually have to 

go to Maastricht. Then you think well, let that 
bookshop leave that bookshop, I have that, I 

do have that here too.”

Preeti: “Actually, it’ll be nice to know 
what’s there in both, but the chances of 
me really waiting at the airport unless 

necessary...”

Frank: “[....] Yes, I think that silence is 
significant. For me is an airport, eh a 

transit place.”

Frank: “No business, not even private by 
the way. See me, me. I. For vacations I 

would not go to an airport, to an airport for 
entertainment there. Yes, if you are indeed 
going on holiday and you do not have your 
work with you and a laptop, yes, then I think 
it is marginally more fun to know that there 
is something. I remember, I don’t know if it is 
still there, but at the airport of Kuala Lumpur 
... There you have a kind of tropical garden, 
or so quite special, funny to see I might walk 

through.”

Ronja: “But ... If I could skip it I would 
skip it. It is not an activity in itself.”

Visiting Schiphol  
is not a trip or 

destination on itself



 

Passengers are 
relieved when they 
have passed the 

security and passport 
control

Demi: “Then I’d rather just go through 
the whole process, and then go to a 
restaurant, because then you’ve just 

done everything and then all you have 
to do is go to the right one. So I find 

that more relaxed.”

Demi: “That I want to keep this whole 
piece ... the same, so I say from check-
in to the passport security check, that it 
just remains the same and that I just say 
nice and fast consecutively, that you get 
through it nice and quickly. Then we have 
had all that, then you do not have to think 
about anything and then it is just: You are 

free to go.”

Ronja: “Yes I guess ... Yes maybe, I just 
think that’s all pretty overwhelming. Then 
you arrive there and then you also kind 
of want to claim your place in that space. 
(...) because you have often lugged your 
bags and you may also come by public 
transport. Then you just want ... you are, 
you have passed customs ... all of that 
worked. And then you just want to sit 
down and have a bit ... with a cup of 

coffee.”

Rianne: “Yes, but: where do I come from? 
how am I supposed to do that again? 
Then we are always the one who will 

hand in our luggage as soon as possible. 
Because we prefer to be back there in 

time, and then we will see further, but we 
always forget to drink our water, so then 

we need to add some water.”

Rianne: “I like ... what I said, I always like 
safe and I’m always happy when I get 
through this. So then indeed, if we have 
gone through that phase of: check fixed 
tick tick. Then we are there and you think: 
Yes! Buy a book, eat a sandwich. We are... 
actually the holiday starts then, in that 

place.”

Rianne: “And then in between you have 
that break, of course, between passport 
control because we fly through that as 
quickly as possible until that boarding. 
And there is a bit of the moment. And 
then I have to admit that we actually 

always go to a regular restaurant to get 
something tasty, because we always treat 
ourselves. And so that one time was super 
fun to be in that pub. That was really fun.”



 

Passengers mainly 
experience stress 
related to their 

baggage

Demi: “Then you just throw your 
suitcase away and then you had a 

kind of stress for three hours until you 
landed because of course you put your 
suitcase in. So you think okay, I’m fine 
because I don’t know how capable 
I am. (...) Yes, say, look like that, lady 

behind the desk or something, she can 
also make a mistake, but you are more 
like: Yes, this is her job, so she probably 
does it right . And at that drop-off it is 

really okay, I hope it goes well.”

Demi: “And then also a kind of mini stress moment of 
okay, my suitcase will have arrived really well, right?”

Ronja: “Because it is a kind of stress, your 
suitcase will be fine ... And is it the right weight 

and so on. While you can just weigh it at 
home. But I always find it a bit exciting. When 

you get there. at the check-in desk.“

Rianne: “After a flight you are already much 
dependent on ... you have little control, let me put 
it this way. There can be so many risks on a plane 
trip that it makes me more stressed. But that is also 
because I am a train traveler and occasionally do 
things by car. But that train, because for me that’s 
just check-in and sit down and you transfer and 
miss it? Then you take the next one. And that is 
with an airplane. It is a time-bound product, by 
name, depending on a passport, depending on 
a time, depending on the weather, there are so 

many factors ... that you cannot influence, that my 
preparation for the trip in advance then starts with a 

journey by train.”

Rob: “Yes, if you have experienced or two of 
these, then at the check in the rows, so long that 
it is difficult to see where the end of the row will 
immediately end at which counter, and whether 
the parallel actually also goes to the same type 
counters leading or not. And that does lead to 
either helpfulness or aggression in between 
the rows. Not really the aggression, but of: 

“heuijehuj yes, yes, that’s the same row! Yes, but 
then you shoot for it!” things like that when they 
get out of the boundaries. At the point where 
they start originally there is usually a flight 
attendant or someone who can still give. But 
sometimes you are actually already waiting for 
that and then it is not clear: where does this row 
go, where does it come from and to it? I find 

that a bit, yes, a bit exciting, uncomfortable. Yes.”

Rob: “And on the way back that 
is of course just before that, it can 
still go wrong with the luggage and 
to customs. (...) Or that there is no 
suitcase, or that it takes a long time 
before it arrives. That you think: do I 
need longer? Did I not look closely? 
Ah he enters the other band here; I 

see it there!”

Crystel: “I actually think the whole process, 
yes. Whether it is all going well ... whether 
you are not having problems with your 

luggage somewhere, or whether something 
unexpected has to be removed from your 

suitcase. You know, things like that. Whether it 
is on time?”

Preeti: “And but I think we were really 
stressed about whether ... because we only 
had a carry on suitcase. And we didn’t know 
whether it fit and we didn’t know whether 
... and I think it’s a different system here. 

Things put ... whether it will fit and put it up or 
what you’re allowed, which in India ... it’s like 
anything we’re completely used to ... But we ... 
the entire time until we reached the until they 
announced which gate we were leaving from 
... until we reached there. We weren’t sure. And 
then there they had that little triangle kind of 
like put it in. And then we realized was bigger. 
So then we ended up taking ... it was winter. 
So we ended up taking like all our winter 

coats out and wearing it.”



 

(continued)
Passengers mainly 
experience stress 
related to their 

baggage

Demi: “Uhm ... here a little stress at the 
baggage drop off, to see if everything 
is going well. I always check, say you 
get such a label that then has to stick 
around your suitcase. I always check 
which destination is on it to make sure 

that it is going well.”

Demi: “Uhm, yes, passport control, but that’s yes, I 
don’t know, that’s not really stress or anything, but 
that’s just more of what, if suddenly there is drugs 
somewhere, while ... never in my hands had, never 
used, never been in contact with ... but just that you 
have that stress of okay, these people are like ... at 
least some are armed, some are very angry about 
it . Please let everything be good, while it is just fine 
too. But yes, I don’t know, you always have ... also at 
the security check, that you really think of it. I really 
don’t have anything with me, no ... I really don’t have 
anything with me, okay, and then you’re in that device 
and so I hope I really don’t have anything with me. 
And then you get out of there and it goes like this: 
Okay, keep going. And then it is like this: great!”

Rianne: “But I would, for example, choose to skip 
risk steps, for example not to take luggage, but only 
hand luggage, which is a choice that I make very 
often, because I think that is a time risk that I think 
takes quite a long time, at the front and at the back. 
And especially if my luggage can still be gone. Not 
to forget that ... I always think luggage is really in 
my head, a risk thing: Is that bag properly closed? 
Uh ... Don’t tear the zipper, I know what’s going on ... 
Anything can happen with that luggage. Then I prefer 
a small backpack with underpants, a pair of shoes. 
And then I buy my shampoo and sunscreen on the 
other side. So I think I’m risk averse in that. So with 

that also the online check-in in advance. If they really 
wanted to make that more attractive to me, then they 

should take the risks out of that, I think.”

Rob: “Yes, well, in the end it all dissolves easily, 
but that’s not the feeling I have when I’m 

standing there. Like: Can this backpack really fit 
in? Hey, because they actually say that they are 
very strict and you see all those people walking 
along I think: yes, you say that it is not allowed, 

but...”

Rob: “Well, only the thrill of the unknown, and of yes, 
what I just said: if you don’t know where exactly it is 
going in that row, do you have to be there? It almost 

always resolves itself.
  (...)

Well more unknown of: Are we going to get this in 
that time? Yes, are we doing all checks properly? 

And it is not even terribly tension, but it is just a little 
bit, just a little bit of stress. And I don’t think that can 

be completely prevented...”



 
Rob: “Yes, somehow I find it a bit difficult ... because 

digitally to get it in order so that I know for sure that it is 
correct, the papers: that you have the correct papers, or 
that you indeed still have to print this there or not. That 
that screen, that screen, sequence that ... I thought it was 
not entirely unambiguous. Afterwards, it can still go in any 
direction who thinks it can go: that is still possible. It seems 

as if they prescribe it very strictly, but then it turns out 
afterwards: All three are possible.”

Rob: “Oh and what helps me... if it gives the feeling of that 
predictability, that relaxedness. (...) That actually has to do 
with the expectation: if if you expect it to go like this, and it 

will, then...”

Rianne: “But I am also really very much a train passenger 
and those questions from just that trigger but very much: 
in a flight you are already much dependent on ... you have 
little control, let me put it this way. There can be so many 
risks on a plane trip that it makes me more stressed.”

Demi: “Say things where you have to be there 
for a fixed time. So for example, look, with that 

Rijksmuseum like that, you can leave at any time, if 
necessary. And also with that park, for example.”

Rob: “Well, only the excitement of the unknown, and 
of yes, what I just said: if you, in that row, you don’t 
know where exactly it is going, do you have to be 

there? It almost always resolves itself.
  (...)

Well more unknown of: Are we going to get this in 
that time? Yes, are we doing all checks properly?”

Ronja: “Yes it is nice when it is there. I’m not sure if 
I would use it or look it up, but I think that will calm 
down or something that if you know, Oh, I can find 

what I need there.“

Ronja: “Yes, where you have to spend a long time, 
that would calm me down I think. Because it’s ... I 

think a lot of people secretly find it a bit stressful. It’s 
fun, but it will all turn out okay ... Expensive tickets 

you know, if something goes wrong it sucks.”

Rianne: “Yes, you just already know when you leave, 
indeed, you don’t have to do those steps. I am a bit of a 
control person ... yes, luggage, security passport control 

then I go to the bathroom.”

Passengers would like 
to stay in control and 

get confirmation



 Demi: “I find traveling via an airport a 
hassle. No. No. I think I might be waiting 
all over, that I’m thinking of: This could be 
more efficient. But it’s not that I think it’s 
a hassle, because you take it into account 
anyway. You don’t have a lot to say. So you 
can indeed be very difficult about that, or 

you can go after the masses.”

Preeti: “I find traveling around airport, 
a hassle. Uh. No. I don’t because I think 
it’s important, but also like, I know it’s 
unnecessary. But then doing all of the 
passport checks and all of the 100 
million things when you’re traveling 
internationally is not the smoothest 

thing, but I know it’s necessary. So I’m 
not doing a full disagree. But yeah...”

Frank: “Yes, you know, stress may be a loaded 
word. I always liked it, but that may not be the 
answer to your question. By the time I started 
traveling again I was always with some of that 
bacteria in my body like: oh, this is exciting, this 
is fun and as soon as I arrived at Schiphol, I 

thought: no, this is exactly the same as the last 
time and also when I was at the destination. I 
hated it, but that’s ... The word stress might be 
the biggest word. I thought it was annoying, 

really annoying and increasingly ... those security 
checks. Which became more and more strict. 
I thought it was annoying: Waiting in at the 

gate, then you go for boarding, I thought it was 
annoying and you are not interested in the arrival 

airport, I assume?”

Frank: “I don’t know what caused it, but it is true. When 
I go on vacation with Chantal, for example, then for her 
that vacation indeed starts at the airport, for me no, no, 
and I think it is, so I don’t know if it is because of my, my 
business trips. I just think it’s a lot eh... How is that good... 
to the body is the word. Before I get on that plane and that 
plane is off the ground. I find it hard to accept that there 

are at least two hours between when I arrive at the airport, 
when that plane retracts its wheels. And the same applies 
upon arrival, that when I arrive and those wheels are on 
the ground and before I have my luggage, especially at 

Schiphol, because I think Schiphol is a... well not really nice 
airport in that respect. That I think why does that have to 
take an hour and a half... eh, I get through customs in no 
time, that goes great and sometimes I have to wait half an 
hour, 45 minutes. How hard ... it’s not fair what I’m going to 
say isn’t it, it’s not fair, but how hard can it be to get that 
suitcase of mine out of that plane, throw it on a tire and 

bring it up here? There’s a disproportionate amount of time 
in front and back for me which I think is...”

Cyrstel: “The only thing I might... traveling 
through an airport is a hassle... I should 

perhaps give a two: I think it takes a lot of 
time... and above all, especially on short 

stretches.
Yes, I think that is a real shame... if you go to 
England or to ... And that you always think: 
gosh. Do you have to be so far in advance... 
That has more to do with this (security) of 
course that all those travelers have to go 
through here. When I go to America then, 
I don’t mind as much because then I also 
focus more on it. But I always think it’s a 

shame with European flights.”

Ronja: “I find traveling through an airport a hassle... Hm... 
Compared to something like a train or something: Yeah. 

Because you have that whole process up front. But if you go 
to another country by train, you also have that whole process 

in advance, don’t you?
(...)

Uhm... Yeah I think it’s a bit of a hassle. But I don’t necessarily 
mind. So yes: A hassle, but not ... I don’t mind that it is a 

hassle. But it is .. You don’t do it that often and you have to 
go through quite a lot of checks, and many different places 
and with your suitcase .... That is a hassle. So I already find 
traveling in general a bit of a hassle. And do you get on that 
plane, and some people may fly very often, but I don’t: I fly 
maybe once a year. And then I always find that a bit exciting 
or something. Also nice: rising, falling. Hassle with the seats... 
So the whole flying experience: It takes so long before you 
finally get to your location. While in total it is shorter than 
if you go by car or train. But it is a lot of impressions, a lot 
of stimuli at once. And yes, that’s a hassle. But it is worth it. 
But that is why I would really like it if there would be a quiet 

place or something at the airport.”

Passenger 
experiences travel 

process via an airport 
as long and unefficient



 

Passenger compares 
the airport with an 
amusement park

Demi: “In terms of overview, I would just think 
literally all the activities you can do, so where 

are the restaurants, the shops, the ... What’s that 
called? Well, the spas, the airport park, luggage 
storage, just literally everything. (...) Yeah, I kind 
of have an amusement park map you know for 
me. Then you have, say, a map and there are just 
numbers or symbols in it and then you have a kind 
of legend next to it. And then you can say: number 

eight is that is this. And number six is that.”

Preeti: “Yeah, I can, like carry it around and see. It’s 
almost like an amusement park maps type of thing. 
You just carry it around, know which experiences 

are there. And every...”

Rob: “By car, with your own car, so then it is put in 
a parking lot or in another parking lot, and then you 
arrive here by van. And then you walk through the 

entire amusement park.”

Rianne: “Well, I would go to such a ... I imagine a 
kind of an Efteling sign. Do you understand what 
I mean by that? Where can you...? How big is this 
airport? And where can you go? Where are the 
highlights? I would... I would stand in front of that 
and look: ‘Oh then I can now walk that part like 

this, and then I see that...’ or ... I would do that yes.”

Rianne: “My ideal you ask? Those are really fun, 
innovative little things like doing it as a day out, but 
in then a small version of it. So here I have nemo 
Rijksmuseum, technology. Yes, I would love it...”



 

Business traveler 
mainly visits business 

lounges

Preeti: “It’s usually so... usually my transition. I usually I it 
at Qatar, but this time, the first time I think it was usually 
like, about four hours. Yeah, let’s say but at that time... I so 
I’ve never used even for that I’ve... we have access to the 

airport lounge. So we basically just goes over straight to the 
lounge, and then it’s just always cleaner bathrooms, and 

there’s free food over there. And there’s Wi Fi”

Frank: “I had access to the KLM lounge. I still have it, so off 
it went ... So when I had done the shopping, I usually went 
to the lounge. Then I grabbed a soft drink there ... maybe a 
snack ... went to the toilet, washed my hands and then to 
the gate not too early, especially not to the gate too early. 

Actually, if they were already boarding.”
Frank: “Yes Yes. If there is a switch, yes. I have to say that 
it is just a bit more comfortable, because that’s it ... being 

able to go to soda machines or to a bar with some snacks, I 
liked. So yes, that, that was a regular routine when I had to 
spend time somewhere at the airport that I wanted to check 

in advance, because there is a lounge of skyteam.
Via the Internet. I think I went to the KLM website. I am 
afraid to say that with certainty and it made me wonder: 

where are the lounges located?”

Frank: “I think I am, yes, quite basic .... Looking at this, I 
would say, ideally I want to spend as little waiting time at 

the airport as possible.
 And I would prefer to spend it ... in a relaxed, calm way. 
Here it says relaxed and calm and things like that, I think 
that is what ... what matters to me. That’s nice if there ... 

what I said, is the option to have some some, some water or 
some soda, if you can have some nuts or some hot snack. If 
there are newspapers, it is important to me. I’m still fond of 
the printed information in that regard. That it is quiet. That 
there isn’t too much noise around me. That I have a certain 

private space, isn’t it ... that I am not sitting next to my 
fellow traveler, at a distance that you do have the gate: two 
plastic chairs facing each other. Those are the important 
things for me, I think. I don’t have to, I don’t have to do the 
sports, I don’t have to go to the Rijksmuseum. Perhaps a 
slight exception for especially non-cosmetic shops to be 
able to go there. Some duty-free shops, but as an side 

issue.”

Preeti: “And then we go to a shop on the way then he’ll 
wait there. But it actually hasn’t happened that often. 
Because usually the lounge is kind of away from the 

shops.“



 

Passenger 
experiences Schiphol 
as an airport where it 
is easy and pleasant 

to find your way

Frank: “I think so, but well that’s a cliché that I 
know, I think Schiphol is well established. I also 
think Schiphol is a pleasant airport because of its 

compactness.”

Preeti: “But America was always like a long 
conversation, it is very intimidating. It wasn’t 

intimidating at all. They were also super nice. So it 
was it... That was like the first contact with people 

here. Like when I first came.”

Preeti: “So I like the fact that it was just kind of 
publicly accessible to the public. And, well, we had 
just gotten off a big flight and I think there was 
some basic things we kind of needed. Again, we 
were going straight to someone’s house and then 
we ran to HEMA. And I was just so happy, though, 
that that was there. And I just like grabbed a bunch 

of different things.”

Ronja: “Well. If you look: Schiphol is really facking big. But I 
never really get lost there. And the signs are clear and I can 
find it all. I know they innovate quite a bit. Then ... Yes I just 
think that is cool. And I’ve also had airports where things 
fall apart and ... that you can’t find anything with the signs 
and that it’s all chaotic with the signs. And that it is a very 
small airport, while Schiphol is really very large. But I can 
find it all. Then you think: Then they have something good 
for each other. I don’t know what, but .... In that respect I 

think Schiphol is very good compared to other airports. But 
yes, maybe that is also because I am Dutch and in any case 
understand the environment more easily. So I don’t know ... 
I just think it’s very clever how they have made that so clear 
in such a large system. And I admire that, even as an IDE 

student you know.”

Preeti: “And yeah, it it wasn’t a drastic... Like there’s no 
cultural... Culture difference when you go, because I feel like 
airports are very similar in around the world. So I guess it 
was an easy kind of transition in a way of into... The Dutch 
culture, I suppose. But I mean, I don’t think it would have 
been a big jump anyway, but I’m just like it wasn’t like you 
stepped out and you were like, oh, OK. I don’t understand 
things. I don’t I don’t know how things would work. Maybe 
it’s because everything’s in English, but, I don’t know, that’s 

just kind of like... it wasn’t difficult to navigate around.”



 

Demi: “And I always, yeah, somehow, 
always kind of gate D88 or something. 
So I am always at the very end in a 
corner, in a corner and I don’t see 

anything else.”

Rianne: “Then I really look very 
systematically at the signs. So then I 
look at my piece of paper: d. 27, okay, 
27, and then I actually never look at a 
map at all. And then I actually just walk 
through a step pattern ... completely 

different signage.”

Ronja: “No that is not noticeable. So 
much is happening. You really only look 
at the yellow signs. They are also much 

bigger. No I wouldn’t see that.
(...)

It is also: They have to compete with 
those big yellow signs. Well, they should 
be the same size to stand out at all. But 
they are much less important than the 
big yellow signs, so you don’t want that 

at all.”

Rob: “And then you can just look around 
it and you say: Ah! Here is a beautiful 

waiting room in Haarlem, can you ever go 
in? Or just the Queen? Hey, those are the 
same tiles as there. Then you have time 
for that. But I did not fly enough for that.

  Interviewer: So you have a lot of focus 
on making your flight.

Rob: Yes, so that’s why the word ‘routine’.”

When focussing 
on the functional 

wayfinding process, 
the passenger sees 

nothing else



 Insights that will (probably) not be taken into account further. 
(most of the quotes are translated from Dutch see appendix 8B for the original 
transcripts)

Especially for TRF 
flights information 
about pastime is 

relevant, because of 
longer waiting times 
and unfamiliarity

Demi: “In the case of a layover that 
is nice, yes. Because certainly ... look 
at Schiphol that you know you a bit 
by now ... they may also be the same 
things, but you can say red there. But 
when you come to another airport for 
the first time - and you have no idea 
what you can do there - then it is cool 
to know that ok, I can eat there, I can 
go to the toilet there and apparently 
there is another fun interactive hall or 

something.”

Rob: “Yes, then you are and in an unknown 
place and and then the time becomes ... 
and maybe an unknown language as well. 
And then the time pressure is even more 
exciting ... Because yes, if you go wrong in 
Amsterdam, well, then at least you are in the 

Netherlands.
Yes, your alternative options are then ... 

And suppose you get stuck in Amsterdam, 
because the plane does not take off, yes, 

well, that is somewhere.”

Rob: “Yes, for a transfer flight with a reasonable 
transfer time that you will be bored there, then the 
things you can do are interesting. Food of course, 

too. But then indeed ... there are a few filling activities 
here. They would be nice then. Suggestions from: You 

can do this there.
(...) if if Schiphol were the transfer point, then I would 
like to know: where is that museum, how do you 
get there? And where is that activity with NEMO? 
Or where is a sports cabin, a gym where you can 
exercise, but where you can also take a shower. 
Because I think that now that combination can be 
made, but I had never thought of that (showering). 
Because I can also imagine that I think I have seen 

something of indoor training.”

Ronja: “Oh yes, I did have a transfer of six hours 
or something to Bangkok once. And I thought so ... 
look my parents were there, so they took care of it. 
But if I had that myself, I would really be like, Where 
the fack do you have to go and do you arrive on 

time? Because you don’t know it here. I know that at 
Schiphol ... the signs will work, that will be fine. But 
that is quite exciting in another country. And if you 
get stuck there: What do you do? And I remember 
at this particular airport, that I think all lounges were 
connected to each other. Because it was, say: you 
had such, a kind of shopping street in a building like 
that. With shops and after 100 meters or so the shops 

repeated themselves again and after 100 meters 
again something like four times or so. It really felt like 
we were going through a nightmare. And because of 
that I had at one point I was like. How do you know 

where you are?”

Ronja: “And I do have that when I arrive 
at an airport that I don’t know. That I 
might want information about it.”

Crystel: “Especially with ... because 
of course you also sometimes have 

overlays ... yes, then we always browse 
those shops and so on, but I think 
I would find it quite relaxed if you 
know: Oh you can leave your nails 

somewhere do, that you are going to 
do that.”

Preeti: “The airport, I’m doing a 
transition at, like, both of them are 
the most important for me to get 

information from.”

Frank: “Yes I think so. I think that a 
foreign traveler who only has a transfer 
at Schiphol Airport, that uhm... would 

have his information need mainly at the 
airport itself.”



 

Transport information 
is relevant for airport 

of arrival

Preeti: “And there was some issue in the car wasn’t... 
like we went to I think it’s good that there are so 
many different car rental services at the airport. 

Because I think we went to one we booked it online, 
we went to one car rental service, I think we ended 
up losing money because something happened. And 
it was, I feel like it was from their side it was or maybe 
not directly, I don’t know exactly what happened. But 
then we couldn’t get the car. So then we ended up 
just going across the, to another service who had a 
brilliant like, I can’t remember which companies but 

had brilliant like service at that time.”

Ronja: “So Michel and I had this year that we arrived 
in Madeira and then we looked ... Then you come in 
such a hall and we rented a car in advance. Then 

you come in such a hall with all the names of the car 
rental companies, but ours was not listed and then 
went outside, and we could not find him. And that 

was all very confusing.”

Frank: “Yes I think so. I think that a foreign traveler 
who only has a transfer at Schiphol Airport, that 

uhm... would have his information need mainly at the 
airport itself. And maybe if you have a long transfer 
time, you can get on a bus to Keukenhof. Such small 

trips. But that you do not have to tell about the 
train connection to Amsterdam, or the taxi costs by 

approximation...”

Frank: “I will not go looking for: can I still be here 
after arrival. tax-free shopping? That does not interest 
me. So where the rental cars are or where the taxis 
are, I find more at the airport: Do I have to change? 
Are there multiple terminals? What is the travel time 

between the terminals: Will I make it or not?”

Frank: “Never experienced it through the travel 
agency or destination airport of: Joh, this is what you 
can expect here. What you have to pay attention to is 
when that information is supplied, for example by the 

airport of Kuala Lumpur.”

Crystel: “You go there and you see, and at most 
airports it is all so well indicated that I actually never 
do any teaching research beforehand. The only thing 
I always research very much is how then ... how the 
accessibility is from an airport to, for example, a 

center or something.”



 

Shops are little 
surprising for the 

passengers

Demi: “I think I can say almost all those 
cream cards, I recognize them. Not that 
one (Rijksmuseum shop), yes. The shops 
and so on ... especially this one (tobacco & 
liqueur shop)... this is what I think you will 
run into when you come out of customs 

from the European side.”

Demi: “No, I recognize those bars, 
McDonalds anyway, even though I often 
don’t go there. I find these things the 

chillest, that normal restaurant.”

Ronja: “Yes, I think yes, I have seen that at 
all those shops, although I would have a lot 
of those tickets that are separate. I would 
see them as the same ... I think many of the 
shops at Schiphol look alike for one reason 
or another, as if they all sell the same thing, 
while that is not the case. But that is how it 

feels.”

Preeti: “Well, the liquor store and souvenir 
shops, things like that: these are very like 
I would say, is kind of what an airport has, 
normally. Electronics shop is not doesn’t 

really stand out as that. Maybe a bookstore. 
Yes. Drugstore, yes.”

Preeti: “So I don’t really remember if we, 
unless there’s something I really want to 

see, like I have done times where they’re like 
usually the shops at airports or shops, which 
are available everywhere else, but little more 
expensive. And so then if I just want to check 
out something, I would go and maybe check 
it out. Like if I have to try something on I’ll try 
it out. And then I will know that it’s available 

and then go to a shop outside.”

Ronja: “A small piece, practically always 
the shops, so the bookshop an electronics 
shop, that remains and a restaurant to get a 
sandwich ... But they are a bit shorter. So the 

the diner... it was more of a check.”



 

Demi: “While I have the idea that it is more 
expensive than normal. I never actually buy 

anything there.”

Demi: “And then yes, look at those shops 
are very nice, but five euros for a bottle of 
water ... No, I think it is not too bad. But I 
always have the feeling that at least they 
are quite expensive, because it is the only 
option you have there. You can’t just go 

out and go to another store, namely. So for 
water I always think yes, I can get that from 
the tap, especially in the Netherlands, so 

why would I pay for it?”

Ronja: “I am very often bored at Schiphol 
and those shops, I am not going to buy 
anything anyway. Usually I think they are 
way too expensive and they always feel 

the same, really for years. So I think I would 
like to walk through that Rijksmuseum for 
a while, even if I were only there for ten 

minutes or so.“

Preeti: “But there may be at the last minute 
if there is something, usually I would buy it 
somewhere else because I think it might be 
more expensive at the airport. But like for 
me, I would see. Yeah, that’s just generally 

my perception that things are more 
expensive there.”

Passenger experiences 
the shops at an airport 

as expensive



 

Passenger prefers not 
to buy souvenirs at the 

airport

Demi: “I usually do it on the holiday itself, 
because it feels more like you really got it 
from that place than it does from an airport. 
But then every now and then you have 
forgotten it a bit or then I had not really 
come across something nice and then I 

always looked at the airport.”

Ronja: “Yes No. In principle not. I think 
it happened once, but generally not. It 
doesn’t feel like a real souvenir, it feels 
like junk. But it is probably just the same 

souvenir as you do in the towns where you 
are on vacation. In some cases, not always 
of course... But it doesn’t feel like a real 
souvenir if you bought it at the airport.”

Preeti: “But there may be at the last minute 
if there is something, usually I would buy 
it somewhere else because I think it might 

be more expensive at the airport. But 
like for me, I would see. Yeah, that’s just 
generally my perception that things are 

more expensive there. But I would see like 
maybe last minute I’ll probably go and buy 
stroopwafels or things like that, like the little 

tiny things.” 

Crystel: “No, no, because those gifts and 
souvenirs I really prefer to buy at the 

destination.”



 



This appendix gives an overview of the questionnaire used during the 
interview for wayfinding at Schiphol. Notes were taken on a tablet. 

1. What is your destination?
2. Where are you coming from?
3. What is the goal of your trip? 
4. And may I ask what your age is?

5. When is your flight departing?
6. What are the main activities you do while waiting at the airport?
7. Would you do different things if there was no covid?
8. Did you search before departure what facilities are available at Schiphol?
9. Did you already use any information sources at the airport? Which?
10. Did you notice any signage in the airport?

11. Do you know that there is a small exhibition of the Rijksmuseum at 
Schiphol, with different paintings?
12. Now that you know that this museum exists: How would you find where 
this location is? (say)
13. Would you mind searching for it now? You can go ahead and I will follow 
(do). You can think aloud while searching for the location.

At this stage, the passenger is asked to actually search for the Rijksmuseum. 
The passenger is observed and shadowed during the search and is asked to 
think out loud. 

14. How was this for you?
15. Did you notice any signage?
16. Did you ever see signage like this (at Schiphol)?

17. Would you like to be informed about what you can do at Schiphol?
18. What kind of information would you like to receive?
19. When would you like to receive that information?
20. How would you like to receive that information?

Appendix 9A: Questionnaire passenger interviews



 
This table gives a summary of different information sources and wayfinding 
strategies applied by the interviewed passengers. Some passengers applied 
multiple strategies to find the destination. 

No difference was found between what people say and what people do, to 
find the Rijksmuseum. 

Information source Origin Destination Reason not successful search Participant

Google maps Lounge 2 Rijksmuseum - P1

Google maps Lounge 2 Rijksmuseum - P10

Following signs* Lounge 2 Rijksmuseum - P4

Asking personnel Lounge 1 Airport park - P11

Search for signs or map Lounge 1 Airport park Could not find sign or map P11

Static map,
Holland Boulevard

Airport Library Rijksmuseum No information about facility at source P2

Google maps Lounge 2 Resting places No information about facility at source P6

SSU, map Lounge 2 Resting places No information about facility at source P6

Exploring surroundings Lounge 2 Rijksmuseum No information source found P12

Static map,
Lounge 2

Lounge 2 Rijksmuseum Map gives wrong impression of 
building lay-out

P12

Schiphol website, map Lounge 2 Rijksmuseum App provides unclear directions P16

* This person noticed the museum signs already before she actually started searching for the museum.

Appendix 9B: Results interviews/observations



 CovidPassengers think most locations are closed because of covid. Also, they are 
not active because a lot of the shops are closed. 

Passengers want to have information about how they can spend their 
waiting time
- If passengers have a short waiting time (around 1 hour), then information           	
  about activities is not needed. For longer waiting times, this would be 
appreciated. 

Passengers are not aware of the existence of the Rijksmuseum
- Passengers do not know if exist: 5/15 found out by walking past. 1/15 heard     	
   via a friend. 
- If passengers know it exists, they still do not always visit the museum. Only
  one (out of 16) visited the museum before. 
- One passenger mentioned it might need more advertisement. 

Commercial wayfinding should be low effort
- Passengers are lazy/tired, or not in an active mood/setting.
- Passengers do not want to put a lot of effort in finding a facility that is  	       	
   for recreation.
- Only if passengers should really find a specific place, they would ask   	     	
   someone (however, commercial functions are (almost) never a must).
- Passengers do not want to take all their luggage.

Passengers do not plan their (recreational) activities at the airport
- Passengers do not search beforehand what facilities are available at
   Schiphol (15/16). One passenger did search via Google and found the  	     	
   Rijksmuseum, resting places and spa, but did not visit them (yet). 
- Most passengers find locations by just walking around.
- It is now based on coincidence whether people find a facility, as they
   coincidentally walk past.
- Passengers decide last-minute/on the go where they will go.
- At the moment the passengers enter the lounge, they make a plan of where     	
   to go.

Commercial wayfinding should be location based
- Passengers do not want to walk too far (luggage), they only want to visit 	    	
   things that are close. 
- Passengers want to know the walking time.

Commercial wayfinding should have an explorative nature
- The search for facilities should remain explorative, not a quest!
- Finding facilities must contrast with functional process (explore vs quest).
- Passengers must want to explore the surroundings, not be forced (like  	
   functional process). Maybe a game element can stimulate them to explore?  	
   (Pokemon GO).

Passengers search in the environment for cues leading to the 
Rijksmuseum
- But the current cues do not guide them to the Rijksmuseum.

Before arriving in the lounge, people are mainly focussed on the 
functional process and specially look for functional (wayfinding) 
information and overlook commercial wayfinding
- During the functional process, passengers wear blinders. Once they enter 	    	
   the lounge, this should be neutralized so they have an explorative mindset.
- Passengers mostly only notice functional wayfinding signage, as this is what 	
   they focus on.
- At the information zone, some passengers only noticed the flight info 	
   screens and not SSU and static map below. Some passengers did not even 	
   notice the information zone at all.
- Passengers are happy with the functional wayfinding, many and clear signs. 

Passengers need guidance throughout the search for commercial 
facilities
- Passengers are afraid they will not find their way back when searching for a	
   facility.
- Passengers need more confirmation to feel assured they are walking the	    	
   right way.



 



This appendix describes issues, or points of attention that were found for the 
current commercial wayfinding. 

1. Not everywhere blue signs
As described, blue signs for commercial wayfinding are not used at 
every location. The Operations department decided (in consultation with 
Commercial), that in Lounge 2, these signs would be unnecessary and were 
therefore removed. 

However, in Lounge 1 and 3, blue signs are placed. A passenger (P6) 
indicated: “I would expect that, so when I am searching, I would look for a blue 
sign. Yes.” However, this notion might lead to problems in the current situation, 
as in lounge 1 only one blue sign is placed. If the passenger would follow this 
sign and search for the next one, he would not find one. 

Appendix 10: Points of attention current commercial wayfinding
2. Non-consistent
As recorded in the Mijksenaar design, commercial wayfinding information is 
communicated in the color blue. However, at some locations extra references 
to commercial facilities are used (image below). In this case, it was feared 
by the Commercial department that the functional wayfinding would be 
dominant and that the passengers would not be nudged to branch off from 
the main route, leading to their gate, so that they would miss out on the 
commercial functions. This might lead to confusing amongst passengers, 
which can be illustrated with the following quote (P6): 
	 “And for me it is important that they keep using the same color 
consistently. I have seen somewhere that the color of restaurants changed 
halfway through: Then I am looking for a blue sign, and then suddenly it has 
turned into a yellow sign. Yes: ARGH!”



 
Another aspect of non-consistent application of the commercial wayfinding is 
shown in the image below. In this case, a grey board (secondary wayfinding) 
is used for a commercial function (tertiary wayfinding). Nevertheless, it is 
questionable if this is noticed by passengers and if it bothers their wayfinding 
ability. 



 
3. Outdated maps
Since the overview maps that are used are analog and therefore static, these 
maps quickly become outdated. As can be seen on the image below, certain 
(commercial) functions are taped to remove them from the map and keep 
the map up to date. At many locations, these maps have been covered and 
cannot be used by passengers anymore.   



 4. Incomplete wayfinding information
In the case of the Rijksmuseum, it is not findable via every information source: 
The Rijksmuseum does not show in the search functionality on the SSU and 
the app (only Museum shop and NEMO). 

5. Digital solutions are not user-friendly
The advantage of using digital wayfinding solutions is that the information can 
easily be adjusted. 

Examples of digital wayfinding solutions are:
- Schiphol app and website
- Self Service Unit (SSU)

However, it was experienced that the digital solutions do not work properly, 
reducing the user-friendliness. 

Especially the map, used in both the Schiphol app, website and SSU’s, is not 
intuitive to use. For example it has difficulty applying the filtering options.



 In a conversation with the product owner of the Schiphol app, the map was 
described as: “The most terrible map that I have ever seen”. The department is 
working on improving the map and looking for different technologies to use. 

Furthermore, it is interesting to see that the Schiphol app (in comparison with 
the Schiphol website) does not have the possibility to filter on the categories 
‘relax and discover’ and ‘services’.

The SSU’s is an accessible source of information for many passengers, as it 
is programmed in 18 different languages. However, there are some points of 
improvement. When searching for a specific facility (see image below) 
- there is no functionality for routeplanning.
- there is no indication which direction you are looking (like in Google Maps).
- there is no indication of opening times. 
- no indication is given about the facility (what can be done/bought).
- there is no picture for a first impression. 
- if multiple locations exist (Starbucks), no indication is given of which one is 
the closest.

For people visiting the Rijksmuseum for the first time, it is in most of the 
cases impossible to find
- The Rijksmuseum and resting places are unfindable for some passengers 	    	
   (without asking), even for passengers that do know they exist.
- Google maps works good for searching and planning the way to the 	    	
   Rijksmuseum.
- The map in the app do not lead the passenger to the Rijksmuseum.
- Passengers did not remark the museum, even though they walked passed it 
before. 
- While especially searching for the museum, some passengers still walk past 	
   the green facade of the museum. Some do recognize the text on the outside 	
   after some time. 
- As the map (static and in app) refer to the Holland Boulevard, people search 	
   for this information in the environment. But no reference is made to the 	     	
   Holland Boulevard. 
- The Rijksmuseum is not indicated on the map located at the Holland 	    	
   Boulevard (picture?) 

- The static map (in lounge 2) gave the impression that the museum would be 	
   located at the end of a hall(way) (Holland Boulevard), however, this section  	
   directly leads to lounge 3, so passengers walk past it. 



 
- A passenger thought that the grey shapes means that the facilities are on 	          	
 the second floor. Therefore, she searched for the Rijksmuseum on the second  	
  floor (image left).

 

Landmarks are important for commercial wayfinding 
- Passengers do use landmarks to orient themselves (pier entrances, bug 
plush toy, staircase)

Information wishes:
- Passengers decide where get food/drinks to sit based on menu
- Passengers would like to see complete overview, but filter on preferences
- Most/all passengers mention ‘email’ as information channel, but come back	
   to it quite quick, as they think they won’t read it

Limitations:
Due to Covid, all shops and many restaurants at Schiphol were closed, which 
may have caused the passengers to be even more non-active. Most of them 
expected nothing to be open, also not the museum. 
One person also mentioned not to get into smaller spaces, to avoid the risk of 
picking up Covid. 



 



 
This appendix describes from what methods and researches the different 
insights that lead up to the conclusion of the synthesis come from. Each 
insight from the synthesis is stated, together with its source. Multiple insights 
lead to a conclusion.

The table is split into three topics: The problem description, the desired 
interaction and the form, content and location. 

Problem description

Appendix 11: Sources synthesis

Insight Source Conclusion

Passengers seek pastime to fill their waiting time before their flight departs.
- Contextmapping: Ch. 2.5.2, insight 1
- Interviews: Ch. 2.5.2 (I&W needs)

Passengers are looking for activities to do, but mostly visit the known and 
obvious locations such as shops and restaurants.

- Contextmapping: Ch. 2.5.2, insight 2
- Interviews: Ch. 2.5.2 (I&W needs)

Many passengers just visit the shops to only have something to do and to 
counteract the boredom, without the intention to buy anything.

- Contextmapping: Ch. 2.5.2, insight 3

Passengers should be supported to 
spend their waiting time more valuable.



 

Insight Source Conclusion

Schiphol has many other (free) services to offer, which most of the 
passengers are not aware of.

- Conversations Schiphol 
  (Customer Insights): Ch. 2.4.3
- Contextmapping: Ch. 2.5.2, insight 4
- Interviews: Ch. 2.5.2 (I&W needs)

     

The existence of the commercial services (e.g. Rijksmuseum, library, Nemo, 
spa) surprises the passengers and they would like to be notified about their 
existence and location, so that they can visit them.

- Contextmapping: Ch. 2.5.2, insight 5
- Interviews: Ch. 2.5.2 (I&W needs)

Currently, the commercial services are not intuitively found, as passengers 
do not know that they exist.

- Conversations Schiphol 
  (Customer Insights): Ch. 2.4.3
- Interviews: Ch. 2.5.2 (I&W needs)
- Observations: Ch. 2.5.2 (I&W needs)

But even when actually searching for the services, the current wayfinding 
does not suffice and does not easily guide the passenger to the services. 
The digital wayfinding solutions are user unfriendly, as not all facilities are 
included, routeplanning is not possible and filtering options are limited. 

- Interviews: Ch. 2.5.2 (I&W needs)
- Observations: Ch. 2.5.2 (I&W needs)

The awareness and the findability of the 
commercial services should be improved.



 Desired interaction

Form, content and location

Insight Source Conclusion

Passengers do not want to spend a lot of effort in finding specific facilities, 
passengers should rather be guided and find the facilities intuitively.

 
- Interviews: Ch. 2.5.2 (I&W needs)

Passengers do like to explore the surroundings of the airport.
- Contextmapping: Ch. 2.5.2, insight 6
- Interviews: Ch. 2.5.2 (I&W needs)

Passengers stil want to stay connected to their flight and want to feel 
guided, so that they minimize the risk of getting lost. 

- Contextmapping: Ch. 2.5.2, insight 6
- Interviews: Ch. 2.5.2 (I&W needs)

The interaction with the intervention 
should have the characteristics: intuitive, 
guided and explorative.

Insight Source Conclusion

Passengers find it hard to estimate how much time they have left for 
recreational activities.

 
- Contextmapping: Ch. 2.5.2, insight 7
- Interviews: Ch. 2.5.2 (I&W needs)

Passengers prefer not to take risks so they arrive early at the gate.
- Contextmapping: Ch. 2.5.2, insight 7
- Interviews: Ch. 2.5.2 (I&W needs)
- Data Customer Insights: Ch. 2.5.1 

To ensure passengers use their waiting 
time more valuable, the intervention 
should give insight in the process.



 
Insight Source Conclusion

Departing passengers want to know: How much time does the passenger 
have for recreational activities? What is the walking time from the facility to 
the gate? What is the boarding time?

- Contextmapping: Ch. 2.5.2, insight 7
- Interviews: Ch. 2.5.2 (I&W needs)
- Literature (Glastra-van Loon): 
 appendix 6

The information needs for all departing 
passengers are the same (TRF and O/D).

Passengers do not want to walk too far for specific facilities, they would 
rather visit locations that are on the route to their gate, or are located close 
to the gate.

- Contextmapping: Ch. 2.5.2, insight 9
- Interviews: Ch. 2.5.2 (I&W needs)

The offer of facilities should be based 
on the location of the passenger, in 
combination with the location of the 
gate.

Most passengers do not plan their waiting time at the airport.
- Contextmapping: Ch. 2.5.2, insight 8
- Interviews: Ch. 2.5.2 (I&W needs)
- Data Customer Insights: appendix 4

Passengers find locations by wandering around (explore strategy).
- Contextmapping: Ch. 2.5.2, insight 8
- Interviews: Ch. 2.5.2 (I&W needs)

The intervention that leads the 
passengers to the commercial services 
should happen in the context of the 
airport lounges.



 Insight Source Conclusion

Passengers prefer to have the personal and location-based information 
digitally (on a mobile phone), so that they can take the information with 
them.

- Contextmapping: Ch. 2.5.2, insight 9
- Interviews: Ch. 2.5.2 (I&W needs)

Passengers won’t download an app.
- Contextmapping: Ch. 2.5.2, insight 10
- Data Customer Insights: appendix 4

Commercial wayfinding should be intuitive. - Conclusion ‘desired interaction’

The intervention should entail a (partly) 
digital solution, but should not be an 
app.

The intervention that leads the passengers to the commercial services 
should happen in the context of the airport lounges.

- Conclusion ‘form, content and   
   location’

The intervention should entail a (partly) digital solution, but should not be an 
app.

- Conclusion ‘form, content and   
   location’

There should be a cue in the physical 
environment that leads to the digital 
intervention.
(Currently, there is no such connection 
between the ‘physical Schiphol’ and the 
‘digital Schiphol’ which might explain why 
the Schiphol app is used rarely. )



 



 Appendix 12: Technology analysis
In this appendix, interesting technologies that could offer personal and 
location based digital information to passengers are described. Routeplanning 
is also explored for the different technologies. The technologies could help 
improve the routing and navigation towards the commercial services, but 
could also increase the awareness amongst passengers about the existence 
of the commercial services.

For the outside environment, GPS is a useful way to plan one’s route from 
a point of origin to a destination. However, in (multilevel) buildings GPS is 
useless as the signal often cannot reach through walls and it cannot indicate 
at which level of the building you are at. 

For determining one’s location in a building, trilateration is often used, for 
which at least three fixed points are needed (image below)

  

Beacons
WiFi can be used as a an indoor location based technology. However, 
its accuracy, price and exclusion of iOS users make it less attractive for 
applications at Schiphol.

Bluetooth Low Energy (BLE) allows for the connection between beacons and 
devices. Beacons are small wireless transmitters that send out a BLE signal to 
devices nearby (image below). This technology allows for proximity marketing 
(if the passenger allows to receive the messages), but it can also contribute 
to the functional processes at an airport. For example, when approaching the 
security check, you can get a notification on your mobile phone to remind you 
to get your boarding pass ready.  Knowing exactly what that person is near 
becomes very useful, in that it helps you capture their intent.
Currently, Schiphol has a network of 250 iBeacons in place, with a range of 
15-30 meter each. 

 



 
Augmented reality (AR)
Augmented reality lays a digital layer over the real world, giving people 
a richer experience of their environment. In the last few years, it has had 
multiple successful applications with maybe the most famous example of 
Pokemon GO. Different trials with AR have been executed in the context of 
libraries and wayfinding (image below). 

Augmented reality has recently got through to the aviation industry. In 2018, 
KLM ran a trial in their app to let passengers see (from home) whether their 
hand luggage had the right size (image on the right). Also, in 2017 Gatwick 
Airport launched a navigation system that enables AR wayfinding (image 
on the right). To do so, they installed 2.000 beacons determining each 
passengers location.  



 
Locative audio
Locative audio, audio augmented reality or geolocated sound is a technology 
which allows to play audio, based on the location of an individual, via his or 
her personal device. Different zones for audio fragments can be set and once 
a person is in reach of this area, the audio will play automatically. This can be 
music but also a voiceover. The location of an individual is assessed by GPS 
or beacons. This technology is used for providing audio tours through cities. 

LDynamic routing
Dynamic routing provides optimal route-planning, as it enables routers to 
select paths according to real-time logical network layout changes. For 
example, routes can be adjusted based on the measured crowdedness at 
certain locations. 

Facial recognition
Lastly, facial recognition is an emerging technology. However, it can evoke 
references made to big brother, as there is worries about privacy issues. The 
airport of Changi, Singapore, has adopted the facial recognition technology, 
with the goal to in the end use one’s face as their identification in stead of a 
passport. The image below shows a trial that took place in 2019 at Schiphol, to 
allow for boarding with facial recognition. 

Facial recognition has the potential to fasten the functional processes at the 
airport. For commercial (wayfinding) applications, facial recognition could 
be used to send location-based messages to persons being recognized at 
specific places. However, it is questionable if this technology is will deliver 
more or better functionalities than a beacon system, which is likely to have 
less privacy issues. 



 



 
This appendix describes the internal brainstorm session at Schiphol that was 
organized on the 7th of May.

Goal
The goal of the brainstorm session was to get a head start with ideation 
and to gain experience with facilitating creative sessions. It was attempted 
to generate out of the box ideas for the design brief, and to let (internal) 
stakeholders think outside their fixed patterns. 

 

Appendix 13: set-up brainstorm session

Method: brainstorming, brainwriting
Brainstorming and brainwriting build on the notion that good solutions can be 
found when they are generated at a high quantity and when people share their 
thoughts with eachother. Brainstorming can especially be useful when initiating 
the generation of ideas after defining the design problem. 

Limitations might be that extrovert people may dominate the setting and that 
complex problems need to be split up in sub-problems, without loosing sight of 
the problem as a whole. 

Delft Design Guide, 2020

Quantity breeds quality

Approach
Although the research was conducted during the COVID-pandemic, the 
session was held at Schiphol. Compared to an online brainstorm session, 
working face to face would improve the ability to brainstorm together and 
build upon each other’s ideas. 

Different methods were consulted in the book ‘Creative Problem Solving 
Techniques’. The most applicable ones for the current design brief were 
chosen. 

Before the internal brainstorm session took place, a trial session with two 
participants was conducted (female, 24 year old and male, 29 years old). This 
trial took around 60 minutes. The goal was to see whether the brainstorm 
session needed to be finetuned regarding content and planning. Only small 
adjustments were made in the set-up of the experiment (different duration for 
some activities) so the results of this trial brainstorm session can also be used. 

Participants
For the main session, it was attempted to create a diverse group of 
participants, with stakeholders from different departments at Schiphol 
(commercial and operations). An IDE student was involved to stimulate the 
flow of idea generation. 

The participants for the main session were: 
- Service Owner Passenger (Schiphol operations)
- Coordinator Implementatiemanager (Schiphol commercial)
- Implementation manager (Schiphol commercial)
- Modification manager (Schiphol commercial)
- Student DfI (TU Delft)
- Professor IDE, chair for this project (TU Delft)

Planning & materials
As most of the participants do not participate in brainstorm sessions 
frequently, first the ‘rules’ and mindset of brainstorming was explained 
(quantity breeds quality and postpone judgement). Then, a warming-up 
exercise took place in pairs. Schiphol employees were matched with non-
Schiphol related individuals. To get the ideas flowing, as many words as 
possible were associated with the word ‘pastime’. Brain writing was used for 
nine predetermined ‘How to’s’. 



 

Then, the design brief was introduced: “How to lead passengers during their 
waiting time from the lounges to the commercial services at the Holland 
Boulevard?” 

First a brainstorm round with the complete group took place on the design 
brief. Then, there was looked for hidden presumptions, to enable the 
participants to think out of the box. In pairs the participants worked out two or 
three best ideas, which they presented to the group. Finally, the participants 
could vote on their two favorite ideas by pasting a sticker for the best ‘out of 
the box’ idea and for the best ‘safe’ idea (easy to implement).

The session took 1,5 hours. See the next pages for the specific planning and 
materials.



 Planning and materials brainstorm



 



 



 



 



 ResultsIn pairs, ideas were generated for the question “How to lead passengers 
during their waiting time from the lounges to the commercial services at the 
Holland Boulevard?”. See the following pages for the complete overview of the 
results.

Conclusions
This paragraph gives an overview of the main insights from the brainstorm 
sessions. See the next pages for the complete results of the sessions. 

Main topics
There were some recurring topics that were considered to be important for 
the design brief. Those are the following:

These topics will be taken into account for further ideation.  

Eye openers
Furthermore, there were some eye openers for me. The idea of reaching out to 
passengers once they connect to the WiFi was something I had not thought 
of before. I also did not think of the toilet as a place to reach people.
Lastly, the fact that humans are herd animals might be a powerful tool in this 
project. As already described in paragraph 2.2.4, person-place cues came also 
forth from these brainstorm sessions. Besides the actual behavior of people, 
recommendations from individuals are also impactful.

Limitations
It should be considered that every brainstorm session and its outcomes will 
be different. Small differences in setting, participants and stimuli can influence 
the brainstorming process, which may result in participants coming up with 
different ideas.  

In the case of this brainstorm session, the participants were (before the 
session) not involved in the design process and there was no time to give 
them a full update on all insights gathered until now. Therefore, it might 
be more difficult for the participants to oversee the complete problem and 
find a holistic solution. To minimize these effects, the design problem was 
divided into sub-problems. However, this might impact the outcomes of the 
brainstorm session and their applicability. 

Personalize: Passengers should receive personal information about 
their flight and available time and should be able to indicate their 
personal preferences on how to spend this spare time.

Reward/value for the passenger: It should be clear what is in it for 
the passenger. They should be rewarded for visiting a place, being 
it with a discount, a sample or maybe the experience itself is the 
reward. 

Actively attract passengers: Passengers should actively be informed 
about the available facilities in a way that activates them.

Passengers should have spare time: If passengers do not have spare 
time, they will not be interested in recreational activities that are not 
related to the travel process. 



 
In this appendix, per activity of the brainstorm session the results are shown. 
Both the pilot as well as the main session are included.

Word association ‘pastime’ 

Results brainstorm sessions

Pilot



 

Internal session



 

Internal session

How to’s
The How to’s are presented in a random order, as the participants also 
encountered them in a random order.

Pilot



 

Internal session
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Internal session Pilot
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Internal session

Pilot - presentation 1

Idea: Wheel of fortune
“We think that there should 
be something in the lounges 
that attracts the attention 
of passengers. It should be 
happy, but not annoying. 

There should be something 
in it for the passenger: So 
it should have a teaser or 
a discount. That is why 
we thought of a wheel of 

fortune that every passenger 
can turn once. You can for 
example get a discount for 
shops or museums. The 
coupon is printed and the 
passenger can take it with 
them. It states where the 
coupon should be handed 
in and a route is indicated 
on the coupon to that 

destination.“

Pilot  - presentation 2

“So we thought of a 
hop on hop off rail that 
bring passengers across 
the different attractions 
at Schiphol, especially 
the Holland Boulevard. 
Passengers can hop on 
and hop off where they 
want and information is 
given about the different 
locations. There is also a 
mascot that makes the 
rail recognizable and 

enjoyable.”



 

Internal session - presentation 1

“For us it is really key, because the Holland 
Boulevard is of course used by a lot by transfer 
passengers who have a longer stay. And you 
know yourself: when you go abroad, you want 
to use WiFi. Otherwise you are left with your 
roaming: high data costs. So we have really 
put the Wifi central. So when logging into 

Schiphol’s WiFi, you also have to accept that 
you will receive push messages. So with that 

we can really start tracing you. And we will also 
take a good look at your search behavior. What 

your interests are.”
“Is that allowed?”

“Yes that is allowed, we have all checked that. 
You must tick it beforehand: accept cookies. So 

that’s going well. 
And from that search history you do indeed 
actively receive push messages. And then it 
also shows you exactly where you are. And 

also what there is to experience on the Holland 
Boulevard. For example the museums and 
museum shop. And the more you search, 

the more we appreciate it. And we will really 
reward you, which we think is very important. 

That you are going to get a reward. And 
the reward is that you will actively receive a 
voucher from us with which you will receive a 
discount on visits to the museum, or a purchase 
in the museum. So that’s how we thought of it. ”



 

Internal session - presentation 1 
(continued)

“Yes, we actually combined two ideas: 
The first observation was very clear: 
The WiFi story. That is the first step, 
that people start using their mobile 
systems when they are at an airport. 

That the WiFi signal has to be sufficient 
and strong enough. And in addition, the 
part of search behavior and rewarding 
it. So we actually put those two things 
together with that. Then we have to 

make sure that you have super WiFi on 
Holland Boulevard. ”

“Go to Holland Boulevard: you can 
download there.” 

“You can only download on the Holland 
Boulevard.” 

“It is an easy and we think economical 
way to indeed reach those transfer 
passengers who are staying there.” 
“And the use of QR codes is also 

possible.”



 Internal session - presentation 2

“Maybe a bit old-fashioned, but we figured... Not 
what you might think first: How do we reach the 
most passengers? Not during check-in, because 
everyone has to do that in the end. However, that 
check-in is with the airlines, it is not with Schiphol. 
Because people check in online with the airline 
and do not necessarily have to check in here at 

Schiphol. So then we were thinking: Maybe via the 
app, but not everyone will have or download that 
app or be interested in downloading the app. So 
then we came up with: What is everyone doing? 
What should everyone do? Well, that is going 

through security if you leave from the Netherlands. 
So we went to see: Can we do something with 

that? Because in essence 100% of the passengers 
who depart from the Netherlands go through the 
security filter. So if you could do something with 
that, you will reach 100%. You are not allowed 
to do anything in a security environment. But 

possibly before, or after, you could do something. 
So we thought: The moment you come out of a 

security filter... Currently the security filters are one 
level higher and you then go back into the lounge. 
So you always come across a rise-fall point, where 
people in many cases stand on the escalators and 
stand stil for a moment: Just a moment of waiting 

and people look around. That you then place 
information on a blank wall opposite it. And it is 
good to start with the question if someone has 

time. So: “Do you have time to spare? Or: “Do you 
have time?” In the hope that that activates people 
and that you can show something varying there. 
Whether it is coffee, or the Holland Boulevard or 
whatever ... Then you largely reach the passengers 

who depart from the Netherlands.”



 

Internal session - presentation 2  
(continued)

“Well we all know Schiphol is also a 
hub where people can arrive and pass 
through. So we actually had a similar 

idea: To do that around the transfer filters. 
Especially when it is very busy there, long 
queues arise. We all know that. People 
have to wait a long time there too. When 
people wait, they start to look around. 

So the idea was to do something similar 
to those transfer filters, not that we 

reach 100% of the transfer passengers, 
because there are also people who fly 
from Brussels to Amsterdam and go on 
to Berlin, they don’t go through a transfer 
filter. So you will miss it. But the majority 
of that, 70% you could still reach and 

the idea will be the same: That you have 
something interactive that activates 

people. They are waiting there anyway on 
their turn. And they read: If you have time, 

I can go to Holland Boulevard. ”

“Can they also pass faster if they go to 
Holland Boulevard?”

“An advantage? Well we could look at 
that! Holland Privium. ”



 

Internal session - presentation 3

“Yes, we actually phased it: In three 
phases. Before, on arrival at Schiphol, 
at Schiphol and after Schiphol. In 

case you would come back again. We 
actually assumed that the moment you 
go to Schiphol, that that is the moment 
to plant the seed with the passenger. 
Partly because the level of stress of a 

passenger when they arrive at Schiphol 
is so high, to intervene is quite difficult. 
So we think it is already a step too late 
to inform people at Schiphol. So we 
think that we should actually provide 
information in advance about what to 
do on Holland Boulevard. This can be 
done by means of a combination that 
when the tickets are purchased, you 

will receive the information immediately. 
You could position it as some sort of 
amusement park, so that people know 
there is more to do than just sit and 
wait at the gate. That you can really 
do something. So that people might 
precede and really take the time to go 
earlier. So actually at this point people 
are already aware of what might be 

going on.”



 

Internal session - presentation 3 
(continued)

“And here the point is that when 
people are at Schiphol, after 

security or perhaps even before, 
that a few things can already 
be informed. And then it is 

really about the art of repeating. 
So in a manner of speaking: 
notifications, push messages, 
via the app, expressions, media 
that also gives a reminder. As 

long as it is repeated and people 
think: O yes! There are indeed 
activities to do, which I have 
seen before. And it is repeated 
so that people actually take 

action.”



 

Internal session - presentation 3 
(continued)

“People catch their flight, leave 
and maybe get a follow-up 

afterwards with contact details 
or that they can indicate if 

they still want to have deals or 
something like that. Or often you 
also get from Google: What did 
you think of Schiphol? That you 
somehow still come into contact 
with the passengers or that they 
can write something about your 
place. So well, through coupons 
you can give information or a 

discount, or write a review. That 
in turn encourages other people 
to do something and to look.”



 



 
This appendix gives an overview of the ideation process during this process. 
The following pages show the brainstorm and sketches. 

Appendix 14: Ideation



 



 



 



 



 



 



 
This appendix describes the three consecutive awareness and activation tests 
that have been executed. 

Awareness & activation test #1 - 11th of May
Goal
The goal of this test was twofold: To see whether a QR code on a poster 
would activate departing passengers to scan it and to see at which location 
passengers are open to receive information about recreational activities. 

Hypothesis
#1: Passengers that have spare time will scan the QR code, as they are 
looking for an activity to pass the time. 
#2: Passengers are most open to receive information about recreational 
activities when they are waiting (sitting) in the lounge. 

Approach
A (poster with) QR code was placed at different locations in lounge 2. 
Passengers were observed from a distance to see if they would interact with 
them and if applicable were asked whether they had seen or scannen the QR 
code. 

Locations:
- On the windows at lounge 2: because this is a place where people spend 
their waiting time. As pastime, passengers look at the airplanes outside. 
- On the inside of the toilets doors at lounge 2: because this is directly what 
passengers look at while going to the toilet. There are no other visual stimuli.
- On the seating in lounge 2: because this is very close to the passenger and 
in their direct field of vision. 

Participants
Participants were not selected. It was pure coincidence which passengers 
passed by the locations of the posters. 

Materials 
A2 posters (image below) with QR code were placed at the windows and 
toilets of lounge 2. Solely QR codes (with a headphone) were used on the 
furniture of lounge 2. 

Do you have spare time 
before your flight departs?

Music audiotour
Let the music guide you
along unique places 
at the airport at only 
5 minutes walking distance.

Do you have spare time 
before your flight departs?

Music audiotour
Let the music guide you
along unique places 
at the airport at only 
5 minutes walking distance.

Appendix 15: Awareness tests



 Results
It was observed that: 
- Once passengers sit down, they are often turned into their own world, and 
their phone. 
- People who are walking are more focussed on their surroundings and 
look for cues in the environment that give them the information they need. 
Passengers are mainly focussed on the functional process. 

The posters in the toilet had the highest level of awareness: From the 12 
people in the toilet, 7 of them had seen the poster. The other 5 did not notice 
it. However, none of them scanned the poster. The passengers indicated they 
were not seduced to scan the code or that had other things on their mind. 

The locations at the windows and furniture were less successful. Almost none 
of the passengers noticed the posters or interacted with them. 

Conclusions
When returning to the hypotheses, it can be concluded that they can not be 
accepted: None of the passengers scanned the QR code. The posters in the 
toilets were noticed by passengers, but they were not tempted to scan them. 

It can be concluded that: 
- It is important but challenging to motivate passengers to make the steps
   from attention to action. 
- There is much visual competition in the lounges. 
- The toilets are a good place to reach the passengers.
- A more dynamic and physical intervention should take place to activate the 
   passengers to interact with the design.
- A poster or QR code only is not inviting enough to activate passengers: They 
   should immediately get a taste of the experience, to convince them to 
   interact with it. 

When applying the AIDA model to these results, it 
can be concluded that the posters in the toilet raised 
some attention, but there was no strong interest 
achieved among passengers. 

Attention

Interest

Desire

Action

AIDA



 Limitations 
This research was conducted on a small scale (four posters) and for a limited 
time. However, the results are considered unambiguous. 

It should also be taken into account that some passengers who might 
have noticed the poster were not included in the research, as it is hard to 
estimate as an observer whether people notice a poster or not. Also, people 
can unconsciously see things (in this case the poster) without consciously 
noticing it. 

Lastly, passengers might answer the question whether they noticed the poster 
with the desired answer (‘yes’). 

Awareness & activation test #2 - 18th of May
Goal
The goal of this test is to see whether passengers are more interested in 
posters showing the specific commercial services, in comparison with posters 
depicting the commercial services as ‘hidden gems’, making it a surprise what 
the actual locations will be. In the first situation, the wayfinding task will be a 
quest, whereas in the second situation, the wayfinding task be to explore (see 
chapter 2.2.1: wayfinding processes). 
Prior research in this project (Chapter 5.3 recreational needs) showed that 
passengers are interested in the commercial services that Schiphol offers. In 
the previous test, the commercial services were not explicitly mentioned. 

Hypothesis
Passengers are more interested in the posters showing the specific 
commercial services, compared to the poster showing the locations as 
‘hidden gems’. 

Approach
An A/B-test was executed with two different posters, placed on the inside of 
the toilet doors of lounge 2. 

Awareness & activation test #2 - 18th of May
Goal
The goal of this test is to see whether passengers are more interested in 
posters showing the specific commercial services, in comparison with posters 
depicting the commercial services as ‘hidden gems’, making it a surprise what 
the actual locations will be. In the first situation, the wayfinding task will be a 
quest, whereas in the second situation, the wayfinding task be to explore (see 
chapter 2.2.1: wayfinding processes). 
Prior research in this project (Chapter 5.3 recreational needs) showed that 
passengers are interested in the commercial services that Schiphol offers. In 
the previous test, the commercial services were not explicitly mentioned. 

Hypothesis
Passengers are more interested in the posters showing the specific 
commercial services, compared to the poster showing the locations as 
‘hidden gems’. 

Approach
An A/B-test was executed with two different posters, placed on the inside of 
the toilet doors of lounge 2. 



 
The posters were placed for 2 hours on the location and passengers were 
asked (1) if they noticed the poster, (2) what their thoughts were (3) whether 
they scanned the poster, (4) if they would be interested in visiting a location 
and (5) which design most interests them.

Participants
Participants were not selected. It was pure coincidence which passengers 
visited the toilets and which door they chose determined which poster they 
would see.  

Materials
On the seven toilet doors, four hidden gems posters were placed at the outer 
two doors (as the outer doors are less used than the middle ones), and three 
location specific posters were places on the middle three doors (images 
below). 

The Schiphol brand style was used to design the posters. NFC chips were 
integrated in the posters, which if scanned show the location of the facility on 
Google maps, so that a route can be planned. 
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Discover unique places at the airport
      only 3 minutes away from here!

Shape your waiting time to your preference

Results
(1) All passengers (18/18) in the test noticed the posters. (higher than the 
previous test). 

(2) Passengers expressed their interest in the different facilities. Interest was 
the greatest for the Rijksmuseum, followed by the Library. The babycare 
lounge is (obviously) a location only visited with babies. A vlogger visiting 
the toilets was very enthusiastic about the concept and made a video of the 
interaction with the poster for on her Youtube channel.

(3) None of the passengers scanned the posters by themselves. Most of them 
were not aware that they could scan it, as most of them are not familiair with 
the principle of NFC. One of them mentioned: “I did not see where to scan 
it.” Some people were looking for a QR code to scan. Some passengers had 
difficulty with placing their phone on the correct place. Some passengers did 
not have their phone with them to the toilet. Another disadvantage of NFC 
that I learned is that a WiFi connection is needed for NFC to work. 

(4) Many passengers were interested to visit the museum and library. They 
were happy and thankful for the information about these locations. The 
sole condition for passengers is that they (perceive to) have time to visit the 
locations. One passenger mentioned: “I wish I had time to visit the museum, 
but have to catch my flight.” Another passenger mentioned to be picked up 
for her flight in one hour, so she did not want to get lost and be unable to find 
the pick-up location back. A third passenger mentioned: “I have four hours 
waiting time so it would be nice to visit a the museum!”
After explaining passengers that were enable to scan the NFC how to find the 
museum, they indicated that they would visit the museum. It was not checked 
whether the passengers did visit the museum. 

(5) If the previous questions had been covered and a passenger still had time 
for an extra question, both posters were presented. In the case a passenger 
had chosen a toilet with the ‘hidden gem’ poster, the other poster was 
presented earlier to compare the posters and show the specific facilities. The 
passengers voted unanimously for the poster with the specific locations as 
the one that most interested them. They indicated that the pictures made 
the poster more visually appealing and gave a direct insight in what the 
passengers could expect. The hidden gems poster was regarded as ‘too plain’. 



 
As an additional result: one of the cleaning ladies of the toilet was unaware 
of the existence of the museum and asked me whether she as personnel was 
allowed to visit it. This again exemplifies the prominence of the Rijksmuseum 
at Schiphol.

Conclusions

When applying the AIDA model, it can be concluded 
that activation stays a challenge. Another poster 
test could be executed to see whether QR codes 
combined with showing the specific locations do 
activate the passengers. 

Limitations
This research was conducted with a limited amount of passengers and for 
a limited time. Lastly, passengers might answer the question whether they 
noticed the poster with the desired answer (‘yes’).  
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Showing the specific commercial services (with pictures) leads to a greater 
interest and desire among passengers than communicating the locations 
as hidden gems (hypothesis accepted). For the wayfinding concept, this will 
result in the wayfinding strategy to become a quest. This insight can also 
explain the low interest in the first test. 
Activation was not directly reached, which might be caused by the 
unfamiliarity with NFC. After the passengers received more explanation, a 
few of them indicated that they would visit the museum.  
QR codes communicate the affordance of scanning more clearly than NFC 
allows for: NFC is less intuitive and accessible to use. To make the design 
as accessible as possible, QR code is preferred over NFC. However, if NFC 
is to be used, the option for QR should also be offered. When offering both 
options, it is important to look at a way to clearly communicate this, without 
making it too complicated.
Insight in available time, walking time, time needed for the activity and 
routing & guidance are important aspects to make the passengers feel 
comfortable enough to visit a place that is out of the current ‘wayfinding 
comfort zone’. 

-

-

-

-

Awareness & activation test #3 - 2nd of June
It was pure coincidence that for the occasion of the Delft Fringe Festival 
(27th of May - 6th of June) a 7 meter high statue of a pink rabbit was placed 
on the market of Delft (image below). The statue has a QR code that directs 
the visitors to a website with more information. As this intervention is very 
similar to the idea that I have for awareness creation, it is useful to observe its 
effectiveness and how visitors interact with it. 

Hypothesis
Visitors of the market are interested by the rabbit, however the number of 
people scanning the QR code is limited (<5%). 



 Approach and materials
For two hours, the people on the market of Delft were observed to see how 
they interact with the statue. It was noted whether people showed interest in 
the statue, by measuring whether they interacted with it. Interaction with the 
statue includes the following:
- approaching it; 
- stopping to watch;
- making a picture;
- pointing to it;
- touching it;
- scanning the QR code;
- (ask for information: only second hour).

Coincidentally, the second hour the rabbit was ‘opened’ and there were 
people of the Delft Fringe Festival available to give information. This was a 
nice opportunity to see the difference between the two situations (manned 
and unmanned). 

Participants
Participants were not selected. It was pure coincidence which visitors passed 
by the market during the observations.

Results
During the two hours of observation, (approximately) the same number of 
people passed by the rabbit. The table on the right page shows the number 
of individuals that interacted with the statue. It was not possible to count the 
total number of visitors on the market. However, it is estimated that 10% of the 
visitors of the market in the first hour interacted with the statue, making the 
total amount of visitors 560. 

It was observed that:
- Awareness: Awareness was two times higher in the second hour 
   (manned: 19%) than in the first hour (unmanned: 10%). 
- Action: The QR code was scanned 9 times during the first hour 
   (unmanned: 2%). Information was asked 31 times during the second hour 
   (manned: 6%). 
- People were aware of the QR code. One of the individuals said: “Look! You  
   need to scan this!” However, the step of scanning was not made. 

It can be seen that the awareness was almost double in the hour that the 
statue was manned compared with the unmanned hour (10% vs 19%). The 
number of people taking a picture was almost the same (4% for both hours). 
In the unmanned hour, the QR code was scanned by 9 individuals (2%). 
However, when there were people providing information (manned), no one 
scanned the QR code, but the number of people asking for information was 
three times as high (6%). This gives the impression that people are more 
interested and tend to undertake more action if this can be done via personal 
contact. 

Hour 1 (unmanned)
13.00-14.00 2nd of June

Hour 2 (manned)
14.00-15.00 2nd of June

Visitors total (estimation) 560   (100%) 560   (100%)

Awareness (stopping to 
watch,
pointing, touching, 
approaching)

56     (10%) 105    (19%)

Interest
(taking a picture) 22     (4%) 23      (4%)
Action
Scan QR code (manned) 
/ ask for information 
(unmanned)

9       (2%)

- 

0        (0%)

31       (6%)



 
Limitations
First of all, it should be noted that the statue does not indicate a clear call to 
action: It is not clear for what reason you should scan the QR code and what 
kind of information you will get. It is difficult to establish what the effect of 
having no clear call to action is. On the one side, it could make people more 
curious, making it a surprise what will happen. On the other side, no clear call 
to action may lead to people not being sure what action they should take. 
In line with the conclusions of awareness test #2, it is assumed that having 
no clear call to action leads to less activation. The statue that will be placed at 
Schiphol should therefore have a clear call to action. 

Also, this test which was conducted at the market of Delft, is used as a 
reference for the situation of Schiphol. Similarities can be found between 
the two locations (same visitors have much spare time and look for nice 
activities to do, while others are in a hurry to get to another place). However, 
there are also many differences. For example visitors of the market might visit 
the market daily, compared to passengers who visit an airport once a year. 
This might influence the behaviour of the individuals in the research. Also, 
at an airport, passengers have to spend a determined amount of hours and 
passengers might experience stress related to the airport process. Therefore, 
it should be taken into account that these situations can not be compared 
one-on-one. 

Conclusions
The number of individuals scanning the QR code was higher than anticipated 
and stated in the hypothesis.
However, it can be concluded that both the awareness and conversion to 
action were higher in the hour that the statue of the rabbit was manned. This 
is in line with the person place cues described in paragraph 2.2.3. So it can be 
concluded that people attract more other people than a QR code does. Also, 
people do not scan a QR code if they are also able to get information via a 
person. 
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This appendix contains the text of the audio tour. The text was recorded and 
combined with piano music. The black images indicate new audio zones. 

Appendix 16: Text for audio tour



 



 



 



 



 



 



 



 
This appendix includes the questionnaire for the wayfinding test conducted 
among passengers at Schiphol.

Introduction
Hi, may I ask you something?
Do you have some time? I am doing a project for my studies. 
Great!

When is your flight departing?

Would you like to do the audiotour? It takes around 20 minutes. You can listen 
to it on your own device. 

You can listen to the audio tour, I will follow you on a distance if there is 
something unclear. You can put your phone away: all you have to do is listen. 
If needed, you can pause it. 

Observations

Evaluation
	 •  Record sound! 

How was this for you?

How did you feel during the tour?

Were there moments during the tour that you felt uncomfortable?

Were there moments during the tour that you were unsure where to go to? 

Were there things that surprised you? 

What were your favorite locations?

Did you have the feeling that the audio was based on your current location? 

Interaction
Explorative: Discovering new places
Did you feel like you were discovering new places during the audio tour? 
	 •	 Not at all (1/5)
	 •	 No (2/5)
	 •	 Neutral (3/5)
	 •	 Yes (4/5)
	 •	 Very much (5/5)
Why? 

Intuitive: Effortlessly finding your way
How (easy) was it for you to find your way during the audio tour?
	 •	 Very difficult (1/5)
	 •	 Difficult (2/5)
	 •	 Ok (3/5)
	 •	 Easy (4/5)
	 •	 Very easy (5/5)
Why?

Guided: Trusting that you would not get lost
Did you trust the audio tour that you would not get lost? 
	 •	 Not at all (1/5)
	 •	 No (2/5)
	 •	 Neutral (3/5)
	 •	 Yes (4/5)
	 •	 Very much (5/5)
Why?

Appendix 17A: Interview questions wayfinding validation 



This appendix gives an overview of the first wayfinding test with the audio 
tour. Ten passengers were asked to do the audio tour, of which five accepted 
to do it. The passengers that were not in the mood of doing an audio tour 
were too tired of the travel. 

Iteration 1
Scores interaction vision
Intuitive: Easy to find your way
3/5
4/5
4/5
4/5
4/5

Mean: 3,8/5

Guided: Not feeling lost
4/5
4/5
4/5
4/5
5/5

Mean: 4,2/5

Explorative: Discovering new places
5/5
5/5
5/5
5/5
5/5

Mean: 5/5

Iteration 2
Scores interaction vision
Intuitive: Easy to find your way
3/5
4/5
5/5
5/5
4/5

Mean: 4.2/5

Guided: Not feeling lost
4/5
5/5
5/5
5/5
5/5

Mean: 4,8/5

Explorative: Discovering new places
5/5
5/5
5/5
5/5 (or more)
5/5

Mean: 5/5

Quotes from evaluation after the audiotour (iteration 1)
Passenger #1: female, 25 years old, Germany
“At some points it went a little faster than I was walking. Then I was trying to 
hurry to get there.” 

“Apart from that, everything worked perfectly.” 

“And at the museum, it stopped for a while so I did not know if I was supposed 
to walk around or if I could already enter the museum.” 

“It is nice to walk with the music.” 

“I felt really good. It is like entering a different world. Like all of a sudden it 
is so... You just focus on your surroundings and it is so nice... Because all of 
those details I would not have noticed to be honest.”

“Yeah when I was at the library and I was supposed to go over to the museum. 
That was the one thing that I was unsure whether I was going the right 
direction. And I did not see the museum at first.  Then I had to look out for the 
museum to get there.”

“I was trying to look out for the museum and that was when it already told me: 
Take a look at everything in the museum and I was like: ‘where is the museum’? 
So that was a little fast and I did not see where the museum was at first.” 

“At first I was kind of nervous if I could enter without paying something or 
so. So I was a bit nervous to enter the museum. I feel like that is why you are 
still hesitant because you do not know if you have to pay, because there is no 
information. Maybe if you say: You can just enter, just walk into the museum: 
it is free.” 

“A lot of things surprised me: The cows! I would have never noticed the 
cows on the... up there. So random! And that the lights are all heading to the 
airplanes. And even that thing with the bags... I would have never seen that, 
ever. I probably would have never seen the library. And that you have the piano 
there and you can just play it. Can you just go ahead and play it? It is amazing. 
They put so much effort in it, but you do not know about it... And the HahaHihi I 
would probably also not have noticed it.” 

Appendix 17B: Results wayfinding validation



 
“I feel more relaxed now! I feel more calm even. Because I think I now know 
my surroundings better. Because just before that, I was a little overwhelmed 
because there is so much... And I just did not know where to go or what is the 
main area... And when it said like: That is the main hall... I was like: Ah yeah, 
that is the main hall, now I am sure. Because I was always wondering, maybe 
there is more over there... Or if it is just the gates, or if there is something to 
see. But now I feel like I can work myself around here.”

“Sometimes I struggled a bit to know where to go, because it was a little fast. I 
was not sure if I was going to make it on time.”

“But I liked that every indication... When it says like ‘moving walkway’ it is 
possible to recognize those places. Or like Heineken, then I could just look after 
those places. And then see: Ah yeah! It is there. That really helped locating...”

“It took my a while to spot and see the letters written on the Rijksmuseum. To 
locate it.”

“Sometimes when it was faster, I thought maybe I would get lost. But then every 
time, ah okay: Heineken, I am there. Every time there were indications like, now 
you can see this. Or look out for the piano and it made me feel safe. It feels like 
a check point.”

“When walking back, I recalled and found the spots: Ah yeah, there is the ...! 
And the ...! All the other spots were super easy. It was like: Ah the tulips are 
back again. On the way back it is just based on your memory and what things 
stood out to you. It was quite easy, it was like: Ah I am back there.” 

“Nice that is amazing! It is such a cool thing.”  

“That made my day!” 
 

“And I probably would have never entered that part (Modern Dutch world) to 
be honest. I just thought: ah it is part of the restaurant.”

“My favorite locations... I did really like the library and the museum. But I liked it 
everywhere!”

“Now I feel like I know what cool locations there are, that I could go to now. I 
think if I were to hang out, I would go there (Modern Dutch World) or back to 
the library. I really liked the library!”

“Maybe I will just grab something to eat and I can go back over there (library) 
because it is so nice there.” 

“And even to the museum, I would probably go back because it is so nice.”
“I think it is good to do the tour complete, and then in the end you know what 
spots there are.”

“Because I feel, if you are in a hurry but also looking for a cool place, but you 
also want to get to know the airport, then it is nice if you can take the tour and 
then afterwards you have all those cool spots that I know.”

“At first I thought it was kind of like a podcast... that would just go. Because 
when I was here it went so fast and I was like: Oh I just have to keep up with 
the speed, like a podcast. So I did not know that it was based on location.”

“Also, at the Modern Dutch world, at first I was looking, because there is nothing 
that says: Modern Dutch world. So I was trying to look out if I am on the right 
spot. But then once it said about the seating area, that made me realize I was 
definitely at the right spot!”

“The hidden spots were pointed out to me. When you are looking for your gate 
you are not going to take the time to look at everything so closely.”

“I felt like I was in a safe space, because I was just in my bubble and doing my 
thing. Just following the voice. It was like I was in the headspace to find new 
places. And to explore.”



 
Passenger #2: female, 65 years old, Netherlands
[this text has been translated from Dutch to English]

“I found it very interesting! I didn’t know it was so beautiful and modern at 
Schiphol.”

“I never noticed it, but I think it’s beautiful!”

“And if you have to wait, well then it is great that you can go and have a look.”

“I don’t know if we were walking too fast or too slow. Then I first had to look: 
What am I seeing. And then I recognized something that was mentioned again.”

“The majority of it surprised me, I am still surprised!”

“I absolutely love this modern furniture (on Holland Boulevard) and I also 
thought the Rijksmuseum was special.”

“I also liked to see that Delft Blue adapts to the times, I had never noticed! 
(Miffy on plate).”

“Yes, I’ve discovered a lot of new places, like this (NEMO) for kids. It’s closed 
now, but I really like it! I think kids find it interesting too, in a different way.”

“It was easy to find the way. But sometimes we walked just too fast or too slow.”

“I didn’t feel like I could get lost, they just said: Left, right. And then I saw Delft 
blue again, or that wall, or the cows. Those are just good leads.”

“But I never noticed! Neither those cows, nice! And those ceilings too!”

“It is an extra nice idea that you were still around.”

“Schiphol does not realize that these places are not found by the passengers. 
You will of course receive a lot of information in advance, and especially now 
(with corona). Then I think yes: to relax, you can now do all kinds of things at 
Schiphol. When you arrive at Schiphol you can... for the during the waiting time. 
You can do that via the phone.”

“Yes, time flies by. What time is it now? A quarter to two, at three o’clock 
I have to be at the gate, so I’m going to look around here. I’ll go to the 
museum, yes, and to the library. I’m going to rummage around again!”

Passenger #3: male, 21 years old, Netherlands
This participant was due to time limits able to do only half of the tour and did 
not reach the end location of the Rijksmuseum. 

[this text has been translated from Dutch to English]

“Ah, is there really a museum there? That would have seemed nice.”

“There is a lot about the Netherlands itself. I think it is mainly intended for 
tourists who come here.”

“Yes, I really liked it. I had also seen the baggage claim, but that wasn’t really 
art, was it?”

“I think I would have liked even more to see a part of the Rijksmuseum.”

“It all came across as big, with the music at the beginning. I thought it was 
really funny that it was really in the middle of Schiphol.”

“I think it would be nice for the Dutch themselves if they could choose to go to 
the museum first. Because I think that is a bit more fun for the Dutch, because 
tourists like the cows and such very much of course.”

“At the middle part, you have to keep listening. But if you do the tour with 
others, it may also be nice if you are able to talk a bit in between.”

“When I got to the hand luggage I was still a bit behind, so it was sometimes a 
bit fast. I didn’t realize that I had to walk a bit faster there. From Heineken I had 
to walk a little quicker and that luggage thing, I didn’t see that luggage thing 
yet. I knew which way to walk so I knew roughly where he was going to be.”

“I had the feeling that the audio was based on my location, except for the carry-
on when it wasn’t. The start went really well in terms of pace.”



 
“At the library I was unsure where to go. When you said: In the direction of 
the toilets, which I knew then. The green textile was mentioned but I could 
not see it yet. That was a little bit too fast. And with the cows, I also could not 
yet see them. Maybe say: look up.”

“The cows surprised me. The museum, I did not go to this area before. But it is 
cool that there is a museum inside an airport. Also with the knocking part, that 
something happened. That were my favorite locations.”

“I did not feel like the music was based on the location, but the text yes.” 

“Normally you just go from gate to a place to sit. To a place to eat and then 
back to the gate. Or maybe you go into a shop, but you don’t walk around.” 

“Especially also when we walked past the tiles you could knock on, like those 
small areas you would normally not go into.”

“With the time-frame it sometimes did not fit.”

“At the first moment you are thinking: How does the audio know where I am 
right now? So maybe if it says: You are standing now... if you look forward you 
see that and that. At the end of this tour you will be back at this exact point. 
And I think you really have to guide them back all the way. You can’t let me off 
here if you said you let me off here. Or at least say: Look all the way straight: Do 
you see the clock again? That is where we started.” 

“I really have a bad orientation so I would be like: Ah where do I have to go 
next? Otherwise, it is also the question, should they really come back to the 
place where they started? Because otherwise they could just be chilling and 
get back to the gate afterwards.” 

“You could also stop in front of a sign and it says: This is where you need to go, 
for which gate.” 

“I thought it was really nice. I liked it!”

“The museum would really be a new place for me to visit.”

“I also thought it was very funny: here you can get a Heineken drink.”

“It was easy to find my way. There were good instructions. If you are actively 
involved in it, it is easy to find. But I can imagine that if you are with a group 
of 10, you are less active with it. And then you might think: Where am I going 
now?”

“I personally would like to know where we are going, what the end goal will 
be. Like: We’re heading this way and we’re going to do it this way, I might 
have liked it. Like: We are now going to gate blabla and we will continue... the 
instructions are indeed nice to hear, but that you can also see on the signs that 
you know: oh yes, I’m going in the right direction. It is nice for the audio tour if 
you hear nice things, like: here you can see luggage things. But I mainly mean 
as a check of: That you are going in the right direction. Or you can literally say: 
We’re going to the museum now, because I didn’t know if there was going to be 
a work of art while I was walking there. Since the beginning was completely full 
of works of art. But this could also be due to my character, because I’m quite a 
beta.”

Passenger #4: female, 30 years old, Germany
“Yeah it was interesting, also kind of eye opening because you realize like 
how much thoughts are behind things you may just casually walk by, or that 
you don’t see because you are in a rush. Or you want to go from A to B. So I 
think it is really nice to have a distraction that is not only about being on your 
phone, but like seeing other things.”

“The music slowed me down. I think it works good to have music to walk 
slowly and make you appreciate the things around you.”

“It would be nice to have more popular music when walking along Heineken. 
Also when we were walking through the trees, I thought: Oh now it would be 
funny if you have bird chirping or something.”

“I was happy and interested. I would like to spend more time at the museum. It 
was like sightseeing.”



 
“I did not feel like I could get lost, but that was maybe also because if I was not 
sure I could ask you to double check.” 

Passenger #5: male, 37 years old, Australia 
[Audio not completely recorded unfortunately.]

“It was really nice.”

“Normally you only go from A to be. But now you see all new things that are 
hidden, like the museum and the baggage belt. I did not expect to see them at 
the airport.” 

“The audio tour is good to make passengers aware of what there is. And if they 
are interested they can now easily go back to the place that they liked. They 
now know how to find their way.”

“Some parts were a little quick.”

“Someone was playing the piano so I wanted to listen. But then I was 
distracted from the audio tour and missed where I needed to go. A playback 
function would be nice. That you can repeat the instructions if you have 
missed it.”

“At the museum I did not exactly know where to go. As the location of the 
museum was not specifically mentioned and it was still hidden.”

“It would also be nice if you could get more information about the things that 
you look at. Or that there are two versions: A shorter and longer one.”

“I think I want to go back to the museum, because now I did not read all the 
texts. And I want to go back to the lounge with the piano, to do some chilling 
there.”

“I had the feeling that it was one tape and you needed to keep up. I was always 
a little ahead. It is good to know that you can do it at your own pace. Because 
now I was sometimes afraid I would not make it in time to the next point.”

“Normally in an airport, I tend to walk on autopilot. I am busy, for example on 
my phone and I am not open to the environment, I do not really look or see 
things. Now it really opened my eyes.”



 Quotes from evaluation after the audiotour (iteration 2)
Passenger #6: male, 20 years old, England
“It was good. It was enjoyable.”

“It is a much more interesting airport than most airports I think. New Castle 
airport for example, that is terrible. There is no heart or anything. It is nothing 
like an airport worth coming for. A lot of airports are not really worth it.”

“I felt relaxed, a gentle taste I think.” 

“When we were passing by the clock the second time, I was not completely 
sure where to go. And you pointed me towards the tree. But did you say... you 
can see the clock in the distance? Because when you said that I was directly 
under the clock.” 

“And I missed the museum, but I think that is the museum’s fault, because it is 
quite hidden. If you walk from there, you do not really see it.”

“And I walked the wrong way out from the museum. That was only because 
the audio had stopped, and then I looked around the museum a bit and I had 
forgotten what the audio had said, about the time I left.”

“Surprised me? I think the airport in general. It is surprising, because I do not 
expect airports to have anything worth seeing in them. I liked the touching 
screens. I am quite easily amused. I would have liked to have more time at the 
touching screens. I did not have time to see it all.”

“The clock sounded interesting. It is a shame it isn’t working.”

“The audio usually fit pretty well while walking. In some places it started a bit 
early, like when I was walking over the glass. But that was not really a problem 
because I knew it a couple of seconds later. It is not an issue.”

“I did not notice this entire side of the airport existed. Because I just came in 
and saw the nearest seat and sat down. I think that is the less colorful side of 
the airport. So I did not realize there is all this.” 

“I was kind of expecting to get lost at a moment, I did. I don’t know, I tend to get 

lost anyway. I mean, I have done audio tours before, you always end up... I did 
tours at archeological sites and you always end up lost. It is kind of inevitable.” 

“I would have probably done the same pace if I was alone. I might have read 
all the signs at the museum. Or stopped for knocking more screens. Apart from 
that it was pretty much the same pace.”

“I know where everything is now. Because I walked down the whole airport, I 
feel more kind of orientated.” 

“Yeah I might tap some more screens, as I will only board in a few hours.”

“It depends on the airport if I want to do this at other locations. As I said, my 
home airport in New Castle, is just really a kind of Spartan airport, which I do 
not think has any airports or something. Assuming an airport is worth looking 
at, and I have like 5 hours, it is definitely worthwhile.”        

Passenger #7: male, 35 years old, Netherlands
“Het was leuk. Veel van de dingen kende ik eigenlijk al. Maar zoals die 
verborgen koeien daar en wat nog meer... Het museum. Ik wist niet dat daar een 
museum zat. Ik had geen idee, ik had het nog nooit gezien. Ik wist wel dat die 
winkel daar zat.” 

“Ik voelde me relaxed.”

“Ja soms was het te snel of te langzaam. Het is wel lastig, want soms sta je stil 
om te kijken. En dan gaat het bandje weer verder. Maar dat valt wel weer in te 
halen. Maar het is denk sowieso lastig om dat perfect te krijgen.”

“Bij die Delfts Blauwe wand, en dat groene was pas een heel stuk verderop.”

“Het was over het algemeen duidelijk verwoord allemaal. Dus: ‘kijk om je heen, 
je ziet dit, je ziet dat. Met herkenningspunten’.”

“Vaak heb je maar een uurtje of 2 uur overstap, dan is er geen tijd. Anders is het 
leuk om zulke dingen te doen. Ik denk dat je dan minder geneigd bent om dit te 
gaan doen.” 



 
“I would definitely do this at another location or airport. Maybe like small 
towns.”

“The best poster would be: ‘Discover places in your waiting time’. Because 
everyone is basically sitting on their phones and this is something for them to 
push time, but also to learn something new. And it is also in a relaxed way, so 
way not?”

“Thank you very much. It was nice. It was a nice different and new experience.”         

“What is your name?”

Passenger #9: female, 37 years old, Brazil
“Oh my god!! I don’t know this airport. Oh trees!! I was in shock. Wow I did not 
see the trees, while I was there before. You do not expect it.” 

“Never seen those cows!”

“I really like these type of experiences.”

“What an experience! Thank you so much. What a pity that there are so many 
things that we do not notice.” 

“Wow a piano! And library! It’s so impressive.” 

“I will call my husband to tell him what happened. I want to show him. I showed 
him the ceiling, but now I need to show a completely different airport. I want to 
get back with him to this airport.” 

“So amazing! It opened the doors of perception. Which were closed for some 
reason. I’m not blind but I did not see all those things like omg!” 

“I was very pleased and thankful. It really changed my day. It was 1000% 
times better than I could expect.” 

“The tour was at a moment a bit ahead, which I noticed afterwards.” 

Passenger #8: female, 25 years old, South Africa
“It was something different and I must say it is the first time I experience 
something like this.” 

“And it is really nice because it gives you... It broadens your mind because of 
the little cows and all the different things. That you actually walk by, that you 
did not notice. So it was really interesting. All the factors and elements to the 
airport. Going back to the Netherlands: It has a lot of things of its own. That 
is really nice.”

“I felt very relaxed. That is special while being at an airport. It is really nice 
because of the music and, is it you that is speaking? It is so nice! A very 
calming voice. You don’t even feel that you are in a busy airport, while 
listening to it.”

“I did not feel uncomfortable at all.”

“The screens on the wall and also I did not know there was a museum at the 
airport.”

“The museum was my favorite location, definitely. And also the area that we 
walked past with all the Dutch parts. You can literally go to that part and 
experience The Netherlands, basically. Like, what you guys are used to, what 
you guys eat, drink.”

“Because, when you go to an airport you just basically look for the gates, 
boarding, where you need to go. But you do not look at everything else there. 
That is actually special and that is offered for us. Especially that is not from 
here.” 

“It states clearly where you need to go. You can just follow the directions. It is 
not just saying: turn left, turn right. But you gave clear instructions like: turn 
left, you will see windows on your left. So it is not like you are going to get 
lost. But it gives you a clear indication of what is expected. To verify.”

“I would probably also make it on my own.” 

“I know the airport better now.” 



 
“Do you have other students doing the same assignment? No? Omg! You 
should go and do your thing! Really, and do not doubt! You have supervisors 
that support you? It is really cool. How old are you? Only 24!” 

“This should be something the airport provides. And maybe ask money then 
because of capitalism.” 

“Heineken is a very known brand but I never knew that it is Dutch!! Very good 
to know, so interesting.” 

Passenger #10: male, 23 years old, Ukraine 
“It was nice. It was very interesting to see and learn new things.”

“When you go to school, you have different lessons: languages, math, biology. 
You can’t like all of them; you only prefer one. This is the way it is here. New 
information, but just enough.”

“I think the seating area should more clearly be indicated. That you should go 
up the stairs.”

“The luggage belt really surprised me. The screens where you should knock is 
really wonderful. The hahahihi was nice, but dit not really shock me. The green 
wall that is made from one material: also very nice. The screens and luggage 
was my favorite location.”

“For the museum, I did not read everything. You really need to take the time to 
read everything.” 

“The timing of everything is very good. Except for the area with Delfts blue and 
the green wall. The last part is much faster than the first part. Because people 
who come here, will come here for the first time. They will have to look and do 
not know what is here. They need to look at everything and that needs time. 
And if it is too fast they will not go in time with the voice. So it must be a little 
bit slower at this part. But especially with the blue and green wall, maybe two 
times as slow.”

“Everything surprised me! Where to begin. The cows, trees, I was in shock! The 
glass screens, piano, library. Of course the ceiling.” 

“My favorite place... where to begin: the library and the piano. It is very peaceful 
there, with the wood.”

“It was very pleasing. With the soft voice. It was very peaceful.” 

“Explorative: yeah! That is the whole abstract of this. I explored more more than 
very much. Very much +!”

“Very easy it was very intuitive to find my way. It was clearly stating where to 
go, very intuitive.” 

“I did not think about getting lost. I was completely in the moment so did not 
think about it at all.”

“A museum? I’m already in it! This complete airport is a museum!”

“The museum was very nice. My grandma was a painter in the same style. So 
that brought back good memories.”

“It created a better sense of place: no doubt! 1000% better.” 

“No no I don’t want any chocolate. You already gave me 10000 chocolates of 
thank you. Thank you so much that I could have this opportunity!”

“I don’t know if I want to do it at other airport. I was at Frankfurt, nothing wrong 
with that airport but it was so cold and grey. There was probably nothing to see 
there.”

“I only noticed the ceiling!!! And told my husband about that.”

“You really made my day.” 

“What are you contact details? To keep in contact about your project. I really 
want to follow it.”



 
“It would be good if you add some information about the lost and found area, 
the first aid services. I think that is important to know about it in case you need 
it. Maybe some more services like that.”

“For me, the library is very important, is very good. But the picture looks like a 
store. Until you read the description. Much people like to discover in stores what 
the store is selling. So they will still come to it.” 

“Which chocolate do you like? I like to share.”  

“I of course felt like I was discovering new places: very much. You know, all 
of the things that we saw today is big work of people. People create it, they 
spend their time and own soul on it. When you just go to your next flight, you 
just did not pay attention to it. And when you have free time and would have 
noticed this QR code, to scan it to hear this tour, it will be very good. It will be 
interesting. You just came to an airport and come here to duty free, and you are 
looking for beer, whiskey, coca cola and you did not see this floor with luggage, 
you did not see those screens. You only see the gates and the restaurants. It 
will be like a little, funny shock. It will be very nice.”

“The voice is very calm and pronunciations are clear and the record is clear. It 
is good quality. The timing could be improved in this part.”

“Of course I was not afraid to get lost. For me, we are in civilization now, so I am 
not afraid of anything at all. I could be afraid if I would do a tour in Ukraine or 
Russia for example. But in these places, I do not think I would get lost. Even if I 
lost, I will ask someone of the personnel from the airport and find my way.”

“If I was walking this tour alone, it would not be the same thing. Because if I 
was alone it would be like: okay, funny, amazing. But the main answers will 
be okay. But when I will come with you, or with a friend or someone else, I 
will feel like I am sharing my emotions. So this is the main difference. For me 
it was much better to go with you, just to be able to share.” 

“I know this part of the airport now better. But I think the airport is much bigger 
than just this part where we walked. But thanks for that, because I was not 
aware of this part at all and I don’t know about this seating area.”

“I would probably go back to the seating area and the library.”

“When I was a small kid, I played the piano. But I left playing piano after 2 years 
so I cannot play anymore.”

“It will be nice to do this in other airports.”



 



 
This appendix describes the results of the awareness test with the Rembrandt 
statue that took place from the 23rd until the 25th of June. 

The table on the right shows the passengers that were interviewed since they 
showed no interaction with the statue for more than 30 minutes. The table 
describes whether the passenger did undertake action after the interview, 
which was the case in 50% of the cases. The last column describes why no 
action was undertaken. 

The right page shows the numbers of observed passengers. 

Appendix 18A: Results awareness test
Inactive passenger Activation after interview? Reason no activation 

(after interview)
1

2 Language barrier

5 Too tired

6 Busy with other things 
(e.g. work)

8 Language barrier

9

10

11 Too tired

12

13

14 Flight departing soon: 
no time

15



 Tabel 1

Unmanned Awareness Interest

Doel (rabbit) 10% 6%

Aantal passagiers 
al in lounge

Nieuwe passagiers Totaal passagiers 
zitgedeelte

Woe 12.30-16.30

12.30-13.30 30 75 105 20 19% 10 10%

13.30-14.30 30 70 70 13 19% 7 10%

14.30-15.30 20 35 35 15 43% 10 29%

15.30-16.30 15 30 30 15 50% 11 37%

240 63 26% 38 16%

8.30-9.30 50 130 180 25 14% 9 5%

9.30-10.30 65 105 105 28 27% 11 10%

10.30-11.30 45 65 65 19 29% 7 11%

11.30-12.30 30 65 65 25 38% 9 14%

415 97 23% 36 9%

Do middag 30 210 210 63 30% 11 5%

Vrij ochtend

8.30-9.30 180 25 14% 11 6%

9.30-10.30 170 28 16% 7 4%

10.30-11.30 110 19 17% 13 12%

11.30-12.30 95 25 26% 9 9%

Totaal passagiers 1420 Totaal awareness 23% (Awareness beeld, 
niet bord)

Totaal interest 9%

Totaal desire 2%

Totaal action 1%

Totaal aantal 
passagiers in 
zitgebied

8.30-9.30 180

9.30-10.30 170

10.30-11.30 110

11.30-12.30 95

12.30-13.30 105

13.30-14.30 100

14.30-15.30 55

15.30-16.30 45

Unmanned

1



Appendix 18B: Interviews after audio tour
This appendix includes the interviews with the passengers that were executed 
after they walked the audio tour. Once the passengers scanned the QR code 
on the sign, I asked them if they would be willing to share their experiences 
afterwards with me. 

Passenger #1: male (video)
“Yeah I scanned it. Are you the author? It is really cool!” 

“I really enjoyed it. It was really nice to notice all those hidden gems which I 
would not see otherwise.”

“I really enjoyed the sound of the music and your voice was also very good. 
I felt like I was in an airport that was transformed into a museum. Instead of 
seeing all commercial stores and flashy lights I noticed all these little things.” 

“It was a very peaceful experience also. I think that is quite special at an airport. 
I tried to look for the most peaceful places, but it is not so easy to find. And now 
it was like the peace was here, everywhere. So it was kind of cool.” 

“And also the museum was very special. I hadn’t noticed that. Coming inside 
that glass building. It was like shutting out all the noise.”

“My favorite location... has to be the museum. I also really liked the start there. 
Maybe it was also because it was the beginning of the audio tour and it was a 
bit exciting. I did not notice the cows before! The cows and the museum.”

“No it was not uncomfortable. I really liked it.”

“I actually had been walking that way before, past the museum but I hadn’t 
noticed it. And the library also. So definitely exploring new things within the 
place that I had already been.”

“I did not know if the app knew were I was. After a while I noticed it and I could 
just put my phone away. I realized quite soon that I could just follow your voice. 
It is more peacefully if you can put your phone away.”

“I am staying here many hours so I think I will go to the library and the museum 
again.”   

Passenger #2: female (video)
“It was amazing! I enjoyed it. When I was walking the first time, I did not even 
take notice of any of the furniture or architecture. And then this tour really 
allowed me to see the beauty of the Netherlands.”

“I was at peace. It was a very peaceful tour. I love the background music. It was 
very easy to go along with.”

“I did feel like I was exploring new places. I enjoyed the little library and then 
just seeing how people were on their own. I was really enjoying the airport.”

“Yes, in the beginning it was kind of confusing. But once I caught on to the 
different things you were talking about, it was pretty easy.”

“At the beginning I was looking on my phone, but when I realized it was not 
really showing me where to go. So then I just enjoyed the view and it was much 
easier.”

“I most definitely know the airport better now. I realize how beautiful the airport 
really is. I enjoyed the museum the most.”

“I spend some good time in the museum. I paused the tour and spend some 
time looking at each of the paintings.” 

Passenger #3: male
“It was a relaxing voice. Is it your voice?” 
“I liked the audio tour a lot. Now I know all details of the airport. Normally you 
just walk to the gate and you do not notice all those details.” 

“I really liked the lights in the ceiling, and the library as a place to chill. I wish I 
could play the piano because then I would have definitely done that. And the 
museum was also very cool. I read some of the information at the paintings.” 

“It was very relaxed for me. The music calmed me down.”

“I felt like I was again a small child exploring the airport, like a treasure hunt.”

“That you explained me about the audiotour convinced me to do it. It is nice to 
get personal recommendations.” 



 Passenger #4: male (video)
“The experience was very nice. I have quite a few hours to wait here and it was 
unexpected and it was a very very nice feeling.”

“The audiotour calmed me down actually. It reduced my anxiety because I 
woke up very early and I almost missed my first flight. It really helped me to be 
in the moment and enjoy the ride.”

“It helped me to discover things that were already around me that I haven’t 
seen.”

“I really liked this hall and the alley with the trees and the places where you 
could knock. And watch a part of the history. And of course the museum.” 

“I spend 10 minutes at the museum.”

“I think I will go back to those places because I have 2 or 3 more hours to wait.”

“I think the audio tour helped me to see the relaxing places that I haven’t seen. 
So maybe I will go there as well. It was very pleasant.”

“It was very easy to find my way. When I entered every area, it was easy.”

“I totally trusted that I would not get lost. It was really clear.” 

“If I did not receive your flyer I would have missed this nice audio tour.”

“I noticed the statue, but not the sign as there is too much happing in the area 
around me.”

“The people of the airport should thank you. Now I have good memories of 
this airport. For when I come back in 10 days I am already curious whether 
the paintings in the museum have changed. It really changed my experience 
here. It is a brilliant idea.”

“I was really bored and I thought about sleeping. But now I woke up again. It 
works even better than coffee!”
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At the start of this project, I set personal learning ambitions on which I will 
reflect in this appendix. 

In this project, I want to build upon the following two competences: 

1. Service Design: putting methods like customer journeys, service safari’s in 
practice (instead of only theoretical use).

At the start of the project, I had the idea to create a relevant journey map for 
this project. However, Schiphol already has many extensive journey maps and 
making a new one would not yield any new insights. 

What I was able to do and that was new to me was organizing an internal 
brainstorm session at Schiphol. Besides being a personal learning experience, 
the goal of the session was to let Schiphol stakeholders think outside of their 
fixed patterns to create out of the box ideas. 

To prepare the session, I followed a webinar from design agency Informaat 
about ideation and brainstorming. To decide on the methods to use, I used the 
book Creative Problem Solving Techniques (Katrina Heijne en Han van der 
Meer). The book has a wide variety of brainstorming techniques, which can be 
useful for future references. I prepared and planned the session well and did a 
trial with two peers. 

I enjoyed facilitating the session and the participants were enthusiastic. 
They especially liked the start of the session, where we used an introductory 
question (what is your corona-hobby?) and an ice-breaker to get into the right 
brainstorming mindset before diving into the subject. Schiphol employees 
mentioned that they will take this with them for future sessions at Schiphol. 

What I found most difficult while facilitating the session was to find a balance 
between giving participants the space and time to think freely, which is very 
important for the creative process, and calling them back to the assignment: 
When is the moment to intervene? This is probably something that will 
be learned by doing, so I am looking forward to facilitating more creative 
sessions.  

2. Co-creation: which is often combined with service design. I want to involve 
the passenger and Schiphol as much as possible.

I involved the passenger in my project and evaluation of prototypes where 
possible within the limitations of Schiphol and Covid. I was also able to involve 
multiple stakeholders of Schiphol (commercial, operations, digital, marketing). 

The thing that will stay with me the most regarding co-creation is the 
importance of just testing something (with passengers). Even though the 
prototype is not perfect, a lot can be learned from a simple test (for example 
the awareness poster tests): I gained most and valuable insights through 
interaction with passengers.

Furthermore, I have the following personal learning ambitions:
Experience what it is like to work in a big company.

Therefore, I have three points of focus:

1. How does the size and hierarchal structure of Schiphol impact the 
interaction and collaboration between employees from different functions and 
departments?

I experienced that sometimes the communication between different 
departments of Schiphol is challenging. Each department has its own 
specialization and a lot of knowledge on a specific topic. Due to Covid, I 
attended online meetings, but this did not give me insight in the minor things 
that do get communicated in offline meetings. I mainly experienced people 
from different departments to be very willing to help me with my project. 

2. How does the structure and hierarchy in the company impact the ability of 
Schiphol to implement change and innovations?

(Radical) innovation at Schiphol seems to be difficult. Stakeholders 
have opposing interests and responsibilities are scattered over different 
departments.

Appendix 20: Personal learning ambitions



 
to create mutual understanding. What I also noticed was that before 
addressing people, I could estimate based on a passenger’s posture (open/
closed) whether they would be willing to help or not. 

In my final test for the audio tour and Rembrandt statue, I noticed that I had 
gained a lot of experience with addressing passengers and how to approach 
this best. During the project I developed my own style, which I was able to 
apply in the final tests. 

All in all, I was very thankful that I was able to graduate within an organization 
in times of Covid. Graduating can be quite lonely as it is an individual project. 
However, at Schiphol I was able to meet with different stakeholders and to get 
in contact with passengers, which enriched my project and my experience of 
the project.

As this project involves different departments, it was sometimes difficult 
for me to get access to this expert knowledge, as it is spread over different 
departments. I think this is inherent to a big company and is something you 
have to deal with when deciding to work for a big company. For a designer, 
this same hierarchical structure can be a hindrance as it slows down the 
speed of your work. For me, it was interesting to experience this difference in 
speed and ability to change course with the dynamics of a start-up (Nanny 
Nina), where it is very important to be able to adjust quickly to changing 
circumstances.
 
3. What is it like to work in a big company in times of corona? How is the social 
interaction between colleagues? 
When I started with the project, some people showed me around at Schiphol, 
which was a nice way to get familiar with the company and its employees. For 
the remainder of the project I mainly attended online meetings of Schiphol. 
This way, you do not get to know people on the personal level unfortunately. 
Also, a meet-up with all Schiphol stagiairs was organized. This was a nice 
event to see what others are working on. However, no follow up was given to 
the meeting. 

As a second learning ambition:
I want to become more experienced in approaching strangers 
(in this case mainly passengers) for an interview. In these situations it is always 
difficult to estimate if people are willing to spend some time, and how much 
time. Is it possible to ask personal questions (which is cultural related)? How 
to improve this relationship of trust in a short time? I will look into available 
literature regarding this topic to support my learning.

I had a meeting with someone from Customer Insights to get some tips 
before executing the first passenger interviews. This helped me to come 
prepared and have a back up plan in the case passengers were not willing to 
participate in the complete prototype test. 

I experienced that passengers were more willing to help if they knew that 
I was doing a research for my graduation, rather than doing research for 
(commercial interests of) Schiphol. Passengers do like to share their own 
stories, so it worked good to first ask some personal questions to passengers 


