RS (HEER  HAih)

HREE 12019 4 ASQ BN S im
HEE ACI @gir LEEREIET
HEEHESE

AR - BREEIES R A TR A E]
AR - R B
PRFHE BEHES R

JRENEZE - HIE REE
HEHAR : 20199 H 1 HEZ9H 6 H
HWAEHE D 20194 12 H 3 H



wW =

AN E R S R PSS e Airports Council International (ACT)EZR¥AY A S
ASQFORUM #8555 i E 5wt (Airport Service Quality ) BB = 25K S I8 & 5%
(Customer Excellence Global Summit) » #34 (2019) 4 9 A 2-5 HREI[EE HE %17 »
AN F A BB E TR MR B B S S R B R 1 B R (B (E 200 -
RS E(ACDBFE R E BT 400 BIgGHVEMARER —% » EARNE
ahe P BT R A IS P IR AR B BRSNS BN (R A RS AU R B B
LAY RTSRAR S AN B B & Im Y SO 8 N B 25 7S DU HE & TR & i Bk AR %5
EEMHRBE ZRAGRE - BT EER B RO =

AKlEsmiE K EE F TR EAE P eSS BHEE G RKE 2B
ERGREMEE o ZEPTIRE ARG B0 R - By ZERE v B S
s B H PR T B URE IR FTE RAT s -  E BT A ISR ZE R AR AL
g i A G E R S TR R A 2 R i i B B DU E M T A
&2 Ry 5 e A el S iR ag -

AN FIRHERE R B 2 81 THE RS i & P SR e S ek Bl eI A R B Y
RS E I ARAOR - B8 B E B VI RN ARG » e O iy &R
R ARATZE A S S it - [FIRF4EFr DKE S E B A & YR R -



T R A g R A T ettt ee 4
R T R B B ettt ettt ae et et e e reeaeas 4
~ 2019 4F ASQ MR B s HEE ACT AR il IR SIS R 24 e, 4
TR 7
+ Recent ASQ developments H5 RS i B s B ZE I cveveeeeeeeeeeeee e, 7
+ Customer Experience Accreditation JiZEBEBRRERT /LT cververeererererrereeerersereseesereneesens 8
v R A e e S A B R B oottt 17
= 172K = =SOSR 21
I T ettt e e ettt bt sae et et e e asaserans 24



= B

AN T R H R B P S @ Airports Council International (ACL)EZREAYAE &
ASQFORUM 55 an'E 5wt (Airport Service Quality ) BEH U = 2K S IE &R
(Customer Excellence Global Summit) * 734 (2019) &9 H 2-5 H{REIEEHE ST
AN TN BEETHE BRHRAF B B S SRR R E R B R (& E 200 -
RS ACDEBGE 2R BT 400 BHESGIVERARER 2  TARNE
afe P T AT S G AR O IR AR RS o ~ A P B [E S B A R B B B
L BTSRRI N B BRI S 18 N B 26 IS ~ DU & TR & S B i e 75
BEEHRERY E ERA SR - B TEENE AR = -

AT AR R e PRI B B R A S e BB - S P B e T 8
LA e P A e L 8 B > BN A S VRIS LI B Sy i s i
E 2RI BRI HLE S A er DU R ~ B S B A AR IR FEA (R It 2 Pl
EEAERRROR MmUY LAVIRE AR ST - AL - 1R K EHSE &R A A
BRGNS RSB A SV AE IR GBS WA ERER
BIHT ~ TEMERVIE Ry - B A SRS E B BRI % 2  » #5 DARIAS k& A s B Y
s BB AL

TEARRHTEmIE & Y ASQ Training AYEREE - H1 ACT/ ASQ HYFHEHFTEIR A
Bl 2 ERS CR MR O T A SE ARG L 775 ~ DUSCM ol FEEHEB A
BT EAIRE IR B A ERIIRGEL T R o BFERSG R E (ACDRTHEEIHY ASQ %5
ARG B AT S - RS HIE R 7RIS E N E IR A E) - Ui 2wt
AL T RS TARSSEHE AN BRI IR a B R R RS
SR R AR - HREEA TYIUEEE ¢ 1.ASQ Departures Jik# =
FEFEA > 2.ASQ Armrivals ASEKE mEEHHE - 35 ELE B T ARG EE REEAE -
4.ASQ Commercial survey B RE B E(EYZ EER)IRBIMEREHRE -

AJEEmiEAEE FEr Y SR P e e e g3 BB EGKE 2|
BEREARMEg o ZERTIRE R HE BN EE - B0 Z e T 2 EIR
&by > E Hrp ks T UK ARSI R s ~ T SRR A SR E R (R AL
e =N E G 1F - RS TR R oAy A e iR i S B B DU E M T A
&2 5 BIERE AT RS A RIRERERE -

AN R ETE IR B 22 B2 THER PR A5 o & P SR Yy S et Bl 7 AR B
TR EIRATRANAOR - B8 B F VIR NI A BRI S » e SO i a &

BRI 22 SRR SR 5, - [FIRFAERF RIS B PR A L g YR R -
3



Al (TR R iR

— - BETR—ER
=T S
e (B &SRR ST - R RS -
(ZHH)

H

+#

D018/09/02|FE%E T 2019 2 ASQ HERAR T ShE 30 M ACT i Sl o ER e
(BH#—) |9, - (ASQ Trainnig)

il

2018/09/03 | 2019 £F ASQ IG5 i E smtE ®E ACT BAE k%

;;g
nl]f
i

(ZH17) [&, - (ASQ Fourm)
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2018/09/05 |HfEE T 2019 4 ASQ H&Z IR E smtE S ACI R Hil 2Bk =k
(ZHAM) (&7 ; - (ACI Customer Experience Global Summit)
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=~ 2019 £F ASQ HGIR B n E R EE ACI IR SRS ERRELE -

AR R EENEE RS, - TR BEIES TS (ACD > B 4 RZ &%
sr e EU A 5 T FH AR5 2 I T O ME R s o B8 AR B 2 38 ~ s

ERAHA ~ KBRS o ERIEACEA T ¢
ZF—K(09/02)-ASQ Training

B3] AT
Morning
session  |ASQ Training
(RFRFER)
Stream A

Workshop on ASQ questionnaire: Co-creation activity (Only available to
pre-registered delegates)
Afternoon |Stream B

session Addressing your customer experience management needs with ASQ
(M) (Available for all delegates registered for the ASQ training day, no pre-
registration required) 4r4H&HE  FEiE ASQ FHRE ek S K
ASQ surveys on tablet devices
(FIF iR ERSHETT ASQ 5HE)
5 . K(09/03)-ASQ Forum
i35 FRIE
ASQ Forum
session ASQ Best Practice Comfort of Waiting at the Gate Areas
o [(ASQ BHEMUAES B ORIV ET EER)

(EFHRER) :

Welcome and presentation by host

Morning

4



Recent ASQ developments
(ASQ /@I NT)

ASQ quality control process: Asking the right questions in the right way.
(ASQ ' EIZEHIER - AIERER 5 =M IERERVRIRR)

Value for Experience - the CPI model for optimizing customer
satisfaction and commercial performance

EREHE - SLREWEEHEREERERA CP #HA)

Presentation by InterVISTAS

ASQ Research Report -Passenger experience at the gate: comfort in
waiting areas

(ASQ W Fes & -TE S HHEIRHTIRZ AR R « EF R ERET HEA)

The ACI Airport Customer Experience Designation Programme

ACI IR BB EetE)

Asféesrs?ssn Presentations from ASQ member airports

on ASQ & BB

CPFRFED | Tallinn Airport (Estonia)
Aeropuertos de Honduras (Honduras)
AA 2000 (Argentina)
Damam Airport (Saudi Arabia)
Munich Airport (Germany)
Milan Malpensa Airport (Italy)
2 = K(09/04)-ACI Customer Experience Global Summit

i3] FRIE

Welcome remarks
Opening keynote:The blueprint for the future of customer experience
Session 1: Employees and customers, the two sides of the same
experience

Moming |(25 1 $8%E : B AR » S8 ENKE)

session  |Session 2: Success after setbacks, the show must go on

(EFRED |(5F 2 5BFE - IShRIERITZ 1R » REWERETE)
Session 3: Angkasa Pura Airports: Connecting The World Beyond
Airport Operator with Indonesian Experience
(35 3 58RE  Angkasa Pura #3535 © Rt R EREN BB H K ERTRE
FEAK)
Session 4: Continuing the customer experience revolution - Innovation,
integration and motivation

Aftermoon € 4} EoEh %@%B&%ﬁ%%ﬁ&i - EU%E » B ERIE)

, Session 5: Precision and performance - airports as global leaders
(§§%ég%5%%=ﬁ@gmﬁﬁ—ﬁ%éﬁ%§%mﬁ%>

Day 1 wrap up (4= H&&4%)

ASQ & Accreditation Awards Ceremony and Gala Evening (FEZ%HL1S)

ZE UK (09/05)-ACI Customer Experience Global Summit
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Keynote

Session 7: Delivering on expectation - managing growth and experience
in parallel

Moming |(38 7 B/  EIRHIE - EREERENLER)
session  (Session 8: Facilitating the journey for all

(EFERED) (BB 8 5BRE - EFIFTARIREE)
Session 9: Owning the outcome - community collaboration across the
entire passenger journey
CE I PR - 2FWIREREFIHESTE)
Session 10: One airport, many passengers, meeting the needs of all

Afternoon

. passengers
SESON LB 10 3 — (B - BSIRE  MEERENER)
(MPEFER)

Closing keynote and 2020 Handover Ceremony
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(Airports with best customer care) BHE (k7 AG SR (Airports which
offer best customer experience) °
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SEHRE ©

(3) EHUEAHEHITE « FGHYTTANEGT ~ BURAY I -

— ~ Customer Experience Accreditation k2% AaERER=g

B o (SRS PR E L 7
HEIRE RS E LR ACT TS HaRIVEERE(CRES A 240 TR S T B AL
TERRIT 2RI ZE SR P B = /K E IR R b - 12 2R RIS S AR
YA R EEEA N EREE - JE5 HOUF B 2 (EEE - HaRf AT E
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Airport Culture * 17 8 THEERRE - AL DA BRE8 5y A2 i AR
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Service Design / Innovation * & & H1 8 FiE B B SE A BT IR A G B -
Airport Community Collaboration : A [EI&ETERY 5 =00k 5 [ A 145 F] 2 MH B
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Advanced practices and

. . ’ . Fradiees outstanding outcome

More advanced practices

on a specific domain 1 2
AIRPORT COMMUNITY
COLLABORATION

SERVICE DESIGN/
INNOVATION

AIRPORT CULTURE

(.

GOVERNANCE

OPERATIONAL
IMPROVEMENT

MEASUREMENT

STRATEGY
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2019 FLEETHEA 27 HEIRHETEE 1 SRAVEEEE - QTR 2 Frn(CAsECF i)

IEF4RHEE) -

THX Asia-Pacific (5 AHN &)
1 Adi Soemarmo Airport (Surakarta, Indonesia)
2 Ahmad Yani Airport (Semarang, Indonesia)
3 Chhatrapati Shivaji Maharaj International Airport (Mumbai, India)
4 El Tar1 Airport (Kupang, Indonesia)
5 Hong Kong International Airport (Hong Kong, China)
6 I Gusti Ngurah Rai Airport (Bali, Indonesia)
7 Incheon International Airport (Incheon, South Korea)
8 Juanda Airport (Suraaya, Indonesia)
9 Lombok International Airport (Lombok, Indonesia)
10 Pattimura Airport (Maluku, Indonesia)
11 Sam Ratulangi Airport (Manado, Indonesia)
12 SAMS Sepinggan Airport (Balikpapan, Indonesia)
13 Sultan Hasanuddin Airport (Makassar, Indonesia)
14 Sydney Airport (Sydney, Australia)

Europe(BUMHEIE)
15 Krakow Airport (Krakow, Poland)
16 Malta International Airport (Luga, Malta)
17 Milano Malpensa Airport (Milan, Italy)
18 Venice Marco Polo Airport (Venice, Italy)
19 Vienna Airport (Vienna, Austria)
Latin America-Caribbean
20 Quito International Airport (Quito, Ecuador)
Middle East( 1 B [E)
Abu Dhabi International Airport (Abu Dhabi, United Arab
21 Emirates)
North America (JLZEHNE )

22 Halifax Stanfield International Airport (Halifax, Canada)
23 John F. Kennedy International Airport (New York, United States)
24 LaGuardia Airport (New York, United States)
25 Newark Liberty International Airport (New Jersey, United States)
26 San Antonio International Airport (San Antonio, United States)
27 San Francisco International Airport (San Francisco, United States)

%2
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= R RS RS E EREE

(—) BN IR AR A 5aEE B (Vimal Kumar Rai, TRACE consulting Bl4EASEES
S
Vimal Kumar Rai $&tHEIZEIENAGSRAY A A B [ml s TS R (5 A -
¥ iRE IR R - AFTE G AT - & Tesd n AGRAYETS - (=
B AAER g AR MR -

People often remember an experience by the way they felt at:

The start: The Peak Times: The End:
Though not The Highs, Lows, Intense and The Lasting
that much Extremely Memorable Times Feeling

N2 B R M R B S H Rz e s B RRA Ea BT A
FIRNZ = PR 2GRS RS Bt S B v SR BB IR - TR EAI A 2 DAEE M R i
5 AR E RS BRI ST 25 T EYINREDE © RS2 EE K -
Vimal Kumar Rai Sef&f@BAEARKATA AT LA E B LAY SRR B ik
HIE(E -
() B TR A ER2EEE (Dimitri Coll » B 4KERLEES » ACT World)
fiteas R S G IS IR WA ? FR48 ACT BYSRET AT » BRI W
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BERRES 1% @ JERZEU AT & 1.5% - 7T R AlE S St ikE mE SR g Al
S ZHIIRTZEUOA  ACT BEFGHY > #8352 R A SR e Y
AR B R AR ] DL R FER RS IR R B

Does passenger satisfaction increase
airport non-aeronautical revenues?

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

jo, = 1.5%

increase in non-aeronautical
customer spending
satisfaction

®
Source: 2016 ACI Report Does passenger satisfaction increase airport non-aeronautical revenue?

BREVEAERSS Y = TG B A G G B L S e B e P SR R ek AR B AEL i 17 R 25 S A%
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According to SITA: 77 percent of airports and 71 percent of airlines are planning
trials or full rollouts of biometric scanning systems

a“
6 5 % of passengers are willing to share
additional personal information to speed up their

¥ Millennials: e &
“I want Biometric identification replacing my passport”
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