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AR HEIGHE - (2N EHEIRATRTIIZIATAZZEL T Air Cargo Management | SR
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IS > 22 S8 DU B PEAR ETE T2 SO A, > SRR T e RS
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" Air Cargo Management ; #Rf2 HIEE S ¢

o FIFEHEHE TERESRERFT
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72
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HIAERT HI3Z SIN
RIS Hh 3 54 e 3 RIS

IATA 3570 35 31l 4R
3/6-10 5 H Air Cargo Management 4= H 12 TN ( Singapore

Training Center )

FERBIFENZE (BT

3/11 A .
/ HE R[22 TPE

AKZRIATA T Air Cargo Managing | RF2 FHIATAS N3z 8l 4k 50y ( Singapore Training

Center!) F ¥ » ZHEM AyLilian TanZ+ » EH £SASI WorldgA [/ E]Senior vice president? o
RIGRIE N AR B BREacstal b -
(—) Fia B A R

KBS A2 G S E TAA GRS - ez EEF KEIERE - i EHE
FESE TH S ENRE B AEETE N 75 5K (Shipper’s needs ) Kz 7 SE ST BT 2 e-Business )e

=11

B RMIEGEEE 8 > BRI Tz S S S E A

e ICAO International Civil Aviation Organization » [F|[&EEf4E4: » 44EEEAIN0
ERERE > SIESEEIPERAINY R AR T - 10 (€ R PR A2 E IR
SR > BRAMZEEG 2SR EAHSE - BIIRMIZ S - (R E

1 https://www.iata.org/en/training/courses/classroom-training-centers/itc/singapore-training-center/
2 https://www.sasiworld.com/team-bios/lilian-tan-keller
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FHRAREPEATRE - AR5 ~ ATZE SRS ~ B85 0 SR B AR5, 5 TR Tt A
5@ °

e National Aviation Authorities » FZZ RFIEH G @ HIZEIRNE @ BEiNEFE
ECATAR SRR ST TR N TRITTAR E I 22 25 5 8 ~ MTaRIZ 38 % -

e  WCO World Customs Organization - i FUGRHSHA » 8E R ELAIFATE 28
B Ry ERASEE Z BS R TFARAR - T B AE p dn  BHR RT T p mT
K 4mtEt g E &, ( Harmonized Commodity Nomenclature and Coding
System )

e |ATA International Air Transportation Association > [E| [/ 25 &l » 483
SAENERERE » BRERMEAFFEEAE  fREHE T EBCRAIEE
REAVE R, > AEPRPEEEEE ~ AR A RS

e  FIATA International Federation of Freight Forwarders Associations » [f[& & 7#
REGEHES - HEIFEERETER S - REREERYRTT
ERRBUARE RS EURmEHNEE -

e TIACA The International Air Cargo Association » F[&fi2c & er » BEFER
iz i SR e BAHA - BN BN - B MEEI I EEEZ S - Al
s RS i S feE SRR -

e GACAG Global Air Cargo Advisory Group » &EkfiZE &iEAmEH » 455
IATA ~ FIATA ~ TIACA EZ GSF ( Global Shippers' Forum » £ EkEE#E AsmiE )

B AR bk fiE G R 2 S F R MG EE -

PENZERET R ZNRZU S 2IRERET] - BERE - fiEasEf8lEEs -
[F BT ARSI R B ARE TS - BRIt N R B B R s N Bk
g TIEfR KB MEEE - BlEE 2 GErI R EEE 2z A

RILHE /N 40 MAERSK [l B S HHE AMZE BT - S g2 i AL KA
BRIV - (EEATZE A B R B IS [F] S i 5 -
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B WfERZ O A A R R MIAVERE - RIS R T

FALAR ~ 2T/ 228 g ER T RS (ERA A Aa bk AE - DU DL E¥ER
FIRvaHER ~ TFEAE - axfiak /s 2402 HiIa R

sEEAN (BE) W= REREZEXK - EE e E o] SEVE B E Y - 1SR

ZERV AR SRR B U il ~ i is nl LB HE ~ iR iEiask -
AR R AT RIS e B~ (RIS 2 AT AEES - Pl ~ BB )
Z AR ~ SRR LR R (A G TR ~ ST EREHEENE

|ATA Cargo industry vision

Safe, secure, efficient, profitable and paper-free air cargo
supply chain

Delivering enhanced value for the air cargd

supply chain
Safety . 'St:::ur:g[ e-Cargo Distribution Sustainability
+ Infrastructure .
. : + e-freight + Engagement + Value of Air Cargo
+ Dangerous Goods :;:;a::""t"“‘ L Awe + Cargo Agency || « People
+ Lithium batteries( | =~ Zo0eteme + CargolQ . .

| Industry Collaboration |

| Standards |

| Projects, Services & Solutions |

iy

_2Es
Il © 2023 Copyright IATA IATA
RPN G A SR T 0 IATA SRS USEEA0 e-freight ~ e-AWB - Hf
IRV A R M R S RS 2 B R AR B T B Ay DU R AR AR
SRR ERAETLEE LR ~ ORE B -~ S s b finze s A e -

(Z) PRI B 2 )

RN BT ) Z R - ALUNVEE T A AR

o  PESTEL: fi UK - thE Ut~ BRIRBUAREEE T -
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TRty EESENIE S © AVIRGSES > RIeTHBIEwF ) > AR s R e L
BUECEBCOR ~ IR ~ rEBILERT © IRE R R RO A
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e B R 2wt o ST R U BRI AN IRIT A RN - ERER
A ~ FEREF SR A B B - B2 m MmN KFEIAE#HR (Hurdle Rate) >
AR EEGMEGRZ AT -

Cargo airline costs

Example: Typical Legacy Airline Operating Expense

[ Commissions 1% (- 40%) | [ Fuel34% (+48%) |
!

Advertising 1%

Interest 2% (30%) |
Landing Fees 2%
Food 2%

Facilities 6%

[ A/C Ownership 11% |

Labor 29% (- 17%)

[ Maintenance 12% (- 8%) |

Y
o/

=_AE
101 @ 2023 Copyright IATA IATA
WAREEES - AR ARG RS EE > SEhi == EE RIAEER - &

MR R B T R AT > FRAM AT DA R g — 7 B2 S R AT EIRRE » e DA T
AP AR — o B AR E WA - AE T T AR RSB 2 BRI % - AR g1
FE AR RIS B AL R AR AR - I H 3 B TS KPIL (Key Performance
Indicators) - fEA S Al B /MR T = S e (Ebit) %5 -



Key performance indicators
You cant

On time Ebit Traffic Sales/Revenues make money
performance Cash on hand Load Factor Costs/Yield on what you
Competition Rate | operaling cash Market Share Revenue ATK can’t control
Fleet Utilization flow Capacity Share Cost ATK and you can't
Capacity ;l:ﬂmlt;er :; Share Gap Chargable Weight = Jelelg)(fel RUHFE13
ploye Actual Weight you can't

Break Even LF measure!

 No indicator gives the whole picture = comprehensive understanding is
only achieved using a combination of several indicators

= KPI's provide
—a way to compare routes

—to compare performance of a route over time
« KPI's can help in making network decisions

fam
=2
102 @ 2023 Copyright IATA 'A TA

Ry RUWGR AL > (RFEREETIGR EE A - MR EMIERA - BRAHEE
| AT A ZRAETEE - A RS » R ERE P IR e A ik
+ NI EABHR B MRV ASOATT A S 56 R R BUREE ~ S IIF AR a8 - 7748
sl s S & % > MERHEEFIER (Consumer Surplus ) BIRET{H 2222 -

Wi2E GG B A BEREARFAE BT 5 R (AR SRS T AR
&)~ EEITRRR RAETEN > fefii(b (BE S BFEIAE R ~ AR EEAYETREM
A0~ HEETEIEEERRRI ) < IATA $2{ CASS (Cargo Account Settlement System ) Z47% 5y
firize & E SR R EUIR AR - MRS S s KBS PR B A SR B o iR %5 AT
ISR ET 2 E R AL -

{H & DA 8 Ry - 2 i zs A E] i & DA 73 oA (The Contribution Method )
SRHEf SR AR R BRI (A7 15%AVEFIR T & ERA) - [HREEES S
FE S AR AT R BRI RS R ENETE AR IRIE R
AHER » NEEINIZE A EA GinsaHIESFIVRERH > AR EE A X
B R 2R AIsEHREE AT AR Al B S e S B B SR AR S - IS B R
BN TR B E AR TSR AT R AGE B A AT e 2 B - Ao At AT g
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GEHGEIFTE Kilo Kings AYEERE - LU BT - [FINF T AT RE S St BB
SRR B s SR ENZE A SR - B RIEEL -

Revenue management

The Contribution Method

Cargo handling including Terminals 21%
Cargo Sales/Promotion 8%
Commission & Insurance 5%
Other cargo specific costs 4%
Administration 2%
‘Total cargo created cost 40%
Incremental fuel burn 10%
CONTRIBUTION 20%

Note: The 50% is only an example & not reflective of all carriers.

iy
\./
108 © 2023 Copyright IATA IATA

BB AT VA T EEE A T A B E - B S ~ #70 - SHEEM
EAffiaR S A - EE G BB - RS A GRS  fefuficE - =
BB CEHE PETIHIIMGETRE R PR AR A =) R s s =U( &
VB HE)

(V) A %5

/\E|gzfl (Corporate Finance ) » MIB{ZERIE ~ AEMBER « AFHSE -
PRET A EHAIAAA RO A SR E R E - B R AR E AR - TR & Y

EARGER BRI NERE - APEOE - EEEeE B EI7mH
T R ENBAL T Y — S s AN Ze st - UE S R Y <& i 2 B S R g Y [
o FEAEHE QG S1EE T R R S R TH B AN B2 ~ AR S B RE A i i
& B oK R B R R TH A AR 2 B AR s 4H & ~ B A R (T
HIARE TR - HIWER A LM BEE (RRER) -
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BHEIBE TR - BT R A2 A FI SRR - SR
IATA FERYEEETEE (Multilateral Interline Traffic Agreements ) » S:BiE T
M2 H TSR S IR B - RIEERZ H RS EHEY) - % ik B EA ARl

AT A B R R B U AR R L AN A E R S B iy B A 0

€ (Bilateral Interline Traffic Agreements) : DUREEFREE 537756 (Special Prorate
Agreements) - 2R (SDlE) fIZEAFEEE  BHEAE L MERLEETEN
— AR > BYMYTEE SPA 17 E BV AL IR EMTARAVE ) - #5280 AR LB = A
FTER s -

Ry 1 b B A zE o S EE R RS S T RRIR T4 0 IATA LR RV R 24t

(IATA Clearing House ) - [fj CASS ( Cargo Account Settlement Systems ) HIl/& FfiiZs

O EE B A B R TR S AR SR AR R A -

(A)ESRIE

B B R D B A DI S SR e M R E
4 6 % G I i b T Sl i R S PR E S RS

Lean management — Eliminating waste

Lean Principles & Enablers: Waste

*Making or processing 4§ d
more than needed ]

Overproduction Unnecessary Motion

D

Vi

Defects

Excess Inventory 99ta Wul\lng

i oy erial « Failure to use good
B T b s ! ideas from anywhere
Transportation
m, scn st s Unrealized Creativity 5 - UMG 3008 Nes rametae Card
159 © 2023 Copyright IATA IATA
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SYERUL PR EEEERIREE S B 4R TREE TIEER - B

it A BEE

RS KPI 5 o B RS 2 B T B A B R R R LR AR AU RS &

‘BB (Lean management) - DI EERH(RE A/ (EIEAER (Six Sigma) ATH]
A thng i ZEFHEIEE 17 - FEFIF PDCA (Plan Do Check Act) fBEE SBT3 o

Lean Six Sigma and Growth
Focus on continuous improvement

l+— Lead Time/Cycle Time ¥

O g« -

U Value Add Time ) e

ﬂ Non Value Add Time

Process

Three type of activities

Non Value |
Add

Not necessary Necessary but /

and does not

Lean Attacks Waste by
reducing cycle time

Six Sigma Attacks defect
reduction & variation

GE Slide - the leaders in
Lean Six Sigma

Most value
streams’ “value
add” activity is

2-5% of total

| does not add cycle time -
add value value 95% - 98% of a
L process is
Value add waste!
<
161 © 2023 Copyright IATA IATA

A S AR AT TR S - BRI R EE R (E
S8V EslnEeRE) - SRR EE R EETE: - e B RS
Al (AR R NE B AR R A DT A5 « A S BE A Bof i (F SR A2 A A 1 45
TETIE ~ AL DL S S AR - H BRI MRS i AR - Hi KA BB e B
B/ MEEHEANEIRIEERE] - RECEVESE Gl - PR ERR T RRE -

AEEEIBLE M H (SRR RIAERE - BRI HRET 2 ERET - AR 8
rE2 5 R 2 &1 - A SRTRISH Y NESGERZ S B G R NUERY B M B
{H > PR AR W R e T Tamaxa T feme B e EE FRE - Bk
fizE A E3A T HRERR DDA T 2/ VB ER—FEEOREMR M - MRS HIEEAT AL E R
s VEmAE 2 57 A R DA 2 A e R Z SO B B PRE T BU0E - e A

G Rl D EE B PR IS RS R UG B i v] o B S B ol (e SR = AR
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% DURCEZEES
FHERT - HNEEARENS
BRI FAH

Jdb B
=B

R > W EERE AL E I EE - SHERE

BKK

REAH ELTEA [R14 B L SR R LI

Aircraft turnaround in 5 phases

Arrival
1 O >

Unloading
2 [

Servicing
3 [

Loading
4 [J

Departure
5 O

= Stand check
- FOD
- GSE
= Marshalling
= Secure aircraft
— Chocks
- Cones
= External power
(GPU /ACU)
= \Walk-around
- Visual
damage

* Position GSE
- PAX stairs /
Airbridge
- Conveyor /
Loader
= Door operation

open:
- Cabin doors
- Cargo
(hold) doors
= Disembark
- PAX
= Unload
- Baggage
- Cargo / Mail
= Security check
- Cabin and
holds empty

= Fueling

= Lavatory
(toilet) service

= \Water service
(potable)

= Cabin cleaning

= Catering
= Maintenance

(line)

Overlapping

= Boarding
- PAX
= Load
— Baggage
— Cargo [ Mail
= Secure loads
= Door operation
close:
— Cabin doors
- Cargo
(hold) doors
= Remove GSE
— PAX stairs /
Airbridge
— Conveyor/
Loader

= Walk-around
- Visual
damage
— Doors,
panels,
latches ok
= Stand check
- FOD
- GSE
= Remove cones
= Remove
external power
(GPU / ACU)
= Remove
chocks
= Pushback /
Start-up
assistance

AR ENESE - =&

e AR AR -
TEE IR

R SR B S IR R I G A S A
(B ES HTaE A IR R = i R MR BeR - ]
SCE S BN ~ SRR EN R rl SRS S AN E R T e E bR S E i

BT B EWEIRS FERa AR R - EREERRINEE 2t )
MEESE T EERE B ER HE

o B (SRR RV B P S 85

S LAE B = 75 20— [RS8 i 22 25 R ) N AR A T RE (R
Al (B s S e U ) (SR A g 1B TR AL AR LE A
BT ~ FZE PRz R B2

jj/l:ll:l
NEREEE
SRR O NEE -

TR HE

RETR S BRI Z R

L4l &

AAIHECR A T AT 22 AR

2 SRR ISR ~ L KPR E T E R A ~ A E IR U A H

H > DU E RS AER (GHA) &

FZERE BRI E A B S R T = &
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ABHEE T 2GEEATE > IWINEEH AN R (e DIt
(R -

BRI R R AE E 2 E 2R E - SR s E B andbg iR -
afz HEEE ZEEH s giUR St s B EERE T o
Zimo/ b I EREEE R T H ORISR RIS E IR E A ~ BN A
RS2y ~ sHEERRE AR - SREREEEREIAE - DU Rl H S %
HKEERET] -

(75) e E

IATA SR FE S i in E B B 28t DU 8 558 i S8 S B an B R T B H AR 22 P g7
EHEEY > ERE AR HEGEER (Total Quality Management » TQM ) $fFT
AR TP A G B R E RS - s EEE A = Q (Quality) 2K
T B ARIE ~ B SERRAE (Process ) HYSHE ~ FESH K IRFSHISYE - TAM
AR TR H B SR TR —

IATA FoffiiZc i e S5 R ik Cargo iQ Za4r B AEAE » SO AL il FHTE A2 EHAZEE
TGRS EW T SEMERIR | 2 EFEAE > IR G EE e IR e 2 A
Cargo 1Q Adds Value thru Identical ]

Data

- Differgnt data
Former Airline . . Forwarder
Status IT System Reports Reports IT System

- Different reports
Hirline | constant data | Forwarder
c;ugg IT System hang IT System

Airline Forwarder
iQ CDMP CDMP

Identical data

and reports
Repm % % Re'pnrt
Forwarder E :> Forwarder

Alerts if actual movement of the freight is not as planned!

Notes:
COMP: Cargo iQ Data Managemant Piatform
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B TR SRR TR E S 1SN EIR RN RS E AR
&2 A FE s ~ ISR B e — U S e e B T U N ] SE R

IATA H7 B fiiZs S if e £ e it CEIV ( Center of Excellence for Independent
Validators ) Bgg 7% » J5ELE = 5 M P iss E S F RGN R EEE A E
EYRRMHEE (BERE - B - ERAEYEAERSE ) ST EEEREETT - HEX

Bl SREL R A E 2 (B bR B

() By

IATA H Al ERE RS EBI T A m] DUZ S fRatb AIE R+l 25 e-AWB- e-Freight
T o SEARE RSN AT DA A AT 22 i B IREAS B DAY (E I I PR & =AY
(BRI - B LAERHTE R - FOE ] [ B AR S G2 w] DU AN T - 59 Alek/b
AT\ ZEE A - B RREEH AT OERESR - 1E H MR A 22 2 ol - R4tk

e-Freight: designed to fulfill the vision

e-Freight is an industry-wide program that aims to build an end-to-end
paperless transportation process for air cargo made possible with
regulatory framework, modern electronic messages and high quality of data

©:0:0:0°0

e-Freight is part of the SB Cargo program
| ming &t making air cargo essier, cmartar m O-
d faster. The pragram portfolic holds &
pm]ecm wl the un]ectm o nmd ram
vis

tion,

.:....n mmmmm

aaaaa
.............

i
_aveE
226 © 2023 Copyright LATA 'ATA

AR IE A AT DL Rt 2= iR e T ESE8CR ~ RIS RRSMIE ~ B SR Al Bk 4
M-
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IATA $17% 2021-2025 22 5 38 K0 RA DL @B LR

o ETHHEREEmRT K

o IEEMEAMEREDE

o SREIAIT S

o BEEZPUGTImmFHESR

IATA TERE S Eim P = 2 SR iz SR AT E g

o (AT
o HfrEEERAZE AT
. RAIELT

o REUGIZ BRI
R

KB S,

o KEEMERTZZINE (SAF)

o PRHBCREAFHIATZEES

o e-freight fEAT(LEE A
o IRE(LELA4HE ULD

o IRMEILE

o BAEAKEBEHE AN

RS S PAvAN £

o [ERERFHKE
o HEpbiss AR

 VrHEEEREKE
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o REUR/THM/ NT AR/ REEE
o RROUIKE/EHREY)

IATA = RSB TP R B 70T » 4 CargolS A% » EiRIZKH CASS (IATA
FRAHIZE A EEURIERME ISR 24 1Y AWB KX 5Hi%  fRHLHis s
Gat o MiRas - DARISCE RS - A - BRI SR SE NS A B & A -
IATA {E5% ONE Record £/ EN SHAREAEAL, -

UWREZERZE

iz R AN 911 A Bis - Wi Bl EAE - A G LB fF R - 2
a1 25 5] MATRA 5F(t ( ISR E fmaFff The multi-agency threat and risk
assessment) - SEFIISFTAHBRAAIATE - JBRA - BRE - 5 AE - L
5]~ HESE SR E LA AR - AAHA B RIFASHIIRZ4E -

IATA AR IERE S b B e s BUAL IR A IS sssR AR (E AR
Ha et R EER > BN ERaE

.« EHREAL

o EIVERRIEEER SRR

o (FERIRDEEP R R R
. AT

o BHERREEA - [HIERHVIT RLAMLE

o HEBEEUINE

o WA SM EMETE AEREEE B R LR s - BT EEAE
et e

AR © EEREDK ~ BN - s BB RS

(1) BT
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SHEE S I i S E AU i A R R PR A Z GOSN R R
S o N B & PEEIREE R PR AMEA > B0 eV R i Re g A&

W5R478Y4 - CRM ( Customer Relationship Management ) E2DL T A | B IFFHETH

El

EIRLCE > BIEE PRIMGE T - CRM X B2 A B A E P& #l s
T EEFEL ~ Tk mEEEBOE AL ~ 179 > MR P - 2 HwE

B STRAS - BIER R g - B ERS (Customer Segmentation ) JE£{REE %
AIMES: - SRR RSB BB ES /| IRBHVHIREBIREK - &7 R EIRRERE
B¥ (Need-based ) -~ BRDIEHZIEFZRAKE ST (Value-based) - {2#¥f CRM JLHEH
B YIEEE P EEE (RN EESVIP §E>SEBE) BOBEEEETSTR
1784 - fEE e T R B BN LU sk L = e e

W EFESITH5EEE M (The Chartered Institute of Marketing )  %177$565
TEFe Ry L ATHEEEAERE - DUBRIRY TR - THEARDW € & PRYRR K © #ajEh
st (THEEBEHERRER  meR PRK > REEFENRYHE ) FrEEnvE R
(ERHZSEH T - EITHRE ~ ST ~ 1BHE - SR T TR > IR OEEE
AR FERF DR B PR - mIRIER

114

THEMAEEE TS - THEEF - (T STP (I&f% Segmentation -
HiE 55 Targeting~ 7E{l7 Position ) E{T#8H4H& 4P(E S Product, {Ef& Price, i

% Place, {E£%5 Promotion) -

iz SR 4P 25

o HH#[RH (Product/service) : B EVHEIEEFLAFEEEFRK
(1) SEZERAAEA : —EfGEERE AR - ZFIRE T ITAHE
BRI RIS A - BZE S AE
(2) ®RZSZEEME - BEAREE RS EHE” > AR
(3) #RZ[FEM: - BYIRG—KINE &/ AEEEFEL
(4) IS BEEEAIFRARGUE - EEP AR -

19



(5) FEREEFUN - BREURZ - ARG - B PSRN - HhH I
M -

(6) FEMrmiHEhe - AEBEEEYIATTFR Emk S A

(B (Price) : BEHH - HENSERENEHRE - A ERRERELES

AIERETIH - RyEE a0 - e ETEHEE > B

(1) EFIEAL

(2) FAEY

(3) HHAAF

(4) FHHE

(5) EELORAIR

(6) HENHITR

(7) enEHEEE - SEEERGEHMEERZETE G -

Factors influencing price

COMPANY

*Marketing goals

«Portfolio,
Position

*Product life
cycle

«Costs

MARKET
«Competition
sDevelopment

ENVIRONMENT
«Palitical
+Fiscal/Legal

stage
g =Exchange rate

«Segmentation

CUSTOMER
*Demands

*Benefits
-Value

20



B BN EE - rAidsE ~ i - B EIREVRREm -tk
SIS (R

(1) (AR E ) (&R
(2) wHEMETE

(3) ZJIEMR

(4) W () BEEE

(5) MG FEIEA

(6) BEfTHLHEIEZA

TSNS R 2 -

(1) EdmNE
CERB) Wefe] ~ ATEEME ~ PRt ~ EEllEE
(2) FRMEZRALARSE
(s a] AUSCHRCAS A2
(3) LIAREITAUE
PR R BN R B R 2 75 oK
BT BRI
A tHAE
BRAZEM
ey =XITA
(4) SIHEEEXTRZENE
HER/BREF 2B ESORE S
PlElgERRy B2
BRG]
(5) HIBEEFRAIER

B PSR S s e Z HeAt A 2 AH R
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SiERGE T EEME AT E S A

(1) BTREPMERULA » ZERAILAEMREA SR

(2) MiZEAEMEARIRASICE A BT E R EA

(3) AREFENT > (EFSFfTZE A S B H S SRR E
AEFEAIEERAIEE
AR R 2 A AR 5 1 Ry 1R 5 E BRGS0y

SHERGE E R S ZA

(1) REITEAHERAE A HES | B R

(2) EHEFTREAE B FEHHRR < TIF
(3) HIRETHER S E a i TAE B 0t
(4) TESEEEERAL

RIS ST ERTER L © R O0FE

(1) RIS S RO

(2) FE{EEREITESE

(3) FEfEpA

(4) FE{ELEASUA

(5) HNIZEAFEME @ SHFEMEEE - AEREE

o %5354 (Place/Distribution) : ¥HTZE A F] S B A AT HIEGHY 2 H3R
R o JLRRH S R R B s R 8 > (N R ATREZE A SIS
(EEIRTISE A BB RS - N B ESCRAVER B (RS IR R i -

22



MBS B ERHY LR SO e & = S i A L A SR R PR
WEEE AT EEERE AR EA ST - BRI A RS
(40 EDI EETACHABKIREESS ) » DARCZFif VEIE RS LA EER
AT 5 B A T RE BT ZE S FIRVIERLE AT B R R - AT RESS
RIR G AR - HHRERE S Z B - = A B R
BRI PH4ERS > SHETTI SRS R -

o {edf#ERE (Promotion) @ H3TH FEeif GERFEIHEAF - BaE
o HRHE - (eEE) » REHEE (AILHERE > Publicity ) EAARHE -

i o 4P T AHIRS - 175 4P RESTERIER R B L BRERE T &
fn g b BRI AR RS & o AR RS MBS WRATH T EENE -
PRI ZE B R R A R - BRI A PRS2 R A ST -

R s 2 AR BT AL R 90 £ 1982 4FEFEHIIAT 85 7P > My -
People/Participants (21 A\ &) ~ Process (%#F%£) - Physical Evidence (BR/AYfE ) » 58

S (3 B T AR AR S AR A a A I H S A RAFAVARFSERET 58k -

114

23



3 Pillars of a successful service
business

AlRFreight nc

5
T
A
F
F

L

mamEzo-wco
zmzmarzr e
AmME0AwED

M
A
N
A
G
E
L
E
N

MARKETPLACE

Foy
_2E
IATA

380 © 2023 Copyright IATA

BERFA A TR AR E R TIHI = KRR (AR =) - 40 LB SN T8
FEL 4P SR SRR E R B RGERIRRLG ~ BN TR AR RS e T RGEI E
W EZ T E S B THEIR S QOB E ™ - A SR E 5 QRS E A
1789 - B T R MR A S s R > L ATSRA R B M HIIRE G B
Bh ~ sPESHE] - (e B T ERESEE > FR BRI EE -

(+—) EmJ7 (FmhE)

e H B A S B Y R B S - (AR ZE N E D RE B e 2 i
AR EAS B RE IR e PR LAV AREE - Rt » FEHMEUE L AR E & E m BB
'fj‘ * Ijjﬁﬁ’%lﬁé ,flil h /\{E1E

BRI AR - KB AREE TR - A DR A A TENY
BRI RC ~ T JRRIEE - BEERE (BEITK) -~ TR S

ZIEH -

24



firze &R A S T IR AR ZE 2 Ry B G TUYA BEEE > 401 DHL ~ FedEx ~ TNT »
UPS - [RINATRIESE B HZEME - ERENImHEE 522 EHLE (K
S—ERY) - AEEERSEHSE -

BRGNS - fizEas © PR EGt g > sEE MRV SER S (2FE)
TRz GEEENA G H H 2 E S EEY) NS & LR SRR 1] 5
M e

(+2) FEFkK#

e GERTE iR T ~ R ~ R - B AFHEEE R
L ThRE R pa B B B A T B[R S VR R R4 [FIETRE S R R - e BT
% HESF - REHE > B AFERA SR E RN E R FEEAES B AT LU
Ry PR St i 2 R RE AR K

(SRR > % PR O] LR (LLUPEIE © 5 % O M TR
R » ST AR D IR BB S - W L s

7= WRER R > #REEF 2R (L =80nEN ZE T8 ~ BRoCFEA
fEpnE G q % - B B mEEAEg AR [{ UREAA —EREgE
BHFEARE EHEERUA - SO AR G B E AERR S imE B M A S K AE S
PRI [E% - EER(EH Reichheld f£ (IafhpaEntam) EIRHAYNPS (HEEF
TIE) IR BEEE —(EREEHEAIFRE © FRIRR A R S A Sk ZE Y A
BEMEAZ A 2 (0-10 435F5Y) - Reichheld 375 3RRE% i EM5E » RAEAEmENYTE
A ESHRE DAR G R i ARV B B - ARt iR - S8R n] DURFERE AT By
=R

|

o HEEEMU : [MfESGHEERES > EE GG T NPS 5Fr 9710 Oy
o WRENAY: HRESILA R RNV - BTEINSY BN S EERK
HMEESET NPS 5F5 778 47

25



o HEFPH : HAFENIRB N WE - ERER - I H A ERR(CEEHEE
o EEELT NPS 345 0%6 4

stk A DA HER R RE R IRUE A HE S 5 0B GG T R IT S5 ) - [H
Rf > PEER T ERITIHIEEINE TS - INIEREE ABE IR E N EHE

HIBS P RER B BT BT 50 (James L. Heskett) 22 A 2008 A0 R
SEaFampTE | RS AEE , (Service-Profit Chain ) fRAVRETGENHIRES - (SEIER]
AR R AT &R E A EH VIR - sRaaHaRey T J&R] ) B Tl ) - ZRER

TR - BERTHESORER TEEWERE ) o BEImEERURR TR
B{E, - RBEErRRE - XORER TiwE -~ Bk LEsalEEE INET ) - 1
s ELAESREHY B > AREIERY T Eban e, (EUEE - BSERER - TIFNE ~ TARHE

- BUSEFIISR ~ BRI ~ SENHIE. ) - AEEARER > T R AR wUE 0 &
EEBTUWE > B LRI WS B LGRS - PR EE0EE -
NEWFTRILUES " 2Ealek, ~ TaHEEE - TAHBbREE ) B TR, FL
B MRS BeF T NESRE  AE - JREEE T TEAS - HEE
HATEIA BRI - BT INE TS - B S EA aE(E > R
R B TRBIFTERAIRK - B B THASEEHIR > HicE BaravEEIs - Aie
FHETAEED  EMAEREGEE - W IIBE WE LR S - RR5EsiE
YRR B A -

TEEmAfs o IATA$2EE » B THLZ M (The Employees are the Brand ) » fR3E[E
AEETHEER  EHARETIE (B4 F5E  EHES) PP
FEBPE SR EERRE N B2 R - B SR EE SRR e R 2 T
EAE B RN A SRS - HEAE B T TIEN ARt IE P I8 - Fa 34k
SUER R DL H W AR ISR E AR -

el

\\Xv

26



S ESTES

B RGN F B A TEEIR - MR AR & B e R 2 A S
ZHIE - IATA B Rt 22 im0 45 - REHEA RE S B BRI I e (E & 2
BRI - L ERFERRERSE EHEERRER - HREaEME L 2 25314k
IR & e - SR a i AR A FSURE L - D SRR T HE s
BRI (B IAG S AR AN I SE R RG RR I, ~ A5 2 KON - WA S BT Air
Cargo Managing | A] DUIE(HAZ3ZRFZEVS: T Air Cargo Management Diploma | E2{i73%
= R RFTE=FNETMSSN 3 FIEELE (Cargo Airline Management with
Business Simulation ~ Cargo Marketing and Advertising ~ Cargo Revenue Management

with Optimization Simulations ) Eil 1 FH58(& 7 M RARTZE S iERFE3 -

BEST » L4 S S A S5 ) S B T R M B - P2z
HEFE 24 ERER B T T PSSR DU IR SRR (75 - S PR R IR & 1
WEEH Ot - EERRR SRR B S (SIR B BLAE IR L RO a1 8
i R P A (R A -

3 https://www.iata.org/en/training/courses/diploma_programs/air-cargo-management-diploma/41/
27



= A F ¢

IATA E 44 AR 0 H

a

Air Cargo Management

5-day classroom course (40 hours)

This course can be customized for your company and delivered at the location of your choice.

This highly interactive course provides a 360° management perspective from industry experts working at the
most successful airlines and freight forwarders about the air cargo industry. You will review the cargo
management system with an international perspective, focusing on the business, operations and regulatory
fundamentals. Over five days you will explore how the air cargo industry is changing and how to identify
opportunities to become more successful as a manager in your company.

Objectives
Upon completion of this course you will be able to:

Improve your competitive performance using
practical management tools including revenue
management and pricing

Identify your customers' changing needs to adjust
your business for immediate results

Maintain optimum levels of customer service
without increasing your costs

Analyze changes within the cargo industry and its
stakeholders

Stay current with the latest business and
technological trends

Target audience

= Cargo and airline managers

= Air cargo agents, forwarders, consolidators
middle or senior management staff

= Young graduates aspiring an executive career
in the air cargo industry

= Entry-level regulators and other industry
stakeholders

Key topics
= The cargo industry and its stakeholders
* Marketing and sales for cargo
= Pricing and revenue management
= Trends in technology
= |ATA's e-cargo initiatives
= Optimizing the use of the internet and intranet
within your organization

= Operations and management

= Cargo trends and forecasts

= Business processes

= Industry regulations and their impact

Activities
= Business cases
= Presentations
= Final examination

Prerequisites

Participants should have prior knowledge of Air
cargo procedures

Recommended level

= Intermediate
» Advanced

i
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Certificate awarded

An IATA Certificate is awarded upon successful
completion of the course and an assessment

Table of contents

Overview of the air cargo market
= Changes and trends
= Shipper and consignee expectations
= Challenges for airlines, Ground Handling
Agents (GHA), airports, and
forwarders/integrators

E-cargo
= E-shipping platforms and cargo community
systems

= Quality management: cargo 2000
= Simplifying the business: e-AWB and e-freight
= Cargo Accounts Settlement System (CASS)

Sales management
= In-house or General Sales and Services Agent
(GSSA)

Top Customer service and training
= Role and scope

= Incident and claims handling

Marketing
= Marketing mix
= Internal marketing

Cargo operations

= Self-handling or outsourcing and quality control

REGISTER www.iata.org/training-tcgg01

Associated diplomas

You may also apply this course toward an IATA
Diploma in Air Cargo Management or
Pharmaceutical Handling

Freighters
= Future for freighters

= Lease orown?

Interlining
= Whatis interlining?
= When to and not to interline

Revenue management
= Pricing strategy

= Network management

Strategy
= Building a realistic cargo business strategy

Leadership
= People management

Enablers for tactical implementation
= IT support, training, etc.

Please contact us at www.iata.org/training-contact if you have any questions
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This is a secured QR-code
To verify it, please refer to

C e rti fi C ate wwwi.iata.org/training-authenticate

This is to certify that

Chih-Wei Liang

born on 02 October, has passed with distinction the IATA classroom course

Air Cargo Management

6-10 March 2023
Singapore, Singapore

given by instructor(s) Lilian Tan
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Director General, IATA IATA Tra I n Ing
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management by Group two (A.G
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