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 We live by the slogan,   

      άaŀƪƛƴƎ Haneda more convenient, friendly and attractive"  
as we strive to make daily improvements to our services based on the 
valuable comments and requests from our customers.  

 

In this section,  

we introduce some of the improvements we have made in which we have 
given form to customer feedback.  

 

We continue to implement further improvements to our services so that our 
customers are encouraged to use our airport again.   

 
  

 



As at November 2017 

Request to play foreign-language TV programs  
in the airport 

The TVs are set on domestic programs. Should have been set on CNN. Gentleman, 
Foreign National 

Please add CNN to TV!! (Gentleman, Foreign National 
Need CNN channel or foreign channel. Gentleman, USA 

In order to address the diverse needs of airport users, we have added CNN 
broadcasts to our program lineup, which currently includes NHK WORLD as well.
September 2017 onwards 

CNN (left) and NHK WORLD (right) 

Customer Feedback 



 

 I could not make use of the prayer room because there was no separation between male 
and female sections. It would be nice if there were screens, curtains or other partitions to 
separate male and female sections of the room.Gentleman 

 There s ould be a divider a section for women in the prayer room. Gentleman, 
Malaysia 

Request to add partitions to prayer rooms 

In order to provide greater convenience to our wide range of prayer room users, 
we have added partitions to the prayer rooms.  August 2017 onwards  

As at November 2017 

 3rd-floor Departure Lobby  

Customer Feedback 



 It would be helpful if you made tissue paper available in the prayer room's washing area. 
 Lady, Malaysia  
 It would be nice if you added a floor mat for wiping wet feet in the prayer room. Without 

a mat, the prayer area of the room gets all wet, which is kind of disgusting.  Gentleman, 
Japan  

Good to place a mat so that water do not go into prayer hall. Gentleman, Malaysia  

Request to add something to wipe hands with 
in prayer room washing area 

We have added paper towels to the prayer room washing areas in pursuit of 
greater user convenience.  August 2017 onwards  

As at November 2017 

Customer Feedback 



 Please add alcohol disinfectant for toilet seats in the bathroom facilities.  Lady, Japan  
 I found water spray from the bidet on the toilet seat, which seemed unsanitary. It 

surprised me that there were no seat- cleaning options in the bathroom, despite this being an 
international airport.  Lady, Japan  

 There are not enough sanitary amenities and facilities in the bathrooms. The toilet I used 
had a wet seat and the sanitary napkin disposal box smelled foul, which was unfortunate 
because I was really hoping to enjoy my vacation.  Lady, Japan  

Request for additional sanitary amenities/facilities 
in bathrooms 

We added antibacterial toilet seat cleaner to each stall. In addition, we replaced 
existing sanitary napkin disposal boxes in all women's bathrooms and 
multipurpose bathrooms with new types featuring sensor- operated lids (for 
opening/closing). These improvements were made as part of efforts to improve 
bathroom sanitation.  July 2017 onwards  

As at November 2017 

Customer Feedback 



 It would be nice if the nurseries had a cuter, more child- oriented feel.  Japan  
 I thought that the 4th- floor nursery was not very user- friendly.  Lady, Japan  

Request to make nursery facilities more user-friendly 

We remodeled the 4th- floor nursery to make it more appealing to children, and more 
user- friendly and comfortable for all guests.  July 2017 onwards  

As at November 2017 

We enlarged the nursery and 
added a diaper changing table 

and a place to put luggage , 
and also replaced the 

wallpaper to give the room  
a cuter overall feel  

We added a play area 
that kids can enjoy  

We enlarged 
the private 

breastfeeding 
booth  

Customer Feedback 



 It seemed that there weren't very many electronic flight information boards. I recall 
there being more in the European airports I visited. (Lady, Japan) 

 It would be good if there were more flight schedule display boards.  Gentleman, Japan  
monitors need more!!  Gentleman, USA  

Request to add more flight information boards 

We added additional flight information display monitors in restaurant and cafe 
dining areas (located inside, past security checks) as well as in the food court 
area so guests can check flight times, gates and other details while they dine. 
 June 2017 onwards  

As at November 2017 

Customer Feedback 



 While waiting for the shuttle bus at Domestic Terminal 2, I noticed that buses bound for 
Terminal 1 came quite often, but buses for the international terminal were very infrequent. 
(Gentleman, Japan) 

 Many passengers were waiting for the bus from the domestic to the international 
terminal, so we had to wait for some time before finally getting on a bus. I would like you to 
increase the number of buses bound for the international terminal. (Lady, Japan) 

Customer Feedback 

Request to increase the number of free shuttle buses 

We have added more buses to connect domestic terminals (Terminals 1 and 2) 
with the international terminal. The new timetable has buses arriving at four-
minute intervals rather than the previous six- minute intervals. We hope this 
change will enhance customer convenience. (October 2016 onwards) 

As at June 2017 

Revised timetable start date October 1, 2016 
 

Bus route: Between Terminals 1/ 2 and the international passenger terminal 
 

Revision: Affects section between domestic passenger terminals  
              (Terminals 1 and  2) and the international passenger terminal  
       Bus arrivals at 6minute 4minute intervals (revised) 
              note that buses traveling between Domestic Passenger  
         Terminals 1 and 2 were already running at 4minute intervals  
         prior to the revision. No change has been made to this section  
         of the route.) 
 



 I feel like it's hard to find specific airline check- in counters in the departure lobby. 
(Japan) 

 You need to make it easier to quickly locate specific check- in counters. Because foreign 
travelers visiting Japan often look for airline logos, I think it would be easier for them to 
locate counters if the logos were added below the AL letterings. (Japan) 

We installed two large flight information boards next to the 3rd- floor information counter. 
(October 2016 onwards) 
In addition, we installed monitors above each check- in counter island in the departure 
lobby and added airline logos to facilitate easier navigation. (November 2016 onwards) 

Specific airline check- in counters are hard to locate 

 Newly installed flight information boards  Monitors installed above check- in counters  

Customer Feedback 

As at June 2017 



 

 

 I had a hard time finding the security check area following check- in procedures. (Japan) 
 Outgoing baggage inspection lines were too long. You should provide a way to check how 

crowded inspection areas are in advance. (Japan) 
 The security check area was very crowded. It would be helpful if you showed passengers 

to the north security check area at times like that. (Gentleman, Japan) 

We have installed a projection- type informational sign in the 3rd- floor departure lobby and 
worked to make the north and central security check areas easier to find. (November 2016 
onwards) 

Projection point 

Security check areas are hard to find 

Security 
check area 

(north) 

Security 
check area 
(central) 

 Departure Lobby  

Customer Feedback 

As at June 2017 



It was very unfortunate that Haneda FREE Wi- Fi connection was not strong. As a non-
Japanese citizen, very important for us to have Wi- Fi to connect family, friends, and 
whatsoever. (Lady, France) 

Better Wi- Fi service at 2F arrivals area. It was very difficult to get a good connection. 
(Traveler from Abroad) 

3rd- floor departure gates area  
(2 locations) 

2nd- floor arrival lobby 
 (1 location) 

Request to improve Wi- Fi signal strength 

3rd- floor departure lobby 
 (1 location) 

Customer Feedback 

As at June 2017 

In order to ensure that Wi- Fi connections are available, even during busy times when signal 
interference occurs, we have set up Free Wi- Fi Spots in four locations (one in the 2nd-
floor arrival lobby, one in the 3rd- floor departure lobby, and two in the 3rd- floor departure 
gates area) and made efforts to improve signal strengths. (December 2016 onwards) 



When going from the departure lobby to the rental car pick- up point, there were no signs 
or other directions, making it really hard to find. I think you should install signs or something 
similar. (Gentleman, Japan) 

 No car rental sign. Told me to wait at parking lobby. (Gentleman, Japan) 

In order to make it easier to get from the parking area to the rental car pick- up 
point, we have added a poster near the parking area entrance.  
(February 2017 onwards) 

The rental car pick- up point is hard to find 

Customer Feedback 

As at June 2017 


