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Dear guest,
Naples International Airport continues welcoming year after year an
increasing number of passengers, especially international ones, who
choose the beauty that the Campania region has to offer as a travel
destination.
GE.S.A.C., the management company of Naples Airport, in putting the
passenger at the centre of its mission, has made the airport a functional
and welcoming place, so that a pleasant stay is an integral part of the
travel experience.
The motto for 2019 was also sustainable growth with and for the region.
The drafting of the Sustainability Report is a key step in this direction.
Sustainable development, in economic, social and environmental terms,
has been taken on by the management company as a duty more so than
a target. Gesac is proud to have reconciled high quality standards with
passenger and route growth. Policies have been adopted to manage
airport activities in an ethical, responsible and efficient manner, whereas
at the same time having a positive impact on the territory.
Gesac has the ambition to represent a virtuous model of airport
management recognised by the community as a value and driving force
for socio-economic development.
The drafting of this Service Charter is therefore deeply rooted and the
analysis of the results achieved confirms that we have taken the right
direction on the issues of quality, environment, safety, protection of the
territory and enhancement of people in line and beyond the legal and
regulatory requirements.

We wish you a good trip
and a pleasant stay
at the Airport

GE.S.A.C. S.p.A.

Since 20 December 2019 the shareholding structure of the sole
company that manages the two airports of Naples-Capodichino
and Salerno-Pontecagnano, with a share capital amounting to EUR
27,368,432 million, is composed as follows:
2i Aeroporti S.p.A.
Città Metropolitana di Napoli (Municipality of Naples)
Consorzio Aeroporto Salerno Pontecagnano S.c.a.r.l.

83.125 %
11.875 %
5.000 %

Pursuant to Article 2497-bis of the Italian Civil Code, the majority
shareholder 2i Aeroporti S.p.A. exercises the over GE.S.A.C. S.p.A.
management and coordination activities. 2i Aeroporti S.p.A. is 51%
controlled by F2i and 49% by Ardian (private equity company) and
Crédit Agricole Assurances (leading European insurance company).

GE.S.A.C. S.p.A.

5.000 %
11.875 %
83.125 %

The Company “Gestione Servizi Aeroporti Campani” S.p.A. was
established in 1980, with a publicly-owned majority, on the initiative
of the Municipality of Naples, the Province of Naples and Alitalia (the
latter’s share was subsequently taken over by SEA of Milan). In August
1997 the public shareholders sold 35% of their shares to BAA, the UK’s
leading airport management group in the world, each of them holding
35% of their own shares, thus achieving the first privatisation of an
airport in Italy.
In December 2010 F2i SGR (Fondi Italiani per le Infrastrutture) acquired
the majority shareholding in GE.S.A.C.
In February 2015 F2i SGR signed an agreement for the sale of 49% of
F2i Aeroporti S.p.A. to the group consisting of Ardian (60%) and Crédit
Agricole Assurances (40%). Following this sale, F2i Aeroporti changed
its company name to 2i Aeroporti SpA.
On 24 October 2019 the deed of merger of Aeroporto di Salerno S.p.A.
into GE.S.A.C. S.p.A. was signed, Thus creating an integrated and
complementary airport system in Campania.
4.
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Airport management

Naples International
Airport traffic data

Since 2003 GE.S.A.C. has taken over the overall management of
Naples International Airport by signing a Concession until 2043. The
management company’s main tasks include: (i) design, maintenance
and development of airport infrastructure; (ii) planning, coordination
and development of commercial activities; (iii) airport security; (iiii)
customer service and operational management of the airport.

in 2019 Naples International Airport
has served a network
of 106 destinations
of which 92 international
and 12 new routes

our vision

2019 recorded a new absolute passenger record, with 10,860,062
passengers and a growth of 9.3% compared to 2018 distributed as
follows: 32% domestic traffic, 64% international traffic, 4% charter
traffic, thus confirming the international aspirations of the airport.

becoming the main
gateway to southern italy
from around the world
and fundamental driver
in developing the transport
chain, tourism and
local economy

our mission

12.000

creating a no-worries
and pleasant experience
for passengers by involving
our enthusiastic people
with the goal of excellence
in the airport industry

9,932

10.000

8,577

8.000
6.000

10,860

5,075

5,769

6,776

4.000
2.000

Airport certificate EASA

2006

2011

Domestic flights
International flights
Charter flights
General Aviation

In 2016 GE.S.A.C. obtained the new Airport Certificate (EASA), according
to the provisions of European Regulation No. 139/2014, which
establishes the technical and safety standards valid for all European
airports. The new certificate states that the organization of the Naples
Airport management company, the procedures for ground operations
and all airport infrastructure and facilities meet the requirements of the
new EU Regulation. This new certification confirms the safety of ground
operations as a guarantee for aircraft operators and passengers.

* data expressed in thousands of passengers
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2016

2017

2018

2019

The GE.S.A.C. Quality
Management System

QUALITY, SAFETY, ENVIRONMENT
AND ENERGY POLICY

GE.S.A.C. uses an integrated Quality, Safety, Environment and Energy
Management System, which guarantees greater effectiveness of
individual management systems and a greater focus on continuous
improvement.
This integration is achieved by adopting the Integrated Management
System Manual and is attested by the achievement and maintenance
of the following certifications: Environment (ISO 14001:2015), Energy
(ISO 50001:2018), Quality (ISO 9001:2015), Safety and Health (BS
OHSAS 18001:2007).
This integrated system has as its reference a single Policy that
constitutes the fundamental reference document, in which the
commitments for continuous improvement relating to quality, safety,
environment and energy aspects are defined.

Achieving levels of excellence in airport management, the ultimate
goal of all our efforts, is reached by fully meeting the needs and
expectations of passengers and all airport users and ensuring their
safety.
This occurs by respecting the environment, the laws and rules
governing the sector.
Our commitment is aimed at continuous improvement through:
• Offering services at the highest quality levels, aimed at meeting
and exceeding passenger expectations, the real point of reference
for airport activities;
• ensuring the highest levels of security in all airport processes,
reducing incidents and safeguarding the health and safety of
passengers and all airport users;
• a sustainable development integrated with the territory, starting
from reducing energy consumption and climate-altering
emissions and minimising the impact of airport activities on the
environment;

Sustainability
and operational excellence

• effective and efficient management that ensures profitability for
shareholders and generates value for the territory;

The sustainability of the airport, environmental protection and a sense
of the territory constitute, together with the quality of services and
safety, a fundamental priority for GE.S.A.C, which uses an Integrated
Quality, Safety, Environment and Energy Management System.
Continuing with its commitment to fight climate change Naples
International Airport has been confirmed as the highest level of
international Airport Carbon Accreditation certification, Neutrality,
which certifies it as a carbon neutral airport. Since 2012 we have
reduced carbon dioxide emissions by about 28% in absolute terms.

• maintaining relations with the Authorities, Airport Operators,
Airlines, Suppliers and Neighbouring Communities, based on a
shared and common vision in terms of operating manner.
These principles inspire our Management System, which is based
on our vision and mission, the values of innovation, responsibility,
essentiality, and is in line with the best international standards for
quality, safety, environmental and energy management.
We are all required to operate according to this Policy, committing
ourselves to its daily application, constantly looking for every
opportunity for improvement.

GESAC is constantly committed to involving its
stakeholders in activities and initiatives aimed at
consolidating its commitment and attention to
environmental issues.

8.
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Map of the Terminal
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The quality of services

AIRPORT SERVICE QUALITY (ASQ)

Excellence in service quality is an absolute priority for Naples Airport.
GE.S.A.C. operates according to a Total Quality Management approach,
working continuously to improve services. The Vision and Mission of
GE.S.A.C. define the framework within which the quality management
system is projected. Our Management System is certified according to
ISO 9001:2015.
The quality of the services offered is constantly verified through a
series of monitoring systems including:

The following State bodies and Handling Companies
operate at Naples International Airport:

Naples International Airport participates in the international benchmark
program ASQ which involves about 350 airports of all sizes worldwide.
The quality survey is provided in paper format to a specific sample of
passengers and evaluated on a scale of 1 to 5 (1=poor, 2=fair, 3=good,
4=very good, 5=excellent).

State Entities

THE QUALITY OF SERVICE MONITOR (QSM)
Since 1997 Naples International Airport has adopted a passenger satisfaction verification system, the QSM, borrowed from the know-how
of the then majority shareholder BAA. The Quality of Service Monitor,
based on daily interviews carried out on a statistically significant sample of passengers, monitors the quality perceived by passengers with
regard to airport services, identified through about 75 indicators. Carried out through face-to-face interviews on a scale of 1 to 5 (1=very
bad, 2=poor, 3=average, 4=good, 5=excellent). The surveys refer to all
airport services provided both by the Management Company and by
other parties present at the airport and are carried out by a specialised
and independent company.

• ENAC Ente Nazionale per l’Aviazione Civile (Direzione Aeroportuale
Campania) regulates and supervises airport activities.
• ENAV Società Nazionale per l’Assistenza al Volo is responsible for
air traffic control services.
• State Police carries out border police activities and ensures public
order and public safety
• Customs has the task of protecting the rights of the State with
regard to imports and exports of objects and goods, including those
travelling with passengers.
• Tax Police, among the various institutional tasks, carries out customs
supervision activities and those aimed at fighting illegal trafficking.
• Carabinieri, Forestry Corps, Municipal Police, Air and Veterinary
Health, ASL Napoli 1 (Local HealthCare Unit), Fire Brigade.

THE QUALITY CONTROL SYSTEM (QCS)
The Quality Control System, based on objective measurements of
specific indicators, consists in monitoring the quality of the several
services provided by the various parties operating at the airport.
The QCS includes the measurement of critical waiting times on
statistically significant samples.

Handling Company
For airlines, ground handling of passengers, cargo, mail, luggage and
aircraft is guaranteed by the following companies:
• Aviation Services
• GH Napoli

The QSM and the QCS, together with the complaints and other tools
of the Quality Management System, represent the source of the data
published in the following tables.

12.
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The airport in figures

Passenger rights

data for the year 2019

passengers
goods + mail
check-in counters
scheduled airlines

Passengers wishing to bring to GE.S.A.C.’s attention any disservice
and/or damage suffered, not covered by the Charter for Passenger
Rights, may fill out
1. the Complaint form attached to this Charter
2. write an email to feedback@gesac.it
3. or put in a complaint online at

10,860,062
11,750 tonnes
61
43

http://www.aeroportodinapoli.it/info-and-services/your-suggestions

Privacy policy
Naples International Airport combines the quality and efficiency of
services with the respect and protection of privacy in accordance with
the Italian Privacy Code (Article 13 of Legislative Decree No.196/2003)
and the European legislation under EU Regulation No. 2016/679
(GDPR).
For any type of information or request regarding the exercise of your
rights you may consult the website
www.aeroportodinapoli.it/privacy-policy or contact the Privacy office
at privacy@gesac.it

Take a look at and download the service guide here:
www.aeroportodinapoli.it
the customer service personnel is available for information and any observations,
complaints and suggestions

18.
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QUALITY INDICATORS
INDICATOR

UNIT OF MEASUREMENT

2019
TARGET
PERFORMANCE 2020

INDICATOR

SAFETY OF TRAVEL
Overall perception of the security check
service for people and hand luggage

2019
TARGET
PERFORMANCE 2020

ADDITIONAL SERVICES
% of satisfied passengers

98

98

99

99

SECURITY PERSONAL AND PROPERTY
Overall perception of the level of personal
and property security at the airport

UNIT OF MEASUREMENT

% of satisfied passengers

REGULARITY AND PUNCTUALITY OF SERVICE
Overall flight punctuality

% of punctual flights out of
total departing flights

75.42

76.5

Total misdirected baggage on departure
(not returned to the baggage claim belt
at the destination airport) for which the
airport was responsible

No. of luggage not returned
to the destination airport /
1,000 departing passengers

0.6

0.6

Time for delivery of the first piece
of baggage from the aircraft block-on

Time in minutes calculated
from aircraft block-on to first
baggage reclaim in 90%
of cases

23:44

24:00

Time for delivery of the last piece of
baggage from the aircraft block on

Time in minutes calculated
from aircraft block-on to last
baggage reclaim in 90%
of cases

31

Waiting time on board for the first
passenger to disembark

Time in minutes calculated
from aircraft block-on to
last baggage reclaim
in 90% of cases

Overall perception of the regularity
and punctuality of the services received
at the airport

% of satisfied passengers

5

99.1

31

99

CLEANLINESS AND HYGIENIC CONDITIONS
% of satisfied passengers

95

95.5

Perception of the level of cleanliness
in the air terminal

% of satisfied passengers

98.3

98.5

90

100

100

% of satisfied passengers

56

70

Perception as to the availability of free
drinking water dispensers, where available

% of satisfied passengers

100

95

Perception as to the availability/quality/
prices of shops and newsstands

% of satisfied passengers

97.4

97

Perception as to the availability/quality/
prices of bars and restaurants

% of satisfied passengers

93.5

95

Perception as to the availability of stocked
drink/snack dispensers, if any

% of satisfied passengers

78

90

User-friendly and up-to-date website

% of satisfied passengers

94.5

95

Perception as to the effectiveness
of operational information points

% of satisfied passengers

99.2

99

Perception as to the clarity, accuracy and
effectiveness of signs inside the terminal

% of satisfied passengers

99.2

99

Perception of staff professionalism
(infopoint, security)

% of satisfied passengers

99

99

Overall perception as to the effectiveness
and accessibility of public information
services (monitors, announcements,
internal signage, etc.)

% of satisfied passengers

98.2

98.6

% of satisfied passengers

Compatibility of bar opening hours
with airport opening hours

% of incoming/departure
passenger flights compatible
with bar opening hours in
the respective areas

Perception as to the suitability of smoking
rooms, where present

INFORMATION TO CUSTOMERS

5

Perception of the level of cleanliness
and functionality of the toilets

88

Perception of the availability of cellular/
laptop recharging stations in common
areas, where present

SERVICES AT ENTRANCE AND EXIT COUNTERS

COMFORT DURING YOUR STAY AT THE AIRPORT

91

92

Perception of ticketing service

% of satisfied passengers

Waiting time at check-in

Waiting time in minutes
in 90% of cases detected

19:59

18

Perception of waiting time at check in

% of satisfied passengers

90.7

93

Perception as to the availability
of luggage trolleys

% of satisfied passengers

95

95

Perception as to the efficiency of
passenger transfer systems (escalators,
lifts, people movers, etc.)

% of satisfied passengers

99.7

99

Waiting time at security checkpoints

Waiting time in minutes
in 90% of cases detected

05:23

06:30

Perception as to the efficiency of the air
conditioning systems

% of satisfied passengers

98

98

Perception of waiting time at passport
control

% of satisfied passengers

89.4

90

Perception of the overall terminal
comfort level

% of satisfied passengers

95

95

MODAL INTEGRATION

ADDITIONAL SERVICES
Perception of wi-fi connectivity
inside the terminal

% of satisfied passengers

96

96

16.
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Perception of the clarity, accuracy and
effectiveness of the signs outside the
terminal building

% of satisfied passengers

92.2

92

Perception as to the adequacy of city/
airport connections

% of satisfied passengers

90

90

SERVICE CHARTER 2020

SERVICES FOR PASSENGERS
WITH REDUCED MOBILITY
INDICATOR

UNIT OF MEASUREMENT

2019
TARGET
PERFORMANCE 2020

INDICATOR

EFFICIENCY OF ASSISTANCE SERVICES

UNIT OF MEASUREMENT

COMMUNICATING WITH PASSENGERS

For PRM in Departure with pre-notification:
waiting time to receive assistance, from
one of the designated points of the airport,
in case of pre-notification

Waiting time in minutes in
90% of cases

5

5

Number of responses provided within the
time frame compared to the total number
of requests for information received

% replies given in the
pre-established time frame
out of total number of
requests

For PRM departing without pre-notification:
waiting time to receive assistance, from
one of the designated points of the airport,
once they notified their presence

Waiting time in minutes in
90% of cases

5

5

Number of complaints received compared
to total PRM traffic

% complaints received on
total PRM traffic

For PRM arriving with pre-notification:
waiting time on board for PRM
disembarkation, after the last passenger
is disembarked

Waiting time in minutes in
90% of cases

3:50

5

For PRM arriving without pre-notification:
waiting time to receive assistance, at the
gate/aircraft point, from the last passenger disembarkation

Waiting time in minutes in
90% of cases

1

% satisfied PRM

Perception of the adequacy of staff
training

% satisfied PRM

96
98.1

100

0.02

100

0.02

COMFORT INSIDE THE TERMINAL

4

PERSONAL SAFETY
Perception of the status and functionality
of the equipment supplied

2019
TARGET
PERFORMANCE 2020

Perception as to the effectiveness of PRM
assistance

% satisfied PRM

99

99

Perception as to the level of accessibility
and usability of airport infrastructure:
parking, call intercoms, dedicated
lounges, toilets, etc.

% satisfied PRM

96

97

Perception of the spaces reserved for
PRM parking (e.g., Sala Amica)

% satisfied PRM

96

97

98

RELATIONAL AND BEHAVIOURAL ASPECTS

99

Perception of staff courtesy (infopoint,
security, special assistance staff)

% satisfied PRM

98

98

Perception as to the professionalism of
the staff dedicated to providing special
assistance to PRM

% satisfied PRM

96.3

98

INFORMATION AT THE AIRPORT
Accessibility: number of essential
information accessible to visual, hearing
and motor disabilities compared to the
total number of essential information

% Accessible essential
information out of the total
number of essential
information

100

100

Comprehensiveness: quantity of
information and instructions, related to
the services offered, available in accessible
format compared to the total number

% information/instructions,
related to services in
accessible format out of total
information/instructions

100

100

Perception as to the effectiveness and
accessibility of information,
communications and signs inside
the terminal

% satisfied PRM passengers

98

99
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Suggestions
and Complaints

comment

complaint

passenger

meeters & greeters

congratulation

Your feedback is highly valued,
as it helps us improve the quality
of the services provided at the airport
If you have a complaint, a suggestion or a compliment,
you have the following options:
• complete the online form available on the aeroportodinapoli.it website
• use the relevant forms available at the Airport Customer Service
desk and on this page
• e-mail us at: feedback@gesac.it
• contact a Customer Service agent at the airport
• call on number 081.7896.259 (every day from 8:00 am to 10:00 pm)
• write to us at: Uffici Direzionali GE.S.A.C.
Corporate Communications & Media Relations
Aeroporto di Capodichino - 80144 Napoli
• fax us on 081.7896.707
We will thoroughly investigate your complaint and advise you of the outcome
of our investigation and any actions to be taken as a result, within 28 days of
receiving your complaint. If your complaint is about services provided by a
party other than GESAC SpA, such as flight delays/cancellations, lost luggage
etc., we will refer you to the relevant office. Your feedback is highly valued, as
it helps us improve the quality of the services provided at the airport.

GESAC S.p.A.“Controller” of the personal data related to complaints and suggestions
system, based at Capodichino Airport, Naples informs you that, through this form, will
proceed to personal data collection directly issued by you (including particular data) in
accordance with Article 13 of the GDPR available at the following link:

name and surname

man

woman

address

postal code

city

state

country

phone

email

flight

time

https://www.aeroportodinapoli.it/privacyfeedback
GESAC will process your personal data for the duration of the feedback management
and, eventually, for a period not exceeding 5 years from the receipt of the feedback,
unless further conservation for a possible dispute. The data will be treated by personnell authorized by the Controller and third party companies that perform activities on
behalf of the Controller, who act as Data Controllers. GESAC does not manage all airport
services. Therefore, your data could be transmitted to the Companies that issue airport
services, as autonomous Controllers (Airlines, Handler, Retailers). The person involved
benefits from the rights enacted by the articles 15-22 GDPR in the Feedback Privacy
Notice available at the above mentioned link.

from/to

SIGNATURE

DATE

GE.S.A.C. S.p.A.
Uffici Direzionali GE.S.A.C.
Aeroporto di Capodichino
80144 Napoli - Italy

www.aeroportodinapoli.it
studioeikon.com

