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Our service quality policy: 
“Safety , Facilities , Service ”

1. History
　　Taichung Airport was the original Taichung departure lounge which was established at the Taichung Shuinan airport to meet the needs of civil airline development in the middle area of Taiwan by Civil Aeronautic Administration (CAA) on June 1970, and has officially been operating  since Oct 1972. The departure lounge was upgraded to Taichung assistant airport on Jan 1st 1993 and finally officially upgraded as Taichung Airport on Feb 1st 1996. 
　　In the continually changing era, in order to meet the demands of travelers, the government not only constructed many new facilities and innovated many methods, but also moved the Taichung Airport from Shuinan Airport to Cingcyuangang Airport on Nov 11th 2002, as approved by the Executive Yuan. The first period of construction of the domestic terminal had been completed and started operation on Mar 6th 2004. There are three regular domestic flights from Taichung to and from: Magong, Kinmen and Nangan provided by Mandarin Airlines and UNI AIR, while irregular international flights include Hong Kong, Vietnam, Japan and Korea. Therefore, as the cross-strait weekend charter flights began services on July 4, 2008 and the daily charter flights were further added on Dec. 15, 2008, there are now five flights from Taichung to and from : Xiamen, Hangzhou, Ningpo, Shanghai, and Shenzun. For Taichung Airport, the main operational goal is to play an important social and economic role for the middle area of Taiwan. 

1) Provide the superior environment 

2) Geographical location 
　　Taichung airport was located at Shalu town, Taichung County, close to Zhongqing road (Tai-10 Yi line), to connect the main roads like Qingshui and Daya. The Taichung Airport is about 17km from the Taichung train station, and the third Shalu interchange is only 800m from the airport. 

3) Equipment and Facilities
　　The main facilities at Taichung Cingcyuangang Airport are: 

I. A runway with length 3,659m and width 61m.

II. A parking bay with total area of 36,280m2, middle and small fixed wing parking spaces and five parking spaces for helicopters.

III. A terminal building with total area of 10,054m2.

IV. Two fire fighting standby rooms.

V. A parking ground which is available for 3 town buses, 204 cars and 64 motorcycles.  

VI. A power system with 2,271 kW and two emergency1000 kW diesel fuel generators.

VII. 165 ton freezing central air-conditioning system.

VIII. A radio system.

3) Supply a baby-care room to satisfy travelers bringing their babies.

4) Label directions in two languages, to supply information for foreign travelers, and 
further enhance their willingness to come here by supplying a comfortable and easy space.
5) An open service center which integrates services such as: general consultation, 
assistance for the disabled, nursing service and tour consultation.
6) Make sure that the bathrooms and all the other facilities remain clean and comfortable all the time, to supply a superior experience for travelers.

3. Improve the standard of service.

1)  Fulfill the contexts in the website, provide multidimensional services

I. Establish the website for the entity (http://www.tca.gov.tw), provide relevant services, enable the travelers to acquire every kind of information and respond with their own opinions, and collect their advice in order to determine their demands.
II. Establish a children-oriented and English website for children and foreigners to use.
III. Provide relevant information about flying security and noise regulation subsidies; offer an online service by its characteristics, which can make it easier for the public and practitioners.
IV. Provide a FAQ on the website, list the open time, location, telephone number, fax and e-mail address on the website.
V. The mailboxes of the directors are listed on the website. There is also a guestbook function for the public to make complaints, and for employees to answer questions.
2)  Review the service field, learn and adopt the methods used by firms 
I. Pass the 2000 version of ISO 9001 on Aug 2002, define the operational procedures, adopt total quality management like firms and set forth recommendations for improvements of the ISO managerial and audit meeting.
II. Form a traveler service team on Apr 2003, enhance the service quality of the terminal by moving management, revise the “Establishment and Practice of the traveler service team at Taichung airport” and publicly announce excellent employees.
III. To encourage the members at the airport to make use of their creativities and wisdom to innovate the operations, setting forth a concrete improvement project called “Service quality innovation system ideas for Taichung Airport" on Apr 2005 to strengthen a common will to enhance the administration efficiency and service quality.
3) Simplify the administration process, shorten the waiting time

I. The service center gathers statistics on each service item, for conducting training programs, to make the members familiar with the tasks.
II. Simplify the internal administration and application procedures, to improve the administrative flow thus enhancing operational efficiency.
III. Review and revise the ISO regulation documents, regularly convene a managerial and audit meeting, and conduct internal and external auditing, to conduct improvements focused on recommendations and insufficiencies.
IV. Define the passing time needed for luggage so that the first case has to be sent to the luggage turning deck 10 minutes after the plane arrived. The airport will make a record of the passing time by irregular spot checks.

4) Build a comfortable and easy environment & service image

I. The attendants in the information counter were part of an outsourcing project; competent employees were elected and distributed by civil firms to provide a wonderful service.
II. Cooperate with the directors on the spot to establish a traveler service group, to aid the information counter, and actively provide help to achieve the goal of walking management, as well as solve problems and provide services in an appropriate time.
III. Based on the “Ministry of transportation CAA service performance assessment plan” to define the assessed items in monitoring the service performance within the airport, and put the inspection procedures into practice.
IV. In order to enhance the service attitude for the airport, define the “Essentials for the establishment and operation of an information center”, “Establishment and Practice of a traveler service team at Taichung Airport” and “Assessment plan for service employees at Taichung Airport” etc, to regularly assess the service quality of employees at the information counter, airline counters and on ground duty.
V. According to the essentials on telephone politeness set forth by CAA on April 18th 2003,define the “notable items for politeness on the phone at Taichung Airport” The tester conducts an assessment at least once every two weeks, to verify service quality.

5)  Emphasize public opinion, in order to communicate and coordinate actively.

I. Accommodate the administration ideas and operation methods with the travelers by website promotion.
II. Distribute a satisfactory level questionnaire by CAA each year, to investigate the travelers individually; the public may also express their recommendations and opinions  by all kinds of channels such like the mailbox, public guestbook etc, so that the airport may gather statistics, as well as make an analysis and improvements
III. Compile a reference brochure for travelers in both Chinese and English, and make them available for travelers at the information counter, and revise the content appropriately based on practical operations.

6)  Combine the civil resources in assisting public service.

I. The attendants in the information counter were part of an outsourcing project, the competent employees were elected and distributed by civil firms to provide wonderful service, and make sure the firm continuously enhances the service ideals.
II. The tasks (cleaning, paper work, nursing, mechanical, air-conditioning maintenance) were all outsourced in a public tender: the commercial activities (automatic vendors, comprehensive counters, ATM etc) and authorized for the civil operation, to fully make use of the civil resources, provide professional service, increase employment, expand domestic demand and improve performance.
III. The station has signed a cooperative medical and assistance plans with 3 nearby hospitals, Taichung fire-fighting bureau and air force team 427, to improve the response ability in dealing with accidents, and decreasing the damage level.

4. We welcome your opinions, use and enquiries:
If you were not satisfied with our service, please kindly tell us, we will humbly accept and deal with it as soon as possible. Please feel free to contact us:

1) Address: No.42, Zhongqing Rd., Shalu Township, Taichung County 433, Taiwan (R.O.C.)
2) Website: http://www.tca.gov.tw
3) Fax: 04-26155201
4) Information counter: 04-26155000 branch 123
　　　　　　　　  04-26155206
5. Future targets
　　To maintain flying security, the airport abides by the revision of international civil
     aeronautic regulations to improve ourselves, increase facilities and terminal service ,to 
     make the public feel comfortable and enjoy convenience throughout the experience.
     1) In the sort-run
Ⅰ. Bring in comprehensive commercial services such like travel information, insurance and car renting .
Ⅱ. Enhance the traveler information service system.
Ⅲ. To speed up the baggage delivery and baggage claim.


2)  In the mid-term
　    Ⅰ. Pushing the plan of “First period construction of expansion of the international 
              airport in the middle part”.
Ⅱ. Coordinate with the expansion plan, to beautify the overall appearance of the 
airport.
Ⅲ. Give assistance with the airlines to expand the routes.

3) In the long-run
　    Ⅰ.Develop the international airport as the transferring center of merchandise and 
              travelers in the middle part. 
Ⅱ. Cooperate with Taichung port, middle part science-based industrial park, high-
speed railroad and Mass rapid trains, form relationships to enhance economic and trade development.
 

6. Conclusion
　　To accommodate the trend of domestic aeronautic airlines being affected by the high- 
     speed railroad and the emphasis on  time value in the commercial society. After Taichung 
     Airport runs the international routes and the cross-strait daily charter flights and with the 
     opening of the high speed railway, the one-day living circle expands from Taiwan to 
     south-east Asia is beginning to take shape. Of course, the only way to maintain a niche 
     for airport is to continuously improve the service quality, strengthen flying security, and
     provide multidimensional services.
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