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Auckland Airport Significantly
Enhances Service Delivery
HEAT® SERVICE MANAGEMENT IMPROVES INTERNAL
COMMUNICATION AT NEW ZEALAND’S LARGEST AIRPORT
COMPANY

Name: Auckland Airport
Location: Auckland, New Zealand
Industry: Aviation/Tourism
Revenue: NZ $420 milion
Direct Employees: 300
Other Staff Supported: 12,000
IT team: 12
Website: www.aucklandairport.co.nz

SOLUTIONS
HEAT Service Management

BUSINESS BENEFITS
• HEAT is flexible and user friendly. It has been customised to meet the dynamic and
specific needs of Auckland Airport no matter what type of request it receives.
• Due to the configuration capabilities of the HEAT solution, Auckland Airport has
been able to leverage the platform beyond IT to support requests and incidents
logged across a number of business divisions.
• HEAT has enabled Auckland Airport to improve the customer experience by having
access to critical information in near real-time.
• The mobile web application of HEAT can be used to support the company’s remote
workforce to ensure critical operational issues are resolved quickly.
• The implementation of HEAT has improved productivity of the service delivery
sections of the company.

Summary

“HEAT Service Management

is an extremely important
business system that supports
us in maintaining our position
as one of the best airports in
the world.

”

John Crawford
Systems Support Engineer

As New Zealand’s largest airport, with more than 14,000,000 passengers each
year, customer satisfaction is of paramount importance to Auckland Airport. With an
on-the-ground community of approximately 12,000 people, it is the second busiest
international airport in Australasia after Sydney. Servicing more than 22 international
airlines, Auckland Airport is continually developing its capacity and services to ensure
it will sustainably cope with an anticipated 24 million passengers a year by 2025.
Today, Auckland Airport has been voted in the global Skytrax awards as the best
airport in Australia Pacific four years in a row, which can be attributed to a number
of critical success factors, not least of all, the company’s focus on world-class service
delivery.
The airport is a 24x7 operation that services a number of key stakeholder groups
including Auckland Airport’s own employees and contractors, its customers (including
airlines, retailers, commercial tenants and land users and border agencies); as well as
the general public. As such, it is imperative to have the correct systems in place to
support the overall running of Auckland Airport’s operations.
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“Customer satisfaction is key to the type of business we operate.
Service delivery is also critically important as part of this, as
it underpins the processes and procedures we have in place to
guarantee the airport runs efficiently, securely and with minimal
down-time – ensuring our customers have the best experience
possible,” said John Crawford, Systems Support Engineer at
Auckland Airport.
Auckland Airport previously operated an in-house incident and
request tracking system; however following a restructure the
management team made the decision to re-evaluate the delivery
of services. Together with the IT team, the relevant operational
divisions of Auckland Airport made the decision to explore what
options would be available to them in terms of deploying an
industry-leading service management solution.
The company wanted to replace its legacy system and introduce
an ITIL-compliant service management platform that would have
the ability to extend the organisation’s capabilities beyond incident
and request tracking, to include a number of new processes that
would help Auckland Airport more effectively manage information.
In addition, it also wanted to introduce a more robust solution for
auditing purposes, which could offer the visibility required to meet
the needs of a number of external stakeholders.

Service Management takes flight
Auckland Airport deployed FrontRange HEAT Service Management
following a competitive tender process.. The new service
management platform was selected to act as the service delivery
backbone at Auckland Airport, and be responsible for underpinning
processes and procedures focused on achieving increased
customer satisfaction; maintenance of regulatory compliance; and
the facilitation of more seamless handling of day-to-day requests
and incidents.
Although HEAT Service Management primarily is an IT Service
Management solution out-of-the-box, Auckland Airport quickly
realised that its capabilities were much broader. HEAT Service
Management offered a powerful workflow platform that could
significantly improve data communication across a number of key
business divisions.
“HEAT Service Management was selected for a number of reasons.
One of the key drivers was the ability improve the communication
within our organisation. We wanted a proven, ‘future-proof’ solution
that could support our new service delivery KPIs. HEAT Service
Management offered the flexibility to support any configurations
required to address the wide-ranging nature and volume, of
requests or incidents an organisation of our size might need,”
explained Crawford.

Service Management Support Beyond IT Alone
Five business units within Auckland Airport, including the IT
department, utilise HEAT Service Management, which accounts
for a total user base of approximately 300 people. At any one
time there could be up to 50 people accessing the system. These
business divisions include:
• Landside Operations Team: Municipal Infrastructure - Airport,
terminals, car parks security
• Airside Operations Team: Aircraft docking management,
inspections of runways and air bridges
• Engineering Support Services: Maintenance and development
of equipment and facilities
• Airport Emergency Service: Medical and emergency incident
response
• Information Technology & Telecommunications: IT support
services
While the majority of service requests are logged to a central call
centre operated through the HEAT Service Management platform,
the IT department also has its own dedicated help desk that runs
concurrently with this. The call centre receives between 4-5,000
calls per month. Of this number, 50 per cent can be attributed
to the Landside Operations Team; 30 per cent to Engineering
Support Services; 10 per cent to the IT & telecommunications
team and the remaining 10 per cent to other divisions. Given the
call centre operates 24x7, five full-time staff manage it at any one
time, including one dedicated resource for all IT-related issues and
incidents.
As the company’s service delivery mainstay, HEAT Service
Management helps Auckland Airport handle, escalate and resolve
service requests and incidents beyond IT alone to also include the
following:
• Service Requests: Lost & Found service request handling
• Faults: Failure in equipment or facilities (usually resolved by
Engineering Support Services)
• Inspections: Record of regular scheduled inspections (primarily
Airside Operations team)
• Incident Events: Logging of all reported airport incidents
Together with the help of Focus On Business as the initial product
implementation vendor & further enhancements with FrontRange
Premier Elite Partner, Fusion5 in New Zealand, Auckland Airport
has been able to customise HEAT Service Management to support
the wide range of requests and incidents logged from each of its
core stakeholder groups. In addition, given the intuitive nature
of HEAT Service Management, as each request is logged and
categorised, additional information specific to that request is also
dynamically captured.
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Greater Transparency & Improved Information
Workflows
Having deployed HEAT Service Management over two years ago,
Auckland Airport has experienced a broad scope of significant
benefits in a number of key areas, and now considers the solution
to be a pivotal business platform.
“HEAT Service Management is now regarded as a highly critical
system for our business, which has generated a number of
efficiencies that have fundamentally enabled us to improve
customer satisfaction across our entire operations. HEAT Service
Management is not simply an IT tool, it plays a central role in
ensuring the delivery of services,” said Crawford.

Lost and Found Property Handling
With the considerable volume of passengers travelling through
Auckland Airport on a daily basis, it is inevitable that people’s
property will be lost or misplaced. Each item that is found in the
airport is logged with a full description to a specifically customised
component of HEAT Service Management. In addition where
possible, each service request regarding lost property is recorded
together with the owner’s contact details. Once the lost and found
items are matched up and collected by their owner, both the Lost
and Found records are closed.

Cost Recovery Recording
In many cases work carried out by Engineering Support Services
and other teams require on-charging of materials, labour and
other costs to the relevant organisation. An example could be a
fuel spillage incident. The time taken to clean up the absorbent
materials involved in the spillage may be on-charged. The details
recorded can then be used to generate an invoice leveraging the
HEAT Service Management solution.
In addition, HEAT Service Management is also used to support
respective teams in terms of OH&S (Occupations Health & Safety)
practices.
“If an accident should happen on-site, all relevant information can
be accurately captured in real-time. The system then intuitively
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triggers a notification to the airport’s safety representatives. This
type of automated procedure forces people to assess the safety
implications of each incident logged through the HEAT Service
Management solution,” explained Crawford.

Regulatory Compliance Reporting
As New Zealand’s largest airport, Auckland Airport must meet
numerous regulatory requirements on an ongoing basis. It must
regularly disclose information to demonstrate effective and
efficient levels of services, including the on-time performance of
flights. In addition, as part of the company’s Airside Operations,
the Civil Aviation Authority regularly assesses Auckland Airport. To
support these requirements, additional screens have been added
to the interface of the HEAT Service Management solution to allow
dedicated recording of Outages and Interruptions. For example
if an air bridge is not available, this has the potential to result in
interruptions to one or more flights.

Mobile field service
When jobs are allocated to the Engineering Support Services
team, maintenance staff and contractors who typically work
remotely can receive and access service requests through a mobile
web application version of HEAT Service Management available
through an iPad device. Once the work has been completed and
the fault has been resolved, the job can be updated immediately
without the field service technician having to return to the office,
allowing them to make better use of their time and providing faster
customer feedback. Similarly, additional data from the field can
also be logged and recorded against a specific incident or request,
such as a photograph.
“While the HEAT Service Management solution supports our wider
IT organisation, we quickly realised the platform was intuitive
enough to support service delivery requests from a number of
business units within our company, which it does extremely
successfully. HEAT Service Management is an extremely important
business system that supports us in maintaining our position as
one of the best airports in the world,” concluded Crawford.

More Information
FrontRange Asia Pacific Pty Ltd.
Level 13 – 77 Pacific Highway
North Sydney NSW 2060
T: +61 2 8080 3300
W: www.frontrange.com
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