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Customer Profiling & Segmentation : Proven Tools to Transform

Customer/Passenger Raw Data into Useful Customer Behavioral Analysis
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“Higher passenger satisfaction
leads to higher non-aeronautical
revenues for the airports and more
flight for airlines.”

Airport . Airport

Service :‘ | Revenue
| | Generation

Providers |

Identification of services that
generate revenue at airports
through passenger satisfaction is the
key task



W eqUir | Sample Solution :
GLOBAL GI'OU[)— 1
2" Cuslomer Experience : . - . .
Management for Arparts i Structure a Questionnaire to get the Basic Demographic Profile about the

preerrEl Passengers Moving Through Your Airport

Singapore

GS Bawa

Date: Time: Terminal: V
Ak

P

- (T

¥ Demographic Profile

Name
Email ID
Gender (1) Male (2) Female

| Age (1) 18-20 (2) 21-30 __ (3) 31 -40 (4) 41 -50 (5) 51-60_(6) 60+
Nationality

Country of Residence

(1) Salaried (2) Businessman  (3) Professionals (4) Student

el (5) Unemployed (6) Others
(1) Less than 50K (2) 50K-1 Lac (3) 1-2 Lac (4) 2-5 Lac
Income level (5) More than 5 Lac___ (6) No Response
Airline Travelled/Travelling | Flight No: | [ I = | [ P
Destination: :

[EEIERY =oUre § Sample Solution:

GLoBAL

2 Cuslomer Experience Group-z

Management for Airports

Suri 200 Structure a Questionnaire to Assess the Passengers’
28-31 Jan. 2019

SFEmore Travelling Behavior and Idle Time at Your Airport

Section A: Travelling Behaviour

A1, In which class are you travelling today? (1) First Class (2) Economy (3) Business

A2, What is the main purpose of your present trip?
(1)Business  (2) Leisure (3) Educational  (4) VFR  (5) Conferences/Events (6) others (specify)

A3. How many times have you boarded/arrived at Delhi airport in last 12 months?
(1) 1-2 (2) 3-5 (3) 5-10 (4) 10-20 (5) >20

Section B: Time Spending Behaviour

B1.How early did you reach the airport today prior to the scheduled departure of your flight?

(1) <ihr (2) 1-2 hrs (3) 2-3 hrs (4) > 3hrs

B1A, How much time was spent before the security hold area (SHA) today?

(1) <10 min  (2) 11-20 min  (3) 20-30 min (4) 30 - 40min (5) 40-50 min  (6) 50-60 min  (7) >1hrs
B2.How much time did you spend in the Security hold area (SHA) today?

(1) <30min (2) 30min-1 hr (3) 1-2 hrs (4) 2- 3hrs (5) >3hrs
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W eqUie | Sample Solution :
GLOBAL Gl'Ollp-3
2™ Cuslomer Cxperience

Managemen for Aiperts J| Structure a Questionnaire to Assess the Passengers’ Satisfactory Level and

St 201

repremmeererall Gap Between the Availability and Demand at Your Airport.

Singapore €2, Please rate your satisfaction wirt. to the Retail services availzble at airport?
GsBava Attributes Very Good | Average Poor Very Poor
- Stafl Behavlour/Customer Servite 5 a 3 2 1
C1. Please rate the following services at the airport as per your experienc | Offers/Discount/Promotions E] 4 3 2 i
Chaice aveilshility - Assortment 5 4 E] 2 1
Check-in Excellent | Very Good | i |Femitiarity 5 4 3 2 1
Leyoul and Design of the stores ~
Waiting time of queue 5 4 o b char\d?sin 5 q 3 2 1
Efficiency of check-in staff 5 4 —q_pnm 5 2 3 2 1
Courtesy & helpfulness of the staff 5 4
Overall Experience of Check-in 5 4 €3. Please rate your satisfaction w.r.t. to the FAR services vallable at airport?
Immigration
Attributes Excellent | Very Good | Average Poor Very Poor
| Walting time of queue 5 ] Staft - somer Senvice 5 ] 3 2 1
Efficiency of immigration staff 5 4 5 2 3 2 n
Courtesy & helpfulness of the staff 5 4 Delivery speed/Waling Time 5 F) 3 2 1
Overall Experience of Immigration 5 4 Cleanliness/Hyglene 5 4 3 2 1
Securlty Quality/laste of feed 5 4 3 2 L
Waiting time of queue 5 4 Menu options 5 4 3 2 1
Efficlency of security staff 5 4 Combo/Promgtional Ofers 5 4 3 2 1
Courtesy & helpful of the staff 5 4 Price 5 4 3 2 1
D4. According to you which category is missing a You Airport?
(1) Apparels (4) Fashion & Accessofies {7) Footwear (10) Books & Magazine
(2) Jewelleries (5) Kids section (8) Daily utilities
(3) Souvenirs & Gifts (6) Concesslonaries {9) Electronics

D5. In future, which products and brands would you like to see at the airport?

D6, What Is your expectation in shopping facllities at Delhl airport?

21 Customer Experience

fanagement for Airports 5
ol i 2019 .

S1TANIMEY 1013, SINGASORE

MEDIA PARTNERS
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USING TECHNOLOGY TO DELIVER AN OUTSTANDING CUSTOMER

EXPERIENCE
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® Wise Fly: An innovative global airport solution —Digitally Transforming Mumbai

Airport
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® Eliminating Poor Customer Service Costs: Proven Service Recovery Strategies to

Optimize Every Phase of Customer Journey

1~ FRESH A

Angry Customers Cost Companies $5.9 Trillion

2013 study by Accenture

+ 51% of U.S. consumers switched companles they do business with In
the past year due to poor experiences.

+ Industries with the highest rate of fleeing customers: retailers, cable
and satellite providers, and banks.

«  What frustrates people most?
. Having to contact company multiple times for same reason - 91
«  Walling too long for a response - 90%
«  Company doesn’'t moke it easy to do business with them - 85%
«  Company promises ane thing, delivers another - B4*

« Inconsistent experiences [rom channel to channel - 58

2~ TREBSIKPEF

Focus on shopping & §{
eating

Stress =
i II
| secunity ;:
| Steening |}

: '. Excitement
[l

i
i
Anticipation / I
i
1

[ Check-in

Baggage
Redalm
Pasiport
Control

B L SR AL » Time
Airport . Flight e Airport

vine! e
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® Operational Resilience -Service Recovery Strategy!
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® Group Discussion : On making your airport favorable to your passengers

Developing a Collaborative Model (A Case Study of Airports Authority of India)
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® Tax Free Shopping in Belgium Just Got Easy! (ELFEFHY REREEIREE S 1)

1~

2~

No lines. No forms. More returns. At all stores.
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® Identify the Customer’s needs Offer the Customer Experience

1+ Athens International Airport(FHLEIREHIE) 7 EHE (It PR G S HRRE
fEdm R Ry —(E S RIS RIS R - S S FAERRRIRE -

2 C“BfIE-EFMERIREEBOLE o BITEEANBS SRR
g RS E LAVFEEE A S RS A G EE

3 S 1 S R A -
4 SRR -

S+ HTRBIR BRI

6+ HENIRATZEA -

T RS R

3 IREHREEER ST R —
O+ KPS 2 (AR -

10 SRR RIS

11~ ST 8 B & IR -

17



12~ ACIZHSSBNEEHE - ERR TIRESR - (BERMFERRAFES
HYMERE - FBIRE ... WOWRYRIER » Bl © HHEE « BB - 248007 - A
[BGEAT- RO ~ R B ANETR B RS Te R RS S ~ DR
TR BRSO RIS R RS BUE S LRI AR S ES - e
T B IREHIR Y AR M PR A & B 1T -

® mobile apps increase passengers concession experience

1. There’ s no better way to help a customer than to be there for them in the moments
that matter. Lucinda Barlow, Google
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® Improving Customer Experience (Mumbai International Airport)
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“Mr. G.V. Sanjay Reddy, Vice

® (ase Study: Discovering the proven Tools to Gather & Analyses Passenger Data

Hghignts of top technology trends inairport

F; =l
Open APIs t D g:;:::::)a;:lfor { )i Bfeacons at Ly {1 Biometrics
o Data Sync Airports BIOMETRICS

Opening up their AP|
platform, so organizalions
allow access lo extemnal
developers with greal
ideas, which enhance and
upgrade their services
Bagtags

Self-Service drop-off units

Self-Service/

enable passengers lo check-

in lheir own luggage within
short process time, Drop-off
unit eliminales human
inlervention and provides
advantages of larger
capacily leading to higher
efficiency for passengers,
aiines and airporis

Source. KPMG anakiss

Airporls collaboraling lo
share flighl data with the
airline so all of the dala on
the blackchain network came
from the mos! reliable source
and was lherefore as
accurale as possible

[ =]
: Digital Media
E Kiosk

This provides details aboul
lhe many crowd conlrol
beacons hanging all over the
terminal buildings.
Developers can use this dala
1o develop near-localion
based services (Relail —push

Beacons can be used for building

localion and context aware
applications based on olher
known information such as the
ilinerary data, passenger profile
and flight data

@

Queue management system
promote efficiency of Aiport
performance management by
reducing passengers wailing
lime. Reducing walil lime and
Heal-Map based passenger
distribution - Deteclion of

ov ded distribution of

Queue
Management
Systems

nolifications) or fi
services.

passenger and occupancy of the
space

20

This offers relevant information on
routes and POIs al the airpont, for
travelers, airines, loor managers
and other staff. The APl makes it
possible for developers lo help
people find their way at the airport
and oplimize lheir lime in the
terminal

Apps lhal provide informalion and
supporl relevant to their individual
journey. ltincludes updales on
gate, flight times and baggage
collection, as well as nearby food
and retail oullets, prioritizing
suggestions based on current
localion

Airport
Mobile Apps
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IT DX Performance Scorecrard Index &

DX Challenger ‘ DX Leader

Your
organization

oo |
DX Laggard | DX Competitor |

=

STAGE 1 STAGE 2 ‘STAGES  STAGE4 5TAGES
Adhoc  Opportunistic Repeatable Managed  Optimized

DX MaturityScape Assessment |

2~ 4rEAngkasa Pura 1 Airport 4.0 Implementation Phase

2019 2020 2021
Service Focus B2C Focus B2B Focus
[
+— DIGITAL ECOSYSTEN —H 4 — oo DIGITAL REVENVE — -}

. Fan iyl a2
] T e ILNE
]
\ P35 = ADVANCED ANALYTICS

row +t, 20

T thre BN

Advanced Aailytics Offering
* o

:-lvn r;}:?” P - FULL DIGITAL BUSINESS . HsData

s * Machine learning

BB ustamer Bxprience treough VNGl nteligence
P3 - PERSONALIZED OF FERING )
i e Management
+ AplGenetatian

T B
Seamless Passanger Eperlesce + Und Transport Glfering
+ {omntsted Passerger Journty + D26 Customer Evparlene
i + Hirpontdigitalteansaction L ﬂhciMrdfpmhn
Te wnENH v pusanallzed campaign + Fistack muliefrs platform
DigtalCampalgn Minagement Spstem: : :m:;tmll:h - 'f““dm“w‘"
P1- DIGITAL « HeatMap Amalyties » w.' |
FOUNDATION + Tenant Analytics + Real Time Data Streaming !
+ Pastenger profile ansysis . :‘;::‘:;‘HT !
v Personzhid * Abgort preduct offering ;
Customer Flight < Passeager Seading !
Tracting « Passeager Analytlc i
+ Bagaage Tricking 1
* Mobile App -
Enrichment ' m
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Phase 1

BUSINESS OUTCOME

* Boosting customer
engagement and experience
through perscnalfized
mablle apps

+ Delivering monitoring
tashboard of customer
engagement level and
revenie

PERIOD
DEC 2018 - MAY 2019

Phasi

BUSINESS OUTCOME

.

Creating Digital Revenue
through Airport Digital
Campaign Management
System

* Generate Real Time
Business Insight through
Customer Data Analytics

PERIOD
JUNE 2019 - JAN 2020

KEY PROGRAMS
Personalized Flight Status

Personalized Baggage Status

Angaaan Purs inyor band - eresting Ssauliful calomar mperiano

Asghasn Pura | a your band - crosting basuliful custamar argerisnce

o Beggapn Heeps Wb You

Frow ke oy e
@ e 4 s '
Customer Mobile Engagement Dashboard Revenue Dashboard
e . -. T |
B AiE SakE --_—4—---1-:-4 — i
R T sl B o HEEE
' _ | (-
S

KEY PROGRAMS
Campaign Management System

b

Phase

e e T (LT

s

s . |
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KEY PROGRAMS
BUSINESS OUTCOME Contextual Customer Offering Face Recognition and Video Analytics
+ Enabling Digital Transaction Cye L I
Through Seamless ]
Passenger Experience b
+ Increasing Airport Security .-
through real-time video r
analytles ki
'_l__' L2
| =
PERIOD

MAR 2020 - SEP 2020

Phase'l! | Phase 2 | Phases:

KEY PROGRAMS
BUSINESS OUTCOME API Monetization

* Generating Integrated
Business to Business [B2B)
Economy through AP}
Management Solution

* Increasing Digital Revenue
through Omnl Channel
Expansion

PERIOD

SEP 2020 - JUN 2021 Big Data Solutlon

BIG DATA

Customer
m Journecy

® Hearing Proven Strategies & Tools. How Successful Advertising Campaign
i Increase Your Passengers’ Spending Power & Shopping Experience (Seoul
Incheon International Airport)
1~ s DA B R S -
2 SEFEREENIE - ROV - SAEHUE -
3~ EREC &S AR R EB TS/ )4 B K LINE FRIENDSH:[FEHTHH -
| 4~ PERGELBIS096ETS0%6 AR -
‘ SRR TS » B/ T SO96RIPIZS » AT RIS S

(1) PRk

https://youtu.be/GVd5 WPXzgdU

2 i
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A.https://youtu.be/Z3axUAMSBVs

B. https://youtu.be/vOmpQB6ZJT0
5~ mAEEET R IREE K -

® THE HORIZON BEYOND THE BAGGAGE CAROUSEL

. EEATEEBRRA S R25EETTE Ao RIE TR A Y - Bt
A TR AREERR - U leEmiE e -
2. 1TFERHIER
(1) AR A B R R fi
()R R R 2
Q)FEIEEAE
@) FEITHMGE
(5) TR LA T 2232 A+
3. RNEFIWEEHRA L&
(1) Zaioefes
() Z&mEiBIEEE
4. (&R
(1) HbReERREE H T
Q) B EER
5. BERRE
(DB R ST
Q) BTk
6. HRBELRZE AT 2 MR
() FEAR A 7 &1
(2) 77 Z MR ARG K
7. BEREH
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(1) R B TR T BRNG
Q) AR A

® At Tokyo Narita International Airport

2020305 BB A AR -

1. E(EIFRE=IR RA REE - RRSORIE TR B -

2. R -

3. HBEERRERE -

4. EHE20EEREE -

5. MR EtE -

6. HNBHTMIREITIRE  AEERES -

7. RG-SR IRE A SR eI -

® Analytics - Way to airport transformation. Goal for all these is similar.

What Are Analytics?

e Analytics is the scientific process of discovering and communicating
the meaningful patterns which can be found in data

* Analytics is the discovery, interpretation, and communication
of meaningful patterns in data and applying those patterns towards
effective decision making

e Analytics is an encompassing and multidimensional field that uses
mathematics, statistics, predictive modeling and machine learning
techniques to find meaningful patterns and knowledge in recorded data

7

’ I i <« » 008 o3

e e
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Airport Maturity in Analytics

~ High
Analyze
What will likely happen?
Predict Madal
,E-‘ What might happen? Seenafies
3 Monitar 4
8 What is happening now? |+
Analyze Db s
Why did it happen?
B StatiStEs, \

Hiah

To Conclude

* New business models and technology is disrupting traditional businesses

» Massive amounts of data is out there, knowing what data is needed
to solve the business problem is the key. Data driven culture needs ;

to be cultivated

e Airports have the opportunity to transform passenger experience,
increase efficiencies, create new product and services, and increase

margins using analytics
18

a0 o)

@® Revenue

SRR B BRI R & A E i s h S PRI R T » R BT ES — R EARE s 3 b
S M R R T SR IR a1 AN AR (E R R TR
et o AT AIEHSEFIE » KRAKOWHE I H g sm =40 ¢
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taking La0e

sharing with others
keeping customers informed
understanding the customer needs

positive emotions

creating

moments

building unique brand

listening the voice of customers
reducing waiting times

sense of place

networking

Plans for future

Development of airport infrastructure:

AR

27

7

_im. Jana Panta it}

Focusing on TOP5 most important things
passengers (ASQ Survey):

P> Waiting time in check-in queue/line
10 self service bag drop

P> Waiting time at security/immigration
inspection

S new queueing system & biometrics
Easy of finding way through the airport

S additional signage in gate area
Ground transportation to/from airport

increase in frequency of the train service
Cleanliness of the washrooms/toilets

Happy or Not in all restrooms
#PROSTOZKRAKOWA # DrogakRK

® Customer Experience & eCommerce Strategy. Using Artificial Intelligence, IoT

Predictive Analytics and Beacons to Understand Airport Passengers

1 BT - R T IRERDEERIT o SERE R — (RS A - (Ibn Battuta
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REAEE(TE?
(1) e ARTHRE G HEBIRAVATES ?

(2) MizEAH:

A, BE/VIRETREEIEGMT ?
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(3) 15

A, TR DR HEZE 7
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SRR AT ?

ey
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()
(6)
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(8)
®

BRI E R

g o MR BEE

AENIE "WEERTIERER
BRLE P
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1TFIEER

STk ==L
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() {EAZ S BT EE
() WERONE
5. iBeacon FIYIEABIEHITER
(1) RIS [T
Q) HE B T
() WA DA B B A P R R
@) BEHIREAL BT SY |
(5) ETHRALEMA LR SRR ST
©) TIRREPISH
(7) AlEGRIFTAIITAE: (JEBEmRN)
8) BEHBATEAER - BIAREIEHR ARIER

Convert Collaborative
idea Implement most

into o s
promising ideas

Probl inhovarioh A Og‘aner"af_lon Combine & evaluate ideas - )
roblem  challenge LA s _ .
Ep 9 e\ O i === PROFLT!
) ' P o | b i & .. B
T eV | SRR A ey
, ) g~ NP "5 & -".r.:j; ¢ 5D
ae \ | .q" P % Develop s

ideas

colleagues
1-0_ sugges’r‘ Corporate innovation = implementation of creative ideas in order to generate value,
creative solutions usually through reduced process costs, increased income or both,

® AIRPORT ANALYTICS, TERMINAL DESIGN AND EXPANSION

1. BSOS WUERETRRRE © A R e 22 IR R A By
FEMIZA (B AR ERERIG MRS ) -
2. MibREREGETEEAR
(1) fE#%5
(2) P
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Bt~ FRIHTIN NEC OIC

NEC Open Innovation Center f&4)-

https://www.nec.com/en/press/201809/clobal 20180925 03.html

(ONHEARTV am VIR 4

e

NEC TERUZENRT THYZ2 2 » 22 MRS AR S 1CT MR TT S TRl
it BEEHPR S A S RIRIT - DU EREN T2 REWERETESRE
FITBCG = P 5 SR AT A 20 T R (AR IR TT AR BRAY I LI TR 5K, NEC #Y One ID-Single <hé
RS TE R AR THAAE PR AR & BB » IR TRSSREEA BRIV = > s
EALGRIGR B SRE B - WHECRAS NI AR & -

NEC OIC % NEC cooperation {ER 145z NEC Fai=(A# (s (OIC) &2
SERZHY NEC AlHr AERR A &RHY—ER 5y » W88 B NEC B0 M R AT DA B
BN FISTER R -

e T (6 o AT RUREA DT ZB E R EAAEREIER - EWA S
fi A PRy EREER IS WD B A0S R Bt A TR e R AR i 07 DR
Al o B AR R Wi R E R R AME R NEC 8RS8 B ik
JTEE » AT A YRR ol P 1 2242 5 R BURF RO P SE AR TS Y58 K L TS HERY %88 -
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— -~ ONE ID FY#=&

db B
1. &

JEL48 2018 IATA Global Passenger Survey » #U5HeE e EATHIMRR 125
(1) A R R

@ TR S AR

() fEeatits/ih \ETETCRIST VR, 10 5%

The Challenges
NG o

...... P : Customers demand
{ﬁ l’ﬁ 1’& ;ﬂ‘ 1’k ;’ﬁ assengers want: better services

BEEEENEE (o raciitste travel processes
Passenger e airport processes

.Survey « Walt times of below 10 mins
at security / immigration

Who ca

n meet their wish?
yoking ta & Customers searchiog

2. fERITE
AR AL, ONE ID > 2= 5 & —{ touch point #EEMWHETE
SHET(GEIE ~ BT > EERA R ERE tokenGEIR ~ TR BEL AVE:
token(face,iris..etc) * Al ANERHELL SR - S8 bbb MaEOR I FE A IUSELT
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YRR

AW ( Biometric ) (AFEH FEEE A — M A9 A= Bl T R R0 A BS S~
fptl ~ BE SR  RYERERE S o SR YRR > (RIS
B AREKL - HEA S - EARBEOCEAZH  BAREE & _H "B
# 1  1 something you have, something you know %I something you are °

ERMAEVRESAT R EEES I - F840 FEA TR - HRYEE - B - EAE
18 (BRSO RS ~ 2) B (ERME R T EEIR - DA
WEBIFA RS HYAERER » NEC iR bry A\ B i (r 2erteR T 5] 99.2%H9
At DU 38 SRR 4 429808 » WAL TATA {E#3#] One ID A 40E5
TSt SRt (E AR (E Ry AL ERA token » E {5 FIME ROREREER |
RREFT R

NECHE 9kl

&

1 5 5 !“1‘ o T
-]
By

Hep o HZAKR NEC /F Ry 25K ICT Bily MR TSH LIRS - 24 T RS A
BRRASNT - TESSE NIST i B IR IS R —AReE » thly IATA &%

One ID solution [&5—EEEE -
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S 4 REEEBTLE—E, 3R WA, 1% SR

1963 BEMRMCEHEERZETR
1o0s R A m_.-sii‘?ﬁt; JHT?]-#‘V-}
i e R e e R s

200z PR RHERA) 1|m [MeoFace| &bl
2009 MISTA1ERE BenchmarkiZEENe

KEREE 2 P S ERE T N
Jo11 2009FE(MBGCZ), 20105 (MBEAI). 20135 (FRVT 4]
17 MISTiRHR S REIEREFH Benchmark FIVE* Sifii{ENe.1

[ FEIRTR RS B R SORNNER: S = R A
200920102013

1988
1964 Aadis -
T iRFEHES

i

3 EEEASTEHERLIER S 38N,

EC Conpraton 2018 hDecheairaing 2 brighner warls

Matching #2 oul of 16 Leams are out of Uw range of this graph
Accuracy (T )
® VIGILANT
i ® COGNITEC ® CYBEREXTRUDER
5 ® HBINNO
E ° ® AYONIX
* DIGITAL BARRIERS
= 80%Y
o) e @ NEUROTECHNOLOGY
= TOSHIBA
= ® HISIGN
cn ® 3M COGENT
i § S | GRS PTG BlGAGE
2 : = :
a 8 @ MORPHO in both ideal and difficult environment
E & 40%) @ EYEDEA
fa) NEC’s face recognition technology has
E
5
[
[=]
£
w

Matching

6&5;,@6\ error Rate in Ideal Environment (passenger Gate) Accuracy
QS" m‘t'smn ;nm the Face In Video ‘1‘NE) €a net co of any particular product by the U.S. Government.

BAHA B 5 > EEES - NEC XH AE(RREE —44 25%LL 1)

3. NEC 1A OIC K Buk&Ed Actdisi(delta airline) FriE A One ID EiHH
NEC Hil delta airline 2 2018 4FBHUARELEE A One ID solution 1o AL 8t
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¥} check-in, bag drop, boarder control, lounge access k7 boardiﬁg & A NEC AjGyEs

TEBART Bt @ MEEFE R PR -

s g

Asls

(Now)

Print out fight itinarary Queve o t counles for check-n 8 bag droz Queus at Border Contre! Queue 2t lounge access Queue 2t boarding

To Be
(Future)
llilillﬂt‘luliﬂd
Eitinerary & facial ID Eelfcheck:in Salf bag drop Bordercartrolwith Selflourge entry Salf board with fazlal

reg siration on-the-go wilh facial ID with facial 1D [z ial 1D vy e-Gats) wih lace 1D 1D [thru a-Gata)

(D ?JEHZEEZKﬁl%mI{ﬁF > TEfR P A B EE ONE ID » BiliEZES:
(2) HEB#Z4E AT check-in >{#F ONE ID [ Bfj check in

() FEEREFATLITEIGE >{H ONE ID 5 Bk

4) PERERFHEASE > A ONE ID {EH5d#E

(5) FEBRERIREZEEN > ONEID #EHREE

(6) BHFREREHATZEE >R ONE ID HBhaH
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Kiosk Integration Intelligent eGate Camera Module

e D & Device Management (NEC iAIM) \

SDK for Touchpolnts

e ey e R e gy L et - St ey e S e e
PR P Moblle & Rt St o e on Touch PR St Rl Wi sasiait

Open API for External 3¢ party system
(0.9 Ailina DCS, Commen use platform)

Device Management
ID Management

NEC Dlgltal ID Platform 'D B“"E“'
Hrh » 28 A NEC biometrics One ID solution % » fRAMEIVIRT T IREEE FHE
B > BB RE AR, 5 (FAYRAR JEARA LT ER © FRIE NEC Frigftmyids - -9
AJE4 9 43EMY boarding time » 5 PA—22 A380 EHEHIABAE » A 50%
boarding time » 3 F 7] A4 66%AyitEIA T - SR RIFEEE -

A fundamentally different approach

Legac « Wh u?
e At eve 2 A

ry . >
rocess touchpoint Are you who you say you are?
i A « How do we handle you?

o '335}3{,'?& ?r? * Who are you? e‘f: We recognize you and
ne the + Are you who you o ek already know how to
process say you are? 9 handle you

touchpoint
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Collaborative benefit
Mreduction in average flight boarding time*

This 9 mins reduction can yield approx. 69 cents profit improvement per
PAX*Y = . '

50% [

uction in boarding time of Airbus A380*

YOR
66 / redyction in staff at boarding gate (to 1.5 staff per

gate)*

HRATE A IRV » BRI A DT > HED SRR TIERRTIR - $2
ABRR » WiEE PRS- W2 IR -

BIFRREAFJTI - PO TRPIRE AR - #EH L 2 TR AR -
TR SRR FEI = IR ZH B I S =R ST ERZE A, - T3 R 2 i i -

FERR LR delta airline » 175 52 AESTHR (I SR 4P IV AR 5 B BRAA T HL B AR 2K
HE A EGE » NEC 2T Ril&EMEAY MAS(mobile authenticator service) iR 7 @ 7k
B AT LA I 4807 T mobile check-in 7 B FARF I token B stakeholder 23 » 2

R Airpor + | am the
Spartor) Secure Link!
Airliner
Member ID
Liveness
Detection - Natlonal/Local
Digital ID
. bil - ID membership
NEC Mobile i
Authenticator App with
' [AUTH] NEC

Mobile

Authenticator

- Facial Capture

- Facial recognition

< IRIS recognition

= ltis "ME"
checking in!

Real &
Authentic

Identity Management

Establish One ID & Digital Token

Secure Facial Recognition + Liveness
Detection based Identification at each
touch-point

One Time Enrolment (Opt-in)
Submitting member’s photo through
SQ Krisflyer mobile App

38

- OCR or NFC enabled

- Passpart
- Alr Ticket (PNR)
- Checkin

- Flightinfo........

« | have all
documents!

Aizalkarnion

* Secure ldentity Management through NEC's Biometric

Authentication & Verification + Liveness Detection

(anti-spoofing) based on the Al technology

Fast matching speed & strong accuracy

Mobile Device agnostic — Smartphone/ Tablet/ Laptop,

iKiosks, etc.

* API for easy integration into existing mabile app

= Supports multi-modal Biometrics (FR + IRIS)
Authentication
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|« NEC One ID definition/focus - >

I One D Check-in BagDrop Security Immigration Lounge Boarding
Airline Host (DCS)
R

IAIM Edge

oo J|_m ooe convores |

DCS = Deparire Contrel System e = iAIM Edge Controliers I
CUSS =Comman Use Sef-Senice ———g T
UFFS = Commen Use Passenger Processng System

C
£80 = S4fBag Drep | il
|

o NEC iAIM Platform ?
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T
®  A0CC X
®  pehavior detection il
®  surveillance/Moanitaring
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Passenger Flow Management System Conceptual Model
Enhance both airport security and passenger service

*ee e

Finding No-show PAX

Resource optimization
PAX behavior analysis
Maximize noh-aeronautical revenue
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ELEVATE YOUR AIRPORT CUSTOMER EXPERIENCE TD A WHOLE NEW LEVEL!

2" Customer Experience
Management for Airports

Summit 2019

MAIN SUMMIT: 29 E 30 JANUARY 2019 "
VENUE: CONCORDE HOTEL SINGAPORE

2019 EXPERT SPEAKERS

John Means
Curector-Facllities
Managoment.
Hartsfleld-Jackson
Atianta International

Atrport

Pawel Galiak
Derector of Aviation
ang Commeroal

Services
Krakow Alrport

Chris Cllllkand
Demector, Innovative
Traval Soluticns,
Vancouver Alrpart
Authority

3 FEATURED WORKSHOPS

A

C

Cusiomer Proming & Segmention:
Prowen Tooks o Tansfomn Customarn
Parmangar Aaw Dsea into Usens
Customar Bahavioural Analysis

ESminating Poor Castomear Sarvio
Costs: Peovan Servico Ao

Sirateq ks to Opomits Evary

of tha CListormar Jousnay

Customes Satictartion Massmamant:
Aral Your Passanger Sataiaction
Hresiits froom ASQ Survey and
Implamen tha Next Action Pian

Sarosh Ehatil
Durgctor Busingss
Intelkgance and
Corparata Stra

Edmonton International

Alrpert

loanna Papadopoulow

& Markating.
Athans Intematienal

Alrport

Flaars roe page T for mar axpart yosa lers

TFechmology Advancement &
gt maion: Moda mizineg Your
Alrpart Faciities o Minimirs
Pasenger Duaca Time

Tarmiral Design & Expansion:
Crowing Your Alrport’s Hon
Aooraric Rovenus (Roa ByFaa
Car Parking and ather Sanvdices)

jh EMective Tarminad Spam &
Layouit Planning
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WORKSHOPS: 25 & 31 JANUARY 2019

Derector, Communkations

& = up o

SGD 1, TS0

TOP 5 CRITICAL CHALLENGES

TO BE DISCUSSED IN 2019!

CUSTOMER PROFILING &

Apnlying customer-camric tools 1o provido & Mo
parmnalzed spproach to dafina :r:u doa! omomer ard
communicae tha mizant fight Information/retall
PromoHons fewards programs 1o tham

AIRDCHT TECHNOLOGY INNOVATION L ANALYTICS

HEarng provan srawed @3 fow sman wechnolagy & mablle

Spps s cemarclly changing the way you nun alrpons and
enhants pasenger samattenca us well 25 reducs langthy
queua tma .

ARPOOT MANDOWER

Learning sucoezshul tocks o T3 energizing maothatn:
illp-ﬂrgfrmbpﬁim‘:m ir;sqiﬂmﬁ &Tp } and i
AP pariners (o rase < sanvice

:mm:nkrg:wp:ﬂﬂgﬂr:a "wNCE througnout ak
|euriay - Bafore, During, Akef R v

TERMINAL DESIGN & EXPAMSION

i
!|

Modamizing y reerminal wn easily socesstl

faciithes commercia cuthts and dsgn ta rmake a mos:
momwrable emveling aaparianca for your pamsanget of thas
whe @ v=Eiing your alrpon

Drzcoverng practica’ Ups & ricss io usa ASQ sury o defing
cumomer seiskction :IE\:H skact tha nght bonchrmarks 0
astract naw cllans. INCreaze passengeT Lm e, arhanta tho
roputation of tha srpor

A great evenl where 1 got o mret airport professionel
Jrem imronind! the piobe wth vt expertise, we share
experieces amd fear fddeas o lickile durdies e chollenge:
ihat we all evcownler i our davy fo day ampar oper RS,
A goad platiorm where e ooporiasity i created fo badd
ranport with collaagues workdwide witk comemon poals!

Sei o

Secelon Hoad-| s
Caparumant of (vl aviaion

remvaes EQUIIP
SERY GLOBAL

whaa ecuip-giodel coonjoushoma -axporienoe-management -for-airporks



over B hours of Networking Opportunites with Leading Customer Experiencea, Customer Service,

commerclal, Alrport Services from the Alrport Operators & Alrport Authorities Globallyl

Brian Cyrll Dique Beort van dar Stoga
Secticn Haad: Vica Prasident & Chied
Passangar Servicas. Commerctal Officer,
Dapartmant af Clvil Halifax intarnational
Aviation Alrport Autharlty
Ramdan Pradarma Rig Nakajima
Cenaral Manager: Aszistant Managar.
Alrport Services. Harita Intornational
Angkasa Pum Alrport
Alrports
w
Mol'd Hasham Murtada Fatina Gammah
Genaral Manager. Passengars Expanance
Jordan Alrports pmmﬁ" ”:‘““D"'W
and Reporting Manager.
Sompany M) Alrport intarnational
Graup

AnnaMilanesa
Canaral Managar,
Cunoo Alrpart

Frasad Nalr

Head L&D, Quality &
Customer Care,
GVK-Murmbal
International Arport

Ivata Hrdlovicova
Dirsctar of Cormmercial
Acthvities
Letisko MR Stafanika-

Alrport Bratislava, a.s(BTS)

y

Dicovat how aver-evolving
tachnclogy [Robatics, APA, IoT,
Mobile Apps) Impacts customar

exparkanca managament ared
allow passengess (o roeceiva a2
raal-time viow of quoues at
sncunt&;lmmlgnnon and othar
touchpoints in the airport

Lesm fram different avports
CUSICIMEr Gapariancs axpalts to
bettar undastand passangers’

viows and what thay want from
your airport's products and

sorvices

WHO SHOULD ATTEND?

45

Dlsoosr complate oyle to
enhanzo your alrport’s brand
and implament a
comprehensiva custame: senvice
Plan to stay ahaad of customer

riance Innovation and cater
to the increased passengar flow

Astend tha 5 Expert-Led Pra
& Post Summit Workshops to
understand which aspacts are
aof particulsr Importanca for your
speciic atport and how
passengars’ parceptions and
prioritios aro changing aver
tima. how customer stshction
1= driwing revenua stroams and
prefitability

wavl pouip-gindal comyoUshamar - porienm-managemant - for-arparts




28 JANUARY 2019

PRE-SUMMIT WORKSHOPS

2™ Custormer Enadanca
Manogament for Arports
Sy d A0V

3 zisaer e o

A 520am-11.10am

Custornar Profiling & Segmentation:
Proven Toels to Transform Customor/
Passenger Raw Data into Usaful Customer
Bshavioural Analysis

‘What sats your alrpott apart from snother
alrporT? it 15 s miple. your alfport's oumomer
segmantaton aralysh A succesiul pasenger
prafilingsegmantation tools shall prov da-ﬁ tha
Inzight you naed fo slan suzcessTul commertis)
cpamthana, matkating & route deve'onmant
strataglas o Max mIs Vour revarda ard
compatitveress. Lasn from our eepart
wanchop kader bow ha undartakes 2 sertes of
RGIMRNTaton strategles to arsure an anhancad
oustommer journay fior hils apor's passangan

After attanding this workshop, you will:

= derefy the REmlorehip Dorween Sme seriskang
N Gogie O pesangel SNCRIS TR,

F Povide nEmTELon on peaseoot botavicurs
ard purchasa pauem Nchades shops thay visitod.
Frogucs ey bouohe, trands they e and
smcure spant 1o ideniily she most profstio
sgranls o your sirpon

* Undaraana how your passeriers spent e at
tha aFpon isfopning ating workine. waking @
tha gata caplor

= Uncersand wha dfern Bssenge’ groups
WL and Woak miodvasss tham

= Har bomt praciiogs o 1aior Lo KNG your
atkating Sromokan acilviics

About your workshop leader:

leanna Papadopoulou
Cirector. Communicatiors
& Ing.
Athens intarmnationsd
Alrpont

Aapadopouicu 2anod hor caraet wih e
Haliznic Chvi Aviavon Authonty 952 In 2001 she
Jened tha Miplsry of Trarspott and Communications
=5 an advisot and irom Docmibar 7005 up to May
?m:ﬂrddh;fcﬂ-_l:r-z‘lhﬂféo:n' g
Alrways Sorvicos SA From May 2006 up 1o Soptornbo
200% xha worked For e Yotoric O futatlon Audothy
25 3 Senior Fapor on Biaesal Nr Soros Ajroamanis
anc resrmathoral PeGdore As of Ociober 2 icanra
Papadopsuicy s the Do for Communications &
vmrg i A Inrnational Apore Sha bas boor
presnnend with the “Worman of the Yoo mwar by «ie
Al Trarspon Nows In 201 ard is of Juna FO0 5 Pas
bentl gioCoC 2 <he Chalrpason of e Holonic Aason
Sociory Since Jaruary 20E, anna s 2 memser o e
Edional Board of v Jouralof Arpot Marscamen:

Anna Milanase
General Managar,
Cunao Alrpart

Wih a prokssora! bacigound TCR I 1w
oparaung Anra hes baofl In e Avaeion Ingusery s
more thin 1§ yers. covernyg cifionrs: roles. Sinco tha end
o 3015 sho s Concral B a Cunoo Arpen flaly)
it VR T of chavelagen) aed QNI 10 che o

2 520000 DUENCEs cnantod Srofli Snd Fagro offcancy
1 the oTRnLEcn. Dewnmmracn and o TRl
it i anatiod he 1o davelop a mitdsat low aon
oNoraid ahd 3 Capachy 1o 3ca ko saomal
CIFCUMSEEN0SS I 00 1o SRl

comparthenes of the mereis, Holdng MIA masers
1 Marioeng of Tewrsm afxr tha Universy Doowa sha
s 0 be Smbgasadel of hor wondarul regon
Femora: whan sasding asura

=

B 11.15am - 2.55pm

Technology Advancement & Digitization:
Modemizing Your Airport Focilities to
Minimizae Passenger Gueua Time

Daes your company sty abasd for the digita!
age? Moedaern techrofogy can help avary aspect
of tha airport expariance from strasmi ning
v’ o Impraving customer sstlsfctionand
Increasing fevarues. The long secunity quauss.
addnional faggage hardling 37d weminal
congestion madka for anurplaasant and stresshy
CLLOME axpariance. ATpArt SySIGTe mist fe
designad 1o adcress tha langthy quaue tima
=323, Sama kay IT rmiperatves mus ba adhared
1o adopng rew technclzgies 1o strasmline
thair operations and achieva customer sardco
XCaenoa

Aftor attending this workshop. you will:

¥ LUndersiand how o STRans iearagn
1echnology to provide critical formation. new
seruines operavenal efcienches and swo-way
cammunization tocls to pamangers

= Offar graar potanitlal to he'p the pamsenger
CLELOMXS LT alpert axparence while & 1he
samo thme recducing the strasAime amoclaed
with alrpons and cavel

P Do IoCiigues to eraale pamangars o
compleia 1halr vavel procedures In the kast
sime passitla

# (a3 from ochar arpocts how maklia apps =
widaly used to @ahance passengas tawllng

exparlance
About your workshop leader:
Stmon Wilcax
Automation Progmmma
Mansger.
Heathrow Alrport
Skmon Whkcex & ar Aurornasion Srogramme Maraoar

a Hamhrowe b @ has &y opetkno in'tho
ghanal pdaion ausny inciud ng dmoing
rd'smnabm;lu charge projecss and a piescn 1o

profocis irclude tha comenisoning and sperdoral
Meadingss fof tha raw 125 bilon Tormival 2 The
Craoar’s lenminal ana tho loral maciness for Now'
Doha Frenatloral Arporte. Cumengy s i bead o
one of the worid's Bmen asomaion ond Dlomerics
?mgm-nn\: o HoatProw, Simee fas an MSc i Ar
s 15 an evporencd Cnies Commancar and (s
a UK conlfiad Avaior Securiy Marages and Thros

Chris Gillitand
Director. Innovatva Travel

Qumarely [irecior. Innaihe frad Soloons 11750 3
Wancouver A Aanory. U govrd y bebing
one of whe b svpons nha wotld A TS e s
resporgllis fof nCunaung and oxmekacisizing raw
orRlaghs desionod 1o anfancs the oworst dumsomesr
aaperianes ¢ th Wipon and 1 movw e rousiny
forwars As par of iS manda he ke (ho aipon s
Dofuar maragemore bones ROADEAXPRESS™.
which bs tha workd s S kosk basod s sorvics bordar
mg. solusion: As of Docormbor 20TV e s Le00
BOADEAXPALSS Moeks oparaning i £ aipoes and
m?on.snd o mwﬁuamwm
vecttvdde chaar the bordar soouraly

enuiryGoguip.giotal com
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Elirrlinatingw“ﬂw Customer Service Costs:
Proven ice Recovery Strateqises
to Optimize Every Phase of the
Custorner Journey

Whan 3 customaypassangar comglains you
hava a briel window af spportunity ta maka
or beaak al charces for satsfotory rescuton
what doez It taks for tua service recavary
Effectva servica eeovery can transform Imta
scresmsad and 3 cizzormes ez calm
coopamtive. and sepreclatya tasllars Its
r'stive Impartanos 1o urdarstand tha differert
acpacts of arpon servica da'vary chaln
throughaut tha aliport sxperiance ta geranta
affinity amaong your astamans snd inCease
satisfaction ard epaat purchasa Jom this
sezzion 1o refing and mecu e your aastng
CLSOMa! QERErINee stratady.

After attending thiz workshop, you will:

& Creme s lesdatshin movernant o accolarate
CusImar angagamant tansdermaton
*  Dslher cummomar Intdigens and msale
custcmar Frmedizs complans
+  Amicinoing oosome! neods
+ Acknowieohing thar kelings
+  Apoiogyring ard Cwning tha resoreiliey
< Cforing slprnaties
+ Moy smends
= Raview slpot sEf manpower [ cpab ity
155185 to diosl win increased passengor o
*  Burd 3 minainatla servizes cultdm o responss
to pamangers raqulemaTes
*  Pemdda DIompes o now 1o CoTRerse
paszangerns what 1o cffer. what privicges spaly
In ciriain Susnons and now o delvar sindms |

About your workshop loador: [

John Moans
Diecter-Faoibties
Maragemant.
Hartsflgld-Jackson Atlanta
International Alrport

Jorr Moars B the Dirgcey, | aoitios Marsogemen: for
Haresieid Tackson Adares Insamiatbonal Alfpon whats
ho's m ovet B rreitlon square feat and GEOD
s B tho past ve Yoo azis P sha roe of
“andior” kor e Chy of At s - Dopanmens o A
o in EmET il eha "ot s nsate” fo che 530
Plus slves cargo Fardlons, s, maaliens
o TR Ul genonie over £25 Filon por yoar
I econeiTie Fpac fof tha chy and $04 dlion fof tha
S of 2 making it Goormia s ko o

with mtf:gﬂnnn'pming s o

Fatina Gammoh
Passengars Experience.
Parformance Monitoring
ard Reporting Manager,
Alrport International
Croup

Fatina Camman & an Indusaial Sngirece. witn 10 yoars
ol experiono: nquallky oporeeions i projec:
rrnnf;ﬂ:n Sam:' 2 Mz Gammoh b baon
Ireaivad In tha avdon Tda. she & cumendy werking
e (raocn AlD meotrational Arpon 35 e P rgons
"usp:m:nmrag:a Nrs Camimoh was ool
tad In e fogreh placs aoroes A Pacdc fiogon
and (e S0l raprear ke of the Middis Eas Inshe A
Yo encuihe of the Yo award 7008 Sre prepatad
Fl= hee rasagich (<ol el gl B
Ll AVEMKS 3nd EosTiTedo. Incuding innovathe
SSANNE 1 UT PRIV SIpois Tvenuss ir tho oarant
E comimermm efa

WA L P-globa Loy Dmar - Sopar | ance-managamant -for -airports



SUMMIT DAY ONE
29 JANUARY 2019

29 Cun R
Managament foe Arports
ST ATY
.

Bitam| Registration and Walcoma Coffea
853:m|  walcoma Addrass by Chairman

EFFECTIVE CUSTOMER PROALING & SEGMENTATION STRATEGIES

nocom| CASE STUDY: UNDERSTANDING CUSTOMERS' BEHAVIOR AND

DELIVER SERVICES TO MEET WiTH THEIR REQUIREMENTS
Leamirg usaiil aaproschaes 1o C'asta profies tnat dascrin spachic
sagmencs o paEtengens to proside persenalizad oipartances
CeEconating the Inta’as passengars are anmoad 1o

-+ Prysical jocsion of a ofcr spam
+  Haa'lng best pEaces 1o mazsssa tha sausl arpon pafeemancs

agans desishle stancad of customer sk
Examining tha osinmet expaiante Fattwvay and iIosrat’y the
wpectalicrs at oech touch peint alang the patheay

Ioanna Papadopoulou, Director, Cornmunications & Markating.

Athans Intomational Airport

948am CASE STUDY: USING CUSTOMER SECMENTATION RESULTS TO
! CREATE A "SENSE OF HOME™ AIRPORT CULTURE

Davaloping detslied damogrenhics and peofes of pasaEngers o
credla spactic ca'rpal;lns and sandoes tha talget eath audence
Wsing techrelegy o he p pastangern (o find u=&hul Informacion 1o
navigata teough tha tarminal zones and fclitks @&llank arto
alipons

Undaraanding the ooty and seves of place through materlas an
and food oferings

Srouiging Farsonalized sanviess to passangars 1o masa tham nwe
mere COTR ot I tEveling jourray

Anna Milangse, Genaral Manager, Cunec Airport

IDs0am Moming Tea and Hotworking Braak

nomm| CASE STUDY: DISCOVERING THE PROVEN TOOLS TO GATHER
& ANALYZE PASSENGER DATA

Enabishing graatar matket maighe srd panatraten of aper
fmﬂur.s ard sendoms

eanIng sratogc communkztian approschas to idenlify a
LEAITReS G aions and servioe requirsmans
Dawlopng catalad Usm:gnJ:H»"_f. and proflies of passengas @
raate SpRCIic Campaens Anc sendces that 1angsd each sddienco
Undarzanding e loclky and sensa cf p:n«mour:h maatlas ar
and food offarings
Provisng persanaioed Servioes o DassEngars th maks them have
mom conttol ea their traveling journsy

Ramdan Pradarma, Ganaral Manager-Airport Services,
Angkasa Pur Airports

CASE STUDY: UNDERSTANDING HOW CUSTOMER PROFILING
WASm) MpROVES THE CUSTOMER EXPERIENCE AND PRODUCTS
OFFERING OF YOUR AIRPORT
Devicp'ng A mechanism to moniter 3rd managa sl othaf sanves
providans Stihe wrpart 2uch as thaea angaaed ingate
managamanit baggage handling. conmesskxe pa! rking ard
sacuriy chackpaints
Uncersanding cURCmans’ 1e5ECrse 10 applmtors aich & aglial
skgns @ rport wida freralaten of beaccrs
Discussing how alipons INCmase revande 3nd CUsomer aapsetento
trough
Ma(lwg'lxrg- tha afiracibunams of al'pons Lo passangots through
differert premat'cral activites

Prasad Nair, Hoad L&D, Quality & Customer Caro, GVK-
Mumbai intornational Airport

ns0pm Lunchand notworking break

SMANT AIRPOAT TECHNOLOGY & ANALYTICS TO IMIPOVE
CUSTOMER EXPERIENCE

ts0pm| CASE STUDY: UNDERSTANDING HOW ANALYTICS
STRENGTHENING AIR SERVICE OFFERINGS FOR YOUR AIRPORT

Monraning of imemal and examal errianmanal Soess and
tmnziziing them Inte 15ng e decalans becomes asant’alto
THCeEE

Hepng alrpons sMooEto resiues budg and plan efectvwly

reEGISTER NOWI €5 5376 0908 enquiny@equipgiotal com

47

Develcping 3 Tobus 3f SVCE Program 1o impeove your
ssanger ravling axper kerca
pating praciml Eretegy 10 kaed tha dirmcian and famswerk
for your sirpot’s Stedic Pan and Eusness Flan

Sarosh Bhatti, Director Business Intalligance and Corporate
Strategy. Edmonton Intomational Airport

2i5pm | CASE STUDY: IDENTIFYING HOW AIRPORT USES SMART
TECHNOLOGY TO REDUCE QUEUE TIME AT SECURITY
SCREENMNG, CHECK-IN COUNTER & IMMIGRATION
CLEAM]ICE

Uncierszanding hove Sstar checs in and paszengar proessing

NEIp 16 ANCOUTge PRSsINgars 10 Spand More Uma inalpen

Hatresing tectinology to Teduca passengsr proosssing dmaand

efort ensdning safsty and securty ond enablng casy stms o

and from srports

Poploying 50 sremn Koshs to easa 3ccoss 1o chack-in and

ansunrg hask- free Spant aoces

Impreing tha wating times and #iclonty of cur screaning

process |
Chris Gillitand, Dirsctor. Innovativa Trawel Soluticns. |
Vancouvar Airport Authority

100 pm  Aftermoon Tea and Hobworking Broak

250pm| SHARING OF CASE STUDY HOW AIRPORT USES
TECHNOLOGY (10T, RPA, All TO MEASURE PASSENGER
FLOW, QUEUES AND DWELLTIME

Implomanting 3 sabsian W massure and predia waking imss
Erabing & ';:cr'. D[.'ﬂml:t"to ninpalit passangers InEicrs
and s Lthem miears Ifaematkon sich a5 Mgt retkcas sng
Froduct cifars

Ausemating check-in procass tiougn ‘Auto Cheow 'ri functlan
Sharing of fiow IcT 2t focused on tfia passangar Gxparsnca
Ecmatrc kosks indoor mspping and &ic

Simon Wilcox, Autormation Programma Manager, Heathrow .
Afrport
HOW TECHNOLOGY & COMMERCIAL ANALYTICS BENEFIT

YOUR AIRPORT BUSINESS AND PASSENGER
SATISFACTION?

+  What i 170 mast chatanging Cass you encourtatod

- How technelogy and anakics Impact your cuscmar
peranogt
What are yourt current practices to preatda ousomes with
infarmatian and put thamm in contred of thair journeys thicgn

tha abport
- What are tha mest mamoabia Inersctions that can impac |

retun tendances of custamars! |

Panallists; {

1. Hyun Lee, Advertising Media Concessionaire. Socul-
Incheon htomnﬁornl Airport, Korsa

2 Ramdan Pra Cararal Managar-Airport Senvicas,

Pura Ai

3. Chris Gilliland, Directer, Innovative Traval Solutions,
Vancouver Airport Authority

4. Brian Digqua, Section Hoad-Passanger Sorvicas
Departrmant of Civil Aviation

5. lvota Hrdlovicova, Director of Commercial Activitics.

Latizsko M.R.Stafanika - Airport Bratislava, a.5.(BTS)

todpr| CASE STUDY: UNDERSTAMDING HOW MORILE ADPLICATION |
INCREASES CUSTOMER'S PURCHASES |
- Tapping inlc techrelogy to enihanca passangand buying
GEpETENLD
Tamserming allthe smazing specal offers f marksong acihilies
Inta maklln Spalcathon fof CLETOMEr L0 BICWER ENTSLgh betora
heading to apert
- Davalbfing 3 Simpks prooess i PaSengsrs 1 boak thatr anciiary
produas
Using mobiia apps 1o ©0 advance purchass and colect tha goods
Lpon arfha at alfpen

Iveta Hrdlovicova, Directar of Commarcial Activities, Latisko
Mp_Stefanika - Airport Bratislova, as.(BTS) i

5455 | Closing Address by Chairperson and End of Summit Day One :

www.equl p-globa Lcomytusinmear -axpar iance-mansgemdant - for-3irports



' SUMMIT DAY TWO
30 JANUARY 2019

2" Customar Expanienca
Moan ogament for Arporls
RS ]

3 ¥ MW ITA BNOLACE

t
|

lusarnl Rogistration and Welcome Coffeo
BE0am|  wglcome Address by Chairman

PROVEN SERVICE MEASLIIEMENT & RECOVERY STRATEGIES

CASE STUDY: LEANMING BEST PRACTICES OM MISHANDLED/
MISDIRECTED BAGCAGE SERVICE RECOVERY - WINNING THE
SATISFACTION GAME

Uncermanding how to manage senvice fallure and minimize thair
atvarss affects h

Improving tha operational proceses and efMcienckes by leveraging cn
new technoiogles snd bast praciices

Uncernanding the advamages & dsadvantags of sutomated bag
drop solutions

Heating best practices to enhanca baggage dalhery times

9.00am)

Brian Dique, Ssction Head-Passengar Services. Department
of Civil Aviation

CASE STUDY: USING ASQ SURVEY RESULT TO REVIEW &
EXECUTE YOUR CUSTOMER EXPERIENCE EMHAMCEMENT
STRATEGY
- Dellvaring the key Indicstors to develop the femework of RRtegic
cLStomar managemant system
Enabling alrpons to ratain tha loyalty of ealsting custernars and
enablo Rew cusicmet segmants and market aress to ba senvd affec
tvaly and efMciently
- Managing tha customer expectation and complementing the
pasmangars qualiy assessment by measuring tha actual objectves
uality of sarvica delhared
- Maasuring the servica quality levals for customer satisfaction. dalay
Aalalcs and sacurlty. pasport. chack in and baggage clearing times
for improvemant

Bart van der Stege, Vice President & Chief Commercial Officer.
Halifax International Airport Authority

1notam| CASE STUDY: PROVEN STRATEGY TO IMPROVE CUSTOMER
SATISFACTION AND ITS IMPACT ON NON-AERONAUTICAL
REVENUE

Evaluating and selecting bast practices that are transferabla and
2igned with the alr| brand checkist

itlzing and evaluating the range of sanices provided to
usomers/passen
Creating a detalled checkilst for a amtegic and emtive continuous
Improvémant
Undersanding the Importam critaria to enhante customer
axpariance thiough differant product offatings

Pawel Galiak, Director of Aviation and Commercial Sarvices,
Krokow Airport

TERMINAL DESIGN & COMMERCIAL PLANNING TO MEET
CUSTOMERS REQUIREMENT

CASE STUDY: UNDERSTANDING THE TECHROLOGY TRENDS
AFFECTING AIRPORT TERMINAL DESIGH & LAYOUT

Responding to the shifting Imponance and growing complaxity of
customar choice diivar

Leamlnlg from lpading alrpons actoss the gioba how to use
technelogles to enhance passangar a a

Making alrpons a favourabla lecstion with options for Intermnational
and raglonal travel

Maximlzing the atitacihvanes of alrfpons to passengers through
diffetant promotional activitias

Improving procassing capacity within the sama tarminal and
avoids of delays tha nead to axpand

D.45m

TAkam

John Means, Director-Facilities Management. Hartsfield-Jackson
Atlanta International Airport

Zs0pm Lunch and natworking broak

65 &376.0008 enquiny@equip-global com
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120pm | CASE STUDY: IDENTIFYING THE PROVEN STRATEGY TO

CREATE A SIMPLE & ACCESSIBLE AIRPORT TERMINAL

Exablshing st/0ng understanding of priorities. market dynamics
and cusiomar neads 1o Increasa raall revenue
Undarstanding key design In optimizing tha valup of
commaercal spaca 10 mprove tha teminsl space eificiency and
sangars shopping exparlance

|=:u=?ng mues n.lrgl a5 capachy planning opantional
raadingss Non 3ercnautical revanue genamation thiough proper
terminal Eayour
Stressirg tha oriunities and challanges of alrpons expanzion
lnlmrgra}:na‘rg:o%;llmmn ? £ e

virender Singh, CEO, Andhra Pradesh Airports Development
Corporation Limited

CASE STUDY: HEARING PROVEN STRATEGIES & TOOLS HOW

21
P SUCCESSFUL ADVERTISING CAMPAIGH INCREASES vOUR

Uncerstanding the unique advertising techniques to prometa
your alrpan bianding

Dervnicping dmal'ed demographics and proflles of passenger te
craata specific camipalgns and sarvices that target esch sudiance
Connpcting pasangers with special offers throUgh differant
channal

Spreading awarana=s of wrmina! entanainmant and smanhles
threugh roal time informatlon sharing

Hyun Lea, Advertising Media Concessionaire, Seoul-Incheon
International Airport, Koroa

ss0pm| SHARING OF CASE STUDY TO HANDLE DISSATISFIED
CUSTOMERS DUE TO OPERATIONAL 1ISSUES

Understanding tha rangths 3nd weaknessas of alipon faclities

and svices and 1o Idantify tha areas of Improvernant

Anayzing the ='mifarites before Implamenting the Improvemant

strmtegy in managing the passengers’ expactation

Antlcipating the key lssues and needs to create processes and
@M that ensura customers needs are met and axceeded

oviding staff with options and support for making amends 1o
cumiemnars who have encountated disappointing expatientes

Fatina Gammoh, Passengers Experience, Parformance Moni-

toring and Reporting Manager, Airport International Group

4lspm
1ol Tn

WHAT DO AIRPORTS & CUSTOMERS WANT IN A TERMINAL?
What are your current ment tools to r

tustomer s sStistaction?

What ks your suggestion on quoue managemant & solutions to

reduca kengthy walting tima?

What ks tha technology you usad to Improva baggaga claim

procam?

How ¢o you Integrate tha ratall sarvice concept Into tha alrpornt

emironmantt

Panellists;

Pawet Galiak, Diractor of Aviation and Commercisl
Services, Krakow Airport

Bort van der Stege, Vice President & Chief Commarcial
Officar, Halifax International Airport Authority

Rie Nakajima, Assistant Manager. Narita International
Airport

Moh'd Hashem Murtada, Goneral Manager, Jordan
Airports Company (JAC)

PANEL DISCUSHON

£00pm | Closing Address by Chairperson and End of Summit Day Two

wvaw.odquil p-global com/customern -axparionda-managomant -for-air ports

PASSENGER'S SPENDING POWER & SHOPPING EXPERIENCE |



POST-SUMMIT WORKSHOPS
31 JANUARY 2019

24 Custome Eperance
Managarmant fa Arpo
Rt ARV

ERRIT Lk R

)  9.00am - 12.00pm

Airport Analytics. Terminal Design & Expansion:
Growing Your Airport’s Non-Asronautical Ravenue
(Aotails/FAB, Car Parking and other Services| through
Effoctive Terminal Spaca & Layout Planning

In oduy's complax avation busness ervitenrmant an alrport's
sdaptability. aglicg. snd s5iliny to managa constant changa s tha key
to success Aralyics beromas a vary eniica! esmant to strengthan
=1 sarvce offerings. s crtkzl to put the customer st the cantra of the
desgn and Implimenting procasses procasins termine! dasigns
sarvines amenities. and coenmmurnicatiars thist are engnesrad from tha
CLBLEMGT s parspectva. Like arry cthet businass, alfports 21 stiving @
priprove CUstomar expatiaree and Incraasa ravarsa staams. Harde,
tha Incrazsa in pessangar dwe times and Irsilin to king canaln
Peyuide ard foods thredgh seoarty screering chackponts IS5CPs)
further incrassed damard for concassions and serdcas

Aftor attending this werkshop. you will:

» Opilmizs tha alocion of spaca for Aty tatminal planning and
dasign

= Improve tha parcrmanca of the Ipons cuiln cecled rerues

*  LEdw ng opporuriias for moa dynamic adwn'sing

& Ensure Lnnness and senso of pace 10 dsrentlata your arpan
from ohens

About your workshop leader:

Virender Singh

CED,

Andhra Pradesh Alsports
Davel nt Corporation
Limlt

Virandar Singhls 3 hI‘;h perfiormanca ssn'cr managemant profasicnal
wiLh srerg Wark Sthits 3na Imsproachabia Integrfy. Ha posmes anrcnod
croes functlonsl exparancs of oot 31 yWars aTpart managamen: which
ludes workirg weth Indian Avatlen ator Arpans Autnaority of India
T majer Prhate 3iipot Oparacors of indla e CMR o'vl OVE groups ihmse
2t managng Dalrl and MumDa) Arpens L irdls busiest alpens

Hi has wlde axparienos of devarcpng graen Nakd ampons ‘ninca and had
dvecped india st privata grean #&id arpen & Durgspar In Wst Eargal
india In sesaclaion witn Changl Alrpan croup. Cumemly ha & warking with
Statg Gowernme of Andhra Fradech in india and cevslaping Two @'aan
#ald Internatlanal Aetotrapells and twe grean fod regenal Srpord ininca

saresh Bhatt!

Director Business intalligence
and Corpaorata Strategy.
Edmonton Intornatianal
Alrport

Eareah Ahattl has 20 years of exparknce inthe avatian industry. working
with airfines ared alrpadts worktaicse Sarceh has a diersea aline
Dackground working wth kow oot byand. and ful sarvica carnars. For
2rpaits be has werked for boeh hub ard non.Fub business models 'n
warkous leadarshlp capackles e holds a Mastars in Aviaion Managemsoe.
3 FAACAA Commarcal Proes Licansa Cradune cenPcta In Stsmmgc
Mansgemant from Hanard Uniersty cenificata in Buslnes Anatalc from
Wharion Schad, cettfizite In Gope Francla! Crivs frem Yaka Schocl of
Marsgempnt. cenificats I Anificia) Irteligenca frem MIT, rumarnus
indusry and managemant ralated coursas and Bwatkngtowares ks
second Mastars frofn HanGed Unnesiy.

Currenty Sarcen s In Edmomren. Alban. and wolks 3t Edmanten
intemationa! Arpornt 2= Direcior of Busness inteligence and Co te
Simtegy. Inthis roke, Sarceh leads the ompany's sranagic planning, wxing
nls LGNS In data analyshs and emdrcnmant sssesrent 10 dive ElAs
Husinass cLiomas N medium ard leng-teem. Onslde of wark Satash
STEys eperng nsture and playlng crcket

REGSTER NOW! 65 3760908

enquiry@equip-giobatcom
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1.10pm — 4.10pm

Customer Satisfaction Measurement:
Analysing Your Passenger Satisfaction Results from
ASQ Survey and Implamaont tha Moxt Action Plan

in this hst-:h;n'i:g er=. thi entira customar exparancs shou'd ba
are that laaves the customar nat avan pondering cost for a mament
but Irstead raishing tha sheer jay Tral @vary tma thay Intersct
weth yous avpent and s cfedngs HigHly rated airports understand
thait cuztormars as well a5 thalr customas’ perceptiors and what thay
naed.wart and expect ram the travel experkenca

Aftor attending this workshop, you wilk:

* Urprovathe sendom axpartiance and tha atlly 1o bu'd customar
relatiorshing

+ Discoypt how €0 cthir STRAMS mmake passongans Nappy

B Provich a0 ovsndow ol cuTrent ard emarging ousDmee sendm
offarings. Inklazvis and desicpments tha arg Imperant to
pamengsrs and other viskors to tha sl

#  Transform an idka Into & good of serim that creates waue of for which
cumomars wil pay

About your workshop leader:

Brian Cyril Dique

Section Haad-Passenger
Sarvices.

Dapartmant of Civil aviation

gran Crllm:ga 15 3 result craned prefasions with over T7 years of
xpatkenes In Oparstions Mansgeme. Ramp Oparxtions CUstmer
SHelatons Maragement Governmant Raatcra Alrport Projacts and Legal
ra'sted matins He is a kaan plinnet Strategst and implamertar wit
preven ablftss Individng and eeauting policles 1o impeos QURCmaT
Zarvices sustalning proftaboiy and cost efeciheness of cperEtions serdice
darvery ard comipliaroa with specied stindards

H3 VAR avperence in o e posths focuss In managrg complste
Alrpont Oparatkons including in-flight. passngs’ G suparvscn and

Irtar gapaments| cocedinalon 1that alms tha s3fe and ¢¥ckm sanvioe
devery 8ran has workod tnindla. Urited Kingdem Hapal and United
Arab Emirmes his expasdng 1o nuture divenives enhances his cormmiimant
w0 Ip!wda SVEry CusLoman a preasumbla alipat epickenco Snce than. ke
gained recogniilons Mom CLSTOTErS WOF MarEgemant and 3 gisinma
tody for s tota? sanvice cod cation. Ha s an schiwes in hs sanway. Sran
nokds 3 Masmars In his Nekd of edu@rcn and A3s aanod tha nignas
diminzion durrg hs 1RIring courses rdating to the gukdalrss of FAA
{Fadere Aviation Adminkertan L T34 [TRnfpotaton Securly
AdminkrRrcr) anc AL [ Aocountrg and Authafistion of Hoid Baggags
fot Camage oy AT ) respectasly

Prasad Nair

Head L&D, Quality & Customer
Cara,

GVE-Mumbal international
Adrport

Prasd = resporable far Qualwy. Custemar Gare furstion aswel as tha
feamrirg and devalopmant of VK. Ha 15 3150 in-charga of cewloping and
mmanaglig compllara (Rcking s2ross Alpon operaions groun ansure
camplianca to varous management certficatens for oilsting and rew
wiminat creating a business contnulty femawcek for tha o'ganlestion i
ing with 120 1 Bueress Prociss Documpntation and Fa-anginesring.

4= careet background Inchides working in tha feld of Crgsrizational
Davelopmont abd Changa - qualty sysom ImploTareaion busnas
cONErLTy Mansgemant experknoed qualiy profezional whh evpoaisa o
ircerraticral sandards ke 1509000 Joint Commission Intematiana! (20
hazinare qualky siardzard) and S Sgma SProcess Imaresmant.

wwroanquip-giohal oomytustomer - periance- management -Sor-airports



SPONSORSHIP & EXHIBITION 24 Cuntors Exgeance

Manogament b Arports

OPPORTUNITIES Pt

W ¥l o g

I SPONSOR/EXHIBIT AT THE 2™ CUSTOMER EXPERIENCE MANAGEMENT FOR AIRPORTS SUMMIT
[

This summit will gather airport operators and industry thought leaders who truly care
about building great experiences for their airport passengers & visitors!

WHY SPONSOR AT THIS SUMMIT?

This summit enables you to engage in quality face to face networking and long-term
relationship building with the delegates - your prospective clients!

Networking Thought
Opportunities Leadership
4 Pt speaking s'ot 4 Focus Sroup Lead
4 Pangllst 4 Plenary SessionCllant
d P Confarence Welcome Testmarial
u Crinks W Clent Session On Treck
4 Spoed Natworking % Charing Rals During
i Targeted imtatlon 4 Conferenco
to yourprospect fax @ Pand Swasion
Brand
Awareness
Reoeanton

WHO SHOULD

Wecoma Hanner | Sremium Signage
Colsters! Dstributian

Sporsored Pads and Pens
Quezorised opporturitks

SPONSOR?

W Y

Customer Experience Management Software/Systems
Customer Relationship Management Systems
Customer Analytics/Data Analydcs/Blg Data Solutions
Alrport Technology/information Management Systeims
for Passenger Terminals

Payments Systemns & Cards Provider

SMART AIRPORT Technology Sobutions

Soclal Medla /Digital Technology/Relsted Applications
Customer Exparience Consultants

Contact us now at +65 63760908 or emall enquiry@equip-global.com
to discuss how we can taller our sponsorship packages to achleve your
busliness objectives.

W aquip-g lohal oomyCuUst omer - peranoe- Imanagement -for-alrports
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Management for Airports . ,
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