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ANA is involved in managing 22 airports in 3 continents with a throughput volume of 32

million passengers.
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About ANA _on the world
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Concession / management contract
Technical assistance
Training programs

Past cooperation: Airports recovery
programs
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_VISION

About ANA _vision, mission and values

To achieve a profitable and sustainable business, by positioning our company among the best managed

airport operators of comparable size, leveraging our relationship with customers and stakeholders.

_MISSION

To efficiently manage our airport infrastructures and to contribute toward the economic, social and cultural

development of the surrounding communities.

To provide our customers with a world-class service offering, while enthusing our shareholders and ensuring

high levels of professional qualifications and motivation of our employees.

_VALUES

Customer Satisfaction
Integrity

Team Spirit

Results

NOR O
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Competitive and innovative spirit
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About ANA _certifications

Since 2008 ANA is certified according to the following standards:

71 Quality Management System: 1SO 9001

2 Environmental Management System: ISO 14001

2 Occupational Health and Safety Management System: OHSAS 18001
2 Social Accountability: SA8000

Since 2009 ANA is also certified in:

2 Research, Development and Innovation Management: NP 4457

In 2010, ANA began its path to European Foundation for Quality Management (EFQM) model and was
recognized with the “Committed to Excellence” and now in 2011apply to the “Recognized for

Excellence”.

Simultaneously, ANA was the first European Authority to successfully pass the ASQ Certification audit
and management review and received Airport Service Quality (ASQ) Assured Certification Awards to four
of the airports managed by ANA (Lisbon, Faro, Porto and Ponta Delgada).

EYOR AW
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About ANA _highlights of 2009

APRIL MAY SEPTEMBER DECEMBER

Inauguration of the _
1st phase of the ANA was awarded ANA obtains

The Francisco Sa

C;rr;elro Airport Expansion Plan for tThe Midal f(_)tr_ o+ gertlflcitlon for its
(Por 3) \(/jva; - Passenger Terminal 1ou(;ls eri ||2| e Deseellrc , .
a\l/var e t’;] e 3r 1 at Lisbon Airport, st degree (gold). | eve OEment an
place in the whereby 3 new nnovation
category of Best Management

boarding gates - 24,
25 and 26 were
opened for public
use, along with the

European Airport in
the Airport Service
Quality Awards

System, as per the
NP4457 reference
norm.

o new Transfers Public inauguration
Baggage Terminal.

ANA calculated its of the 2nd phgse

carbon footprint for of the expansion

the first time. of Passenger

Terminal 1 at
Lisbon Airport with
6 new boarding
gates served by air
bridges.
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About ANA _highlights of 2010

MAY

Porto Airport has again
achieved in the ACI
(Airports Council
International) passenger
example, wheresatisfaction
rankings as just one it was
considered to be the third
best European airport in
2009 and was recognized
in 2010 by the ACI Awards
Porto Airport as the 2nd
Best European Airport..
Similarly, the Jo&o Paulo I
Airport (Ponta Delgada)
was

awarded the first prize for
Best Improvement in
Europe.

O AW

AUGUST

ANA achieves ASQ
Assured

Certification to five
of the  Airports
managed by ANA
Airports of Portugal
S.A. - Faro, Lisbon,
Ponta Delgada, Porto
e Madeira. This is the
first European
airport authority to
successfully pass the
ASQ Certification
audit and
management review.

SEPTEMBER

Inauguration of the
comercial area at
Porto Airport, the
new layout of the
shopping areas a
has brought the
storefronts closer to
the flow of
passengers.

The stores are now
on both sides of the
passenger route in
order to enclose the
passenger more
within a high quality
shopping area.
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Service Quality Integration in the Performance Model

A In the last seven years, ANA Airport’s of Portugal try to implement in
the Portuguese’s airports all the system for the Airport’s

Certification.

A ANA implement the IBPMS (Intelligence Business Performance and
Management System) to sustain a management process and all the

processes of the organization.

A The IBPMS Performance Manager includes all the key indicators and

allowed to evaluate the performance.

Set-11 4 Liveningup airports. 4 8




Structure

ANA has a special structure to manage Quality which includes:

Global Quality Management Responsible (GQ)
Local Management Responsible at each Airport (Management Representative)
- Airport Directors

A At each Airport and in each Department there are Local Quality

Representatives which act like facilitators to assure Quality results.l|

This is formally approved and integrated into a vaste structure to manage the Integrated
Management System which includes Quality, Environment, Health & Safety, Social

Responsibility and Sustainability, and Innovation.

T Y
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Processes

_Aviation Operational Processes supporting ASQ

2 Marketing (Routes development; Marketing Planning; Client Management;
7 Marketing Communication; Marketing Intelligence)

Operation (Infrastructures' planning; Airport Movement)

_Non Aviation Operational Processes supporting

A Marketing (Partnerships’ Development; Client Relationship Management;
Viability Study and Analysis)

A Business Opportunities management and Commercial Spaces Preparation
Support

D% S
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Compliance & Improvement

ANA has established a program to the continuous improvement which includes several
inputs:
Complaints;

Improvement Opportunities (open);
Results from ASQ, Customer Satisfaction analysis, People Surveys, Community Surveys;

Management Reviews (monthly, quarterly);

¥y v ¥ vy Y

Management Systems Review (twice a year for Social Responsibility and once a
year for Quality Management System, Environment Management System,
Health & Safety, Airport Safety, Security and Innovation) - each year there is a

Management Review Report

T Y
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Improvement

Everyone can submit a Complaint or Suggestion to ANA using the website.

Pagina Inicial - ANA | Contactos | English | Mapa do Site

Empresa | Negocios e Parceiros pesquisar M

Damos vida aos aeroportos

Sugestbes & Reclamagbes
Nome (7}

Morad:
Email
Telefone: Fax
Aeroparto ()| Aeroporta de Lisbos -
Assunto ()
= % Dasaricio (7
Lisboa Porto Algarve core -
Companhis: Adris Ainvays +  NedeVoo:
Lisboa Aeroporto de Lisboa = No Aeroporto = Direitos dos Passageiros
Informagio de Voo Digite a sequéncia de ceracteres apresentads absixo
De e para o Aeroporto Direitos dos Passageiros 64777
No Aeroporto

Compras e Lazer Direitos dos passageiros dos transportes aéreos

/

A criacBo do mercado (nico europeu dos transportes
aéreos aumeniou as possibiidades de escolha dos
passageiros a nivel de companhiss e servicos. A Unido
Europeia estipulou igualmente um conjunto de direitos para
garantir o tratamento equitative dos passageiros.

= mais informagies: http:/gf europa eu
> Recusa de embarque
. A -
Podera ter dIFEItE a uma \r[dammzat;ao entre 125 e 600 . Ses/ Reclamache
surns _em funcin da distincia dn wan & dns atrasns
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Improvement

All Non Conformities are managed in an integrated process and processed by each

airport and department responsible.

rajada.ana ptjibpms/
Ele Edt Yew Favortes Iools Help
v e ‘@iEPMS | | - oo - [hpage - B - (G Took -

it

2N o

=&
4b Ficheiro  Ferramentas
Opgdes T Gestio de n3o conformidades | Todas
% adicionar ndo conformidads Pracurar | [y, [SSIRES ¥ @
s cédige Referéncia Assunto | Dataderegisto 7 |Estado Tipe Papel
b= — NC_DDD004363 NC_18d1_Rel.... Gestio SHST 2009-05-27 Aguarda tr... NC menor Participants
B e NC_00000436Z NC_08.2_Rel.... Avaliagio de Fornecedores 2009-05-27 Aguarda tr... NC Menor Participants
NC_000004361 NG_17_Rel.AP... Gestdo de SST 2009-05-27 Aguarda tr... NG menor Participante
Nag conforindoades NC_ 000004360 NC_15.5 RelA... Exercicios de Emergéncia - SEDE 2009-05-27 Aguarda tr... NC menor Participante
SR ) NC_000004358 NG 20_Rel._A.. Avaliagac das vibragoes em curso. 2009-05-27 Kguarde trii; | NG meger
B accunho (25 NC_000004358 NC_15.4_RelA.. Exercicios de Emergéncia - DAA 2008-05-27 Aguarda tr... NC menor
Em curso (321) NC_D00004357 NC_18c_Rel._... Gestdio SHST 2009-05-27 Aguarda tr... NG menor Participante
B istrico (1445) NC_000004356 NC_19.2_RelA... Exercicios de Emergéncia - ASC 2009-05-27 Aguarda tr... NC menor Participante
Arquivo (37] NC_1! 2009 Rascunhos  NC menor Participants
I Reciclagem (413) Aguards tr... NC menor Participants

Aguards tr... NG menor

Histérica NC menor Participants

Aguarda tr... NC menor Participante

Aguarda tr... NC menor Participante

Aguarda tr... NC menor Participants

Aguarda tr... NC menor Participants

Aguarda tr... NC menor Participants

- Aguarda tr... NC menor Participants
z Histérica NEC menar Participanta

Page 2 of 118 (2245 items)

4865099665990

‘

4 Local intranet.  100%
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Improvement

All Improvement Opportunities are managed using also an integrated process and are

being implemented by each airport and department.

G - [ wiiaidama o/ ] [##][x Al
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cidiga Referdnca | Assunto Anib| Avallay Data de regist Estada Papel

123832 -lasge

Dune N Local rhranel R0 -
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CUSTOMER SATISFACTION

2 ANA has established a progressive Customer Service Management Program.
ANA puts in place a Business Intelligence System that has been implemented
across all ANA Airports and through which all Service Quality Measurements

and data are processed and shared among all ANA Departments and Airports.

7 Collaborative projects have been designed to improve the Customer Service
Culture across the whole organization, focusing on passenger experience

analysis as the main source to define ANA’s Service Strategy.

2\ Additional projects are in place to improve service for specific segments of
passengers , such as disabled passengers, families business, travellers and

passengers with special needs.
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Service Level Agreements

SLA Overview

2 Aware that the good performance of airports is only possible through the
commitment of all Business Partners, ANA - Aeroportos de Portugal, SA has
entered into Service Level Agreements for those activities deemed to be critical
to the airport business, with the underlying objective of guaranteeing safety
and the quality of the services provided to its Customers (passengers).

A The main Partners - Airlines, Ground Handling Agents, Public Entities and ANA
itself - participated in the process of defining the Service Level Agreements.

A  The critical processes were identified and the respective performance indicators
agreed upon.

A ANA undertook to perform the monitorization of these indicators in each IATA
season, Summer and Winter period and continuously without interruption.

T Y
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Service Level Agreements

_Performance monitoring objectives

2 Improving the quality of service provided to the customer of the infrastructure
(passengers, airlines and handlers), contributing to the strengthening and
compromise among stakeholders for continuous improvement of services at airports;

) Promote regular joint discussions among various stakeholders on the results of the
measurements made, with the possibility of reviewing analyzed processes and
segments, as well as the metrics;

2 Support the establishment of action plans to address insufficient performance, with
a view to future improvements;

7 Support the definition of new service goals to complete before the next cycle of

measurements.

T Y 3
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Service Level Agreements

The Service Level Agreements are distributed by following processes:

Check-in

People Movers
Passengers Security
Control and Hand Luggage
(X-Ray)

Operational Availability of
Equipments

Luggage Claim

Foreign Nationals and
Borders Service

Check-in
Boarding
Disembarking

Operational Availability of
Equipments

Luggage Claim
Passengers Security

Control and Hand Luggage
(X-Ray)

Foreign Nationals and
Borders Service

Check-in
Boarding
Disembarking

Operational Availability of
Equipments

Luggage Claim
Passengers Security

Control and Hand Luggage
(X-Ray)

Foreign Nationals and
Borders Service

Check-in
Boarding
Disembarking

Operational Availability of
Equipments

Luggage Claim
Passengers Security
Control and Hand Luggage
(X-Ray)

Foreign Nationals and
Borders Service
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SLA Reports are available on www.ana.pt

Empresa

Service Level Agreements

Pagina Inicial - ANA | Cohtactos

Negécios e Parceiros

Empresa > Qualidade > Acordos de Nivel de Servigo
Acordos de Nivel de Servigo

A ANA _ Aeroportos de Portugsl, SA | ciente de que si &
possivel um bom desempenho dos aercporios através do
comprometimente de todas os Parceiros de Negdcio, celebrou
Acordos de Nivel de Servico para as actividades consideradas
criticas no processo aeroportuério, tendo por objectivo garantir a
seguranca & a qualidade dos servicos prestados aos seus
Clientes.

Na definicio dos Acordos de Mivel de Servico foram
envolvidos 08 principais Parceiros - Companhias Aéreas,
Agentes de Assisténcia em Escala, Entidades Piblicas e a
propria  AMA. Foram identificados o= processos criticos e
acordados os respectives indicadores de desempenho, tendo a
ANA assumido o compromisso de efectuar a sua monitorizacio
am rada nerindn A Vardn & Inuarnn

Lishan Alrpart
Service Lrvs dgreemen (54

Fernd: LATA 2010 Summer
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Interactive SLA Dasboards

Faro Airport
Sarvice Livel Agresment (5LA)

Ponta Delgada Alrport AN ?f;.‘_..

Servcn Love dgreement |54}

5 Parisd TATA 018 Summer
- Parturmance
................ [y
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03000
56,00 9,00 0 © Lyreed [
Evolution Attained Level o
ol datred L | @ @
160,00%
o0—
5.00% Attained Level
/ § s
7 s 5,00
} o g
b Oporto Airport s

Serviee Leesl Agrenment [5L4)

Feriod: TATA 2009 Winter

Soacitic
Parameter
Manignmant Masimam Time of Bus Avalsbility aftar Staie
Hemnuend greas
t0234 | @[ 06600 Agread Walie 0:02:00 f:62:04 o o
98,040 e JIELELTAY ——— A bt 0.00% 90,00%
Evolution Attained Level
Time Maxsmem Time for Bus

S actusi
@ sgrend 50,00% Farivemy
160,00%
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ACIl ASQ Programme

ACI ASQ Programme

The ACI ASQ programme consists of three core elements, each designed to help airports improve
and maintain their customer service quality standards, by reporting on the experience of
passengers, actual service delivery performance and reviewing the service quality management

system.

2 ASQ Survey (2006)- this surveys passengers on their perception of an airport’s service quality
on a quarterly basis, benchmarking against more than 100 airports in the programme. A

measurement of passenger perception;

A ASQ Assured - this certification programme defines best practice service quality management.
It then audits an airport against that benchmark. A measurement of the management of service
quality.

A ASQ Performance (from 2009) - this is an analysis of the actual service delivery performance in
key indicator points, measuring actual data of the length of queues and the time it take for
baggage to be delivered etc.

T Y 3
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ASQ Survey results are available on www.ana.pt

Pagina Inkclal - ANA | Confacios | English | Mapa do She

Ne0cios 8 Parceiros

Lisbon Alrport n .
Taternationsl b Domestic Fights Z“N\Zf :.::-",:
Perid i Qwarer 2010

[Exgtes |

Gverall satisfaction with the airport

Importast criterls

o0 survey)

Emoress = Qualidass = Satistagdo do Clents
Qualidads B0 Sarvigo

A NETE0EENCIE @ TIQOT N3 IDIMEgE0 S50 COMDrOMISSs GUe 3 ANA - ASTODOMIS 08
Pormugal, SA 255U COMD SN 005 S8US VEIONes COONEINDS 2008 princiles que
MM 2 CONOUIE 02 EMDNEE3 @ 035 PRSEOSE QUENElE 52 IMSQIETL AM0S INspinam
procadimenios @ Tormas oe ratEing anientanos Para 3 eriagsa oe vElor

A dvukgagio geral oos Indkistonss oo Qualiiate 003 Snigns reveste-e 35Em 02 UM
Impartancta flcral o ereroiti 83 NisE3 Soidate

Nizte comietn, 550 3preseTisans INMEStTIIMEns O MeSURBG0S 00 SEtU00 ekl
Alrport Senvice Cualfy (ASQ), deservolido pelo ACH (Alrporis Councll Infemational) a0
‘gl aderiram no 1° Trimesire de 2009 mals 10 Aeroparios elevando para 127 o ndmero
de pariiclanies, reforgando 2ssim 2 posiglo do ASQ como o malor programa de
benchmarking desta natuneza

Este estudo comempla a reaiizagio de INGUATADS Junio 005 Pas5agelnss s makores
ASTOpOMEs 500 3 gestSn 03 ANA SA- Lisboa, Poro, Far e Ponta Delgada

paroporto de Lisboa

paroporto do Porto

Aeroporto de Faro

Filcha Técnka

Set-11 A Livenngup arports, ¢ 23_

Voice of Customer Process _ interactive IBPMS dashboards

@ http://www.ana.pt/img/SWF/ASQ LIS INT EN.swf - Windows Intemet Explorer 3 (= E ]
_— o il - - .
] hitp://ww.ana.pt/img/SWF/ASQ_LI5 INT EN.swf [=]
Lisbon Airport
International & Domestic Filghts 2 m s:ﬁu:g

Period: 2nd Quarter 2009

Next view
i Evolution

Separated Results

Overall and 15t @ 2nd Q Check-in (at this airport)
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Compared with Overall satisfaction with the airpart 3,5 3,5
Access 2o @ 3.1 Courtesy, helpfulness of check-in staff rﬁ Parameter
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eVOIUtlon' Security and Immigration 3.5 G 3.6 Efficiency of check-in staff rﬁ y
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@ Best Airport O International Average
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. . 4,0 l .
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the international criteria
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Airport’'s Experience - PORTO AIRPORT

2 Francisco S& Carneiro Airport has been distinguished at
the Airport Service Quality Awards promoted by ACI -
Airport Council International, with the award of the 3rd
place in the category of Best European Airport, having
also been distinguished with the 3rd place in the category
of Best Airport with less than 5 million passengers.

o At the Airport Service Quality Awards held in Dubai, the
ACI General Director, Robert J. Aaronson, said that these
awards are a result of a special commitment assumed by
Airports with its customers.

2 These awards result from the quarterly enquiries made in
order to evaluate passengers’ satisfaction.
ANA, SA has being posted these enquiries results in its
website, with the results of Lisbon, Faro, Porto and Ponta
Delgada Airports.

Set-11 A Livenngup arports, ¢ 25_

Airport’'s Experience - LISBON AIRPORT

Lisbon among the 10 best cities for business tourism

MR s =

2 The "Great Hotels of the World" includes Lisbon
at the 'top ten' of the world's preferred
destinations for business tourism in 2011.

7 According to Lisbon Tourism Bureau, this
international chain of luxury hotels and resorts
highlights the growing reputation of Lisbon in
this business and the high profile events hosted
in recent years.

A In addition to Lisbon, the 'top ten' business
destinations listed by the "Great Hotels of the
World" include Montenegro, Croatia, South
Africa, India, Turkey, Greece, Iceland, Sardinia
(Italy) and Seoul.

Set-11 A4 Lwennguoaiparts & 26_




New facilities and RDI Projects

TRAVELLING WITH YOUR FAMILY?

ANAWAY .

The purpose of the ANA Way project is to develop a
passenger-oriented product and service strategy and
design process that should act as a foundation for
the services developed and provided directly by ANA
to the passengers.

DUMBO: "Demonstrador Universal de
Monitorizacdo de Bagagens e Operacgfes":

an ANA/Link demonstrator project carried out
during 2009. Its purpose is to test by means of a
demonstrator platform the use of a RFID
technology supported solution for handling and
tracking luggage using IATA-compliant RFID tags.

TRAPLE: "Tracking People in Large
Environments":

A THALES/ISCTE collaborative project with the
participation of ANA, aimed at developing an
automated system for detecting and tracking
people inside the Airport Terminal with the help
of video sensors and computer-processed data.

IRPS: “Intelligent Robotic Porter System™:

Its goal is to equip a robot with advanced
mapping and guidance capability, while ensuring
its mobility in internal areas that house a great
number of persons. The project earned the
recognition of project partners for the quality of
the efforts of ANA personnel. Headed by CS
Systemes d’Information (France), it includes 8
partner companies from 6 countries and 12 ANA
staff

Management tools
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Sustainable Management YT

Tools CUSTOMER
SERVICE_

o PASSENGER
Four workstreams ] INFORMATION

* Tools, methods and Forum

« Service design sense and skills B ENVIRONMENTS_
* HR & training solutions :

* Pilot for mandatory learning _
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Thank you for your attention

Ivone Lopes - ANA Airports of Portugal, S.A. lff
00351 218413711 - 96 248 25 02 \ \\"—
milopes@ana.pt “ hcr E]

Follow-me in Linked In




