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Understanding Passenger Experience – Request for Information

Share available feedback of passenger engagement from: 

• In-house surveys, supporting the design of proposed projects for the next CIP

• In-house surveys, about quality of service, e.g. general trends in (dis)satisfaction, persons who do not use 

Dublin Airport and why, and so on

• Other airports, supporting similar projects to those being proposed at Dublin

Provide information about the airport’s engagement with representatives of passengers with disabilities when 

trialling new technologies and designing airport infrastructure.

Share more information about the Disability Users Group (members and eligibility) and the engagement with 

representatives of passengers with disabilities when trialling new technologies and designing new airport 

infrastructure.
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Dublin Airport uses a range of feedback sources to understand passenger 

experience now and over time

• One Winning Team

• ACI ASQ – 3,000 surveys p.a. on departures.  Provides satisfaction scores 

(~30 departure ratings and 3 arrivals ratings) and airport peer to peer 

benchmarking

• Customer Service Monitor – 5,800 surveys p.a. on departures and 2,700 on 

arrivals.  Provides satisfaction scores (~65 departure ratings and ~25 arrivals 

ratings) and NPS 

• Happy or Not – Weekly and monthly scores/Index ~ 4.1M responses in 2018

• Customer Complaints – Phone, letter, email, social media 

• Vox Pops/Accompanied Journeys  – recording ‘live’ journeys 

• Stakeholder and Partner Feedback, e.g. Disability Users Group

• Reptrak – annual reputation monitor

Research partners:  Red C, Coyne Research, Core, Kantar Millward Brown
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DUB - Airport Service Quality (ASQ) Ranking*

No. of peer airports DUB Ranking

Tracking how well Dublin Airport is meeting the expectations of its 

passengers relative to our peers in general…. 

*Peer Group (self selected) European airports 5mn-25mn passengers 2006-2015; Peer Group European airports >15mn 

passengers from 2016.  ACI Official Peer Group European airport 25mn-40mn passengers
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….and looking at how we compare on specific services 
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The power of network - ACI Passenger Facilitation Committee

• Dublin Airport is a member of this network of over 80 airport representatives from airports all over Europe

• Knowledge, information and experience sharing on passenger journey management

• Best practice and guidelines  

Examples of recent and current Dublin 

Airport collaborations:

• Airport A – Security Transformation

• Airport B and C – Food and beverage 

experience

• Airport B and D - Cleanliness and 

washroom standards 

• Airport E – infrastructure and terminals 

development 

• Airport F – Digital passenger 

experience



Document Classification:  Class 1 - General

Click to edit Master title style

Customer Service Monitor



Document Classification:  Class 1 - General

Overall Satisfaction with Dublin Airport Experience – 2018 in Review

Attributes that are very important to passengers which 

are scoring well and should be maintained….
Attributes that are very important to passengers which 

still have room for improvement….
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Priorities for Improvement – 2018 and 2019
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Disability Users Group 
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The Disability Users Group provides expert input, advice and feedback….

- Open eligibility for members 

- One formal meeting per year

- Ongoing contact throughout the year with members of this group and others on specific issues arising or to consult 

on projects or work  

• Alzheimer Society of Ireland

• Arthritis Ireland

• Autism Ireland

• Epilepsy Ireland

• Gavin Glynn Foundation

• Ileostomy and Internal Pouch Association

• IMNDA – Irish Motor Neurone Disease Association

• Inclusion Ireland

• Irish Deaf 

Society 

Irish Guide Dogs for the Blind

• Irish Heart Foundation

• Irish Wheelchair Association

• Laura Lynn Foundation 

• Make a wish Foundation

• ME/CFS (Myalgic Encephalomyelitis/Chronic Fatigue 

Syndrome) Association

• MS Ireland

• National Disability Authority

• NCBI – National Council for the Blind Ireland

• Wheelchair Service User
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….which helps inform programmes and projects to assist passengers who have 

specific challenges in using the airport 
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Findings are used to…. 

• Identify current issues and prioritise action – key 

drivers 

• Assess performance relative to Service Quality 

Metrics  

• Monitor experience over time, understanding 

fundamental needs 

• Frame results and share them with passengers 

and stakeholders, publishing on campus 

• Provide trend information and identify emerging 

needs and priorities 

• Inform future facilities and services design 

across entire customer journey, including online 
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www.dublinairport.com

Thank you


