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Abstract. This research explores the value of airports upon arrivals by
proposing a welcome service The Zabuton targeting passengers unfamiliar
with the landing-place. The Zabuton service comprises of two systems;
a local language information display (LLD) and a guiding passengers
action app (GAA). LLD is placed in the baggage claim area display-
ing the written language and meanings of frequently used phrases, and
its pronunciations in the local language. GAA supports the series of
actions from the arrival gate to transportation consisting the following
five components; (1) purchasing internet connection modules, (2) local
transportation map and route search, (3) local transportation rules, (4)
luggage service information, and (5) where the platform is to ride local
transportation. An airport arrival lobby with The Zabuton lets passen-
gers learn local language phrases through public displays and provides
confidence in their forthcoming steps of transportation through a mobile
app. This concept was constructed based on our research and illustrated
accordingly based on scenario based design and user centered design pro-
cess. This paper contributes to the redesigning of the airport arrival lobby
by enhancing the local experience and supporting the travel procedures
with the help of digital technologies.

Keywords: Experience design · Airport · Travel support system ·
User centered design

1 Introduction

Airports, important hubs for airplanes carrying an increasing number of
passengers—1.7 times more compared to a decade ago [12]—across the world,
are striving for branding strategies [5]. In addition to improving their functional-
ities, the leading airports are putting efforts in universally designed spaces with
increased options for shopping, dining, and various entertainment [9,13]. For an
airport to be valued by their users, providing a service that is designed through
deep understanding of difficulties and tasks of passengers is critical.
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On the other hand, passengers in unfamiliar country often feel uneasy or
disadvantaged about their trips when they do not have a good understanding of
culture, language, rules of the country [14]. Those who want to avoid these socio-
cultural risk will tend to make their reservation earlier or purchase prepackaged
tours from travel agents [11]. The less accustomed to the habit on information
acquisition concerning travel mode choices, the more information and choices
are needed when traveling to a destination [16].

We especially focus on the experience at the arrival lobby. The arrival lobby
and the departure lobby are important places for both the passengers and the
destination, since they are the initial encounter and the final contact point
respectively [17]. Compared with the departure lobby, the arrival lobby is often-
times overlooked in spite of its vast potentiality of giving the tourists a positive
feeling about the destination.

The objective of this study is to design a helpful experience for arriving
passengers. Our service The Zabuton eliminates anxiety for the passenger from
abroad by providing travel supporting information. Their anxieties are reduced
by two components; a local language information display (LLD) and a guiding
passengers action app (GAA) (see Fig. 1 for the experience image). This paper
contributes by designing services from user-centered approach rather than com-
mercial aspect, and give insight to designing applications for supporting the
travel process.

Fig. 1. The Zabuton experience images

2 Related Works

From the theoretical paradigm of “linguistic accomodation” (or communication
accommodation), established about half a century ago, indicates linguistic bar-
riers in intercultural communication [8]. Studies focusing on the field of tourism
shows that actual tourists hardly have competency in the language and style
of communication of the local natives [7], and also “fleeting interaction” in the
context of tourism are communicative challenges [10]. In-situ language practices
in tourism aims for a smooth communication [18], and mere greeting can play
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a vital role in developing a rapport amongst people [3]. Our research builds on
these statements and incorporates into our design of LLD.

On the other hand, some research highlight the current questions with air-
ports and its experience even though its shift from a utility for transporta-
tion into a place where various values can be offered—the experience not being
comprehensively defined or conceptualised, and airport industry scopes leaving
behind those that are not significant sources of income [17]. Emmasbox is one
example tackling such issue by placing an interactive food station in a major
European airport baggage carousel area as an public display which provides
food packages [2], through their findings that majority of tourists are looking
for gastronomic pleasure in travels. The Finnish You is an example highlighting
passengers waiting time by an interactive storytelling mobile application while
educating them about the Finnish culture [4]. Other studies proposed integrated
services to assist travel planning—for hotels, attractions, and routing based on
crowd sourced data from social media, reviews of hotels, Flickr images, and Uber
taxi costs between places [20]. Our research takes such situation into account for
an integrated experience of transportation guidance at the arrival lobby; from
the point when you grab back your baggage to the moment you get out of the
terminal to your next transportation.

3 Methodology

The concept of The Zabuton service was designed mainly based on User-
Centered Design(UCD) process [1,15], as outlined below: (1) conduct ethno-
graphic research, (2) identify stakeholders and personas, and (3) illustrate per-
sona’s scenario, use case, display and application mock up.

Through the series of ethnographic research we generated hypotheses about
passengers situations and tasks in the airport. These were conducted in 7 Asian
airports during autumn 2019, mainly on major Airports in Japan. We explored
various places in these airports in total of 10 times, for about 3 hours each. We
observed people’s behavior in the contexts, and recorded them in field-notes.
When conducting fieldwork outside Japan, researchers also described what they
felt and acted as a passenger in addition to the basic observation. A series of
textual data was segmented and coded in five contexts: airport, terminal, kind
of people, act from field-notes, date and time.

A total of 428 data samples were extracted from field-notes. We focused
particularly on the findings from behavior in the arrival lobby. We investigated
that passengers have strong interest in their destination and preparation for their
trip in the arrival lobby (See Fig. 2).

4 Experience Design

Through the findings of the ethnographic research, we decided to set foreign
passengers who came to Japan for the first time, as a persona. We assumed this
persona would want reduce their anxiety and make them feel less anxious about
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Fig. 2. Data coding examples

traveling in Japan with the following upon arrival; (1) be able to communicate
a little in Japanese, (2) want to go to their destination without inconvenience,
and (3) get necessary/useful information and tools for their trip. The narrative
of the following experience has been set to achieve the desires of the persona.
This description is based on Scenario Based Design [6,12,19]. Use cases were
also developed whilst creating the scenario (see Fig. 3).

The Scenario. Non-Japanese tourists finally arrived in Japan after a long
transit. It is their first time in Japan and the tourists are feeling a little anxious.
Exhausted, they arrive at the luggage pickup area and wait until the baggage
carousel starts moving.

While waiting, a signage jumps into the tourist’s eyes as it plays audio and
visual information about Japanese language tips in English and Japanese simul-
taneously (see Fig. 1 and 5). Having been a little anxious about their Japanese
language skills, they practices the intonation following the signage. Through this
experience, they learns several phrases that could be used for greetings, and feels
a little better about their language anxiety. The tourists think about their plan
after exiting out of the airport.

First of all, left the arrival gate, they go to the airport information counter, to
ask how to go to their destination. There, the staff introduces them to the airport
application. They access the airport application to find out information on where
they should go next (see Fig. 1 and 5). They find a button saying “Airport to
City” and when they taps on the button, the mobile site advises them what
they should do in order of the actions people take at the airport. These include
information on where to purchase sim cards, train route maps and directions,
the direction to the stations, train passes and luggage services. They click on
the “Route Search” button and “Where to Ride” button. The tourists leave the
airport following the directions and set off to the city.
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Fig. 3. User experience flow

Fig. 4. Components of The Zabuton service

5 System Description

This section reveals the concept elements that would realize the scenario expe-
rience by classifying them into 2 components (see Fig. 4).

Phase 1: Providing Local Language Tips. This phase takes place in the
baggage claim area, where we propose the LLD should be located. This local
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Fig. 5. The example of language display and guide application

language display system consists of a screen and a speaker, where the screen
displays simple phrases written in local language, notation of pronunciation in
ISO3602, (see Fig. 5) with a mascot character. Meanings of the phrase are written
in English, Korean, Chinese, in reference to the guidelines presented by Japanese
ministries1. The speaker plays the voice files of actual pronunciation in local
language, and in English, Korean, and Chinese.

Phase 2: Helping Passenger’s Way from Arrival Lobby to Their Final
Destination. The second phase aims to help passenger’s way by highlighting a
list of information in the order in which it is needed with our proposed system
GAA (see Fig. 5). This guiding passengers action app will show the following
five steps.

(1) Where to purchase internet connection modules. It shows a map of where
SIM cards or mobile wifi routers can be purchased or rent in the airport.

(2) Local transportation map and route search. It also provides route map of
Japan’s metropolitan area so that users can see visually understand which
route to take to the destination. The route search function are also provided.

(3) Local transportation rules. As transportation rules differ from country to
country, we provide information on where to buy and how to use IC cards
for transportation and rule information in that country will be provided.

1 Japan Tourism Agency. Guidelines for improving and strengthening multilingual
support for the realization of a tourism-oriented country, 2014.
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(4) Luggage service information. It also provides information on the services that
the airport offers to travelers upon arrival. In this case, we have introduced
a luggage delivery service, as travelers often have large packages with them.

(5) Where the platform is to ride local transportation. At a large airport, the
transportation platform of one’s choice may be far or difficult to find from
the arrival lobby. Information on the boarding area for each mode of trans-
portation is provided on the airport facilities map.

6 Discussion and Future Works

This study aimed to design passengers experience to improve airport value. In
particular, our study highlighted the difficulties passengers face in arrival lobby
and we proposed The Zabuton service. The Zabuton aims to help passengers
through the process before leaving the airport and overcome their difficulties
and anxieties about linguistic difference and way-finding, by providing them local
language information display(LLD) and guiding passengers action app(GAA).

In the future, we need to evaluate each use case of the system and verify its
effectiveness. We assume the following: (1) what function of The Zabuton system
are effective in context of real passengers, (2) what impact The Zabuton service
has had on their travel and what trends are seen in users, and (3) verification of
if this system can contribute to the improvement of airport value. We shall also
strive for a richer airport passengers experience in this era of COVID-19.
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