
TEAM OF  
LAXCEPTIONAL  

COURTESY 

Team of LAXceptional Courtesy Training  
Tuesday, June 25, 2018-1:00 p. m. - 2:00 p.m. 



• TLC is designed to provide our guests with an LAXceptional Xperience. As such, 
your help is essential in assisting our guests on their journey. 

• TLC team members will assists our guests as roamers assisting guests with 
directional and informational support on both the  Arrival and Departure 
Levels 



 
Guest Service Skills that Matter 

 
Taking the time to implement the GUEST experience philosophy ensures our  
guests will have an LAXceptional Xperience. 
 
Greet - everyone with a warm welcome. 

Understand - understanding the needs of our guests. This is key to connecting on 
a  personal level. 

Educate- providing guests with the knowledge and information they are expecting 
from  you. 

Smile - keep a smile on your face. Our guests see you as one of the many faces of LAX. 

Thank - always take the time to thank our guests for travelling through LAX. 

LAX Airport-wide Brand Statement: 
“At LAX, we strive to make our guest visits efficient, hospitable and memorable by  
providing modern, world-class facilities and services that showcase the ambiance  
and excitement of Los Angeles and the lifestyle and warmth of sunny Southern  
California.  It’s all about an LAXceptional Xperience!” 



Guests often arrive at LAX  
for departing flights with  

more than they can  
handle. 

Be proactive, introduce  
yourself and ask if you can  

help. 



Tips for Providing An  
LAXceptional Xperience 

• Awareness 
Notice guests with their heads in the air, standing in the middle of the  
terminal, reading a document trying to find their way. 
Awareness involves noticing the details and looking for silent problems.  
Awareness is an inherent proactive activity that will prompt you to assist. 

• Listen 
Understand what guests are saying, if necessary, ask for clarification. 
Remember most travelers are unfamiliar with certain terminologies of our  
profession. 
Listen to their needs and offer suggestions on how to fulfill those needs.  
If there is a language barrier, ask to see their travel documents. 

• Effectiveness 
If a guest needs to make a connecting flight, don’t just say, “You need to go to  
Terminal 4.” Lead them personally to the terminal or lead them to the VIP booth and  
request a map to assist with way finding. 

• Don’t Confuse Guests with Jargon 
When proposing a solution, make sure you state it in terms guests understand.  
Use relevant analogies to explain the travel experience. 



 
Checking in for departing flights at LAX 

  

number  
aware  
provided  
the 

 
Guests can check- 
in for their flight in a  
number of ways, be  
aware of the airline 
check-in procedures in 
your terminal. 



What’s available inside Departure 
Level 

• Before Passenger Screening Departure Level: 
• Airline ticket counters, TSA security checkpoints,  

restrooms, free Wi-Fi. 
• TBIT offers ATMs, first aid, and concessions in addition  to 

the above. 



 
What’s available INSIDE the terminal  on the  

Lower Arrival Level 
• Airline baggage claim carousels 
• Airline lost baggage offices 

• Customs clearance (Basement Level, 2, TBIT, 5, 6) 
• Vending machines 
• Pay telephones 
• Interactive video kiosks 
• Ask LAX Interactive Video Kiosks (Terminal 2 and 

TBIT) 
• Information Booths 
• Concessions Pre-Security (2, TBIT, 4, 5, 6, and 7) 



Terminal  Area  Quantity  

One  Arrivals  1  

  Concourse  2  

Two  Concourse  1  

Three  None    
 International Termi
nal   Concourse  7  

   Mezzanine One   1  

   Mezzanine Two   1  

   (Baggage Claim)    3  

Bus Gates  Departure  1 (in TBIT) 

Four  None    

Five  Arrivals   1  

  Departures  2  

  Concourse  3  

 Six  None     

Seven  Arrivals  1  

Eight  (Baggage Claim)    

Family Restroom Locations 











Frequently Used Telephone Numbers 
310-646-4268 FIRST AID (BIKE MEDIC UNIT)   

 
AIRPORT POLICE (EMERGENCY DISPATCH) 424-646-7911 

AIRPORT POLICE (NON EMERGENCY) 310-646-4268 

424-646-5678 

310-242-9073 

AIRPORT POLICE LOST AND FOUND 
(OFFICE HOURS: 8 a.m. – 5 p.m., M-F)  

TSA LOST AND FOUND 
(OFFICE HOURS: 8 a.m. – 4:30 p.m., M-F) 

LAX INFORMATION (AUTOMATED LINE) 855-463-5252 

LIFE LINE TELPHONE NUMBERS 
GUEST EXPERIENCE MEMBERS (GEM) OFFICE  
AIRPORT RESPONSE COORDINATION CENTER (ARCC)  
GAIL GADDI 

424-646-8279 or 424-646-8275 
424-646-5292 
310-877-2108 (CELL) 
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