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Executive Summary

Airports are no longer just gateways for passengers; they are complex
ecosystems that must operate with the reliability of infrastructure, the
agility of digital platforms, and the appeal of retail destinations. Rising
costs, aging assets, sustainability mandates, and shifting passenger
expectations are converging to reshape what it means to run a
modern airport.

At Sutherland, we believe the airport of the future will be defined not
only by how efficiently it operates, but by how intelligently it integrates
resilience, passenger experience, and sustainable growth. By
embedding digital intelligence into facilities and operations —

through models such as digital twins, predictive maintenance,

Facility Management as a Service (FMaaS), and Al-enabled command
centers — airports can move from reactive problem-solving to
proactive orchestration. The result is an operation that is leaner, more
sustainable, and capable of delivering passenger experiences that
drive loyalty and non-aeronautical revenue.
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Operational Challenges
in Today’s Airports

Running an airport today is akin to running a

city within a city. It requires managing energy,
transportation, security, utilities, and commerce —
all while ensuring the safe and timely movement
of millions of passengers.

But this complexity is growing, and traditional
approaches are struggling to keep up.

The result is a constant balancing act: controlling Opex,
ensuring reliability, delivering memorable passenger
experiences, and meeting sustainability goals — all at
once. Traditional, siloed models cannot keep pace with
this complexity.

Rising operational costs: Energy, utilities, and labor consume an increasing
share of budgets, while maintenance remains reactive. Escalators fail during
peak hours, HVAC systems overwork when demand subsides, and facilities
are illuminated long after the last flight departs. These inefficiencies inflate
costs and diminish passenger comfort.

Strained infrastructure: Infrastructure is under pressure. Baggage systems
and passenger corridors built for earlier traffic volumes now face demand
surges that push them to breaking point. Because many systems remain
siloed, operators often lack real-time visibility, leading to congestion,
bottlenecks, and wasted energy — not from lack of space, but from lack of
integration.

Evolving passenger expectations: And today’s passengers view airports
differently. They expect efficiency at check-in and security, but they also
view airports as part of the journey: places to shop, dine, relax, and be
entertained. An HVAC failure is no longer just an energy issue; it directly
impacts passenger comfort and dwell time in retail zones. A baggage delay
isn’t just operational downtime; it’'s a missed opportunity for passengers to
enjoy the terminal’s commercial offerings. Leaders we have spoken with
consistently highlight asset management, parking optimization, and facility
performance as priority areas. These are not “back office” functions — they
shape both passenger satisfaction and revenue performance.

Sustainability mandates: Regulators, investors, and communities expect
measurable progress toward net-zero commitments. As one airport executive
described it to us: “We are being asked to move more passengers, with
fewer emissions, at lower cost.” Without real-time transparency into energy,
water, and waste, meeting these commitments is exceptionally difficult.




Operational Resilience:
The Future-Ready Airport

If airports today resemble cities, the airports of tomorrow must operate as
smart cities — predictive, adaptive, and designed around the passenger.
Resilience will no longer be defined by the ability to absorb disruption, but
by the ability to anticipate it and adapt in real time.

In this model, operations and passenger experience are inseparable.
A reliable baggage belt ensures travelers reach their gates on time. A
comfortable, well-ventilated lounge encourages longer retail dwell time.
A seamless parking experience becomes a passenger’s first impression
— and often their last. Every operational decision, from maintenance
schedules to energy optimization, is also a customer decision.

Industry bodies reinforce this shift. According to Airports Council
International (ACI), even a 1% increase in passenger satisfaction

can drive a 1.5% increase in non-aeronautical revenue. Operational
performance, in other words, is directly linked to commercial success.

The vision of the future-ready airport is clear: facilities managed with

the precision of flight schedules, assets monitored before they fail,
environments that adapt dynamically to demand, and sustainability
embedded into daily operations. Airports that achieve this transformation
will not only reduce costs and meet compliance targets — they will
redefine themselves as destinations in their own right.




Solutions in Action:
Sutherland’s Experience

At Sutherland, we have long worked at the intersection of operations, customer experience, and digital transformation. This gives us a unique perspective on how airports can evolve
into predictive, data-driven ecosystems. Through our engagements with airports and travel organizations worldwide, we have observed several levers that consistently deliver impact:

Airports are beginning to

adopt Facility Management

as a Service — treating HVAC,
housekeeping, security, and
utilities as part of a unified,
digitally managed service.

This model reduced energy
consumption by double digits in
one deployment while improving
passenger comfort scores. The
outcome was not only lower
Opex, but environments where
passengers felt the difference in
subtle, measurable ways.

Digital twins are enabling
airports to anticipate congestion
before it happens. By modeling
baggage systems, HVAC loads,
parking demand, and passenger
flows in a living replica of the
airport, operators can simulate
and optimize in real time.

We have seen digital twins

help airports shorten queues,
reroute traffic, and optimize
retail spaces, increasing both
passenger satisfaction and non-
aero revenue.

Instead of reacting to failures,
loT sensors and Al models
highlight stress points before
they cause downtime. In one
international hub, predictive
monitoring of baggage belts
reduced unplanned downtime
by nearly a third — preventing
cascading disruptions that once
led to missed connections and
reputational damage.

By unifying facilities, passenger
flows, and disruption alerts into
a single pane of glass, decision-
makers move from fragmented
firefighting to coordinated
foresight. Leaders we’ve
supported describe it as “having
the traffic control tower for the
entire airport.”

Finally, automated ESG
monitoring provides real-time
transparency into energy,
water, and waste. This
ensures compliance, but more
importantly, it strengthens
reputation. Airports that
demonstrate measurable
progress toward sustainability
build trust not only with
regulators, but with airlines,
investors, and passengers
themselves.

These are not abstract ideas. We have seen them work — cutting costs, reducing downtime, and increasing passenger satisfaction. And in every case, the lesson is the same:
operational intelligence is the foundation of passenger experience and commercial success.




Conclusion
& Call to Action

Airports stand at a pivotal moment. Rising costs, sustainability imperatives, and
shifting passenger expectations can no longer be addressed in isolation. They
must be managed together, through operational models that are predictive,
integrated, and experience-driven.

We have seen what is possible: baggage downtime reduced by a third, energy
spend lowered significantly, passenger flows optimized to improve retail
performance, and ESG reporting embedded seamlessly into operations. These
results are not pilots or theories — they are the outcomes of a new way of
running airports.

The airports that thrive in the years ahead will be those that recognize a
simple truth: operational performance and passenger experience are
inseparable. A baggage delay, an HVAC failure, or a parking bottleneck is not
just an operational issue — it is a customer moment and a brand impression.
At Sutherland, we help airports transform these operational realities into

strategic advantages. Through diagnostic workshops, collaborative pilots, and Beca use the airport Of tomorrow IS NOt Only bLIIlt
large-scale deployments, we partner with leaders to build airports that are o o o
It iIs managed, predicted, and experienced.

resilient, sustainable, and designed to delight.

Artificial Intelligence. Automation. Cloud Engineering. Advanced Analytics. For Enterprises, these are key factors of success. For us, they’re our core expertise.
We work with global iconic brands. We bring them a unique value proposition through market-leading technologies and business process excellence. At the heart of it all is Digital Engineering — the foundation that powers rapid innovation and scalable business transformation.

We've created over 200 unique inventions under several patents across Al and other emerging technologies. Leveraging our advanced products and platforms, we drive digital transformation at scale, optimize critical business operations, reinvent experiences and pioneer new solutions, all provided through a seamless
“as-a-service” model.

For each company, we provide new keys for their businesses, the people they work with, and the customers they serve. With proven strategies and agile execution, we don’t just enable change — we engineer digital outcomes.
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