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Working Agenda 
Subject to Change 

Sunday, October 27, 2024 

1:00 PM – 4:00 PM ACI-NA Marketing, Communications and Customer Experience
Committee 
Steering Group Meeting      

Monday, October 28, 2024 

8:00 AM – 4:30 PM Registration 

8:00 AM – 9:00 AM Networking Breakfast 

9:00 AM – 10:00 AM Opening Remarks & Keynote Address  

10:10 AM – 11:00 AM Spotlighting the Value of MarComCX: How to Sparkle, not Outshine 

Every career function at airports is important though some don’t get as much 
recognition as others. And that’s okay! But let it be known that MarComCX execs do 
more than just party planning. Some might even say we’re the unsung heroes. We 
are on the frontlines, dealing with the demands of internal and external stakeholders. 
The first step to getting the well-deserved spotlight is showing the C-suite why what 
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you do matters to the airport’s reputation and the bottom line. Then, let them do the 
singing for you. 

11:00 AM – 11:20 AM Morning Networking Break 

11:20 AM – 11:50 PM 

11:55 AM – 12:20 PM 

The Shift to Crisis Response Mode and all that Comes with It 

Planning for the unknown can be daunting but it must be done, right? With a             
good team to work with and a playbook to follow, all should be well. Too bad that’s 
not how life goes. The preparation is one thing, the response and aftermath are a 
totally different world. Once you’ve seen one airport, you’ve seen one airport. The 
same is true for crises.         

Communicating Workforce Awareness through Educational Experiences 

We’ve all heard the saying, ‘your future workforce is ten years old.’ Scary, right? The 
race is on to create pathways for youth that encourage career exploration while 
remaining competitive against other industries. Luckily, airports and their 
communicators are on the case. We’re in the community outreach era.   

12:20 PM – 1:20 PM 

1:20 PM – 2:00 PM  

Networking Lunch 

Share it, Tweak it and Make it Your Own 

Who doesn’t want to pick up new tricks and apply them to the airport universe? The 
airport marketing and social media realm is vast and fun but not unmatched. There 
are always others to learn from and emulate and it starts with scoping out the 
competition in other industries. But in a friendly way, of course! 

2:10 PM– 2:50 PM Insights and Trends: Tracking the 
Current Media Landscape 

Staying abreast of all the changes  
at play within the ever-evolving media 
landscape is a full-time job. From new 
media platforms, bias, news channels, 
efficiency-driven technologies and 
general fatigue of the press, it’s  
enough to make your head spin.  
Let’s not forget the politicization of 
society.  Couple that with changing 
customer behaviors and you’ve got a 
storm brewing. But hakuna matata, 
dude! Let the experts share valuable 
insights on the current and incoming 
trends that await you. 

For the Love of Revenue: Take your 
Partnerships to New Heights 

Creating new partnership initiatives with 
revenue goals is not easy. Establishing or 
building upon existing partnerships is a 
useful tool to keep you in the game. But 
there are many steps involved in choosing 
the right partner. Everyone must be aligned 
on the path toward increased diversified 
non-aeronautical revenue. First comes 
compatibility, a lot of other stuff, then 
comes partnership with a wealth of 
opportunities. 
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3:00 PM – 3:35 PM Saving Up for a Rainy Day 

Let’s talk about relationships and the 
upkeep they require. No matter the 
type of relationship, it’s all hard work. 
However, kind gestures go a long way 
with the media, stakeholders, and your 
community. Just don’t forget to make 
regular deposits into the goodwill bank 
account. You never know when you’ll 
need to make a withdrawal.   

Making the Case for Passenger Amenities 

Didn’t you know, an airport is the place to 
be, especially with delightful amenities to 
see! They’re spots to savor because of all 
there is to do, but where would we be 
without the decision makers who love to 
make dreams come true? When you 
present your case for new amenities in the 
right way, saying yes is easy. 

3:35 PM – 3:50 PM  Afternoon Networking Break 

3:50 PM – 4:30 PM Striking a Balance in your Holiday Travel Campaign 

Holidays are the busiest times of the year for everyone but especially airports. As 
passengers move through your terminal; their expectations may differ when it comes 
to what they see around them. How do you balance public opinion, budget and team 
bandwidth when coordinating inclusive holiday campaigns? 

6:00 PM– 9:30 PM Evening Event hosted by San Francisco International Airport at The Local Edition 

Tuesday, October 29, 2024 

8:30 AM – 2:30 PM         Registration 

8:00 AM – 9:00 AM        Networking Breakfast 

9:00 AM – 9:50 AM Talking 'Bout My Generation 

These days, making generational assumptions based on stereotypes is risky business. 
Management styles have evolved, yes, but there's still plenty of work to be done. 
Engaging a multigenerational workforce must be a top priority, so how do you do it? 
All jokes and stereotypes aside. Well…maybe not.   

10:00 AM – 10:40 AM 

10:40 AM – 11:00 AM 

Procrastination vs Productivity: And the Winner is… 

Sometimes, working in a fast-paced environment isn’t all it’s cracked up to be. When 
project tasks grow and get more difficult, how does your team stay on track? There is 
a such thing as moving too fast and thus becoming disorganized. We want to hear 
the good, the bad and the ugly about project management. Improving 
communication and accountability is great but no one said it was easy. 

Morning Networking Break 
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11:00 AM – 11:35 AM The Correlation between Brand Reputation Management and Passenger 
Satisfaction 

The customer is always right. Wrong. The customer’s perception, however, can be the 
brand’s reality. What happens when passenger satisfaction goals and the data aren’t 
in sync? A reset may be needed to elevate the experience and protect the brand. 

11:45 AM – 12:20 PM Can’t We just Say, ‘Pardon our Dust?’ 

If you haven’t just started, finished or are currently in the middle of an improvement 
project, are you sure you work at an airport? Let’s dive into tried-and-true strategies 
on how to communicate large-scale construction and manage its impact on the 
customer experience. Sharing is what we do best. Who wants to re-invent the wheel?  

12:20 PM – 1:20 PM Networking Lunch 

1:20 PM – 2:20 PM  Lights, Camera, Action! Take One 

When it comes to video production on a budget, it doesn’t always have to be quick 
and thrown together. There are ways to create fast quality content that doesn’t break 
the bank, nor exceed your team’s bandwidth. We’re all about the tips, tricks and 
lessons learned. 

2:20 PM – 2:35 PM  Afternoon Networking Break 

2:35 PM – 3:05 PM  ACI-NA MarComCX Working Group Meetings 

3:05 PM – 6:00 PM Open Networking Time 

6:00 PM – 9:00 PM Excellence in Airport Marketing, Communications and Customer Experience 
Awards Gala Dinner 

Wednesday, October 30, 2024 

8:00 AM – 9:00 AM Networking Breakfast 

9:00 AM – 9:40 AM      Major Event Incoming: Brace for Impact   

When a major event is heading to your city, planning mode sets in quickly, and some 
say the same for the panic. The larger the event, the larger the impact. But how do 
you prepare for the before, during and the aftermath? From the marketing, internal 
and external communications to the planned and unplanned passenger experience 
disruptions, all have a role to plan in amplifying the impact of the event and 
exceeding customer expectations in the execution. 



   As of July 24, 2024 

5 

9:50 AM – 10:30 AM Internal and External Communications: Why they Belong Together 

Working in silos has never been the name of the game. Haven’t you heard the saying, 
‘collaboration is key?’ With internal and external communications, there are 
similarities, differences and a lot in between. One seeks to build credibility with the 
public and stakeholders while the other does the same, from within. Where do the 
lines get drawn and how do you navigate the gray areas?   

10:30 AM – 10:45 AM  Morning Networking Break 

10:45 AM – 11:20 AM 

11:30 AM – 12:15 PM 

Creating an Environment Where We Can All Thrive 

One of the main goals in any industry is to reach and connect with your varied 
customer base. Harnessing the different schools of thought on your team is one way 
to achieve the objective. It all starts with fostering an inclusive culture that can even 
attract new kinds of workers during a silver tsunami. Diversity is driven by 
understanding and diversity drives innovation. 

Listen, Learn and be Inspired: A Day in the Life of a Social Media Influencer 

Twenty years ago, was anyone saying they wanted to be a social media influencer 
when they grew up? Probably not. Now, it’s a common career often dubbed digital 
content creator. But it’s not for the faint of heart. If you didn’t know the ins and outs 
of influencers and how they can take your marketing to the next level, you’re about to 
learn. 

12:15 PM 

3:30 PM – 5:30 PM 

Adjourn 

SFO Museum Tour 

Join the SFO Museum team on a behind-the-scenes tour. Learn how the SFO 
Museum programs, conserves, curates, and exhibits their award-winning displays. 
Spend time with the Museum’s permanent ephemeral collection of airline, airport, 
and aviation artifacts and other curiosities. 

There are 50 spots available on the tour, which will be available on a first-come, first-
served basis. 

Transportation will be provided from the Hyatt Regency San Francisco Downtown 
SOMA. The tour will begin at the SFO Museum workspace and warehouse. From the 
warehouse, tour participants will take the AirTrain back to the SFO Museum where 
you’ll learn how SFO has played a prominent role in the development of Pan Am and 
their pioneering accomplishment of transoceanic flight. The tour will end at the 
Aviation Library & Museum, International Terminal, A-side. 

https://surveys.airportscouncil.org/s3/San-Francisco-International-Airport-Museum-Tour



