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ANNOTATION 
 

This degree is devoted to the development of a set of measures to improve 
customer service at an international airport during a pandemic in example of group of 
companies «Yemelyanovo airport». 

The object of the research is the group of companies «Yemelyanovo airport». 

The subject of the research is customer service at an international airport 
during a pandemic. 

The purpose of this course work is to create recommendations for improving 
customer service at Yemelyanovo International Airport during a pandemic. 

For Yemelyanovo International Airport, the relevance of the topic is to 
improve the efficiency of services in the context of restrictive measures related to 
preventing the spread of coronavirus. 

Successful achieving this goal requires fulfillment the following tasks: 

− Investigate the infrastructure and services of international airports, and 
consider the main problems in organizing customer service during a pandemic; 

− Analyze customer service at an international airport during a pandemic; 
− Develop recommendations for improving customer service at 

Yemelyanovo International Airport during a pandemic. 

The degree work consists of three chapters. 

The first chapter discusses the theoretical foundations of customer service at 
Yemelyanovo International Airport. 

The second chapter is devoted to the analysis of customer service at the 
Yemelyanovo international airport during the pandemic. An analysis was also made 
of airport services and the impact of the Sterile Airport project on the organization. 

The third chapter describes recommended measures to improve the quality of 
customer service and an analysis of the effectiveness of these measures. 

In the conclusion section, the final overview of the analysis and the author's 
proposals for improving the quality of customer service at the Yemelyanovo 
international airport are presented. 

The diploma project contains 76 pages, 23 tables, 9 illustrations and  5 
appendices. 
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https://ru.wikipedia.org/wiki/%D0%A1%D0%BE%D1%86%D0%B8%D0%B0%D0%BB%D1%8C%D0%BD%D0%BE-%D1%8D%D0%BA%D0%BE%D0%BD%D0%BE%D0%BC%D0%B8%D1%87%D0%B5%D1%81%D0%BA%D0%B8%D0%B5_%D0%BF%D0%BE%D1%81%D0%BB%D0%B5%D0%B4%D1%81%D1%82%D0%B2%D0%B8%D1%8F_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19
https://ru.wikipedia.org/w/index.php?title=%D0%A0%D0%B5%D1%86%D0%B5%D1%81%D1%81%D0%B8%D1%8F_%D0%B2_%D1%81%D0%B2%D1%8F%D0%B7%D0%B8_%D1%81_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B5%D0%B9_COVID-19&action=edit&redlink=1
https://ru.wikipedia.org/wiki/%D0%92%D0%B5%D0%BB%D0%B8%D0%BA%D0%B0%D1%8F_%D0%B4%D0%B5%D0%BF%D1%80%D0%B5%D1%81%D1%81%D0%B8%D1%8F
https://ru.wikipedia.org/w/index.php?title=%D0%93%D0%BE%D0%BB%D0%BE%D0%B4_%D0%B2_%D1%81%D0%B2%D1%8F%D0%B7%D0%B8_%D1%81_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B5%D0%B9_COVID-19&action=edit&redlink=1
https://ru.wikipedia.org/w/index.php?title=%D0%A1%D0%BF%D0%B8%D1%81%D0%BE%D0%BA_%D1%81%D0%BE%D0%B1%D1%8B%D1%82%D0%B8%D0%B9,_%D0%BE%D1%82%D0%BC%D0%B5%D0%BD%D1%91%D0%BD%D0%BD%D1%8B%D1%85_%D0%B8%D0%BB%D0%B8_%D0%BF%D0%B5%D1%80%D0%B5%D0%BD%D0%B5%D1%81%D1%91%D0%BD%D0%BD%D1%8B%D1%85_%D0%B8%D0%B7-%D0%B7%D0%B0_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19&action=edit&redlink=1
https://ru.wikipedia.org/w/index.php?title=%D0%A1%D0%BF%D0%B8%D1%81%D0%BE%D0%BA_%D1%81%D0%BE%D0%B1%D1%8B%D1%82%D0%B8%D0%B9,_%D0%BE%D1%82%D0%BC%D0%B5%D0%BD%D1%91%D0%BD%D0%BD%D1%8B%D1%85_%D0%B8%D0%BB%D0%B8_%D0%BF%D0%B5%D1%80%D0%B5%D0%BD%D0%B5%D1%81%D1%91%D0%BD%D0%BD%D1%8B%D1%85_%D0%B8%D0%B7-%D0%B7%D0%B0_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19&action=edit&redlink=1
https://ru.wikipedia.org/wiki/%D0%92%D0%BB%D0%B8%D1%8F%D0%BD%D0%B8%D0%B5_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19_%D0%BD%D0%B0_%D1%81%D0%BF%D0%BE%D1%80%D1%82
https://ru.wikipedia.org/w/index.php?title=%D0%92%D0%BB%D0%B8%D1%8F%D0%BD%D0%B8%D0%B5_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19_%D0%BD%D0%B0_%D1%80%D0%B5%D0%BB%D0%B8%D0%B3%D0%B8%D1%8E&action=edit&redlink=1
https://ru.wikipedia.org/w/index.php?title=%D0%92%D0%BB%D0%B8%D1%8F%D0%BD%D0%B8%D0%B5_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19_%D0%BD%D0%B0_%D0%BF%D0%BE%D0%BB%D0%B8%D1%82%D0%B8%D0%BA%D1%83&action=edit&redlink=1
https://ru.wikipedia.org/w/index.php?title=%D0%92%D0%BB%D0%B8%D1%8F%D0%BD%D0%B8%D0%B5_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19_%D0%BD%D0%B0_%D0%B8%D1%81%D0%BA%D1%83%D1%81%D1%81%D1%82%D0%B2%D0%BE_%D0%B8_%D0%BA%D1%83%D0%BB%D1%8C%D1%82%D1%83%D1%80%D0%BD%D0%BE%D0%B5_%D0%BD%D0%B0%D1%81%D0%BB%D0%B5%D0%B4%D0%B8%D0%B5&action=edit&redlink=1
https://ru.wikipedia.org/wiki/%D0%9F%D0%B0%D0%BD%D0%B8%D1%87%D0%B5%D1%81%D0%BA%D0%B8%D0%B5_%D0%BF%D0%BE%D0%BA%D1%83%D0%BF%D0%BA%D0%B8
https://ru.wikipedia.org/w/index.php?title=%D0%92%D0%BB%D0%B8%D1%8F%D0%BD%D0%B8%D0%B5_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19_%D0%BD%D0%B0_%D1%8D%D0%BA%D0%BE%D0%BB%D0%BE%D0%B3%D0%B8%D1%8E&action=edit&redlink=1
https://ru.wikipedia.org/w/index.php?title=%D0%92%D0%BB%D0%B8%D1%8F%D0%BD%D0%B8%D0%B5_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19_%D0%BD%D0%B0_%D1%8D%D0%BA%D0%BE%D0%BB%D0%BE%D0%B3%D0%B8%D1%8E&action=edit&redlink=1
https://ru.wikipedia.org/wiki/%D0%92%D0%BB%D0%B8%D1%8F%D0%BD%D0%B8%D0%B5_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19_%D0%BD%D0%B0_%D0%BE%D0%B1%D1%80%D0%B0%D0%B7%D0%BE%D0%B2%D0%B0%D0%BD%D0%B8%D0%B5
https://ru.wikipedia.org/wiki/%D0%9A%D0%BE%D0%BD%D1%81%D0%BF%D0%B8%D1%80%D0%BE%D0%BB%D0%BE%D0%B3%D0%B8%D1%87%D0%B5%D1%81%D0%BA%D0%B8%D0%B5_%D1%82%D0%B5%D0%BE%D1%80%D0%B8%D0%B8_%D0%BE_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B8_COVID-19
https://ru.wikipedia.org/w/index.php?title=%D0%A1%D0%BF%D0%B8%D1%81%D0%BE%D0%BA_%D1%81%D0%BB%D1%83%D1%87%D0%B0%D0%B5%D0%B2_%D0%BF%D1%80%D0%BE%D1%8F%D0%B2%D0%BB%D0%B5%D0%BD%D0%B8%D1%8F_%D0%BA%D1%81%D0%B5%D0%BD%D0%BE%D1%84%D0%BE%D0%B1%D0%B8%D0%B8_%D0%B8_%D1%80%D0%B0%D1%81%D0%B8%D0%B7%D0%BC%D0%B0,_%D1%81%D0%B2%D1%8F%D0%B7%D0%B0%D0%BD%D0%BD%D1%8B%D1%85_%D1%81_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B5%D0%B9_COVID-19&action=edit&redlink=1
https://ru.wikipedia.org/w/index.php?title=%D0%A1%D0%BF%D0%B8%D1%81%D0%BE%D0%BA_%D1%81%D0%BB%D1%83%D1%87%D0%B0%D0%B5%D0%B2_%D0%BF%D1%80%D0%BE%D1%8F%D0%B2%D0%BB%D0%B5%D0%BD%D0%B8%D1%8F_%D0%BA%D1%81%D0%B5%D0%BD%D0%BE%D1%84%D0%BE%D0%B1%D0%B8%D0%B8_%D0%B8_%D1%80%D0%B0%D1%81%D0%B8%D0%B7%D0%BC%D0%B0,_%D1%81%D0%B2%D1%8F%D0%B7%D0%B0%D0%BD%D0%BD%D1%8B%D1%85_%D1%81_%D0%BF%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D0%B5%D0%B9_COVID-19&action=edit&redlink=1
https://ru.wikipedia.org/wiki/%D0%9A%D0%B8%D1%82%D0%B0%D0%B9%D1%86%D1%8B
https://ru.wikipedia.org/wiki/%D0%92%D0%B0%D0%BA%D1%86%D0%B8%D0%BD%D0%B0_%D0%BF%D1%80%D0%BE%D1%82%D0%B8%D0%B2_COVID-19
https://ru.wikipedia.org/wiki/%D0%92%D0%B0%D0%BA%D1%86%D0%B8%D0%BD%D0%B0_%D0%BF%D1%80%D0%BE%D1%82%D0%B8%D0%B2_COVID-19
https://ru.wikipedia.org/wiki/%D0%9F%D0%B0%D0%BD%D0%B4%D0%B5%D0%BC%D0%B8%D1%8F_COVID-19#cite_note-38
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Europe 340 153 1 174 418 -71.0 
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2020 

rating 

2019 

rating 
Airport 

Passengers, 

2020 

Passengers, 

2019 

Percent 

change 

1 11 Guangzhou, CH 43 767 558 73 394 810 -40.4 

2 1 Indianapolis IND, US 42 918 685 110 531 300 -61.2 

3 24 Chang, SP 40 741 509 55 858 552 -27.1 

4 10 
Dallas/Fort Worth TX, 

US 
39 364 990 75 066 956 -47.6 

5 26 Shenzhen, CH 37 916 054 52 931 925 -28.4 

6 2 Beij ing, CH 34 513 827 100 013 642 -65.5 

7 16 Denver CO, US 33 741 129 69 015 703 -51.1 

8 37 Kunming, CH 32 990 805 48 076 238 -31.4 

9 46 Shanghai, CN 31 165 641 45 637 882 -31.7 

10 40 Xi’an, CN 31 073 924 47 220 745 -34.2 
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2020 

rating 

2019 

rating 
Airport 

Cargo (metric 

tonnes), 2020 

Cargo (metric 

tonnes), 2019 

Percent 

change 

1 2 Memphis NT, US 4 613 431 4 322 740 6.7 

2 1 Hong Kong SAR, HK 4 468 089 4 809 485 -7.1 

3 3 Shanghai, CN 3 686 627 3 634 230 1.4 

4 6 Anchorage AK, US 3 157 682 2 745 348 15.0 

5 4 Louisville KY, US 2 917 243 2 790 109 4.6 

6 5 Incheon, KR 2 822 476 2 764 369 21. 

7 9 Chinese Taipei 2 340 714 2 182 342 7.4 

8 13 Los Angeles CA, US 2 229 476 2 092 003 6.6 

9 8 Doha, GA 2 175 292 2 215 804 -1.8 

10 12 Miami FL, US 2 137 699 2 092 472 2.2 
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