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Travel context
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34% of global
trade by value
transported
through the skies
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Global passenger numbers are set to double in the next 20 years
alone...the pace of change is accelerating

‘ ‘ One thing is absolutely certain:
the passenger market will

expand and diversify beyond
our wildest dreams by 2050 , ,

T % :.?.\':' N
“A word of advice, Durk: It’s the Mesolithic.

We've domesticated the dog, we're stone
tools, and no one's muwm":f.?~

Source: Ben Page, ceo of Ipsos MORI
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In the Age of Empathy customers have even higher
expectations

S
AGE OF AGE OF THE AGE OF
INFORMATION CUSTOMER EMPATHY
99 o1

Customers need Companies need Companies need to
companies for customers more than keep Customers —it's
information. they need us. all about the

experience
Digital age. Personalisation.

Higher expectations. Co-creation.

Exclusive & relevant.
Amazon, American Facebook, Best Buy,
Express, Google Expedia, Vodafone Mé&S, MasterCard,

JetBlue
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Airport capacity is potentially the greatest impediment to the
airline industry’s ability to satisfy customer demand
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‘ Chart 13: Customer satisfaction with airlines compared to other industries
Source: University of Michigan
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This has been equally true for Dublin Airport — Ryanair changed
the game in Ireland

AR AGE OF
CUSTOMER EMPATHY

Tt 1

Ryanair launches
Europe's largest
booking website.
50K bookings a
week within 3
months

Dublin Airport
becomes a fully
co-ordinated
airport — slot
managed
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At a time when Dublin Airport’s image was dated
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CROWDED &

NEEDED REFURBISHMENT

MY
ESSFUL

 pldwescovess POOR SHOPPING VARETY
“In need of refurbishment — =
Not a pleasant travel "Old and dated. Poor rmage
| expenence.” Business of lreland.” Leisure, 25-34

f‘Shabby (particularly the armvals hall),

outdated, small, overcrowded. Before

terminal 2 and The Loop opened it felt
oo parochial to be an international

L airport in a capital city.” Business

“Generally very big and not well >
sign posted.” Leisure, 50-65 years

“Outdated, in need of major face
ift.” Lessure, 50-65 years
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Between 2005 and 2015 capacity has of course been eased

AR AGE OF
CUSTOMER EMPATHY

1

1 1

Ryanair launches Dublin Airport lgls(\;vnzldet

Europe's largest becomes a fully now Regulator

booking website. co-ordinated majority introduces Opening T1 retail

50K bookings a airport — slot Ryanair SQM T2 refurbishment
week within 3 managed (2015) measures

months
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at capacity wasn’t the only answer to
ality & satisfaction in the long




We introduced a major programme of quantitative
research to drive insightful decision-making — now at
30K+ interviews pa

Focussing on Key Drivers

of satisfaction i Passenger satisfaction higher than Dublin Airport
. Dublin Airport

. Passenger satisfaction lower than Dublin Airport
To improve overall satisfaction, the calculated key prioritie -
in order of importance are as follows
@
/ Current Influence on
Performance Overall -
Level Satisfaction

1) Comfort of waiting areas
2) Ambience
3) Courtesy of security staff
4) Cleanliness of airport -
5) Courtesy of airport staff
6) Thoroughness of security
7) Cleanliness of washrooms
8) Feeling of being safe
9) Waiting at ID inspection

ﬂ Courtesy of inseeclion staff
Q106 <

Dublin Airport Overall Satisfaction Ranking - European Airports 5-25mn
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Key to success has been to understand what matters to
customers and focus single-mindedly on it

29

Cleanliness
key driver

nger satisfaction f Dublin Airport f
blin Airport

. Passenger satisfaction lower than Dublin Airport

OO 0 6

W Airports scoring below Dublin - ™ Dublin ™ Airports scoring abowe Dublin
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And in 2014 we started the push for the top...

2015...Deep dives & co-creation: understand and enable
greater empathy with the customer experience

Understanding the consumer in the age of empathy Ideation/closer collaboration to succeed together
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PASSENGER JOURNFY
PRE AIRPORT &+ &+ DESTINATION

FOOD & BOARDING
BAG- SECURITY BEVERAGES GATE
DRQO
START YOUR HOLIDAY
AT THE AIRPORT?
QN Speedy check in/bag drop
N¥ Fast moving security queue
v War!nlfriendly reassuring
CHECK BORDER TAX & EXEC
IN CONTROL DUTY FREE LOUNGE
e A -
+ ] —
* Increased focus on the passenger journey.
*  Deep dive into ‘Happy Hour’.
0y b . . ! .
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1. AFORMAL closed loop, insights - driven
continuous improvement process with senior

sponsorship

AAl TUEESDAYS:
THE NUTS & BOLTS OF ADVEERTISING

Map the
journey and
identify the key
moments of
truth

Educate &
communicate
with other

Link all
organisation

. e sources of
eams within feedback

Dublin Airport

Promote
accountability
and delivery — Use all sources
responsibility & of information
co-creation
with staff

0 DublinAirport



Action-oriented & cross functional — the power of Insights &
Operations joined together

Team work on cleanliness, value,
comfort at gates, courtesy & helpfulness
of security staff

= oo

i Passenger satisfaction higher than Dublin Airport

. Dublin Airport
. Passenger satisfaction lower than Dublin Airport

e & O - 0O.¢

W Airporis scoring below Dublink ™ Dublin ™ Airports scoring above Dublin
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2. Goal focussed measurement — goals set on the
customer experience & KPI's put in place to match

‘ OUR PURPOSE: Deliver an outstanding airport ’
experience for our airlines & passengers

N = NPS

= Customer effort

= B2B and Partnher
Satisfaction

The airport
that

= Brand Tracking

everyone
recommends
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3. Clarity on universally expected behaviours in the
organisation — One winning team

y's

ALWAYS

BRILLIANT “RESPECTING
AT THE “EACH OTHER'S
ESSENTIALS ~ "VALUE

AALEUESDAYS: Y DublinAirport
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Dublin Airport is now viewed
as:

* MODERN

* EFFICIENT

* FRIENDLY

* INTERNATIONAL
* IMPROVING

AAl TUEESDAYS:
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e assYNEEDED REFURBISHMENT

—==BUSY==

"v\ff a Mt‘.:n' traved
exponence ” Busness

“Shabbdy (particulary the amvais hat)
ouidaled. smal overcrowded Before
fermingl 2 and The Loop opened ¢ felt
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avport i @ coplal aily. " Busmess
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of beland " Leswre, 2534

‘Gensraly very big and nol wed
agn posted ” Lewsore, 50-65 yeors

“Outdated, in need of major face
Mt * Lowre, 5065 yoors
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NEEDED REFURBISHMENT

Dublin Airport § years ago - similar historical assoclations across
both segments. Dated, crowded and in need of refurbishment.
Hectic pace & slow queues all delivering a stressful environment.
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EXPERIENCE
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needs work " Busmnoss

Sonficantly improved since the congesied due fo
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And in 2015 we are now 2" in our European peer group

i Passenger satisfaction higher than Dublin Airport

- Dublin Airport
. Passenger satisfaction lower than Dublin Airport

Q106 <

W Airports scoring below Dublin - ™ Dublin ™ Airports scoring abowe Dublin
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Takeaways

Buy in: Senior level crucial

Focus: On what matters to customers

not what your processes can do

Clarity: Prioritise what’s going to have the
biggest impact on the Customer Experience
Inclusive: Get the doers on board and excited
Agile: Small steps — experiment & correct

Communicate, communicate, communicate

AAI ELESDAYS: Y DublinAirport
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