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Emergency Management
A definition

= Emergency management includes:

« A systematic analysis process allowing
the organisation to identify potential

situations that will create disruptions to
operations. X
= A strategic planning process allowing v
an organisation to protect itself against )) LY
expected or unexpected situations that
can interrupt normal operations. -

* A continuous improvement process
ensuring that all emergency and
contingency plans are up to date and
operational,

l symems-mum "

iy BT ER Uiﬁy@'%&% ﬁu@é’*ﬁ& R TR
ORI A S RL U » JEASE] OBl b gy ] ISt PR e
PR PR HE R SRR AR I 0 -

Emergency Management

Human Factors

» Managing the «human factors in
emergency planning is crucial.

* The development of procedures and
systems to manage an emergency
must include communication and

training for all involved personnel.

» Emergency procedures and systems

have tc: - -
« Be simple - -

llwl'_“ﬂ@"w= --
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Emergency Management

Conclusion

- Emergency management. ..

» Will allow the organisation to provide .
continued operations even in the event of an ATy
emergency or during irregular operations. (&b/

* Has to be fully integrated into the overall

functioning of the organisation and transverse w? A .\Q.".

across all internal units and external partners.

+ |s a cyclical process that requires maintenance
and continuous improvement.

+ Should include multiple scenarios across the
airport operations.

» Will guarantee minimum customer service
levels even in the event of an emergency or
during irregular operations.
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40 Taiwanese foods

A successful commercial we can't live without CINN| G
Strategy that brings excellent * Among these, we can taste in Taolyuar:Irr\terr' —
airport food Airport...

Conny Hsu
Clerk, Business Department
Taoyuan International Airport, TAIWAN

_P{Il_unger

*Terminal
e 201331011 APRIL 2013

www.passengerterminal-expo.com

Outline Improvement impetus

« Improvement impetus * Structural transformation from a branch of
bureaucracy state-owned corporation

(= efficiency & increase revenue)
* positive media exposure

* Commercial Strategy
* The transformation of operation model

* Results (= we want positive reports as a kind of free
* Customer feedback in 2012 Advertisment)
* Future goals » Passenger requirements

(= higher customer satisfaction)

A ————

Daily forecast of passenger volume

Daily forecast of passenger volume table (total)

Commercial Strategy (outsourced conditions)

* Large area

* Long term lease

* Reasonable concessions charge
* Regular evaluation

= provide daily forecast of passenger volume to
retailers and F&B provider
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Commercial Strategy (what we want) -

Commercial Strategy (what we want) Known brands (Chain or high visibility)

* Large enterprises 7

* Known brands (Chain or high visibility) %

» Willingness to Invest in airport facitities Mf‘m
required for the relevant operation IS8 smme

+ Compliance with airport policy }nusnnm.

C Efficier'!t_ & e_ffective self-management ’ -
(Clean, Dismfelctlan, Reusable tableware, Treatment of " ﬂ L} & B custHuns
lampblack & kitchen waste ) m"; g\n T A @g‘gg)ﬁ

W W RS

el

~
The transformation of operation model Results
* Small area - Large area * Increase in non-aeronautical revenue
* Short term lease = Long term lease * Easier to manage
* Small enterprises -> Large enterprises * Overall planning & concepture refubishment
* Block planning - Overall planning * Smooth traffic flow & spatial identity

= An Airport famous for its foods
* Customer satisfaction enhancement

EEE——

Results-

i . Results- Easier to manage
Increase in non-aeronautical revenue

+ Less dining provider to offer passengers more

+ Total concession fee and concession from F&B
numerous & diversified choices (2009-2012)

(2010-2012)
Concessions | 2010 2011 2012 NTD Year 2009 | 2010 | 2011 | 2012
F&B 51.91 5546 58.72| million Provider 20 - 13 10 5
Retail store 49.7 52.35| 61.52| million Choices x | 2 37 46
Total 4.74 5.14 5.62| billions

A e ———

Results- Easier to manage Results-
Overall planning & concepture refubishment

* Location & market consideration

(restaurant or store? restaurant type?)
* Spatial Planning & smooth traffic flow
* Strong local identity
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Results-Overall planning

Besuits Overall planning & concepture refubishment

& concepture refubishment
« Spatial Planning & smooth traffic flow = Strong local identity

: e AT

Results-
An Airport famous for its foods

Results-
An Airport famous for its foods

 Special snacks : 15.27% of the total dining
revenue, 28.71% of the total F&B consumers

* Pearl milk tea 182,904 cups/per year
* Beef noodles 2?€,988 bowls/per y
e AN >

+ Tofu pudding 108,504 bowls/per year
« Taiwan fruit 56,978 portions + juice/per year

ear

Results-
Customer satisfaction enhancement

Results-
Customer satisfaction enhancement

o . : * Reasonable price
* Dining environment is clean

= Reasonable price

* Cultural characteristics & local food

« A variety of cuisine to satisfy travelers’ palates
* Serve enthusiastic and considerate service

——

Results-

Results- ; %
Customer satisfaction enhancement

Customer satisfaction enhancement
* Cultural characteristics & local food

amen

* Avariety of cuisine to
satisfy travelers’ palates
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Results- Customer feedback in 2012

Customer satisfaction enhancement . N
* Passenger volume in 2012, business

travelers occupy 33.3% of TTIA's total
passengers; tourists 49.1%;

1. 81.9% of them are happy with our F&B

* Serve enthusiastic and considerate service

facilities.

2. 80.9% are satisfied with the way F&B are
served.

3. 76.5% feel that the choices have value for
money.

—

Customer feedback in 2012 Future goals

* Permission to use gas fire in more airport

* Market promotions actively \iten
itchens

* Instant & spontaneous environment cleansing
* Product & food familiarity of the staff

* Spacious walkways

* Serving speed

= Chairs for kids

—_— e

Future goals Future goals

» Attract local residents to come & dining in our * Take-away for business travelers (33.3%)
food courts * F&B option structure: local foods
complemented by exotic dining

we can taste 20 kinds of food at the airport

Thank you for listening

Welcome to Taiwan




Jenny Chin-ling Pi

Senior Manager
Department of Business planning
and marketing Development
Taoyuan international airport
corporation, Taiwan R.O.C.
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Terminal 1is a 30-

year-old terminal

building

+ From passengers:
too small, too old

+ From the airlines:
capacity limit

+ From the airport
authorities: too
small, no space for
new facilities,
service and
commercial

Need
renovation but
how?

)
A Vv ituemasonal et Ceseraton Lid

New Look and Innovative Service

Y HEER S B AT Jenny Chin-ling Pi

2013.04.10

Airport introduction

| Open: 2000 Open: 1979 (2013 renovation)
- - Capacity: 17 million pax | Capacity: 15 million pax
= Airport Introduction | ok Avia: 210,00017 || Floor Aok 200,000 &
= Project Outline
m  New look
m  Smart parking finder
= Conclusion

Project outline
Capacity expansion without adding new floor area
= adds 13,000 m? in total to the 1% and 3" floor.
. The 'Steel Curtain Roof’ d ir East Asian ch
advanced structural technology.
. Budget:
Main contract : 96 million USD(2.9 billion NT)
12 sub-projects go together with the above. Total cost 40 million
USD(1.225 billion NT).
. Construction work started at 2008.
1.3F Imigration

and also

V. 3F Departure/ CIQS

. 1F Departure ball
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An expanded arrival hall

*

+ Natural light brought into the terminal
interior
+ Return the space to passengers
+ Place for group passengers
# Enhance airline operation
efficiency
"?’;,' 8 |yé)‘: J 9

# A comfortable waiting area

# Natural light and shade
transform the appearance of
the hall area

# The design of the new roof
brings in the light but not the
heat
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Immigration and secyrity hall
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hall

+ A broader corridor in front of the security line
# The grid ceiling gives passengers a visual sense of
penetration

Before

4 The departure passport check peint is located in the
expanded area, under the roof that brings in the natural light

r

+ Redesign the signage to correspond to T1 renovation project

+ Unsatisfactory results as weak points are not overcome

+ TIAC assembled a project team to learn the signage system used
in HKIA

+ Obscure signage at chack-in counters

# Low ceiling with signage tag on the beams

+ The old signage tag. with white characters
on a dark yellow background, is easily

== blurred in the overall environment




+ The new signage is based on the HKIA system, but adjusted according
to conditions of TTIAT1

+ LED lighting

+ Film cutting

+ In total 40% cost down( installation plus electricity bill)

M pEEessss

+ New font

+ Syslemalic review process
+ Designed according to place .
requirements f 1 0
\ Light box and giant wall paper -

+ Master contract
+ Alrside
+ landside

+ Duty free shop

«F&B

+ Local brand

| * Souvenirs

+ Service facilities

Retail shops and service facilities
in the arrival hall and

Car Park No. 4, in total 2,122 slots in
Bl & B2, too big to find one’s car
easily
- + Design targets
i * Give clear information to help users  of
all age find the parked car easily
+ Conciseness of information: less than §

steps
« Full information popped wuwp within
appraximately 20 seconds
+ Operation
« Install CCTVs on the ceiling of parking
slots in Bl & B2. Images of parked cars
are delivered via internet to  regional
computers, which identify license plate
numbers,
* Regional computers regularly send
identification results to the data center.
« Car owner can simply attach the parking
ticket to the sensor of locator machines in
the main entrances to know the location
J1] of the parked car.

+ Food court (Burger King, steak house,
south-east Asia food, Taiwan local
food, bobble tea, fresh juice)
Convenient shop

%
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Smart Parking Finder -

! < =, ¥ In total about 2200 CCTVs for parking slots
> The system scans the license plate number into the ticket (or B The CCTV identifies the license plate number once the car is parked, and writes the -
EasyCard) when the car passes the entrance. o = slot number into the system.

Smart Parking Finder

ar locator, 10 in total,

Attach the ticket or EasyCard to the sensor below to show the location of the car on the scree
Inquiry function parmitted after the car has entered the park for 8 minutes.

Without taking notes, the passenger can check the car location via this locator,

¢ s

+ The sensor detects four types of city
cards and airport car park ticket

mart Parking F

# The computer can process input information to display the exact parking slot of the car,
+ Information processing but for security reasons the screen only shows the area of the car.

+ Location display and how to get there
# Free shuttle service to carry passengers PO —

to the area L LT T |

2100

3

Conclusion ]

1. Taoyuan International Airport serves 28 million
international passengers in 2012. Terminal 1 serve
more than 14 million passenger/year during the
construction period. We continue to upgrade not only

airport facilities but also services. Thank you for
2. Collaborate with all of the stakeholders and .
concessionaires to think for our passengers. your attentlon




