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STL Campaign 

2012 

Airport Service Quality 

2017 

ST. lOUIS lAMBERT 
....,.._. INTERNATIONAL AIRPORT. 

2015 

I 

2016 

Community Engagement 
Advisory Committee 

2 

Con
fid

en
tia

l

ga
rvi

nm
@

stl
ou

is-
mo.g

ov

20
20

-01
-15

 16
:51

:40
 +0

00
0



STL Campaign 

ST. LOUIS LAMBERT 
......,.._. INTERNATIONAL AIRPORT. 

Strengthen 
Anandal 
Sustainabillty 
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STL Campaign 

Strengthen 
Anancial 
Sustainabillty 
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STL Campaign 

Travelers want an easy, smooth experience. 

~ STREAMLINED l.l.J ~ 
~ ~ & 
~ EAsy COMFORTABLE QJ 0 
~ RELAXING ~ ~ 

CONNECTED l.(j FRIENDLY~ 
1£ CONVENIENCE 
Clj 
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STL Campaign 

STL scores the highest in 
ease and convenience w·t 
an average of 4.5 out of 5. 

ST. LOUIS LAMBERT 
~ INTERNATIONAL AIRPORL 

su 
Airport Service Quality 
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STL Campaign 

Check in waiting time. 

Efficiency of staff. 

Security waiting time. 

Thoroughness. 

Courtesy of check-in staff. Ease of finding way. 

Courtesy of security staff. Ease of connections. 

Safe/secure feeling. Courtesy of airport staff. 

~-

iiM ST. LOUIS LAMBERT ~ INTERNATIONAL AIRPORT. 7 
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STL Campaign 

What STL stakeholders are saying ... 

Regional Asset 
"It's a huge regional asset, and it has a lot to give this city." 

Midwestern Flavor 
~'~'JtJs kind of that Midwestern thing. We are big enough to get you where you 

are goingJ but we are small enough to know you and care for you. N 

Ease & Convenience 
"What is especially nice is that it is this robust airport and yet it is easy to 
get in and out ot it isn~t crazy like you would think an airport might be." 
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STL Campaign 

What STL stakeholders are saying ... 

Midwestern 
Flavor 

Ease & 
Convenience 

ST. LOUIS 
LAMBERT 
INTERNATIONAL 

AIRPORTrM 
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STL Campaign 

RATIONAL BENEFIT 

An easier journey. 

EMOTIONAL BENEFIT 

Confidence - a better travel experience. 

ST. LOUIS LAMBERT 
....... INTERNATIONAL AIRPORT. 10 
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STL Campaign 
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STL Campaign 

OUR BRAND PERSONALITY 

Sophisticated 

Vibrant 

Modern 

Confident 

Approachable 

Efficient 
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STL Campaign 

OUR BRAND MESSAGE 

Every day we're huSTLing­
for you. 

13 

Con
fid

en
tia

l

ga
rvi

nm
@

stl
ou

is-
mo.g

ov

20
20

-01
-15

 16
:51

:40
 +0

00
0



STL Campaign 

OUR BRAND MESSAGE 
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STL Campaign 

MESSAGE ACTIVATION 
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STL Campaign 

MESSAG AC IVATION 
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STL Campaign 

MESSAGE ACTIVATION 

--... IT TAKES A SMALL CITY -
7,000 employees work here to get you there. 
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STL Campaign 

MESSAGE ACTIVATION 
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STL Campaign 

MESSAGE ACTIVATION 
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STL Campaign 

ST. LOUIS LAMBERT 
~ INTERNATIONAL AIRPORT. 

MESSAGE ACTIVATION 
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STL Campaign 

MESSAGE ACTIVATION 
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STL Campaign 

MESSAG ACTIVATION 

ST. LOUIS LAMBERT 
~ INTERNATIONAL AIRPORT. 22 
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STL Campaign 

MESSAGE ACTIVATION 
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STL Campaign 

MESSAG ACTIVATION 

ST. LOUIS LAMBERT 
......... INTERNATIONAL AIRPORL 24 
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STL Campaign 

MESSAGE ACTIVATION 

25 

Con
fid

en
tia

l

ga
rvi

nm
@

stl
ou

is-
mo.g

ov

20
20

-01
-15

 16
:51

:40
 +0

00
0



STL Campaign 

MESSAGE AC IVATION 

~ ST LOUIS LAMBERT ~ INTERNATIONAl AIRPORT" 

mi
--

ST. LOUIS LAMBERT 
INTERNATIO~~AL AIRPORT,~ 

Where rnaking connections 
is made easy. 

We hope to serve 
y·ou again soon! 
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STL Campaign 

MESSAGE ACTIVATION 
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STL Campaign 

MESSAGE ACTIVATION 

STLAirPortal.com 

Introducing STL's new online resource 
for employees and partners. 

• stay Informed with the latest STL ne'Ws and operations updates. 

• Track arrival and departure dates for upcoming conventJons. 
• Receive discounts on local concerts and events. 

STLAirPortal.com puts it all at your fingertips .. 
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STL Campaign 

On • 1ne Employee Communications 

Stop and Focus: STL Exhibit 
Profiles St. Louis City Life and 
Neighborhoods 

They call it a Photo Flood. A band of amateur 

and professional photographers strategically 
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STL Campaign 

Online Employee Commun·cat·ons 

Find Your Flight 

Find your flight 

Discounts and Events 

Get the latest information on 

airport-wide employee events 

and special offers and discounts 

for events in St. Louis .... 

How early should I arrive for my 

flight? The TSA recommends 

passengers arrive 2 hours prior 

to their scheduled boarding time. 

Arriving early can also ... 

Conventions/Meetings 

Check out the upcoming 

conventions and meetings 

scheduled for the St. Louis 

Region with key arrival and 

departure dates .... 
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ASQ2017 Q3 

Airpon Service Quality 

Passenger Satisfaction Report I 
STL - Grou~ Benchmark I 

Q3 2017 

I 
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ASQ2017 Q3 

Overall Satisfaction 
Overall Satisfaction with the Airport 

131 122 125 137 135 119 

··---4·--~·~-~ ....... --... ---...... ~ 165 • 
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~~.----~--~·~--~.--~~--~~~ ~ . 150 
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Mean Score ~Rank 
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ASQ2017 Q3 

Rank and Score Trend 
Overall Satisfaction with the Airport 

119 131 122 125 137 135 

• • • ~ 
150 155 • • 174 173 .. • 185 • • =+ 
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ST. LOUIS LAMBERT 
....,.....,. INTERNATIONAL AIRPORTw 

Mean Score ~Rank 

+12 rank 

Total Airports 
+8 

2nd Highest 

Score since 
Q1'16 
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ASQ2017 Q3 

Top 10 vs Panel 27 Airports 
Panel 

Category Rank 

Ground Transportation 8 

Parking Facilities 9 

Value of Parking Facilities 9 

Wait Time in Check-in 7 

Efficiency of Check-in 6 

Courtesy ,of Check-in Staff 8 

17/34 Waiting Time at Passport ID 3 

Courtesy of Inspection Staff 8 

Courtesy of Security Staff 8 

Thoroughness of Security Inspection 6 

Waiting time at Security Inspection 4 

Feeling Safe and Secure 7 

Flight Information Screens 8 

Walking Distance Inside the Terminal 10 

Ease of Making Connections 8 

Courtesy of Airport Staff 9 

Customs Inspection 9 
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Contact Info 

Jeff Lea 
Public Information Manager 

314-795-2235 
jrlea@flystl.com 

STL 
1M 

St. louis lambert International Airport and other trademarks identified herein are trademarks exclusively 
owned by The City of St. louis, Missouri, owner and operator of St. louis lambert International Airport. 

©2017 City of St. louis, Missouri. All rights reserved. 
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