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If you have seen one airport...

...you’ve see one airport!!

Not all airports are created equal!
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Global/Future Planning Considerations

e Cultural/Psychological Behaviors

e Aircraft Design Advancements

* Airline Policy

* Security Trust

* Geographic/Network Factors

* Technology Trends and Terminal Planning

2018 Annual BHS Summit — Maximizing the Value of your BHS Asset




IABSC

Cultural/Psychological Behaviors

Not a// baggage is created equal

* Many travelers fly from one country to another with the
singular purpose to buy goods and fly them back as
passenger baggage — not cargo

* Often observed in emerging / developing countries

— Case in point : we once observed a passenger in JNB trying to
check in a new Peugeot engine block to Senegal!!
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Cultural/Psychological Behaviors

* Technology uptake — either by personal choice or by

e
———

economics

— Some passenger will probably
always want personal as opposed
to automated service

* Passenger arrival profiles drives
need for space

— Drives the need for early bag storage
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Cultural/Psychological Behaviors

 Some destinations/catchments attract different
bag/passenger ratios than others

e Serving niche markets
— Surfboards in Hawaii
— Skis in Geneva/Denver
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Aircraft Design Advancements

* With the advent of larger and sturdier overhead bins,
the requirement for checked baggage has reduced in
some markets, with subsequent BHS load reduction
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Airline Policy

* A la carte pricing policies drives passenger behavior
regarding checked baggage

* |In competitive overseas markets, the differentiation
between carriers often comes down to their ability to
offer passenger extra baggage allowance, thus
driving a higher BHS impact

* |n others (low cost or fuel/performance critical cases)
baggage policy is the knife’s edge of safety and/or
profit
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Security / Trust

 Some passengers make their decisions regarding
checking their bags based on potential of theft

— Have you ever heard someone say — “I never check bags
into some destinations knowing that theft would be rife”

* Electronic and batteries prohibitions

— We saw this last year with laptops
and batteries being banned in
cabins of ME originating airlines
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Geographic/Network Factors

* The airline network feeding an airport has an impact
— If predominantly short-haul business = low use of BHS
— If mostly long-haul leisure = high use of BHS

 Number of different/unique destinations or number
of different/unique carriers
— This impacts the level of sorting complexity required

* Sophistication of Labor Market

— In a low cost, low education labor market, manual
sortation often makes more sense
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Technology Trends and Terminal Planning

* Pre-Arrival/Arrival

* Check-in

* Security

* Claim

* International Arrivals “Bags First”
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Innovations & Technology (Pre-Arrival)

. Le%Curbside Baggage . Off-Airport Baggage Collection
Robot _ Heathrow, Gatwick, and London City
— Roaming baggage . . . :
robot is able to check — British Airways has partnered with AirPortr to
in, print bag tags, and collect bags off-airport the day of travel or the

carry two bags (max d :
weight of 32 kg / 70 |b) ay prior
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Innovations & Technology (Check-ln)
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. One/Two Stop Check- m/Bag Drop Systems
— Fully automated self-serve check-in system

— Passengers check in, select seats, print their boarding passes, luggage tags, and
check in their luggage

— Passengers deposit their bags without any assistance on a self-service bag drop

— Sensors integrated in the bag drop unit automatically detect the bag tag, measure
and weigh the bag
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Innovations & Technology (Check-In)

* Self Drop with Facial Recognition

e Delta at MSP

— Print boarding pass & bag tags at kiosk
— Facial recognition system for identity verification and then drop their bag (passport holders only)
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Innovations & Technology (Check-In)

o}

* Permanent/Home Printed Bag Tags with RFID
— Improve bag tracking for both airlines and passengers
— Allows for expedited bag-drop
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Innovations & Technology (Security)

. | & Lane 4

« CT Cabin Baggage Screening at .
Checkpoint

— Allows users to keep some liquids and
laptops in bag

— Increased throughput
— Automated threat detection

Remote Resolution of
Checkpoint Bags

— No impact during staff
changes

— Higher throughput
— Multiple agents viewing bags
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Innovations & Technology (Claim)

o AT i R
* Flat Place Baggage Claim London Heathrow (LHR)
— Eases the removal of baggage from the claim devices
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International Pax/Bag Flows — “Bags First”
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SAN FIS Case Study — Level 2

—— T~
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SAN FIS Case Study — Level 3
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Airport Baggage:
Where is my bag? Growth is your problem...
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https://www.youtube.com/watch?v=YCH-PV0d-YI

Where is my bag?
b,

|
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Alrline Users

Manage and
Deliver Pax
Baggage

Functions

1. Provida Baggage
Handling Services o
meat Airfine custamer
Sarvice Standards

2. Ensure Baggage
operations are
appropriataly Plannad
and managed to
achieve Hey Airline
Customer services
Targets

3. Ensure that
Operational capacity
contingencles are
suitable and invokable
within predefine notice
perinds,

4. Megotiate suitable
BHS Sarvice Leveal
Agreameants with YVR
Baggage operations to
support the Airline
BHS Service
Parformance
requirements

5. Provide tha
resources as
nacassary to deliver
the BHS services
required

Baggage Operations Strategy — Service Oriented Baggage Operations (SOBO)

SLA

Baggage Management and Operations

Project Requirements

Continuous

BHS Asset - .
Performance X Management >< Deliver Prajects
Improvement

Baggage Upgrade and project

Delivery

BHS Projects

Agreements{SLAA)
with Alrline users

2. Baggage Rewvenua
management

3. Manage Costs of
Baggage Asset
Cwnership.

4. Manage tha
Baggage Business
development activities
of ¥WR

2018 Annual BHS Summit — Maximizing the Value of your BHS Asset

2 Develop and
Implement SOP's and
S08's

3. Coordination of
Opearational resource
Planning and
Allocation of BHS
resources with Airdine
Users iaw of SLA's

4. Ensure the nght
aperational resources
and suitable
anviranmant including
Technical and
Operational
compatancies are
Avallable/dccessible to
deliver the BHS
sefvice Law SLA's

2. Identify performance
improvemeants to
Organisation, Process,
Technology that cand
should be implemented

3. Develop and agree
tha business cases for
identified BHS
improvemants in terms
of:-

a. Handling capacity
b. Process productivity
c. Legislative
compliance

4. Defina Improvement
requirements for
Operations and
Enginearing

Baggage Baggage
Business Operations
Management Management

Functions Functions Functions Functions
1. Magofiate and 1. Manage the Process 1. Monitar Oparational 1. Carry out BHS
Manage Baggage Awailability of baggage performance of equipment operations
KPFI's and ralatad assets. Baggaga Assels and maintenancea
Service Level against KPls activities to comply

with Service Level
Agreament

2. Carry out BHS
equipment
maintenance to ensure
BHS process
availability in
accordance with SLA's

3. Maintain and madify
the configuration of
BHS assets to support
Alrline operational and
process requirements

4. Ensure the right
maintanance
resources and
maintaining the BHS
environment

5. Ensure the right
Technical and
Oparational
compealancies are
Available/Accessible to
Manage the BHS i.aw
SLAs

Functions

1. Rasponsible for
managing the process
of defining Projact
raguirements, Design
development, Project
management, Project
procurement,
Acceptance and
Handaver to
Operations

2. Responsible for
maintaining the project
as built records and
system configurations
and handing them into
a central data
rapasitory.

3. Rasponsible for
developing and
agraaing with
Operations the BHS
Technizal Policies and
Service Standards
needed to meet the
Baggage Businass
Requirements

4. Ensura the right
Teachnical
Compatancies and
Resources are
available and
accessible to deliver
BHE projects.
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Service Oriented Baggage Operations

SCOPE OF BAGGAGE SERVICES

Main Process Sub-Processes Main Process

+ Negotiate & Manage Baggage KPI's & related SLA
with airline users

Vancouver Airport
Authority

+ Baggage Revenue Management
+ Manage Costs of Baggage Asset Ownership (Not
currently done)
+ Manage Baggage Business development activities [
Improvement

. Manage the Availability of Baggage assets
« Develop & implement SOP's

« Coordinate Operation resource planning and
allocation of Baggage resources with Airline Users
(Day of)

- Coordinate Operation resource planning and

INTERNAL SERVlCE EXTERNAL SERV]CE allocation of Baggage resources with Airiine Users

(Future)

PROVIDERS PROVIDERS + Communication with airlines (Strategic)
= Actively monitor baggage equipment functionality
| « Identify an alarm, assess the impact of the baggage
or system issue(s) that triggered the notification
Determine the severity & priority of the issue
+ Contactthe appropriate responder(s) according to
the problem type and severity
+ Communicate with all impacted SH until issue is. Support &
resolved Maintenance
Manage impact of the issue on Bags
+ Provide updates to all impacted parties about the
issue until itis resolved

Baggage Operations

IT

Customer Care - | !II

External Service Providers listed are organizations
that provide component of baggage related services
to YVR. There may be several agreements between

internal Service Providers and one YVR Department
or across multiple Departments

Internal Service Providers are Department
within YVR that deliver components of the
Baggage services
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Sub-Processes
+  Monitor Operational performance of Baggage
Assets against KPls

+ Identify performance improvement to
Organization, Process, Technology

. Develop and agree on the business cases for
improvements in Handling capacity, process
productivity and legislative compliance

. Define improvement requirements for future
perations

- Identify performance improvement to Information
Technology

- Identify performance improvement to other
Technology (i.e. PLC's)

. Review & approve all proposed changes to
baggage assets & system through a structured
process (ie.CAB)

- Manage Change associated with any capital
projects or continuous improvement initiative

- Provide Training for Baggage Ops related to
capital projects, continuous improvement or
ongoing professional development

+ Support Baggage IT systems (VIBES, BIDS,
CCTV, Smartsuite, etc)

+  Maintain Baggage IT systems (VIBES, BIDS,
CCTV, Smartsuite, etc)

+ Standard Maintenace on Electrical/Mechancial
Baggage system

«  Preventative Maintenance

+ PLC Maintenance

+ WinCC

- FIX

- Technology Infrastructure/WinCC & iFix
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Annual Growth Passenger Numbers

25000000 -
22,284,496
20,315,978
20000000 - 19,358,203
17,971,883
15000000 -
10000000 -
5000000 -
0 +— - - - _
2013 2014 2015 2016
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Baggage Project Roadmap

O Connection Hub initiative
. Baggage as Secondary Scope
Q End of Life replacement
@) Regulatory Requirement
e Baggage Project Roadmap . U \
e A series of baggage initiatives =~ .~

over the next 5 years to
address strategy, growth,
lifecycle, and regulatory
requirements
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Maintain Operational Integrity During Change

Integrated Change
Management: Weekly
meeting of Baggage
Change Advisory
Board (CAB]
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Remote Outbound Baggage Operations
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Dr. Evil

Our future Boss!
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Airlines vs. Amazon

Airlines?
Market capitalization S132.7B S628.9B
2016 sales revenue $136.8B S136B
2016 profits S11.6B S2.4B
Employees 343,000 542,000
Traffic (pax. vs. views) 823 M2 5B views

1Airlines = \ .

N N

UNITED

. combined

2 US DOT BTS all US airlines combined total passengers in 2016
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KPI Considerations
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"‘f—"‘\-:\,_\_
m MONITOR =

THE COMPANY'S '
KEY METRICS FROM

MY EXECUTIVE

| DASHBOARD. p

www. dilberL.com  scottsdarms@aol.com

T VT YT Ty

(‘ UH—OH. T NEED TO |
} DO ABETTER JOB OF
[ FALSIFYIMNG MY DATA.)

e .-r"i Tf/x. P

it

ey EI00T Gootl Ademn, inc./Dest. by UFS, Inc.

ALLOW) ME TO SET THE
STAGE FOR YOUR MNEXT
ASSIGNMENT BY
REMINDING YOU THAT
STOCKHOLDERS HAVE
NEWER DONE ANYTHING

FOR YOU.

What to measure?

How to measure?

When to baseline?
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» Safety

+ Security

» On-time performance
» Missed bag rate (MBR)

Performance Metrics

Customer satisfaction is one of the most important performance measures we use to determine how well you are deing as a seller on Amazon.
The Account Health Dashboard can provide you with greater insight into how you are doing with respect to customer satisfaction.

To learn more, please see Performance metrics.

Related Topics:
Account Health Dashboard FAQ
Valid Tracking Rate

Valid Tracking Rate - All Categories a a
Heturn Dissatisfaction Rate m zon

Customer Service Dissatisfaction Rate
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The Way Forward...

Engage

‘ Model

Educate

Replicate

w
Gather

‘ Evolve ’
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1971 Flight Map

Dallas

San |
Antonio

Houston
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Current Day Route Map
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25 Years ago
* No special focus on BHS systems
 Mostly Reactive maintenance

2001
 SWA team formed focusing on BHS
design
 Team quickly grows to 4 team members
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2006

. Team formed within Facilities to oversee BHS maintenance
. Grows to 3 team members

. Directly managing sites focusing on system availability

. Not much focus on cities where SWA didn’t hold contract

2014

* Combined teams to create ASO division within Corporate Facilities

» Direct oversight grew to 8 cities with major involvement in 3
consortiums.

* More focus on all cities where BHS challenges are present.
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Today

Larry Norman
Sr. Manager - Airport Screening Operations
Cell: 480-310-6557

Rick Weaver

West Region Manager

Cell:702-328-4595

Mark Baker
East Region Manager
Cell: 480-231-1939

Region 1 Region 2 Region 3 Region 4 Region 5 Region 6
Greg Huchko Troy Caperton Kevin Patten Andy Mena Kim Perkins David Rolfe
Cell: 724-810-3000 | Cell: 281-702-4464 | Cell: 214-454-6478 | Cell: 979-422-8136 | Cell: 770-546-7660 | Cell: 410-504-4941
BUR AMA ABQ CLE ATL ALB
GEG AUS BMH CMH CHS BDL
LAS CRP BNA CVG CLT BOS
LAX ELP BOI DEN ECP BUF
ONT HOU DAL DSM FLL BWI
PDX IND HRL DTW GSP DCA
PHX LBB ICT FNT JAX EWR
SAN LIT MCI GRR MCO IAD
SEA MAF MSY MDW PBI ISP
SFO OAK OKC MEM PNS LGA
SJC RNO OMA MKE RDU MHT
SMF SAT SLC MSP RSW ORF
SNA TUL TUS PIT SDF PHL
ROC TPA PVD
STL PWM

RIC
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Challenges

e Age of Airports preventing BHS improvements
needed to support growth

e Qutpacing our own growth forecast stressing
system during peak hours.

* Condensed peaks from STK

e System Scalability

* Qutgrowing Current BHS Design practices

* Flexibility
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Outpacing Growth Plans
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Corporate Facilities Network Planning
( )

Customer Relations

N . _

Business
Development A
Revenue
Ground Ops Management
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BNA Airport
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Scalability

¥
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* Current Practice DBU+5

* Conveyor design sized to EDS
throughput

* Looking farther out for system
throughput design.

* Reduced impact to Airlines
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Outgrowing BHS Design Practices
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3000 Bags per hour and beyond

e Currently adding mainline and crossovers

* Times of saturation making crossovers less
efficient

* New technology

* Faster machines

* Migrating from traditional conveyor
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Thank You!
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