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Describe tools that enhance customer service airportwide and build

customer loyalty.
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HEIES TIEANE -
Use customer service techniques to attract new clients, increase
passenger traffic, enhance the reputation of the airport, and motivate

airport staff.
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Apply customer-centric tools to make key business and operational
decisions.
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Analyse customer satisfaction research to define and manage the
airport‘s brand and implement a comprehensive customer service

improvement programme.



* BRI A
1 EHRBWE -~ P50 B IRAE R R TR A -
Best practice approach to managing service quality, airport-wide brand
and service standards.
2 ~ FETFER S S MER R RS T
Raising internal and external customer service awareness.
3~ EFBE ST B E R -
Defining customer satisfaction and selecting the right benchmarks
4 ~ SERAR RS HAR R (5 PO ke i a T -
Setting customer satisfaction goals using reward and recognition
programmes.
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Survey design and methodology and analysing and presenting results.
6 ~ W51~ Sl RORENS B T RS KR -
Approaches to engaging, energizing, and motivating airport employees
and airport partners
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Developing performance management programmes and

communications plan
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Location Incheon Airport Aviation Academy (IAAA)
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