
 

 

 

 AIRLINE TERMINAL & 
SERVICE QUALITY 

MANAGEMENT 



CUSTOMER SERVICE MANAGEMENT 

 Customer Relationship Management in Airlines Sector 

 

 Passenger Management 

 

 Passengers with Special Needs – Management of Medical      
Condition 





 



CRM PROGRAM : ESSENTIALS 

 Identify customer success factors 

 Create a customer-based culture 

 Adopt customer-based measures 

 Develop an end-to-end process to serve customers 

 Recommend what questions to ask to help a customer solve a 
problem 

 Recommend what to tell a customer with a complaint about a 
purchase 

 Track all aspects of selling to customers and prospects as well as 
customer support 



E- CRM 



E- CRM 



AIRLINE e-CRM MODEL 

 

 



PASSENGER MANAGEMENT 

 

 

 



PASSENGERS WITH SPECIAL NEEDS AND MEDICAL 
CONDITIONS 

 Medical Confidentiality 

 Insurance and Disability 

 Medico-Legal 

 Customer Relations 

 



HUMAN RESOURCE MANAGENT 

Building Airline Management Leadership  

 Management of Ground Handling Staff  

 Management of Airline Crew Members  

 Fatigue Risk Management Systems 



BUILDING AVIATION MANAGEMENT LEADERSHIP 

Team Building 

 Training 

Human 
Factors 



 MANAGEMENT OF GROUND HANDLING STAFF 

Passenger Services Other Services Management Duties 

Arrival service Cargo and mail services Training 

Check-in service Central departure control Ramp Services 

Gate service Consulting services Baggage handling 

Irregularity services Crew services Interior cleaning 

Lost and found Financial services Cooling/heating 

Lounge services Flight Deck Operations De-icing/anti-icing 

Security and VIP service Manual development Load control and Loading/unloading 

Transfer service Medical services Marshalling 

  Ships library Moving of aircraft 

  Surface transportation Parking 

  Systems development Pre-departure inspections 

  Ticket sales Ramp fueling/De-fueling operations 

    Ramp to flight deck 
communications 

    Safety measures 



MANAGEMENT OF AIRLINE CREW 
MEMBERS 



FATIGUE RISK MANAGMENT SYSTEMS (FRMS) 



ICAO 5 DEFENSIVE LAYERS (OR LEVELS OF CONTROL IN MANAGING FATIGUE RISK) AGAIST AN 
ERROR TRAJECTORY ANALOGOUS TO REASON'S- SWISS CHEESE MODEL 



SAFETY MANAGEMENT SYSTEM 



RISK ASSESSMENT/ MANAGEMENT 
PROCESS 



 ICAO’s 10 Steps to SMS Essential FRMS Elements 

1. Planning - Non-punitive Fatigue Risk Management Policy 
- “Just Culture” 

2. Senior Management Commitment   

3. Organisation - Fatigue Management Steering Group 

4. Hazard Identification - Fatigue Risk Assessment Tools 
- Crew Fatigue Reporting 

- Employee Communication Channels for Feedback 

5. Risk Management - Strategic, Scientifically-Driven Crew Scheduling 
- Validated, Timely Fatigue Mitigation Strategies 
-Data driven processes for monitoring 
alertness 

6. Investigation Capability - Procedures to Investigate and Record Fatigue-Related Incidents 

7. Safety Analysis Capability - Data Collection & Assessment 

8. Safety Promotion & Training - Education and Awareness Training Programmes 

9. Safety Management 
Documentation 

- Documented SOPs for FRMS Implementation 

10.Oversight and Performance Monitoring - Operator Internal Audit Programme 
- FRMS Validation Programme 
- Safety Performance Measurement 



AIRLINE SCHEDULE PLANNING AND 
DEVELOPMENT 

  Concept of Schedule Planning  

  Mission of Scheduling  

  Equipment Maintenance  

  Flight Operations and Crew Scheduling  

  Ground Operations and Facility Limitations  

  Schedule Planning and Coordination  

  Equipment Assignment and Types of Schedules 

  Hub and Spoke Scheduling  

  Data Limitations in Airline Scheduling 



AIRLINE FLEET PLANNING AND 
MANAGEMENT 



Thank You 


