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1. Introduction

At Fraport Greece, we deliver airport experiences that are safe, efficient, welcoming and human-centered,
reflecting the warmth of Greek hospitality. Operating regional airports that serve millions of leisure travelers
and first-time visitors — especially during busy summer periods — we understand that every interaction shapes
the passenger’s perception of the airport, the region and Greece itself.

Our commitment is to place the passengers at the center of everything we do. Through consistent service
standards, professional behavior and proactive assistance, we aim to ensure that every journey through our
airports is clear, supportive, inclusive and reassuring, even in high-traffic conditions. We are here for all
passengers, regardless of background, language, ability or travel experience.

For clarity and consistency throughout this Manual, when we refer to “Customer,” we exclusively mean
passengers and visitors, including meeters and greeters.

This manual provides airport personnel, partners and contractors with practical guidelines and best practices
to deliver a smooth, positive, and dignified passenger experience at every touchpoint. It defines expected
behaviors, service standards and performance principles that support efficiency, professionalism, courtesy and
empathy across all Fraport Greece airports.

By applying these standards consistently, we strengthen passenger trust, enhance satisfaction and contribute
to the long-term sustainability and reputation of the airport as a reliable and welcoming gateway to the regions
we serve.
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2. Guiding Principles (Apply to All Touchpoints)

2.1. Service Promise

We deliver safe, efficient, welcoming and human-centered airport experiences, even during peak congestion,
reflecting Greek hospitality and the unique character of each region we serve.

We recognize that for many passengers, our airport is their first and last impression of Greece.

2.2. Core Behaviors

All staff, partners and contractors must consistently demonstrate:

e Courtesy & Respect
Polite, calm, and culturally sensitive communication must be maintained at all times, regardless of
pressure, workload or passenger behavior. Staff should not raise their voice, shout, or use an
aggressive or dismissive tone, even in noisy, busy or stressful situations.

e Proactivity
Anticipate passenger needs, especially in unfamiliar environments and offer help before confusion or
frustration arises.

e Clarity
Provide simple, accurate, and consistent information, recognizing that many passengers are non-
native speakers and/or first-time visitors.

e Ownership
Take responsibility for the passenger’s experience until resolution or a clear and warm handover to
the appropriate party.

¢ Inclusivity — “We are here for all”
We provide equal, respectful and dignified service to every passenger, regardless of age, ability,
background, identity, culture or personal perspective. Everyone is welcomed, supported and treated
with care, even if their views, needs or circumstances differ from our own.

2.3. General Customer Service Principles

All airport staff act as ambassadors of the airport and the destination and therefore are entrusted to:

e Greet passengers warmly and professionally whenever interaction occurs.

e Provide clear, concise and honest information.

e Always behave in a respectful, friendly and approachable manner.

e Be proactive in assisting passengers.

¢ Handle complaints with empathy, efficiency and fairness.

e Ensure passengers with disabilities and reduced mobility (PRM) receive timely and dignified
assistance.

o Understand that service quality directly shapes the overall perception of the airport, the region and
Greece

e Maintain a passenger-centric focus by placing passenger comfort and dignity at the center of every
action.

2.4. Customer Service Techniques
Airport staff are expected to:
e Introduce themselves and proactively offer assistance.

e Use positive body language, friendly facial expressions and open posture.
e Maintain visible availability, even during busy/peak periods.

Fraport Greece Version number: 01.00 Page: 8/16
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Practice active listening to fully understand passengers’ needs.

Use supportive language, especially during delays, queues or unexpected disruptions.

Adapt communication style based on passenger profile, language ability and emotional state.

Give passengers accurate answers in simple language, avoiding technical terms, abbreviations, or
aviation jargon, so everyone can understand and feel confident.

e Remain calm, composed and solution-focused in challenging situations.

2.5. Appearance Guidelines

A professional appearance reinforces passenger confidence and trust, such as to:

Maintain a neat, clean and professional appearance always.

Wear designated uniforms correctly and ensure they are clean and well-maintained.

Follow grooming standards, including tidy hair and minimal accessories.

Maintain a polished and approachable image with good personal hygiene, always conveying
professionalism.

e Ensure name badge/identification is always visible, clean, and properly worn, so passengers can
identify staff easily.

2.6. Airport Information & Assistance

Given the high number of passengers and first-time visitors, airport staff must:

e Be knowledgeable about airport layout, key passenger flows and facilities.

e Provide clear directions using simple language and visual references.

e Direct passengers to the appropriate airport stakeholder or requested facility and, whenever possible,
escort them rather than just pointing, ensuring guidance is clear and supportive.

2.7. Handling Complaints & Difficult Situations

During congestion, disruptions or peak summer operations where passenger anxiety is evident, airport staff
shall:

Listen attentively and acknowledge passenger concerns with empathy and without interruption.
Remain calm, respectful and professional at all times, regardless of pressure or passenger behavior.
Apologize when appropriate and explain next steps clearly.

Provide solutions within defined responsibilities and escalate issues promptly when needed.

Adhere strictly to established procedures for baggage issues, delays and cancellations.

Document incidents when required to support follow-up and continuous improvement.

Communicate clear and simple information that passengers can easily understand, without placing
blame on other parties.

Critical incidents must be reported and escalated immediately without delay.

e Avoid public disagreement between staff in front of passengers.

¢ Manage internal issues discreetly and de-escalate professionally.
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3. Performance Framework

3.1. Measurement Pillars

Service performance is evaluated through:

e Passenger Satisfaction Feedback
Passenger comments, Fraport Greece surveys, Airport Service Quality (ASQ) surveys, Google
Reviews, Customer Satisfaction Terminals (Smileys)
e Operational Efficiency
Waiting times, passenger throughput, peak-period flow management
e Compliance
Procedures, contractual SLAs
e Behavior & Attitude
Audits, observations, inspections and mystery shopping programs

Some of the above elements may not be fully active at present but are included as part of the progressive
implementation framework.

3.2. Touchpoint Standards

3.21. Access to Airport & Landside Arrival

Touchpoints: Roads, parking, drop-off zones, public transport, signage.

Service Standards
e Parking operators maintain clean, neat and well-organized facilities at all times.
e All vehicles, including taxis, buses, vans and private cars, comply with applicable traffic regulations
and Fraport Greece guidelines while on airport premises.
e Passenger comfort and convenience are always prioritized.

Staff Behaviors

Airport Staff (Passenger Assistance Focus):
e Provide clear guidance and directions to passengers at entrances, drop-off zones and transport points.
e Assist passengers with questions as required.
e Ensure pedestrian routes are accessible, respecting PRM priority areas.

Drivers (All Vehicles):

Always follow traffic rules and airport regulations.

Drive courteously and considerately toward passengers and other road users.

Assist passengers when needed, e.g., with directions, in a polite and professional manner.
Respect priority areas (PRM zones, drop-off points) and avoid obstructing pedestrian routes.

Parking Operators:

Behave professionally and courteously toward passengers, providing guidance when needed.
Maintain cleanliness in parking areas and vehicles.

Proactively assist passengers by providing clear guidance, directions and information when needed.
Demonstrate a customer-focused attitude, showing empathy and patience toward passengers’ needs.

Performance Indicators
e Passenger satisfaction feedback
e Fraport Greece survey indicators
e Cleanliness and condition inspections
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e Behavior observation feedback

3.2.2. Terminal Entrance & First Impression

Touchpoints: Terminal entrance, visible airport staff.

Service Standards
e Clean, well-lit and obstacle-free entrances.
e Friendly and supportive approach, offering assistance proactively to passengers who appear anxious,
confused, or in need and responding promptly when help is requested.

Staff Behaviors
e Smile, maintain eye contact and use open body language.

Performance Indicators

e Passenger satisfaction feedback
Fraport Greece survey indicators
Behavior observation feedback
Mystery shopper greeting scores
Cleanliness inspection results

3.2.3. Check-in, Bag Drop & OOG Points

Touchpoints: Counters, self-service kiosks, queues.

Service Standards

e Accurate and consistent information provided at first contact.

e Clear and effective queue management, adapted to seasonal peaks and operational demand,
ensuring smooth passenger flow and reduced waiting times.
Reasonable priority given to families to support convenience and comfort.
Provision of priority for passengers requiring assistance (PRMs) in line with accessibility principles.
Visible staff presence to monitor queues, offer guidance and redirect passengers when needed.
Clean, organized, and professional check-in counters, with only essential information and equipment
visible to avoid confusion.
e Self-service kiosks are supported by staff when assistance is required.
e Set up, move, and remove equipment or barriers without blocking or disturbing passengers.

Staff Behaviors

e Use a calm, reassuring, and professional tone, especially during delays, peak periods, or system
disruptions, to reduce passenger stress and maintain confidence.

e Provide clear, simple explanations of processes and next steps.

e Demonstrate patience and active listening, allowing passengers time to ask questions and express
concerns.

e Adapt communication style to passenger needs, including language level, cultural differences or
accessibility requirements.

e Remain visible and approachable within the check-in and bag drop area, offering proactive support
before issues escalate.

Performance Indicators
e Average waiting time in queues
o Passenger satisfaction feedback
e Behavior observation feedback
e Mystery shopping
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3.24.

Boarding Pass Control & Security Screening

Touchpoints: Queues, preparation zones, screening lanes.

Service Standards

Clear and visible preparation instructions displayed in preparation zones and queues, supported by
staff explaining key steps directly to passengers in preparation zones and queues.
Consistent, fair, and respectful application of security rules to all passengers, without discrimination or
assumptions.
Clear explanation of specific security procedures, including:

o Preparation requirements before reaching the screening lane

o Correct placement and handling of personal and fragile items (watches, sunglasses,

electronics and other items).

o Liquids and gels restrictions, including container size and bag requirements.
Well-organized queue management, ensuring smooth flow and minimizing congestion or confusion.
Clear identification and guidance for Fast Lane—eligible passengers, with visible signage and staff
support to prevent misunderstandings.
Proactive staff support in preparation zones, helping passengers get ready before reaching the
screening point to reduce delays and re-screening.
Calm and professional communication, especially when correcting passengers or during high-traffic
periods.

Staff Behaviors

Communicate firmly, respectfully, and patiently, ensuring passengers understand security procedures
without feeling rushed or reprimanded.

Always maintain a neutral and calm tone; avoid shouting, sarcasm or dismissive behavior, even during
peak periods or system disruptions.

Provide additional care and guidance to families, elderly passengers and PRMs, anticipating their
needs and offering clear, step-by-step assistance.

Inform passengers politely when needed, explaining the regulation and guiding them on the next step,
without creating embarrassment or tension.

Remain approachable and visible in preparation zones and queues, proactively offering support before
passengers reach the screening lanes.

Professional handling of language barriers, seeking immediate support from a colleague if
communication is difficult, while maintaining a calm and professional demeanor.

Performance Indicators

3.2.5.

Waiting time targets

Passenger satisfaction feedback
Behavior observation feedback
Mystery shopping

Passport Control Queuing (When Applicable)

Service Standards (passenger guidance only)

Clear queue management adapted to seasonal peaks and EES provisions.
Priority handling clearly indicated for eligible passengers (families, PRMs).
Signage visible and legible, so passengers can self-navigate when staff is not present.

Staff Behaviors

Professional and polite when guiding passengers toward queues.

e Use clear directions or hand signals to indicate lane choice and queue position.
e Provide extra support for families, PRMs, or first-time travelers when present.
¢ Remain visible but unobtrusive, assisting only as needed.
Fraport Greece Version number: 01.00 Page: 12/16
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Performance Indicators
¢ Waiting time targets
e Passenger satisfaction feedback
e Behavior observation feedback

Note: Passport Control operations are managed by the Hellenic Police. Fraport Greece staff or other airport
employees do not intervene in immigration procedures. Fraport Greece’s role is limited to passenger guidance
and queue support, when required.

3.2.6. Commercial Areas (Retail & Food & Beverage)

Service Standards

e Clean, accessible and welcoming spaces, ensuring all passengers can move comfortably.

e Transparent pricing and clear product presentation, so passengers can easily understand offers,
promotions and product options.

e Well-organized layout, making it easy to find products or services.

e Inclusive facilities, such as seating, wheelchair access and signage in multiple languages, where
possible.

e Goods and supplies are transferred and replenished efficiently, without obstructing passenger flow.

Staff Behaviors
e Acknowledge customers promptly upon entering the area with a friendly and professional greeting.
e Offer assistance proactively but without pressure, respecting passengers’ personal space and cultural
differences.
e Demonstrate product knowledge clearly, providing information when requested.
e Maintain professionalism at all times, ensuring a welcoming environment.

Performance Indicators
e Passenger satisfaction feedback
e Behavior observation feedback
e Mystery shopping
e Inspections

3.2.7. Waiting & WC Areas

Touchpoints: Seating areas, Baggage trolleys, WC facilities.

Service Standards

e Facilities are clean, functional, and clearly signed, ensuring easy access for all passengers, including
PRMs.

e Reported issues are addressed promptly, including maintenance defects, supply shortages, or
hygiene concerns.

e Supplies and amenities are always available, e.g., toilet paper, soap and paper towels.

e Seating areas and WC facilities are accessible and usable by passengers with reduced mobility.

e Baggage trolleys are intended only for passenger use.

Staff Behaviors

Airport Staff:
e Assist passengers in locating seating areas, WC facilities and baggage trolleys.
e Maintain a professional, non-judgmental approach, especially when supporting PRMs or passengers
using accessible facilities.
e Report any cleanliness (including spills), maintenance, or supply issues promptly to the appropriate
contact point of Fraport Greece.
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Cleaning Contractor:
e Ensure facilities and seating areas are cleaned and maintained according to service standards.
e Restock supplies and amenities consistently.
e Respond quickly to reported hygiene concerns, supply shortages or spills.

Performance Indicators

Inspection results

Service Provider's SLA requirements
Passenger satisfaction feedback
Behavior observation feedback
Mystery shopping

3.2.8. Boarding Services

Service Standards

e Clear, timely and multilingual boarding announcements, following airline and Fraport Greece
guidelines.

e Organized queues, with consistent application of priority boarding (families, PRMs, eligible
passengers), following airlines’ guidelines.

e Timely, accurate and consistent information across all channels (announcements, screens, staff).

e Highly visible staff presence, especially during disruptions or peak periods, to guide passengers and
answer questions.

e Set up, move and remove equipment or barriers without blocking or disturbing passengers.

Staff Behaviors

e Remain calm, confident and proactive when managing crowds or queues.

e Use a clear voice and reassuring body language to guide and inform passengers.

e Avoid blame, speculation or conflicting messages, especially during delays or disruptions.

o Provide information consistently, answering passenger questions and guiding them to the correct
boarding lanes.

e Follow airline and Fraport Greece guidelines for public announcements, including multilingual
communication where applicable.

e Handle disruptions professionally, maintaining order and reassurance while coordinating with all teams
involved.

e Ensure passengers in need of information are never overlooked.

Performance Indicators
e On-time boarding readiness
Passenger satisfaction feedback
Staff visibility and responsiveness during normal operations and disruptions
Information update frequency
Behavior observation feedback
Mystery shopping
Inspections

3.2.9. Embarkation & Disembarkation Services

Service Standards
e Clear guidance and directions for passengers during boarding and deboarding, whether on foot or by
bus.
e Communication of any delays or changes promptly to passengers to reduce uncertainty and stress.
Staff Behaviors
e Greet passengers warmly and offer assistance proactively when needed.
e Provide clear, simple instructions, ensuring passengers understand boarding and disembarkation
procedures.
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e Maintain a calm, courteous and professional attitude, adapting support to passengers’ needs.
e Monitor passenger flow and intervene when necessary to ensure passenger comfort.
e Assist passengers boarding or disembarking buses and walking to/from aircraft in a dignified manner.

Performance Indicators

Passenger satisfaction feedback
Behavior observation feedback
Mystery shopping

Inspections

3.2.10. Arrival Experience

Touchpoints: Arrival entrance, Passport control (when applicable), Baggage reclaim, lost & found services,
Customs & arrival exit, car rental services.

Service Standards

e Clear queue management adapted to seasonal peaks and EES provisions.
e Priority handling clearly indicated for eligible passengers (families, PRMs).
e Signage visible and legible, enabling passengers can self-navigate when staff is not present
e Clear guidance to the baggage reclaim, including directions and staff support if needed.
e Accurate, visible, and updated flight and baggage belt information for smooth passenger flow.
¢ Responsive lost & found services, ensuring passengers can report and track missing items efficiently.
e Friendly and helpful assistance to passengers with enquiries and requests for guidance or entry in
arrivals hall.
Staff Behaviors

e Act professionally and politely when guiding passengers toward queues.

e Provide clear directions or hand signals to indicate lane choice and queue position.

e Remain visible but unobtrusive, assisting only as needed.

e Proactively support passengers with baggage-related inquiries, including directing them to the correct

belt or lost & found point.

Demonstrate empathy and patience, especially with tired, confused or distressed passengers.

e Maintain professional, calm, and approachable demeanor, anticipating passenger needs and
questions.

o Assist PRMs, families and first-time travelers, providing guidance and reassurance throughout the
arrival process.

Performance Indicators

Waiting time targets

Baggage delivery time
Passenger satisfaction feedback
Behavior observation feedback
Mystery shopping

Inspections

Note: Passport Control operations are managed by the Hellenic Police. Fraport Greece staff or other airport
employees do not intervene in immigration procedures. Fraport Greece’s role is limited to passenger guidance
and queue support, when required.

3.2.11. PRM & Accessibility Services

Service Standards
e Clear communication and coordination, ensuring the passenger knows what assistance is available
and when.
e Airport and procedures awareness to provide accurate information and assistance.
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Staff Behaviors

Ask before assisting and respect passenger autonomy; do not assume needs.

Communicate directly with the passenger.

Demonstrate patience, empathy, and professionalism, adapting support to individual needs.
Inform passengers proactively about waiting times, airport processes and available facilities.
Provide assistance promptly and appropriately, following the guidelines in the relevant manual.
Maintain confidentiality and discretion.

Performance Indicators

Passenger satisfaction feedback

Assistance response and completion times
Providers’ compliance audits and inspections
Providers’ SLA requirements

Behavior observation feedback
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