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NUDGING PASSENGER BEHAVIOUR
Applying behavioural design interventions for smooth processes
and experiences at Schiphol airport. 

Problems with crowding are in many cases related to 
human behaviour. Most of our behaviour follows from 
subconscious decisions and mental shortcuts. As such, 
pedestrians automatically take the shortest route, the 
route of least resistance, the most direct route or just 
follow others. These behaviours can explain multiple 
bottlenecks and issues with crowding within the current 
reclaim areas. To prevent or mitigate these issues it 
is required to achieve a behavioural change on the 
passengers’ side.

This project explored if- and how behavioural 
interventions can mitigate or prevent problems with 
crowding in order to smoothen the course of events. 

By means of a fi eld experiment one of the interventions 
has been tested and validated. An overwhelming majority 
of passengers in reclaim area 1 tend to use only one out 
of two exits. It leads to a messy customs process and 
stagnation in passenger fl ow. The intervention aimed to 
redirect passengers to the second exit by making use 
of  fl oor markings and additional signage, prompting 
passengers to ‘skip the queue’ when it started crowding. 

The fi rst results suggest that nudges are indeed capable of 
steering passenger movement and path choice. Overall, 
behavioural interventions seems to be a promising area for 
experiments and innovation within AAS, especially when 
congestions and process time are mostly dependent on 
passenger behaviour.

The insights can be used to enhance the passenger 
experience in the existing infrastructure as well as the 
development of the A-area.

Move the ATM’s and ticket 
machines to this area to attract 
more people to this exit.

Place seating facilities and salient elec-
trical charging points at the facade to 
attract more people to walk down the 
carousel.

Use the positioning of the ejection point 
as attractor. Testing the effects of the 
location of the ejection point on passenger 
distribution can be done in reclaim area 3.

Keep the areas between the 
carousels clear of chairs/obstacles 
to prevent congestions

Position luggage carts here so that 
people will collect one only after they 
have collected their luggage.

Keep these trajectories free of obstacles to 
minimize directional change and keep the 
path length short to both exits

Keep the top-end of the carousel clear of 
accumulating passengers by making it a 
social norm. It also becomes easier for PRM 
(assistents)

Design salient exits that stick 
out of the environment. Also 
see Glastra van Loon (2017) Assembly points for groups
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PLEASE WAIT HERE
so that others can easily collect their belongings to.

WACHT HIER A.U.B.
zodat iedereen gemakkelijk bij zijn bagage kan.
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  Congestions in main fl ow     Crowding and carts around the  
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Predicted bottlenecks

Intervention proposal to reduce 
crowding at the belt

Field experiment to validate
the use of default paths.


