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Briefing: Fraport Digital Factory Project ,,Al Community Manage-
ment”

The Digital Factory is a virtual organizational unit at Fraport that acts as an internal
solution partner with digitalization and technology specialists to support Fraport divi-
sions in Frankfurt and worldwide in solving problems. In a three-month project phase,
the team develops a solution in the form of a Minimum Viable Product (MVP). More
information about our approach can be found on our homepage.

Below you will find the open call for one of our projects.

Problem/goal description and technology focus:

The community management team for Frankfurt Airport’s social media channels faces
the challenge of handling a large volume of user inquiries efficiently, quickly and with
consistently high quality. Many requests are recurring and require significant manual
effort, while complex inquiries demand extensive coordination and research. Limited
resources and significant time pressure often result in inconsistent, insufficiently per-
sonalized communication and a noticeable share of unanswered interactions. Addi-
tionally, language barriers and limited contextual or process knowledge further impact
the consistency and quality of responses.

The project 'Al Community Management' aims to implement an Al-supported solution
for Fraport that automates the categorization and prioritization of incoming comments
and messages, generates context-aware and brand-compliant response suggestions,
and partially automates answers to recurring inquiries. The planned MVP is inteded to
significantly improve response speed without compromising quality, thereby strength-
ening customer engagement and enhancing the perceived service quality of Frankfurt
Airport.

We are looking for an Al-powered software tool for community management on
Fraport AG’s social media channels. The tool should automatically capture,
categorize, and prioritize incoming inquiries and interactions. Based on this, it
should generate high-quality, contextually relevant response suggestions and
enable active monitoring of the channels.

Schedule and milestones:

» If interested, please contact us at digitalfactory@fraport.de with information
about your company and a short outline of yur solution (max. 5 slides) by Fri-
day, June 26, 2026, 8 am CEST.

= Solution provider presentations (pitch) from July 14-16, 2026

= Shortlisting of providers asked for a quote by July 17, 2026, eob.

= Submission of quotes by July 27, 2026, 8 am CEST.

» Contracting and start of cooperation within 2-3 business days after quotes
have been submitted

= End of project and final presentation by solution provider: likely Thursday,
September 30, 2026
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Goals and non-goals:
Goals:

» Significant qualitative and quantitative improvement of community manage-
ment through consistent, prompt, and appropriate responses

» Increased efficiency in community management by automating and prioritizing
inquiries

» Enhanced customer loyalty to Frankfurt Airport

Non-goals:

* No interfaces to Fraport systems will be included in the MVP

= A fully automated solution that completely replaces human input is not in-
tended (in consideration of the labeling requirements according to EU Al Act,
paragraphs 50 and 99).

Acceptance criteria:

Requirements / characteristics / functionalities of the MVP

= Automated monitoring of profiles, posts, and channels to support active
monitoring and community management

» Automatic capture of inquiries and interactions, followed by categorization
and prioritization

= Generation of high-quality response suggestions, subject to final approval
by an agent

= Active community management should be evident through responses to
mentions as well as proactive engagement, with measurable improve-
ments in mentions and reaction metrics

» Role-based access and permission model

= Optional (depending on MVP results): During off-peak hours, the tool oper-
ates fully autonomously without agent approval, with appropriate labeling

List of KPIs the MVP will be validated against

» Average handling time per response does not exceed 5 minutes

» 95% of response suggestions can be used without modification

» Response rates reach at least 30% for comments, 40% for mentions, and
50% for direct messages

* Frequent complainers/trolls are identified and flagged accordingly

= Active monitoring (in the sense of social listening) is enabled

= Daily response time window is extended, as the tool operates autono-
mously during defined time periods (with appropriate labeling)

These acceptance criteria and KPIs must be achieved, or demonstrably achievable,
by September 30, 2026.
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Data protection and information security:

Collection and processing of personal data:
» Processing is limited to data actively provided by users (e.g. profiles, mes-
sages, comments)
» Use is strictly temporary and purpose-bound (e.g. for response genera-
tion), generally without storage

Collection and processing of non-personal data:

» Processing of publicly available, factual information related to the airport
(e.g. opening hours, wayfinding, services, operational processes)

List of standards and norms the solution must comply with:
= GDPR
= |T Security Act
= Artificial Intelligence: Fraport Group Al principles, IT collective agreement (IT-
KBV), EU Al Act
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Evaluation criteria:

Should you be invited to pitch, you will be evaluated according to the following crite-
ria:

1. Customer reference: Customer references in the aviation industry (airports,

airlines) or in similar industries, not older than 3 years (simple scoring)

Effectiveness: Can this technology solve the problem? (triple scoring)

Maturity of the solution: Existing product or new development? (triple scoring)

4. Efficiency: How well can the technology solve the problem (KPI achievement,
MVP scope)? (triple scoring)

5. User Interface: User-friendly, clear interface — the following criteria will be as-
sessed: graphics, design, clarity and intuitive user interface, practicability (tri-
ple scoring)

6. Data collection and storage: Where is the data stored (e.g. on-premise/cloud)?
(simple scoring)

7. Data sharing: Possibility of data sharing (data flows into data lake or similar,
APls etc.?) (simple scoring)

8. Access: Is there a user concept, can different users be assigned different ac-
cess rights etc. (simple scoring)

9. Primary scope of rollout: Use of additional areas, scalability (FRA) (simple
scoring)

10. Other possible applications, e.g. in other airport areas or for different use
cases (simple scoring)

11.Use in the Fraport Group: Use for subsidiaries (simple scoring)

12. GDPR compliance / compliant with German law (simple scoring)

13.Visualization: Were a demo/photos/videos shown? (simple scoring)

14.Presentation style: Convincing presentation and reaction to questions (simple
scoring)

15.Price indication: Was a first indication provided, info about pricing model?
(simple scoring)

16.Speed of implementation: Describe timeline, prove feasibility (simple scoring)

Sl

Please keep the evaluation criteria in mind for your presentation and be responsive to
the demanded content. Should you not be able to address all points in your pitch due
to time restrictions, please make sure to include all information in the presentation you
send us afterwards.

Based on the aforementioned criteria, Fraport will select suitable providers for a
shortlist and ask for a cost proposal.

Should you not be able to offer us the whole solution and wish to work with a partner,
please provide information about the partner and your previous experience. Please
keep in mind that Fraport will commission one contractor only. Your partner needs to
be commissioned as a subcontractor on behalf and for account of you as the contrac-
tor. Should you be shortlisted and asked to submit a cost proposal, Fraport will only
accept a comprehensive offer.
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Further hints and instructions

You will have 30 minutes to pitch your solution idea to us. Please plan for 15-20
minutes of presentation at maximum, so that we have time for questions. You may
present in German or English language, and we would appreciate to receive your
presentation slides afterwards (please send us a version that we are allowed to dis-
tribute internally for information purposes).
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