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Behind the Scenes
Shevrin says preliminary work BOS personnel did made the tight 
installation timetable achievable. Their process of detailed research, 
planning, installation and another follow-up round of research 
also made the overall signage program highly effective, he relates. 
According to Shevrin, top-tier airports are now making signage a 
holistic program within their facilities. 

Moguilner agrees that the research was a particularly important 
piece of the project. “The truth of the matter is that the �rst time, 
we developed the content blind,” she acknowledges. “We put 
out what we thought was needed, and while 80 percent was on 
track, there were other things we didn’t think would be such a big 
deal and were.”

Last summer, however, BOS hired Cercone Brown Co. to 
conduct �ve-question interviews with a variety of passengers — 
moms, students, businesspeople, etc. — while they waited for 
their bags. The results were eye-opening, Moguilner recalls: “It 
took them three to four minutes to �nd where they were on the 
map, another three to four minutes to �nd what they wanted, and 
another one to two minutes to �nd how to get there.”

The research also revealed that BOS passengers prefer to see 
information about local current events in the baggage claim area, 
rather than historical Boston photos or news feeds. A second 
survey will be conducted later this year.  

Reviewing the videotaped interviews “takes time, but it’s worth 
it,” says Moguilner. “Like any business, it’s getting in touch with 
your customers.” 

Like Shevrin, Arora also highlights the importance of the 
airport’s research and pre-installation planning: “They (BOS) 
respect the process but also understand that you have to go 
through the process. If you want to only sell advertising, then the 
‘hang and bang’ approach is your priority. If you want to increase 
the level of service, however, you have to go through some 
measurement of what you want to accomplish.”

When it comes to airport way�nding and signage, one size 
never �ts all, adds Arora.

Dynamic Data
With 27 new digital displays and three interactive boarding pass 
scanners operating in Terminal C, BOS’ seven-gate expansion 
of Terminal B is currently underway. It includes the installation of 
88 new digital displays and four interactive video walls. Terminal 
E will follow, with another 40 displays, a complete replacement 
of the existing �ight information display banks, and a boarding 
pass scanner in an interactive video wall that is designed 
to accommodate arriving international passengers making 
connections to national �ights.
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The synchronization of various individual data feeds provided 
by the new system is a big bonus for BOS, notes Hamilton. 
Concessions and gate information is layered, so if a gate change 
is made on the website, the same change is immediately updated 
to the digital signage. “It is all data driven, which is really unique 
— almost as much as the boarding pass aspect,” she explains. 
Although the technology has been previously used for mobile and 
web applications, this is its first use in digital signage, Hamilton adds.  

Four Winds Interactive, the software provider, highlights the 
revenue implications. “While providing an enjoyable passenger 
experience is important for all airport executives, we know driving 
the bottom line is essential,” says Hill. “BOS made it easier for 
passengers to locate amenities with step-by-step directions, 
which in turn, increased foot traffic to terminal locations.”

Adding the new signage allows BOS to promote concessions 
information in a powerful format that captures passengers’ 
attention and increases the likelihood of purchases, he explains. 

According to Moguilner, executives at the airport’s two main 
concessionaires are very excited about the new technology and 
foresee enormous potential with its application. After installation, 
they were eager to learn about how their companies can 

work with Massport to incorporate restaurant specials, menus 
and information about store sales integrated into the content 
passengers see on the way to their gates.

Arora predicts that the new data-driven system at BOS could 
eventually expand even further to include passenger loyalty 
programs and concierge services — elements that will boost 
passenger loyalty and provide a new non-aeronautical revenue 
stream for the airport. There is money to be made, he notes, even 
if only 10% of the airport’s 30 million passengers opt to pay for a 
yearly subscription to receive exclusive information about the best 
parking spots, discounts at high-end retailers, etc. 

Customer service is the hook, adds Arora, echoing Massport’s 
guiding philosophy. Given the technology’s immediate benefits 
and future potential, Arora is not surprised by the attention BOS’ 
boarding pass scanners is garnering. The company is already 
working with a major U.S. International airport on a similar system, 
and numerous others are expressing interest as well. 
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