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Enhancing Passenger
Facilitation at San Maurice
International Airport (SMIA)

Oana Mirela and Meng Hsin
2024.12.13

1.Set Up a National Facilitation Committee
(NFC)

* PURPOSE OF THE NATIONAL FAL COMMITTEE

* The establishment of the National Air Transport Facilitation Committee
(hereafter the National FAL Committee) is required by an ICAO Standard; see
Standard 8.19 and 8.17, respectively, in Annex 9 — Facilitation to the
Convention on International Civil Aviation.

* The objective of the committee is to maintain a safe, secure civil aviation
environment in which services are delivered in a reliable and efficient manner.

* The committee provides a forum for consultation and information-sharing
about facilitation matters amongst government stakeholders, government
representatives of other air transport-related communities and the private
sector.

1.Set Up a National Facilitation Committee
(NFC)

* TERMS OF REFERENCE

* The National FAL Committee meets or an early basis, or as often as the
chairperson may determine to be necessary.
« The responsibilities of the National FAL Committee are to:

« 1) Ensure coordination between relevant ministries, agencies and industry to remove
unnecessary obstacles and delays and improve efficiency and service levels of civilian air
transport services;

« 2) Develop and implement the provisions of the NATFP in accordance with the provisions
of Annex 9 —Facilitation;

3) Consider recommendations to enhance facilitation of civil air transport made by
relevant entities;

4) Encourage the development of best practices in all areas of facilitation of civil air
transport(e.g. Immigration, customs, handling of persons with disabilities);

Outline

1. Set Up a National Facilitation Committee (NFC)
2. Prepare an Action Plan for Effective Facilitation
2-1. Current Situation: Description & Analysis
2-2. Issues and Recommendations
2-3. Guidance on Key Performance Indicators (KPlIs)

1.Set Up a National Facilitation Committee
(NFC)

* PURPOSE OF THE NATIONAL FAL COMMITTEE
* The National Air Transport Facilitation Programme - NATFP of San Maurice is
implemented through the activities of the National FAL Committee.
» The National FAL Committee is chaired by Sam Maurice Civil Aeronautical
Authority.
* NATIONAL FACILITATION COMMITTEE

« The National FAL Committee is established to implement and manage the
provisions of the NATFP in San Maurice.

1.Set Up a National Facilitation Committee
(NFC)

* The responsibilities of the National FAL Committee are to:
« 5) Discuss proposed changes to reguiations concerning facilitation of civil air transport;

6) Inform departments, competent agencies and other organizations concerned of
significant relevant facilitation developments in the field of civil aviation and seek their
consideration of, and make recommendations to them regarding issues related to the
NATFP; and

+ 7) Coordinate with the NCASC on security related elements of facilitation matters.



1.Set Up a National Facilitation Committee
(NFC)

* MEMBERSHIP

* The National FAL Committee is composed of government officials
representing the main interests involved in the various domains of facilitation,
representatives of the aviation industry and other representatives,
permanent or temporary, that can assist in the work of the committee.
Alternates may be designated by their respective organizations. Such persons
should be given sufficient authority to speak on behalf of their organizations
and to initiate necessary action in support of the National FAL Committee’s
work. Experts may be invited by the chairperson of the National FAL
Committee to advise or contribute to specific subjects.

To ensure the most effective communication between the government and
the civil aviation industry (including foreign airlines), representation by the
industry on the National FAL Committee is to be encouraged.

1.Set Up a National Facilitation Committee
(NFC)

* The following government departments or agencies are members of
the National FAL Committee:
* 4. Postal Office
* 5. Governmental agencies promoting international tourism and trade
* 6. National/Border Police
* 7. Resident international airlines
* 8. Freight Forwarders and Brokers
* 9. Express Carriers

1.Set Up a National Facilitation Committee
(NFC)

* TASKS

* The National FAL Committee lays down its priorities and work agenda in a
regularly updated work programme.

* The National FAL Committee defines and implements its work programme on
a regular basis.

* The National FAL Committee may organize its work in dedicated subgroup
meetings for efficiency and effectiveness purposes. Results of subgroups are
reported to the National FAL Committee.

* For matters affecting both facilitation and aviation security, the NATFC shall
coordinate and communicate with the NCASC and vice versa to ensure
prompt resolution of issues.

1.Set Up a National Facilitation Committee
(NFC)

* The following government departments or agencies are members of
the National FAL Committee:

« 1. San Maurice Civil Aviation Authority

« 2. Government Control and Clearance Agencies
* —Immigration
* —Customs
*+ —Foreign Affairs/Consular
- —Passport/visa issuing Authorities
= —Public Health
+ — Agriculture/Quarantine
= —Security Agencies
= —Narcotics Agency

* 3. Airport Authority

1.Set Up a National Facilitation Committee
(NFC)

* TASKS
* The National FAL Committee shall:
« -regularly review the level of civil aviation facilitation at international airports in the
country;
* - consider and recommend solutions to civil aviation facilitation issues;

« - stay informed about the operations of the Airport Facllitation Committees to ensure
that

practices and procedures employed at the airports are in accordance with applicable
legislation and ICAO SARPs; )

-consider proposed changes in international legislation or in the recommended practices
issued by international fora and give input to formulate the natlonal policy position;

- review Annex 9 provisions and their implementation by way of practices and
procedures at the national level, in order to establish compliance and/or file differences
with Annex 9 SARPs by the designated authority

1.Set Up a National Facilitation Committee
(NFC)

* RULES of PROCEDURE

* 1) The chairperson of the National Air Transport Facilitation Committee (hereafter
National FAL Committee) is the Director General of San Maurice Civil Aeronautical
Authority.
2) The San Maurice Civil Aeronautical Authority provides Secretariat services to the
National FAL Committee.
3) Government ministries or agencies and other entities involved in the
implementation of the NATFP designate their respective member to the National FAL
Committee.
= 4) Members of the National FAL Committee shall participate in every meeting of the
National FAL Committee. A member may be replaced by an alternate, who shall have
the same responsibility and exercise the same rights as the regular member.
S) Experts with specific knowledge of potentially significant interest to the National
FAL Committee may be invited by the chairperson to participate in one (or more) of
the meetings of the National FAL Committee, or only a part thereof, on an ad hoc
basis.



:hs:::)l"p a National Facilitation Committee 2. Prepare an Action Plan for Effective Facilitation

* RULES of PROCEDURE * Objective
* 6) Members of the National FAL Committee as well as experts invited to meetings z 2
shall ensure the confidentiality of the specific content of meetings and decisions * Implement an action plan to address current issues and set a path for long-
taken, as considered necessary by the chairperson of the National FAL Committee. term improvements in facilitation at SMIA.
7) The National FAL Committee will meet on a yearly basis. The National FAL

Committee may hold ad hoc meetings whenever necessary for the purpose of * Key Areas of Focus
reviewing a facilitation situation and attempting to resolve specific operational i e 4
groblems. The outcomes of the ad hoc meetings are reported to the National FAL * Streamlining airport processes to reduce bottlenecks.
ommittee. * Improving service quality, staff engagement, and passenger experience.
 8) The Secretary of the National FAL Committee is responsible for: ® 3 e : 4 i g B o P g i
. If—’ making all administrative arrangements for the preparation of the meetings of the National * Enhancing security procedures while maintaining smooth passenger flow.
-AL Committee in liaison with the chairperson; and

« il) disseminating the provisional agenda to the members of the National FAL Committee at
least 10 working days in advance
9% All papers shall be submitted to the Secretary at least 15 working days in advance
of the meeting.
10) The Secretary prepares a Summary of Decisions after each meeting, to be
circulated to the National FAL Committee.

2-1. Current Situation: Description & Analysis 2-1. Current Situation: Description & Analysis
* Strengths * Deficiencies
* Location * Overcrowding

* Passenger traffic exceeds airport capacity, with a 10% increase expected by 2026
* Poor Service Quality
* Passengers complain about long wait times

« SMIA serves as a gateway to a popular tourist destination.
* Tourism Growth

* A growing tourism sector with 2 million visitors annually. + Lack of courtesy from Sféff
* San Maurice is a tourist paradise located between Asia and North America, + Absence;of baslc amenities
two major economic and trade exchanges are prevalent. When people * Security and Facilitation Challenges
have money, they want to travel abroad + Heightened security measures, including LAGs restrictions and armed guards, are causing
g ' delays and confusion
* Government Support « Lack of facilities for people with reduced mobility
* Strong commitment to enhancing tourism as a national priority. « Staff Morale
* the Government slogan is “SAN MAURICE, WHERE DREAMS BECOME * Demotivated staff are not engaged in improving service quality
REALITY” « Customs, Police and Immigration Services are all being criticized
* It’s a vicious circle to demotivated staff to poor service quality
e
2-2. Issues and Recommendations 2-2. Issues and Recommendations
« |ssue 1: Overcrowding and Long Queues * Recommendation 1: Collabaration
* Issue 2: Poor Passenger Experience * Recommendation 2: Standardization
* |ssue 3: Security Measures Causing Delays * Recommendation 3: Automation and Digitalization
* Issue 4: Staff Engagement and Motivation * Recommendation 4: Off-airports processes
* Issue 5: Regulatory Confusion (LAGs Restrictions) * Recommendation 5: Optimal facility location

* |ssue 6: Limited Financial Resources * Recommendation 6: Attract external resources



2-2. Issues and Recommendations

* Recommendation 1: Collaboration

* Join international organizations: Participation to respective working groups
and deliberative bodies, e.g., ICAO/ACI/IATA form committee

* Set Up a NFC and Hold regular meetings (at least one time a year): As a
bridge of communication between National agencies and aviation industry

* Consultations required before any changes to processes, border
modernization projects, legislative changes

* Harmonization is the foundation before any changes

» Team building and Consensus building

2-2. Issues and Recommendations

* Recommendation 2: Standardization

* Streamlined Passenger Processing: By providing advance data about
passengers, iAP| and PNR enable border control authorities to prepare for
their arrival. This streamlining of procedures helps minimize wait times,
facilitating quicker and more efficient processing at border control points.

* Facilitates Risk Management: With the data provided by iAP| and PNR,
authorities can identify trends, manage risks, and allocate resources more
effectively.

2-2. Issues and Recommendations

* Recommendation 4: Off-airports processes

* Pre-arrival Screening: With iAP| and PNR data, immigration and customs
authorities can perform pre-arrival screening, enabling them to assess
passenger profiles against security watchlists and identify any individuals who
may require further scrutiny or detainment. This reduces delays during border
checks, as problematic passengers can be flagged in advance.

2-2. Issues and Recommendations

* Recommendation 2: Standardization
= Passenger data, APl and iAPl and PNR
« AP| {Advanced Passenger Information) and PNR (Passenger Name Record) are
crucial for facilitating efficient border control and improving the overall flow
of passengers
« [CAO Doc 9303 Machine Readable Travel Documents(MRTDs)
* |CAO Doc 9944 Guidelines on Passenger Name Record (PNR) Data

2-2. Issues and Recommendations

* Recommendation 3: Automation and Digitalization

* Biometrics recognition: Implementation of new possibilities with
digitalization of passports and travel authorizations

» Advance declaration: Immigration declaration online using Advance
Declaration up to 72 hours before arrive in SMIA

* Automated Border Control (ABC): Place self-service kiosks and e-gates for
automated immigration checks

» Baggage Handling System (BHS): Automation for handling more passengers
and baggage in less time or in less space

* Mobile Applications and Digital Assistance: Create an app that guides
passengers throughout the airport, providing real-time information on facility
locations, gate changes, flight status, and wait times. This will enhance overall
passenger experience.

2-2. Issues and Recommendations

« Recommendation 5: Optimal facility location
* Location of Check-in Counters
* Centralized Check-in Zones
+ Automated Check-in Options
« Baggage Handling and Claim Areas

* Baggage Claim Proximity to Immigration: To ensure a smooth transition, place baggage
claim areas near immigration control.
+ Efficient Baggage Sorting: Close to arrival gates to reduce transfer time for luggage.




2-2. Issues and Recommendations

* Recommendation 5: Optimal facility location
* Wheelchair and Assistance Zones
* Place accessibility features such as wheelchair assistance stations and
elevators in well-situated areas that are easily reachable from all major
areas and gates. These facilities should be clearly marked and available to
passengers who need them.
* Family and Children Areas
« Designate spaces for families with children, such as play areas or family
lounges, near waiting areas or gates. These should be located where
parents can easily supervise their children without causing disruption to
other passenger

2-3. Guidance on Key Performance Indicators
(KPIs)

* KPIs to Monitor
* Passenger Wait Times: Target an average immigration processing time of
under 30 minutes.
* Passenger Satisfaction: Achieve a satisfaction rate of 85% or higher for
customer service.

« Staff Engagement: ncrease staff engagement scores by 20% within one year.

* Facility Utilization: Ensure infrastructure capacity meets projected growth by

2026.

« Security Processing Time: Reduce the average security processing time by
30%.

2-2. Issues and Recommendations

* Recommendation 6: Attract external resources

* SMIA, as a airport with scheduled commercial passenger and cargo service
may apply fees, which are collected from passengers and on cargo waybills by
the airlines on behalf of the airport.

This fees can be used to support airport funded projects, and as a primary
project funding source. Airports must prepare a facility charge application
that tells the airlines what the funds will be used for.

Airlines have the opportunity to comment and object to facility charge
applications. Although airlines only act in a consultation role, successful
implementation of a facility charge program requires communication
between the airport manager and the airlines to convey the benefits of the
proposed projects.

State government may provide funding for aviation as part of their
transportation program.

2-3. Guidance on Key Performance Indicators
(KPIs)

* Monitoring Process

* Regular passenger and employee surveys and feedback forms.

 Continuous monitoring of waiting times using automated tracking systems.
Quantitative approach of queuing time.

* Yearly meetings of the National Facilitation Committee to review progress and
make necessary adjustments.

* Annual audit of security and facilitation procedures to ensure compliance
with international standards.



