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A P P E N D I X  E  

Survey Summaries 

E.1 Summary 
In order to effectively plan and design restrooms 

in an airport terminal, it is important to understand 
the perspective of the primary stakeholders—the 
passengers and the airport staff. Within these groups, 
however, are people with special needs or interests. 
Among the traveling public this includes those with 
disabilities, the elderly, infants, various genders, and 
different cultures. The airport’s personnel include 
planners, the trades – carpenters, plumbers, etc., and 
of course the cleaners. Tangentially are the tenants—
concessions staff, airline employees, etc., vendors, 
and product manufacturers, to name a few. All are in 
a perpetual tug-of-war trying to balance the needs 
and expectations of the users with the operational 
structure and budget of the providers. 

 
The research team determined that a sample of 

stakeholders was needed from a high level (37,000 
feet perhaps?) as well as microscopic. The latter were 
assembled in a series of focus groups consisting of 
people with intimate experience related to restrooms 
in airport terminals. These focus groups and the 
findings are described in Appendix E. 

 
A significant resource for this guidebook is the 

lessons airports have learned through their restroom 
projects. To that end, a survey was developed and 
sent to operations managers at airports around the 
country. The 43 questions compiled and distributed 
through Survey Monkey addressed the following: 

 
 Master Planning 
 Customer Service 

 Maintenance 
 Design Considerations 
 
Respondents were also asked if they would be 

willing to share their design guidelines, restroom 
customer service surveys, standard operating 
procedures, and restroom layouts. Approximately 250 
contacts were collected from the research team and 
sent an email with a link to the survey. 

 
The research team also mined their personal and 

professional networks to survey how the typical 
traveler feels about the same issues asked of the 
airport managers on their survey. The comparison 
between the providers and the users would be 
interesting to see. 

 
Recognizing the competition for people’s time 

and attention, a shorter survey than the airport 
managers was created (also in Survey Monkey) with 
just ten questions. Topics included top frustrations 
when visiting airport restrooms, finding the 
restrooms, personal comfort within restrooms, basic 
restroom amenities, desired extra restroom features, 
desired amenities near the restrooms, and then an 
open question requesting additional insights and 
ideas for improvements. 

 
Figure E-1 shows the survey invitation emailed 

to the airport managers. A similar version was 
emailed to the Typical Traveler Survey recipients. 
The following pages show first the survey questions 
then tabulations of the responses for the two surveys. 
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Figure E-1. Sample Survey Invitation. 
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E.2 Findings 

A response timeframe of 2-1/2 weeks was 
provided. 27 responses, 11%, were received from 16 
airports of all hub sizes (some airports had multiple 
managers take the survey). Large hubs were most 
prominently represented. Respondents held were 
predominantly directors and managers from a variety 
of departments including planning, customer service, 
maintenance, facilities, etc. 

 
Master Planning 

Most of the airports do not have a master plan 
for their restrooms. Likewise, few have design 
standards or guidelines for their restrooms. Group III 
– Narrowbody/Large Regional aircraft were the 
majority favorite FAA design group for gates at hubs 
of all sizes. Many of the respondents did not know 
the IATA Level of Service of their airport so the only 
conclusion derived was that Level of Service was not 
a driver of customer service at these airports. The 
large hubs tended to have more distance between 
their restroom locations, possibly because they have 
the space to provide larger restroom sets although the 
average number of fixtures (toilets and urinals) per 
restroom set is on the large side for all hub sizes. 

 
Customer Service 

Not surprising, the responding airports have seen 
an increase in women as well as elderly travelers. 
Otherwise the number of men, children, families, 
people with disabilities, and international travelers 
has remained steady. Comments are most frequently 
collected via surveys, comment cards, and the 
airport’s websites. Most of the airports include 
restrooms in their annual customer service surveys. 
Yet contrary to the often passionate comments about 
airport restrooms from the focus groups and case 
studies, the respondents noted that complaints about 
restrooms are “as expected” and cleanliness “rare.” 
This could be interpreted that the airports know that 
restrooms are a hot button so complaints are 
expected. 

 
Maintenance 

Here again there appears to be a disconnect 
between the comments from the typical travelers 
focus groups and surveys with the responses from the 
airport managers. The majority of the manager 
responses regarding common maintenance issues 
such as cleanliness, odors, noise, adequate waste 

receptacles, etc. were that complaints were rare. A 
possible reason for this is that passengers often don’t 
take the time to register their complaints to the airport 
unless the method is very convenient or the problem 
is significant. 

 
The majority of airports reported that common 

issues such as vandalism, graffiti, non-operating 
plumbing fixtures, and burned out bulbs were rare. 
Few use any form of technology to monitor 
maintenance problems. Most respondents felt their 
restroom layouts worked well. About half of the 
airports had standard operating procedures (SOP) for 
maintenance. Blue Grass Airport provided a copy of 
their SOP for Restroom Maintenance and Care, 
which is included in Appendix G. 

 
Design Considerations 

There was consensus that planning strategies like 
restroom proximity to nodes (gates, concessions, 
etc.), high visibility, intuitive wayfinding, etc. are 
important to the traveler’s experience. Floor finishes, 
toilet partition materials, sink/counter finishes, and 
quality mirrors have a significant impact on travelers 
as do soap dispensers, hand drying (dryers and 
towels), baby changing facilities, etc. Accessibility 
and ventilation were considered important to all 
respondents whereas the convenience of a shelf in the 
toilet stall and at urinals was generally moderately 
important, but definitely important at the sinks. Coat 
hooks at urinals were less important at sinks and 
urinals than in toilet stalls. The latter is not surprising 
considering urinal usage is easily accomplished with 
a coat on. Space for carry-ons in the stalls is 
important in stalls, less so at urinals, but having 
belongs in constant view is nearly universally 
important. Ironically, having a means for travelers to 
register comments was considered only moderately 
important. 

 
Most sustainability efforts such as lowering 

energy use, water consumption, and waste 
management were important. The use of recycled 
materials was less so. 

 
Only a few airports had accommodations for 

traveling mothers. One location had a Mother’s 
Room on both the air and landside. Another only had 
one on the concourse. 
 

Airport Managers Survey 
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E.3 Survey Questions 

The following pages show the questions as seen by the Airport Managers Survey participants. There are 
followed by the survey results. 
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E.4 Survey Responses 

The following pages tabulate the question responses from the Airport Managers Survey participants. The table 
below summarizes the information collected from questions 2) through 4). The names listed submitted in question 1) 
have been kept confidential. However, the titles are used in the subsequent tables for context. 
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E.5 Findings 
The research team received 184 responses during the 
two weeks the survey was open. They came from all 
over the country, and one as far away as Thailand. 
Almost twice as many males as females took the 
survey. One transgender person participated. Ages 
ranged from the 20s to 80s, with a fairly even 
distribution in each of the first ten-year groups. In this 
sampling, the respondents rarely, if ever, traveled with 
children or people with special needs (such as persons 
with disabilities, infants, or the elderly). Only four 
traveled with children and two of the elderly had 
mobility issues. Most people traveled alone. 
 
Over half of those between ages 31 and 60 had some 
level of frequent flyer status. Slightly more of the 
people traveled for business than leisure. For business, 
a third made less than five trips per year. 17% made 
more than 20. Predictably, the majority of leisure and 
family trips were less than five per year. 
 
Frustrations When Visiting Airport Restrooms 
Of the choices listed, the most common frustrations 
were cleanliness, odors, and dispensers for paper 
towels, toilet paper, and soap being empty. Additional 
comments were quite varied and insightful: need for 
more space, need a place for belongings, issues with 
paper products, etc. 
 
Finding the Restrooms 
Wayfinding was an important consideration. The 
majority of the responses indicated that signage was at 
least moderately important. Similarly, the distance of 
the restrooms from gates, concessions, baggage claim, 
etc. and being able to see the restroom from a distance 
was an important aspect of locating restrooms. 
 
Comfort Within Restrooms 
All of the restroom aspects related to passenger comfort 
within the restrooms—maneuvering space, touchless 
environment, privacy, accessibility, and having your 
belongings in sight—were considered at least 
moderately important. 
 
Basic Restroom Amenities 
Expectations included coat hooks, a shelf for 
belongings, and space for carry-ons at the sinks, toilets, 

and urinals as well paper dispensers and trash. These 
were all highly desired, although coat hooks and carry-
on space at the urinals was less important. There was a 
slight preference for foam versus liquid soap. The 
preference for paper towels versus hand dryers was 
fairly split. However, the majority of additional 
comments pertained to hand dryers indicating 
experiences that were indifferent or negative. 
 
Extra Restroom Features 
A variety of “extras” such as a full-length mirror, 
calming music, daylight, outlets, etc. were listed. Some 
responses appeared to reflect the personal needs of the 
individuals as reflected in responses regarding 
biohazard disposals, adult diaper disposals, dressing 
rooms, and adult changing tables, which were all 
otherwise deemed unimportant. The additional 
comments section revealed a design consideration that 
is often overlooked: it’s often difficult to get close to 
the mirrors for grooming, brushing teeth, etc. Related to 
this was the comment that brushing your teeth with 
warm water does not work well. Then there was the 
plea, “Please god, do NOT add any more noise.” 
 
Amenities to Have Near Restrooms 
Related amenities such as Family Rooms, Companion 
Care Rooms, and drinking fountains were generally 
important to have near the restrooms. Conveniences, 
like vending machines and a waiting area were less 
important. Flight information near the restrooms was 
considered a useful amenity. There was some confusion 
about the difference between lactation and nursing 
rooms. Having them near the restrooms was not 
considered important. 
 
Other Insights and Ideas for Improvement Related to 
the Design of Airport Restrooms 
Many thoughts were shared around a few common 
issues. Space was lacking in both the stalls for 
circulation throughout the restrooms. People bump into 
each other with their belongings and have no place to 
put their belongings when using the restroom. Related 
to this is the lack of fixtures, which creates lines, thus 
making circulation even more difficult. A big theme 
was cleaning, or more often, the lack of it, and fixtures 
needing repair. 
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E.6 Survey Responses 
The following pages tabulate the question responses from the Typical Traveler Survey participants. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



   Survey Summaries E-43 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



E-44 Guidebook for Airport Terminal Restroom Planning and Design     

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



   Survey Summaries E-45 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



E-46 Guidebook for Airport Terminal Restroom Planning and Design     

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



   Survey Summaries E-47 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



E-48 Guidebook for Airport Terminal Restroom Planning and Design     

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



   Survey Summaries E-49 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



E-50 Guidebook for Airport Terminal Restroom Planning and Design     

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



   Survey Summaries E-51 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



E-52 Guidebook for Airport Terminal Restroom Planning and Design     

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



   Survey Summaries E-53 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Typical Traveler Survey 



E-54 Guidebook for Airport Terminal Restroom Planning and Design     

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 
 

Typical Traveler Survey 




