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Incheon International Airport named Best Airport Worldwide
in ACI Airport Service Quality Awards 2010

MONTREAL, 15 February 2011 — ACl is pleased to announce the recipients of the annual Airport Service Quality (ASQ)
awards for 2010, which recognize the commitment of airports worldwide to performance excellence.

Director General Angela Gittens says, “I extend my congratulations to Incheon International Airport in Seoul, South Korea,
which for the sixth straight year has taken the top customer service award honour, Best Airport Worldwide. Asia Pacific
airports made a clean sweep of this worldwide category, as they did last year, with Singapore Changi Airport, Hong Kong
International Airport, Beijing Capital International Airport, and Shanghai Pudong International Airport garnering respectively
the second, third, fourth and fifth places for 2010. We applaud the consistent success story of the Asia Pacific airports,
which set the bar in service excellence.”

ACI also applauds the many winners garnering the top five awards in other categories. In 2010, over 300,000 passenger
surveys were completed at participating ASQ airports and served as the basis for determining the top 5 performers in each of
the categories — worldwide, by size (e.g., the number of passengers handled, in 6 size categories) and by region (6 regions)
and a best improvement award (also by region).

In the airport size categories, top honours went to Hong Kong, Hyderabad, Ottawa, Seoul Gimpo, and Seoul Incheon. In the
regional best airport awards, passengers scored Cancun, Cape Town, Dubai, Indianapolis, Malta and Seoul Incheon, the
highest. This year ASQ also recognizes four regional airports with fewer than 2 million passengers per year for their excellent
results: George, South Africa; Humberside, UK; Bridgetown, Barbados; and Quebec City, Canada. Best improvement awards
went to Bournemouth, Cape Town, Dubai, San José, Shanghai Honggiao and Vancouver.

Please see the table at end of this announcement for complete list of award winners.

Gittens says, “Airports vie for passenger loyalty as they seek to attract new routes and air service. For them, ASQ is not just a
popularity contest; it is a tool to help improve performance in a measurable manner, to understand the factors that are
successful, and to identify problem areas that they can then address. Worldwide competition has heightened the importance
of service quality at airports today.”

The ASQ passenger survey measures customer feedback on a range of service delivery parameters that track the customer
experience at an airport from the moment of arrival to the departure gate. Analysis of this “real-time” data, recorded on the
day of travel, serves as a guide for aligning service provision with customer expectations. By benchmarking the airport with
other similar airports, ASQ enables airports to see where they stand relative to their peers and competitors. This helps
airports prioritize improvement projects and validate their investments in new facilities and services.

Programme Director Craig Bradbrook comments, “We are also pleased to recognise those airports, which in the opinion of
the passengers, have made the most improvement in the past year. Interestingly, but perhaps not surprisingly, three of the
six ‘Best Improvement Award’ winners were airports which hosted major events during the year: Vancouver for the Winter
Olympic Games, Cape Town for the 2010 FIFA World Cup and Shanghai for the World EXPO 2010. Each of these airports
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and their staff were very proud to be a host airport and that pride was evident in the experience they provided the passenger.
It just goes to show what is possible when all companies and staff at an airport work together with a shared vision and
commitment to provide an excellent customer experience.”

Looking at several years of data from the ASQ Survey, the results show positive trends in the participants’ understanding and
application of best practices — a key goal of the benchmarking programme. In addition to quarterly analytical reports provided
to each participant, they attend regional discussion forums where airports share information on customer service initiatives
and the results achieved.

Bradbrook adds, “By emphasizing best practice, airports enrolled in ASQ have seen overall customer service rating rise
steadily by 7.5 percent over the five-year period. Another key observation has been that the top performing airports are those
that deliver on the basics first — general ambience, cleanliness, check in efficiency, courtesy of staff, clear signage, availability
of facilities, comfortable waiting areas — and then turn their attention to provision of other services. We know from the retail
revenue experience that the traveller who is satisfied with the essential services and waiting times then has a greater
propensity to take advantage of the additional quality services that enhance the airport experience, be that lounges, wi-fi
connections, spas, food and beverage or duty free sales.”

The ASQ programme continues to expand worldwide and as of February counts 209 participants. To be eligible for the
annual ASQ awards, an airport must participate in the ASQ Survey during all four quarters of the year. In 2010 the survey
was conducted at 153 airports and 140 qualified (full year participation). The survey is carried out in strict accordance with a
fieldwork survey plan, developed by ACI, which guarantees a representative sample of the flights, destinations and
passenger groups served by the airport. ACI audits the process to ensure compliance and to validate the results.

Gittens says, “l emphasize that all ASQ participants have voluntarily and independently decided to join the benchmarking
programme. All seek to be leaders in the field of quality service delivery. | therefore extend my congratulations to all of them
for their commitment to the customer.”

-ends -

Notes to editors:

(1) Programme description: ASQ, which has won industry recognition as a world class benchmarking programme, has grown steadily
over the past four years. As of February 2011, ASQ counts 209 participating airports. Based on the cumulative results of individual ASQ
passenger satisfaction surveys, which are completed every month of the year, the programme has been scientifically designed to ensure
statistical accuracy. Programme features include regular quarterly performance reports and ASQ forums for data review and best practice
sharing. Survey results are treated on a confidential basis. The aim of the programme is to allow airports to plan improvements and
benchmark their customer services against other airports. It is fair to say that all airports involved in the programme have placed a high
priority on customer service, having voluntarily and independently decided to join the programme.

(2) Some of the distinguishing features of the programme include:
Locally relevant. All airports are able to survey in their own, national language with the choice of over 30 other languages as well.

e On-site airport surveying. Questionnaires are completed with responses from passengers interviewed on the day and at the gate
so that their experience is current and immediate.

e Consistent. Every airport uses the same questionnaire.

e  Statistically reliable. A minimum of 1,400 passengers per annum are interviewed at each airport.

e Audited. Every year a number of airports are audited by the programme to ensure the accuracy and consistency of the data
captured by survey administrators and the ACl management team.
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= Impartial. ASQ is not carried out via internet or email, nor is it linked to any kind of prize or other incentive for the interviewees. The
survey questionnaire is administered on-site at the departure gate when the full airport experience is still fresh in the passenger’s
mind.

(3) The awards ceremony for the 2010 top performers will take place 7 April 2011 at the ACI Asia Pacific Region’s Annual Assembly &
Conference in New Delhi, India.

(4) Airports Council International — the ‘voice of the world’s airports’ — is the only global trade representative of airports. The 580 members
operate 1650 airports in 179 countries and territories. It is a non-profit organisation whose prime purpose is to represent the interests of
airports and to promote professional excellence in airport management and operations.

(5) Contact at ACI World, Geneva, Switzerland: Nancy Gautier, Director Communications: Tel: +41 22 717 8562, Mobile: +41 79 427
3302, Email: ngautier@aci.aero
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ASQ Top Performers 2010

|. BEST AIRPORTS WORLDWIDE
1) Seoul Incheon (ICN)  2) Singapore (SIN) 3) Hong Kong (HKG) 4) Beijing (PEK) 5) Shanghai Pudong (PVG)

Il. BEST AIRPORT BY REGION

Africa Asia-Pacific Europe

1) Cape Town (CPT) 1) Seoul Incheon (ICN) 1) Malta (MLA)

2) Cairo (CAl) 2) Singapore (SIN) 2) Porto (OPO)

3) Johannesburg (JNB) 3) Hong Kong (HKG) 3) Zurich (ZRH)

4) Durban (DUR) 4) Beijing (PEK) 4) Copenhagen (CPH)
5) Nairobi (NBO) 5) Shanghai Pudong (PVG) 5) Edinburgh (EDI)
Latin America & Caribbean Middle East North America

1) Cancun (CUN) 1) Dubai (DXB) 1) Indianapolis (IND)
2) Guayaquil (GYE) 2) Abu Dhabi (AUH) 2) Ottawa (YOW)

3) San José (SJO) 3) Tel Aviv (TLV) 3) Austin (AUS)

4) Montego Bay (MBJ) 4) Doha (DOH) 4) Halifax (YHZ)

5) Mexico City (MEX) 5) Dammam (DMM) 5) Vancouver (YVR)
lll. BEST AIRPORT BY SIZE OF AIRPORT

2-5 million passengers 5—15 million passengers 15 - 25 million passengers
1) Ottawa (YOW) 1) Hyderabad (HYD) 1) Seoul Gimpo (GMP)
2) Halifax (YHZ) 2) Nagoya (NGO) 2) Mumbai (BOM)

3) Guayaquil (GYE) 3) Indianapolis (IND) 3) Vancouver (YVR)
4) Malta (MLA) 4) Cancun (CUN) 4) Taipei (TPE)

5) Porto (OPO) 5) Austin (AUS) 5) Shenzhen (SZX)
25— 40 million passengers over 40 million passengers

1) Seoul Incheon (ICN) 1) Hong Kong (HKG)

2) Singapore (SIN) 2) Beijing (PEK)

3) Shanghai Pudong (PVG) 3) Dubai (DXB)

4) New Delhi (DEL) 4) Dallas Fort Worth (DFW)

5) Kuala Lumpur (KUL) 5) Bangkok (BKK)

IV. BEST AIRPORT FEWER THAN 2 MILLION PASSENGERS BY REGION
Africa: George (GRJ)  Europe: Humberside (HUY)  Latin America-Caribbean: Bridgetown (BGI) ~ North America: Quebec City (YQB)

V. BEST IMPROVEMENT AWARD BY REGION
Africa: Cape Town (CPT) Asia Pacific: Shanghai Honggiao (SHA) Europe: Bournemouth(BOH)
Latin America-Caribbean: San José (SJO) Middle East: Dubai (DXB) North America: Vancouver (YVR)
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