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Abstract

Title Innovation Development for Enhancing Passenger Service Quality
with Digital Technology at Suvarnabhumi Airport
Field Science and Technology

Name Mrs. Chadanisa Chumnanvej Course NDC Class 64

Currently, Thailand has stepped into Thailand 4.0 and the 20-year
national strategic plan that focuses on innovation-driven. Digital transformation, Digital
disruption, and the global pandemic of Coronavirus Disease 2019 has affected the
economy and changed the lifestyles causing the acceleration of digital technology and
innovation development. Therefore, this leads to a study and research topic on
"Innovation Development for Enhancing Passenger Service Quality with Digital
Technology at Suvarnabhumi Airport". This research paper is a qualitative research that
studies the role of Suvarnabhumi Airport, the main airport of Airports of Thailand Public
Company Limited (AOT) and Thailand, as well as the guidelines for developing
innovations to improve the service quality for passengers with digital technology of
Suvarnabhumi Airport. The research method starts with studying primary and
secondary data, collecting the concepts of innovation development theory, and then
processing and analyzing for the conclusion. The objectives and research results can
be summarized as below.

Suvarnabhumi Airport plays an important role as the main airport of
Thailand and the center of air transportation. This airport is the main gateway for
domestic and international flights and passengers, covering all air routes around the
world. The International Civil Aviation Organization (ICAO) and The International Air
Transport Association (IATA) forecast that air transport will return to normal in 2024.
Therefore, Suvarnabhumi Airport should improve and increase the efficiency of airport
service with innovation and digital technology to suit the new normal such as social
distancing, touchless technology, and seamless service beyond passenger
expectations. The main idea is to use technology and innovation to improve service
throughout the process of each airport service touchpoint, enhance passenger travel
experience, and reduce the risk of spreading various pathogens with touchless
technology.

Innovation development framework to enhance the airport service
quality with the digital technology of Suvarnabhumi airport has 4 strategies:
1. knowledge and skills development of AOT's internal staffs, 2. physical structure



networking and tools, 3. creating innovations based on databases, and 4. service
innovation development by digital technology. The development period is divided into
3 phases, which are: Phase 1, the development of innovation resources (building
people), Phase 2, the development of innovation platform and network, and Phase 3,
the development of service innovation by integrating data and devices to create Big
Data to develop using Cloud Technology and artificial intelligence (Al). The application
of Big Data is used to process predictions and create simulations to simulate the
scenario in every journey from home to the plane and all service touchpoints to be
touchless, automated & seamless. Supporting factors are built on existing things to be
processed, developed, and improved both in terms of work process and service of
Suvarnabhumi Airport. This creates a solution in innovation in terms of work (Process
Innovation) and provides service beyond passenger expectations (Service Innovation)
as well as further development to seek new opportunities for future business (New
Business Model).

The success level of innovation development for enhancing the
passenger service quality with the digital technology at Suvarnabhumi Airport will be
measured by the percentage of the project success and the ranking result of
Suvarnabhumi Airport measured by Airport Service Quality (ASQ) program from Airport
Council International (ACI). The goal of Suvarnabhumi Airport is to be ranked as one of
the World’s top 10 best airports service quality in 2027 to support travelers from
around the world.

The research suggestions are composed of 1. establishing regulations of
AOT on innovation development and guidelines for resource allocation and budget for
creating innovation, 2. promoting an innovation ecosystem by setting indicators for
innovation development, 3. creating an innovative social network, and 4. creating an

Innovation Lab to support and prepare to develop innovations in time.
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Arrival Flow
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ﬁlm . International Civil Aviation Organization, 2017

sufan1siansanaeiunsgiud ug ui ethuUsznoulunisiiansan
nsenszRuNsiuINslneasvewineIn1AeuadITsunil laun

0. NMIUsziuauATuNITIUINISYINaINABIY VBIENIANYUES
11991N1AT2UIUsEINA (IATA) Tuiadaszaun1siiuinis (Level of Service

(LoS))
nsUsgdiununmlunsiivimsieniaeu lnensimanniswasisnis
AIAMINANENIIHALIYININIAEIY (Airport Development Reference Manual : ADRM,
Edition 11, Issues March 2019) ¥89@n@UIALYUEM9RINATENINUTEWA (International
Air Transportation Association : IATA) 32U nann1staeUssiduaanuduiusvoei uil
(M5uunsieny) kag ssesialunssenseAlvelagas (w1 luusaz Touch Point
punszuILNsglasasluduglasmsuidareen Suunsefumesnduiu « sedu
len Over-Design, Optimum, Sub-Optimum wag Under-Provided (519881 BAN AN
m-e)
nMsutsseRunsliuinig Tnsmsfinuandnnnsanuduius sewinsiud
(Space) wawsrezialunsTonesAagean (Vax Queuing Time) lnsfiseazidon feil
@@ 32U Over-Design (Bnn) A LoS agluszdu Over-Design iAntuiile
fifiul wogszornarlunissenss Andunasiinnsgiu widnanieduauduAInITamu
yensitlailaliuselosianituiiunnin
oo Optimum (F¥87) fia LoS aglusediu Optimum Antudlo
oo Mufarszsziasenss aglunmeinasgiu
el ffufivieszesinansonss Andunasiunsgiu Taedidne
aglunNTIUINTIY



el

@b Sub-Optimum (Fwidieq) Ae LoS aglusedu Sub-Optimum
Aetudledln Amdlasninnusinnsgu WAEBNAWYINAY/@INTINNUINLINTZIY

@lo.c Under Provided (@) fio LoS aglusedu Under Provided
Antudlonituiinarsreznansensy A unATINASIIU

wail men.ldfmunszaunisliusnig (Level of Service : LoS) Tuszsiu
Optimum Huszaunsliusnsiiduazmunzandvsuineineeuyes nev. fifinnuaenades
YANUTVOIAUIAN VU INIIDINATENIUIINA (ATA) wazivualiiduinaeiuinsgiu
Tunsdnnisdssineanuagain Insnansuseidu Los avagieuliifuienisuimsdanis
derunemwazmniidenadesfuituiinismennwesihenasy (Space) kaIzLLIAT
n15luTn19laeans (Speed) waziundmsigsivsuuanisliuinisvitennaeuld o
WU AB

LI o USuUTimsuImsdanisdsenieauazainuionszuaunsg
Tiusn1sd seraeauazann wielinisliusnnsiauasamnsinsad uduius fusiua
flagansuaziuiinmamenniior)

TVt R® ﬂ%’quq?aé’mwmmazmaLﬁmLaw%lﬂ'uﬁuﬁ NAYAIN
VB9ineINALIUY Ima%’mﬁflLLmumsﬁwmﬂ%UquﬁuﬁLLazﬁqéwuaaﬂawmazmaﬂLﬁuLﬁu Tunsal
Auumanmsuimsdanise lude o lanunsasesunisliuinisidaenadestuduiuuas
ANUADINITVRIHLALEANT



A15199 & - @ LOS Matrix

LoS Parameters
Excessive of

Comfortable

empty area

Crowded&
Uncomfortable

Over-Design

Overdesign
resource

Sub-Optimum

Maximum Waiting Time
Acceptable
Waiting time

Sub-Optimum | Sub-Optimum

Unacceptable
Waiting time

i : International Air Transportation Association, 2019

Sub-Optimum

Under
Provided
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WHUANT @ - o 58AUN1TIUTNS (IATA : Level of Service) AMunszuaIun1silagens
lwvineniagu

; . . . )
Consulting Is Your Airport Terminal Operating At An Optimum Level?

IATA's Level of Service (LoS) Concept is the industry benchmark for optimum passenger terminal facilities.

’ PASSPORT BOARDING
CHECK-IN SECURITY CONTROL L'L\ GATES
—

Proper arrangement of self-service options such

DEPARTU RE as seif-tagging and bag drog stalions are cutling
down wall fimes, improving passengers' travel
experience and resulting in increased efficiency
in terms of space utilization and operations.

duction of r sx—msau \mor\:vm barder control solubons
In the areas of passenger daa /
document verification and other b
regulatory requirements makes L
‘emigration hassie-free and

e nmﬂ

erien

As lEElured

n the
IATA ADRM. —
iata org/adrm L 50 o 70%
to be seated
@ Es:wnqw space YVBZM‘VZ‘};:::
OPTIMUM ECONOMY 0 e 12 - 1.5 P
i Waiting Times ~ CLASS m 1-5min
— More optimum
0] OPWHUMSpam 2 departures mean more
— L future arrivals!
o

ARRIVAL

The right mix of selt-service mr»omgxes
with border officers provides a seamless
arc plessant walcome faf pessengers st

Do you -5mi i . ° o=kl ECONONY OPTIMUM  (2)
knowyyaur CLASS  Waiting Times i
Level of
Service? 13-18m? 15-17m? 1.0-12m? OFTHAM Syaos lm_,

Contact us for a professional assessment of your current passenger terminal or expansion plan. B IATA (2018)
For more information, e-mail us at consulting@iata.org or visit www.iata.orgflos

‘17|"m . International Air Transportation Association, 2019

v, n13UsziiuganmlunisiiuinisviteaniAguvesanaunay
ienAeIUusEnINUsema (ACH Tuiadanmniwnisiiuinis (Airport Service

Quality, ASQ)

iisunsziunanmmsliuInses nan.gumsgiuaina lae van. Ifidhs
1A59N153ATUAUAMAINAITIAUINI5YN9INAEIU (Airport Service Quality Program %38
ASQ) Fafulasenisvas Airport Council International (ACI) %3 anwinernagnuana lned
vhormaguduvhlanasinsidiaulasinssiuag ees vhoimae (S1uauaindndsesy
b&om) Way nan.1315911A590159 Tud w.ad. beeo lunisanidulasiniss nan.agvin
msdrsvmfianelaveslagansilduing nan seuvvaeunusnasguieaiuialan
wazdwanuUa1529l% ACH i avinsUsTnana wazdnvnTIsuRanTLuLLaZ S U
Wisuifisufurnennimeuandniiinsaulasinis warwdwaunsa van. lnewuud1539
AN NATIIUTNNSYIne Ay AEaUNITUINISVOIVIEINIAEIUTIN & VIR aen Wada
UAZAZLUUTI @ Y10
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LAUATINN an - an VI'J“UQGI']?JVI&I')WVIUizLiluqmﬂ']Wﬂ']{l‘Vi‘Uiﬂ'ﬁ‘Vl']a']ﬂ']ﬂﬁl']u Ua4 ACI :

ASQ

=F=Y=

Access

wf
(]|
Check-in
Vi
Passport
Control (e

"

Security

Ground transportation to/from airport
Parking facilities
VFM of parking facilities

Availability of baggage carts/trolleys

Waiting time in check-in queue/line

Efficiency of check-in staff

Courtesy and helpfulness of check-in staff

Waiting time at passport/ID inspection

Courtesy of inspection staff

Courtesy and helpfulness of security staff
Thoroughness of security inspection
Waiting time at security Inspection
Feeling of being safe and secure

c&

Finding
your way

Airport facilities

A

Airport
environment

e

Arrival
Services wmsens

Ease of finding your way through airport
Flight information screens
Walking distance inside the terminal

Ease of connecting flight

Courtesy and helpfulness of airport staff
Restaurant/eating facilities

VFM of restaurant/eating facilities
Availability of bank/ATM facilities
Shopping facilities

VFM of shopping facilities
Internet access/Wi-fi
Business/executive lounges
Availability of washrooms/toilets
Cleanliness of washrooms/toilets
Comfort of waiting/gate areas

Cleanliness of airport terminal

Ambience of the airport

Passport/personal ID inspection
Speed of baggage delivery service

Custom inspection

1« Uszanalaeide, beoe

Mnsansdmamuiielavesilasasiliving nanmulasinsindusy
AnnmnsTiu3nsvinernaeulud boes WU nan. sglusududl bm 990 mc Uszina
Tunguyinenmimeuifiviunalasansliuins > <o drunuded Tngldazuuy <.mo 91
& Azuuy waz nan. liduduiigadoduduil < 91 bo Uszna Tud woee Tnsldnzuuy
<. &x TIUAUNAZAZLUUTDY Nan T LR a1nn1sdiTramulasansdasudugann
nslinsennasudounds ¢ 3 uansfamstei o -
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M5 o - o @3URANI5E1529AMUN W laHUINTS a nan. 3nlATINITIRTUAY
AMNNTIAUIN15Ye ACI

- JUAU
U A.A. AZUUU : : ; "
World Ranking Airport Size >= &o a1UAU

woed C.ER enen / oo </ bo

boab A <o / bee ®o / b

woee c.&o &/ e oc / &

woes c.co &l / eneo ox / o

woo &.onlo oo / md&D e / ane?

1 : Ussinalaegidy, beod

a. NsUTEA UAAINNITIHUF NSV 181N 1AIY AN Ad U H
MslUIN159I191MABIYL (Airport Service Touch Point) 3NANYNLYE FolaUBLUS
wazda3995eu (Customer Feedback)

Customer Feedback 11 um?'aaﬁam?mmmw (Qualitative Data) 7 14
Uszilunsnavauasvesglagasnensiiuinisvesine niaeu lngliasisinasyseiiu
sefumslEmnuswutoioaiou daiausuuzuazdmumevaslagans vl dnewaun
WeMkazuInnssy Wnw.) andumstiauinssuiunmsdanisteseasey Jalauouuzuas
Auaeiitethguteyainiauuazinuszdnsamnsliuing a gaduda (Touch Point)
meglwiemasiu lagd1s1enunsinn1snunnven1siiuinisviteiniae1y (Airport
Cooperation Research Program Report 157, Improving the Airport Customer Experience)
LLazq'ﬁauu’mwmsﬂsmﬁuqmmwmﬂﬁﬁmi (Airport Cooperation Research Program
Synthesis 48: How Airports Measure Customer Service Performance) mﬂw&mﬁﬁumé’ams
lunsusuugenszuiunsianisteseasous

ABAINA1IMUAAFUNE (Touch Point) MIANTEUIUNITVOIE LT UT NS
¥1191n1A8U (Airport Service Delivery Chain: ASDC) 4 9asaungufan15lduinisues
Hlagans {luinis wasdfdulideluvinoiniaeiu lnenislduinisurazaanelviia
Usvaunaal & du feil

me AUNEAIN (Physical) MEn8da SNYENINIEAIMYBIYINEIN ALY
fufl wardsssanuasmnduUsramduians ¢ 1A sU sa ndu 1Bes uasdula

ol fudalddin (Subliminal) maneds vssernalagsIuidinane
ArudAnanmsldsuuIms 1wy mumuuresiuiifdmaliilnearsidndndanisinass
LAYEIIBANAYAINABUALDIANLRIN Ty 1y Aufiuimsdiniuul Winuagaufing



oy

fanssudunuinisaieanuidnneunaty Mwanvalvesinaugliuinis anudalaues
wunawazgueniianig

aen A1uNYEE (Human Touch point) Mangdie nsduduiussening
fasanstuninauiannsuagnisden Wi mssvuinislenssevindntifinde
MsAeasHIuTMIaBuY WU Kulnsdng

ma A1uNTEUIUNT (Procedural Touch Point) maneds 35113 Tunou
wazuloungvennnsnsine Alduinsuazdmasiorlasans Wy nszurunsiuIIAsANg
aruasnsty Funounisnsadularnisinvanuasndevinonideny nsvuaunsaLiu
ningaunasAnaudunisevasd Jusu

m¢ $unnsdeans (Communication) Ao Faannsnsdeansiionauauss
ANuFeIslaans 1wy Yredeniny Usznia ssuansdeyaniineg eadunislduinng
Ve Aeny audesanseansiu wu wenndndu (Application) Liules (Website)
dodsnuoaulatl (Social Media) Wusiu

WHUAINT o - & ANY3LYY Talauanue way Tadasisau mugadudanisliuinig

17 Touch Points

ji =F=3S
Transport
Pgsenger u £ Arrival & Access
— & B
-
e 0 Z Departure
. Suggestion
... L,
Visitor @ A Transit
Transfer
,9‘ Complaint
-6 o
Stakeholder & Visiting
L

1 Useanalneide, beoe

Nan.98UITBNURANITAMNNIMNITITUT NS Aadudanisliuinig
dethanysannistoyaildsursluduaua wasdTina s e du dud nmsUsaiiussdy
mshiuinis msdmaanufisnelagun1nnisliuinis wae Jeyadesonsou Talausuuy
wagAuwelun1slduinag nan. aaensudeyaaniunisalludagdu wWu anunisel
A3UNINIEABIRS COVID-19 wazmaluladuazuinnssudlaquu iethunnausuuasimue
nagndlunsusulge wazenseAugmnmsTiuINTineInAEuTes an. sg1sdelllos
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n153Aserin1silasuLlalvasmsvudmsainiaAwasinalulagfndva
NdanansENUiagnamnIsNATUNITUULaENTYIDTY)

o. M3AaTzinsiUAuLUaaINIsYLUdMIgeINTA

Hagtunisudserniafianuazaanginda uagarunsoud il ui
sveylnadisszoznaiiduniigunuunisuudmuudy saenaunisrudwnaotnaiody
sULuuMsRunsiivaendefign uazisanneUatemaldmunaiiimun silfsidunis
wazn1svudsonAldSuanudeusnniudes q dwalinsadrsernmasululufianid
p1mAguiianssausiiged uiasdsuiunndy Wesesiunssudedlasars nnsusann
funsy warduildinnTudonuiy Sdmwalifineiau deaduasreisdamuannn
Tun1s3095UreI0InIARIUlaglanIz e N AR UG sw s IRdaunlug darnuviuads
MABAIUNTVL AT NRILIAGIAUAUS YN N AgUlTaINTaT09S U SUUEIMN9eINTA
Tnfiusgdnsam

Tud weom dnmaunsssuinvedsaindeladalalsun (COVID-19) vilv
AIUABINILAUNIINIDINIAAART TIUIUNLALAITANAIDEI9TURTY TUYIINUT U UAS
usuvadias gstaunisvudemsennmiarilanldfunansenusuuse aensiunatesie
InaNNAdoskazdazane fuszneunmsdilngdesanailiiie liinzlunsantuifeu
msanniinu angdedu wasmenindauuanemsilidudueenly sutweanudismdonn
aasy uazmaspidulifiasnsnssdunistonderlulsemanndy naununisvieadien
seviaUszimedildannsaidumals fedwalvinglivanvessemalnedildaninyie e
anasluimeigui

Wil aunANYUE 901N AsENINeUsEme (International Air Transport
Association : IATA) (IATA, Online 2022) A1AINARIMNTTUNNTUUEN D INAILNAUFTEAU
IndAeeivl beol (F19naunTNssEUIn COVID-ow) N18lUl beon uazAudITongens
(Auiifongens, eoulatl, bewe) mahgramnssunMsvudmIeINAvedlnerUiufaATy
oo 9 egresiduresly TaslawzUiinaglasans menmsduaznduinegluseiulngifes
full beol nelud beoa Faiidadonyunarsysens fannaasvsialaniiumsedes
iwsughalnefiuualiuivlneds e.o - .o % sl wasdladoatuayudu 9 Wy 11mInsg
mafgrenseiunmslidiioaznisiiunddulssma mavimaindurasiend Addnenim
(NAUFNFUAMNNANWYITUAR UaznguinTzeze) Lagiiun1TAMUIUT UYWAY
vhormaguUszmaAlilidne eIz ammieudniunssesiuiiendu flasans
uaznsruAsALdTiissnnuluoues

ot dlsfauniendinisiianisunsseuinveslsafiod olayalalsun
(COVID-19) WignTudmivvudelasaisanas winisvudsdudiniserniend uiiviunw
Wity esanguilaafinisdsdudidedesmisesulaifuuniy uazandlusuiag
nsvudsAudmseInafarasgety Wesnduilaasuduiestunislddinuulanseulat
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flazann Tmiuarlinsuununndy lurnsfianiunsainisundssuiavedsafaidelifa
lalsw (COVID-19) AMhazdsnsagsialy

Wiotdunaimdsuanunieusessunsvudemeenniavesinediazuda
fwden q WannsasessudTmandierfuialnsasuaznisvudsdudimaeinia nen.
flassnsiauivinenireugssugll szegd o Jedinguszasduazidmneiiefiude
ATwANNIIveMe A UgITINd Wanusasessudlasansldifisty oe druau/d
NN @& duaw/A 100U vo duaw/l uazainnsisudiasalul beoe

o, WAluladAdviandINanIznuA0gna1uNIsUA1UNITTULAY

nsvinaien
TunsUssgudaufsinig asell o gramvnssunistusasiaiadfnd
(Aviation and logistics) ¥ beoe ldTias199 A1nn1sel waziauetaded dnansenuse
nswasuulasesgaamnssunisiusagladadndedefivoddgludagiunazeutan
Fauwvsusziameenilu @ ngutiadevan 1éua maies (Political) iasugia (Economic) dsau
(Social) Aawandey (Environmental) wazinealulad (Technological) (Fnsned wedslurissd
wazanuy, saulat, beod)
weluladddvadodunisludadedfyiidiwanssvudognainnssudiu
nsfuuaznsvieadien lasmaluladfdsiafininnsalinazdanansenusiogmanunssusy
nsfuuaznsvieniion uazdunlduazrinuaiianiswegaainngsunsuudmise e
sufadeinagilimenmsdulagieinaguannsaiannuiuvsuinmsiemas ey
anmuduteuesUszaunsalilasans aUszansnmmagsna LLazaﬁfum\gumiﬁuﬁmé’q
TsrRnidolasalalsu (COVID-19) ol
Lo lanaileu (Metaverse)
Taniafloulugaamnssudiunsdunaznisvisadisranunsansedy
anudeanisvesfuilaaliesinduineldassuasnsedulidesnsiiumaieadion sauds
anunsaifuunannesunisviausniudmsuduuiausseslng nisinluiesineans
(Cabin Training) Mithssinweadosdu mIsonuuy wazmsujiRnuluienneegy
.o mia%ﬁﬂ‘disaum'ﬁiﬂ'ﬁlmﬁﬁ’uqmﬁ? (Immersive Experiences)
msarsuszaunsalialitugndn Tnennslsignanldidnfaasduda
wusud Iewu st 1i8u IdviynegwiiAsadesiuuusudsefgniies dsagdsegndld
waluladfdvia Wiy n1sdrassaninuinasuasuilUlmaiionade (Virtual Reality : VR)
LarNIITINANIMKINS xRN UTRgLalioud A uluafeiu (Ausmented Reality :
AR) ieaisuszaumsaliplviugnuazduuing
oo BReNlsTLavgilaskey (E-Commerce and Super Apps)
Tuaniunsainisunsszuiaveslsafaidoladalalsun (COVID-19)
Sreuiifonazyuosuouioudiud Ay ivilinaregsiadnsindueyld soudagsna

aa o

Aun15Y wagnsviediien endieg1au wasiewe Ysudeadunusunaaa (Digital



co

Lifestyle Brand) Tngnatimuneinlul bobe axdingldansuiliiisadestunsdugads
Seway ¢o %amaqmmam‘ o AU AD NISLAUNIG (Travel), dmautiise (E-Commerce)
uazmAlulagn1eeIunI5u (Financial Technology : Fin Tech)

. 9nAg Ul (Electric Vertical Take-off and Landing : eVTOL)

Tuswinmmisiiumcluilesarasninauied udnsernimeuludi
fianunsnfutuuazasonldluzuuuuuunis (evTol) Ssrgnesnuuunliifueinimeudy
flsisududoaditndudedu uazdvunslvamnzaniiozussnduduazglasans lagansa
Tlgsnafunduiossswidosinafes maviesdlen uazmsdieuszaude

b.e waluladfidmiviuduiiyanauazadvialed (Biometrics & Digital
Identity)

Freanunsalntsunssruravestsaiaud elafalalsun (COVID-19)
inlinanevinenieey aten1stu wasniieauniasgamulumalulad Biometrics wag
Digital Identity und u lngwnalulad dvildiinanudasafe nszuiunisissesse
(Seamless) asnaUszaunsafldduda wazasunuavaInaute Ussndaiug uasUszndn
Alddenniu

oo walulaglidudauwasuszaunisallsduna (Contactless Technology
& a Touchless Experience)

mMsunsszuinvedtsainidolisalalsun (COVID-19) vl Contactless
Technology qﬂﬁ'mmsﬁ%uaa’wmm%a maamuﬂ’@uuﬂﬁmauﬂqwfmizmumitﬁumq
aunanendiu Touchless Experience 1y nszuaumsmMsasniiumis (Departure) Aausidndu
Inandunise 3wesoe SUUSATULEINTIAEIY ATIvAWTLBe aunsEtesudunITE
Judu sruianstedaslneasvudiasisas madadudilsusy wazamedoud vy
anuivieafiedsingg

.o NsInALailau (Virtual Queueing)

n1sdnAdalsuinlig lngarsaiunsavesdesulalvieanf
daanduinonnieenu lnedmalulagdnnisAafidussansamanunsadadafierunldfad
SlAlnesnluh dudumsananunesauazannsiudiAuug Welfiuauazninaune
Tfulasansuaziulumuanasnisfussegvinsmadany (Social Distancing) uanaini
amﬁaﬁiaaamlﬂgjﬂﬁé’mﬁ’;Laﬁauﬂ'auLiwuamuﬁviauﬁmé’ﬁmﬁws] ielinnsvioadien
Hulvetneazmnsinifanagsiuiuinniian

b.c HUUIIADNELaUaTs (Digital Twins)

A1sUSMsTANsTIeNnIAEuasiiusE AN ManTudeuU U8 es
waounis devinliannsodassaniunisalingg Idneumanisaiasaazifiatu uazaunse
wisuAunsen TauaRndunsmuununssuiieldedaturiaed wenanniiseamse
wiadouludsifeades Farreliusunmsliminensléfsdu dwalvisevdndunuuay
Tusmslddtu vennidsannsatszgndllunissaesaniuiiviendlen uasimanmasien



cdo)

Isioeghaiailouads (Virtual Toun suszuuesulatl elminviesfiedldliifudeyalunisindule
AewAunelUese @dnnuuinsuasianneiainug, soulay, beoe)

b B1UBUATULAG UM IuTA LAz ususd (Autonomous Vehicles &
Robotics)

vusudmsadufidenunnfuses 9 Wnawgnaimnssy s

gaamnssusunsiunaznsviend ondu siusudyiauazein vusudianeImis
uazusuddwessmludid sy Tnevususitieligniidainisindedud e1ms 1n3osdu
99 Tuvnemae s elsausylalaenssnuuenmdinduuugunsaifefio dwjusudause
Ufuresarianddligndlalassilut@ uenanddiaunsaimumusudliausouinig
Alagansus o idinlswsy wu Wudlideyaussuduius (Ouduimie wasidud i
mnutuiis Wus Ingansayaldnoulivarsau wazideuseszuvdiunarsiivimini
Ju Al (Artificial Intelligence) islrimsliuinsuanseanldognsiieumasfuiiusyiula

og9lsfny avdiulsiunldunisdudumsfdunisvudeiseiniafiaz
annsanevaussanisvieniisaluaniunisainisunsszuinvedlsaded ol falalsun
(CovID-19) Sdudpuiauinazysulganishivinsaiemalulagdfadiauazuinnssy
iiotanvsaduayunsiauuinnssulunisliuinsitoimasulunnnssurunisld
uimsvienniaeny wazidululumaluladiflduinsdudunislddmenuies malulad
LSdudanazyszaunisal 15dula uwiaiunsaddsuinisiadisauesiuuiaiouass
wazmeluladrjusuiilsifesduiatudmiflngnss

N15ANEIAIUAIANTIUTEAUNITA TUNITLA UNI9YD 6] LA S
(Passenger Experience) Laza214tU8 8uLUadv99n15bA U5 N5
Hlagansnnelanisiiuniamiseiniala vl (New Normal) Tuaaddvia

gomumsainsunssruInvedlsnfad obisalalswt (COVID-19) vlviindalns
(New Normal) Tun1siumsnisennia fafujiRauuazguszneunisnigluinenieenu
sudelasansineidessusuiteliirfuanumsaifinan

ACl dnauanisatiunismuddlud angluviiennidenu (Airports The New
Normal) 8198991n99A191UAv0S ICAO Council Aviation Restart Task Force Taguuginli
vornAeuisiinuazUsuasshueanuazan weliduluamuanuaanisssaunisel
lumsiAunaveslagans (Passenger Experience) el

0. NM3ldanusuaINIAauneluiasgun (Negative Pressurization

Restrooms)

sioafiflanmzmuiuenaneludesininitneusnazdismugunIsuNIAIE e
vpaifeln saufsnsvutounssndusuliifesvasd Taumnefiazianldfuiesgen Tasiane
ogadslurasfiAnaniunisaimsundszunvedsnfindeli¥alalsun (COVID-19)



&

. n1sldinTaswanania (Air Purifier) wazn1suulgeszuuszune
2111 (Enhanced Air Quality) angluvineinidenu
AN meMATiRAglueInAey Usznoudg
©.e qquﬁﬁmmzam (Thermal comfort)
blo  ANNTURIITEY (Humidity)
b ©INAUIANS (Fresh air)
b.< N13N70301M¢ (Filtration)
mnsruussuwo MAaNgluvienAeuiiuseAniamazanunsoan
Tomalumsunsnszanevondelayals
a. N13ldszUUATIRTUIILINE HIULT1-00N UaZTEUUATIRTN
Qiuvigﬁ (People Counting Flow Monitoring and Temperature Screening)
yhemAsuasiinisnTndansasrtaslsainidelafalalsun (COVID-19)
dosudiensnmatagunnd uazndeansaaudwaudinud-oon dsanunsasdsal
wiadeuldlunsdfiglasansliamulamihnmneuntoneuduinavite maesy
& M3lkdseuul§duida (Touchless Access Control)
WoINAE U BIUTUNTEUIUNTINUAFURANTIHUSNTS (Service Touch
Point) TfnaneLduluy Self-Service lsfundign aufafiugunsaiannisduria (Touchless
Devices) Ll oliglaansanunsasitunsuIunsnagaduia (Touch Point) lefienuLes
wazidulunuannsnisdnussegiauazannisduda uenannd wnsnisdiunuazen
ﬂ’]EJEL‘N‘V]"IQ’]ﬂ’]ﬂEJ’]uﬁ]w’fENﬁﬂTm%JWQNN’]ﬂsﬁlu fieludruveanisiduyauareinuiion
9duA (Touch Point) MstiiuAudlunisviiAuare1nvesusit iy saufan1sdniea
weanasadliglaansmugasg q Faavinormagy
& msindelsadaedsd UV (UV Light Cleaning)
uenimionnnislihesdenuviodauiinuiuin msldsed uve Adu
Snismanilsfianmnsavianedelsald ienauisenafarsamirfed uve wldidon
mmasmm%L’Jmﬁuﬁﬁ;mé’mﬁamq6] neluvitenieeny
og1dlsfiny Asiidumnaimedmiuieimasiluganmadunismisenia
meliidlug (New Normal) fienssnwiaunaseninemnulasnfulazaNasnInNauIeues
Flagans iesannisidunislusued desondedoyadiudivoslasaisuinningag
anumMsaiung wazfafinszuiunisnsadansedsafisiiuueniviieannsruiunsngafy
(Security Screening) Wagn15M5I9AULT TS (Immigration) 1 Biometrics w3awnalulad
Alddmsvududin Dunisludeyai fanuddguiniaaluszezenn vienaeiu
913NNTUTITUU e-Gate warUnufndunisgiaune (Bag Tag) u,uuaaulaﬁﬁ;ﬁmms
aunsafiuieanunlanenueIInNtIu
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wdsuniasgilunalimidsnddgifediulevisuiasnsaiulsafnielda

1)
v a

Talsun (COVID-19) fABTaarunslstuinsdunisdud 9atau uazstusieaniunisal
Adsuuvadldnasaiian LLazMiLﬂummsgmlﬁmﬁuﬂbﬂaﬂ (Single Health Standard)
et unuimslunsufiaauvesdlvuinsuazanauduauveslasanslunisifuns
msemadululdognanuiusazilasasiinnnudesivlunislduinsvesinerniaeu
1A891897U Airport Operations and COVID-19 Business Recovery (Version 3) iz“tpf'] ITUU
nsamanlsadaidalifalalsun (COVID-19) Afluszansam azvinlinasgdeei o
11950158 H AU INEUTEMA (Quarantine) Yasas uona1nd Aufilunisnsas
dansesmsnseglugaiilinsznusie Passenger Flow uazn1sUftfauveaninatuniely
WoINAEIU Lavdnbidlszeerinesenineyana (Physical Distancing) Fimunzan Tnanansam
p1vvonunlugULUUNTEA WM BuUUATY Ll ol lnansinluuansaldminiingaanu
Wnilleswsiald

Fadu nsliuinisdlasarsnisldnindunimiaoiniaidlu (New
Normal) Tugandvia ddusaaimuiazysulsauinsmemaluladuazuinnssy lne vien.
IinauwunmsiaunszuunsTiuinmsieniaeuwes nan fonszuaumswuuldudad
Hlduinisanunsatidsaglduinislamenuesegednludiiuazlisesse dn1sWmun
nsAeansiiiussAvBamaionisdoansuuy Real-time flanansndu-ds uazUsvananadoya
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e.@ Safety

®..o Air Navigation Capacity and Efficiency

@.en Security and Facilitation

®.€ Economic Development of Air Transport

®.€ Environmental Protection

1Ay ICAO dn1998NLBNAITUUINIINITANT U (Guidance Material)
Tuusiazgnsmans i eliudazuszimadodunuimsufua tnouinnssulagnenlidu
asduszneudAglunisaduayuevsmaninniu wazdufilunszuiunisngsudeunieg
Viuegiivszansnm Seldgnimualiiduarednvaldnesluenans Resolution AG0-27 :
Innovation in Aviation \HuiuimsliRlunseanngunasising ves ICAO

walulagAdvialufifnmsifisdaanuaansouazianUssansamvessyuy
n1sUunalsou (Air Navigation Capacity and Efficiency) TuR19® Global Air Navigation
Plan Taeu1m&nn1s Airport Collaborative Decision Making (A-CDM) v83n15uaniua su
foyafiddny errelunsdndulasiuduseninefdulddndsluvinenagu slaun
yiemiagiuatsnisiu gliuinsatany woedliuinisnisesasmiseinie il el
nsdanisdreenvandioafiu (Tum Round Process) fiuszansamaunniu flavansaglézy
USnsiifiaumsssionan anlemannuanin waymnifnmngeideazanansadanisidediad
Usgdnsnm

. HUTANVUH I91199101A58WI19U58NA (International Air

Transport Association : IATA)

\JussdnsszminsUssmadidniuanulasniaenvui inguszasdiil ey
aunANfIUMUYesgMaMnITgIAamsudiaunslideya Ufuussnszuaunmsliuinig
Tudended 53a uaznsufoRauiifeivedugnamnisy Uszneule bxo mensiu
21N ebo Uszine SufiaveuUiunglasans Sovas cm vosiilan ssdnsldlianuddysie
nsadufanssuvan ¢ Usens fe

o.@ Environment and sustainability

.l Safety

.o Diversity

. Commercial

b.& Effective IATA operations
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Aelansiiuniamsenaidivg (New Normal) Tugaddviamuidunisdszaunisainisly
U3N15035 IAd"s (Passenger Experience) weluduwesmsiiussesrnmnedeny (Social
Distancing) lngn1slvusnisluguuuuannisdusa (Contactless Technology & a Touchless
Experience) a2n151AUIN159nlusiRnienules (Automatic Self Service) ag19l§so8me
(Seamless) naann1siAunneluviteIn1AeIy
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WHUN T & - 0 N153ATNENSAENTINNTSIATIZRANTe gedou Tana uazaudssa
(SWOT Strategic Matrix)

Strengths

idayaegiurumneana

Weaknesses

galaifinszuaunmsaiuayunis

NAUUIUINNTINDINATUINAT

Opportunities

filugsnveglugnaimnssy
nanvowszineALaziinig
YIEFHANUTUNABALIAT

S/0 Strategies

YNSANENST o
winnssutuindeudedeya

(Data-Driven Innovation)

W/O Strategies

gnseansi o
aeAnsuinnTsy

(Innovative Organization)

Threats

WIYAUAIEINGA
Tuguuuuilivaeiiunneu

S/T Strategies

gNSAERsT
uinnssuusnsmeninea

(Digital Service Innovation)

W/T Strategies

gnsEEnsi o
Tssaseiugiuuinnssy

(Innovation Infrastructure)

1 Uspanalaeride, beoe

NMTIATIElagn1sduaTeideyadieiu annsadiuimuaideiag
wusAa Arden wazgnsaansmaitmuiuinnssniiosnseduauaiwnislivinsglagas
Aawalulagfdaviaves nan. Uszdntiulszanu bédos — béwo INYEDNARBINULNUIAINAY
v01 non. Ineilswasdondail

o. genay (Vision)

“fandunisuazdanisvitenniaeiui aszaulan : sy augunn
nsbiusnistaemidennulasndouazasnaeliegvauna”

. WUsNa (Mission)

“Usznevnazduasuiani1svine nideny sausesudunisianisay
fdeteuBesaliosfunsuszneuansvienmeen Tnedadsnnswmuiisdu”

m. A1ldey (Core Value)

m.e W (Service Mind) : msliusnismelamieninuainming
mlo diula (Safety & Security) : Wuldalusnnsgiunudasnds
aa 3919 (Teamwork) : 9umds iAesivnauiiu

ma WAla (nnovation) : fimnnlsivgads

a.¢ 9ila (ntegrity) : Sodfunauseleviodng
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& gNFAENINITHAUININNTTY
qmamam%ﬂ' o 89FNTUTANTIU (INnovative Oreanization) St vuneiite
duasuuazian inusssnuTnsaliiAnduegiededu dutunstmuyeansliiinnmg
vinwruazAnen s sRmuIuinngs MafinuszansamaszuiunsiamLiang s
nsaFausIINALazanmwIndenfidsasunisidusnlunssuiumstauiuinnssy
ARBAIUNTITeUALITRNLINNTTUTIU (Synergy Innovation) funtisaunieuen authlug
maiuesdnsuinnssy Tnefinagns fail
naEgms o0 WanNANeAMeIAnTLIINTTN iensyiuANg nwruay
FNEAINYDIYARINIH LN ITRAUILIANTSY 99091 9N15a519UTT8IN1A AnmUIndenuas
wsegdlafidaaiunistidauslunssuunsiannuinngsy
nagns e.lo MauazUszdunanszuIumsimuuinngsy eains
sruvaduayunsiauIuinnssuuazn1susnisdanisiasinisudnnssuegrnduszuy
(Innovation Portfolio) ilefnmsiazyszifiunamsiiiunusadnsuinnssuegedaiau
nagns o.m NNFITBLATTRUIUTANTILTIN WeadaaTevun153de
warHmUIUInnNITL (Synergy Innovation) AURUABIIUAI IumiLLamUﬁ'suaaﬁmmif
waziUalonmanusiuiieduyanansesdAnneuentunsiauILinngsy
yNEAAnTa b Taseasefl ugruutnnssy (Innovation Infrastructure)
fitmneiioatunanoiuedlassadrsiiugiuduinaluladddsa vadussuugunsal
wote sruvasaumeivuaivesiaiuszuy fsesfuuanbosionaifeslouazysannns
szuvnuLardeyarisy auAnuIAnduianssudivesenlugnisianuianssusuuiams
Tnefinagns fe Wannlassadeiugiunisnisnm dWeadussuulasadanietisgunsal
\3esile Hardware/Software szuuiiniifaedetnedoya wazsruugunsningradudnga
#99 fisossumadenlesteyauaznisliaumnil (Anywhere) y)aiaan (Anytime) ngunsal
(Any device) uuulssausia (Seamless) 1 aunsal IoT, Sensor, Biometric, 5G Wudy
ynsMansd o uTnnssuduiad eudiedoya (Data-Driven Innovation)
fudmneieimunsUuuuuasisnislunssuny dafu Binset duanesiuazyszanana
Toya smdsesdaud wlddeyaasaumaiatvayunszuiuniswauiuinngsy
Tumswauuazdudgsnsliuins taefinagms fed
nagns m.e NaUIsEUUIUToLAM SAUmA [ilodansszuugIuToya
yualvgaInvatssrULu I evateunawianelusazaneuenasdng dmsunisiiluld
Usglemlumsaniunuuagn s uinnssuaunisusnig
nagns mlo WalInszuIunsinduladiedeya 1eatisszuy
1155189714 MsuanaNatona ufanszuIumsiinseiuazyssianaiionisdndula
(Business Intelligence) é”mﬁ’;%’?@ﬁaé’mmmmsﬁu wazihlugmsuimsdamsivsnyas
9EVIUYINT
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gNsAIEnIA « uTnnIsuUINITF8A3Wa (Digital Service Innovation)

S mnefewaunuianssui aduayudunisuinisuui ugiunisadsuszaunisal
Ligsenuuulisessa (Seamless and Hassle free) luguuwuudnludifinienies (Automatic
Self Service) wagimaluladlsdudawazUssaun1sadlsduna (Contactless Technology &
a Touchless Experience) n18lan15tAun19n1991n @38 11 (New Normal) IuQﬂﬁﬁﬁaﬁﬁ
anuluendnealnaunaiugaauinusssueguniionruniavuie (Hospitality) Inad
nagns il

nagnd .o MIawUIMsatuszaunsaifiligenuuulisosse
(Seamless and Hassle free) floamn Ufuuganszuaunsmsliuinng lnsnsuanunay
\n3esile gunsal aluladeineg lunsdruisanuazanynguiliuins lneddldegaiay
waztendnuainieiausssulneg

nagns <o N1smuIvInaslugukuulanizyana (Personalized
Customer Experience) 1t oW duau3 157 nsason1ufaanis ndeussnianisald ofl
gldusnisaulaluewian Kaunsimseaiaanzyaag

N13UTNIIIANTITUTANT TN BENTEAUAMNINANSIHUT NS laBanTA e
wAlulagARNavewine N ABIUE TSN

MsuImsdamsuianssufiesnsefugaanmsliuinsglasassnemalilad
Adiavoninerniaeuglssngll Seaenadesfuuloviensduadunslimiudnaieassduas
N33AN1suinNIsuves new. wavsulididuaniunsaldagiunudssaumsainisusnig
Sanisutanssuiiiiuin Seseneudeiadeiiugu laswadrsnisusmsdamsuianssuves
Vo, JUMUUUIRNTTY SEAUUIRNTIN LaTLUINIINITUINISLIATINITUIRNTSY (INnovation
Portfolio Management) TneiseazBondel

0. adeitugnu

Hadefiugruiotesuarsndurienisuimsdanisuaratuayunisaing
uinnssnfiesnszduamannsliuinislasansimemaluladfdvaves nan. Uszneu
L8 dmusssuudnnssy (Innovation Culture) kagn153AN15A145 (Knowledge
Management : KM) Fafis1eaziden el

0.0 IMUFIIUUIANTTY (Innovation Culture)

Jausssuuinnssudmiu nen. Ae Smusssufiaduayuliifouuife
afsassradlvsivieuinnssuiineliiAausslovt Tny nenfimsduaiufamusssuuinngsy
Kun1sdeansandioy 1Wala (Innovation) aulangnds “Wesy Uudeu dous dieven
welulad Aum3slmie lumsvhny’ Seienmasugssagiannsaatvayuiamsssy
winnssulasnisysasuadiamginssunisldaiufnaseassAuasnisdnnisuinnssy
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KuunasHad s Tas ssesn s lusv sz duuaysrrem aufuauuiuRinisusest Fadl
Aanssuiddny il
o.0.0 MIATNMITGUTWVRINTNNY agildulide
nan. awnsanszduiazduasulinineu uasiidiuldidy
Nnavanmansanviausloidelvsiinutemisineg uazdaliiniuanivdsuFousiou
AINTTUAY TN sauﬁu’qém%mmwizqﬂm“lﬁi’fﬁz;mmmﬁméﬁwixﬂauﬁwmsﬁmﬁ?ﬁauﬁ’mﬂisu
(Innovative Thinking) AMUBANUFBAINANLYAY (Tolerance for Failure) mma@&ﬁbuﬁgﬂﬁ]
Tunisnaasaiefindudslmi (Commitment to Experimentation) wagidufoauievhliAn
AnuAnfiunnsaiteliAnnsaisdslyel Aunszurumsveamsugnilaimuafvesyaains
Tuesdns WAangAnssuifisseasdiiaenndeafiuuumisiosdnsidstuindeuly
0.0 UTTHINIAUNITTNY
nan. anunsoduasulinineundifiazianeassiddng
Tnendusduainddlnds wu swilduneunneysys Aunndeudinuinelunisyieu s
afaailindinanuiinnunssiiodesuiianiSeusadmia egnaoanan iudouszanduius
ANT50 warlATINITAY 9 SAUDINITES19ANNTINT DANUANES19ATIALAZNISIANIT
winnssutugilduladiude (Stakeholders) n1eusnasfns HIuAINTTHLAZIATINITAGY
sesraiflendieliinussenialunsvhausiuduiiiuuuldsesse (Seamless Cooperation)
@@, NTWTNTALAYNTENEBIYLLTE
ilonsyduliTmusssuuianssufanadnsegradussssu
sEatu nsliseTanasnisendeswuedoduddndy Fesmdetaiiduiitunarlyle
Ay Useniatledns nsengesvuiye wazn1silomaluiaudny) a vinenireu
sz Lilefiny wuUfURTITuAR (Best Practice) nnvine nasusnsUszineLaz.iu
wssgdlafisfaduliifnmuAnadrsassduazdeliinnanuuinnssufitiansenuideuinde
BIANT
©.0.€ NMINUNMULATETINTINY
it en. Ifussisangrhauduiunmsvanuinnssuves
nown. LLazLLﬁiq&”’mmxﬂisumiU%mﬁmmmmuiumui’mmamm yew. Wielvimsduiuny
n1sdnn1sAukazuinnssy ven. Wulddeanuseuiesuaziivsednsam wagliin
ausdedusznineansnu/disau Tnedmualsidnsmunmuuivlgmnd wioiled
MaAsuLlasi Ieddny 1wy nsusulassadisesdng (udu 9 nan. anunsadaady
n1sadafuiiduduniendnduutnnssu (innovation Leadership Teams) liAnd un1y
Tassaremsvinuinumuii
o8 N133AN5ANT (KM)
yan. ansnduaiunissanmsanudiunszuunsinnisiidaaiy
msuwaniAasuieus Wlsundstoya awg Ussaunsal inwe anadmngifiegaeluuas
MousnesAnsiAetosiugsia waznsUjiAnisvesesdnsiiietnndnszuy Wdwese
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nsihfaaznszatennug Werhluuszondldifioindamuanunsauaziinnisdeson
A Wann afrsassaguinnssy Wundstuindeurinenmasugassun g mady
yhanmagudutiveslandogadbu

. 1AS9EE19N15UTIITIANITUTANTIUVRY Nan.

.o LATETINITUTNITIANTS

Wielvnsiannuinnssuves e, Sununsdifunuiaeandosiy
fianemasiiunuvesesdnsfitaau aaensuiinszuiumsfiansandpasminensierii
Auiagldlyditudmiumsiauiuinnssueggndes asuiiu waziiusednsain aule
naansuinnssueg1udususssu waziinUsslovdgeaase nen. dalanvualaseasng
15UTMITanITuiAngIN FeUsEneufBAmENTINANT VeV, (AMN.MBY.) AMENTIUATST
HALINSUINITNIINIALIUTEY NBY. AMENITTUNITUIUITIANITANUTLALUIANTIUVDY
nen. AngUALIUNTIRLILIANTINYeY nen. dgRauINgINITIazwInNT Sy ({n.)
wazduNuaTUayULsazYieInAeIY SeanfaienmasugsIunl waransnunnaNeny
iielimssniunisfuuinnssuves ven dnmsiwuiegadsdu uazadnduliiAnnadws
og10fuzusssy Auansununmd o - « Tassaislunisuimsdanisuianssuves nem.
N mo

bl N1FINATTIUUTENIN

Frwanunisaiagvudilaninisiudsunlasedesiada Hedu
wielulad deruuazdawndon Msiindefvs wielsaszuinnieg dewalinismsounsey
W eseafunsdniugsianiuan nuindoui lua suudased15aafadesiuiuliedy
donumsaisineg wanu welulafuaruinnssuiaduie esfloddfiezdagativayuls
ansasuiugsialdrerdesneldaniunisalfaingn Fanswenssnusuuszanandutads
adnyfiaztelinsiauuinnssusazinaluladuszauanudiSawarldnuldogaiuiieg

shesuilou ngunas uaznsEUIUNIFILIUUTEINAYes e, dadu
NUI8UTFIaMA89R9919837UsE T HU NYNMI LAZNIZUIUNITVOINIATY YINIA
nsfiansandnasskaznisldiulszanafeudainssuiunsiazszeziiauu lnewindu
sutsznaUszIdesnenwuUszanaaviszn o O wagnnsvesulszananiuiy
w3 oLTetuTEniUiasinunseuiunshagldszegiatlunisiiasauazeylifed 1l ey
Uszanas 3 1heu Toemnidusud sz aussianauaanus ok 1un15 N5 s yifiain
AENTINNT VeV, kagingUsrasdvasnisvesulszanauiudunissudisosnsdaniy
erusenined fided

“qudszanaufisiiin” Aefimalidesdidumsseningd Tnsazdesi
S W ldneludflvess
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“yudrsasnsdisndusein fo Guidedsed Adlunsdidumstam
Funindonsiiudy venindennilasueyddliify Fsdududousadamiiolinisdniuau
fenusaidoslnefilsiAnaningnnsalanidud fnansznuieuseionisddusuniy
ARG

fathy ilelnsdnasssulssanuiunstaunuianssuaenndasiu
Taguszasdnazuumamsiauinnssliiuiemaluladifinsiwueg1aiinsslan
waznfeusosdumsldauldiuriasiauaniunisalifnisiud sunvaslueg1asanida
wwmamsdaassaulsssnumssdunsdel

Llb.e MUUANTOUIUUIEIIME T UN TR RILIUTRNT SUUSEIT
Tagenafiansananselsedves new. 1wwderdu v Uan.drda (umvw) Admunsy
IFsuagiamuinnssilidesas o veadlsgniluudazd (Uanidafiuay R&D w1ANI
o fuausied Sumsuafnuuinnssulug, eaulal, beve) MSeUTEN YuBuudlng I1in
(v 78R ssuUszanagunsITeuazWaun (Research & Development %38 R&D)
Wistuegesaifiosautiagtulssnin «% vesseane (Fuladaeuinnssy neldudn
“iwiswghaneliies”, saulal, beod)

blolo AMmMuAsULUUNTRITANLAEMIoUSTRwUsTINAAR TS
funswauiuianssulimanganfunssurunswauiuianssuluusasd uneu 1y
suUszInadmIUANTadsduLUY wazauUssanadmiunswaufieldeiuaie 1udy
wWielilssueysipuasldauysranalunsiannlsviudonisldauods

wlo.m A1MuAlATIaiievesy do1uralunisiansuiuareusli
sudszanauftosuiumsiaunuinnssulimnganiussoznaniifoswniiuns 1wy e
FRasannazoylAsuyszinunsnaiuivedidunts Wudu wolinsiansuneysia
suUsEIaimIuseuney 50157 Baneu adeada uarldnanuisiudenisldaiuais
Tuanunsaltagiu

blo.€ MMUALLININITUTMTIANMIEndauiiAnainnszuiunig
s Trnssluuazduneu weliAausylovigeaauasduaiuduiiacu wugunsal
Adamuuieldlunisadne waznadouduuuy F9ndsa1nHIuNTEUIUANTAINA1ILE?
o1thluldfuunAnduls tnglddesdanlnm Wud

Llo.& TM1TT8U LagNa NNAUTIATUIVYTZUIURAENITUT NS
Famanineinsdvsunsiauuinnssuiiaenadesfuuiunnsiauuinnssuves nem.
Welsinswanuinnssunduldegiegnies assmuingUszasduaznieusesuse
nslu3ms van. Naenadesfuaamunisalilag i

oo JULUUNIANTIY

vow. lffiansandmuaguuuuuinnssufiaonndosuasmunzauiu

U3unves new. U « iU fail
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w.mn.0 WINNTTUNAAANN (Product Innovation)
uinnssundndnel nuneds ndnsusifandulug a1wise
Fudedls 3sdmivyinernaeiugrssugdaiunsaidundndaseiluivg owdnsdueifld s
nsUsuUgevmudms g lasansvs e ddwldduidedneliAnnisenszdugunin
nshiusmsilagansiemalulagndna
.ol WIANTIUUINTS (Service Innovation)
winnssuiuUINg mneda nszuaumsuInMsiiiuunAeluel
FaffFuuinmaidaiiuisUssloviuazanan dadmuvinenniaeugssagiannsaiduuing
Tninseusmsitlasunisusudsaimundmivlasansviefddnlddudoineliiia
nsensEAuAMnmNIsruINslagansmemalulagfdvia
o..a WIANTIUNTZUIUNIT919U (Process Innovation)
uIANTTUNTEUIUNITYNL maeda nsguIunng duney
ndnn19vheuA vl eiuussans mmnazdszanswalunisluinig
vinonAey 4 admsurinenimeugssugiatunsaidunsruiunisviaulutnie
nszuruMsThadlafunmsusuueiauiionisenssiununwnslunsglasanssae
waluladidvia

o.o. WINNTIUFULUUNINGINA/N13AIns (New Business

Innovation)

winnssugluuun1egsna/n1snaluvd vuneds winnssy
Wortuudauazuuimidunisiudugsia/nsislnilivszaunadnie dsdmiv van.
aunsadnwinaziausuAadunisdudussia/nsfalmitiensenseduamunin
nshiusmsilagansiemalulagnda

o.@ IEAUUIANTTY
MsUinsdantsudanssudmsuritennireualsIng diile
n1sensEAuAMNINNISIILI M lagansmemaluladadialsenaumie m seAvuinnssy
fafl
b.c.e UInNTuwuUAsedudaslY
uinnssuuvuassudesly vanefis usnnssudiiAnain
nsUuU vdertaun Tneldinalulad vie F8n1siitegiin WildUsslominnnu lnsdnad
szuv/lassainauazesdusznaulfiy FeanunsaversnaauazgnA sl
..o ui’mnsimﬂ?{ﬂugmwu
uianssuABus LUy e uinnssuimiesduszneulvsl
uldf viegudnualuosdud/uimsiinsdsuntas Tnedsnadlszuu/laseasiavosdud
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UINTT NIONTLUIUASLAN LU MsmuIlrandseulndvesseuvataniuatdesdunsy
Faszuu/TAsead19nsineuLu ULy
o.c.o Yinnssusuuasulay
winnssuwvuiasulay vaneds uinnssuiiliweduineuly
gnamnsIL/sedund lnefiszuulaseairsuazesdusznevly Jeannsnadimatauas
an@ln Tneasiinanszyusgannsensidsuulasesmann
©.¢ WUINNNITUIHISIATINITUIANGSU (Innovation Portfolio

Management)

BHUAINA & - 8 BWUUTIABINITILATIZH N1SINATINTNEINTA28 Metrix tUSguiigu
FEWINNAUANAT N1TAINU UATAIRUTUNITHAILIUTANTTY

5 a
@ r.

[}

2

© 0o
Q0
o ©

&

©
, © 0°
"0 @0©

Value Proposition

1 : Ussinalnegidy, beod

LUINIIATTUTHI5LATINITUTMATIH (Innovation Portfolio
Management) 984 non.52189 nan. aztdunisdndrnuanudiAyvesiuIAnuInngsy
iendonunddunsresonmunsEUILATLIANSsY Samaiieldunssaassnineins
AflegogdrdaliiiAnuszaniangsan Iaeld Metrix lunsiisuiiou © Jadendnild
Jins1ed Ao seduaImAuA199dlATIN13 (Value Proposition) wagadud un1siamn
winnssu Tnediseaziden fil

o.¢.0 FTAUAIUANAIUDILATINTT (Value Proposition)

5% “Ummﬁumsuaqimqmsﬁ‘;lumammﬂmLaﬁamammuuﬁ

NINTUNAULATINNTAAGY & AU LALA
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b.¢.o.0 Usglgruiunsty

b.&ol Usglovidudun

b.&o.n MiUTsuisuyarnMsamusionalszlenidilasy

b.¢o.c anuaunsailiyszyndldiuyniteinaguves
Nen.

b.&o.¢ wiltumsliiummesensunngiadnlddudedug
et

o.&lo dRUTUNTRALLIANTIY

adudunstauuianssuludesfuaninsouyseandy
o 58U lun s2AUT © wuaruAR (Idea) sERUT b N1SMAGBY (Proof of Concept) ka
S2HUT o0 VIAEBURUWUU (Prototype)

el arsilsdanuiminzauvesusiaslasanisuasiny
AuTianiznei fesldluniswauiuinnssy wy anuddumalulad Fmnssu
wagingrmand saueiddennnuaunsolunisatuayuninenTrees nsLil eWam
wuaANAalfduraud ULy (Prototype) Tiasnsaldeunasuuinnssulaograiu
sUssu maenauAsauAquiisesAnsluddudaly dufumsinsdanisunineinsuas
WauranuliansanevaueinuseInsvesyaaInslueing gnan waskidiladiude
Taeifumsensziunuawnsliuimsilasassomaluladfidsiaves nan. tilewauilug
msldaudandadliaogediussansnmduddyy

NITUIUNTWAILIUIANTTUNBENTZAUAMNINATIUINT Lae a1 5a e
walulagfanaves nan.

mw‘i’wmui’mmmﬁwawzﬂLLUUVﬁyamémﬁ’msﬁ U3N15 NTPUIUNTHNNY
wargunUUNSgIAe/Asialval uisgslsAmumswanuinnssuieasudugaiieitude
nsldauAnadieassd waliypdugedildnadnsandortufeldnanuuinnssufiamis
ihluldewldase Seanunsaagdidunmsinnszuiunsiauinnssud ewmuinsly
AuAnaseassAgnIsassuinnssy wasidunszuiunsdrdgresszuunisuimsinns
uinnssuiiduaialy ven.sauds nan. dnsudmsdanmsduindeuliidudunisaanleuis
Fogusrasn uazussaidhmneduuinnssulaegnadugusssy naenauduasulvilinnsimu
PaAnuanansalunsw usuEEad el USM3 nszuIumMIe JULUUINeS SR /M3 alud
wazauayuliesdnsusraumnudisalunisaienisiiulnediedafu uazanunsndsuey
Aarliundddulddrudouazonseduauamnisiiuinsglasansidediei os
Fanmsrmvesnszurunswauuinnssui esnseduganimnisliusnisglagansdae
weluladRdviaveshnenmaugssagiamsnashidu ¢ fusoulddsdl
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e. %%umauﬁ & N199INUUULULIANES19ETIATIUIANTIY
IF191nNsANIBsAANT UL LT By AYEINTUTMTTANITAINS (KM)
WAreIAAI1N3 UNFIUTeYaveIN13TAN1TImAlulagAda LaITIUTINAIINARAT 19T IA
Jinsedt Aadenaudnaireassafiidudselond Anwimnudululdlunsihanude
afaassAlugnisaineuinngsy wazdseliunnandsauazmiuduaveaunuau/lnsinnsves
wuAauTnnssumudsy dWelildunAnadvassdideu s Tnsdsenaudetunoudos
fadl

o/

6.6 ﬂ’]i‘Ui‘Vi’]i’\lﬂﬂ"liﬂ’J'lﬁJiLLa zA153an1smaluladadvia

LﬁaﬁﬁUﬁHUﬁ\‘lLﬁiuﬂqiﬂﬂiﬁuﬁiq\‘lﬁiiﬂ LAZWAILILIANTTY

BIAANUFUUTINTRLATDINITUIMITIANMTANNS (KM) kazasRnus
vugudayaveantsdnnismealulagadvia deidudoyaund (nput) vesnszuiunisiawn
UIANTI %aﬁlm’mmsi’miwLLa“ﬁﬂm%’auaaaﬁmm%fﬁLﬁ'wﬁaqmq 9 iedAnwdmuar
wanstenalunisudlatym asnudnduladeifululisg q mum'ﬁﬂﬁyaﬂmh
oadnug Taedoyasine 1 AldarnnisAnuideiieatrautanssu (Output) Su asgndaifiv
Wuesdnnuwagsiusuuugudeyaven1sinanismiug (KM) uazn1sdanismalulag
Aavia ielimiinanilussdnslafnuuaziiluenenldodeiiussansam

o0 N13TIVIINANUANATNETIA

nMITITINALAnadNasIFaInsnrusldantaneuenuay
agluviteiniAeIw/eddns Ineann1eusneInng 1y NsTuileauAniureIgnAl
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NU3N U
WUUEdUNIU Airport Service Quality

Dear Passenger, [ ]

As part of this airport’s ongoing efforts to offer the
highest service quality and improve passenger
experience, we kindly ask that you take some time
to fill out this brief questionnaire.

This survey is conducted by ACI (Airports Council International) and is intended to help
airports understand how passengers like you evaluate their performance.

Once completed, please return this questionnaire to the interviewer before your
departure. Your views regarding your airport experience today are very important to us.

Thank you.
Write in your response or place a ‘X’ in the box where applicable
1. | Airline
Airport Flight number Gate No.
Letters Numbers
Departure date Departure time
2017 :
DD MM HH MM
(24 hours e.g. 20:15)
2. Have you just made a connection/transfer at THIS airport? ves| | No[]

3. | Which airport are you flying to on the flight that you are about to board?

4. What is/was your MAIN reason for this air trip?

Business D Leisure D Other D

5. Which section of the aircraft are you travelling in?
First Class E] Business/Upper Class D Economy/Tourist D

6. Including this trip, how many return trips by air have you made to any destination
in the past 12 months? (A departing and arriving flight counts as one trip.)

1-2[] 35[ ] 6-10[ | 11-20( ]  210rmore[ ]
|

2017-Q1 01 - English
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Write in your response or place a ‘X’ in the box where applicable

7. Based on your experience today, please rate THIS airport on each service item:

? 5 4 3 2
Didnot OO (2] @
notice/use gycellent Very Good Good Fair

ACCESS
A. Ground transportation to/from airport

B. Parking facilities

C. Value for money of parking facilities

OO0 0O
OO0 0O
I
OO 0O 0O
OO0 0O

D. Availability of baggage carts/trolleys

CHECK-IN (at this airport)

E. Waiting time in check-in queue/line

0| O
F. Efficiency of check-in staff D D
HRNE

G. Courtesy and helpfulness of check-in staff

PASSPORT/PERSONAL ID CONTROL

H. Waiting time at passport/personal ID inspection

l. Courtesy and helpfulness of inspection staff D

SECURITY
). Courtesy and helpfulness of security staff

K. Thoroughness of security inspection

0|0
00
L. Waiting time at security inspection O 0
HRNN

M. Feeling of being safe and secure

FINDING YOUR WAY
N. Ease of finding your way through airport

0. Flight information screens D
P. Walking distance inside the terminal I:]

Q. Ease of making connections with other flights

AIRPORT FACILITIES

R. Courtesy and helpfulness of airport staff |:|
(excluding check-in, passport control and security)

O]
S. Restaurant/Eating facilities |:] D
O]

T. Value for money of restaurant/eating facilities E]

OO000ge~-
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Write in your response or place a ‘X’ in the box where applicable

? 5 4 2
odnt QOO ©O ®
AIRPORT FACILITIES notice/use gycellent Very Good Fair
U. Availability of bank/ATM facilities/
money changers

V. Shopping facilities

W. Value for money of shopping facilizies
X. Internet access/Wi-Fi

Y. Business/Executive lounges

Z. Availability of washrooms/toilets

AA.Cleanliness of washrooms/toilets

oDooOooOoooog
ODoOooOoooog
oDoOoOoogooog
ODOOo0OoooOooOoOgdie-
oDoOoOoooog
ODoOoOoOooOoOofdie-

BB. Comfort of waiting/gate areas

AIRPORT ENVIRONMENT

CC. Cleanliness of airport terminal

DD. Ambience of the airport D

8. Which of the items listed in Question 7 are MOST IMPORTANT to you at THIS
airport? (Please use the letters in front of the items for your rating. e.g. )

1st feq.N) 2nd (eq.88)  3rd (eg.C)

9. What was your BEST and WORST experience at THIS airport today?

BEST

WORST

10. Arrivals services at THIS airport: (Based on previous experience in last 3 months)
? 5 4 3 2
Ddrt ©O0 ©O © ©

notice/use yeollont Very Good Good  Fair

A. Passport/Personal ID inspection D D D D
B. Speed of baggage delivery service l:l D D |:|
g'g o od

OO00f§e~

O
O
O

C. Customs inspection
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I 11. If it was NOT a connecting flight, what mode of transport did you use to arrive at

THIS airport?
Private/Company Car D Bus/Shuttle D Taxi/Limo D
Rail/Subway D Rental Car D Other D
12. How long before the scheduled departure time of your flight did you arrive at THIS
airport?
Less than 30 mins [:] 30-45 mins E] 45-60 mins D 1hr-1 hr 15 mins I:]
1 hr 15 mins=1 hr 30 mins [_] 1hr30mins-2hrs ] More than 2 hrs [_]

13. When you checked in at THIS airport, did you use a: (check all that apply)

Self-service kiosk |:| Check-in desk D Internet check-in [:]
Mobile check-in |:| Bag drop-off desk D Other D

14. What is your nationality/country of citizenship?

15.| What is your country of residence? (if different from above)

16. Postal/Zip Code (residence):

17. Areyou.. Male [ ] Female [ ]

18. What is your age group?

16-21 [:| 2225 [j 26-34 |:] 35-44 |:]
45-54 ] 5564 [ | 65-75 | 76 & over | |

Additional comments:

Thank you for your participation. Please return this form to the interviewer before boarding.

Interviewer: Please indicate in the boxes below the traffic, the terminal and the gate of the interview. (Please
write in block capitals or place a X’ in the box where applicable)

[ Jimter. [ ] caust
[ ]oom

. Code Questionnaire No. Terminal Gate No. Interviewer No.

© 2017 | Airports Council International | All rights reserved
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A3a wasiiolduniswIsuanundensessunisvudnisenniavedlnendsaniunisal
1n70-19 Tngmswauinnssunalulad Adsia vee nan. i owaul USuUssuaziiu
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1.1 msvdunaluladuazuianssuarwauinisiius n1sdousis udu
NSUNYeNlaga1InaeAnIEUIUNITUNSLEUINIS (Passenger Journey) Tunnanduda
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Customer Experience) iilatiausuimsiinssioanudoints wiouismamsaidsiiglivins
avllupwiAnkIuNTIINIIAIARINZYAAS

3. MsAnwseiukarmsianadudavesmsiauuianssuiiosnseduannm
nsbiuimslagansagmalulagidviaves nan. Tuumensiau n1saany uaensussidune
winnssalugusuussuuilauinngsy (Innovation Eco-System) i1 3 3wy Ifud

31 sgogd 1 mewammineinsuianssy 1aun yaanslidanug wove
wagdldauTulunsEuIuMIWAINILTANTSN Asaduayun1ITITeNauINInng sy azd
nsaILsEUUUIMITAnIslasinsuinnssued 1l ussuuwasUseidiunadnsuinnssy
othadususssuidniou

3.2 sgoydl 2 uwanesuuinnssy Dlvane Ao msduaiuduandousiu
u¥nanssulponisdesenndaunanesuvedlasairsiugudumaluladfdvanaszuy
puUnsaliAetny sruvasaumAT Vuadef sosfuuasid esoniaidoulesiazysanis
srUUULazdoyaine uAnunAnBsuinnssuisesealugnsianuinnssuduuing
Wierlugnsufdavieldenaie uas

33 szeydl 3 Wauuianssuuinis leedidmne Ae msenseiuaanIw
N15UTNSMEUInNITUATTA KATNITUIMITIANITVINBINIALIUAIENITYTNINITTBYA
Tnsnsiaugiudeyaruinivg waztiluldlunsiauiuinnssuaiunisusnis wagiinm
szuunsanaulamedeyad niunisuimsieinmeagulaviuieg



n1sAnaIunIsAnduunnlasuig waslszliuiananudusaveanisimun
winnssusedeiuiadiolu 2 sedu Ao
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