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ASQ Training — 10 September 2018

Morning session

Welcome & general overview of ASQ Programme 1%15;
AR B s E R E

Fieldwork preparation (sample plan methodology &
tools) FHE&ETIFLER (MfGETETANTER)
Fieldwork management (data collection rules and
guidelines) FH& TIEAEM (R BN A BHEEF
A

ASQ Deliverables ASQ [ SR-45A
® Quality Control Process /B & 22712
® Reports and Portal  #5EALENE

Afternoon session

Workshop: Interactive Team Exercise /NH%E




Debrief of workshop /|N4H %% 88 Bk [o| g

ASQ Training — 11 September 2018

Morning session

Recent ASQ developments
ATHA ASQ B B rn B S 1 48

ACl Employee Survey for Customer Experience

ACH T LIS & TR A% [ G &

Afternoon session

ASQ Arrivals ASQ TSR 75 anE AR i = S i &

Presentations from ASQ member airports
ASQ 1 EVigi) =

Presentation by Kantar TNS

(&2 7> Z- RS 1= B e s i 2

The very start and the very end of the customer
satisfaction journey, airport parking - a presentation by
Chauntry Ltd.

ACI Customer Excellence

Summit Day 1 - 12 September 2018

Morning session

Welcome to Mi'kma'ki EE#R& P = il& e 5=,

Welcome remarks by host & ACl World &30

« Joyce Carter, President & CEO, Halifax International
Airport Authority

« Angela Gittens, Director General, ACI World

Opening keynote - Shashank Nigam, Founder and CEO,
SimpliFlying Br#SgE
“What is the true business case to invest in airport

customer experience?”

BT RE = A S A SO E (H

Return on experience — why delivering the best is a must
— D[ L R 2 A

The session will allow the audience to learn about specific
drivers as rated by airport passengers, and the return on

experience airports gain by keeping their customers

happy.




Dimitri Coll, Associate Director, ASQ, ACI World

Collaboration for the customer

k%5 KHs R — S M FE R AR ARV A S 1

The session will focus on how stakeholders can work
together to deliver the ultimate customer experience.
Moderator: Kevin Burke, President & CEO, ACI North
America

Speakers:

« Victor Aguado, Permanent Representative of Spain
on the Council of ICAO

o Kjeld Binger, Chief Executive Officer, Airport
International Group

« Nick Careen, Senior Vice President APCS (Airports,
Passenger, Cargo and Security), IATA

« Antoine Rostworowski, Deputy Director General,

Programmes and Services — AClI World

Afternoon session

Insights from the best - ASQ award winning airports CEO
panel (&GRS ERFELIESEELS CEO LS

Hear from ACI ASQ Award winning airports on how
customer experience excellence is achieved, maintained
and lessons learned along this journey of success.
Moderator: Angela Saclamacis, former Disney Parks Cast
Member, Marketing and Public Relations Manager of
Chocolats Favoris

Speakers:

« Howard Eng, President & CEO, Greater Toronto
Airports Authority
« Rajeev Jain, CEO, Mumbai Chhatrapati Shivaji

10




International Airport
« Bongani Maseko, CEO, Airports Company South
Africa & Chair, AClI World

Human to human #5585 7X B R E

Ever wonder what symmetry of attention means to
airports? If employees are engaged, the employees will
keep your customers engaged. In this session, you will get
more insight about the power of human touch and how it
remains an important driver that needs to be considered
for customer satisfaction.

Moderator: Michael Rossell, Deputy Director General,
External Affairs, ACl World

Speakers:

« Manuel Aubone, CXO, Aeropuertos Argentina 2000

« Joyce Carter, President & CEO, Halifax International
Airport Authority

o Marc-Andre Hotte, Managing Director of Airports
Customer Experience, Air Canada

o Albert Lim, Senior Vice President (Passenger
Experience) of Airport Operations Management

Division, Changi Airport Group (CAG)

Keep calm and carry on

3 SUNER ) BRI G R e T S W
Join us for this session and gain insights into how some of
the busiest airports in the world maintain customer
satisfaction through times of disruption such as major
events, construction and emergencies.

Moderator: Joanne Paternoster, CEO, Butterfly

11




Consulting

Speakers:

« Eugenia Boinamo, ACSA Group Manager, Client and
Passenger Services, Airports Company South Africa

« Ugo de Carolis, CEO, Aeroporti di Roma S.p.A

o Lysa C. Scully, General Manager, LaGuardia Airport,
The Port Authority of NY & NJ

Event wrap up forday 1 A< H484%
Antoine Rostworowski, Deputy Director General,

Programmes and Services, ACl World

ASQ Awards ceremony and gala dinner - Halifax
Convention Centre, Ballroom
ASQ TEAEILE

ACI Customer Excellence

Summit Day 2 — 13 September 2018

Morning session

Keynote opening — Brian Shapiro, President, Shapiro
Communications

BT eSS R R

Open Airport: A ground's-eye view

This presentation will provide the audience with an
intimate portrait of the airport experience, how that
experience is shaped, and how we can modify our
communication practices to help create even better

experiences for all.

Seen one customer, seen one customer

W R R BRI L

Participants will be able to learn more about the

12




landscape of passenger types and preferences, and if
culture makes a difference.

Moderator: Shashank Nigam, CEO and Founder,
SimpliFlying

Speakers:

o Daniel Burkard, Senior VP External Relations &
Business Development, Moscow Domodedovo
Airport

o Tim Croyle, Interim Executive Vice President, WestJet

« Alberto Smith, Director Operations Landside, Punta

Cana International Airport

Smart investment — big impact  DL/NEK

Learn about ways to maximize successful customer
experience initiatives within limited budgets.

Moderator: Daniel Robert Gooch, President, Canadian
Airports Council

Speakers:

« Paul Bradbury, Airport Director, Portland
International Jetport

o Gaétan Gagné, President and CEO, Aeroport de
Quebec Inc.

« Vernice Walkine, President & CEO, Nassau Airport

Development Company

Afternoon session

Measuring and monitoring in more ways than one
S & B B AR S i T =

Wondering how airports monitor customer experience
and action results from the use of multiple tools? A look
at how different tools can be used in parallel to broaden

the understanding of customer experience and

13




addressing customer needs will be presented in this
session.

Moderator: Antoine Rostworowski, Deputy Director
General, Programmes and Services, ACl World

Speaker:

« Anna Maria Francinelli, Benchmarking for Services
Quality, Customer Care Department, SEA Milan
Airports

e Charles A Gratton, Vice President, Commercial
Services and Real Estate Development, Aéroports de
Montréal

o Christopher A. Poinsatte, Executive Vice President
and CFO, DFW International Airport

One size does not fit all 5 &MY e REE AR S exe s
This session will present case studies looking at how
airports ensure the best experience for all passengers
with reduced mobility and hidden disabilities.
Moderator: Laurel Van Horn, Director of Programs, Open
Doors Organization

Speakers:

« Cynthia Carroll, Executive Director, Autism Nova
Scotia

o« Candace McGraw, CEO, Cincinnati/Northern
Kentucky International Airport

« Michael Rossell, Deputy Director General, External
Affairs, ACl World

Passenger experience technology - the seamless
experience fEAEHYRE AEERTHL
What does the future hold for creating the ultimate

14




seamless experience for passengers? This session will
provide insight into how technology is shaping the
customer journey and the impact on specific touchpoints.
Moderator: Peter Gargiulo, IAP, President, 4QD Strategy
Consulting LLC

Speakers:

o Tom Ruth, President and CEO, Edmonton Airport
« Graham Wilkes, Business Change Manager,

Heathrow Airport

Closing keynote by ACI World

- ERLCE
— ~ Recent ASQ developments #BRF M E T EHVRITRE

1. EFEHSG e ACI FrHEEIRY ASQ B IRFmE iERTE > /BT ESR
SIS S 5 T s RIS - EHEH =0k iala
s A ETE Bl ASQ Departures R LIRS E A ~ ASQ Arrivals
NBRE R N - 15 ETnE 8 TR0 E R A -

2. ATHASERIRAHEH o — &S » /& ASQ Commercial survey {15
fkE R (B EEER) I mEEHE -

3. EEHATA L - £ER2HL ACI ASQ G R Z = S S B S A
375 B ~ fiS 90 B > HAGES A 47 F -

4. ACI FERETR T T IR ENRIEHY G —F2Aa SRSz - ACIASQ IR
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7. BREEZA > ACH ASQ H#E A5 Ik B TR #5558 [ JRLEE & (ECE:
Employee survey for Customer Experience ) - RIE% = TH 3 22 F i
TGt

(1)  Desire: EE#E 8 T2 &a0AMSRIRE T » DURET]
TR R RS R

(2)  Ability: ZEFESE SR ESFE R ETEIREEE

(3)  Determination: ¥ /> BRI K [F] 25 2 ] L 1 B (R YA

D o

0
O
DU

BEH : ACIASQ FTEBIy 2 EKISIRE s s st 2 - B
LT

ﬂl)

ERETTAETE R - DIMECR SIS EEaH & T OERF > (IR ACI AT
MUERTHAEIFFRME - LR EFSENERE T R =R =&k
(1) Level1: $IAFTEMGETIIGHHIE A EOHGRE
HyHhERET S ~ REE - ADETE8H D R EEHES
" (EmARE) -
(2)  Level2: BEEREAUIGHEITE “IEEAVRHIE  fadis Eotk
SSRGS Ry BrA EAE R (Gt ERVBEE)
SUOAREENFGE - HeE M EEDF

9. Level3: Ftiplkise DRI T5E =IE i Bl & > ACIASQ &RE
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0. &g EREGEOERN ASQ stENMBEERAESE R + 54
(2018)6/11~7/2 7 [ » [A=EK &5 848 (ISR TS
G 135 53 - 45BN S2%AV LB E » FIFEHHAEIE A -
FPSEE - R - U - SRR TR A o ARG
A ELR— LSRR BB A THERER PR - R
B R~ FIERSE 5 R R AINE EFEEE T G Y s T B

11. ACH HEHHT ASQ iR » Heds FRE R s LA R R
AelpiV s EENTT S IR R RS U RS
G BRI RS EE R EEAL - sZ R 15
et fEAR U bR R F TR A - SHERR = iR ISR -

12. 2018-2019 #EF Y FHHEK

(1) 2018 FH&E TAFAVHISREEEE T -

(2) 2018-2019 ASQ Commercial survey [&35 ik % i ¢ () Z B
ER)IRFREERE -

(3) 2018-2019 HBGRE ARG TE (FtEGIvice Isin
BIFSEERE AR -

(4) 2018-2019 #FEE(EE BB L
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(5) 2019 HAFFF=E T PHRUEST ASQ Rk A F
12. ACI ASQ 4 FEFE ACI 4HER N REY T T KEEEEE (ASQ

SUBCOMMITTEE ) - ZHARZEREERAAZIT @ HH ACI B{TE S g

( Executive Committee ) f# A [EIEERkRIEBEEIL T #F 2 [E AR
HEE (Standing committee) » H > —F WFSSC ( World
Facilitation and Services Standing Committee £ Bk IG IR E B HE
 HEE) 0 ACHASAEERIL T ASQ REREEE G AL WFSSC #iE
N FEA=HTERER - ohlEEE e ResEEts - e
BatE KGR SR E =T TF - HATE SAEESEL - o ~ 35
M e A PR SR O AR - JLRUEED ~ B
%5 ~ OIS ~ SRR - REWY - SRS g ANk

AHAK

ACI World Governing Board
Executive Committee

WFSSC

Task Force
Commercial
survey

=

=

— ~ ASQ New Products and services 835 AR /B BB i SE IR 7%
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(3) SHIRENBIRE A EYErEE LT JRET B R
5% EETTAERE TR - 49 60 R - AR I A AIER % R 5E ERES -
(4) ACI FHERHEHIF R RHE R 2018 4 Q4 HEH SRR NIERE %
4 BEIRIRFY 2019 4F Q1 HEHPEIEAEE ~ HhoCBLASCh - § 2020
FQl EEEY] BlsEE TR EA I - B BV
B SRR ETE ISR ER - BRI HER 2 — R4
R ERIEE IS - 4R B ASQ G A AR EHY VR BT

ﬂz DE’

\\Xv

IEZ%E%D}IIQ*DLD %EE/‘] °

20



2. ASQ Commercial survey Gk pHE (MY TRy ) FHAE -
(1) ASQ HEIGIRE PEER AR E 2019 LT - mEREBITES
ZIRIREEY TR > RS IEMZEW A ~ B(LIREEY e -

(2) EFZNERE—LRE - fa

® IESR{REANIZEAVIRE RV LB A S ARSI 7 (F
HAR)

® RAAMEL  AMIRE SIEEA EHE LI 2 (FEAZ)

® RITHEFLEABEMGEYS ? (FEAR)

® MEGICELR SRS 7 (BEHA ! )

(3) 2016 RS A A 2 BRI ZZ W AR 1 22 S e X
AT 33%HYEZI R ZE AR B P B IR & -

(4) FRIZFHERR > FRECHRERG NER I 27 - BRI SHATE
f2rh > DlEEZimit - {EE S PTRIAY IS Bl i RS Ra 2 B
11 — Rt R A e A] DA S R ~ Al EiZE U
AHJRRERT -

(5) AE - EEEHEREE D AG R IRH iR B OB T Ry
B4 -
® AR HIETIEN
o ENEREEERYIEE 7 ARUE Y R A L ?
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(7) EHFAERGT TETZHAEH ¢
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Ry S HEITEOE -
(8) EIEREAVGER > MERR T A BERES AR SATIRE YT RIS
{51 ~ thAEE S BRSHET TEERE - BIANEE HERE Y I EL BT ~ $2

Evolution Benchmark
(vs previous  (vs other
{ ) (a llllll )
Footfall rate - %)
0
Conversion rate + AJ
Amount Spent + $

(9) BERGAGER - DL T BRIRE A R AR R R - EEALL
NHEIE PR SEMRE S TR e E  PEhn
EGVIARTE » HHEEEERIFRE - IkRBAEEGAEIA
P I IR H R PR
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Location
and
proximity

Variety of
shops

Courtesy

and i
Variety of
helpfulness Overall products

of staff Satisfaction
with the area

Promotional Quality of
activities products
Value for
money of
products

3. ACI fEEHR P58 (ACI Airport Customer Experience Accreditation )

(1) =T HEE @ B —E2REEE AR o0 S HEEh 2R BAE
AR S ERG R R EHE TR B T= )
B F R [t m SR B i S I s P e B T E -

(2) HATEAETEDTFREE > FHET 2019 585K -

3) EREEFNTFAEE T B Tak (Level 1v5) » x4l fy Level 5 o
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OO @M

More advanced Practices
on a specificdomain

Advanced Practices &

. outstanding outcome >l

Practices

LEVEL1
Explore

LEVEL2 | LEVEL3 | LEVEL4 | LEVELS
Improve | Engage Embed Excel

Airport Community Collaboration

Airport Culture

Design/Innovation

Governance

Operational Improvement

Measurement

Customer Understanding

Strategy

(4) TIHFRAEE RS AR E
BT HERER N NE T - RS E E s AR At

HREEk ~ e S e~ 2

AR~ EEEI S U LB BB A R S RS -

ACI Employee survey for customer experience ACI #2ELTE S T RS

olE Bl &

. 5 B TR AR E B S S S IR AR © SRR AT

PR A TAF R ATeimdian - iR SRR ML T ~ RrEfs

JEEE -
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4 ASQ score

Dedicated e Ambassador
N’
ik High

Engaged Kindness

50
Involved = Discretion

E“"P""Yeb° Employee traits | oo Customer Cust E 3
~ engagement — Satisfaction ustomer Expression

On autopilot
n autopilof Indifference

Resistant

Criticism

Rude :
»2018 ACI Detractor

-
«

I
>

2. EHHERTE AR TMEEHE  Eh e bbih 8 TS
TAFRVR AR ~ TG EIR R 80 B T — 2R AR AR s i &
HYEAR ~ I H e s & mae il — (B s B > 2eE LRI —iE
BRI aE - AliEicE e e -

3. HEIE | BGTERISE T EEEE - BFHEE R -

4. EREGREIE R AL = T

(1) Desire: EEE S T EmalFESRAREHG - DUKET]
N B SNiSEE S

(2)  Ability: ‘&SRR BE S E S F—E A 3 TR SREE

(3)  Determination: 757245 0 AT BB e [A] 55 Z [T HY IR AT
58 (%

5. HAT ACI 2255 =B no iy B A5 SR E e 2 B AR &5 15 -
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BEMEGER (B FMEsEtot) -

5~ EEREFERSETERTEEITE
(—) B RSB S BT
1. B RSB K B EEERL (Dimitri Coll, ACI ASQ)
(1) PSR R SR Sy
ACI ASQ EBEI F /5 Dimitri Coll F5H - HIGHYARFE A HE
S G AR R Al L R e S RS - BT 22 b B AR AR R
AliEESRYE > S E (L ARG EilAess - st L
LURRENIRE » B N REFIElE - 58 B E BN & BRia 85 a0
ITERE O OHIRE RS - FEEAYE - TEEERE /@D AL
RS R EAE S AR R TR AR B A — I B o E
H 5k & =& —% 7 Customer journey consistency + Emotional

consistency ~ Communication consistency”

Low DIFFERENTIATION Strong
—
. - —
Service /‘I Experience >
Characteristics Quality Feelings /Emotions
Usage Satisfaction Recommendation ... and more !
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McKinsey A EIXIMEH - BRB5ARE L SR 28 i KL
(touchpoint)_ |- B EHZ A E G I MR sa ke IV EE AR Rz »
BIREEIRE EE - B RS ERG U T — (R AR
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AR

Individual touchpoints may perform well even if the
overall experience is poor

Agent Call center Web Support
End-to-end
“] want to improve ...” journey journey
satisfaction
Touchpoint b 4 X b 4 o

satisfaction 0% 85% 85% 90% 60%

McKinsey&Company | Source: McKinsey Digital Labs

(2) TS RB S E ST
Dimitri Coll & EfetifikBanE ¥ » ST YR
&R HAR — Al S aey - EEIFRE R = - k&
FERS BRE RRESRA ~ ST EBICR © AR TR R B A2 A
Fréd bHUEEE M - B e ~ HR - AR SR EEE A S

e

30



Fundamental dimension - Dimensions to
Customer experience positioning integrate in the

-Emotions brand positioning

PSSO G BIOIAE ——— ayy comfort  speed

- Added value

Basic requirements
- Meets the needs

(3) TSI AU A T2 B g 2 T A T = FEE A ]
R ACHHYEREET 70T R8I 1903 N SR & ig il 0.7-1%HY
FEMIZE BRI AR iSRS T B I R g
1% > QI Ig 0 0.2%HYFEfT 22 S UNHIRR & i 2 ERHRE AR s
EERHEERE 1% @ PHEHERIEIEZE 2UUR & 1.5% - H
RS SRR R > BN AERS T BT U AR A
SRR EE GRS E R IEPN S E- ik G

Bk
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2. B IRB RI ERR R Rl S (PSS REE R Ay IRV R O g 1)

\Customer Experience Management ﬁﬁ ASF

wwwwwwwwwwwwwwwwwwww

AIRPORT
COMMUNITY
COLLABORATION

AIRPORT CULTURE

l
~ OPERATIONAL DESIGN/
[ [HPROVEMENT INNOVATION

CUSTOMER UNDERSTANDING \
1
MEASUREMENT |

b

m
STRATEGY

EEK ACH g st S SR B EI P TEI £ % Antoine Rostworowski 15
o BHFEREREAN—EERRY - FECUGHEAER T L
JRMHE S e e S BEVR B (RIFERIR A RO TR E &
fE > Al — SIS S BIERTEER - SLEEOTNFRHE TR
ok WA EE ERAENGE ~ T BIATE TS MEEAVIRE
B o WL —E I D B I S B e iR - AL

[FIEER PR -

(Z) =PRI AT IR B E 2R
1. FAFIER S BTG RIRORT IR — M iR ps 4
Ry 7B OTRIGRTE NS — 8IS > SRS B2 2 — B S an
B o [FJH AT RO ] AR R 0K~ SR A S TR E > |
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MIZE IS 2SS A SR R E. 7 i i E A I A
A BB R A RS S A A IR R BRAV B L1 - 3 (B A8 TR 1S
W EHE RN BERm A ERG A (FRE -5

EE SV ERENUE NS [F] oy 1 S B A TE A A
S EEAREZ BV REE  RAEE BRI ESE

FRUSERRAEL 12 -

Passengers at heart, actions implemented: % Aeroporti
RE-ESTABLISHING DIRECT RESPONSIBILITY L= di Roma

It is the time you have wasted for your rose that makes your rose so important.
(Antoine de Saint-Exupéry)
INTRODUCTION OF THE TERMINAL MANAGER | \

A new organisational role created in airport operations, for
coordination dedicated to efficiency.

Each airport area has seen the introduction of an individual in
charge of the decor, cleaning, and efficiency of their zone.
They supervise and coordinate the other companies
operating in the airport in order to guarantee immediate
interventions and correct efficiency for all passenger services.

2. EEEALTEAHT(DFW)&I5HY"The Experience Hub” & KEHE /31
TrE — RS ER SRR

R RS The Experience Hub”ji% 2016 £ = H IE
FRIAEE - IS AT N T AT IRE R - RrilEEa T ik

%6 0 BIL T HUEIRGH L - BRSO R — R RS
SRS L0 SRR REEE AT TR - FaTa il - 4ergimd -
ST SRS IR S PR Y B e ] - FR I ZE i
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TH H A DI 258 TAF B AERE R - 8 Al e A R e ] A1

A - PR B = IR MUE R -

Working Teams in Hub

» CX Analysts » Custodial/Maintenance Dispatch
» CX Standards » Baggage Control
» TSA » DFW Corp Communications

» Customer Care

[
A
e HH TR
-! - g

™AL
vy

fEiE 1" The Experience Hub” iy KEHE AT TAF = » $2IRHEE;
B/ NP RS 2 IR ERE (Airport Operations DB) Kffifs &
PEFIN D IREE R THEDRHE AL R B - L2 P T RS &
YIS TEH] CDAHESSHE BRI H IR AL R 48 ) - AlfE
Ry E S EHFITAVE BRI R E (808 EIF Rt " The
Experience Hub” {25 — 45 [F){~ B B B fil [B P 2R I 15 BV V&
(PETFE ~ DrfR P ~ IREERINGE ) Bk #G B Rz Y B 2K
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