CHANGI

airport group

= - 2 b4
2 j 2 & iﬁ oo B
- - e <7
AR e &~ > =
y Y N = % - e
1§ ¥ et =, 2L &
# 5 By =
. 1 59 SN -
7 d Y ' ¥
B FanN 4
& A~ N \
Yo = ‘\ | S A

Feb 19,2014 11:12 +08

Changi Airport bestows top honours on
airport community for service excellence

SINGAPORE, 18 February 2014 - Changi Airport Group (CAG) bestowed top
honours on members of the airport community for their outstanding service
contributions in 2013 at its Annual Airport Celebration ceremony held at
Raffles City Convention Centre today.

A total of 23 awards across five categories were presented to individuals and
teams by Guest-of-Honour, Mr Lui Tuck Yew, Minister for Transport. The
categories are ‘Service Personality of the Year’, ‘Outstanding Service Staff,
‘Outstanding Service Team’, ‘Outstanding Custodial Staff and ‘Service Partner of



the Year’, the last an award for organisations.

Mr Lee Seow Hiang, CEO of Changi Airport Group said, “Stalwarts in the
airport community would remember that Changi Airport honoured its first
‘Personality of the Year’ award recipient in 1994, exactly 20 years ago. Since
then, we have had the privilege of recognising an outstanding individual
every year for his or her exceptional commitment to serving our passengers
well. We are proud of this year's recipient, Mdm Tan Beng Luan, who shows
that helping and assisting others is very much part of her DNA.

“The aviation industry has undergone significant changes since the late
1980s; Changi Airport has also undergone several transformations. Despite
increasing passenger traffic, rising to more than 53 million each year
presently, the airport community continues to deliver the Changi Experience
consistently. We thank the award recipients across all categories this year
and also salute the tens of thousands of silent service heroes who have
contributed tirelessly to making Changi Airport what it is today.”

Award recipients were selected based on the extent to which they had gone
beyond the call of duty to assist passengers; their initiative, resourcefulness
and creativity in handling a difficult situation; as well as passengers’
feedback. The list of this year’s recipients is in Annex A.

Going beyond the call of duty

The recipient of the ‘Service Personality of the Year’ award is no stranger to
exceptional service. Mdm Tan Beng Luan, Duty Manager of SATS Ltd, is
receiving a top service award for the fifth time in her 33-year career in the
aviation sector. In May last year,

Mdm Tan extended her helping hand to a Polish family of three who were
trying to make their way to Manila.

As the family had no accommodation, Mdm Tan opened up her home to
them. She also provided them with suggestions on elsewhere in the region
that they could proceed to for their holidays, knowing that they had saved up
for this trip to Asia. And when the family was unable to secure flights back to
Europe using their original airline staff tickets,

Mdm Tan made the generous decision to purchase three one-way tickets for
the family from her own pocket.



One of the family members, Ms Agnieszka, expressed her gratitude for Mdm
Tan’s kind assistance in a compliment letter upon her return home. She
wrote: “Beng Luan Tan is the kindest and most helpful person | ever met in
my life. She saved me and my family, when we were really in trouble; she is
an absolute Angel and has a very good heart. My family is very grateful to
her.”

Commitment to service excellence and staff development

For its commitment to service excellence and staff development, Certis
CISCO Aviation Security (CAS) is presented this year’s ‘Service Partner of the
Year’ award. CAS manages a team of about 2,200 aviation security officers
who perform various security, patrolling and screening functions across
Changi Airport.

Over the past few years, CAS has consistently invested in customer-centric
initiatives to uphold the passenger experience at Changi Airport, partnering
CAG closely on service improvements through innovation, with close
attention paid to enhancing the welfare of its staff.

For example, to improve the security screening experience for passengers,
CAS introduced Airport Service Ambassadors and Service Operations
Supervisors at the gate holdrooms in 2013. These personnel are trained to
explain airline regulations to passengers, including policies on liquids,
aerosols and gels. They are also trained on how to deal with passengers in
different situations with the aim of solving issues for passengers with
minimal disruption to their travel plans.

CAS also pays close attention to staff engagement and staff well-being.
Through participation in Changi Airport’s annual Employee Satisfaction
Survey, CAS has been able to gain insights into the concerns of its
employees. In mid-2013, with support from CAG, it also undertook a wage
restructuring exercise for its staff. As a result, the overall salary packages of
Auxiliary Police Officers increased by an average of 10% and that of the
Aviation Security Officers increased by an average of 15%.

Please see Annex B for the citations for the ‘Service Personality of the Year,
‘Service Partner of the Year’ and ‘Outstanding Custodial Staff (Gold)’ award
recipients.




Attention to employee satisfaction

Against a backdrop of tightening manpower supply in the service sectors, it is
ever more important for employers to ensure that their staff are motivated
and happy in their jobs, as only then will they be productive employees.

It is in this spirit that, since 2011, CAG has conducted the annual Changi
Airport Employee Satisfaction Survey among staff of its partner organisations
and vendors involved in airport operations to gain insights into the wellbeing
of the airport community. CAG shares the survey results with the respective
parties and works closely with them to improve the working conditions and
well-being of their staff.

For example, on learning that airport staff preferred a private area to rest
their feet and relax during their break times, CAG built staff lounges in the
transit halls of all three terminals, so that airport staff can have a comfortable
and quiet environment for rest, away from public view. These lounges come
complete with essential amenities such as sofas, pantry and dining areas, and
entertainment facilities such as TV and Internet stations.

From the surveys, airport agencies can also track their employees’
engagement levels from year to year. In the 2013 survey, 15 out of 20
agencies showed improved scores compared to the previous year. This shows
the commitment of the employers to make Changi Airport a great place to
work for their staff.

Service excellence anchors Changi’s philosophy

In his address to the airport community at the award ceremony, Minister Lui
said, “Since its opening in 1981, Changi Airport has done Singapore proud.
Amongst its achievements, its performance in the 2013 Customer Satisfaction
Index Singapore deserves special praise. Changi scored 85.5 points, a 12.7
point improvement over 2012. This is also the highest ever score in the
Customer Index’s history for any sector.”

With more than 450 awards under its belt since its opening, Changi Airport
remains the most awarded airport in the world. In 2013 alone, Changi Airport
garnered 30 “Best Airport” awards from various travel publications and
aviation organisations.



ANNEX A

2014 Changi Airport Service Award Recipients

Award Category

Service Personality
of the Year

(1 individual recipient)

Service Partner of
the Year

(1 group recipient)

Service Staff (Gold)

(2 individual recipients)

Recipient/s

Tan Beng Luan (Mdm)
Duty Manager
SATS Ltd

Certis CISCO Aviation Security
Pte Ltd

Lara Christian Mark Balansag
Changi Experience Agent
P-Serv Pte Ltd

Haresh s/o Chandran

Service Operation Supervisor
Certis CISCO Aviation Security
Pte Ltd



Service Staff (Silver)

(5 individual recipients)

Nur Hamzah Bin Rahmat
Aviation Screening Supervisor
Certis CISCO Aviation Security
Pte Ltd

Lian Ssu-Ting (Ms)
Customer Service Assistant
dnata Singapore Pte Ltd

Junaidah Binte Saini (Ms)
Assistant Team Leader
Immigration and Checkpoints
Authority

Helen Wong (Ms)

Assistant Team Leader
Immigration and Checkpoints
Authority

Abergas Grey Barcelona

Senior Supervisor

Plaza Premium Lounge

Singapore Pte Ltd (The Green Market)



Service Staff (Bronze)

(6 individual recipients)

Custodial Staff
(Gold)

(1 individual recipient)

Mohammad Hafidz B Osman
Auxiliary Police Officer

Certis CISCO Aviation Security
Pte Ltd

Alex Poh Sek Khim
Duty Terminal Manager
Changi Airport Group

Lai Jian Chuan Mickey
Customer Service
Officer

dnata Singapore Pte
Ltd

Lutfun Nahar Tania
Ana Miah (Ms)
Sales Executive
Indian Jewellers Pte
Ltd (Luvenus)

Muhammad Ridzuan Bin
Gulam Rahman

Senior Customer
Service Associate

RSH (Singapore) Pte

Ltd

Dong Qing, Christina
(Ms)

Customer Services
Agent

SATS Ltd

Thirumurugan s/o
Kathiravelu
Customer Service
Officer

Wilson Parking (S)
Pte Ltd



Custodial Staff (Silver)

(2 individual recipients)

Custodial Staff
(Bronze)

(3 individual recipients)

Ellamah a/p Ramasamy
(Ms)

Housekeeping
Supervisor

Campaign Complete
Solutions Pte Ltd

Nusrath Ruhkhaya
Binte Ramli (Ms)
Customer Service
Officer

Wilson Parking (S)
Pte Ltd

Kumar a/l Duraisamy
Senior Housekeeping
Supervisor
Campaign Complete
Solutions Pte Ltd

Yeo Thian Ser
Trolley Service Officer
Manila Construction Pte Ltd

Chen Li (Ms)
Housekeeping Officer
Ramky Cleantech Services Pte Ltd



Service Team Team 1

(2 team recipients) Seow Raly
Operations Officer
Certis CISCO Aviation Security
Pte Ltd

Gareth Chua Eng Kwee
Duty Terminal Manager
Changi Airport Group

Choy Wei Hao
Duty Terminal Manager
Changi Airport Group

Yap Joo Ling (Ms)
Changi Experience Manager
P-Serv Pte Ltd

Team 2

Michelle

Grace Misagal Abrio (Ms)
Changi

Experience Executive
P-Serv

Pte Ltd

Ameeta

Kumari

Changi Experience
Agent

P-Serv

Pte Ltd

Michael

Awyong Liangrong
Changi
Experience Agent
P-Serv

Pte Ltd

Fauziah

Binte Mohd Ali (Ms)
Changi

Experience Executive
P-Serv



ANNEX B

Service Personality of the Year

Mdm Tan Beng Luan, Duty Manager, SATS Ltd

Mdm Tan Beng Luan is receiving a top service award for the fifth time in her
33-year career in the aviation sector.

Beng Luan was working on her evening shift on 12 May 2013 when she
noticed a family of three at the Lost and Found counter at Terminal 2,
looking helpless. Through the little English that the elder daughter, Ms
Agnieszka, spoke, Beng Luan found out that the Polish family was travelling
from Manchester to Manila via Abu Dhabi on airline staff tickets, but upon
reaching Abu Dhabi, they discovered that their flight to Manila was full. They
decided to travel to Singapore instead, hoping to get a flight to Manila from
here. However, flights from Singapore to Manila were fully booked as well.
They were stranded in Changi Airport and found themselves separated from
their luggage. They had also already stayed at the airport for a night and
were exhausted.

Beng Luan immediately assisted with locating their luggage but the initial
search did not show results. Seeing that the family had no accommodation,
Beng Luan offered to put them up at her home. Beng Luan even took a day
off the next day to bring the family on a sight-seeing tour of the S.E.A.
Aquarium with her husband.

While waiting for news of their lugguage, Beng Luan advised the family to
continue with their travel plans, since they had saved up for this trip to Asia.
The Polish family changed their destination from Manila to Malaysia. During
this time, Beng Luan also managed to locate their lost bags.

Beng Luan kept in touch with Ms Agnieszka during their holiday. The family
subsequently returned to Singapore, hoping to head home to Manchester on
their staff tickets. Unfortunately, they were unable to secure their seats as all
flights to Manchester were full. Beng Luan sought to find other flight options
for the family. On hearing that Ms Agnieszka, who had already been absent
from work for two days, was at risk of losing her job, Beng Luan made the
decision to purchase three tickets for the family out of her own pocket. The



family was extremely touched.

Ms Agnieszka expressed her gratitude for Beng Luan’s assistance in a
compliment letter upon her return home. “Beng Luan Tan, working in Lost
and Found at Changi Airport, is the kindest and most helpful person | ever
met in my life. She saved me and my family, when we were really in trouble;
she is an absolute Angel and has a very good heart. My family is very grateful
to her.”

For going the extra mile, Beng Luan is awarded the 2013Service Personality of
the Year Award. This award recognises an airport staff who has demonstrated
exemplary service attitude and behaviour towards passengers in the course of
work.

Beng Luan had also received the Excellent Service Award (Gold) in 2006, Changi
Airport Service Personality of the Year Award in 2003, and Outstanding Service
Provider (Gold) in 2002 and 2001.

Service Partner of the Year

Certis CISCO Aviation Security Pte Ltd

Certis CISCO Aviation Security (CAS) has consistently invested in customer-
centric initiatives to improve passengers’ experience at Changi Airport. They
partner Changi Airport Group (CAG) closely on service improvements through
innovation, and pay close attention to enhancing the welfare of its staff.

In the 2013 Airport Service Quality Survey, a global survey administered by
the Airports Council International, CAS held top three positions for the
categories of security inspection, waiting time and courtesy of staff. CAS
achieved this through meticulous job design for its staff and a comprehensive
training framework that targets the delivery of Security, Service and Speed.

With a view to improving the security screening experience for passengers,
CAS introduced Airport Service Ambassadors and Service Operations
Supervisors at the gate hold rooms in 2013. These officers are trained to
explain aviation security regulations such as those on liquids, aerosols and
gels to passengers. They are also coached to help passengers in different
situations, with the aim of solving issues for them with minimal disruptions



to their travel plans.

CAS is an active supporter of CAG’s customer service initiatives. For example,
it partnered CAG’s Quality Service Management team on service blueprinting
to map out the overall passenger experience at pre-board screening. This
helped security screening officers understand and uphold service standards
required at each stage of the screening procedure.

CAS pays close attention to staff engagement and staff well-being. To
motivate its staff, CAS has in place various incentives and recognition
schemes such as Best Trainee, Best Newbie, Best Aviation Security Officers
and Best Auxiliary Police Officers awards. CAS also invests in the
professional development of its staff through courses run by international
aviation organisations such as the International Civil Aviation Organisation
(ICAO) and the International Air Transport Association (IATA). Some of its
staff are certified ICAO inspectors and instructors and IATA internal auditors.

For its commitment to service excellence and staff development, Certis CISCO
Aviation Security Pte Ltd is awarded the 2013 Service Partner of the Year Award.
This award, introduced by CAG in 2013, recognises one key airport partner’s
consistent delivery of excellent service experience to its customers, and
outstanding commitment to motivating and developing its employees to own and
excel in their jobs.

Outstanding Custodial Staff (Gold)

Mr Thirumurugan s/o Kathiravelu, Customer Service Officer, Wilson Parking
Singapore

Mr Thirumurugan s/o Kathiravelu is a Customer Service Officer at Wilson
Parking. His duties include checking on illegal parking, issuing warning
notices and wheel-clamping errant motorists. Besides these, he also assists
motorists with car park enquiries and problems with cash cards.

One February evening in 2013, Thirumurugan was going on his enforcement
round at a Terminal 3 car park when he noticed a female driver looking
flustered. On seeing that one of the driver’s car tyres was flat, he
immediately helped the passenger replace the tyre with the spare one from
the boot.



After that, he also reminded the passenger not to drive too fast as the tyre
was slightly smaller and advised her to visit a workshop for a proper
replacement. The passenger was so grateful she offered to pay
Thirumurugan for his service, to which he respectfully declined.

On another afternoon in May, Thirumurugan spotted two male passengers
having difficulties starting their car at the Terminal 3 Basement 2 car park.
Thirumurugan approached them to offer his help. Besides suggesting that
they try to push-start the car down the ramp to Basement 3, Thirumurugan
also offered tips, from his past experience as a mechanic, on how they could
push-start the car. Together with the two passengers, Thirumurugan pushed
the car and eventually managed to get it started. Both passengers were
elated and extended their profuse thanks to Thirumurugan before leaving.

Thirumurugan is the proud recipient of the 20130utstanding Custodial Staff
(Gold) Award.

About Changi Airport Group

Changi Airport Group (Singapore) Pte Ltd (CAG) (www.changiairportgroup.com)
was formed on 16 June 2009 and the corporatisation of Singapore Changi Airport
(IATA: SIN, ICAO: WSSS) followed on 1 July 2009. As the company managing
Changi Airport, CAG undertakes key functions focusing on airport operations and
management, air hub development, commercial activities and airport emergency
services. CAG also manages Seletar Airport (IATA: XSP, ICAO: WSSL) and through
its subsidiary Changi Airports International, invests in and manages foreign
airports.

Changi Airport is the world's fifth busiest airport for international traffic. It served
a record 53.7 million passengers from around the globe in 2013. More than 350
retail stores and 120 F&B outlets are situated across three terminals to cater to
passengers and visitors. With over 100 airlines providing connectivity to 280
cities worldwide, Changi Airport handles about 7,000 flights every week, or about
one every 90 seconds.



