Giving Form to Customer Feedback
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We live by the slogan,

a a I 1 Hagledamore 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.



We would like bus ticket vending machines

~—"
installed in the arrival lobby YT' HT'
Customer Feedback

yWe would like vending machines installed at the second floor bus ticket counter as well
Going down to the platform to buy a ticket is fine, but there are few places to sit and wait
around the platforms. (Gentleman, Japan)

yWe would like more ticket vending machines for the limousine buses installed. | have t

impression that the queues at the second floor bus ticket counter are growing longer. Perhaps
it is because there are more passengers from overseas? (Gentleman, Japan)

In addition to the ticket vending machines at the bus platforms, we have also
installed four bus ticket vending machines in the arrival lobby, improving
convenience for customers. (April 2016 onwards)
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We would like consideration given to the automated

voice guidance of idle escalators etc. to make relaxing otemations
at the airport overnight possible TI I:I T

Air
Terminal
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running, or to be spaced a little more widely. (Gentleman, Japan)

yThe warning announcements for the moving walkways in the international departures area
keep sounding even at quiet times. | think that they should only sound when the walkways

are operating. (Korea)

yThe escalators keep talking all through the night even when they are not used. This makes it
difficult to relax at the airport overnight. (Gentleman, UK)

From a universal access perspective, the voice guidance for the escalators and
moving walkways in the terminal building were set to be constantly active, but we
have changed them to a motiesensor system, improving the comfort of
customers staying in the airport overnight. (May 2016 onwards)

As at November 2016



The signs on the free shuttle bus to the
International terminal are difficult to understand Tl |:|T'
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like them to alternate between display of Japanese and English. (Gentleman, Japan)

yThe shuttle bus which connects international terminal must be clearly identified and the

route written clearly in English. (Gentleman, Singapore)

We have amended the electronic signs on the free shuttle bus to alternate between
guidance display of Japanese and English, improving ease of understanding.
(August 2016 onwards)

<Front>

Alternates between display of
Japanese and English

| ¥ - % FILEERLEE R

ERREY—3IFI

<Side>

FEEE SHUTTLE EUS

<Rear>

Alternates between display of
Japanese and English
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<Scrolling text>

This is a Free Shuttle Bus among
the InternationalTerminal and

the DomesticTerminal2&1.

International Terminal

As at November 201€



We would like a greater size range and

number of wheelchairs T | Fl Tu

yThe wheelchairs are difficult to use as sometimes they are too large, and sometimes they are
too small. (Lady, Japan)
yWe would like the number of wheelchairs increased. (Japan)

In order to respond to a wider range of customer needs, we have provided 36
folding wheelchairs with wider seats than usual. The five types of wheelchairs
below are currently available. (August 2016 onwards)

1. Aisle chair
Wheelchairs which can be used right up to the
aircraft seat, without changing wheelchairs.

2. Folding wheelchair: Type 1
Regular wheelchair type, with seat width of
400mm.

3.NEWFolding wheelchair: Type 2
More spacious wheelchair, with seat width of
480mm.

4. Largesize wheelchair
Can be used with peace of mind by even
larger customers.

5. Reclining wheelchair
Reclining type which provides peace of mind to
customers who cannot stay sitting up for
long periods.

As at November 201¢
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We would like hot water dispensers installed TI I:I T.

Y1t would be nice if there was a haetater filling station (hot water dispenser).

Chinese and Taiwanese travelers often use such facilities to make tea in bottles/containers they
bring from home, and the absence of hot water dispensers is an inconvenience. (Lady, Japan)
yThere are not enough places to get hot water. (Lady, China)

yPassengers are not able to get enough drinking hot water. (Gentleman, India)

Yn addition to the (free) hot water dispensers installed in the food court,
we have installed dispensers in six new locations.

They are currently available at the seven location
below. (August 2016 onwards)

Look for this symbol.

<Public Area>

(1) Second floor arrival lobby by the TIAT shower room, near the bathroo

(2) Third floor departure lobby, south side (ChatkCounters B and C side),
near the bathrooms

(3) Third floor departure lobby, north side (ChacskCounters H and | side),
near the bathrooms
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<Airside Area> L ) ) ]
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(5) Near Gate 108 (beside the Japanese Bistro URARAKA)
(6) Near Gate 113 (beside the Insurance Vending Machine)
(7) Near the bathrooms near Gate 146

(As at November 2016)

As at November 201¢



After arriving on an international flight, the routes to react
domestic connections and access methods to ground o
transportation are difficult to understand TI H T

Air
Terminal

yWhen transferring from an international flight, the display (path) to the free shuttle bus stop is
difficult to understand. (Lady, Japan)

yThe wayfinding to the domestic connections counter after completing Immigration processing
is difficult to understand. | would like to see improvements in this area. (Gentleman, Japan)
yThe bus platforms and taxi ranks are difficult to understand. (Lady, Japan)

In order to improve the guidance for access to ground transportation and paths to
domestic connections for arriving international passengers, we have installed 13
guidance monitors above all of the baggage carousels in the Customs inspection are:
working to improve convenience for customers. (August 2016 onwards)

. s Welcome
Xrooo toTokyo

Apart from access methods to ground transportation from the arrival lobby, we are improving guidance to the free
shuttle bus stop for domestic flights, domestic connections counter, aterminal hotels and shops.

As at November 201



Request for special bags that travelers can us TI I:IT
for liquids when transferring between flights
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Please provide sealed bags for use when transferring to international flights so we can use them
for bottles of alcohol and so forth purchased from ditye shops(Gentleman, Japan

| saw someone buy sake ldanedaAirport only to have it confiscated when transferring to a
connecting flight at a different airport. | think you should provide clear, sealed bags for liquids that
allow people to see the purchased item and receipt from the outside. (Lady, Japan)

It would be good if items purchased via duty free were sealed for connecting flights.
(LadyUK)

We have added STEBs* at some ddfitge shops in the airside area and strived to make
these bags available for purchase by customers buying more than 100 ml of liquid products

* STEBs: Security tamper evident bag. Designed according to a set of internationally adopted rules, these special bagardrte prevent tampering with items
contained therein.

Caution: STEBs are not recognized in certain countries you may pass through in your travels, meaning that items contaiegdnitay not pass inspections when
you transfer between flights outside of Japan. Furthermore, please understand that the final decision regarding the allowanefisal of STEBsealed items lies
with the safety officer in charge of inspections. Additionally, please note that standard restrictions on liquid amountsydpplproducts purchased outside of the
airport or in publicuse sections of the airport, and you may be required to check such liquid products in your baggage.
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O TIAT DUTY FREE SHOP CENTRAL

COSMETICS BOUTIQUE SOUTH

BVLGARI

HERMES

CARTIER

Salv atore Ferragamo

OMEGA

BOTTEGA VENETA

Chloe

Victria's Secret

Montblanc

TIAT DUTY FREE SHOP NORTH

TIAT DUTY FREE SHOP SOUTH

TOKYO SOUVENIR SHOP SOUTH

TOKYO SOUVENIR SHOP NORTH

COSMETICS BOUTIQUE NORTH

TIATDUTY FREE PICK UP

Shops offering STEBEAin total)



Request for easieto-use outlets
for charging electronic devices TI FlT
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I

Please install benches or similar seating in the mobile phone charging areas, as I'm warried
about leaving my smartphone unattended while it chargéspan)
There aren't enough places to charge electronic devices. Please add more USB charging

ports. (Lady, China)
Add power plugs/strips/charging stations near thates.(Lady,USA)

We installed poletype charging stations (each with 2 standard outlets and 4 USB charging
ports) between waitingarea chairs in 198 locations throughout the airside area, where
demand for more chargers has been high, so users can sit down while their devices are
charging. We also added a countgrpe charging areavith 12 electrical outlets near gate 147.

Countertype

[ 148 | 147 146 145

Poletype




Request for easieto-understand list of TI I:IT
activeairline companies on the observation decl
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Please add country names along with each airline company name on the observation deck's
sign (displaying companies' tail designd.ady, Japan)

The logos are out of date on the active airline operator list posted on the observation deck. |
think it would make a lot of kids happy if you updated this disgl@gntleman, Japan)

We replaced the old taiblesign display signboard with a digital signboard and added the home
country of each airline company. In addition, we added information on visible landmarks such as
TOKYO SKYTREE, the various vehicles used throughout the airport, airport facilities, and other such
details to make the observation deck an enjoyable space for as many visitors as possible.

BETICRZZDRBCNE? BORITRIZBAIESS? i
O | Lhwuusm 1  Whataitline i that? I Lo 4 EGLI s




Request for installation of scales
to measure luggage weight TI I:IT

Terminal
I

It would be handy if luggage weigbheck spots were available near the chatlkcounters
(Gentleman, Japgn

Adding scales for weighing of luggage prior to chackould make things move along a lot more
smoothly.(Gentleman, Japgn

Please provide weighting scale so customers can check the weight of their baggage before
checking in(Lady, Switzerland)

We added luggagsveighing equipment at the north and south ends of the thiftbor
departure lobby

Pleasenote that weights obtained using these scales are only approximations for reference purposes.
Airlinecompanies make more precise weight measurements when luggage is checked,
soplease confirm final weights with your flight's operating company.




Request for chairs in the airside area
that can be used for napping TI FlT

Would it be possible to install reclining chairs so we could take naps while veditiady,

Japan
This is a 24hour airport, so there ought to be more places for users to rest and.relax

(Gentleman, Japan
Should have a place fpassengersvith long transit hours to sleep ifLady,ndonesia

In order to provide greater comfort to users spending long amounts of time in the airport
while waiting for connecting flights and so forth, we have added 17 relaxation chairs

(equipped with electrical outlets) in the airside area.

Hectrical outlets




There I1s no information counter
In the airside area. Tl FIT
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| would like it if an information center was available after passing through the outbound
Immigration procedures area. (Gentleman, Japan)

It would be nice if there was an information desk in the airside atesdy, Korea

It was inconvenient for me because there was no information around hieagly, Singapore

~ We have added information counters near the central and north outbound customs and immigration
inspection areas. In the future, we hope to find new ways to provide support for air terminal users and
make them more comfortable.

Central (open 24 hours)




Request for a wrapping service TIAT &

HanedaAirport still doesn't have a wrapping service. This is very inconvenient for travelers
with cardboard boxesPassenger, China

| would like you to provide a machine for wrapping suitcases in protective tape, because
suitcases are often thrown around and damaged at airports. (Lady, Japan)

| just wish that you can provide luggage wrapping servigeady, Malaysia)

We started a wrapping service for a fee at the-Bobr temporary baggage storage, where
baggage can be wrapped in stretch film.
http://www.haneda-airport.jp/inter/premises/service/delivery.html#wrap

the 3rdfloor temporary baggage storage We started a wrapping service for a fee.



