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B~ HUREE Customer Excellence Global Summit
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— ~ Day 1: ASQ Training
» Fieldwork preparation and management
» ASQ deliverables

» Workshop: Interactive team exercise
— ~ Day 2: ASQ Forum
» ACI new products and services
» ACI employee survey for customer experience
» Presentations from ASQ member airports
— ~ Day3: Summit 1

» Opening Keynote: Shashank Nigam
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» Return on experience: why delivering the best is a must
» Collaboration for the customer
» Insights from the best: ASQ award winning airports CEO
panel
» Human to human
» Keep calm and carry on
g~ Day 4: Summit 2
» Keynote opening: Brian Shapiro
Seen one customer, seen one customer
Smart investment: big impact
Measuring and monitoring in more ways than one

One size doesn’t fit all

vV V VYV VY V

Passenger experience technology: the seamless experience

__AE
9 ASQEZE TR
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We continue to provide options at different price points
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HOW THE WORLD'S BEST AIRLINE

BRANDS DELIGHT CUSTOMERS
AND INSPIRE EMPLOYEEsf
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Send automated
messages via

000

www.biztweet.aero

ivering Customer Excellence
Airports With Intelligent
senger Notifications

irports can send personalised, real-time messages to
Is of customers via Twitter, Facebook and WeChat.

eet allows you to:

~

ICrease Encourage Generate
ar satisfaction customer loyalty revenue opportunities

Come chat with us at our stand to find
out what we can do for your airport!
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LETTER FROM PRIME MINISTER
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2-DAY SUMMIT PROGRAMME
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Airport Service Quality

PRIME MINISTER - PREMIER MINISTRE

'Dap_artme Commercial Employee anger »

Survey Survey Survey Persona
—— ——— —

September 10-13, 2018

Dear Friends:

I'am pleased to extend my warmest greetings to everyone
attending the 2018 ACI Customer Excellence Global Summit,
being held in Halifax, Nova Scotia.

The ASQ Customer Experience Programme
This conference brings together aitport representatives from

prﬂ\fides the fl.l" Stor‘l Of passenger SﬂtiSfaCtlon around the world to discuss the latest customer relations trends and issues. I am

across 9/ (1] noint: in your airport. certain that delegates will be inspired by the presentations and will benefit from this
: : opportunity to network with their peers.

I would like to thank the organizers for putting together an informative and ‘
stimulating program for everyone in attendance. T hope that participants will also

ASQisa “one S’[Dp"SOlu’[ion that BQUipS aifp0ft3 take advantage of this opportunity to explore everything that Halifax has to offer.
with evidence based, actionable intelligence.

Please accept my best wishes for a productive conference.

Sincerely,

Contact

& aciasg@aci.aero £ www.aci.aerofcustomer-experience-ASQ o, +1-514-373-1200

. it vl o The Rt. Hon. Justin PJ. Trudeau, P.C., M.P.

Prime Minister of Canada




Dear Delegates,

It is with great pleasure that | look forward to welcoming you to Canada’s Atlantic
gateway, Halifax, Nova Scotia, for the World Premier Airports Council International (ACI)
Customer Excellence Global Summit, 1013 September 2018.

From one horizon to another, airports have made the world a
smaller place. As airports increasingly find themselves in a
highly dynamic and competitive environment, they are
increasingly focussed on their respanse to global customer
needs and passenger preference. Indeed, choice and competi-
tion in the airport sector has become a key driver for innova-
tion and improvement in costumer experience. ACI World is
committed to helping its members gain a deeper understand-
ing of what drives passenger satisfaction.

Our long-term success as an industry will depend on how we
use our resources and how we create value for customers.
This is what the Summit is all about!

This event is by invitation only. We will take the occasion to welcome our 2017 Airports
Service Quality (ASQ) Awards winners to receive their recognition and celebrate with their
peers at the Awards Gala dinner. ASQ Programme participants will be able to share best
practices during their exclusive ASQ Forum.

With more than 400 airport experts expected to attend, this prestigious summit is your
opportunity to learn, exchange and explore the competitive spirit. ACI proudly recognizes
your commitment and accomplishments and we look forward to helping you to continue your
dedication to delivering the highest-quality customer experience.

Let me extend my warmest congratulations to our 2017 ASQ Awards winners and once again
| look forward to welcoming you to what | know will be a most enjoyable event.

Sincerely,

i

Angela Gittens
Director General
ACl World

Halifax International Airport Authority, a proud ASQ member, is thrilled to welcome you to
the 2018 ACI Customer Excellence Global Summit. It is an honor to have been selected as
the first North American airport to host this inaugural conference and ASQ Awards
ceremony, and to have the opportunity to showcase the city
of Halifax and the province of Nova Scotia.

2018 ACI Customer Excellence Global Summit offers an
incredible opportunity to learn, collaborate and network with
like-minded airport representatives from around the world
who strive to provide excellence in the area of customer
relations and service. During the conference week, you will
have an opportunity to discuss new and trending topics of
interest to the airport industry with the historical city of
Halifax, Nova Scotia, Canada, which embodies hospitality
and excellence, as your backdrop.

We encourage you to come early and stay late so that you
can experience all that our city and province have to offer.
Within walking distance of the Halifax Convention Centre
and our downtown hotels, there are many historical and cultural activities for you to
experience. The Halifax Citadel National Historic Site, the Maritime Museum of the Atlantic
with its Titanic exhibit, and the Canadian Museum of Immigration at Pier 21 are venues

not to be missed. You'll want to savor our extraordinary cuisine, including Nova Scotia's
delectable seafood and award-winning wine, beer and spirits while you are here. Don't
forget to leave some time to explore our five UNESCO designated sites or have your picture
taken at Peggy’s Cove, the most photographed and visited lighthouse in Canada.

We look forward to welcoming all ACI delegates to Halifax to experience Canada’s East
Coast hospitality first-hand.

Sincerely,

s

Joyce Carter
President & CEQ
Halifax International Airport Authority




+ ASQ TRAINING

ASQ FORUM

MONDAY, 10 SEPTEMBER

Halifax Convention Center, Argyle Suite

08:00-13:00
9:00-9:30
9:30-10:30

10:30-11:00
11:00-12:00

12:00-13:00
13:00-15:30

15:30-16:00
16:00-16:45

Delegate registration
Welcome & general overview of ASQ Programme

Fieldwork preparation & management
> Sample plan methodology & tools
% Data collection rules and guidelines

Coffee break

ASQ deliverables
2 Quality control process
% Reports and portal

Lunch

Workshop: Interactive team exercise
Go a step further in your learning experience! The best way to leam and
assimilate the concepts is when you are placed in real life situations.
In teams, delegates will have to solve different challenges: Can you
adapt your strategy based on your passengers’ profile? What should
you recommend to your different stakeholders? Is it easy to plan your
fieldwork schedule?
Calling on respective creative and analytical skills.

Coffee break
Workshop debrief

TUESDAY 11 SEPTEMBER

Halifax Convention Center, Argyle Suite

07:30-18:00
09:00-09:20
09:20-09:45
09:45-10:30
10:30-10:45
10:45-11:45

11:45-12:30
12:30-13:30
13:30-14:15
14:15-15:00
15:00-15:30
15:30-16:15
16:15-16:40
16:40 — 17:00
17:00 - 17:20

19:00-21:00

A0 FORUMS &

Driven by Customer Experience: Share, Think, Improve

Delegate registration

Welcome remarks by ACI
Welcome and presentation by host
Recent ASQ developments

Coffee break

ACI presents new products and services, with insights into
ASQ Commercial, ACl Customer Experience Accreditation and ASQ
Fieldwork certification

ACI Employee Survey for Customer Experience

Lunch

ASQ Arrivals

Presentations from ASQ member airports

Coffee hreak

Presentations from ASQ member airports

Presentations from ASQ member airports

The value of emotional connections - a presentation by Kantar TNS

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

Welcome reception
Canadian Museum of Immigration at Pier 21
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s SUMMIT PROGRAMME

DAY 1 - WEDNESDAY 12 SEPTEMBER

Halifax Convention Centre, Convention Hall (C3-C4)
07:30-18:00 Delegate registration

9:00-9:05 Welcome to Mi'kma'ki

ceremony to purify and clear the mind, heart and spirit.
Mi'kmag Elder Cathy Martin

09:05 - 09:30 Welcome remarks

Angela Gittens, Director General, ACI World

09:30 - 10:15 Opening keynote

What is the true business case to invest in airport customer experience?

Shashank Nigam, Founder and CEQ, SimpliFlying

10:15 - 10:45 Return on experience — why delivering the best is a must
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

All delegates are welcome to a special welcome ceremony and protocol
by Mi'kmaq Elder Cathy Martin, who will be providing blessings to all
who have travelled to visit her home territory. In Mi'kmaq tradition,
Elder Cathy will welcome and provide a smudge, a traditional cleansing

Joyce Carter, President & CED, Halifax International Airport Authority

»

}
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As featured in Phocuswire, Harvard Business Review, Luxury Daily and others.

SUMMIT PROGRAMME

10:45 - 11:10 Networking refreshment break

11:10 — 12:10 Collaboration for the customer
How stakeholders work together to deliver the ultimate customer
experience

Moderator: Kevin Burke, President & CEQ, ACI North America
Victor Aguado, Permanent Representative of Spain an the Council of ICAQ
Kjeld Binger, Chief Executive Officer, Airport International Group

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

12:10 — 12:20 Launch of the ACI Airports & Persons with Disabilities Handbook
Antoine Rostworowski, Deputy Director General, Programmes
and Services, ACl World

12:20 — 13:20 Lunch

DELIVERING A FIRST-CLASS HASSLE

FREE AIRPORT EXPERIENCE

CHAUNTRY PARKSPACE™

Provides everything you need to manage the customer
Jjourney through the airport from start to finish.

E-COMMERCE PLATFORM OPERATIONAL SOFTWARE

i SNe . RN ]

Parking Lounge Fast Frequent Loyalty Self Tracking Data
Track Parker Service Insight

T T T S S




13:20 - 14:05
Hear from ACI ASQ Award winning airparts on haw customer experi-
ence excellence is achieved, maintained and lessons learned along this
journey of success.

Maderatar: Angela Saclamacis former Disney Parks Cast Member,
Marketing and Public Relations Manager of Chocolats Favoris

Marcos Brandao, Incoming CEO, Belo Horizonte Airport

Howard Eng, President & CEO, Greater Toronto Airports Autharity

Rajeev Jain, CEO, Mumbai Chhatrapati Shivaji International Airport
Bongani Maseko, CEO, Airports Company South Africa & Chair, ACl World

Human to human
Ever wonder what symmetry of attention means to airports? If emplay-
ees 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.

14:05-15:0

(23]
(1]

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

Manuel Aubane, CX0, Aeropuertos Argentina 2000

Joyce Carter, President & CEQ, Halifax International Airport Authority
Marc-Andre Hotte, Managing Director of Airports Customer Experience,
Air Canada

Albert Lim, Senior Vice President (Passenger Experience) of Airport
Operations Management Division, Changi Airport Group (CAG)

Insights from the best - ASQ award winning airports CEQ pane|

SUMMIT PROGRAMME .

15:05-15:30 Networking refreshment break

15:30- 16:45 Keep calm and carry on

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.
Maderator: Joanne Paternoster, CEO, Butterfly Consulting

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

Ugo de Carolis, CEQ, Aeroporti di Roma S.p.A

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

16:45-16:50 Day 1 wrap up
Antoine Rostworowski, Deputy Director General,
Programmes and Services, ACI World

18:00 — 19:00 Cocktail reception .
Halifax Convention Centre, Ballroom Salon

19:00 — 22:30 ASQ Awards ceremony and gala dinner

Halifax Convention Centre, Ballroom

The annual Airport Service Quality (ASQ) Awards recognize and reward
the best airports in the world according to ACI's ASQ passenger
satisfaction survey.

WELCOME

TO

HALIFAX
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Feeling Good-on the Move®

ELEVATED
INNOVATIVE
SEAMLESS

An Autogril.Campany

Helping airports thrive for over two decades.

Our specialized team of capital markets professionals is dedicated to the airport sector, with a broad
and deep understanding of the complex legal and financial landscape shaping the industry.

= Strong lending franchise

* Leading bond market expertise
* Strategic advisory

* Innovative hedging solutions
* Extensive investor network

With full-service lending and participation in over $12 billion of
bond financings in 15 years, see what our expertise can do for you.




\ A\ SUMMIT PROGRAMME
Research
~ Confidently DAY 2 - THURSDAY 13 SEPTEMBER

Halifax Convention Centre, Convention Hall (C3-C4)

09:00 - 03:45 Keynote opening
Open airport: A ground's-eye view
ASQ Fieldwork Provider at 14 U.S. Airports ; - 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

Field Teams Certiﬁed in 24 U.S. Hubs b | - experiences for all.

Brian Shapiro, President, Shapiro Communications

20 years experience in Airport Marketing Research  [EREZEERUED Seen one customer, seen one customer

] Participants will be able to learn more about the landscape of
passenger types and preferences, and if culture makes a difference.
Moderator: Shashank Nigam, Founder and CEQ, SimpliFlying

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

Tim Croyle, Executive Vice President, WestJet

Alberto Smith, Director Operations Landside,

l ‘ Punta Cana International Airport
l_ | . : q‘ ; : 10:30 - 11:00 Networking refreshment break

NORTH AMERICA S : -
- | ! 11:00 - 12:00 Smart investment — big impact
MEMBER 20]8 i e | Learn about ways to maximize successful customer experience
O WOLLE YOU RATE VLR EXPERIENCEY . I initiatives within limited budgets.
* % \:( W 2 Moderator: Daniel-Robert Gooch, President, Canadian Airports Council

Paul Bradbury, Airport Director, Portland International Jetport

NEXT QUESTIONS »

(Gaétan Gagné, President and CEO, Aéroport de Québec Inc.

Vernice Walkine, President & CEQ, Nassau Airport Development Company

12:00 — 13:30 Lunch




SUMMIT PROGRAMME

SUMMIT PROGRAMMIE

Wt T Sepaaninyand moaiorivy ismore waysiiian ons 15:45 - 16:30 Passenger experience technology - the seamless experience
Wondering how airports monitor customer experience and action What does the future hold for creating the ultimate seamless experi-
results from the use of multiple tools? A look at how different tools can ence for passengers? This session will provide insight into how
be used in parallel to broaden the understanding of customer experi- technology is shaping the customer journey and the impact on specific
ence and addressing customer needs will be presented in this session. touchpoints.

Moderator: Antoine Rostworowski, Deputy Director General, Programmes ! Moderator: Peter Gargiulo, President, 4Q0 Strategy Consulting, LLC

A vieas, A YaRd Tom Ruth, President and CEO, Edmonton Airports

Anna Maria Francinelli, Benchmarking for Services Quality - Customer

: ; : Graham Wilkes, Business Change Manager, Passenger Automation,
Care Department, SEA Milan Airports !

. ‘ : ; London Heathrow Airport
Charles A Gratton, Vice President, Commercial Services and Real Estate

Development, Aéroports de Montréal 16:30 — 16:45 Closing keynote
Christopher Poinsatte, Executive Vice President and Chief Financial Officer, Antoine Rostworowski, Deputy Director General, Programmes and
Dallas Fort Worth International Airport Sarvices. ACl World

14:30 - 15:00 Networking refreshment break

*programme could be subject to change
15:00 — 15:45 One size does not fit all
This session will present case studies looking at how airports ensure
i the best experience for all passengers with reduced maobility and

hidden disabiltes . We Deliver CX Strategies and Insights

Moderator: Laurel Van Horn, Director of Programs, Open Doors Organization '- - &

Cynthia Carroll, Executive Director, Autism Nova Scotia

Candace McGraw, CEQ, Cincinnati/Northern Kentucky
International Airport

Michael Rossell, Deputy Director General, External Affairs, ACI World

LANCOME ®

To learn more about how ARI

can transform the retalil
experience at your airport

please contact:
Jacques Dagenais
Business Relationship Director
North America
jdagenais@ari-na.ca

» Research & Strategy

AN Hiorth Amerios Awarded @@= @ mE, * Hub & Passenger Market Development
| Best Canadian Airport Duty Free Operator oottty | psussngConosn | sestisrtng Congssn | s sy e

» Al / Machine Learning
2016 & 2017 MNorth America / Europe / Middle East / Asia Pacific 0 S



IKANTAR

Kantar is a proud sponsor of the
2018 ACI| Customer Excellence
Global Summit, one of the
industry’s premier events ‘:;
promoting excellence in -
customer service.

-5

To learn more about how Kantar's customer
experience expertise can help you deepeh customer
loyolty and deliver a lg__gger ROI, please contact:

_Puol Pachecho Semor Vice PreSIdent Kantar TNS
‘paul, pacheco@kt;ntartns gom ¥
(416) 250-4236

Ibikunle Ajayi

Administrative Coordinator, ASQ

Specializes in: ASQ digital marketing, helps communication with ASQ airport
members, and organizes the annual ASQ awards. E-mail: aibikunle@aci.aero

Natasha Burazerovic

Specializes in: ASQ Arrivals Programme implementation, providing support to
airports, development of new ASQ tools and documentation, trainings and ASQ ad
hac analysis. Email: nburazerovic@aci.aero

Dimitri Coll
soclale Director
Specializes in: customer experience management, strategic marketing, product
management and market research. Manages the ASQ Department.
Email: dcoll@aci.aero

Sevda Fevzi

Aanager, ASQ Strategic Marketin
Spemallzes in: marketmg and giobal busmess development of ASQ portfolio,
management of ASQ member airport external communications regarding ASQ,
ASQ awards communication, and member communications. Email: sfevzi@aci.aero

Marie-Eve Lacombe

ianagetf AsU - Market Hesearch
Specializes in: Commercial Programme development, building the methodology, data
collection tools, guidelines and the reporting structure. Email: mlacombe@aci aero

Arlson Ra]asmgam

Analyst, ASQ — Quality Control

Specializes in: development and application of quality systems for all ASQ
programmes; provides trainings and manages a proactive audit programme that
helps detect anomalies in data collection early and assures the guality of data.
Email: arajasingam@aci.aero

Valerie St-James

Senior Manager, ASU - Market Research

Specializes in: market research, operations and new product initiatives related to
the ASQ programmes; provides tools and insights to support and improve overall
customer experience journey. Email: vst-james@aci.aero
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18 SPEAKERS

Manuel Aubone
CX0, Aeropuertos
Argentina 2000

Kjeld Binger
CEQ, Airport International Group

Eugenia Boinamo
Group Manager: Client &
Passenger Services, Airports |
Company South Africa (ACSA)

Victor Aguado
Permanent Representative of
Spain on the Council of ICAD

Kevin M. Burke
President and CEQ, Airports
Council International
- North America

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

Paul H. Bradbury
Airport Director, Portland
International Jetport

Marcos Brandao
CEQ, Belo Horizonte Airport

Joyce F. Carter
President and CEQ, Halifax
International Airport Authority

Cynthia Carroll
Executive Director,
Autism Nova Scotia

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

Nicholas Careen
Senior Vice President - Airport,
Passenger, Cargo and Security,

International Air Transport

Association (IATA) 3 I

Dimitri Coll
Associate Director, Airport
Service Quality [ASQ).-
ACI World

Howard Eng
President and CEO, Greater
Toronto Airports Authority

Tim Croyle
Interim Executive
Vice-President, WestJet

Starr Cunningham
President & CEQ, Mental Health
Foundation of Nova Scotia

4
e

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

Daniel-Robert Gooch
President, Canadian
Airports Council

Rajeev Jain
CED, Mumbai Chhatrapati Shivaji
International Airport

SPEAKERS

Gaétan Gagné
President and CEQ,
Aéroport de Québec Inc.

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

Albert Lim
Senior Vice President (Passenger
Experience) of Airport Operations
Management Division, Changi
Airport Group {CAG)

Shashank Nigam
Founder & CEO, SimpliFlying

Joanne Paternoster
CEO, Butterfly Consulting

Peter Gargiulo
President, 400 Strategy
Consulting LLC

Angela Gittens
Director General, ACI World

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

Paul Hollingsworth
Broadcaster

Candace McGraw
CEQ, Cincinnati/Nothern
Kentucky International Airport

Bongani Maseko
CEO, Airports Company South
Africa, and Chair, ACl Warld

Michael Rossell
Deputy Director General -
External Affairs, ACl World

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

19




0 SPEAKERS

Antoine Rostworowski

Deputy Director General -

Programmes and Services,
ACI World

Brian Shapiro
President/Founder, Shapiro
Communications

Tom Ruth
President & CEO,
Edmonton Airports

Rafael Alberto Smith
Director of Operations Land
Side & Cargo, Punta Cana
International Airport

Angela Saclamacis Lysa C. Scully
Marketing and Public Relations General Manager of LaGuardia
Specialist, Chocolats Favoris Airport, The Port Authority of

New York & New Jersey

Vernice Walkine Graham Wilkes
President & CEQ, Nassau Airport Business Change Manager,
Development Company Passenger Automation, London

Heathrow Airport

L
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) We turn layovers into

unique food & beverage experiences
for travelers in transition
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( GROUND TRANSPORTATION

September 11, 2018
Welcome Reception

Canadian Museum of Immigration at Pier 21

19:00 — 21:00

Ground transpartation will be provided from official conference hotels, commencing at 18:30,
with busses leaving from hotels at approximately 15-minute intervals. Return transportation from

Pier 21 to official conference hotels will commence at 20:30, with busses departing every 10-15
minutes. Please note, Pier 21 is within two kilometers of the furthest official conference hotel.

September 12, 2018
ASQ Awards Ceremony Gala Evening

Halifax Convention Centre

17:45 Award Recipient Reception (By invitation only)
18:00 Gala Cocktail Reception

19:00 ASQ Awards Dinngr

Ground transportation will be provided from official conference hotels, with the exception of the
Marriott Residence Inn, commencing at 17:30 with busses leaving from hotels at approximately
10 minute intervals. Return transportation from the Convention Centre to official conference
hotels will commence at 21:30, with busses departing every 10-15 minutes. Please note, the
Halifax Convention Centre is within one kilometer of the furthest official conference hotel.

*Halifax Marriott Harbourfront, Homewood Suites by Hilton/Hampton Inn, Delta Barrington and
Four Points by Sheratan
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