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Study 1: Airports
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Objective:
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Research Questions:
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Framework:SPT
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QCA type Purpose Analysis  

Conventional �x Describe a phenomenon 

�x Limited theory or research 

�x No preconceived categories  

�x Names and categories flow 

exclusively from the data 

�x Inductive approach 

Directed �x Validate, support or extend 

theory or conceptual 

framework  

�x Predictions about variables of 

interest; relationships among 

variables 

�x Deductive approach 

Summative �x Identify keywords 

�x Understand or explore 

contextual use of keywords 

�x Search for keywords 

�x Word frequency to understand 

context, not report on frequency 

�x Deductive approach 
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Airport BrisbaneSample sentences PurposeCheck-In Security screening Border control Boarding gate Discretionary zone Discretionary and process zones Security and border control
Year 2017 Completion of six of seven stages of the 

International Terminal self-service check-in 
(SSCI) expansion, delivering a total of 96 SSCI 
kiosks on Rows 2,3,8 and 9 and 16 automatic bag 
drops (ABDs) on Rows 2 and 8.

RQ 1 Self-service check-
in kiosks (tech); 
self-service bag 
drop (tech)

Releasing Version 3.0 and 3.1 of the Brisbane 
Airport App (Android and iOs) including the 
introduction of social sign-in (Facebook and 
Google).

Social media (tech) ; Apps (tech)

Enhanced Wi-Fi coverage to all areas of the 
International Terminal

Enhanced Wi-Fi (tech)

RQ 2 Faster processing Information search, stay connected, 
access Internet

RQ 3 kiosks Wi-fi and internet provider not listed

Social media platforms: Facebook, 
Twitter, Instagram, LinkedIn

Apps: Android, Apple

2010 2011 2012 2013 2014 2015 2016 2017 2018 2019

RQ 1
Trial - mobile SSCI & 
bag-drop (SYD)

SSCI launched (BNE) 80 SSCI & 16 SSBD as 
trial (BNE)

SSCI & SSBD expansion. 
Baggage anti-intrusion 
on SSBD (BNE)

Stage 6 of 7: 96 SSCI & 16 SSBD 
(BNE)

Stage 7 of 7: 96 SSCI & 32 SSBD (BNE)

RQ 2 Faster processing; SYD 
claims < 1 min per check-in, 
reduce queues 

Faster processing; 
improved customer 
experience, reduce 
queues

Faster processing, 
reduce queues 

Faster processing, improved 
customer experience, reduce 
queues, staff cost saving (MEL)

Faster processing, reduce 
queuesimproved customer experience

RQ 3 Kiosks, CUSS, traveller, 
airlines (six identified at 
SYD); SSBD trial at SYD with 
Qantas

Kiosks, CUSS, 
traveller, airlines

Kiosks, CUSS, traveller, 
airlines

Kiosks, CUSS, traveller, airlinesKiosks, CUSS, traveller, airlines, 
Australian Federal Govt (biometric).

Deductive codes Abductive codes

Sample final result. International departures check-in zone: Self-service Check-in (SSCI), Self-service Bag Drops (SSBD), biometric facial recognition technologies

For each, code, the sentences were read manually to figure out 
what the outcomes wereand identify actors (if listed)
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Total (m) Int'l (m) % of total Total (m) Int'l (m) % of total Total (m) Int'l (m) % of total Total (m) Int'l (m) % of total Total (m) Int'l (m) % of total

2015 39.7 13.7 34.5 32.2 8.4 26.1 22.0 5.1 23.2 13.9 4.2 30.2 7.8 0.9 11.5

2016 41.9 14.9 35.6 33.9 9.2 27.1 22.5 5.3 23.6 13.8 4.3 31.2 7.9 0.9 11.4

2017 43.3 15.9 36.7 35.1 9.9 28.2 22.8 5.6 24.6 13.6 4.4 32.4 8 1.0 12.5

2018 44.4 16.7 37.6 36.7 10.9 29.7 23.4 5.9 25.2 13.7 4.4 32.1 8.4 1.0 11.9

2019 44.4 16.8 37.8 37.3 11.2 30.0 23.8 6.2 26.1 14.5 4.4 30.3 8.5 1.1 12.5

2019 vs 2015 11.8% 22.6% 15.8% 33.3% 8.2% 21.6% 4.3% 4.8% 9.0% 17.8%

Source: Developed from the airport annual reports 

SYD MEL BNE PER ADL
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2010 2011 2012 2013 2014 2015 2016 2017 2018 2019

RQ 1: 
Technology & 
evolution

New check-in 
technology (PER)

More SSCI & SSBD (SYD)63 SSCI incl. 26 wireless 
(SYD)

SSCI & SSBD biometric 
trial (SYD)

Biometric SSCI & 
SSBD trial 
continued (SYD)

Trial - mobile SSCI & 
bag-drop (SYD)

SSCI launched (BNE) 80 SSCI & 16 SSBD as 
trial (BNE)

SSCI & SSBD 
expansion. Baggage 
anti-intrusion on 
SSBD (BNE)

Stage 6 of 7: 96 SSCI & 16 
SSBD (BNE)

Stage 7 of 7: 96 
SSCI & 32 SSBD 
(BNE)

Facial recognition 
technology trial (BNE)

SSCI & SSBD wth 
Air NZ (MEL)

SSCI & SSBD (MEL) 46 SSCI, 6 SSBD & 16 
hybrid desks (MEL)

CUSS SSCI & SSBD (ADL)

RQ 2: OutcomesFaster processing Faster processing, 
reduce queues 

Faster processing; SYD 
claims < 1 min per check-
in, reduce queues 

Faster processing; 
improved customer 
experience, reduce 
queues

Faster processing, 
reduce queues 

Faster processing, 
improved customer 
experience, reduce 
queues staff cost saving 
(MEL)

Faster processing, 
reduce 
queuesimproved 
customer 
experience

RQ 3: Actors & 
implied actors

Kiosks, CUSS, 
traveller, airlines

Kiosks, CUSS, 
traveller, airline 
(Air New Zealand)

Kiosks, CUSS, traveller, 
airlines (six identified at 
SYD); SSBD trial at SYD 
with Qantas

Kiosks, CUSS, traveller, 
airlines

Kiosks, CUSS, 
traveller, airlines

Kiosks, CUSS, traveller, 
airlines

Kiosks, CUSS, 
traveller, airlines, 
Australian Federal 
Govt (biometric).

SYD recognised Qantas 
as partner for mobile 
check-in in 2018 
Annual report

Biometric trials 
recognises Qantas (SYD) 
and Australian Federal 
Govt (BNE, SYD)

International departures check-in zone: Self-service Check-in (SSCI), Self-service Bag Drops (SSBD), biometric facial recognition
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2010 2011 2012 2013 2014 2015 - 2016 2017 2018 2019

RQ 1: 
Technology & 
evolution

New body scanners 
(PER)

New passenger 
screening (BNE)

Continued rollout of 
new screening (BNE)

Enhanced tray 
return (PER)

Automated tray 
return (MEL)

C-T Smart Tech body 
scanners with auto 
tray return (MEL)

Trial of 3-D scanner 
and auto tray return 
(SYD)

Body scanners (MEL) Trial of L3 C-T body 
scanner (SYD)

New generation        
X-ray (PER)

Trial of new 3-D X-ray 
scanner (ADL)

RQ 2: 
Outcomes

Faster processing, 
reduce queues, 
improve security 

Faster processing, 
reduce queues, 
improve security 

Faster processing, 
reduce queues, 
improve security 

Faster processing, 
reduce queues, 
improve security 

Faster processing, 
reduce queues, 
improve security 

Faster processing, 
reduce queues, 
improve security, 
better customer 
experience, towards 
seamless customer 
experience 

Faster processing, 
reduce queues, 
improve security, 
better customer 
experience,  towards 
seamless customer 
experience 

RQ 3: Actors & 
implied actors

Hardware & 
software providers, 
security firm, 
Australian federal 
government

Hardware & 
software providers, 
security firm, 
Australian federal 
government

Hardware & 
software providers, 
security firm, 
Australian federal 
government

Hardware & 
software providers, 
security firm, 
Australian federal 
government

Hardware & 
software providers, 
security firm, 
Australian federal 
government

Hardware & 
software providers, 
security firm, 
Australian federal 
government

Hardware & software 
providers, security 
firm, Australian federal 
government

International departures security screening zone: advanced body scanners, hand luggage scanners and automated tray return techologies



�í�î�ï 
 

�7�K�H���I�L�Q�D�O���H�Y�R�O�X�W�L�R�Q���R�I���W�H�F�K�Q�R�O�R�J�\���L�Q���W�K�H���V�H�F�X�U�L�W�\���V�F�U�H�H�Q�L�Q�J���]�R�Q�H���U�H�O�D�W�H�V���W�R���W�K�H���D�X�W�R�P�D�W�L�R�Q��

�R�I�� �W�K�H�� �F�R�O�O�H�F�W�L�R�Q�� �D�Q�G�� �U�H�W�X�U�Q�� �R�I�� �W�U�D�\�V�� �W�K�D�W�� �Z�H�U�H�� �X�V�H�G�� �W�R�� �F�D�U�U�\�� �W�U�D�Y�H�O�O�H�U�V�¶�� �K�D�Q�G�� �O�X�J�J�D�J�H���� �3�H�U�W�K��

�$�L�U�S�R�U�W���U�H�I�H�U�H�Q�F�H�G���W�K�H���L�Q�W�U�R�G�X�F�W�L�R�Q���R�I���H�Q�K�D�Q�F�H�G���W�U�D�\���U�H�W�X�U�Q���L�Q���������������3�(�5�������������������0�H�O�E�R�X�U�Q�H��

�$�L�U�S�R�U�W���V�S�H�F�L�I�L�F�D�O�O�\���U�H�I�H�U�H�Q�F�H�G���W�K�H���L�P�S�O�H�P�H�Q�W�D�W�L�R�Q���R�I���D�X�W�R�P�D�W�H�G���W�U�D�\���U�H�W�X�U�Q���L�Q�������������D�Q�G������������

���0�(�/�����������������������������D�Q�G���6�\�G�Q�H�\���$�L�U�S�R�U�W���U�H�I�H�U�H�Q�F�H�G���W�K�H���W�U�L�D�O���L�P�S�O�H�P�H�Q�W�D�W�L�R�Q���R�I���D�X�W�R�P�D�W�H�G���W�U�D�\��

�U�H�W�X�U�Q���V�\�V�W�H�P���L�Q���������������6�<�'���������������� 

�,�Q���D�G�G�U�H�V�V�L�Q�J���5�4�������W�K�H���W�K�U�H�H���P�D�L�Q���R�X�W�F�R�P�H�V���Z�H�U�H���W�R���D�F�K�L�H�Y�H���I�D�V�W�H�U���S�U�R�F�H�V�V�L�Q�J���W�L�P�H�V���I�R�U��

�W�U�D�Y�H�O�O�H�U�V���Z�K�L�O�H���P�D�L�Q�W�D�L�Q�L�Q�J�� �R�U�� �H�Q�K�D�Q�F�L�Q�J�� �V�H�F�X�U�L�W�\�� �E�\�� �H�Q�V�X�U�L�Q�J�� �S�U�R�K�L�E�L�W�H�G�� �L�W�H�P�V�� �L�Q�F�O�X�G�L�Q�J��

�/�$�*�V���D�U�H���Q�R�W���F�D�U�U�L�H�G���S�D�V�W���W�K�H���V�H�F�X�U�L�W�\���S�R�L�Q�W�����7�K�H���F�R�P�E�L�Q�H�G���H�I�I�H�F�W���L�V���W�R���U�H�G�X�F�H���T�X�H�X�H�V���D�W���V�H�F�X�U�L�W�\��

�D�U�H�D�V���� �7�K�H�� �Q�H�Z�H�U�� �W�H�F�K�Q�R�O�R�J�\�� �W�K�D�W�� �X�W�L�O�L�V�H�V�� �&�7�� �E�R�G�\�� �V�F�D�Q�Q�H�U�V���� ���'�� �[���U�D�\�� �R�I�� �W�U�D�Y�H�O�O�H�U�V�¶���K�D�Q�G��

�O�X�J�J�D�J�H���D�Q�G���D�X�W�R�P�D�W�H�G���W�U�D�\���U�H�W�X�U�Q���L�Q�W�U�R�G�X�F�H�G���E�\���0�H�O�E�R�X�U�Q�H���$�L�U�S�R�U�W�����0�(�/�����������������������������D�Q�G��

�W�U�L�D�O�O�H�G���E�\���$�G�H�O�D�L�G�H���D�Q�G���6�\�G�Q�H�\���D�L�U�S�R�U�W�V�����$�'�/�������������D�����6�<�'�����������������D�O�V�R���P�H�Q�W�L�R�Q�V���W�K�D�W���W�K�H�V�H��

�W�H�F�K�Q�R�O�R�J�L�H�V���Z�L�O�O���D�G�G���W�R���I�X�W�X�U�H���Q�H�D�U���V�H�D�P�O�H�V�V���W�U�D�Y�H�O�O�H�U���H�[�S�H�U�L�H�Q�F�H�����,�Q���L�W�V�������������D�Q�Q�X�D�O���U�H�S�R�U�W����

�6�\�G�Q�H�\���$�L�U�S�R�U�W���U�H�P�D�U�N�H�G���� 

�:�H���F�R�Q�W�L�Q�X�H�G���W�R���Z�R�U�N���Z�L�W�K���W�K�H���$�X�V�W�U�D�O�L�D�Q���*�R�Y�H�U�Q�P�H�Q�W���D�Q�G���E�R�U�G�H�U���D�J�H�Q�F�L�H�V���W�R��

�U�H�V�S�R�Q�G���W�R���H�P�H�U�J�L�Q�J���U�L�V�N�V���L�Q���W�K�H���V�H�F�X�U�L�W�\���H�Q�Y�L�U�R�Q�P�H�Q�W�����:�H���F�R�P�S�O�H�W�H�G���D���W�U�L�D�O��

�R�I���O�H�Y�H�O���W�K�U�H�H���&�7���V�F�D�Q�Q�L�Q�J���I�R�U���F�K�H�F�N�H�G���D�Q�G���F�D�U�U�\���R�Q���E�D�J�J�D�J�H���D�V���Z�H���F�R�Q�W�L�Q�X�H��

�W�R���S�U�R�J�U�H�V�V�L�Y�H�O�\���L�P�S�O�H�P�H�Q�W���Q�H�Z���H�T�X�L�S�P�H�Q�W���W�R���P�H�H�W���J�R�Y�H�U�Q�P�H�Q�W���P�D�Q�G�D�W�H�G��

�V�H�F�X�U�L�W�\���U�H�T�X�L�U�H�P�H�Q�W�V�����7�K�H���W�U�L�D�O���V�X�F�F�H�V�V�I�X�O�O�\���D�F�K�L�H�Y�H�G���L�P�S�U�R�Y�H�G���V�H�F�X�U�L�W�\��

�R�X�W�F�R�P�H�V�����Z�K�L�O�H���D�O�V�R���H�Q�D�E�O�L�Q�J���L�Q�F�U�H�D�V�H�G���W�K�U�R�X�J�K�S�X�W���W�R���G�H�O�L�Y�H�U���D���I�D�V�W�H�U�����P�R�U�H��

�V�H�D�P�O�H�V�V���F�X�V�W�R�P�H�U���H�[�S�H�U�L�H�Q�F�H�������6�<�'�����������������S���������� 

�0�H�O�E�R�X�U�Q�H�� �$�L�U�S�R�U�W�� �Q�R�W�H�G�� �W�K�D�W�� �W�K�H�� �&�7�� �V�F�D�Q�Q�L�Q�J�� �U�H�V�X�O�W�H�G�� �L�Q�� �I�D�V�W�H�U�� �S�U�R�F�H�V�V�L�Q�J�� �Q�R�W�L�Q�J�� �W�K�D�W��

�³�&�7 �V�F�D�Q�Q�L�Q�J���F�R�X�O�G���L�P�S�U�R�Y�H���W�K�H���S�D�V�V�H�Q�J�H�U���H�[�S�H�U�L�H�Q�F�H���>�T�X�H�X�H���U�H�G�X�F�W�L�R�Q�@���E�\���S�U�R�F�H�V�V�L�Q�J���X�S���W�R��



�í�î�ð 
 

���������P�R�U�H���S�H�R�S�O�H���S�H�U���K�R�X�U�´�����0�(�/�����������������S���������������&�X�U�L�R�X�V�O�\�����$�G�H�O�D�L�G�H���D�Q�G���6�\�G�Q�H�\���$�L�U�S�R�U�W�V���G�L�G��

�Q�R�W���P�H�Q�W�L�R�Q���V�H�F�X�U�L�W�\���]�R�Q�H���W�H�F�K�Q�R�O�R�J�L�H�V���X�Q�W�L�O���W�K�H�L�U�������������D�Q�Q�X�D�O���U�H�S�R�U�W�� 

�:�L�W�K���U�H�V�S�H�F�W���W�R���5�4�������W�K�H���G�H�S�D�U�W�X�U�H���V�F�U�H�H�Q�L�Q�J���]�R�Q�H���V�X�J�J�H�V�W�V���W�K�D�W���D�P�R�Q�J���W�K�H���N�H�\���D�F�W�R�U�V��

�D�U�H���W�K�H���F�R�Q�W�U�D�F�W�H�G���V�H�F�X�U�L�W�\�� �I�L�U�P�V���W�K�D�W���P�D�Q�D�J�H���W�K�H���W�U�D�Y�H�O�O�H�U���V�F�U�H�H�Q�L�Q�J���S�U�R�F�H�V�V�H�V���F�R�Q�W�U�D�F�W�H�G���W�R��

�W�K�H�P�� �E�\�� �D�L�U�S�R�U�W�� �P�D�Q�D�J�H�P�H�Q�W���� �7�K�H�� �F�R�Q�W�U�D�F�W�H�G�� �V�H�F�X�U�L�W�\�� �I�L�U�P�V�� �D�Q�G�� �D�L�U�S�R�U�W�� �P�D�Q�D�J�H�P�H�Q�W�� �D�U�H��

�U�H�V�S�R�Q�V�L�E�O�H���I�R�U���I�R�O�O�R�Z�L�Q�J���W�K�H���J�X�L�G�H�O�L�Q�H�V���P�D�Q�G�D�W�H�G���E�\���W�K�H���$�X�V�W�U�D�O�L�D�Q���I�H�G�H�U�D�O���J�R�Y�H�U�Q�P�H�Q�W���D�Q�G��

�W�K�H�� �$�X�V�W�U�D�O�L�D�Q�� �%�R�U�G�H�U�� �)�R�U�F�H�� ���$�%�)�������P�D�N�L�Q�J�� �W�K�H�P�� �N�H�\�� �D�F�W�R�U�V�� �L�Q�� �D�G�G�L�W�L�R�Q�� �W�R�� �W�K�H�� �V�H�F�X�U�L�W�\��

�V�F�U�H�H�Q�L�Q�J���F�R�Q�W�U�D�F�W�R�U�V���D�V�V�H�P�E�O�H�G���E�\���W�K�H���D�L�U�S�R�U�W�������0�H�O�E�R�X�U�Q�H���$�L�U�S�R�U�W���D�O�V�R���H�[�S�O�L�F�L�W�O�\���V�W�D�W�H�V���W�K�D�W��

�W�K�H�U�H���L�V���D���F�R�U�U�H�O�D�W�L�R�Q���E�H�W�Z�H�H�Q���S�U�R�F�H�V�V�L�Q�J���L�Q�F�U�H�D�V�L�Q�J���L�Q�W�H�U�Q�D�W�L�R�Q�D�O���W�U�D�Y�H�O�O�H�U�V���D�Q�G���L�P�S�O�H�P�H�Q�W�L�Q�J��

�I�H�G�H�U�D�O���J�R�Y�H�U�Q�P�H�Q�W���P�D�Q�G�D�W�H�G���V�H�F�X�U�L�W�\���U�H�T�X�L�U�H�P�H�Q�W�V�� 

�7�R���V�X�S�S�R�U�W���W�K�H���U�L�V�H���L�Q���L�Q�W�H�U�Q�D�W�L�R�Q�D�O���S�D�V�V�H�Q�J�H�U���Q�X�P�E�H�U�V���0�H�O�E�R�X�U�Q�H���$�L�U�S�R�U�W���L�V��

�L�Q�Y�H�V�W�L�Q�J���K�H�D�Y�L�O�\���L�Q�W�R���L�P�S�U�R�Y�L�Q�J���H�O�H�P�H�Q�W�V���R�I���7�H�U�P�L�Q�D�O�������>�L�Q�W�H�U�Q�D�W�L�R�Q�D�O���W�H�U�P�L�Q�D�O�@��

�Z�L�W�K���X�S�J�U�D�G�H�V���W�R���F�K�H�F�N���L�Q�����V�H�F�X�U�L�W�\���V�F�U�H�H�Q�L�Q�J���«���6�H�F�X�U�L�W�\���V�F�U�H�H�Q�L�Q�J���L�V���D���F�U�L�W�L�F�D�O��

�S�D�U�W���R�I���W�K�H���W�U�D�Y�H�O�O�H�U���M�R�X�U�Q�H�\�����,�W���U�H�S�U�H�V�H�Q�W�V���D���F�R�Q�V�W�D�Q�W�O�\���H�Y�R�O�Y�L�Q�J���F�K�D�O�O�H�Q�J�H���I�R�U��

�D�L�U�S�R�U�W���R�S�H�U�D�W�R�U�V���W�K�D�W���Q�H�H�G���W�R���D�G�D�S�W���W�R���F�K�D�Q�J�L�Q�J���J�R�Y�H�U�Q�P�H�Q�W�D�O���U�H�T�X�L�U�H�P�H�Q�W�V���D�Q�G��

�H�Y�H�U���L�P�S�U�R�Y�L�Q�J���V�F�U�H�H�Q�L�Q�J���W�H�F�K�Q�R�O�R�J�L�H�V���D�Q�G���S�U�R�F�H�G�X�U�H�V�������0�(�/�����������������S�S������������������ 

�7�K�H���Q�H�[�W���V�H�F�W�L�R�Q���Z�L�O�O���I�R�F�X�V���R�Q���E�R�U�G�H�U���F�R�Q�W�U�R�O���L�Q���W�K�H���W�U�D�Y�H�O�O�H�U���M�R�X�U�Q�H�\���W�K�U�R�X�J�K���W�K�H���S�U�R�F�H�V�V���]�R�Q�H���� 

���������3�U�R�F�H�V�V���]�R�Q�H�����%�R�U�G�H�U���F�R�Q�W�U�R�O���D�Q�G���W�H�F�K�Q�R�O�R�J�L�H�V 

�7�K�H���E�R�U�G�H�U���]�R�Q�H���L�V���Z�K�H�U�H���D���W�U�D�Y�H�O�O�H�U�¶�V���S�D�V�V�S�R�U�W���L�V���X�V�H�G���D�V���D���S�U�L�P�D�U�\���I�R�U�P���R�I���L�G�H�Q�W�L�I�L�F�D�W�L�R�Q���D�Q�G��

�W�K�H�L�U���F�U�R�V�V���E�R�U�G�H�U���P�R�Y�H�P�H�Q�W���L�V���U�H�F�R�U�G�H�G�����,�Q���D�G�G�L�W�L�R�Q�����V�K�R�X�O�G���D���W�U�D�Y�H�O�O�H�U���K�D�Y�H���D�Q�\���R�X�W�V�W�D�Q�G�L�Q�J��

�G�X�H�V���R�U���D���V�W�R�S���G�H�S�D�U�W�X�U�H���R�U�G�H�U�����.�K�D�Q���	���(�I�W�K�\�P�L�R�X�������������������W�K�L�V���]�R�Q�H���V�H�U�Y�H�V���D�V���W�K�H���O�D�V�W���F�K�H�F�N��

�E�H�I�R�U�H�� �O�H�W�W�L�Q�J�� �W�K�H�� �W�U�D�Y�H�O�O�H�U�� �J�H�W�� �W�R�� �D�L�U�V�L�G�H�����D�V�� �L�Q�G�L�F�D�W�H�G�� �L�Q���V�H�F�W�L�R�Q�����������L�Q�� �&�K�D�S�W�H�U�� �������7�D�E�O�H ��������

�V�K�R�Z�V���W�K�D�W���P�D�M�R�U���$�X�V�W�U�D�O�L�D�Q���D�L�U�S�R�U�W�V���E�H�J�D�Q���L�Q�W�U�R�G�X�F�L�Q�J���V�H�O�I���V�H�U�Y�L�F�H���6�P�D�U�W�*�D�W�H���N�L�R�V�N�V���D�Q�G���J�D�W�H�V��

�W�H�F�K�Q�R�O�R�J�\���I�U�R�P�������������R�Q�Z�D�U�G�V���� 



�í�î�ñ 
 

�7�D�E�O�H�������������7�H�F�K�Q�R�O�R�J�L�H�V���D�W���E�R�U�G�H�U���F�R�Q�W�U�R�O 

�6�R�X�U�F�H�����7�H�[�W���G�L�U�H�F�W�O�\���H�[�W�U�D�F�W�H�G���R�U���V�\�Q�W�K�H�V�L�V�H�G���I�U�R�P���D�Q�Q�X�D�O���U�H�S�R�U�W�V�� 

 

�$�O�W�K�R�X�J�K�� �Q�R�W�� �H�[�S�O�L�F�L�W�O�\�� �V�W�D�W�H�G���� �L�W�� �L�V�� �N�Q�R�Z�Q�� �I�U�R�P�� �W�K�H�� �O�L�W�H�U�D�W�X�U�H�� �U�H�Y�L�H�Z�� �W�K�D�W���W�K�H���6�P�D�U�W�*�D�W�H��

�L�Q�W�H�U�I�D�F�H���L�Q���U�H�D�O���W�L�P�H���Z�L�W�K���D�L�U�O�L�Q�H���G�D�W�D�E�D�V�H�V���D�Q�G���R�W�K�H�U���O�R�F�D�O���D�Q�G���L�Q�W�H�U�Q�D�W�L�R�Q�D�O���G�D�W�D�E�D�V�H�V���L�V���P�D�G�H��

�S�R�V�V�L�E�O�H�� �W�K�U�R�X�J�K���W�K�H���,�Q�W�H�U�Q�H�W���R�I���7�K�L�Q�J�V�� ���,�2�7�������G�H�O�� �5�L�R�� �H�W�� �D�O������ ������������ �+�D�O�S�H�U�Q���� ���������E���� �3�H�O�O�� �	��

�%�O�R�Q�G�H�O�����������������7�D�Q���	���0�D�V�R�R�G�������������������V�X�F�K���D�V���E�U�R�D�G�E�D�Q�G���L�Q�W�H�U�Q�H�W���W�H�F�K�Q�R�O�R�J�\�����Z�K�L�F�K���H�Y�H�Q�W�X�D�O�O�\��

�W�R�R�N�� �K�R�O�G�� �L�Q���$�X�V�W�U�D�O�L�D�� �D�U�R�X�Q�G�� ���������� �D�I�W�H�U�� �D�� �V�O�R�Z�� �X�S�W�D�N�H�� ���1�%�1 �&�R���� ���������������7�K�L�V�� �L�Q�G�L�F�D�W�H�V�� �D��

�S�U�R�E�D�E�O�H���U�H�D�V�R�Q���I�R�U���W�K�H���O�D�W�H�U���L�Q�W�U�R�G�X�F�W�L�R�Q���R�I���6�P�D�U�W�*�D�W�H�V���I�R�U���L�Q�W�H�U�Q�D�W�L�R�Q�D�O���W�H�U�P�L�Q�D�O�V���F�R�P�S�D�U�H�G��

�Z�L�W�K���R�W�K�H�U���W�H�F�K�Q�R�O�R�J�L�H�V�� 

2010 - 2014 2015 2016 2017 2018 - 2019

RQ 1: 
Technology & 
evolution

SmartGates (MEL, SYD) SmartGates (ADL, 
BNE). More 
SmartGates (MEL)

Facial recognition 
technology (BNE)

Digital departure care 
(BNE)

Updated 
SmartGate with 
future proofed 
biometrics (MEL)

SmartGate 
biometric facial 
recognition trial 
(SYD)

RQ 2: Outcomes Faster, secure 
processing; reduce 
queues

Faster, secure 
processing; reduce 
queues

Faster, secure 
processing; reduce 
queues

RQ 3: Actors & 
implied actors

Australian federal 
government/  
Australian Border 
Force, Smartgate kiosk, 
gate & software 
provider(s). 
Queensland University 
of Technology for 
digital departure card

Australian federal 
government/  
Australian Border 
Force, Smartgate 
kiosk, gate & 
software 
provider(s)

Australian federal 
government/  
Australian Border 
Force, Smartgate 
kiosk, gate & 
software 
provider(s)

International departures border control zone: SmartGates and updated biometric technologies
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RQ 1: 
Technology 
& 
evolution

New real time 
customer service 
feedback system 
(MEL)

Technology to 
identify 'pulse 
points' (SYD)

FIDS (multiple 
languages) and 
queue wait times 
at security (SYD)

Queue 
management 
system at security 
and passport 
control (SYD)

Enterprise data 
platform (MEL)

Anonymous 
passenger tracking 
in real time (PER)

Dr. Voxx instant 
feedback (BNE)

RQ 2: 
Outcomes

Faster processing, 
reduce queues

Faster processing, 
reduce queues

Faster processing, 
reduce queues

Faster processing, 
reduce queues

Faster processing, 
reduce queues, 
retail 
opportunities

RQ 3: 
Actors & 
implied 
actors

Contracted 
security firm, 
ABF,  check-in 
roving staff, 
software used

Contracted 
security firm, ABF,  
check-in roving 
staff, software 
used

Contracted 
security firm, 
ABF,  check-in 
roving staff, 
software used, 
FIDS screens

Contracted 
security firm, 
ABF,  check-in 
roving staff, 
software used

Contracted 
security firm, ABF,  
check-in roving 
staff, software 
used, retailers

International departures: Technology enabled queue management
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2010 - 2011 2012 2013 2014 2015 2016 2017 2018 2019

RQ 1: 
Technology 
& evolution

Free Wifi (MEL) Real time customer 
feedback (MEL)

Enhanced Wifi 
(SYD)

Enhanced Wifi 
(MEL)

BNE App (Android, 
iPhone, iWatch) (BNE)

Terminal maps on Google, 
Baidu, Apple (SYD)

Ai BOT on socials and 
website (BNE)

iPhone App (BNE) Free Wifi (PER)App with Trip 
Advisor (SYD)

PER App (PER) BNE App V 3.0 (BNE)

App (MEL) E-directory and 
way-finding (SYD)

Enhanced Wifi       (BNE, 
MEL, SYD)

Refreshed website & e-
commerce (BNE, SYD)

Social media 
(MEL)

Social media platforms 
(BNE, SYD)

Enhanced Wifi with analytics 
& data collection (BNE)

Dr. Voxx instant feedback 
(BNE)

Updated website (PER)

BizTweet (MEL, SYD)

RQ 2: 
Outcomes

Free access to the 
Internet, search 
for info, stay 
connected

Feedback for services, 
free access to the 
Internet, search for 
info, stay connected

Free access to 
the Internet, 
search for info, 
stay connected

Free access to the 
Internet, search 
for info, stay 
connected

Feedback for services, free 
access to the Internet, 
search for info, stay 
connected

Feedback for services, free 
access to the Internet, search 
for info, stay connected

Feedback for services, 
free access to the 
Internet, search for 
info, stay connected

RQ 3: Actors 
& implied 
actors

Internet service 
provider

Internet service 
provider, websites, App

Internet service 
provider

Internet service 
provider, e-
directory 
developer

Internet service provider, 
websites, App, feedback 
solutions provider, social 
media platforms

Internet service provider, 
websites, App, feedback 
solutions provider, social 
media platforms

Ai BOT provider, 
website, social media 
platforms

International departures discretionary and process technologies 
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