Passenger Services

Enhancing Our
Passenger Services

In 2009/10, Hong Kong International Airport (HKIA)
continued to enhance and refine its award-winning
passenger services. We also completed several facility
upgrades and made improvements to some behind-
the-scenes systems that are essential to the airport’s
efficient operation.

Security

During the year, the North Departures Immigration Hall
was reconfigured, so passengers pass through security
screening before completing immigration formalities.
Together with a similar realignment to the South
Departures Immigration Hall in 2008 and the installation
of additional X-ray machines, this change streamlined
passenger flow and increased screening capacity by 50%.

Transfer passengers also benefited from an increase in
screening capabilities. The six transfer points in Terminal 1
(T1) now have a total of 22 screening channels, increasing
capacity by more than 45%.

Hong Kong International Airport

Safety

We strive to be the world’s safest airport and to
continually improve our safety performance. In 2009/10,
the Airport Composite Safety Index, which measures the
injury rate among passengers and staff, dropped from
7.98 to 7.55 injuries per million passengers. This is a
record low for HKIA.

The passenger injury rate dropped 54% during the year,
from 0.50 to 0.23 per million passengers. This improvement
was due in part to the launch of the Airport Safety
Ambassador Programme, which we organised with Hong
Kong Sheng Kung Hui Tung Chung Integrated Services,

a local social welfare group. Safety Ambassadors are
strategically deployed near automated people movers,
escalators and travelators during peak holiday seasons to
enhance passenger safety.



New Fixtures
Get a Green Light |

Lighting represents one of the key portions of HKIA's electricity bill. It is also an
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area where energy savings must be carefully balanced with operational, safety
and security considerations and with the need to maintain airport operation and

a pleasant ambience for passengers.

After extensive testing and evaluation, in 2009/10 we replaced approximately
4,200 lighting fixtures with light-emitting diode (LED) lights. Fixtures in exit
signs, spotlights and other applications were changed, resulting in an annual
electricity saving of 580,000 kilowatt hours (kWh), which is equivalent to about
325 tonnes of greenhouse gas emissions. We plan to replace another 81,000
fixtures in Terminal 1 with LED lights, saving an additional 13 million kWh and
7,280 tonnes of greenhouse gas emissions each year.
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Passenger Services

The new SkyPier lets passengers make fast, convenient connections to the
Pearl River Delta and Macao.

Joining hands with airlines, we introduced safety
inspections of aircraft cabin and cargo hold operations.
Baggage hall and ramp safety was strengthened with an
awareness campaign that focused on stretching and
lifting techniques as well as safe driving practices.

Our efforts were recognised with an award from Hong
Kong's Occupational Safety and Health Council for
maintaining a low staff injury rate for three consecutive
years. We also won a silver prize in the council’s new
Work Safe Behaviour Promotion Awards.

Bird strikes are a safety concern for all airports. In addition
to devising and implementing habitat management and
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environmental hygiene policies, our Bird Hazard Reduction
Committee and Bird Control Unit obtain expert advice
from ornithologists, and use special tools to repel birds
from the airport. Through sighting reports, records of
flock activities and careful analysis of bird strikes, we
formulate effective bird control measures.

Efficiency

HKIA maintains operational resilience through more than
90 seminars and drills each year, including an annual
crash and rescue exercise. More than 1,200 participants
from the Airport Authority (AA), airlines, government
departments and other organisations took part in the
2009 exercise, which simulated an accident during a
landing on the North Runway. Air, land and sea rescue
operations were included in this year’s exercise.

In April 2009, we staged our largest-ever typhoon
preparedness drill. Involving more than 600 participants
from 20 organisations, the exercise tested our ability to
manage service disruptions, including flight rescheduling,
caring for and communicating with stranded passengers,
and managing the resulting baggage backlog.

As fiscal 2009/10 began, it appeared that our business
continuity plans would be tested by an outbreak of
H1N1 influenza. Working with the Department of
Health, the World Health Organization, airlines and

the airport community, we created an integrated,
comprehensive action plan. The programme included
regular communications with travellers and staff, inflight
announcements, health declarations and enhanced
medical assistance for arriving passengers, and extra
cleaning and disinfection of public facilities.
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Facility Upgrades

On 15 January 2010, we officially opened the 20,000-
square-metre North Satellite Concourse. The HK$1 billion
facility, which has an initial annual capacity of five million
passengers, was built to accommodate the growing
number of narrow-bodied aircraft serving HKIA. The new
concourse’s 10 bridge-served stands minimise the need
for aircraft to park at remote stands, enabling more
passengers to embark and disembark using air bridges.
Built as part of a HK$4.5 billion enhancement programme
that was announced in 2006, the new concourse includes
shops and other amenities.

As part of the same enhancement programme, in
2009/10 the transfer areas were expanded and the
number of airline transfer counters was increased from
38 to 55. We added four ferry transfer counters, bringing
the total to 12. In 2011, our two Arrivals Immigration
halls will be combined into a single space to facilitate
passenger flow, and 12 additional immigration counters
will be added to provide passengers with greater
convenience. T1 has been reconfigured to accommodate
more airline lounges. In 2009, we added 1,600 square
metres of lounge space in the East Hall and North
Concourse. Work has also begun in the West Hall and
Northwest Concourse to create an additional 3,600
square metres of lounge space, which will be completed
in 2012.

During the year, all of the airport’s plasma flight
information display systems were replaced with liquid
crystal display (LCD) monitors. Over 450 LCD monitors,

Service Performance in 2009/10
percent

Baggage Delivery (First Bag)

first bag delivered to baggage reclaim within 20 minutes

Baggage Delivery (Last Bag)

Airport Ambassadors create a positive impression of Hong Kong and HKIA.

ranging in size from 107 centimetres to 165 centimetres,
were installed. The new monitors are easier to read and
display more data than their predecessors.

Service Enhancements

By the end of March 2010, more than 83,100 people had
joined the HKIA Frequent Visitor Channel Programme,
which enables self-service immigration clearance through
10 e-channels at HKIA. During the year, the Immigration
Department expanded eligibility for this programme to
include frequent travellers on 30 airlines.

Since 2007, 65 self check-in kiosks have been installed
at HKIA. Passengers can now use the kiosks to check in
and obtain a boarding pass for flights on Air Canada,
Air France, Cathay Pacific Airways, China Airlines,
Delta Airlines, Dragonair, Finnair, KLM Royal Dutch

last bag delivered to baggage reclaim within 40 minutes

Passenger Embarkation and Disembarkation
passengers embarking and disembarking by air bridge

Departures Security Screening Under Normal Circumstances 97.8
passengers whose queuing time at the screening channels is 4.5 minutes or less

Transfer Security Screening Under Normal Circumstances 94.7
passengers whose queuing time at the screening channels is 4.5 minutes or less
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Airlines and United Airlines. In November 2009, the first
self check-in kiosk outside the airport was installed at the
Grand Hyatt Hotel, and two more hotels will soon provide
the same service. Preparations are now under way to
install four kiosks at Hong Kong Station on the Airport
Express Line.

Our free public WiFi service, which covers all of T1

and Terminal 2 (T2), is also available in the departures
areas of SkyPier and the North Satellite Concourse.
Business travellers also appreciate the more than 210
complimentary charging stations that are now available
in over 40 locations in T1. The stations are perfect for
recharging mobile phones, laptops and other personal
electronics.

Enhancing Connectivity with the PRD

One of the highlights of 2009/10 was the opening of a
permanent SkyPier for ferries sailing to and from eight
ports in the Pearl River Delta (PRD) and Macao. SkyPier is
an innovative complex that facilitates sea-to-air and
air-to-sea traffic, strengthening HKIA's position as a
multi-modal transportation hub. During the year, Nansha
in Guangzhou and Taipa in Macao were added to the list
of destinations served from SkyPier. Other ports include
Zhongshan, Zhuhai Jiuzhou, Dongguan Humen, Shenzhen
Shekou, Shenzhen Fuyong and the Macao Maritime Ferry
Terminal. Since its launch in 2003, SkyPier has served over

Free WiFi service is available at HKIA.

Hong Kong International Airport

Passengers Using HKIA's Cross-boundary
Land and Sea Transport
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10 million passengers. Currently, its high-speed ferries
shuttle around 6,000 passengers daily between HKIA
and the PRD.

People using SkyPier do not have to complete
customs and immigration at HKIA, making it a fast,
convenient way for PRD residents to travel abroad
and for international passengers to reach the PRD.

It takes only a few minutes to travel from SkyPier to T1
on HKIA's automated people mover (APM). To support
SkyPier’s launch, eight new APM cars were added to the
airport’s fleet, bringing the total to 28.

With a maximum annual capacity of eight million
passengers, SkyPier has four ferry berths, five security
screening channels and 20 airline check-in desks. The
16,500-square-metre facility, which replaced a temporary
pier, has been designed to accommodate future growth,
including the addition of four more ferry berths.

SkyPier’s convenience is enhanced by HKIA's upstream
check-in service, which began in 2005. Today, people
travelling on 10 airlines can obtain a boarding pass
and check their bags at Dongguan Humen, Shenzhen
Shekou, Shenzhen Fuyong and the Macao Maritime
Ferry Terminal.

Upstream check-in is also available to passengers
travelling to HKIA by limousine or coach from Shenzhen
International Airport and Shenzhen Kingkey Banner
Centre, which joined this programme in May 2009.



Opened in 2007, T2 includes a cross-boundary
transportation centre where travellers can make enquiries,
buy tickets and board Mainland-bound coaches and
limousines. Every day, 360 round-trip coach services link
HKIA with 95 cities and towns in the PRD, up from 90
destinations last year. Some 160 limousines make 300
round trips to and from the PRD each day.

Customer Service

We continue to raise service quality with our Customer
Service Excellence Programme. During the year, we
launched a series of airport-wide campaigns to boost
staff's awareness of service excellence, and organised
different festive events, magic shows and handicraft
workshops for passengers. A popular customer service
initiative at HKIA is the Airport Ambassador Programme,
which recruits young people, students and retirees to
welcome and provide assistance to travellers. Organised
with the Hong Kong Federation of Youth Groups, the
Hong Kong Young Women's Christian Association

and the Labour Department, the programme provides
valuable work experience for youths and gives retirees an
opportunity to act as mentors and meet passengers from
different cultures.

During the year, 60 young people became Airport
Ambassadors. More than 750 ambassadors have
participated in this programme since it was launched
in 2002.

To enrich travellers’ time at HKIA, in January 2010 the
AA teamed up with the Leisure and Cultural Services
Department to launch “Discovering Hong Kong’s Cultural
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A miniature Hong Kong Pavilion at Expo 2010 Shanghai China was
displayed in Terminal 2 in May and June 2010.

Traditions”. Comprising a series of colourful displays that
explain our city's history and heritage, the year-long
exhibition showcases Cantonese opera, as well as the Tin
Hau, Mid-Autumn and Dragon Boat festivals.

In December 2009, over 3,000 athletes converged on
Hong Kong for the East Asian Games. Reprising our

role during the equestrian events in the 2008 Olympic
Games, we welcomed athletes, delegates and spectators
with an accreditation centre as well as hospitality and
transportation desks.

As a platinum sponsor for Hong Kong's participation in
Expo 2010 Shanghai China, we showed our support by
decorating T1 and T2 with Expo-related messages and
images. In addition, a miniature Hong Kong Pavilion was
on display in the atrium of T2 from 1 May to 30 June
2010. The AA also hosted an exhibition highlighting
HKIA's global connectivity and world-class services in the
Hong Kong Pavilion in Shanghai.

Awards

We received several honours in 2009/10. For the seventh
time, HKIA was named best airport in the TTG Travel
Awards and for the fourth consecutive year, we were
recognised by Airports Council International as the
world’s best airport serving more than 40 million
passengers annually. We also received the 2009 top
service brand award from the Hong Kong Brand
Development Council and the Chinese Manufacturers’
Association of Hong Kong.
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