


1.TRAVELLER EXPECTATIONS



WHO LIKES EEL?







ARRIVE AT 
AIRPORT

CHECK-IN 
/BAG-DROP

WAYFINDING PASSPORT 
CHECK

SECURITY 
CHECK

DUTY FREE 
/F&B

LOUNGE 
/WAITING

BOARDING DEPARTURE



ARRIVE AT 
AIRPORT

CHECK-IN 
/BAG-DROP

WAYFINDING PASSPORT 
CHECK

SECURITY 
CHECK

DUTY FREE 
/F&B

LOUNGE 
/WAITING

BOARDING DEPARTURE

EEL ORDER



2.SEAMLESSNESS



WHAT IS A SEAM?



IS SEAMLESSNESS AN ILLUSION?



IS SEAMLESSNESS EVEN 
NECESSARY?



1. SERVICES/JOURNEY STEPS

2. COMPANIES/SYSTEMS (DATA SILOS)

3. TRANSPORTATION MODES

4. PHYSICAL AND DIGITAL EXPERIENCE

5. PASSENGERS AND BELONGINGS

SEAMS EXIST BETWEEN…



3.BRIDGING THE SEAMS



ARRIVE AT 
AIRPORT

CHECK-IN 
/BAG-DROP

WAYFINDING PASSPORT 
CHECK

SECURITY 
CHECK

DUTY FREE 
/F&B

LOUNGE 
/WAITING

BOARDING DEPARTURE

SEAM 1: 
Between services/journey steps











ARRIVE AT 
AIRPORT

CHECK-IN 
/BAG-DROP

WAYFINDING PASSPORT 
CHECK

SECURITY 
CHECK

DUTY FREE 
/F&B

LOUNGE 
/WAITING

BOARDING DEPARTURE

SEAM 2: 
Between companies/systems



MATCHING THE
BUILDING BLOCKS



HUBS OF COLLABORATION?





ARRIVE AT 
AIRPORT

CHECK-IN 
/BAG-DROP

WAYFINDING PASSPORT 
CHECK

SECURITY 
CHECK

DUTY FREE 
/F&B

LOUNGE 
/WAITING

BOARDING DEPARTURE

AI BACKBONE



SEAM 3: 
Transportation modes



TRAVEL 
PREPARATION @ 

HOME

ONLINE 
CHECK-IN 
(FLIGHT)

WALK TO 
TRAIN STATION

WAYFINDING BUY/PRINT 
TRAIN TICKET

BUY 
SNACKS/FOOD

TRAIN 
JOURNEY

ARRIVE AT 
AIRPORT

CRUISE
TRIP

SEAM 3: 
Transportation modes







SEAM 4:
Between the physical and digital experience



SITA GETS PHYSICAL



NEW EXPERIENCES



SEAM 5:
Between passengers and belongings



KL SENTRAL CHECK-IN





4.THE DREAM



SINGAPORE 

TO

JEJU



JEJU 

TO

BUSAN



BUSAN 

TO

SINGAPORE



SINGAPORE 

TO

JEJU
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TO
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TO
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TO

SINGAPORE
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TO

SINGAPORE
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TO

SINGAPORE



BUSAN 

TO

SINGAPORE



5.CONCLUSION 



WHERE TO NEXT?



DATA-DRIVEN

USE-CASE-SPECIFIC

ECOSYSTEM-FOCUSED 

CO-INNOVATION
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