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Departure of Tomorrow 
The research was performed in order to design a roadmap for transforming the departure hall, 
by researching the way KLM could improve the customer departure journey. 

Hall capacity needs to grow to accommodate for an expected increase in passenger numbers: 
for welcoming, waiting, check-in, and baggage processing. Design roadmapping methodology 
is used for performing initial context research, and for mapping user value drivers, new ideas 
for departure, and pathways to a future vision. 												             

G r a s p i n g  t h e  d e s i g n  b r i e f :  
d e c i d i n g  o n  a  s c o p e d  o b -
j e c t i v e ,  s e t t i n g  r e s e a r c h  
q u e s t i o n s ,  a n d  f o r m a l i z -
i n g  a n  i n t e g r a l  a p p r o a c h .  

U n d e r s t a n d i n g  t h e  c o n t e x t :
l e a r n i n g  s t a ke h o l d e r  n e e d s ,   
r e s e a r c h i n g  c u r r e n t  p r o c e s s  

r e q u i r e m e n t s ,  a n d  d i s c o v e r i n g  
p a t t e r n s  i n  m a r ke t  t r e n d s .   

F i n d i n g  v a l u e  o p p o r t u n i t i e s :  
c o n s i d e r i n g  a n  i m p r o v e d  
u s e r  j o u r n e y ,  e s t a b l i s h i n g  
f u t u r e  v a l u e  d r i v e r s ,  a n d  
d e fi n i n g  a  v i s i o n  o u t l o o k .   

C o n s t r u c t i n g  n e w  s t r a t e g i e s :
d e t e r m i n i n g  s t r a t e g i c  p a t h -
w a y s ,  p r o j e c t i n g  v a l u e  o v e r  
t i m e ,  a n d  d e l i v e r i n g  a  p r o -  
c e s s  f o r  v i s i o n  c r e a t i o n .    

D i s c u s s i n g  i n  i d e a t i o n :
m a p p i n g  p r o m i s i n g  m a r ke t  

a d v a n c e m e n t s ,  d e c i d i n g  
o n  c l u s t e r s  o f  i d e a s ,  a n d  

d e v e l o p i n g  i d e a  c o n c e p t s .   
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