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	Entry Form - Customer Service Excellence

	Closing date for entries 01 March 2012 (midday GMT)

	Finalist announcement date 01 April 2012 (midday GMT)

	 
	 
	 

	Entry Guidelines
	 
	 

	This award is open to all rail operators, airports and airlines that demonstrated excellence in the provision of customer service to enhance the passenger air-rail experience.
Eligibility: All services that are in operation and projects that have been begun, been implemented or completed between February 2011 and February 2012.
Entries should be supported with evidence of analysis and planning. This may include, recorded business results, innovations, new technology, new work practices, training programmes, communication strategies, or customer feedback. Appropriate measurement for before and after the project to demonstrate the success achieved is essential.
Companies may enter as many categories as they wish.
Photographs, leaflets, samples, AV material, media cuttings or company documents may be submitted to support entries if appropriate.

Any part of an entry summary or pictures may be published in the airrail NEWS or in any other supporting publication or displayed at the awards dinner free of any reproduction fees.
Each submission must include a 200-word summary of your entry, a high resolution logo and 2-4 images of
reproduction quality for use in the airrail NEWS.

	Criteria

	
The judges will look for evidence of how Customer Service Excellence has had a positive impact on business and financial performance and how it has improved the overall customer experience.

Entries should detail all aspects and types of investment made by the company to achieve quality customer service and be supported by examples of excellence and positive customer reaction in some or all of the following areas:

· Journey and transit experience, which includes environment, through which the customer travels or comes into contact;

· Travel information provision, which includes information systems; information in disruption; staff behaviour and knowledge;

· Crisis management, which includes dissemination of customer critical information, support and resolution of the customer experience

· Value added services, which offer improved customer experience but are not commonly part of an air-rail organisation’s business model

	Entrant Details
	 
	 

	Company Name
	 

	Address
	 

	Contact Name
	 

	Job Title
	 

	Phone
	 

	Email
	 

	General Questions
	 
	 

	Air-rail service name 
	 

	City
	

	Airport
	

	Customer satisfaction rating
	2010
	2011

	
	
	

	Evaluation Questions (max 400 words (or less) for each question)

	Describe the air-rail service, what were the key points to improve customer experience and how these were addressed?
	 

	What kind of process was undertaken to improve customer experience?
	 

	How the initiative was communicated to the employees and the customers?
	 

	How was the progress measured?
	 

	What were the positive outcomes recorded?
	 

	What (if any) negative aspects have been discovered and how are these being dealt with?
	

	Summary of the success, please use the criteria to ensure you have completely fulfilled the judges requirements (200 words). 
	 

	

	Rules of Entry

	1. Each entry must be submitted on a fully completed application form (or copy thereof). (Please note: additional pages and supporting documents of no more than 500 words may also be attached, but the organisers take no responsibility for their safe-keeping and cannot return submissions).

2. The Judges decision will be final and no correspondence will be entered into before or after the judging.

3. The entry must be received by email at feedback@arrailnews.com by the closing date of 12 pm on 1st March 2012.

4. Finalists will be announced on 1st April 2012 and the winners will be announced during the Global AirRail Awards Gala dinner on 24 May 2012.

5. Air Rail News Ltd. is not liable for any costs incurred by applicants during their judging process.

6. There is a £80.00 plus 20% VAT administration fee for processing the awards entries (£40.00 plus 20% VAT for any subsequent entry). Only those entries that have been paid in full before the submission deadline will be passed on to judges for evaluation.

	 

	Entry & Judging procedure

	The complete entry form should be sent to the organisers at feedback@airrailnews.com. Please call +44 7825924581 if you have any questions. 
The judging will be based on the written entry form. 
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