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Al solutions are being developed across the aviation value chain...

Typical use cases

€
Y'm Chatbots & virtual assistant

Globally, about
b.dbnisestimated

Retail & commercial analysis

S
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tobespentonAl
iImplementationin
aviationsector

Al based monitoring & surveillance

Level of complexity

Digital twin and predictive operations

(Source: Axis intelligence , Fortune insights)



https://axis-intelligence.com/ai-in-aviation-industry-guide-2025/
https://www.fortunebusinessinsights.com/ai-in-aviation-market-113289

Sample forinteraction between datapoints

)
>

Gender Nationality

Reward
Q. points
\@(\\@6 1234

o

A £ Enabling Al solutions require the tool tohave
(W e deep understanding of domain &its business
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\ XYz 100-2Meveg PLF Enabling an Al solution in Aviation requires:
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A
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a. Understanding of various domain & how they integrate
b. Definitions of terminologies and formulas/ calculations involved
c. Understanding of the processes & deriving correlations

(to lessor
systems)

Passenger & loyalty PSS System Flight operations

Aircraft maintenance Incident log
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But SLMs can provide the aviation domain specific
understanding and bridge the gap
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SLM&LLMtoprovide 'general +domainintelligence’

Focus on broad reasoning
General Al/ Large Language Models
» Broad reasoning and knowledge synthesis across domains

» Foundational intelligence layer but lacks aviation-specific
General Al/ LLM contort

Focus on specialization and real-time data

dSLM + RAG + Tools

Combines aviation models with enterprise knowledge, live data,
and operational systems

Grounds responses in authoritative sources

Enables execution-oriented workflows, recommendations and
actionable decision support

Focus on speed, cost and privacy
Aviation Small Language Models

* Fine-tuned on aviation data, terminology, regulations, and
operational processes
* Delivers domain-aware insights to enhance decision support
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Five foundations of anintelligent aviation Al ecosystem (1/2)

India-specific knowledge Resilience Data sovereignty

A, Reduce dependency on o KeDSENSItive
"> exiemal datacenters AL AP

D

Built onindian
aviationrealities

D 4

In addition to aviation specific Al
foundation, DGCA rules, Indian airport
SOPs, AirSewa categories, local
disruption patterns, Indian languages.

D

Less dependence on a single external
model/provider for a nationally important
transport system.

Single source of truth for
Operational, passenger, security and
regulatory data may need controlled
residency and access.

Givenaviation's strategic & technological importance, India can establish its own SLM

as anaviationintelligence asset.
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Five foundations of anintelligent aviation Al ecosystem (2/2)

Public digital infrastructure
@ Create once, enable
nany use cases

D

Cost & latency

Optimized for scale &
operational
responsiveness

D 4

Small models can run closer to the
data, with lower inference cost and
faster response.

A common model / evaluation layer can support
government and ecosystem use cases without
forcing every stakeholder to build from scratch.

Aviation requires specialized intelligence; a domain-specific SLM is essential to capture the industry's
unique operational, regulatory and passenger context.

An Aviation SLM can serve as shared digital infrastructure, enabling airlines, airports, ground handlers
and regulators to build and scale Al solutions on a common foundation.
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AirSewa| Passenger grievances to passenger experience

29.042

Air Sewa grievances in 2025

O

Current Scenario
Grievances resolution platform

-

Passenger files Case routed

-

Officer Stakeholder replies
monitors

Useful & transparent but....

Reactive, case-by-case resolution with
limited systemic learning
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6.339

Flight delay grievances

10,804

Refund - related grievances

With aviation SLM

- 2 -~ a - g ~ |

Auto classify Extract supporting Route to Draft response Flag systemic
complaints evidence stakeholder & escalation issues

Impact

* Reduce resolution time
* Improved SLA compliance

24X1

Passenger Assistance Control Room

2

Passenger Intelligence Layer
Generate aviation-wide insights

Examples
+ Weather disruptions - complaint spikes

+ Emerging service quality issues across
carriers

Regulatory supervision

Policy refinement

Individual intelligence layer

Airports
Ground handling

Document Classification: KPMG Public



Various intelligence layers can be created to create ecosystem

The value compounds when intelligence crosses organizational silos

Passenger experience Regulator

Leverage consistent aviation intelligence
to monitor compliance, assess risk, and

enable data-driven oversight across the

ecosystem

Receive personalized, proactive, and
seamless travel support through
connected flight, airport, and service

Airfine ' Airport

Improve network planning, operational = . A Optimize passenger flows, asset

efficiency and customer experience with , ' : ut/I/zat/_on, capacity planning, and

aviation-specific insights s ' . operational resilience through shared
. situational awareness

Cargo » GHA and ancillary services

Increase shipment visibility, streamline Enhance turnaround performance,

logistics operations, and improve Each stakeholder can retain workforce allocation, and service

forecasting across the cargo value chain - 5 . coordination through real-time data
control of its data while exposing

governed insights/ APls
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The strategic shift| From AlUse Gases to an Aviation |I1tB||IanGB Laver

.- ~.~.

) . Total aviation Sl
/./ management .Digital + physical Al
/ [ _
e _ | . Selective agentic
o o \ Command-centre automation
- ~ . a . :
0 T intelligence . Passenger experience
N . .
7 ’ Shared intelligence O centric resolution
. _ N _ ‘
:'/ ’ APIs Explainable LN Contl_nuous .-
Cross-stakeholder recommendations | e, learning -

\

context E oo ace—acent T
‘.\‘ . Grounded domain . Live operational o r > END STATE

N reasoning ) "
N .. 2
‘N, Common aviation P
"o, ontology P

Customer sevice | T~ TrmrmemmTT I
NEXT

Forecasting
Document search

Chatbots Computer vision
—
The Foundation for an Al-Native Aviation Ecosystem
Earlier signals & C -stakehold o India-specific,
@ SAFER Gl cmeone [ 2~ SMARTER Cio==erocer 8“5 SOVEREIGN  coniroioaas
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KPMG canbe trusted partner for implementing
Industry specific Al solutions
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Thank You
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KPMG Aviation SLM-Alpowered aviation intelligence

S Aviationknowledge Repository

. . Standard Key
Aviation Business terminologies o .
Data(Airports, 9 atapoints USE CASEs VIBE

Airlines etc) & L (el CODING
P language
rocesses
model)

Various business in ifi i Al Powered
Aviation ecosystem Specmc Semantlc Iaver Ready — made Development
have vast range of data external - Apps

One platform.  |Business specific language & practices(e.g Airport, Airline etc
across Airports, (passenger, - Dashboards

Infinite

Airlines, GHA, etc possibilities @ @ vendor) and - Workflows

internal solutions - Copilots
through SLM - Agents

Enterprise Knowledge graph Later, graduated to

C & effect enterprises level
relationship
ENTERPRISE ARCHITECTURE

CYBER SERCURITY & CONTINOUS EVALUTION _ Regular updates

PEOPLE AND CHANGE

MONITORING AND BENEFIT REALIZATION
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select Technology Enablement




Enhancing security and customer experience

digiyatrgp |Business Plan, Gyber and Platform Audit and ongoing support
=] e' Performed cyber security
= - A 3 .

- 1 ==  Weassisted DYFtodevelopa5-vear business | L= assessment UI/UXreview,

Digi Yatrais arevolutionary industry led I3 planalong withafinancial model and performance testing & CERT-IN

. Initiative aimed at providing seamless, organizational structure audit for Digiyatra application
paperless and hassle-free travel experience a) Review of the core & support functions of DYF; a) Ul UX review of the application

i assessment of future requirements and defining its including development of
for every passenger. Gurrently few airports are functions and responsibilities application/user understanding,
part of the Digi Yatraecosystem and as more b) Conduct stakeholder consultation to understand the gathering user feedback, ideation,

1 : roadmap for implementation of Digi Yatra & identifying wireframing and accessibility audit,
alrpurts get ad[le[l mere-w"me aneed t_u specific .aspects of business plan which would need to . Data privacy assessment of the
review the existing functions and makeita be considered _ Digiyatra application and review of

. o c) As-is analysis of P&L statement, estimate of expense related policy
self- sustainable organization. ‘ i elements for plan period; Identifying and estimating _ ,
revenue streams in discussion with the DYF to offset b) CERT-IN audit and cyber maturity

- The scope of work is included 3 broad areas: the costs & Prepare fingnsin! ~odnt assessment of the application
a) Development of business plan
b) Cyber security and architecture review '“’";;"@ | | Evaluating additional opportunities fo mplementing DYF
c) Transition to new application _

- In view of the above, KPMG was engaged to B t hd S‘:'::;Tlm
develop a high level business plan and conduct [ i e tem
cyber security/Ul/UX audits RS fi o Sorcgpm-

- Raitways MBS m’ﬂ‘mﬁ O Long-term




Pioneering the adoption of emerging technology

Bangalore International Airport | Development of Gen Al platform ety OB WOLK G 21 M st

While the focus is on Phase 1, we understand the holistic stakeholder
universe in Airports and specifica

iy Wt BIAL scenario

Heterogenous nature of airport
ecosystemdemands integrated

approach which addresses needs
of allassociated stakenolders to
ensure sustainable development

ey Scope focusses on development and maintenance of the Generative Al platform

= Defining the objectives, Model and Enriched passenger
use cases for implementation experience

To manage the complex structure, stakeholders
can be classified as

= Access the current systems and
architecture Optimized operations

= Choosing the right GenAl
technology and integration

Increased efficiency

= Responsible and secure Al

Empowering people 3liser 100+ datapoints

groups -1 departments  rian

= Support and maintenance

Weneedtounlock fullpotentialof datatodevelop

‘ ‘ KPMG and Bangalore Airport (BLR)is inprocess for forming a strategic

collaborationto develop Industry irstheadless Ger-Alarchtecturetobultien %) ((
use cases specific airport environment. In future aspirationis to take solution f‘ ” o
olobiallytogether. 3 3 .

Sj
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Development of integrated data platformfor DXB

- Dubaiinternational Airport |Integrated dataplatform
o] Dastboarcsforassenger o T T —
- = Identified major gaps in existing
data products and listed potential Check in performance | Flight load | Aircraft on ground | Monthly traffic report
n use cases to address the same
= Prepared integrated databases
. . . . B [ E)— = . — | ® g )—1(ao
capturing information from various ——— T
- sources such as XOVIS, check-in 4 Tomintz — P —— — '
data etc. e madih ek e ‘ Y
= Developed data structures in e e CoANe T . il ANC.
snowflake for products to capture '-‘-r‘-?”\}\\i%“- " e \\\\.\5“ B
information for dashboard 7 Pessngen procesed e Trsoeadion i el T — ”
development ol ( - i - —| 2, \\ M i "W
= Prepared Power Bl dashboards for ) ‘ L | |||||‘||“||| 3 "k \ /
leadership to consume ; : Ll “|||||I il | P i S o T T e S S T T
‘ ‘ KPMG has supported the Dubai International Airport inupgrading their existingg databases and Power Bl dashboards to capture
- more insightful information by merging multiple data sources i .




Pioneering the adoption of business process management

- Bangalore International Airport | Workflow Management System (WMS)

ey Scope focusses on development and maintenance of the WMS platform

-Palm Dashboard Search process, activities Q &) B e
* Process optimization across Enriched employee B
functions like Procurement, experience & e - f

Finance, Treasury, Sales & Billing
etc.

Optimized operations

= Design & development of business - n
workflows on a LC NC Platform - -

Increased efficiency & audit e e e o @0

* Transition led migration, support of logs g wempn e e e @0

current Azure Infrastructure and '

code repository Reduced L1 tickets

= Available and a web app and PWA

S
<
p]
@
8
a
o
<

= Support and maintenance

KPMG is working closely with Bangalore International Airport to revisit over 200 workflows, redesign the same and implement a O; W &0
state of the art, Gen Alempowered work flow management tool. KPMG will develop the workflows and maintain the app for i i f‘ c% »
Tvears after the implementation ©

m KPMG as trusted advisor ‘
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Driving efficiencies and predictability through digital twins

YVRAirport | Digital Twin Partnership

See your operation from all your
sources of data (i.e. IoT & sensors
etc.) aggregated into one unified user
experience accessible by multiple
stakeholders.

Operational
Situational
Awareness

Alerts and

Pivot from Reactive to Notifications

Prescriptive
Operations &
Simulation

Apply Al and Machine
Learning to provide
predictive and prescriptive
operational
recommendations. Multiplayer collaboration
tools that allow operators
to react and respond in
real time in support of
operations.

Multiple scenarios can be
simulated virtually,
enabling more effective
planning.

B Real-time

The Value of Digital Twins for Complex Asset Operators :

Increasingly complex operating environments require anew set of
tools toenanle visibility, encourage data-driven decision-making
and support more robust simulation and planning efforts.

‘ ‘ KPMG and Vancouver International Airport (YVR) have formed a strategic
collaboration tobring the power of digital twins to clients in search of the next
generation of technology to solve complex operational challenges and redefine
industry standards. ‘ .

J

Sources: Media Articles, Heathrow website
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Pioneering the adoption of business process management

Bangalore International Airport | Development of business cases for ICTinitiatives

Studied over 15 different initiatives
being planned by the airport and
helped the airport build cases for
submission to regulator

Benchmarked the initiatives with
global standards and helped the
airport quantify the benefits that
can be expected

Developed a financial model to
estimate the investment to be made
by the airport for the initiatives over
the next 10 years

Rationalized the costs involved with
the help of primary interactions with
industry experts

: Scope focusses on business case development for ICT initiatives & cost henchmarking

Key initiatives involved:

[ AODB replacement | TAM | Digital Twin | Al implementation | Etc. ]

Ve

(4 - F ?
Smart hub

loT based Digital airport asset Total Airport Artificial
asset tracking management & Management Intelligence
Iniﬁg\'ﬂ\res maintenance solution (TAM}
]
@ - = & =
3 L = ]
System Cyber security Refresh of Licenses and Refresh of end Network Data center " AoDB
refresh upgrade servers and software refresh user assets refresh
networks
L * ’x —
@ ’ —J
C ’
=
Innovation & .o Virulal lab
Innovation pioneering Dlgltal_:nE’SG environment
projects proj

KPMG has supported the Bangalore International Airport in the development of business cases and a detailed financial model for
submission AERA as part of it Mult Year Tariff Proposal for the 4™ control period

~
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Empowering airport customer experience through technology

1 Adani operated airports | CRM Tool

= Scope focusses on development of an end-to-end customer relationship management tool

H Passenger Data Insights Channels of Experience
" Developed Integ rated end to end customer Drive real time, personalized, continuous, Deliver a personalized, continuous, Publish Anytime, Anywhere and to Any Device

relationship management tool by implementing COSBENIREE B e e
D365 for customer service, marketing & customer

- . Digital Advertisement Engagement & Online
Ins'ths 360° Single View of Consistent Passenger * Own, Paid and Famed i Conversion * Brand Sits = Info * E-Markeplace
» Web, Mobile, Social + Target & Personalized gateway, Commerce, + Social Channels &
Passenger Journeys o - "
. + Oplimize mix — Search|) engagement Sew}ces o Communities
= Created an omnichannel flow for the customers & . Basic Frofiing . Model Passenger Display & Social < Craes 2l Upsell + Mobile Applications
= = = H » Loyalty Journey to ensure + Store Assistant
agents integrating various channels such as mail, Y one P
* Behavioural experiences
chat, Ca" etc. preferences + Create Segments Campaigns Customer Service Physical
+ Activities + Activate Segments « Targeted, Multi- + Gomplaints, » BLE Enabled Retail, + Augmented Reality
i i . i . E i Channel, Multi Device Information Requests, F&B Shopping
= The tool acts as a single point of truth for all " Frometiona! [ Reaktime Decsion < Loyalty campaiane Queries + Lounges + Call Center
ocia redictive Modelling + Location Aware. real + Omni Channel - - Digital Ad Displays
time ! Contact Cenfre, « Digital Walls

Email, Chat, Social.

sources

+ Retail Purchases + CRM

- business intelligence taking inputs from across

. . agags . . Data Management through Scalable Platform .
L] T " n " . 5 « 37 Party Data Provider « Transaction Data
Scalable SOIUtlon WIth capabllltles for Integ ratlng Bi-directional Integration with various data sources, transactional . Sc;cialrzed»a + Operational Data
Wlth Other platforms and fulfilment systems, partner systems, Web & Social « Complaints and queries + Other Customer Data
. . . o Other Other Data iy
Via Website App Marketing 2 =
o servces _J@ _saoos 2
ol . Dighized Coninei Cenéer using i385 Cusicmes Senvee. - Digital Ads Incentivize partners | | Pariner with + Drive App Downloads + Loyally Program- | | + CRW Data g
+ Gustomer 30 using Custemar . . to collectand share Telecom provider to ) . tie- th .
‘5 + Reahime ano Qultound Marketng o3 gwgnmq up for cusinmer data share wifiuser data | | © PackApp with features to p':;'rfe‘r’;' for Transactional <
- - Sman Routrg of Senice Requests. c pecial Services drive repeat use . | Data O o
3] Catoqorizaion ofKnowiedge Arides S S suingonire + Food & Beverage | | + Basic Access earing/  Operational . =0 TYPE OF WORK ITEM AGENT
@ | P = ! oullets + Tiered access - s;;tcm':s" — redemption paraiional Data € c CONVERSATION ROUTING RULES ASSIGNMENT
= | B 55 - Buyonline+ + Retail ~Duty Frae fevels (dhrstion, o roues ||+ crouna + Other Partner € o CHANNELS RULES
pickup at Airport ¥ Data -
g 0 + others speed) based on PAX services T;ﬂ:wfta\mﬂ Frae‘:u;n“"‘él":er - (o) B
* Escort Serv (Public +
= g- . ;C: F‘E ness + Lounges Info shared + Commerce— Retail, Spl Aggregatar) Parly Data o g
< | o arkn Fly Services, Taxi (Non- \ BaknFl C X
- » Leadsrshp aignment < « Tourism aggregator), F & B - (pre- arkn Fly 5’ w
O |- R e e S : Packages order meals) * LostBaggage S
D) | crire repusater Repors 8 + Info page for + Other VAS suchas claimes and R}
Menagomeni Toam © International PAX gatefinder, baggage tracking

O |, Serior Honagement oo >
= - o Iocator, parking, Curiency < AGENT AGENT QUICK REPLY

Q @ il X w CONFIGURATION PRODUCTIVITY TEMPLATES

= TOOLS
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Resolving customer issues with technology tools

Mumbai International Airport | Lost and found reporting

-

ke sol

3 o

@ IVR
@ ‘Website

h.

As-is assessment

Channsis

Fogal
QL ®\
p.

Agent Captures Info

Info and creates om
. s @
in CRM
= o necuti
below recordsin CAM — o P
EH@, = Mo [ initiate
. Found Screen -
|T| Repart. item? Indover by adgruant

e

a..

Integrated Channels

-]

Reparta

\
g —

I,

reates

Scope focusses on development of lost & found reporting tool

Digitized Lost & Found enhanced experience across channels

Accessible using laptop, desktop and mobile devices

LOST & FOUND REPORTING CLAIM MANAGEMENT

= Notification on matching items
= Claim details

= Lost Reporting

= Found Reporting

= Guest Details

= ltem Details

= PNR Information

= Airport Information

= 1Single Report for details of Lost/Found ltems

ITEM MATCHING INVENTORY AND EXPIRY MODULE

Lost & Found

« Inventory log details
- Warehouse location and structure

- Airport details

- Item status and status history

+ Define expiry criteria

- Handover of expired items to relevant teams
« Update Inventory log for expiry items

- Agent to map matching items

= Enables the guest to initiate a claim
= Manual verification of document

= Final disbursement of item

Integrated System

D365 Customer Service

Business Process Workflows Role Based Access Notifications Automation
To be design
L] [2]
& Found item Hand item to
atairport =i terminal
facility

iz

Developed a lost and found reporting platform
leveraging the D365 tool

Identified key personas and developed process
flows for lost item storage and retrieval

Integrated the D365 platform with multiple
channels for interaction with customers &
employees for reporting purposes

Implemented Al builder to enable automated
categorization of lost and found items

Developed detailed dashboards and reports for
tracking of lost and found items

Provided hands on training to the employees on
how to use the application

Understanding customer personas

M Customars (B2C) Lol




Thank You
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