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‘Optimising [T's capability for service delivery, innovation and value-creation |
Digital integration within the business operating model

A focus on research, development and rapid business model innovation

Digital technology platform transformation

halt S ]

The IT transformation journey will focus on the following key digital dimensions

Passenger Experience Intelligent Business

= Choice across a range of digital self-service options = Inteligent, integrated platforms which provide airport

= Quick and efficient movement through various digitally stakeholders with the right information at the right time
enabled airport checkpoints = Adata supply chain that drives business performance, safety

= Seamless, user-riendly digitally enhanced safety and m and security via analytics, collaborative ecosystems and
security arrangements cognitive digital capabilities

o

EB [0 Digital Infrastructure

Social and Mobile

WA

- Social and mobile platforms augment the airport m = Sealable, standardised, collaboration-based and location-
expersnce aware technology architecture that bridges the digital-physical

= Seamless information access and engagement of airport blur
stakeholders via proactive, personalised digital social = Connects airport stakeholders and devices seamlesshy,
interactions securely and cost effectively

= Digitally-driven passenger entertainment and convenience = Highly-resilient, intelligent digital communications networks
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New positions per Division

TECHNICAL SERVICE

STRATEGIC PLANNING

OPERATION

INTEGRATED MANAGEMENT

INFORMATION AND COMMUNICATION TECHNOLOGY

HUMAN RESOURCES AND ADMINISTRATION

FINANCE AND PROCUREMENTS

COMMUNICATION & PUBLIC AFFAIRS

COMMERCIAL

0 5 10 15 20 25 30 35 40 45

= P=FEEL-AK FIH R AT EF AT RREGES Gale LaRoche : AEHEHEH
FEEEAER

Search Engine Optimization
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Streamlines and
automates repetitive, Auto screens candidates
high volume tasks

Standardization of

matching candidate’s :
skills and experience to ¢ Pl
that of the job

Chatbots
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= BBC Capital, 29 January 2019:
“A generation ago, the half-life of a skill was about 26 years, and that was
the model for a career. Today, it's four and half years and dropping,” says

Indranil Roy, the head of the Future of Work Centre of Excellence, set up
by global consultancy Deloitte

= Le Soir, 22 February 2019:

« Axa: 100 sexagénaires seront payés pour rester chez eux. La banque,
qui compte 850 travailleurs en Belgique, va ainsi a I'encontre de la
volonté du gouvernement fédéral ».

= McKinsey estimates that up to 800 million workers globally could be
displaced by robotic automation by 2030

= OECD says 14% of jobs in developed countries are highly automatable,
a further 32% are likely to experience significant changes

= Low-skilled people and youth are among those most as risk

= The abilities required to save your job and prepare the next generations
of workforce: cultural agility, empathy, data literacy and engineering
principles

= Can education help you robot-proof your career? What about
experiential learning instead of classroom learning?

i & —PE B2 /N ET G o R EHIEON ACT BB IR RSB E: Michel
Danielle EFf - JEEIFHMAER ASLE [ FHMERAGR > TIEROoHyE AL
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The question is:

How will you evolve, as a responsible HR m
leader, in the face of automation?

ARPORTS (DUNCL
INTERNATIONAL

Your instructions for the group exercise are: o
-|'.J|!
= Form your groups and identify your spokesperson “";«%
= Be prepared to work for twenty minutes, discussing: _
Why is your workforce vulnerable to automation?
= What steps are necessary to transform and save jobs, and prepare
the next generations for unlimited change?
= What does it take to convince your leadership?
= |s all of this socially acceptable?

= Have your spokesperson present the results in a maximum
of five minutes

= Let us draw conclusions and vote for the best presentation
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Comparing the ways airports can grow NAR

+ Impact of Number of passenger : i
+ an increase of 1% in the number of passengers leads to a growth of non- Q
aeronautical revenues ranging from 0.7% to 1% - contributing a proportional growth;

» Impact of Size of Retail Area
+ an increase of 1% in the physical size of the floorspace of the airport's commercial

area leads to a growth of non-aeronautical revenue of 0.2%;

Impact of Customer satisfaction

+ an increase of 1% in the global passenger satisfaction mean, as defined in the ASC
Survey, generates on average a growth of non-aeronautical revenue of 1.5%.

AR B E L BIES IR B £ Muna Al-Ghanim - BB L HER
B & B R RS (T EUE Karen Ellis » 75t E T 55— B 4R 4T
Chapman Fong » ZEAMHE I 75 SRS B2 A ER4CHE Claire Donnellan PAKJEJK
SRR E N E 3B AEEE Carlos Criado HEEACERT= -

(AT e 2 USRS VB B R B i e AR B 1Y
R E E R RERSERAT 0 - i HLHEE TR ORAE A (B, ARSI e - Wik
R R (E R s Y B B T RE SR fietet - PR DB 2 TS BB w iR A e
HE ARG - TS (EEIE - (A B S —MiE4E4C 3 Chapman Fong TS » 1¢
BE R TR E—F MR RSB E RGN AETEEE
AL EFERS B 2T SEE S ER Eb: ~ F AR - EEERT R - B R A
PRGOS R ~ SREIFTE - 2ot - RS NIRHIR SR ILATS - (B EH -
HERRIZEE RGNS - — VIR GBI B R = RSB A RE Mt A B
BT E — VAR el FTRE B B IR & SRy EASE - A Aty R -

1. THREERS—F

BAE RSN (RIBBI B R R E AR TR - SR I P T B N
SR - P& R AT & 7 T & P B E R LB A oK 0 T B e (50
FHY - SRS PERE S & B ST R A B » MRS R0Gs St - DA
SRS ST BT St LU 07 A B BUR B AT Sl T R g A LR
T4 - ELIZ BT R IBHE S5 AR - SR AR AR N TR R s

24



RAVEE, > R EIRE FRH TRV 2R - PrlAn Z LIS A I T AR =
FEARMEES - AE TR ED > > ACT AYARBS S STEE (ASQ) /el T — 2577
gy
(1) B ARERIE ()
BRI SR N B T BRE R , DS R AR B L

B - B BRI ARRIURE SRR SRS IR T IREE - [BUCR
b ARG AR S RIS - T AT — w2 i Re il - R 2 s e
BIRVE R ZIACER TR DUREE RUtEiE R - BE A PER R s
SERLOR > TEOMIRRR THR1E o TSRS . - PSRRI B IRHITTEN ([0 ~ BHE - O
WE) g FEEGEE - WS BRI TR (R " B e iR icie e | ) -

i FCAE I S PR A 25 2 R MR Y R Rt - TR RE A P A ke - A B i e 22
NMEIEFISELTT > BT B LHEE B B IEAE R S HRL - M E CAY
TAFREARSE - #Eii EBHRe e e 5e S e T IR A 0 H 55 -

The Sunlounge Tourist
al s Departure Journey

( [ e p——— Rl

(2) N¥mgseatis
DU ATy B ARROE » il SR ~ IR & ZIRIRGEaRrY HRSE -
BAEIRE T > BnBtaa 2B ERK - mEIHEE SRR R - R

HEES SRR - EEAEEET AT SREERIEERER (&
EiEA B EERTEE AT TIDHE AT R R

i FRIRRCK » IhER FRYAREEF B EL - ZOETiHE C - #RE 2R
st (IEEHCEE User) > fefit "HREE B4 VRS - HREEHAERER

25



BHVHEEHE > DRI A G REK > FEER MU - Nt tE HARE
ARt 20 RESRIE MRV A BRI G ERAY 5 [ -

< Jassenger

personas

2. FERTHUBDRER S IR

FHEF - B —IRET LEVA 2T SRR - AR IS LR
FHRT TR S RS2 50K WU I LA (VA 5T S SRAy PRE » s Bk
BN ARSI R SRS LR SRV ST B LD - A EARE (A B
GOOGLE ~ FACEBOOK ~ AMAZON HY71 I FEEHR ~ B BhR A HIRERG S (A b m] RE B 2 ¥
LEHYZE APPLE ~ SONY - fE#RFIFEE A RE & EAaRE ~ IRIERIIREMELD - Y EER
RS B S A ] HARED - B G IR S A s KR RE EE SRR (DU /K4 > 401
RE B M E SRR T SRR RS A TR 5 B SETE
SR

{EERAET S > R DRSO - rIRe BRSNS AR Eds R 2 A 58
EAFRVEETTE - EEEARB /KRR T HIETS AE 2 7 B v iR A PR 5 > B
A FRONMES R A R E S > ARIEEE A AR ~ T2 ~ 5
FEBAEFRINBARE RS - (iR 2 &R - G HEE e H i
FOREE > EA—BUKENIRB IS - (FIE—2HVIBRL - i > I iRE e R
H B ORFFAR IS YRGS - e R E EORHY PR -

26



,“ﬂ , Dr3
’ Customer experience M Aou
Airport Service Quality

Customer experience:
The perception that customers have of their
interactions with an organization.

@
9

= Success to accomplish their goal

= Emotion or how they feel during the interaction
= Effort to accomplish their goal

= Constancy in the delivery by the organization:

;i) (@
D @

\ -~ B D, \5 - Customer journey consistency
~ v - Emotional consistency
e x =3
~== \\gf! \y/ - Communication consistency
— - promises made vs promises kept
=
3. N2 REsE

BESEE b ETam BN ERHR TS > RACEO G E ] S SRR A S IR
1 DSRT SRR B R RA - (BRI e i B i S DA T s A s 1T e
KA EUERE > FEE By Pl AR 2 e E Ik B a0 B £ Muna Al-Ghanim 27 >
PREF AR - HEMEIR 2 i B ESRE AR GE R B EREERY L (F > {HELH
AURCTHREE - 53 S B iEs m EER S BTSSR BB L HES T
R AL PR (TTEE > REEER I AN TR ARFSHY » HEA L > BISIFERR
B FIERR 2L I SO MR Py - IREE R A B Taete Mt AE
k& A FEIREK - BIAIEC By kE i B BRI 2 RS - FRE
HEAFNRS > 540 BIEEDES U T B 1 AR RSB E T E)
BRI AL > BIA0FE S TE R EAGRERYEET « FEME AR =0 EIsany ] - BifE
/NE BRI RS - B A e H IR P (R i es A R SETH IR BRI
[ - Bef% - BISCA SN B HE R S e (LAY REs ~ BRSBTS
KBRS P - B EHEH OISR iIics -
4 PRERTHREEE

FE SIS SE — B 4445 Chapman Fong fEMERREr LEEE] - M IHH(E © P
BT AAPRERER B FTAE BRSSO B TR S - BE A6

27



ANIE ~ BRI AEHIE B EAAEZHE - SXETHEATTE - BTEE
o~ B TFRESIES > FECRIEES B T AVEREN LB AR E Y - (f 8 TR
TRE RS EE SRS ERE & B TR TR - BAAMAM B T O HiRE
AR BRIRE IR HEARENE T S RIREAIEEEN
TRATESES 5 shA TREE SRR Tk A e sy s 0ak - 150 B st &K
FIZRHL -
5. WOW~iBBEHARY

TEREBR ST A% » FBERS HMAEZ T AU & R > H— AR5 7%
SRR SN o) A RE BRS¢ TWOW~ |, AYEEIEES » BIEKEEEHRT 0 DAHET
b T RN > BRE MR RS SR EL E A » #E DU AP R A SR 0 B B AR
A REEIRE S TWOW~

(N) B UUERE : BT TAEERH{C(The NEXTT Generation)

I E DR R FEAR RBIEE RIS [T AR TR
S ERHALEEESESHENE R Anson Bailey BEERIAILIER 1ATA K
ACT A 2017 A H:[E]SEHERY NEXTT(New Experience Travel Technologies)
S - METE G R PRI TSRS — B 2RSS - S R = RS
HISINIEED - FASCHREIR DR H B ASERE © BIA02A One 1D SEMEELEIT
FEMEIS AT KA B USRI AT A RS  SDITEIBME R (L - BEE R
RIRLER R R BT AIRTTHEY) > BafiE s - #5 - TE0%
TE T M BRSO Bce bR (s F 3 S sl ~ (A FHAR B > TR 20 1
EOTEHS VSR T B~ TR  IRFIRITABR AT L 058 2 H RT3 -
R NSRS 7 205 | LU i B3 e A5 S I 54 S Steve Lee
BEHEAR IR N TR R HS 4885 Alan Newbold » S BFEEMES (- BIEL AT ELFIAVE]
B Steve Hankinson » dEE AN RIHIAEEE Brain Cobb 78 NEXTT MER T

EHVER -

28



1 AREEREEIENLEEE Steve Lee: AIRTRIES KBRS

st e fe PR E G AR BRI 2R E (Jewe 1) 518 » FTEMEN RS
ARG - E(EEFEAREREZENT - SN EEE SRS T S%HY
BT BRI S OSHHYES TI5e kK » #41% 100%53 SEAE MK ks L - BIRTHIRE S R ERE
SaeE b o A B AR AS DR R R AV R TT A ~ A IRAR (10T)
FIiE— (BB AYEES » TRZR AT Sy A ERIERE AT TEES - RAE SR
HEZANTES  BEARERERATIRRD - R ERFREE S EE A BRI A
TR RIS A EREARS ERRE R L » (F2 T AR IRV - B
THEWE AT IR FEYEIRIE 2R © iR s al 2 B EUARYIL
=y U= IR PRENING st G o 7

el

Innowvation in happening in all aspects of business!

=  Automated Runway = Arrival Hall analytics
Inspection =  TaxiSupply &
=  Automated Cleaning Demand analytics
Robots = Condition-based PLBE
o o

=  Autonomous . monitoring
Automation vehicles trials Data Analytics
2 Robotics = Drones trials & Artificial

Intelligence

=  Al-enhanced = Smart BHS
Security Screening - monitoring
= Trace explosive — = Al weather Apron —
detection m Lightning Canopy
MNon Intrusive Smart
Security Infrastructure
Technology Management

o
e CHANGI
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It's time to embrace what's next: TaskWatch
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