
POSITIONING PAPER

MAIN TITLE 
in sita DIN 
headline

ENHANCING EFFICIENCY & SECURITY 
AT NORTH AMERICAN BORDERS

POSITIONING PAPER

APC 
Phase III 
Kiosks



“IF YOU HAVE A NEGATIVE 
EXPERIENCE ON YOUR ARRIVAL 
AT YOUR DESTINATION, THEN 
YOU ARE LESS LIKELY TO REPEAT 
A TRIP TO THAT DESTINATION. 
THE PASSENGER EXPERIENCE 
ULTIMATELY TRANSLATES TO 
DOLLARS AND CENTS” 
PHIL BROWN
EXECUTIVE DIRECTOR,  
GREATER ORLANDO AVIATION AUTHORITY
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U.S. Airports that welcome international travelers share 
a common challenge when it comes to quickly processing 
passengers through border formalities.  All are looking to 
increase the speed and efficiency of passenger processing to 
improve customer service while helping Customs and Border 
Protection (CBP) maintain robust security. Until recently, the 
only option for most passengers at immigration was to stand 
in line to speak to a CBP officer at a traditional, manned booth.  
CBP does offer Global Entry kiosks for self-service, however 
since they require pre-enrolment very few travelers are able to 
use them. 

In February, Orlando International Airport (MCO) took a giant 
leap towards overcoming those challenges when it became the 
first US Airport to implement Phase III Automated Passport 
Control (APC) Kiosks. Located in the airport’s Federal 
Inspection Service (FIS) area, the self-service kiosks are fully 
compliant with CBP standards and use cutting-edge technology 
to provide passenger friendly self-service for U.S. and Canadian 
citizens as well as citizens from the 38 countries that are part of 
the Visa Waiver Program. 

Success has spread swiftly. Both airport officials and 
CBP representatives have expressed satisfaction with the 
improvements in security and efficiency. 

This paper examines the case in Orlando and provides the 
foundation for examining all the benefits of Phase III APC kiosks 
while looking ahead to where this technology will lead the air 
transport industry. 

RAY BATT
DIRECTOR, GLOBAL BUSINESS DEVELOPMENT FOR 
AUTOMATED BORDER CONTROL, SITA 

INTRODUCTION
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PHASE III APC KIOSKS REPRESENT 
A MOMENTOUS STRIDE FOR THE 
APC PROGRAM.
ELIGIBILITY AND BORDER EFFICIENCIES 
This Phase III kiosk initiative, first deployed with SITA 
technology, increases efficiency and streamlines processes 
at the ports of entry by off-loading work from immigration 
counters to kiosks. 

Airports, airlines and CBP have collaborated to roll out the 
kiosks in phases. Phase I, which began in May 2013, was open 
to U.S. citizens only. In November 2013, Phase II expanded 
eligibility to include Canadian citizens. In February 2014, 
Phase III, the most recent evolution, was unveiled at Orlando 
International and represents a great stride for the APC 
program, since it expands eligibility to visitors from the 38 
countries that are part of the Visa Waiver Program.  

Phase III offers the greatest potential benefits, considering 
that immigration processing of foreign visitors is time 
consuming, because visitors are required to provide both 
fingerprint and face biometrics. Quite simply, airports 
that leverage Phase III APC kiosks, rather than rely on the 
outdated offerings from Phase I or II kiosks, will benefit from 
much higher passenger throughput at immigration. That 
will significantly reduce the wait times for all travelers and 
improve the overall experience.

TECHNOLOGICAL ADVANCEMENTS 
Put simply, SITA’s APC self-service kiosks allow international 
passengers to provide their travel documents, biometric data 
and customs declarations prior to speaking to a CBP officer at 
an immigration counter. Using state-of-the-art technology, the 
kiosks usher passengers through a three-step process that 
includes passport verification, biometric capture and entry of 
the customs declaration. 

To engage the kiosk, passengers place their passports on 
the reader.  The entire upper half of the kiosk automatically 
raises or lowers using eye-finding technology to detect the 
passenger’s height so that the face camera, fingerprint reader 
and other devices are positioned at the most ergonomic level 
to ensure high quality biometric capture.  Lighting surrounding 
the face camera automatically adapts to current airport 
conditions, which may vary depending on the time of day or 
season. It nsures that the face is evenly lit at the time the image 
is captured. 

By adapting to a traveler’s personal needs, SITA’s APC kiosk 
ensures a quick and easy process through immigration while 
providing CBP with high quality biometric and travel 
document data. 

A THOROUGH EXAMINATION OF 
THE APC PHASE III KIOSK  

APC PHASE III KIOSKS  |  © SITA 2014
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PHASE III APC KIOSKS 
SIGNIFICANTLY REDUCE THE 
WAIT TIMES FOR ALL TRAVELERS 
AND IMPROVE THE OVERALL 
EXPERIENCE.
COMPLIANCE AND SECURITY
SITA’s Phase III APC kiosks are fully compliant with APC 
specifications, allowing CBP to do more with less while 
maintaining excellent security standards. CBP can process 
more passengers through immigration without adding highly 
skilled officers or requiring additional space for more lanes.  
The kiosks automatically identify fraudulent travel documents, 
and using biometric technology, authenticates the traveler’s 
identity. This frees more CBP resources to be allocated to 
passengers who might potentially be higher-risk. 

These types of established security measures and efficiencies 
become pertinent as inbound international travelers increase. 
According to the U.S. Travel Association, in 2013 alone, 69.6 
million international tourists visited the U.S. That number is 
expected to grow by 16 percent to 80.7 million by 2016. 

CURRENT RELEVANCE IN THE MARKET 
Why is Phase III so important now? A large number of key U.S. 
airports, particularly those in high tourist destinations that 
attract many international visitors, battle with excessive delays 
and lengthy passenger queues in their immigration areas. 
Phase III is a revolution in automation and opens up eligibility 
to travelers from Visa Waiver countries. Unlike the Global Entry 
Program, it is not an enrolled service. Phase III provides eligible 
individuals the freedom and ability to self-service themselves 
through much of the in-bound immigration process.
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ACCORDING TO GOAA DATA, 
INTERNATIONAL FLIGHTS ARRIVING 
AT MCO DELIVER AN ANNUAL 
ECONOMIC IMPACT OF US $961 
MILLION TO THE GREATER ORLANDO 
COMMUNITY.
THE ROLE OF INTERNATIONAL 
TRAVELERS AT MCO
To grasp the significance of implementing Phase III at the 
Orlando International Airport (MCO), you must first understand 
the enormous ways international travelers financially impact 
the community. Each year, international flights arriving at MCO 
deliver an economic impact of 
US $961 million. 

An innumerable amount of resources are dedicated to providing 
a positive passenger experience, specifically for international 
guests. The truth is that for many of these travelers, MCO’s 
immigration area is the first impression they have of Orlando, 
and possibly even of the United States. 

As Greater Orlando Aviation Authority (GOAA) Executive 
Director Phil Brown notes, Orlando is a discretionary 
destination for the majority of those visitors. “It’s common 
sense,” he said. “If you have a negative experience on your 
arrival at your destination, then you are less likely to repeat a 
trip to that destination. The passenger experience ultimately 
translates to dollars and cents.”

A PORTRAIT OF THE PREVIOUS INFRASTRUCTURE
MCO’s immigration area configuration prior to the APC 
kiosks was similar to other airports around the country. 
Arriving passengers would queue up and were directed to the 
next available CBP agent. The area featured self-service Global 
Entry kiosks, but they were only accessible to 
pre-enrolled travelers. 

Unfortunately, wait times were getting longer and longer due 
to growth in international arrivals and more stringent security 
requirements that have increased the time taken to process 
each passenger. GOAA was not satisfied with the length of time 
it was taking to process travelers through immigration. 

“When people come here, we say that this is the happiest place 
in the world,” continued Brown. “Part of that has to do with how 
easy it is to move through the airport.” 

APC PHASE III KIOSKS  |  © SITA 2014

ORLANDO’S SUCCESSFUL 
PHASE III IMPLEMENTATION 
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THE CHALLENGES THAT TRIGGERED CHANGE 
GOAA’s decision to implement the APC kiosk program at Phase 
III centered on managing volume. In peak times, five flights 
a day from the United Kingdom arrive between 4 p.m. and 6 
p.m. These are ‘wide-body’ aircraft (mainly Boeing 747s) and 
often hold more than 400 passengers, which means that the 
immigration area receives a significant surge of travelers within 
a short timeframe. Queues stacked up, CBP was strained and 
customers began complaining about the lengthy wait times. 
The Authority had no flexibility in altering that surge, so it had 
to find a solution to process more passengers using existing 
facilities and resources.

“We needed to go to Phase III as fast as we could,” explained 
John Newsome, GOAA’s Director of Information Technology. 
Phase III opened the eligibility for automated processing to 
passengers from Visa Waiver countries, specifically those 
entering MCO on the flights from the U.K. 

The solution was to partner with SITA and CBP to become the 
first live site for implementing Phase III. 

SITA WAS THE OBVIOUS CHOICE 
BECAUSE IT WAS THE ONLY 
COMPANY IN THE SPACE READY TO 
IMPLEMENT PHASE III. 

SITA: ORLANDO’S OBVIOUS CHOICE 
Steps Towards Implementation

SITA and GOAA have mutually fostered a positive partnership 
for several years and have worked to streamline other airport 
processes. SITA was the obvious choice because it was the only 
company ready to implement Phase III.  SITA and GOAA decided 
to combine the rollout of Phase II and Phase III and began 
rigorous testing with CBP.

By the end of January 2014, all of the testing was complete, and 
the kiosks were fully operational. 

Early Success 

Just a few months into the process of utilizing Phase III APC 
kiosks, GOAA is consistently observing full international flights 
(around 450 passengers) processed in 30 to 35 minutes, a 
significant decrease in time. Additionally, observations show 
that the average time for an individual to use the kiosk is 
90 seconds, and that the kiosks provide a more than 300% 
improvement on passenger throughput when operating at peak 
capacity. 

From an interface standpoint, MCO is pleased with how quickly 
and graciously passengers have accepted the kiosks. CBP 
officers notice a difference as well. Passengers are smiling as 
they encounter the technology. MCO has found that passengers 
feel like they are getting special treatment and believe they are 
in control of moving themselves through 
the process. 

PASSENGERS FEEL LIKE THEY ARE 
GETTING SPECIAL TREATMENT AND 
BELIEVE THEY ARE IN CONTROL OF 
MOVING THEMSELVES THROUGH 
THE PROCESS.
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SOLUTIONS THAT TRANSLATE TO ANY AIRPORT 
Fundamentally, all airports wrestle with the same pain point. 
They are looking to better expedite and increase throughput. 
Phase III APC kiosks address that pain point as it specifically 
relates to airports with inbound international passengers from 
countries that are part of the Visa Waiver program. 

But these kiosks also provide other efficiency solutions for any 
airport, even if they are not processing passengers through 
immigration.

For example, the kiosks are ADA compliant, automatically 
adjusting to the height of a passenger who might be wheelchair 
bound. For scenarios when image capture is crucial, the 
automatic lighting functionality adapts to the situation. It can be 
more financially beneficial to an airport, because no additional 
lighting infrastructure is needed to support the kiosks.  

These underlying technical features lend themselves to 
assist airports by looking ahead, not only by leveraging 
technology today, but also looking at what the technology 
can do in the future.

BUT THESE KIOSKS ALSO PROVIDE 
OTHER EFFICIENCY SOLUTIONS FOR 
ANY AIRPORT, EVEN IF THEY ARE 
NOT PROCESSING PASSENGERS 
THROUGH IMMIGRATION.

LOOKING AHEAD TO PHASE IV
The next phase in the pipeline, Phase IV, moves into uncharted 
territory because it opens up eligibility of the APC kiosks to any 
traveler of any nationality, including those that need a visa to 
travel to the US. The opportunities here are evident. Citizens 
from Brazil, Russia, India, China (BRIC) and other non-Visa 
Waiver countries provide a huge amount of economic stimulus—
particularly from tourism—to the U.S. The airports and 
surrounding communities would benefit greatly. 

But that opportunity comes with challenges. Notably, it will be 
more difficult to identify individuals, not just from a biographical 
perspective (passport; travel documents), but also in examining 
their biometrics. 

The encouraging news is that SITA’s APC kiosks can already 
handle those challenges. 

For example, verifying passenger identities in Phase IV will 
require capture of a sufficiently high quality face image to do a 
live biometric match against biometric data stored in the travel 
document and in CBP’s systems. SITA’s APC kiosks are future 
proofed by design with the technology to capture a photo studio 
quality face image in an airport setting.

Phase IV will also require a higher level of document 
verification, allowing CBP to verify details on the passport 
against external government databases and a travel document 
template database. 

Phase IV rollout is expected in the summer of 2014. SITA’s 
kiosks are 100 percent Phase IV compliant, ensuring that our 
customers are able to take advantage of Phase IV as soon as 
CBP is ready to implement. 

PHASE IV CHALLENGES CAN 
ALREADY BE HANDLED BY SITA’S 
APC KIOSKS. 
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THE SITA EXPERTISE 

SITA’S INNOVATIVE LEGACY THROUGH 
EACH APC KIOSK PHASE 
SITA has positioned itself at the forefront of the APC kiosk 
program. In May 2013, SITA worked with CBP to implement the 
Phase II kiosks (only eligible to U.S. and Canadian citizens) at 
Miami International Airport (MIA). 

At MIA, SITA was instrumental in the testing and transition 
process to move to Phase II. Simultaneously, the company 
began the process of deploying MCO’s kiosks to Phase III. SITA 
was on hand from start to finish, from fine-tuning the delivery 
of the kiosks to enhancing the user interface, making it more 
appealing and acceptable for travelers. After the testing periods 
at both airports, MIA effectively moved to fully operational in 
Phase II in November of 2013 and, as stated earlier, MCO went 
online with Phase III at the end of 
January 2014. 

When looking specifically at Phase III, SITA links the success of 
the biometric technology development to its Biometrics Center 
of Excellence located in Brussels, Belgium. 

SITA WAS ON HAND FROM START 
TO FINISH, FROM FINE-TUNING 
THE DELIVERY OF THE KIOSKS TO 
ENHANCING THE USER INTERFACE, 
MAKING IT MORE APPEALING AND 
ACCEPTABLE FOR TRAVELERS. 

SITA: FIRST TO MARKET & BEST IN MARKET 
FOR PHASE III
The bottom line is that Phase III is a known choice, and it is 
working now. It has been rigorously tested, and if an airport 
wants to implement Phase III kiosks, SITA is the only company 
currently providing kiosks that are operational at this stage and 
future proof for Phase IV now. It is an ongoing, evolving process. 
But the most important thing is that it continues.

For a confidential discussion about SITA’s APC Kiosk 
technologies, simply contact info.amer@sita.aero.
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For further information, 
please contact sita by 
telephone or e-mail:

Americas
+1 770 850 4500
info.amer@sita.aero

Asia Pacific
+65 6545 3711
info.apac@sita.aero

Europe
+41 22 747 6111
info.euro@sita.aero

Middle East, India & Africa
+961 1 637300
info.meia@sita.aero

SITA AT A GLANCE

The air transport industry is the most dynamic and 
exciting community on earth – and SITA is its heart. 

  Our vision is to be the chosen technology partner of 
the industry, a position we will attain through flawless 
customer service and a unique portfolio of IT and 
communications solutions that covers the industry’s 
every need 24/7.

  We are the innovators of the industry. Our experts 
and developers keep it fuelled with a constant stream 
of ground-breaking products and solutions. We are 
the ones who see the potential in the latest technology 
and put it to work.

  Our customers include airlines, airports, GDSs and 
governments. We work with around 450 air transport 
industry members and 2,800 customers in over 200 
countries and territories.

  We are open, energetic and committed. We work in 
collaboration with our partners and customers to 
ensure we are always delivering the most effective, 
most efficient solutions.

  We own and operate the world’s most extensive 
communications network. It’s the vital asset that 
keeps the global air transport industry connected.

  We are 100% owned by the air transport industry –
a unique status that enables us to understand and 
respond to its needs better than anyone.

  Our annual IT surveys for airlines, airports and 
passenger self-service are industry-renowned 
and the only ones of their kind.

  We sponsor .aero, the top-level internet domain 
reserved exclusively for aviation.

  In 2012, we had consolidated revenues of 
US$1.57 billion. 

For further information, please visit www.sita.aero

Follow us on www.sita.aero/socialhub
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