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Benvenuto
a Milano Linate

In 2023, the SEA Group airports of Milan Linate and Malpensa
saw a return of traffic equal to 2019 levels, recording a total of
35.3 million passengers, up 22% compared to the past year. Both
airports aimed to improve the passenger experience in 2023,
placing customers at the center of their projects and activities,
investing in the restyling of the terminals and introducing other
innovations that have further improved the customer experience.

SEA is pleased to announce that Malpensa has returned to its
place among the top 30 best-connected airports in the world.
Furthermore, the SEA Group’s commitment to the environment
continued through specific short and long-term actions. This
made it possible, in 2023, to reduce Co2 emissions by 37.4%
compared to the previous year, bringing Milan Airports ever
closer to achieving the Net Zero 2030 target.

For the first time, both Milan Airports received the prestigious

Airport Service Quality Award (ASQ) from ACI Word, positioning

them among the best European airports in 2023 in their
respective categories.

“The prestigious Airport Service Quality Award is the tangible
result of the constant work of SEA people and operational
colleagues, who, day after day, demonstrate professionalism and
commitment to guaranteeing quality services to passengers at
our airports. We are happy to have achieved this goal, but we are
aware that there is still a lot to do and we will be passionately
committed to further improving our performance.”

Armando Brunini AD SEA
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Movements to and from abroad are governed by
rules with specific limitations.

For all the details on the restrictions and excep-
tions on your travel abroad, please consult the

dedicated section on the Travel Safe (Viaggiare

Si- curi) website or on the Ministero della Salu-
te website and check the established rules in the
destination country and in any transit countries.
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ACI World certifies that

MILANO LINATE AIRPORT

has been accredited to Level 3 of the
Airport Customer Experience Accreditation programme.
This certificate recognizes your commitment to continual
customer experience improvement.

Date of issue: 6 October 2023 Date of expiry: 5 October 2024

L'aeroporto di Milano Linate prosegue il percorso di Accreditamento ACI World Airport Customer Expe-
rience Accreditation, iniziativa che si colloca all'interno del programma internazionale di benchmarking
Airport Service Quality (ASQ) e che prevede il riconoscimento progressivo dei livelli di “maturita” del pro-
cesso di gestione di tutte le attivita connesse alla Customer Experience e al miglioramento della qualita
dei servizi. Nel 2023, Linate ha ottenuto il Level 3 dell'Airport Customer Experience Accreditation.

L'Airport Council International (ACI) World, l'associazione mondiale degli aeroporti, ha attribuito all'aero-
porto di Linate il prestigioso riconoscimento Airport Service Quality Award (ASQ). Linate si € posizionato
tra i migliori aeroporti europei nel 2023, nella categoria degli scali con un traffico di 5-15 milioni di pas-
seggeri intervistati sulla qualita e percezione dei servizi aeroportuali. | giudizi per lo scalo di Linate sono
migliorati progressivamente negli ultimi anni, raggiungendo nel 2023 una soddisfazione generale (Overall
Satisfaction) pari a 4,16 ovvero la media dei punteggi attribuiti su una scala da 1 (scarso) a 5 (eccellente).

L'Airport Council International (ACI) Europe, l'associazione di categoria che raggruppa gli aeroporti europei
tramite una giuria di esperti del settore, ha assegnato allo scalo di Linate UACI Europe Best Airport Award
2023 come migliore aeroporto nella categoria degli scali che sviluppano un traffico tra 5-10 milioni di
passeggeri per l'importante lavoro svolto sui temi della sostenibilita ed innovazione. | giudici hanno ap-
prezzato l'impegno e il miglioramento continuo dell'esperienza del passeggero in aeroporto, grazie anche
allo sviluppo di tecnologie che la rendono sempre pit fluida: Smart Security e FaceBoarding.

Milan Linate airport is continuing the ACI World Airport Customer Experience Accreditation process, an initia-
tive that is part of the international Airport Service Quality (ASQ) benchmarking program, which provides for
the progressive recognition of the “maturity” levels of the management of all activities related to the Customer
Experience and improvement of the quality of services. During 2023, Linate was awarded Level 3 of the Airport
Customer Experience Accreditation.

The Airport Council International (ACI) World, the trade association of the world’s airports, has awarded Milano
Linate the prestigious Airport Service Quality Award (ASQ). Linate ranked among the best European airports
in 2023, in the category of airports with passenger traffic ranging from 5 to 15 million, based on passenger
interviews regarding the quality and perception of airport services. The ACI ASQ Overall Satisfation scores for
Linate airport have steadily improved over recent years, reaching a score of 4.16 in 2023. This is the average
of all the scores recorded on a scale from 1 (poor) to 5 (excellent).

The Airport Council International (ACI) Europe, the trade association that brings together European airports,
through a jury of industry experts, awarded Linate airport the ACI Europe Best Airport Award 2023 as the
best airport in the category of airports developing traffic between 5-10 million of passengers for its great
commitment on sustainability and innovation. The judges positively assessed the company’s commitment to
the continuous improvement of the passenger experience at the airport, partly thanks to the development of
technological innovations that make it seamless, such as Smart Security and FaceBoarding.
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The SEA Group manages the Malpensa and Linate
airports under an agreement signed by SEA and the
Italian Civil Aviation Authority in 2001, which is valid
until 2043. The Milan airport system consists of the
following airports:

MILANO MALPENSA

Milan's intercontinental airport, consisting of two
terminals. Terminal 1, which was fully renovated fol-
lowing the completion of the restyling of the Schen-
gen area, serves a wide range of domestic, interna-
tional and intercontinental destinations and offers
a diverse range of services to meet the needs of all
of the airport’s passengers. Terminal 2 is easyJet's
main base of operations in Europe, serving a broad
network of destinations. Both terminals can be rea-
ched by train.

MILANO MALPENSA CARGO

This is the national nerve center of inbound and out-
bound cargo distribution. It played a fundamental
role in 2020 due to the increase in cargo flights as a
result of both the significant influx of anti-Covid me-
dical devices, and the development of e-commerce,
consolidating its position in the following years as
the primary hub for cargo.

About 8 km from the Milan city center,
it is configured as a real city airport,
with facilities and areas dedicated to
business and shopping.

MILANO LINATE

This is the Milan airport mainly intended for fre-
quent flyer customers on national and international
intra-European routes. Located about 8 km from Mi-
lan’s city center, it is designed as a city airport, with
facilities and areas dedicated to business and shop-
ping. In 2021 the new terminal was opened with a
cutting-edge design following extensive renovation
work.

MILANO LINATE PRIME AND MILANO MALPENSA
PRIME

The airports are managed by SEA Prime S.p.A., a
subsidiary of SEA S.p.A.. Dedicated to general avia-
tion, its services and facilities provide significant
added value.
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Milan Airports have dedicated rooms for meetings
and conferences, with a maximum capacity of 90
seats. Book by the hour, for half a day or for a full
day from 9:00 am to 6:00 pm (other times available
on request).

RATES INCLUDE:
Speakers’ table with 3 stations with indivi-
dual microphone and monitors;
a PC jack for presentations;
internet connection and PC power sockets;
individual podium with monitor and 1 fixed
microphone;
4 monitors (2 in room A and 2 in room B);
audio video control room with 1 dedicated
G
registration/accreditation area with a tele-
phone line and photocopier;
space for catering set-up;
Wi-Fi connection for videoconferencing;
flip chart.

ROOM CONFIGURATIONS:
. Stalls;

. horseshoe;

. single meeting table.

Additional services can be booked on request. For
further information and bookings, please contact
meetinglinate@seamilano.eu

MilanAirports Parking
Official Airports Parking

INATE MALPENSA BERGAMO




INnNovazione

With the aim of supporting and making the innova-
tion process more effective, SEA has established
the Innovation, Quality and Continuous Improve-
ment Department, which operates across company
divisions. The objective is to promote an innovation
culture to encourage sharing and projects involving
the entire airport community, for the benefit of pas-
sengers and operators.

The management seeks to initiate the development
of new projects and to contribute to finalizing pre-
viously launched projects, paying particular atten-
tion to the application of technological and organi-
zational solutions consi- stent with the SEA: green,
touchless and seamless strategy.

Innovation projects are developed mainly in these 5

areas closely linked to the SEA Industrial Plan:
passenger experience;

«  sustainability;

. smart operational activities;

« new services and new business initiatives;

. administrative and staff processes.

Since 2023, SEA has been a member of the ACI In-
novation Forum, which brings together the main Eu-
ropean airports active in innovation processes.
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Connections to and from Linate
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Collegamenti da e per Linate

Collegamento dalla stazione San Babila allAeroporto di Linate

Limolane Srl

Aé Torino - Milano, Tangenziale Est (East Ring Road)

A7 Genova - Milano, Tangenziale Ovest, Tangenziale Est junction

A4 Venezia - Milano, Tangenziale Est (East Ring Road) A58

A1, Tangenziale Est (East Ring Road)

Societa Autostrade: 800 40.04.21.21 (in Italian) - (+39) 06 43.63.21.21 (in English)
CCISS Travel information: 1518 (toll free) www.autostrade.it

Car rental and sharing

White taxis

White cabs are available outside the Arrivals areas on the ground floor.

By bus

Linate < > San Raffaele Hospital

Linate > Milan Lambrate Station
> Milan Central Station

Linate > Piazzale Dateo
> Milan Central Station

Linate > Milano City
Exhibition Center > Rho
Pero Exhibition Center

City line 73, service with stops
ATM - www.atm-mi.it - 800 80.81.81 (toll free)

City line 923, via Segrate

Only runs during exhibitions

Flixbus - www.flixbus.it - (+39) 02 947 59 208
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Alrport services

Useful information before departure

TRAVELLING WITH ANIMALS
It is mandatory to always directly enquire with the airline, since procedures and/or restrictions on the
transportation of live animals vary according to the carrier.

TRAVELLING WITH WEAPONS AND AMMUNITION
We suggest that you contact your airline prior to departure for updates about the procedure.

UNACCOMPANIED MINORS
The service for unaccompanied minors must be requested from your airline when making a reservation. It
is important to ask the airline about the age limit for this service because rules can differ between airlines.

MEDICAL AND HEALTH ADVICE

To find out about vaccinations and medical prophylaxis for the chosen destination, it is necessary to visit the
website

Passengers:

- suffering from certified diseases (such as diabetes);

.  with a pacemaker;

. pregnant women after 26 weeks;

must have a medical certificate confirming their fitness to fly, which must be presented at security checks. At
Linate and Malpensa Terminal 2 airports there are Air Health clinics offering useful services to passengers
and citizens. For more information, consult the website www.milanolinate-airport.com in the “Assistance” -
“Airport Clinic” section.
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Servizi aeroportuall

Inforrmazioni util IN aeroporto
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www.milanolinate-airport.com

Alrport services

Useful information inside the airport

SELF-SERVICE PASSPORT CONTROL
This is the automated border crossing that allows
you to speed up and simplify passport control.

FASTSECURE SIMPLE!
Use of an identity card at the Self-Service Passport
Control is permitted under the following conditions:

Italian citizens aged 14 and over;

electronic identity card valid for travel abroad
and issued after 02/07/2018;

flight departing/arriving to/from: Albania, Bo-
snia Herzegovina, Bulgaria, Cyprus, Egypt (only
organized trips for tourism), Georgia, Ireland,
Kosovo, North Macedonia, Moldova, Montene-
gro, Romania, Serbia, Tunisia (only trips orga-
nized for tourism), Turkey.

BOOKCROSSING.COM

BookCrossing has landed at Milan Airports. Bo-
okCrossing is a global book exchange: take a book to
read and leave another from one of our many book-
stores. Make reading a never-ending journey!

TRAVEL SAFE
PERSONALLY PACK AND CHECK
YOUR LUGGAGE.

WATER DISPENSER
Free drinking water available!
We provide fresh drinking water thanks to fountains

located both at Schengen and Non-Schengen boar-
ding areas.

PROHIBITED ITEMS

HOLD AND HAND BAGGAGE

. Compressed gases (e.g. butane, propane and
aqualung cylinders);
flammable substances (including chemistry
sets);
oil-based paints, bleach and corrosives (e.g.
mercury acids, alkalis);
acids, poisons and infectious substances;
oxyhydrogen and chef flames, explosive sub-
stances (e.g. fireworks, firecrackers, etc.).

PROHIBITED ITEMS
HAND BAGGAGE

. Firearms (including toys and replicas);

. stun devices including immobilizing and irrita-
ting sprays;
sharp and blunt objects (including work tools).

PERMITTED ITEMS

HAND BAGGAGE

. Liquids, aerosols or gels;

. medicines and special foods;

. duty-free items (purchased from EU duty free
or on board EU airline aircraft);
electronic devices.

To see in more detail, please refer to the website
in the "Assistance”
- "Baggage-rules” section.




Servizi aeroportuall

Informazioni utili per la gestione
del bagagli
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www.milanbag.it

www.milanolinate-airport.com

Alrport services

Useful luggage information

LOST&FOUND

If your luggage is damaged or lost, contact the Lo-
st&Found counter BEFORE leaving the arrivals area.
A Property Irregularity Report will be issued with a
phone number to contact for information about your
luggage. If after 5 days your luggage is still lost, you
must contact your airline directly. Further details can
be found in the Passenger's Charter available at the
airport or at www.enac.gov.it website.

LUGGAGE DEPOSIT
. Linate Terminal, ground floor, Arrivals, open
from 7am until 8obm, phone no.

(+39) 02 74.86.72.77 - Fax (+39) 02 58.58.02.98
Passengers flying back to the same airport can le-
ave any prohibited items and collect them on their
return.

LUGGAGE TROLLEYS (PRICE) 2€

LOST PROPERTY
SEA staff manages all personal objects found at the
airport. To register the loss of any personal items
fill in the form on:
. The Linate website:
in the "Assistance” - “Lost baggage and
items” sections.

Any objects left on board are directly handled by the
airline.

FEEDBACKNOW
Your opinion is important!

By simply pressing a smiley button, you can help us

to improve our operations, security, bar&restaurants,
cleanness, etc. in real time.
Thanks for your help!
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www.milanairports-shop.com

linate-airport.com

www.milano-

SMARTPHONE APP

The Milan Airports app has been renewed both in
terms of graphics and user experience, maintaining
all the most important services for passengers, from
flight tracking via notifications to your eCommerce
tickets, all conveniently in a single app.

LINATE FREE WI-FI

Milan Airports offer their passengers high-speed wi-
reless connectivity services. Enjoy free surfing with
LINATE FREE WI-FI, with no time limit and high speed

MILAN AIRPORTS CHATBOT

Join our environment-friendly chatbot: send your
message from the Milan Airports’ Facebook page or
our website homepage and you will receive a reply
in real time. Our virtual helpdesk never closes and
will answer your questions about flights, restaurants,
shops and much more.

E-COMMERCE SITE

The e-commerce site dedicated to airport services
helps you organize your trip in just a few simple cli-
cks. The catalog of our products for sale offers a so-
lution to every request and answer to every question.
Through the website www.milanairports-shop.com
you can find all the useful services for your trip: car

parks, Fast Track, VIP Lounge, Malpensa Express,

Luggage Wrapping and much more.

The Malpensa/LINATE Airport websites sites dedica-
ted to Milan Airports have been designed to improve
the travel experience and to have all the informa-
tion always available: from your flight time, to your
boarding gate and much more. Discover a world of

possibilities directly from your smartphone on

LINATE AIRPORT WEBSITE

The sites dedicated to Milan Airports have been de-
signed to improve the travel experience and to have
all the information always available: from your flight
time, to your boarding gate and much more. Discover
a world of possibilities directly from your smartpho-
ne on

CORPORATE WEBSITE

Our brand new corporate website will be launched
in March 2024! With a renewed graphic design and
updated content, the new site will offer a more intui-
tive and engaging browsing experience. We are com-
mitted to providing clear and accessible information,
ensuring that our visitors can easily access the most
relevant content.

CLUBSEA AND CARGO WEB SITE

As part of our ongoing commitment to innovation and
improving the user experience, the renewal of the
Clubsea and Milano Malpensa Cargo sites is planned
for the second half of 2024. These updates will inclu-
de new, modern and engaging graphics, along with
fresh and informative content. With a cutting-edge
design and more accessible information, we aim to
provide users with an even more effective and enga-
ging online experience.
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Controllo gualita

SEA quality policy

SEA intends to be a highly qualified airport operator

capable of ensuring quality levels in carrying out its

institutional role as airport manager of the Milano

Malpensa and Milano Linate airports:

. that make it possible to compete with the major
European airports and continue to operate suc-
cessfully in an increasingly complex and deman-
ding market;
that are adequate to fully and continuously meet
the needs of the ICAA supervisory authority, its
customers, airlines, users and the community
involved in airport activity;
that progressively create all the conditions
that make the travel experience peaceful and
comfortable for passengers with reduced mo-
bility;
that include a commitment to continuous impro-
vement of the Quality Management System.

Since 1995 SEA has adopted a Quality Management
System that has led us towards continuous choices
and decision-making on how to improve and simplify
airport processes over the years. This evolution has
gained SEA the following recognition:

UNI EN IS0 9001:2015
Quality management systems issued
by RINA.

INTERNAL AUDITS

During the year, the Quality Management System is
checked periodically by an internal audit team

with the aim of verifying the compliance of business
processes.

CUSTOMER SATISFACTION
Perceived quality detection activities are carried out
under the supervision of SEA by a major market re-

search company (CFl Group), through “face to face”

interviews with arriving and departing passengers.

PROVIDED QUALITY MEASUREMENT

Quality data collecting and processing activities,
inherent to airport processes, are carried out directly
by the SEA Quality division, in compliance with the
requirements of the UNI EN ISO 9001 standard.
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SEA environmenta

and energy policy

SEA Group is strongly committed to combining the core value of respecting and safeguarding environmental
assets with development.

The Group's environmental and energy policy is guided by the following principles:

Firm conviction of the importance of ensuring the sustainable development of its airports and of all en
vironmental issues for which the intention is to go beyond mere compliance with regulations, to provide
a sustainable reduction in socio-environmental impacts and the simultaneous growth of shared values with
communities in surrounding areas.

Continuous commitment to improving its environmental and energy performance.

The development and promotion, together with the competent regulatory bodies and aviation partners, of
regulatory, technical, and commercial solutions that help to encourage the adoption of the latest genera-
tion aircraft, and operating procedures that are consistent with the objectives of sector sustainability and
are effective when it comes to containing environmental impacts in surrounding areas.

Awareness and active involvement of all stakeholders in the airport system as part of a commitment aimed
at respecting and safeguarding the common heritage represented by the environment in which we operate.
Progressive introduction of construction and maintenance solutions to improve energy efficiency and envi
ronmental sustainability of its airport infrastructure.

Prioritizing the purchase of products and services that adopt environmental sustainability criteria in line
with SEA policies, with particular attention to energy saving, air and noise emission reduction, water consu
mption, and a reduction in the quantity of waste that is produced and disposed of.

The SEA Group is committed to the absolute reduction of emissions under its control, both direct (“scope
1") and indirect (“scope 2", connected with energy uses), to achieve the “Net Zero" target by 2030 for both
Linate and Malpensa airports in line with the forecasts of aeronautical sector organisations, interna- tional
agreements, and programmes on par with the best practices of European airports. Through active partici
pation in European and national funded programmes, the SEA Group promotes energy transition across the
board within its own business scope and that of its operators. The transition to electric vehicles and the
testing of zero-emission solutions for airport equipment, which also include the use of hydrogen, are part
of this strategy. In addition, the group is committed to actively supporting third parties operating at its air

ports in reducing their emissions (‘scope 3°). Particularly notable initiatives, with respect to the very signifi

cant aeronautical component, include those supporting the introduction, in anticipation of European manda
tes, of sustainable aeronautical fuels (SAF) and the leadership role with ACI Europe.
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improvement of the governance of ecological-envi-
ronmental and energy phenomena connected with

the Group's activities and in line with a strategic

framework aimed at achieving maximum sustai-
nability.
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Numert util
Useful phone numbers

Call Center /

Deposito bagagli /

Poste e telecomunicazioni /
Farmacia /

Pronto Soccorso - Emergenza /

Glientl
Alrport authorities

ENAC (Ente Nazionale Aviazione Civile) /

Polizia di frontiera /
Carabinieri /

Dogana /

Guardia di Finanza /

Vigili del Fuoco /

Polizia municipale /

Posto di ispezione frontaliero /

Ufficio Sanita Marittima e Aeroportuale /

Dati diqualita

In the course of 2023, the results obtained reflect
passengers’ considerable appreciation of the
quality of services provided at the airport. This
positive feedback is in line with the declared
standards and also encompasses elements of
excellence. In particular, users of the “Sala Ami-
ca” expressed complete satisfaction with both
the assistance services and the available airport
facilities.

The quality and effectiveness of the assistance
services have clearly contributed to ensuring an
overall positive experience for users, solidifying
the airport's reputation as a place of excellence
in meeting passengers’ needs.

The SEA improvement plan has been shared
with stakeholders: ENAC and the User's Commit-
tee during the approval phases of this Service
Charter.

With the release of this edition of the Service
Charter, SEA renews its commitment, in colla-
boration with the airport community, to closely
monitor service levels in order to identify and

implement optimal solutions. The goal is to pro-

vide passengers with a comfortable travel expe-
rience through continuous improvements and
the constant pursuit of excellent services.

The following indicators illustrate the results for
2023 and the targets set for 2024.
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INDICATORE DI QUALITA
QUALITY INDICATOR

Dati di qualita Linate

UNITA DI MISURA RISULTATO 2023  OBIETTIVO 2024
MEASUREMENT UNIT 2023 RESULT 2024 TARGET

99.8%

99.9%

74,8%

1,20
22'15”
28'45”

424”7

99.9%

Quality Data Linate

PULIZIA E CONDIZIONI IGIENICHE
COMFORT AND CLEANLINESS

Percezione sul livello di pulizia
e funzionalita delle toilette
Perception of toilets’ cleanliness and efficiency

Percezione sul livello di pulizia in aerostazione
Perception of terminal’s cleanliness

% passeggeri soddisfatti
% satisfied passengers

% passeggeri soddisfa
% satisfie

COMFORT DELLA PERMANENZA IN AEROPORTO

COMFORT AT THE AIRPORT

Percezione sulla disponibilita
dei carrelli portabagagli
Perception of luggage trolley availability

Percezione sull'efficienza dei sistemi

di trasferimento passeggeri (scale mobili,
ascensori, people mover, ecc.)

Perception of passenger transfer system
efficiency (lifts, escalators)

Percezione sull'efficienza degli impianti
di climatizzazione
Perception of air conditioning efficiency

Percezione sul livello di comfort complessivo
dell'aerostazione
Overall perception of comfort level

SERVIZI AGGIUNTIVI
COMPLEMENTARY SERVICES

Percezione sulla connettivita del WiFi
all'interno dell'aerostazione
Perception of WiFi connection

in the terminal

Percezione sulla disponibilita di postazioni
per la ricarica di cellulari/laptop,

nelle aree comuni, ove presenti

Perception of availability of recharging points
for mobiles/laptops in common areas

% passeggeri soddisfatti
% satisfied passengers

% passeggeri soddisfatti
% satisfied passengers

% passeggeri soddisfatti
% satisfied passengers

% passeggeri soddisfatti
% satisfied passengers

% passeggeri soddisfatti

% satisfied passengers

% passeggeri soddisfatti
% satisfied passengers

95,5%

97,0%

97,0%

97,0%

97,0%

97,0%

96,0%

83,0%
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INDICATORE DI QUALITA UNITA DI MISURA RISULTATO 2023

QUALITY INDICATOR MEASUREMENT UNIT 2023 RESULT

99,0%

79.5%

98,3%

93,0%

97,6%

98,9%

99.5%

99.1%

99.5%

Percezione complessiva sull'efficacia
e sull'accessibilita dei servizi
diinformazione al pubblico (monitor,
annunci, segnaletica interna, ecc.)

Overall perception of efficiency and availability

of customer information services (monitor,
speakers and indoor signage)

SERVIZI SPORTELLO/VARCO
CHECK-IN AND SECURITY SERVICES

Percezione sul servizio biglietteria
Perception of ticket counter service

Tempo di attesa al check-in
Queuing time at check-in

Percezione del tempo di attesa al check-in
Perception of queuing time at check-in

Tempo di attesa ai controlli di sicurezza
Waiting time at security checks

Percezione del tempo di attesa
al controllo passaporti.

Perception of queuing time at passport control

INTEGRAZIONE MODALE
INTERMODAL INTEGRATION

Percezione sulla chiarezza, comprensibilita
ed efficacia della segnaletica esterna
Perception of availability of clear

and comprehensible road signage

Percezione sull'adeguatezza

dei collegamenti citta/aeroporto
Perception of the suitability

of city/airport connections

% passeggeri soddisfatti
% satisfied passengers

% passeggeri soddisfatti
% satisfied passengers

Tempo di attesa in minuti nel 90% dei casi
rilevati
Waiting time in 90% of cases

% passeggeri soddisfatti
% satisfied passengers

Tempo di attesa in minuti nel 90% dei casi
rilevati
Waiting time in 90% of cases

% passeggeri soddisfatti
% satisfied passengers

% passeggeri soddisfatti

% satisfied passengers

% passeggeri soddisfatti
% satisfied passengers

97,0%

95,0%

13'00”

96,0%

97,0%

97,0%
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INDICATORE DI QUALITA
QUALITY INDICATOR

Dati di qualita Linate

Passeggeri a mobilita ridotta

RISULTATO 2023
2023 RESULT

UNITA DI MISURA
MEASUREMENT UNIT

&

OBIETTIVO 2024
2024 TARGET

Quality data Linate

Passengers with reduced mobility

SICUREZZA PER LA PERSONA
SAFETY

Percezione sullo stato e sulla funzionalita
dei mezzi/attrezzature in dotazione
Passenger perception of equipment
condition and efficency

Percezione sull'adeguatezza della
formazione del personale
Passenger perception of suitable staff training

INFORMAZIONI IN AEROPORTO
AIRPORT INFORMATION

Accessibilita: numero delle informazioni
essenziali accessibili a disabilita visive,

uditive e motorie rapportato al numero

totale delle informazioni essenziali
Accessibility: range of essential information
available to those with impaired vision, impaired
hearing and reduced mobility compared to
overall essential information

Completezza: numero delle informazioni
e istruzioni, relative ai servizi offerti,
disponibili in formato accessibile
rapportate al numero totale

Adequacy: range of information

and instructions available relative

to the services offered

Percezione sull'efficacia e sull'accessibilita
delle informazioni, comunicazioni

e segnaletica aeroportuale interna
Perception of efficiency and accessibility

of information. Communication

and signs inside the terminals

% PRM soddisfatti
% satisfied PRM

% PRM soddisfatti
% satisfied PRM 97,0%

% informazioni essenziali accessibili sul
numero totale delle informazioni essenziali
% information and instructions available
relative to the services offered

100,0%

% informazioni/istruzioni, relative ai servizi

in formato accessibile sul numero totale

delle informazioni/istruzioni

% of essential information in relation 100,0%
to the overall information

% PRM soddisfatti
% satisfied PRM

97,0%
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INDICATORE DI QUALITA
QUALITY INDICATOR

UNITA DI MISURA
MEASUREMENT UNIT

RISULTATO 2023
2023 RESULT

100,0%

0,02%

99.0%

92,9%

95,9%

99,0%

99,8%

OBIETTIVO 2024
2024 TARGET




Dintti del passeggert
| principali casl di disservizio
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®

(Reg. 261/2004, art. 4)

&

(Reg. 261/2004, art. 5)

(Reg. 261/2004, art. 6)

www.enac.gov.it/ passeggeri/diritti-dei-passeggeri

In Italy, the ICAA (ltalian Civil Aviation Authority) is
the institution responsible for the correct application
of Reg. (EC) no. 261/2004 in the event of disruptions
to air transport such as denied boarding, cancella-
tion, prolonged flight delay, obligation of the airline
to provide information, and accommodation in a su-
perior or lower class. It also has the power to impo-
se admini- strative sanctions on those who do not
comply.

In the event of any of the previously mentioned di-
sruptions and based on the type of service, the
passenger may be entitled to one or more of the fol-
lowing options:

financial compensation;

options (ticket refund, rerouting on another fli-
ght);
assistance (full meal, hotel and related transfer

and 2 calls).

Non-judicial dispute resolution procedures betwe-
en operators managing transport services and users
Passengers who have suffered disruptions due to
violations of Reg. (EC) no. 261/2004 for cases of de-
nied boarding, flight cancellation or prolonged delay,
and Reg. (EC) no. 1107/2006 regarding the protection
of passengers with disabilities or reduced mobility,
will also be able to seek settlement through the Con-
cilia Web platform on the website of the Transport
Regulatory Authority, without prejudice to the possi-
bility of sending complaints to Enac for san- ctioning
purposes only.

DENIED BOARDING

The passenger, though in possession of a valid fli-
ght ticket, shows up for boarding within the indi-
cated deadline, but is nevertheless not boarded.
The airline may deny boarding if there are reaso-
nable grounds to do so, such as health or safety
reasons or invalid travel documents.

FLIGHT CANCELLATION
A flight that was originally scheduled, and on whi-
ch at least one seat was booked, is not operated.

EXTENDED FLIGHT DELAY
The aircraft's departure is delayed beyond the
scheduled departure time.

For further details, check your airline’s website
or




Compilate questo modulo se un servizio aeropor-
tuale non vi ha soddisfatto o per segnalare i vostri
suggerimenti. Grazie per 'attenzione.

SEA, per migliorare la qualita dei servizi offerti fa-
vorisce un dialogo diretto e costruttivo con i clienti
(Customer experience). Eventuali reclami/suggeri-

menti, possono essere:

INVIATI
Tramite sito www.milanairports.com/it Sezione
“Customer Care - Contatti"”;
via fax (+39) 02 74.85.20.47;
via lettera Customer Relationship Management
SEA Aeroporto di Milano Linate 20054 Segrate
(MI).

SEA, in conformita al Regolamento Europeo
2016/679 e nel rispetto della norma UNI 10600, si
impegna a rispondere nel piu breve tempo possibile
e comunque entro 28 giorni dalla data di ricevimen-
to della comunicazione. SEA, sensibile alle proble-
matiche che possono verificarsi nei suoi aeroporti,
ha istituito un “Tavolo di conciliazione” con le Asso-
ciazioni dei Consumatori, appartenenti al Comitato
Regionale per la tutela dei diritti dei Consumatori e

degli Utenti (CRCU). A questo tavolo potranno acce-

dere quanti si ritengano insoddisfatti ed inoltre ver-
ranno valutati, ed eventualmente conciliati, i risarci-
menti di danno e/o di natura patrimoniale.

Let us know if you have any complaints or suggestions
about our services. Please take a minute to fill in the
form. Thank you for helping us to improve.

In order to improve the quality of its services, SEA
promotes a direct and constructive dialogue with cu-
stomers (Customer esperience).

SENT

. On our website www.milanairports.com/en
under the “Contacts” section;
by fax (+39) 02 74.85.20.47;
by letter to Customer Relationship Manage-
ment SEA Aeroporto di Milano Linate 20054
Segrate (Mi).

SEA, in compliance with the 2016/679 European Re-
gulation and the UNI 10600 standard, undertakes to
respond as soon as possible and in any case within
28 days from the date of receipt of the communica-
tion. Aware of problems that may occur at its air-
ports, SEA has set up a “Conciliation Table” with the
Consumer Associations, as part of the Regional Com-
mittee for the protection of the rights of Consu- mers
and Users (CRCU). Those who feel dissatisfied will
be able to access this table and, moreover, the com-

pensation will be assessed and, if necessary, settled.

[ RECLAMO/ COMPLAINT
[0 SUGGERIMENTO/ SUGGESTION

Nome/Name

data/date

Cognome/Surname

Email

Telefono/ Phone

Stato/ Country

Aeroporto/Airport
[ MILAN LINATE

[J MILAN MALPENSA TERMINAL 1

[0 MILAN MALPENSA TERMINAL 2

TEMA DEL RECLAMO O DEL SUGGERIMENTO/ ~ TOPIC OF THE COMPLAINT OR SUGGESTION

O Comfort in aerostazione / Comfort inside the terminal
O Bagagli/ Luggage
[ Operativita aeroporto/ Airport efficiency

O Collegamenti con I'aeroporto /
Connections to and from the airport

O Controlli di sicurezza/ Security checks

O Ristorazione/ Bars and restaurants

] Negozi/Shops

[ Servizi commerciali /Commercial activities

[ via Milano Parking

[ via Milano Program (loyalty program)
[ via Milano Fast Track

[ Club SEA

[ via Milano Lounge

[0 PRM e assistenze speciali /
PRM and special needs

[ Servizi di check in e imbarco
Check-in and boarding operations

[ Lost&Found

O Altri operatori aeroportuali /
Other airport handlers

O wi-Fi

53



54

MILANO LINATE CARTA DEI SERVIZI

Descrivete le circostanze dei fatti ed eventuali altre informazioni:
Please give a detailed description

Allegati/Attachments [J No

Numero di pagine/Number of pages

Dichiaro di aver preso visione dell'informativa privacy disponibile sui siti
http://www.milanolinate-airport.com/it/assistenza-clienti/scrivici

e http://www.milanomalpensa-airport.com/it/assistenza-clienti/scrivici .

| hereby confirm that | have read the information on privacy on
http://www.milanolinate-airport.com/en/help-center/write-to-us

and http://www.milanomalpensa-airport.com/en/help-center/write-to-us

[ Si/Yes
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Piano Terreno
Ground Level

CASSA PARCHEGGI / PARKING CASH
DEPOSITO BAGAGLI / LUGGAGE STORAGE
SERVIZI IGIENICI / TOILETS

BANCOMAT / ATM

POSTE / POST OFFICE

®

NURSERY

SALA AMICA

SPORTELLI APERTI AL PUBBLICO / DIRECT SERVICES FULL OPERATIONS
LOUNGE

AREA GAMING / GAMING AREA

| BAGAGLI SMARRITI / LOST BAGGAGES
CASSA AUTOMATICA BUS / BUS CASH PAY
BOX FUMATORI / SMOKING AREA

SCALA MOBILE / ESCALATOR
ASCENSORE / ELEVATOR

SCALA / STAIRCASE

INGRESSI E USCITE / ENTRANCE AND EXIT

(8 (i) 8 e [ ) [ o (R

VIRTUAL DESK

GATE DI IMBARCO / BOARDING GATE

CONTROLLO PASSAPORTI / PASSPORT CONTROL

RITIRO BAGAGLI FUORI MISURA / OVERSIZED BAGGAGE PICK-UP
RITIRO BAGAGLI / BAGGAGE CLAIM

P1TOP CLASS

]
A
[24]
[+

P

]

X
N

P2 EXECUTIVE

P3 SMART

NCC / CAR RENTAL WITH DRIVER
UFFICIO NCC / NCC OFFICE

CAR SHARING

BUS

33 )E

TAXI

METRO M4

PRONTO SOCCORSO / FIRST AID

PUNTO DI CHIAMATA / SPECIAL ASSISTANCE CALL POINT

+HH> @

Per la consultazione dettagliata e aggiornata delle mappe si rimanda al sito
www.milanolinate-airport.com nella sezione "Assistenza - Mappa aeroporto”.

To see the maps in more detail, please refer to the website www.milanolinate-airport.com
in the "Assistance” - "Airport Map” section.

E B2 CASSA PARCHEGG!

AREA RICONSEGNA BAGAGLI

9 &
£
(&)

®e)
(&)%)

J VE

B

@)
B

GATE B25-B28

Milano Linate / Service charter

1 L CASHIER DESK

GATE A09-A16

GATE A01-A08
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Primo Piano
First Floor

@ SERVIZI IGIENICI / TOILETS

BANCOMAT / ATM

{©)| CAMBIO VALUTE / FOREXCHANGE

SALA AMICA
LOUNGE

NURSERY

t
LUOGO DI CULTO / CHAPEL FACEBOARDING

AVVOLGI BAGAGLI / BAG WRAPPING SERVICE

FARMACIA / CHEMIST

@ SCALA MOBILE / ESCALATOR

ASCENSORE / ELEVATOR

SCALA / STAIRCASE

INGRESSI E USCITE / ENTRANCE AND EXIT GATE
@ VIRTUAL DESK A01-A16
B25-B28

GATE DI IMBARCO / BOARDING GATE ViaMﬂanO .Lounge
CHECK IN SALA PIRANESI

RITIRO BAGAGLI FUORI MISURA / OVERSIZED BAGGAGE PICK-UP
FAST TRACK SALA AMICA

BIGLIETTERIA AEREO / TICKET & TRAVEL
PUNTO DI CHIAMATA / SPECIAL ASSISTANCE CALL POINT

CONTROLLI SICUREZZA X-RAY / SECURITY \

GATE A17-A21

Per la consultazione dettagliata e aggiornata delle mappe si rimanda al sito
www.milanolinate-airport.com nella sezione "Assistenza - Mappa aeroporto”.
To see the maps in more detail, please refer to the website www.milanolinate-airport.com

in the "Assistance” - "Airport Map" section. Milano Linate / Service charter
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Secondo Piano
Second Floor

UFFICIO OGGETTI SMARRITI / LOST AND FOUND
@ BOX FUMATORI / SMOKING AREA

@ SERVIZI IGIENICI / TOILETS
E LINATE CENTER

AREA GAMING / GAMING AREA
LOUNGE

ASCENSORE / ELEVATOR
SCALA / STAIRCASE
POLIZIA / POLICE

Per la consultazione dettagliata e aggiornata delle mappe si rimanda al sito
www.milanolinate-airport.com nella sezione "Assistenza - Mappa aeroporto”.

To see the maps in more detail, please refer to the website www.milanolinate-airport.com
in the "Assistance” - "Airport Map” section.

SALAVIPITA

Milano Linate / Service charter
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SEA MilanAirports

Call Center (+39) 02 23.23.23
attivo tutti i giorni dalle 08.00 alle 21.00
available every day from 8:00 am to 9:00 pm

) @MiAirports dalle 08.00 alle 21.00
@ facebook.com/milanairports
instagram.com/milanairports

@ linkedin.com/company/sea-milan-airports/

www.milanolinate-airport.com
www.milanairports.com
www.milanairports-shop.com

Edizione Maggio 2024
May 2024 Edition

Milano
Linate



