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De passenger journey

JOURNEY TO SCHIPHOL ARRIVE AT TERMINAL SECURITY & BORDER AIRSIDE LOUNGES PIER & GATE
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Satisfaction (CSAT) curve
- Satisfaction (CSAT) curve | Intermediate touch points not measured
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Waardestroom Passagiers

Why?

Growing number
of passengers

Increasing complexity of work

Changing customer and employee demands

rocesses and organisation
P ana organset Adaptive
0100l customer
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Data and technology
developments
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Together with our focus groups passengers.
airlines. employees and local residents
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Transformatie ‘reis’

way of
collaboration

Fases: tussenliggende stadia op de PX-transformatiereis

Stage 5:

» Onderbreekt transformatie in kleinere stappen met meetbare en Airborne

gedefinieerde doelen
* Maakt het mogelijk om de voortgang te meten
* Hiermee kunnen tussentijdse successen worden gevierd
» Bevat voortgang op inhoud, samenwerking en cultuur Value
+ Elk team heeft zijn eigen voortgang en kan zich in meerdere fasen delivery
tegelijkertijd verplaatsen (niet-lineair)

‘ Stage 3:
Strateg Taxiing
Stage 2:

Pushback
Stage 1:
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Stage 4:
Take-off




Integrale passagiersstrategie

Ambition
“We orchestrate inspiring journeys,
by offering our passengers a seamless journey and
highly personalized and memorable experiences"
Intended PX

| am at ease | feel welcome | feel valued | am inspired

PX Value drivers

Feeling safe A Convenience Navigation - Atmosphere

Fundamentals

Customer-centric organisation

Data-driven way of working




De Challenges & Opportunity backlog is het fundament
voor value delivery

Cha"enges and Opportunities 0 Externe omgeving + Key Challenges SPL ﬂgz::izgn?:ie&s

(C&0) komen voort uit:

. . , . Challenges &
1. de externe omgeving (1 ) van de e PX Visie & Strategie mm) Strategische keuzes mm Op;o?tr:l?:ietsies

passagiersstrategie
2. de PX ambitie (2) © Waarden

3. continue analyse van PX waarde
drivers in de passenger journey(3)
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Backlog
Challenges &

Het leveren van waarde begint met it

ideation t.b.v. oplossingen als input
voor integraal portfolio.




Van waarde management..

Measures
=R

AR

INITIATIVE INITIATIVE

«hy
Schiphol

Group




Waardeboom Passenger Experience

Increase Passenger TOP Pl NPS
Satisfaction ¢
Process . . .
: Hospitable | Atmosphere J Cleanliness J Convenience | Inspiration Navigation Main PX Value Drivers
Effectiveness
Fnendlmess/ .
Generieke Airport processes | hostmanship Ambiance Fre?uency of i elr:zﬁr:-ess Entertainment Service Social safety Underlylng values/drivers
waarden personnel LY EESEN (to be validated)
Feeling of Lightning, air (diversity of) i Predictability of
Bagage Reclaim T e Visual cluttering Retail offering t;:lrgarlls processes Physical safety
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Speed CheCK-m II management pnvacy
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I Customer Business class | Re-energizing Door 2 gate Appearance of
| | service lounges moments insight the staff
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Unique retail
offering

Concrete
waarden

relevant
information



PX waardedrivers & touch points

PX Value drivers
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The Touchpoints (of the Transfer journey)




Meest relevante PX waardedrivers per touch point

Departures

JOURNEY TO SCHIPHOL ARRIVE AT TERMINAL SECURITY & BORDER AIRSIDE LOUNGES PIER & GATE

TAKE-OFF & FLIGHT
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Bepalen hoe PX waarde drivers te meten

Departures
JOURNEY TO SCHIPHOL ARRIVE AT TERMINAL ) SECURITY & BORDER > AIRSIDE LOUNGES PIER & GATE TAKE-OFF & FLIGHT
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@ Process effectiveness @ Cleanliness

@ Hospitable @ Atmosphere
@ Safety feeling @ Inspiration
Navigation ® Convenience

O Not measured



PX insights framework — verbinden van
metrics en databronnen

Main
| (Pxnes | S

: Het doel van het PX Insights
Eifsail Gemakkelijk i Ehievauisiiezakiend Framework is om Journey’s,

No complaints OTP

KPI's en drivers op

verschillende niveau’s te
verbinden.

Klantgedrag Drivers (komen uit:) Klantfeedback Drivers
. Gevoel van o
Parking Wachtijden CRM Hygiene e lar Sfeer Inspiratie
E— activatie
— L
S

Aankomst (leisure/business) eisure/business) Transfer

Door (operationele)
databronnen te koppelen

[ opeorconrce M seary | vasoor conwote | kunnen interessante
correlaties worden ontdekt en

gestuurd.

Proposed Schiphol Passenger Experience meethuis (Underlined)




“Operational excellence is when each and every
employee can see the flow of value to the
customer, and fix that flow when it breaks down..

It's that simple”



