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Category Sub-category/ task  
AD Airports (ADA) 

Airlines EAS Governance/Comment 
Airport 

Planning 

Operations 
Data & 

Analytics 
Operations 
Planning AOCC 

Terminal 
Operations ADA IT 

1.1 Definition of LoS C C C C A 
 

RI RI Level of Service (LOS) Cards 

1.2 Definition of performance data to 
be collected  

C RC A C C I C C Updated to this Policy 
  

1.3 Queue Time I A C I C R 
  

  
1.4 Open vs Planned  I A C I C R 

   

1.5 Queue Length I A C I C R 
  

  
1.6 Queue Space  I A C I C R 

   

1.7 Processing Time I A C I C R 
  

  

1.8 Show up profile at Terminal I C A I C RC 
 

RC   
1.9 Baggage Acceptance 

Compliance 

    
A 

 
R R AUH Baggage Acceptance Policy 

2.1 Strategic Planning A C C I C  I I  

2.2 Seasonal Planning  C I A C C 
 

RC RC Seasonal Schedule, Assumptions, Business Rules 
Peak Week Resource Allocation 
Seasonal Forecast 
Seasonal Maintenance/Works Windows 

2.3 In Season/ Weekly Planning 
 

I A C C 
 

RC RC Peak Planning 
Weekly Resource Allocation (-7d) 

2.4 On-the-day 
 

I C A RC 
 

RC RC Tactical Resource Changes 

2.5 Post Operational Review C RC A RC RC 
 

C C KPI Review, Root Cause Analysis, Actions 
3.1 CUPPS 

  
C C I A 

 
I Preventive Maintenance Plan aligned with AMC 

3.2 DCS 
  

I I I RC A RC Preventive Maintenance Plan aligned with AMC 
3.3 LDCS 

  
C C I A 

 
RC Preventive Maintenance Plan aligned with AMC 

3.4 SITA APV Check-In module  
  

C C C A 
 

RC Preventive Maintenance Plan aligned with AMC 
3.5 SITA AMS 

 
I RC RC 

 
A 

  
Preventive Maintenance Plan aligned with AMC 

3.6 Public FIDS 
  

RC C RC A 
 

C Preventive Maintenance Plan aligned with AMC 
3.7 Boarding pass printer 

  
C C I A 

 
C Preventive Maintenance Plan aligned with AMC 

3.8 Bag tag printer 
  

C C I A 
 

C Preventive Maintenance Plan aligned with AMC 
3.9 BHS 

  
C C A C 

 
C Preventive Maintenance Plan aligned with AMC 

3.10 Self Service Check-in 
  

C C C A RC C Preventive Maintenance Plan aligned with AMC 
3.11 Biometric devices (facial 

recognition cameras, PAX and 
agent facing screens) 

  
C C C A C I Preventive Maintenance Plan aligned with AMC 

3.12 QMS 
 

RC RC C C A 
  

Preventive Maintenance Plan aligned with AMC 
4.1 Show up profile at Check-In  I C C I C RC A RC Data and Analytics from Airline DCS 

4.2 Check-In Transaction Times  I C C I C RC A RC Data and Analytics from Airline DCS 

4.3 Booked passenger loads 
  

I I I RC A R Please refer to Conditions of Use for all data types 
required to be sent. 
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Category Sub-category/ task  
AD Airports (ADA) 

Airlines EAS Governance/Comment 
Airport 

Planning 

Operations 
Data & 

Analytics 
Operations 
Planning AOCC 

Terminal 
Operations ADA IT 

5.
 

O
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n
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P
ro
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ss

e
s

 &
 P

ro
c

e
d

u
re

s
 

5.1 Management Plan for common 
check-in/products/special 
handling 

  
C C C 

 
A R Email notifying any special handling requirements 

shared via our governance forums or directly to 
operationsplanning@adairports.ae (-72h) and 
aocc@adairports.ae (within -72h) 

5.2 Service Level Agreements 
supporting planned check-in 
allocation 

 
I C I I 

 
A R Check-In Counter Allocation Plan  

SLAs (airline - EAS) 

5.3 Queue Management Plans & 
Layouts 

  
R R A 

   
Queue Management Plan  

5.4 Disruption Management 
  

C C A 
 

RC RC Disruption Management Plan 

6.
 

O
p

er
at

io
n

s 
 

M
a

n
p

o
w

e
r 

6.1 Forward looking oversight to 
ensure compliance with 
performance standards  

   
A 

    
Shift Briefings 
Passenger Forecasting & Flow Monitoring  
Shift Reports 

6.2 Real-time oversight to ensure 
compliance with performance 
standards inc. planned vs actual 
desk open/close 

    
A 

   
Shift Briefings 
Monitoring compliance with plan and resourcing  
Disruption management 
LOS & Shift Reporting 

6.3 Frontline Guest Experience Staff 
to manage early show-up 
passengers  

    
A 

   
Passenger handling pre and post check-in 

6.4 Check-in queue management 
set-up and management of 
queues inc. Queue Combing 

  
I I 

  
A R Queue management  

6.5 Check-In desk Open/Close as 
per plan 

 
I C I I 

 
A R Check-In counter open/close in accordance with plan 

Changes requested and controlled via AOCC  
6.6 Counter Cleanliness & 

Appearance 
    R  A R Maintain standards 

6.7 Repacking Areas 
 

    A  I I Provision of repacking areas for passengers 

6.8 Baggage Trolleys 
 

    A    Provision of trolleys and circulation in line with demand 
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Queue Time 

Time passengers spend in a queue 
before approaching the check-in desks 
without exceeding set standard. 
 

Sensor technology 
measuring individual 
or groups of flights. 

The queue time for 95% of passengers on 
each flight should not exceed:  
 15 minutes (Economy Class). 
 5 minutes (Business Class). 
 3 minutes (First Class). 
No passenger will queue in excess of 30 
mins. 

Open vs. 
Planned Desks 
(Desk 
Resourcing) 

Desks are opened and closed 
according to the demand-driven 
allocation plan.  
Ground handling resources are 
adequate to operate the plan and 
operate additional functions where 
required. 

Combination of 
sensor technology, 
RMS, DCS, BHS and 
FIDS data.  

100% of allocated desks are opened and 
manned according to the plan. 
Desk opening and/or closing will not differ 
from scheduled time by more than 5 mins. 

Queue Length 

The queue for a particular airline or 
flight should always remain within the 
allocated queuing area and should 

operation. 

Combination of 
sensor technology 
and site observations. 

Inside designated common queue space 
assigned to flight. 
 

Queue Space  

The total number of passengers 
dwelling in common circulation spaces 
should remain at or under a safe and 
comfortable standard.  

Combination of 
CCTV, sensor 
technology, and site 
observations. 

Currently unable to view / measure common 
areas in Terminal 2. 

Processing Time 
The average processing time is in line 
with planning parameters. 

Combination of 
sensor technology, 
DCS, BHS data, and 
process audits.  

Processing time should be efficient and at 
minimum in line with 162 seconds per pax 
on average to achieve LOS targets above  

Show-up profile 
at Terminal 

The time passengers arrive at the 
Terminal prior to reaching the check-in 
queues. 

Combination of 
process audits and 
sensor technology 

N/A 
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Phase Comments / Details Frequency Leader 

Strategic  Long-term capacity assurance 
 Development of strategic assumptions 

 Capacity Planning 
beyond current season 

AD Airports - Airport 
Planning  

Seasonal 
Planning 

 Pre-seasonal, high-level 
 Management of strategic assumptions 

 Twice a year before the 
start of Winter / Summer 
season, 

 Ad-hoc in case of 
referrals 

AD Airports - Operations 
Planning  

In-Season/ 
Weekly Planning 

 In-season planning & optimisation 
 Up to 72 hours before operation  
 Prepare, optimise and publish the 

allocation plan based on the most 
recent schedule  

 Weekly AD Airports - Operations 
Planning 

On-the-day  Monitor plan delivery  
 Pro-actively manage deviations  
 Manage disruptions  

 Day-to-day  AD Airports - AOCC 
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Phase Comments / Details Frequency Leader 

Post-Operational 
(Review) 

 Robust review process (planned vs 
actual) 

 Validation of assumptions  
 Identification of improvement areas 

and required business rule changes  

 Weekly on Ops Level 
 Seasonally on Strategic 

Level 
 Ad-hoc for audits 

AD Airports - Operations 
Planning 
(engagement of various 
stakeholders) 
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System/ end device Description 
System Owner 

(Business) 
System Owner (Technical) Product Manager  Key User Supplier 

CUPPS 
Common user platform to enable 
airline DCS system 

AD Airports TO IT OPS Elham Almehri Airlines, EAS SITA 

DCS Airline Departure Control systems  Airlines  Airlines  Airlines Airlines, EAS 
Various/ LDCS  SITA 
Maestro 

SITA AMS 
AODB and RMS system to manage 
AUH 

VP AMC IT OPS Elham Almehri 
Operations Planning, AOCC, EAS, 

ATC, Airside Operations 
 

SITA APV FIDS application  VP AMC  Elham Almehri AOCC  

SITA APV Check-In module  
FIDS module used to manage the 
check-in process AMC/ TO IT OPS Elham Almehri EAS, AOCC SITA 

SITA Media Manager  TBD IT OPS Elham Almehri TBD SITA 
Public FIDS  TBD IT OPS Elham Almehri Passengers, AOCC SITA/ IKUSI 
Staff FIDS  TBD IT OPS Elham Al Mehri Airport stakeholders SITA/ IKUSI 
Boarding pass printer  AD Airports/ TO IT OPS Elham Almehri EAS SITA 
Bag tag printer  AD Airports/ TO IT OPS Elham Almehri EAS SITA 
BHS  Terminal Operations   EAS, BHS Crisplant 
Airport View App  VP AMC IT OPS Anban Stephen All airport stakeholders tNexus  
PAVA  Terminal Operations FM TBD EAS Honeywell 
CCTV views Video surveillance of selected areas Police IT Security  Amer Bakkour AOCC, Police  Atlas 
Telephony (landlines and 
mobiles) 

 Abu Dhabi Airports IT OPS Arif Sifi  
AOCC stakeholders, EAS,  

airlines, ATC Cisco 

Common Use Self Service 
Check-InBag Drop  

 Abu Dhabi Airports IT OPS Anban Stephen Airlines, EAS SITA, Embross 

Biometric devices (facial 
recognition cameras, PAX and 
agent facing screens) 

 TBD IT OPS TBD Passengers, EAS SITA, NEC, TBA 
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