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11:00 Training on the new ASQ Reporting Portal

Get the most out of ASQ" s latest improvements and new features for a

holistic approach to strategic planning.

» Valérie St-James-Senior Director Market Research and Customer
Insights,ACI World
» Mona Hallag Senior Manager Market Research, ACI World.

12:00 ACI Executive Workshop Series: Designing Guest Experience

Living the dream: A key perspective for building successful experiences

around our guests.

1. Understand the Customer Experience model and the return on experience
- Return on Investment (ROI) vs return on experience (ROX)

2. Learn how to design memorable customer experiences

3. Learn the fundamentals of design thinking and how 1t can create great

guest experiences

B 5 September 2023 - ASQ Forum
09:00 Welcome Remark

» Dimitri Coll-Senior Vice President Airport Experience and Training,
ACI World.

09:20 Customer Experience (ASQ) News and Updates

Get the most out of ASQ" s latest improvements and new features for a

holistic approach to strategic planning.

» Valérie St-James Senior Director Market Research and Customer
Insights,ACI World
» Chris Birch Director, Guest Experience, San Francisco International

Airport.

10:05 A holistic approach to quality
£2H



look at the role of quality assurance to go from passengers’ feedback to
your ASQ data.

>

Arison Rajasingam Manager Quality Assurance,ACI World.

10:55 Sustainable Airport Design and Universal Access: Developing

Posi

>
>

tive and Meaningful Experiences for All Airport Users

Inna Ratieva-Global Director Business Development, NACO.
Kirk Goodlet-Senior Director, InterVISTAS Consulting Inc.

11:30 New Directions and Opportunities in Airport Customer Experience:

Lessons from the 2022 Global Traveller Survey and Beyond

>
>

Solomon Wong-President & CEO InterVISTAS Consulting Inc.

Ramy Elsabee-Vice President Sales & Business Development, Global Major
Projects ,KONE Corporation.

Jonathan Song-Global Director, Business Development, Plaza Premium
Group.

Shanti John-Business Development Director,Idemia.

Adam Ekman Pedersen-Customer Experience & Airport Commerce Advisor
NACO, Netherlands Airport Consultants.

13:30 How to delight your passengers - lessons learned from a technology

partner

1.

>

>

Will cover interesting lessons learned from passenger services

mmplementations and operations in the past 10 years around the world

. Will address future technology trends and their impact on the
passenger experience.

Dimitri Coll-Senior Vice President Airport Experience and Training,

ACI World.

Carl Rogers-Head of Strategy and Business Development APACAmadeus.
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14:30 A holistic approach: Leveraging the ASQ Suite of Solutions for

reaching new heights in airport excellence

» Steve Mayers, MBA, IAP, C.M.-Senior Airport Director, Marketing,
Communications and Customer Experience, Hartsfield-Jackson Atlanta
International Airport (ATL).

15:50 Practical examples of Airport Customer Experience Accreditation

improvements & Airport Customer Experience Maturity Assessment

» Yoona Kwon-ASQ Manager, Customer Experience, ACI World

» Chad B. Kang-ASQ Manager, Customer Experience,ACI World

» HanByeol Jeong (Hans)-Manager, CX Innovation, Incheon International
Airport Corporation.

> Abdulkadir Demirtas-Customer Experience and Service Design Manager
IGA Istanbul Airport.

» Steve Mayers-Senior Airport Director, Marketing, Communications and
Customer Experience,Hartsfield-Jackson Atlanta International Airport
(ATL).

B 5 September 2023 - Customer Experience Global Summit Welcome Reception

» Luis Felipe de Oliveira Director General, ACI World.
» Hag Jae Lee President & CEO, Incheon International Airport

Corporation.

B 6 September 2023 - Day 1 Customer Experience Global Summit
07:30 Registration / Exhibition.

08:30 Opening Plenary / Welcome Address

» Hag Jae Lee-President & CEO,Incheon International Airport Corporation.

» Won Kug Baek-Vice Minister,Ministry of Land, Infrastructure and
Transport
» Aimen Al Hosni-CEO, Oman Airports Management Company, Chair of ACI

World Governing Board
F4H



» Stefano Baronci-Director General ,ACI Asia-Pacific.
» Luis Felipe de Oliveira-Director General ,ACI World.

09:15 Do we have clients or guests?

We set the relationship and the expectation from the start. Not just for our
customers, but for our teams and structures. With a perspective from
entertainment, Luc discusses some critical questions that shape great

experiences, and rules that set the stage for 1t.

» Luc Mayrand VP Creative Portfolio Executive,Walt Disney Imagineering.

10:00 CEO panel on the leadership-required to instill a customer centric

culture.

The 1mportance of establishing a culture of service within airport
organizations, the role of airport leaders, the importance of staff and

other stakeholder engagement, and sharing experiences and examples.

» Michael J. Bell-Senior Client Partner, Aviation & Aerospace, Korn
Ferry International

» Candace McGraw-WGB Vice Chair, CEO, Cincinnati/Northern Kentucky
International Airport .

» Habiba Laklalech-General Manager Moroccan Airports Authority (ONDA)

A\

Kadri Samsunlu-Chief Executive Officer,1GA Istanbul Airport.
» Balram Bheodari-General Manager,Hartsfield-Jackson Atlanta

International Airport.

11:10 Networking Break

11:55 What are the main characteristics & traits of a successful leader on

customer experience?

Debrief about the High Potential Trait Indicator (HPTI) measuring six traits

that have all been shown to significantly correlate with success and

FS5H



performance in senior leadership roles. The participant to the summit will

be invited to complete the HPTI assessment before the summit.

14:00 How IT is contributing to driving changes in customer experience

» Elena Avila-Executive Vice President, Airport IT & Airline Operations
Amadeus.

» Damon Wong Senior Vice President,Changi Airport Group.

14:30 How to create a positive experience with emotions and ambiance?

How does 1t take to create a feel-good moment?

16:15 Discover how airports won the ‘Most Dedicated Staff ° Award in
2022”7 .

» Fabiola Pfauser-Vice President Product Management, Munich
International Airport.

» Ivan Bassato-Chief Aviation Officer, Aeroporti di Roma SpA.

A\

Ramoén Miro-President & CEO, Quito International Airport.
» Zach Sundquist-Assistant Airport Director, Portland International
Jetport.

» Hao Ling-Vice President, Beijing Daxing International Airport.

20:00 ASQ Awards and Customer Experience Accreditation Gala

B 7 September 2023 - Day 2 Customer Experience Global Summit
08:00 Registration / Exhibition
09:00 People don’ t take trips, trips take people

Imagine a future where the space in the mobility service can serve a
versatile role so the personal experience is not limited by the space but
seamlessly connected and evolve. What 1f there were more convenient and

faster mobility services that connect all the cities than airplanes? How can

FOH



customers use their time more efficiently and effectively and have a better
experience during their journey? In the era of hyper-personalization, the
existing airports may need to be transformed into a place for all kinds of

intercity transportation and various experiences.

» Chul-Bae Lee-Executive Vice President, Customer eXperience Center > LG

Electronics

09:45 Improve the customer experience by moving from touchpoints to

journey
This session offered in partnership with World Aviation Conference (WAC).

The World Aviation Conference (WAC), an annual conference hosted by
Incheon Airport, was initiated in 2016 to communicate on sustainable
growth of the airport industry with opinion leaders in the aviation sector
all around the world. This collaborative session between the ACI Customer
Experience Global Summit 2023 and WAC will share the efforts of the entire
alrport community to improve the passenger journey. The customer journey
begins way before the interaction with the airport. It means paying
attention to the complete, end-to-end experience that customers have with

an airport from their perspective.

» Chris Birch Director, Guest Experience, San Francisco International
Airport

» Seung Bok Kim Senior Vice President, Airport Customer Service
Department, Korean Air.

» Jonathan Song Global Director, Business Development, Plaza Premium
Group

» Deborah Flint President & CEO, Toronto Pearson International Airport

» Bum-Ho Kim Vice President of Future Business Division, Incheon
International Airport Corporation.

» Jason Lim Identity Management Capability Manager, Transportation

Security Agency.

FTH



11:30 With the passenger experience priority-oriented, establish an

objective service evaluation mechanism

Learn what are the advantages and challenges in managing quality of

service with the many airport members that are part of the CCAA.

» Li Xiaomei-Secretary General, China Civil Airports Association.

11:45 How to manage Customer Experience from the point of view of Airport

Groups and Airport Associations?

Learn what are the tools, benefits and advantages for Airport Groups and
Airport Associations to 1ncorporate customer experience performance 1n

airport operations

» Antoine Rostworowski Senior Vice President, Programmes and Commercial
Services, ACI World.

» James Goodwin Chief Executive Officer, Australian Airport
Association.

» Candemir Akyidiz Airports Director, TAV Airports Holding.

» Patrine Tay Marketing Business Development Director, VINCI
Concessions Asia-Pacific.

» Yara Wehbe General Manager of Customer Experience, Matarat Holdings.

14:00 The Future of Customer Experience
What can we learn from others in customer experience?

» Roelof-Jan (RJ)-Steenstra President & CEO Ports Toronto / Billy
Bishop Toronto City Airport .

» Bob Kwik-Worldwide Head of AirportsAmazon Web Services (AWS).

Dr. Sascha Brozek-Senior Vice President, Kone Corporation.

» Mark Angela-Chief Business Developement Officer & CEO, India.

A\

15:00 Revenue Generation & Travel Retail

How can airports maximize their commercial revenues?
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» Dermott Davitt-President & Co-Owner, The Moodie Davitt Report.

A\

Sujata Kumar Suri-Strategy and Development, Doha Airports.

»  Younghoon Kim-Executive Vice president of Sales Division, The Shilla
Duty Free.

» Svetlana Simeonova-Vice-Chair of ACI World Airports’ Non-Aeronautical
Revenues and Activities, Head of Commercial, Fraport Bulgaria.

> Sountou Bousso-Chief Executive Officer, Lagardere Travel Retail West

Africa.

16:00 Closing Remarks and Handover Session for the 2024 Summit

» Luis Felipe de Oliveira-Director General, ACI World.

» Balram Bheodari-General Manager, Hartsfield-Jackson Atlanta
International Airport .

» Steve Mayers-Senior-Airport Director, Marketing, Communications and
Customer Experience, Hartsfield-Jackson Atlanta .International
Airport (ATL).

B 8 September 2023 - Tours
09:30 Art & Culture ICN - Airport Tour

1. Passenger Terminal 1

Discover new values of Incheon Airport with Art & Culture.
2. Smart ICN - Airport Tour

Discover new values of Incheon Airport with Art & Culture.

For the airport security clearance, accurate information 1s necessary
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€ Luc Mayrand-VP Creative Portfolio Executive » Walt Disney Imagineering
€ Dimitri Coll-Senior Vice President Airport » Experience and Training
ACI World.
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€ \Mikael Charpin-DG and Producer,Moment Factory

€ Sunny Yoon-Executive Director, Incheon International Airport
Corporation

€ Lee Seow Hiang-CEO,Changi Airport Group

€ VWing Yeung-General Terminal Operations Manager,Airport Authority Hong
Kong

€ Dr. Jan-Henrik Andersso-Chief Commercial Officer and Chief Security
Officer,Munich Airport
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What are the main characteristics & traits of a successful leader

on customer experience?
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€ Dr. Luke Treglown-Had of Data Science » Thomas International Airport.
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