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Metro Airport moves from bottom to top in customer satisfaction

Y JOMN RALL
CORRESPCNDENT

It wasn't very long ago that
the Detroit Metropolitan
‘Wayne County Airport was the
butt of a lot of bad adjectives -
“crowded,” “unfriendly” “dirty”
etc. In & 2001 survey of 20
mejor metropolitan airports by
1.D. Power and Aswciates,
Metro Alrport ranked fourth
from the bottom in its cua-
toiner satisfaction suevey. In
the 2002 survey, the airport
ranked {our{lv?;nm :hcrm,..

“The airport improved in
almost every categnry except
baggage ctaims,” said Mike
“Taylor, senior director of travel
services at J.D. Power &
Associates, *Detroit
Metropolitan Airport is near
the top in all of the major cate-
gories including arrivals, check-
ins, security, ete,

“The old terminal squeezed
everybody in - it was confusing,
noisy, got dirtier faster. The
new terminal is spacious,
bright, open and you are not
bumping into people with the
litle rolling carts” -

Mike Conway, Detroit
Metropolitan Airport director
of external relations is also
aware that the airport has come
a leng way since before its con-
struction of the $1.% billion
McNamara (Midfield) termi-

nal, which opened in February
2002, °I remember when we
were getting bombarded with
negative headlines based on
survey results showing Detroit
Metropolitan Airport as very
anfavorable.” said Conway. “We
knew that a new road and new
ninwity and a fabulous new ter-
minal were all under construe-
tion, so all we could say was;
“Wait ‘till next year',

“Next year is now here and
the survey tesultx are now
extremely favorable, The new
tunway impreves on-time per-
formance. The new road
impraoves vehicle access, We've
doubled the parking and curb
front capacity, and the beautiful
new 97-gate McNamara
Terminal with 65 shops and
restaurants has pushed us near
the top in customer satisfaction
surveys.”

The J.D. Powe- urvey exam-
ines 46 major global airports
and is based on from
more than 10,250 airport eval-
uations from consumers in

more than a dozen countries.
} )

million passengers or more
each year. The highest ranking
airport in this eategory for
2002 was Hong Kong's Chek
Lap Kok International Airport.
Only Las Vegas’ McCarran
Airport ranked higher than
Detroit among U.S. cities.

“Many of these survey
respondenta are international
travelers,” added Conway. "We
have a great advantage over
other airports now that most of
the international to domestic
connections occur in the same
building. There is no longer any
need to find a shuttle ride to
another terminal to catch your
domestic connection.”

Anather survey by a different
research group found some
very similar results. The
Netherlands-based Web site,
TravelQuality.com, ranked
Detroit Metropolitan Airport
fourth among international air
ports and the only USS. airpart
among the top five overall. The
siz-month survey received
responses from aver 21,000
teavelers. The voting took place

p were
via e-mail or by invitation from
travel-related Web sites.
Respondents lagged onto & sur-
vey that was available in seven
languages.

Detroit Metro Airport is con-
sidered a “Jarge category” air-
port, which accommodates 30

Rebeccs Medrana glves
Oxygen Bar.

overa th period ending
Nov. 30, 2002.

HAPPY RETAILERS, T00

Retail establishments in the
new McNamara Terminal can
easily understand why Detroit
has repidly moved up in the

The Express Tram approaches the north station.

plaints everyday about how
hard it was to navigate and how
dark it was,

“People are shocked when
they walk into the new terminal
and sec how casy it is to navi-
gate - and how friendly it is. It

The store, which offcrs mas-
«nges, fresh oxygen sessions,
manicures, pedicures - even
showers - is a welcome stop for
weary travelers, especiall
smongst the many other termi-
nal amenities.
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believe that the prices of goods

we carTy are competitive to
non-airport retailers.”
Manarch keeps the same

hours as most retailers, from
approximately 6:00 r.m. until
9:00 p.m, when the last Qights

satisfaction rankings. is very user-friendly. Maria Westman owns the depart the McNamara

Hassan Yazbek is the general “Most of our concessionaire  Monarch Shop, a retailer who  Terminal. But Westman has
manager and part ownerof the  friends feel the same way here.  sells high-end merchandise to siayed as late as midnight for
Online Café Bar & Grill. Yazbek  The food and t age industry lers - ing $200- who want service -
has high praise for the new ter-  is very demanding and we $300 per transaction. and who may be experiencing a
minal. “We are very proud tobe  strive to keep our customers “I have worked at over 25 dif-  delnyed flight. “The traffic dic-
a part of & world—clnss facility  happy. When they walk in ferent afrports and | am very tates when we open or close.”
like this. It hasbrought ina happy, our job is much easier”  impressed by the design of this ‘Westmin said that about 75
new image for the Detroitares.  Suzanne Letournean opened  terminal ~ and this is a well- percent of her business is from

“I give credit to the airport up her Ora! n, ged facifity,” she said, repeat customers, something
management for the waythey  in the new terminal amid “When we opened last Feb, 24 she said is *unheard of in the
planned the terminal and the objections from some of her (2002), all day long we got pos-  airport industry”
way they operate it. The culture  business associates. itive comments on how user- Happy retailers and happy
has changed - they are very “I told them we were putting  friendly the airport terminal ia.  travelers - two good regsons
responsive to us.” a ntore at Detroit Metropolitan ~ We get that all-day long now. why Detroit Metropolitan

Customers at the Online Café  Airport and they thought [was  People say that their expericace  Airport is becoming a jewel
give the new terminal high crazy” she said. “They remem-  here is greater than they Conway has his sights sct &
marks, too. "Everybody walks  ber the old terminal, expected. little higher, based on what the
into the Café happy. We have “But the ones who have visit- future of the airport holds,
not heard one negative com- ed the new terminal have called  GOOD FEEDBACK “Once the older terminals are
plaint about the new - itapl ble experi modernized, there's no reason
1 ara not kidding. In the old When people arrive at the new “The first comments wehear  why we cannot become the
terminal, where we used to terminal they get a positive are ‘Wow, we can't believe we greatest pirport in the world."

operate, we got many com-

impression of Detroit”

are in Detroit. They also can’t

2003 Town &
Country

Now get into

Qualified returning DaimlerChrysler employee
lessees can lease a 2003 Town & Country for only

$249.I:T|0 for 39mos.
$165

due at lease s

igning.

Tax, ttle, and license extra, No security deposit required.

$249/month:

Qualified returning DaimierChrysler employee lessees
can lease a 2003 Grand Cherokee Laredo for only

$249;ne for 39mos.
5144

a new Chrysler or Jeep.
vehicle up to SIX MONTHS SOONER!

Current DaimlerChrysler Gold Key Lease customers can end their lease
up to six months early when they buy or lease any new Chrysler or Jeep vehicle.’

Your choice
only

2003 Grand
Cherokee

due at lease signing.
Tax, titie, and Icense extra No security deposit required.

% *3500

OR
CASH ALLOWANCE"

$1,000 to $3500, depending on model

FULLY TRANSFERABLE
POWERTRAIN LIMITED

WARRANTY"

 SEE YOUR CHRYSLER AND

©.- JEEP SUPERSTORES."

or (D% APR FINANCING®

Every new 2003 Chryster or Jeep, vehicle receives 2 7-year/70,000-mile engine
and transmission imited wamanty that pretects the hardest-working pats of
yout vehicle. You don't get that trom Ford, Chewy, or Toyota,

Hurry, It All Ends February 28!

mmwawmmmmmmmmm%& Custormes s responsidle 1 foes and chares due 07 ther exsting

W heﬂmpl:edb/wm%g)u or affiate: they canook be appiied o your new vehle kase o purthase. Must lake retai delvery by 2728003, “Fox qualied returning

DamierChrysler etaployee lessees based on MSRP example o puummmnmmsu. , which mcludes the down paymer! of $1,410 and frst month payment of $243. Sexurity dedas?t 1s wanved for qualfied lessees. Tax. tre. and
licerse extra, Tor excess weat and mieage of $.20mae fx each mite over 12,000 mies per  vehicle Is returmed ot end of term. mmma‘mma:mﬂem poce. Each parhapating dealer's achual terms may vary. Lease ofter
theough Chryslor Financial Corporation. Residency restrichons apoly. Must take retad desivery by . retuning Do £ Tessoes based on MSRP exampie o 26€ psg Tota! due 31 lease sgng 1§ $1443, whh includes
the down payrent of $1,200 and first month's payment of $249. Securly depost s wakved for quatified lessees. T, tite, and hoerse extra. Pay lor excess weat :mmxag: of $.20'miie for e2ch mile over 12,000 miles per year, i vehxle 1 refumed
atend of ferm, Option 1o by 3l lease end &t pre- ted price. Each parbcipating dealer's actual teems may vary. Lease dlfer through Cheysiet Financial Corporaton. Residency tesincbins anply Must take retak delvery by 22803, "Residey
restrictions apply. *Fancing for quakified buyers of modets. Exclixies Toan & County oX 2nd eL. **7-year or 70,000-mike Powertrain Limied Warranty on afl new Chrysles vehices. Sec dadter 1or a ooy of thes kmited wamanty A daduchble apolies.
-
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account, See dealer Tor detats, Note: The funds 1o cover your )




