


Grupo Aeroportuario del Pacifico

'—Tijuana
¢ Mexicali

Hermaosillo

Los Mochis

-

La Paz

Los Cabos-*

Kingston

“Aguascalientes
"~ Guanajuato
- Morelia

Puerto Vallarta

Guadalajara~- -

/

ey
Manzanillo

Aniversario

Grupo Aeroportuario
del Pacifico



Strategic planning process #%_

Quality and
customer
experience

Sustainability Human Factor

Business

Innovation -
competitiveness




Transformation guidelines
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Customer Experience Service Culture Human factor Development

© O ©

Facilitation Innovation Sustamable Growth



CX Programme

Service

Culture

| Four main pillars |m Reliability

The gateway to the finest destination

A
o Human Factor =
FaCIIItv Improvement . S
Infraestru_cture Staff image
expansion
Cleaning Service Customer Service
) ( Aeropue_rto improvement Technigues
Internacional
de LOS Cabos Correct Maintenance Provide Identity
“The Gateway to the Finast Destination”, “La Puerta al Mejor Destino” strategy
-, Employee recognition
Comfort conditions program
Wayfinding / Signage Training sessions
Ambience Team building activities
Emerging Trends Service Evaluation
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Service Culture %

Foster service culture in the airport community

A customer service attitude makes the difference
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Human Factor development

The talent of human capital is cherished Continuing education programs
Activities to maintain wellbeing Labor growth is supported

0 ICAO STP Airport CS Quality Management Course ~

7 May ~ 11 May 2018 / Incheon AIfDOl Aviation Academy




Facilitation ﬁ%_

Previous analysis
Total improvement of sighage Better design
LED Backlit
Biometrics & automation
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Innovation %

Innovation Management Office
IMO

Process automation

Simplify procedures making them efficient and
adding value

Implementation of technological tools to improve
security & cleaning services




Sustainable Growth 9%.

Achieve economic growth in balance with the
environment and social context

Water conservation programs

Energy reduction strategies
Program to improve the operation of
waste-water treatment plants

Replacing lamps with LED Technology

Carbon Footprint Certification




Los Cabos Highlights

& (@) 9 destinations
@ 6 destinations

[t 26 destinations
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[ Los Cabos has direct service to 41 destinations including seasonal flights to the United States and Canada ]
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Los Cabos — luxury destination




Ambience
" Gardens
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Ambience

We have orchids in all of our restrooms
Before Now




Attention to detall %

Attention to detall ) customer service ) quality of service

[building temperature] [cleaning of restrooms and waiting areas} [IT services]

[ Waiting time at queue lines ] 15




Building a better experience g%_

[ Customerlnteraction} [ Souvenirs ] [ Prizes ] [ Gifts ] [ Special dates&holidays]




Building a better experience




Building a better experience g%_
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Causing WOW effect
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Facilitation vs Human Factor %

l Automation I l Staff available| | Provide solutions l
l Technological Tools l
l Attitude of service I

l Wayfinding I l Speed of action I
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Training sessions

Classroom training

Interactive methods

Coaching & mentoring
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SLA - Providers
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g SERVICELEVELAGREEMENT = CLIENT 5 5 Tometin
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!l FORCIMENT PERFORMANCE MEASUREMENT
| ¥ wis CUSTOMERS
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o mCONTRACT-~*¢"""§ B

PROBUEM W

Add a Service Level Agreement, in all outsourcing contracts that directly

impact the client.

v' Inspection points
v Cleanning services
v’ Security

v' Customer Service

v" Ground Transportation Services
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Employee recognition program %
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Executive Committe

Airport Operations Airline Supervisors Handling Companies
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Executive Committe E%

We work closely with the authorities to ensure that the passenger experience is
pleasant, safe and free of extended waiting lines.

P> Monthly meetings ) Statistics and Feedback

P> Additional meetings 2 Enhancement Strategies

Aeroportuario
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VOC - Capture customer feedback in real time %

Happy or Not Comment cards Staff

Social Media Since 2017

o000

Airport Service Quality
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Expansion of our terminals %

Budget 21mdd
2018 - 2020
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[ That extends our capacity 14,000 m? + Commercial Offer = More F&B + Retail options ]

[ We'll be able to provide the best experience we can offer! ]
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Conclusions

Create an emotional connection with your customers

Maintain a strong stakeholder relationships

Invest in your CX

Understand who your customers are

Cherish your Human Factor, boost Human talent
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( Aeropuerto
Internacional
__de Los Cabos
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Thank you for your attention!
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