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We provide passenger
services, baggage handling,
airfreight handling,

apron services, inflight
catering, aviation
security, and airline
linen laundering.
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Developments at the SATS
Group during the year in review
continued apace, in line with
our efforts to stay at the
forefront of the industry.

Investments In State-Of-The-Art Facilities

Investment Overseas
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SATS has always stressed
the importance of providing
exceptional customer service
in all areas of its business.

Increasing Customer Base Delivering Exceptional Customer Service



Awards & Accolades

United Airlines International
Catering Award

Qantas Airways/British Airways
Best Station Award

All Nippon Airways
Overseas Best Caterer Award (Bronze)

British Airways “Partners In Excellence”
Silver Award

Cathay Pacific Airways
Most Consistent Caterer Award

Qantas Airways “Airport Services
Purchasing Ground Handling Supplier” Award

Qantas Airways “Airport Services
Purchasing Supplier” Award

Australian Business/Higher Education
Round Table Outstanding Achievement in
Collaboration in Education & Training Award
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SATS served
a total of 24 million
passengers at Singapore
| Changi Airport,
— an increase of 10.6%
. over the previous year.




SATS is committed

to providing caring and
efficient service to all
our passengers.

Passenger Handling

As a service-oriented company, SATS has always
been committed to making improvements for the
comfort of airline passengers. In June this year,
SATS Premier Lounges in both terminals, set up
for airlines that do not have their own lounges,
renovated their premises and expanded the range
of refreshments provided.

In October 2000, we started providing check-in and
gate boarding services for Lufthansa German Airlines.

Passengers requiring special assistance such as
the wheelchair-bound, unaccompanied children
and the elderly can make use of the Special Services
Lounges at each Passenger Terminal, which were
redesigned and moved to bigger premises.
Passengers requiring help with lost baggage can
approach our mobile service desk at the baggage
claim belt. The Transfer Counters were also
redesigned using a Lounge concept. Instead of
row-queuing, a queue number system is now used.
Passengers can now wait in comfort on sofa seats
until their queue numbers are called. These are
examples of our continuing efforts to be more visible
and accessible to the passengers, thus enhancing

their convenience and comfort.

We have formed a Products and Services Development
committee to keep abreast of industry trends and
come up with new products and service innovations.
Several ideas leveraging on information technology
are being worked on and we expect to implement
these in the coming year.
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i SATS handled

; a total of 75,560

flights at Singapore

Changi Airport,
= an increase of 4.6%

over the previous year.




Our target for baggage
delivery is one of the most
challenging amongst

the world’s major airports.

Baggage Handling

Any passenger would agree unreservedly that
having one’s baggage miss the flight or mishandled
would spoil one’s travelling experience. That’s why
SATS’ baggage handling unit has continually strived
to keep the number of mishandled cases to a

bare minimum.

There are several reasons why baggage can be
mishandled, for instance, insufficient flight
connecting times or staff error. To achieve service
excellence, we have set a target of having fewer
than 1.1 pieces of mishandled baggage per 10,000
departing passengers. In addition, we have also set
a target of delivering the first bag on the baggage

claim belt within 12 minutes of an aircraft’s arrival.

We have consistently met these targets, thereby
assisting Changi Airport to maintain its leading
position as a world-class international aviation hub.

In July 2000, SATS Baggage Services, SIA Ground
Services and the team of SIA staff stationed in
Kuala Lumpur were part of a forum to discuss
ways to improve baggage handling for transfer
passengers on the Singapore-Kuala Lumpur-
Singapore shuttle flights. We also participated
in numerous discussions with the Civil Aviation
Authority of Singapore and our airline clients
on industry trends and developments to further
improve our baggage handling performance.
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Cargo and mail handled
by SATS increased by
6.1% to 1.43 million

tonnes in FY200L1.




Our cargo facilities

are now fully-integrated
with an efficient cargo
operations system,
COSYS.

Airfreight Handling

We have constructed a new airfreight terminal
(AFT6), equipped with a fully-automated material
handling system capable of handling 800,000
tonnes of cargo a year. Built at a cost of $270
million, AFT 6 is one of the most sophisticated
airfreight facilities in the world. We began phasing
in operations in April 2001, and expect the facility
to be fully operational by September 2001.

We began construction of our second express
courier centre (ECC2) in May 2000. Costing

$30 million, ECC2 is expected to be operational
in September 2001. This 180,000 tonne-a-year
purpose-built facility will be used mainly by DHL
Worldwide Express to expand its operations hub
in Singapore.

With AFT6 and ECC2, our total cargo handling
capacity will increase by 75% to 2,270,000 tonnes

per year.

In February 2001, we cut over a client server-
based warehouse management system, the Cargo
Operations System (COSYS), in all of our airfreight
terminals. This user-friendly, integrated system
will help our staff provide more accurate information
to customers such as real-time status of their
cargo shipments. Additionally, hand-held Radio
Frequency (RF) Data Terminals and the RF Tag
Identification System will be progressively linked
to COSYS, thereby enabling faster and more
efficient tracking of shipments.
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We invested $3.8 million

to renew and expand our ground
support equipment, ensuring safe
and efficient handling of a wide
variety of aircraft types.

Apron Services
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SATS prepared a
total of 22.9 million
meals in FY2001,
an increase of 9.5%
over the previous year.




Inflight Catering
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Aviation Security Services

Our reputation as a regional
specialist in the aviation
security industry has earned
us recognition and awards.
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Airline Laundry Services

ALLS provides laundry
services to 32 airlines and
17 other organisations.



