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Point-to-Point Hub-and-Spoke
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2011-2019 SEP Passenger Traffic

Qinal capacity is 37M annually _ s

11.15% has been projected due to airport

A gradual decrease in growth rate

10.81%
capacity constraints.
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2011-2019 SEP Aircraft movements
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2011-2019 SEP LCC Traffic
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LCC traffic has reached double-digit

growth rate in the past 8 years.

Among 23 LCC, 54% traffic is from
North East Asia and 41% traffic is from

2.73M

2.10M

South East Asia.
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Consolidation of Airport charges

8 items to 4 items

. Charges

Landing Charge

Parking Charge

Terminal Building Service Charge

Ground Handling Area and
Facilities Charge

Boarding Bridge Charge

GPU Charge

Air Conditioner Charge

Automatic Baggage Handling

System Fee
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. Charges

Landing Charge

Parking Charge

Boarding Bridge Charge

Baggage Charge
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Off Peak Schedule Aircraft Movements Increase
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8 Domains W ASE

Surveys @
CUSTOMER UNDERSTANDING SIRATEST
c ico of by diff N /" Define, share and operationalize a customer
ptire voice of customers by differant N / experience strategy that contributes to an airport

means, understand what they experienceand .

share it with employees specific experience for customers

MEASUREMENT Surveys Fad

AIRPORT COMMUNITY Quantify and share impact of customer
COLLABORATION #&EZ%E%N Essr%ﬁ;& experience initiatives on customer
Engage airport stakeholders in a collaborative ] : satisfaction, employee engagementand
approach to deliver a great customer experience airport financial results

Airport
Customer
or Experience /
CUSIO:&ER

SERVICE
DESIGN EXPERIENCE

SERVICE DESIGN / INNOVATION \SRWAR ““**" Sy . OPERATIONAL IMPROVEMENT

: Increase customer satisfaction by improving
processes, launching improvement project
and defining service standards

Define and implementinnovative services
and experiences that will exceed customer

expectations
i © ACI WORLD
“\_GOVERNANCE
AIRPORT CULTURE P .
= Manage the Customer Experience
Develop employeeer!gagement to del!vgr 2 transformation of the airport by assigning
great customer experience through training, responsibilitiesto individuals and committees

recognition, etc.
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SMART Airport

o Establish 100 initiatives for SMART Airport by Idea Contests & Customers’ Feedback

Incheon, Smart Air
(100 initiatives for Smart Airport)

Airport Staff Public Idea Experts/Customer
Suggestions Contest Feedback
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