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Hong Kong International Airport
Customer Service Excellence Programme
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Su’ﬁr service is the hallmark of a successful business. Every
me of the 60,000-strong airport community serves from the
heart, enhancing every facet of our day-to-day interactions with
passengers. This commitment has earned us the ﬁcognitiun as
the world's best airport about 30 times since we commenced
operations in 1998.

These are the stories of our 2009 Customer Service Excellence
' A\QIqm winners — role models of customer service excellence, who
- together represent the highest standards of service at HKIA.
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CATHAY PACIFIC
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! he theme of the Hang Kong International Airport Customer Service
Excellence Awards 2009 - “From our heart to yours” — reflects the core
values of the Cathay Pacific service experience. The airline has been
serving the people of Hong Kong for more than 60 years; holding onto the
firm belief that excellent service comes straight from the heart.

All of our service staff — both on the ground and in the air — understand
that good service is what makes Cathay Pacific stand out from the
competition; and they often go the extra mile to make passengers feel
special. In turn, the airline recognises its service teams’ great work,
making a special effort to ensure they are given the training and support
they need.
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MTR Corporation
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| he MTR Corporation is regarded as one of the world's leading railways
in terms of safety, reliability, customer service and cost efficiency. Serving
3.7 million passengers a day, its vision is to be a globally recognised
leader that connects and grows communities with caring service.

The MTR Corporation embraces a caring culture. At the heart of the
Corporation’s ongoing commitment to customer service is its dedication to
meeting customers’ needs by providing high quality service with
thoughtfulness and care. A passion for excellent customer service
permeates throughout the organisation. Senior management waorks to
continuously improve customer service by providing frontline colleagues
with encouragement, advice and the resources they require.

The MTR's commitment to customer service excellence - as well as its
staff's efforts in providing caring service — is recognised not only by its
customers, but also by the service industry. On top of the large number of
awards the company has won, it was voted the winner of the Corporate
Award in the Transport / Travel / Hotel & Other Services Category of the
Hong Kong International Airport Customer Service Excellence Programme
2008.

The MTR Corporation pledges to continue providing reliable and efficient
rail services, caring for the life journeys of all our passengers.
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Asan industry leader, Maxim’s Group strives to provide diverse, high
quality service to customers - providing the most “enjoyable” and
“memorable” dining experience at all times.

Receiving the “Corporate Award” at the Hong Kong International Airport
Customer Service Excellence Awards 2009 is a formidable recognition of
Maxim'’s Group’s commitment to quality catering services, and strong
encouragement for the Group to continue delighting its customers
through excellence in both customer service and food quality.
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Team awards
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EVA Air / Hong Kong Airport Services Limited
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Kaﬁe I.Ui Assistant Supervisor (EVA Air)
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Hsien Hsu Teafic officer (Eva Air
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Tommy Lam Passenger Service Assistant (Hong Kong Airport
Services Limited)
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On 21 July 2009, Katie received a call from the T2 Customer Service
Centre, requesting a wheelchair for a sick passenger. Katie and Hsien
then met the pale and shivering passenger at T2.

As they suspected the passenger - who was accompanied by her sister -
might not be fit for travel, Katie and Hsien advised her to seek medical
consultation and promised to reserve seats for them on the next flight to
Taipei. The passenger was relieved to be able to see a doctor, but
requested to spend some time in the sun while waiting for medical
attention to arrive. Katie and Hsien took her to the T2 footbridge to let
her wait in the sunlight. Tommy of HAS also arrived at the scene to assist
the sick passenger. After seeing the doctor, the passenger was cleared to
board the next flight.

The following September, the passenger returned to the airport to
express her gratitude to Katie, Hsien and Tommy for possibly saving her
life - as her doctor in Taiwan said she might have suffocated in the air
without proper medical care.
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Sound & Vision - Nuance Watson (HK) Limited
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One afternoon in November, Kwan, a Sales Associate at Sound & Vision,
spotted a familiar elderly lady - a regular customer from the UK - walking
into the store. However, Kwan noted that the customer appeared very
anxious and was obviously searching for something.

Sensing her unease, Kwan reached out a helping hand. The lady told Kwan
she couldn't find her husband and she didn’t have any means to contact him
as she did not have a mobile phone. As the lady's flight was due to depart
in a few minutes, Kwan offered to let her use the store’s landline phone to
call her husband’s mobile — however they could not reach him. Kwan
immediately notified his colleagues, Dixon and Wilson, who both helped to
look for the customer’s missing husband. Kwan then accompanied the lady
to the gate and told the ground staff about the incident.

After 15 minutes of continuous searching, Dixon and Wilson finally saw the
lady’s husband rushing into the store. They immediately guided him to the
gate. The team’s efforts reunited an elderly couple, and provided them with
a warm memory of their experience at Hong Kong International Airport.
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One late night in April 2009, while Jojo was on duty at The Wing, a passenger
informed her that an Indian man had fallen unconscious at the Game Zone.
Jojo immediately informed her Supervisor Vera and Manager-on-Duty Lelia
while she comforted the man’s fiancée, who had burst into tears.

As Vera and Lelia rushed to the scene, they suspected the male passenger
was suffering from an epileptic seizure. Lelia advised Special Service Team
Supenvisor Shirley to call the Integrated Airport Centre and arrange for an
ambulance without delay. Viewing the seriousness of the illness and thinking
of the best to the sick passenger, they immediately made an announcement
inside the Lounge as well as nearby boarding gates requesting the assistance
of trained medical personnel. Two passengers - a doctor and a nurse, assisted
by the team, turned up to provide first aid to the passenger. After he regained
consciousness, the passenger was sent to the hospital for further examination.

In addition, Shirley was also very meticulous and re-booked the passengers on
another flight to London the following day right after the incident. Thanks to
her thoughtfulness, the couple was able to return home without further delay.
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Lagardére Services Hong Kong Limited
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Early one afternoon around Christmas last year, Hugo, a senior
bookseller, found an unattended bag in her store at the West Hall. As part
of the standard procedure for owner identification, she searched through
the bag and found money, some business cards and a pack of medicine.
Sensing the medicine was probably important to the owner, Hugo
immediately called the number on the business cards. An old lady with a
strong Chinese dialect accent picked up the phone.

Despite some difficulty understanding the woman, who was upset and
crying over the phone, Hugo discovered that the bag belonged to the
woman'’s daughter - who was flying to the UK via Hong Kong for heart
surgery. Without the pills left behind in her bag, her daughter’s life was in
danger.

Without hesitation, Hugo promised the woman she would find her
daughter and immediately checked the gate numbers of flights departing
for the UK. She rushed across the crowded terminal and approached
every single passenger holding a Relay bag near the possible gates. After
40 minutes of searching, Hugo found the bag owner and led her back to
the store to retrieve her bag. She also suggested that the daughter might
want to give her distraught mother a call.

Hugo's dedication and effort potentially saved the life of a sick passenger
and comforted her worrying mother.
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Jardine Airport Services Limited
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On 5 October 2009, three business-class passengers checking-in for a
flight to Beijing left a bag containing two very important laptop
computers in their taxi. They told Ricky, Passenger Services Supervisor of
Jardine Airport Services Limited, they could not leave Hong Kong without
their computers. Thinking quickly, Ricky immediately secured seats for the
passengers on the next flight to Beijing - and then tried every means to
help them recover their laptops.

Ricky started by calling the Lost and Found Office and the airport police,
but the bag had not been turned in. He then phoned the hotel that called
the passengers’ taxi - however, the hotel did not have a record of the
taxi’s license plate number. Taking his search a step further, Ricky called
every single taxi company in Hong Kong, asking them to notify their
drivers about the lost bag. At the same time, he also called Commercial
Radio’s traffic channel , asking them to make a public announcement
regarding the lost baggage.

After a 2-hour long search and numerous phone conversations, the taxi
driver who drove the passengers to the airport finally received Ricky's
message - and returned the bag and computers to three completely
relieved passengers.

The Gateway - Nuance Watson (HK) Limited
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One September afternoon, an American lady in her 50s holding 2 large
bags walked into The Gateway. She was limping with difficulty and
apparently searching for something anxiously. Sally, a sales associate,
spotted the woman and approached to offer assistance.

The lady showed Sally the broken heel of her shoe. She did not want to
buy a new pair of shoes, but instead asked for some glue. As the store
did not sell glue and there were no cobblers around, Sally offered to
mend the heel with some back office stationary. Although she was not a
professional shoemaker, Sally tried her hand at every possible solution,
including double-sided tape and glue. At last, she managed to affix the
detached heel with packing tape and rubber bands.

With just 25 minutes before the lady's flight was scheduled to depart,
Sally was not completely confident in her handiwork. So she went a step
further and helped the woman carry her bags to the boarding gate —
making sure the lady made her flight safely and on time.
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