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Understandlng Passenger Experience — Request for Informatlon

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.




Dublin Airport uses a range of feedback sources to understand passenger
experience now and over time

« 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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ACIl ASQ
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Tracking how well Dublin Airport is meeting the expectations of its
passengers relative to our peers in general....

DUB - Airport Service Quality (ASQ) Ranking*
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= No. of peer airports  ——DUB Ranking

“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 ‘ DUb“nAiI'pOl't
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....and looking at how we compare on specific services

Sample Data - Passenger Satisfaction with Key Service Attributes

Owerall Satisfaction

Cleanliness of airport terminal Feeling of being safe and secure

E f findi thi
Comfort of waiting/gate areas ase of finding your way through

airport

Dublin

irport 1
Cleanliness of washrooms/toilets Flight information screens
irport 2
Airport 3
firport 4
Availability of washroomsftoilets Walking distance inside the terminal
Airport 5
Airport 6
Internet aceess/Wi-Fi Ease of making connections with other r'-urp-nn T
flights
VM of shopping facilities Courtesy and helpfulness of airport ! |dentification of specific airports and their

staft scoresis not permitted under ACI ASQ

VM of restaurant/eating facilities Restaurant/Eating facilities participation rules

Y DublinAirport
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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
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GUIDELINES

FOR PASSENGER SERVICES
AT EUROPEAN AIRPORTS

THE PASSENGER AT THE HEART
OF THE AIRPORT BUSINESS

)

[ &/ AIRPORTS COUNGIE
/.. INTERNATIONAL

PREMISES

-+

EFFECT ON PASSENGERS

Passengers are
touched, surprised
and become loyal

Standard basic needs.
of passengers are met

PICTURE 5 - THE 3Ps CONSTITUTING THE PASSENGER EXPERIENCE

PROCESSES +

% of passengers' with
positive emotions

9% of passengers'with
negative emotions

Source: SITA Passenger Trends Survey (2016)

PEOPLE

VALUED

HOW TO ACHIEVE THIS?

Best practices.

Hassle free

Outstanding architecture
Excellent hospitality
Surprising concepts.

nnnnnnnnnnnnnn
Wayfinding is.0. signage
Smooth processes

Free WiFi*

Clean premises.

Signage
Basic facilities available
Contingency planning

“5years ago, free Wi-Fiwas on valued evel!

ASQ Best
Practice Report




Customer Service Monitor
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Overall Satisfaction with Dublin Airport Experience — 2018 in Review

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

Placement of
toilets/washrooms
throughout the airport

Reduced maobility facilities

Overall cleanliness

-

iC¥ DublinAirport

Ease of locating security == ————- ——

Courtesy & helpfulness of
security staff

Assistance from airport staff

Flight information screens in
general
S ___—gm Ease of locating facilities in
3 departure area
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Attributes that are very important to passengers which
still have room for improvement....

Cleanliness of
toilets/washrooms

-

) DublinAirport
Layout of the security SEarch wes—

area

Amount of space provided at [
the security search area

Waiting time at /£ -
security Ease of movement through the
airport.
‘ Information on flight
/N
w



Priorities for Improvement — 2018 and 2019
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Washroom
(Cleanliness)

Check-In
(Waiting Time)

Ease of
Movement

1 Security

Ease of Movement
& Information
on Flight Delays

Washroom

(Cleanliness) |

Cleanliness of

Departure Gates



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

) DublinAirport
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....which helps inform programmes and projects to assist passengers who have
specific challenges in using the airport

FACILITIES ? SERVICES . ACCESSIBILITY AS A PRINCIPLE

See the person,
not the dementia
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Outputs Shared and Applied
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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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Guick trps were out
of the guestion before the
hoist. Thark you

Y DublinAirport

WINTER EDITION

HAPPY OR NOT
YOU TAPPED WE LISTENED

66% 16% 6% 12%
(oo |

Travellers that Tweet
“The Good, The Bad & The Ugly”

After transiting five
airports in the previous
two weeks,
@DublinAlrport was the
friendliest, relaxed and
most easlly navigated.

@DublinAirport What is
upwith passport control
tonight? Queues are well
down the walkways to
the gates. Not what |
warited to arrive home to
at this hour of the night

Open more booths!

The new Changing Places

possiblefor us to bring my
cousinon aday tripto visit

Baggage claim
seems very delayed
@DublinAirport - a
wee announcement
wouldn't go amiss.

Market Research: The Stats Don't Lie
Our |atest Cy Satisfaction Monitor

| TOP3
| HAPPIEST RATED AREAS

3
@

|

90* S5 80*
OVERALL CLEANLINESS CHECKIN 3
OFTHEARPORTTERMINAL  EXPERIENCE GATE EXPERIENCE

| NEED HELP/SERVICES

~ |PREFERTOUSE —

SELF-SERVICE ol
BAG DROPS ﬁ
EOKy 30% glabal avernge

IMPLICATIONS &
RECOMMENDATIONS

Snow Clearance and
Information Provided

Reduced Mobility Facilities
and Assistance Service

Positive Customer Experience /
Staff Helpfulness

CLEANLINESS DUBLIN AIRPORT
OFWASHROOMS OFFICIAL CAR PARKS

200 | am  technclogy ‘super-user” InC
-

1gztvery ANNOYEDrwinn
lang gusues, parsicalarty ot
chechn desia

TO MANAGE
LARGE
GROUPSAT
CHECK-IN,

SECURITY, AND
TOILETS

‘COURTESY AND HELFFULNESS OF ALL AIRPORT STAFF

INTERNET AND WIFI



Thank you

www.dublinairport.com

Y DublinAirport
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