T TH ¥ TR 9w Fafed dane & oRome f ggelt et (Serad- A 2020 F  alelt A (GreceR- aEw) /@ ge/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -I (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

3gAcrEIg /AHMEDABAD HATEI/AMRITSAR SNTERRT/BAGDOGRA SIE?T&R/BHUBANESWAR
4./ dhft | gl faamel aieft | g femd Teeh R Teelt faer
S Tl | e 2020 Wteh | O Remd®  [2020 Wteh | e R oz0w e | €N | 2020w
S /Parameter e ey e o A R T
sty | G- | faem 2019 o @R | fawmdr 2019 | e .| R 2019 | e | f=mr 2019
No. a(rcf) 2020 | IO | H WEw a(ré) 2020 | EED) | A W n(ﬁ?) 2020 ﬁ%ﬂ'{') 2010| 3 T A :1(1-&) 202 ﬁéﬁn) 2010 & YT F
2019 e 2019 HR IR I
Difference of Difference of Difference of Difference of
Q1 (Jan- | Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1
Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 |2020 over Q4
2019 2019 2019 2019
1 RRAC 6/ A . [ E_/ 4.70 4.95 -0.25 4.95 4.93 0.02 4.29 4.30 -0.01 3.94 4.43 -0.49
Ground transportation to/from airport
2 . gﬁ%m;r/ 4.74 4.86 -0.12 4.69 4.79 -0.10 3.73 4.03 -0.30 3.70 4.44 -0.74
Parking facilities
3 SRS gﬁm/_ - 4.49 4.60 -0.11 4.54 4.69 -0.15 3.69 4.13 -0.44 3.41 4.35 -0.94
Value for money of parking facilities
4 . Emé / giferlt 1 sueEed 4.74 4.81 -0.07 4.73 4.75 -0.02 3.89 4.36 -0.47 3.79 4.40 -0.61
Availability of baggage carts/trolleys
5 Z?Eﬁs?r S S tl?—ﬁ?ﬂT E ) / 4.85 4.92 -0.07 4.84 4.80 0.04 4.43 4.40 0.03 3.99 4.44 -0.45
Waiting time in check-in queuel/line
6 ﬂ'cﬁs?f S E.' i 4.82 4.89 -0.07 4.56 4.64 -0.08 4.30 4.33 -0.03 3.93 4.42 -0.49
Efficiency of check-in staff
7 -5 T PR [ ) (e 4.91 4.92 -0.01 4.76 4.70 0.06 4.47 451 -0.04 3.87 4.45 -0.58
Courtesy and helpfulness of check-in staff
8 e E./ 3T eToT 3 Wﬁ E ./ 4.71 4.91 -0.20 4.82 4.89 -0.07 5.00 4.75 0.25 4.20 4.67 -0.47
Waiting time at passport/personal ID inspection
9 NaToT T T 3-ﬁT_E t . el 4.96 4.98 -0.02 4.69 4.64 0.05 4.50 5.00 -0.50 3.20 4.63 -1.43
Courtesy and helpfulness of inspection staff
10 Y& T P AH IR _E / 4.90 4.91 -0.01 4.87 4.83 0.04 4.63 4.61 0.02 4.06 4.51 -0.45
Courtesy and helpfulness of security staff
11 Y&t T . E_E / . 4.75 4.95 -0.20 4.78 4.74 0.04 4.31 4.30 0.01 3.98 4.45 -0.47
Thoroughness of security inspection
12 ﬁT&W ) # aN u?ﬁaﬂ E . / 4.75 4.90 -0.15 4.81 4.79 0.02 4.32 4.35 -0.03 3.88 4.43 -0.55
Waiting time at security inspection
13 R E_E I E_[ T g ! 4.87 4.97 -0.10 4.85 4.82 0.03 4.39 4.51 -0.12 4.01 4.46 -0.45
Feeling of being safe and secure
14 e Eﬁ 3_ T @t & g_ il 4.91 4.97 -0.06 4.89 4.85 0.04 4.48 4.57 -0.09 3.87 451 -0.64
Ease of finding your way through airport
15 EE_ E_ ) T % / 4.82 4.92 -0.10 4.65 4.67 -0.02 4.13 4.43 -0.30 3.79 4.39 -0.60
Flight information screens
16 ) ; . A _E ; 1 ) 4.86 4.97 -0.11 4.81 4.68 0.13 4.28 4.54 -0.26 3.78 4.42 -0.64
Walking distance inside the terminal
17 2 3Tl A 3 & ot/ 4.80 4.84 -0.04 5.00 5.00 0.00 4.45 4.20 0.25 3.75 4.23 -0.48

Ease of making connections with other flights
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RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -l (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

3gAGIETE /AHMEDABAD IHIET/AMRITSAR STERRT/BAGDOGRA #IAT/BHUBANESWAR
- ateft ggelt oY ately ggelt faATEY gl AT ggelt fAATE
FH/ TN | oomd | 2020w wh | 6 fomd | 2000@ @b | O R 20w e | 6 UL PR S
s Rrefiex/Parameter Y T T fammY fammdY fawmdr
oy, | R fasmér 2019 S (ragar- | fasmdr 2019 SRS fasmdr 2019 SreradY fawmEr 2019
No. | R | Awmar | GO | Rwm | w@ma | SO0 OREU g | CEO | GRET | g R
)2020| oo e A 2020 5019 et AT) 2020 |feweR) 2019 el AT) 2020 |f¥aR) 2019 e
Difference of Difference of Difference of Difference of

Q1 (Jan- | Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1
Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 |2020 over Q4

2019 2019 2019 2019
18 TIRTIC ¥ 1 78 AR EE. elr/ 4.98 4.97 0.01 4.90 4.84 0.06 461 452 0.09 4.38 4.59 -0.21
Courtesy and helpfulness of airport staff
19 S .g 4!./. 4.54 4.87 -0.33 4.66 471 -0.05 3.87 3.98 -0.11 3.98 4.10 -0.12
Restaurant/Eating facilities
20 R /W g it a1 e AR E___/ 4.37 4.48 -0.11 4.76 4.68 0.08 3.79 4.06 -0.27 3.58 3.89 -0.31
Value for money of restaurant/eating facilities
d / wlea glaarst / g afkader @
3Tcleydr/
21 I 4.26 4.46 -0.20 4.95 4.92 0.03 4.15 4.25 -0.10 3.59 4.46 -0.87
Availability of bank/ATM facilities/money
changers
22 QT Faam/ Shopping facilities 4.69 4.86 -0.17 4.78 4.74 0.04 3.69 411 -0.42 3.56 4.25 -0.69
23 S 3. 5 E/ 4.44 452 -0.08 4.66 4.66 0.00 3.77 412 -0.35 3.24 4.07 -0.83
Value for money of shopping facilities
24 $TTAC WA | WioFi g 451 4.47 0.04 471 473 0.02 337 413 076 3.69 434 065
Internet access/Wi-Fi
25 STAR/STSARET S - - - 4,73 4.70 0.03 3.9 4.25 -0.35 3.20 4.17 -0.97

Business/Executive lounges

26 aT“.) E / CIIeTE I Suere E, / 4.91 4.99 -0.08 4.77 4.77 0.00 4.29 4.33 -0.04 4.00 454 -0.54
Availability of washrooms/toilets

27 anr E. /ERIeE H % T'EE,/ 4.83 4.99 -0.16 4.74 4.77 -0.03 413 4.33 -0.20 3.95 4.29 -0.34
Cleanliness of washrooms/toilets

28 SRR /e a1 P 3@ 4.97 4.98 0.01 4.85 481 0.04 4.22 4.48 0.26 3.94 4.33 039
Comfort of waiting/gate areas

29 T .é < .Eﬁ E °EE. / 4.98 4.99 -0.01 4.95 4.85 0.10 4.40 452 -0.12 3.79 4.32 -0.53
Cleanliness of airport terminal

30 TIROIE T aTareRvT/Ambience of the airport 4.98 4.99 -0.01 4.62 4.70 -0.08 4.32 4.53 -0.21 3.80 4.47 -0.67

qrEare / Bsh 3medr =y

31 : .
Passport/ID inspection

4.80 4.98 -0.18 4.95 4.86 0.09 5.00 5.00 0.00 4.20 4.78 -0.58

32 ot faforady Famit Eﬁ it/ 4.60 4.98 -0.38 4,59 4.60 -0.01 4.20 4.32 -0.12 3.81 4.25 -0.44
Speed of baggage delivery

33 i gew AdaToT/Customs inspection 4.24 4.90 -0.66 4.83 4.71 0.12 5.00 5.00 0.00 3.80 4.43 -0.63

Fo frar &1 @gR/Overall Satisfaction 4.87 4.90 -0.03 488 4.76 012 457 458 -0.01 3.89 457 -0.68

a1 sitwa/world Average 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02
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RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -I (JANUARY-MARCH) 2020 OVER QUARTER -IV

(OCTOBER-DECEMBER) 2019

FTeltde /CALICUT AeA$/CHENNAI FRIEEI/COIMBATORE MAT/GOA
./ NS R il i oAl R | whh | e R | it | oEeht R
s e /Parameter e e 2020 & dtft e fad | 2020 @ Tl e At (2020 @ @ief e Ay | 2020 & =it
9 (3ragER- | fammdr 2019 3 (IrogER- | @AW 2019 3 (3raeae- | faed 2019 h (3rgae- | fawmr 2019
No. wgré) zoéo ) # e @ a(ré) zoéo ) # W :1(1-&) 2oé i) # W o n(ré) 2050 ) # W a
2019 IR 2019 IR 2019 I 2019 HR
Difference of Difference of Difference of Difference of
Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1
Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4
2019 2019 2019 2019
1 awl/ q X ;. / 4.51 4.62 -0.11 4.69 4.38 0.31 4.37 4.30 0.07 4.26 4.21 0.05
Ground transportation to/from airport
2 . @W/ 4.20 4.45 -0.25 4.31 4.24 0.07 3.73 3.65 0.08 3.92 4.00 -0.08
Parking facilities
3 SRS gﬁiﬂ/_ . 4.13 4.40 -0.27 3.68 4.14 -0.46 3.67 3.32 0.35 3.36 4.38 -1.02
Value for money of parking facilities
4 . Eh‘l?f I & « / 4.48 4.57 -0.09 4.61 4.34 0.27 4.29 4.32 -0.03 4.52 4.34 0.18
Availability of baggage carts/trolleys
5 Z?Eﬁs?r S R # tl?—ﬁaﬂT E . / 4.45 4.57 -0.12 4.56 4.38 0.18 4.37 4.39 -0.02 3.70 4,01 -0.31
Waiting time in check-in queuel/line
6 a—cﬁsﬁ S E.' i 4.49 4.55 -0.06 4.60 4.38 0.22 4.18 4.30 -0.12 3.82 3.91 -0.09
Efficiency of check-in staff
7 ﬁ'nﬁ-sﬂ' il m’ . / 4.52 4.58 -0.06 4.64 4.36 0.28 4.29 4.31 -0.02 3.95 4.03 -0.08
Courtesy and helpfulness of check-in staff
8 L ./ 5 &or 3 W ./ 451 4.60 -0.09 4.63 4.35 0.28 4.44 441 0.03 4.07 4.26 -0.19
Waiting time at passport/personal ID inspection
9 NaToT T T 3-ﬁT_E t . el 4.50 4.55 -0.05 4.64 4.41 0.23 4.48 4.20 0.28 4.31 4.27 0.04
Courtesy and helpfulness of inspection staff
10 Y& T P AH IR _E / 4.55 4.69 -0.14 4.63 4.37 0.26 4.70 4.39 0.31 3.98 4.12 -0.14
Courtesy and helpfulness of security staff
11 Y&t T . E_E / . 4.45 4.61 -0.16 4.60 4.38 0.22 4.49 4.19 0.30 4.16 4.05 0.11
Thoroughness of security inspection
12 ﬁT&W ) # aN Wﬁ E . / 4.41 4.54 -0.13 4.44 4.24 0.20 4.52 4.22 0.30 3.32 3.89 -0.57
Waiting time at security inspection
13 R E_E I E_ e e ! 4.49 4.64 -0.15 4.68 4.44 0.24 4.60 4.26 0.34 4.56 4.23 0.33
Feeling of being safe and secure
14 TR Eﬁ 3_ T @t & ] . il 4.57 4.61 -0.04 4.63 4.46 0.17 4.47 4.39 0.08 4.34 4.28 0.06
Ease of finding your way through airport
15 EE_ E_ ) T % / 4.46 4.63 -0.17 4.64 4.36 0.28 4.06 4.23 -0.17 4.51 4.37 0.14
Flight information screens
16 ) ; . A _E ; 1 ) 4.35 4.48 -0.13 4.58 4.33 0.25 4.43 4.23 0.20 4.13 4.17 -0.04
Walking distance inside the terminal
17 A 33 . a3 . z%r ZITHe _/ - - - 4.66 4.28 0.38 4.25 4.20 0.05 481 4.75 0.06
Ease of making connections with other flights
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RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -l (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

Fellhe/CALICUT Y=AS/CHENNAI FIIII/COIMBATORE MET/GOA
: =ty ggelt AT e ggelt AT aief ggell faATd el gl ATy
=3 et /Parameter | P |oocowanh | T pom |aocowamh | T | Romd |ccod ah | T | Romdr | 20209 o
oy, | R fa=mdr 2019 S (GragEr- | faw@ 2019 o (rFcer- | fawmd 2019 Tl (- | fasd 2019
No. ¢ ) | #wa | TO0 | e | d®w e | TO0 | pmmn | dww e | 0 | Rww) | & W ow
#Td) 2020 2019 HR #r) 2020 2019 HR =) 202 2019 IHR #T) 2020 2019 R
Difference of Difference of Difference of Difference of

Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1
Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4

2019 2019 2019 2019
18 ! < TH H A IR EE. elr/ 4.63 4.77 -0.14 4.73 4.44 0.29 4.55 4.35 0.20 4.69 4.26 0.43
Courtesy and helpfulness of airport staff
19 v/ '5 4!./. 4.16 4.35 -0.19 4.14 4.28 -0.14 3.67 3.60 0.07 4.36 4,01 0.35
Restaurant/Eating facilities
20 R /W g it a1 e AR E___/ 4.29 4.42 -0.13 3.96 4.18 -0.22 3.60 3.51 0.09 3.47 3.67 -0.20
Value for money of restaurant/eating facilities
d / wlea glaarst / g afkader @
3Tcleydr/
21 - 4.45 4.59 -0.14 4.55 4.46 0.09 3.97 3.34 0.63 4.62 3.91 0.71
Availability of bank/ATM facilities/money
changers
22 QT Faam/ Shopping facilities 4.33 4.35 -0.02 4.19 4.27 -0.08 3.61 3.90 -0.29 4.47 4.11 0.36
23 S i. 5 E/ 4.32 4.34 -0.02 3.89 4.10 -0.21 3.35 3.76 -0.41 3.51 3.42 0.09
Value for money of shopping facilities
24 $TTAC T /W|-F|'g' / 4.27 4.26 0.01 4.32 4.10 0.22 2.67 2.68 -0.01 4.54 3.82 0.72
Internet access/Wi-Fi
25 fasrasTsyed ams/ 4.40 4.61 -0.21 4.54 4.30 0.24 - - - - - -

Business/Executive lounges

26 aT“.) E / CIIeTE I Suere E, / 453 4.65 -0.12 4.69 4.46 0.23 4.70 4.27 0.43 454 4.67 -0.13
Availability of washrooms/toilets

27 anr E. /ERIeE H % T'EE,/ 4.59 4.67 -0.08 458 4.47 0.11 476 4.26 0.50 4.23 4.61 -0.38
Cleanliness of washrooms/toilets

28 SRHE /1T &1 1 3/ 450 454 0.04 470 447 0.23 453 4.30 0.23 423 435 0.12
Comfort of waiting/gate areas

29 T .é ¢ .Eﬁ E °EE. / 4.72 4.77 -0.05 4.67 455 0.12 471 4.36 0.35 4.63 4.62 0.01
Cleanliness of airport terminal

30 TIROIE T aTareRvT/Ambience of the airport 4.60 4.67 -0.07 4.64 4.45 0.19 453 437 0.16 4.66 4.49 0.17

qrEare / Bsh 3medr =y

31 : .
Passport/ID inspection

4.58 4.79 -0.21 4.65 4.49 0.16 4.20 4.23 -0.03 4.17 4.41 -0.24

32 o1 el Fansit Eﬁ el 4.24 4.45 -0.21 4.28 4.19 0.09 4.07 3.99 0.08 4.41 3.75 0.66
Speed of baggage delivery

33 i gew AdaToT/Customs inspection 4.43 4.59 -0.16 4.53 4.28 0.25 4.12 4.09 0.03 4.17 4.11 0.06

Fo fAem FT @qf¥/Overall Satisfaction 473 4.86 -0.13 4.64 458 0.06 457 4.40 0.17 4.86 4.76 0.10

a1 sitwa/world Average 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02
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RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -l (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019
?Iamé’f/GUWAHATI ZaR/INDORE SIIQT/JAIPUR FIARTEAT/KOLKATA
F.H./ - dteft el faATéY Telt ateft ggelt faATdY A atedt et faATEY 3 ateft el faadY
S RrefreT/Parameter vt @ 2020 & =t e et (2020 @ =t et faad | 2020 @ aieft NSRS ey 2020 &
ot (3rag@ER- | fammy 2019 3 (drFgEr- | faedy 2019 h (Iog@R- | faAmwEr 2019 9 (3T | =it ey
No. II'(]'zi') zoéo ) | H W w a(ﬁ) 2oé Reay) | & War & :1(1':?) 2oéo ) # W & a(ﬁi) 2oéo ) 2019 %
2019 IR 2019 IR 2019 EICrg 2019 | FT HW
Difference of Difference of Difference of Difference
Q1 Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- | of rating Q1
Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over
2019 2019 2019 Q42019
1 RRAC 6/ A . [ E_/ 4.66 457 0.09 4.90 491 -0.01 4.70 458 0.12 4.73 453 0.20
Ground transportation to/from airport
2 . gﬁmﬁ/ 4.22 4.16 0.06 4.87 4.67 0.20 4.46 451 -0.05 3.68 3.54 0.14
Parking facilities
3 SRS gﬁm/_ - 4.35 419 0.16 4.83 4.60 0.23 4.34 4.49 -0.15 3.73 3.35 0.38
Value for money of parking facilities
4 . Emé / giferlt 1 sueEed 4.36 4.48 -0.12 4.85 4.83 0.02 4.49 453 -0.04 4.88 4.87 0.01
Availability of baggage carts/trolleys
5 ﬁiﬁs?r S S Wmﬂ E ) / 4.62 4.32 0.30 4.90 4.81 0.09 454 4.50 0.04 4.70 4.57 0.13
Waiting time in check-in queuel/line
6 a—cﬁs?{ S E.' i 4.65 4.45 0.20 4.83 4.68 0.15 4.48 4.45 0.03 4.71 4.50 0.21
Efficiency of check-in staff
7 ﬁ'nF:-sFr il m’ . / 4.70 4.50 0.20 4.88 4.88 0.00 4.48 4.47 0.01 4.76 4.57 0.19
Courtesy and helpfulness of check-in staff
8 L ./ f &or 3 Cl?-ﬂ' ./ 5.00 4.71 0.29 5.00 5.00 0.00 4.56 4.88 -0.32 4.82 4.40 0.42
Waiting time at passport/personal ID inspection
9 NaToT T T 3-ﬁT_E t ) el 5.00 4.43 0.57 4.75 4.67 0.08 455 4.70 -0.15 4.71 4.53 0.18
Courtesy and helpfulness of inspection staff
10 Y& T P AH IR _E / 471 457 0.14 4.88 4.81 0.07 454 4.60 -0.06 4.71 4.62 0.09
Courtesy and helpfulness of security staff
11 Y&t T ! E_E / . 4.65 4.40 0.25 4.75 4.75 0.00 4.46 457 -0.11 4.70 4.40 0.30
Thoroughness of security inspection
12 ﬁT&“IT ) # aN WHT E . / 4.57 4.23 0.34 4.76 4.66 0.10 4.45 452 -0.07 4.66 4.38 0.28
Waiting time at security inspection
13 R E_E I E_ e e ! 4.59 4.49 0.10 4.86 4.80 0.06 452 4.56 -0.04 4.69 4.58 0.11
Feeling of being safe and secure
14 e Eﬁ 3_ T @t & ] . il 4.60 4.46 0.14 4.89 4.80 0.09 451 4.49 0.02 4.59 4.53 0.06
Ease of finding your way through airport
15 EE_ E_ } T % / 4.42 4.35 0.07 4.85 4.71 0.14 4.49 4.50 -0.01 4.45 4.37 0.08
Flight information screens
16 ) ; ) A _E ) 1 ) 458 4.39 0.19 4.89 4.81 0.08 441 4.45 -0.04 4.64 4.45 0.19
Walking distance inside the terminal
17 A 33 . a3 . zﬁ ZITHe _/ 4.36 4.10 0.26 4.75 4.80 -0.05 4.66 4.34 0.32 4.63 4.36 0.27
Ease of making connections with other flights
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RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -I (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

IETRTET/GUWAHATI $ER/INDORE SIYT/JAIPUR FIAHTAT/KOLKATA
: it | Tl fE dift | gl e atft | ggeh A it |ogeh R
=3 et /Parameter | P |ocowen | T | g ooowemd | T | R |ooco@amh | | Rom | 2020
No. Y (ragay- | fasrdr 2019 (ST (rager- | faardr 2019 (srort (e~ | A\ 2019 (ST (raeER- | ateft fasmdy

Rer) | & W & ) | & War & feR) | # W v ) 2019 #
AT4) 2020 2019 R a) 202 2019 AR #T) 2020 2019 I #T) 2020 2019 | FT W

Difference of Difference of Difference of Difference
Ql (Jan- | Q4 (Oct- rating Q1 Q1 (Jan- | Q4 (Oct- rating Q1 Q1 (Jan- | Q4 (Oct- rating Q1 Q1 (Jan- | Q4 (Oct- |ofrating Q1
Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 (2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over

2019 2019 2019 Q4 2019
18 TRUIC ¥ &1 7 3N T E. eretl/ 4.65 451 0.14 4.96 4.90 0.06 455 453 0.02 4.74 4.57 0.17
Courtesy and helpfulness of airport staff
19 ! . q . ./. 3.99 4.00 -0.01 4.75 4.49 0.26 4.43 4.33 0.10 4.69 4.66 0.03
Restaurant/Eating facilities
20 R /T 9 it a1 e 3_ el ¢ ___/ 3.88 3.86 0.02 4.63 4.45 0.18 4.42 4.37 0.05 4.62 4.58 0.04
Value for money of restaurant/eating facilities
d / wlea glaarst / g afkader @
3Tcleydr/
21 I - 4.38 4.12 0.26 4.76 4.80 -0.04 4.69 457 0.12 4.47 4.23 0.24
Availability of bank/ATM facilities/money
changers
22 QTiferaT gﬁr‘errd/ Shopping facilities 4.22 4.00 0.22 4.90 4.66 0.24 4.44 4.48 -0.04 4.25 4.07 0.18
23 ) 3 & 5 i el € / 4.06 3.78 0.28 4.68 4.29 0.39 4.41 4.45 -0.04 4.14 3.84 0.30
Value for money of shopping facilities
24 : / WI-FI, g / 3.92 4.01 -0.09 4.68 4.33 0.35 4.50 4.48 0.02 3.80 3.73 0.07
Internet access/Wi-Fi
25 STAR/STSARET S - - - - - - - - - 4.64 4.53 0.11

Business/Executive lounges

26 aT“.) E / CIIeTE I Suere E, / 461 4.45 0.16 4.86 4.82 0.04 454 457 -0.03 4.60 4.62 -0.02
Availability of washrooms/toilets

27 anr E. /ERIeE H % T'EE,/ 4.32 4.28 0.04 479 4.84 -0.05 4.48 4,55 -0.07 4.58 4.56 0.02
Cleanliness of washrooms/toilets

28 SRHE /1T &1 1 3/ 447 441 0.06 4.90 4.89 0.01 4.49 4.46 0.03 4.23 4.36 0.13
Comfort of waiting/gate areas

29 T .é < .Eﬁ E °EE. / 4.49 452 -0.03 4.93 4.90 0.03 4.68 454 0.14 4.72 4.72 0.00
Cleanliness of airport terminal

30 TIROIE T aTareRvT/Ambience of the airport 4.53 4.50 0.03 4.90 4.87 0.03 4.53 451 0.02 4.80 4.77 0.03

qrEare / Bsh 3medr =y

31 : .
Passport/ID inspection

5.00 4.67 0.33 5.00 5.00 0.00 4.67 4.85 -0.18 4.93 4.57 0.36

32 ot faforady Famit Eﬁ aife/ 4.45 4.14 0.31 4.81 4.85 -0.04 4.50 4.44 0.06 4.51 4.50 0.01
Speed of baggage delivery

33 i gew AdaToT/Customs inspection 5.00 4.67 0.33 4.75 5.00 -0.25 4.53 4.85 -0.32 4.72 451 0.21

Fo far w1 @gR/Overall Satisfaction 461 4.47 0.14 4.84 4.84 0.00 4.72 4.57 0.15 4.76 4.73 0.03

a1 sitwa/world Average 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02




T TH ¥ TR 95w Fafed dane & oRome f ggelt et (e A 2020 F  alelt A (GreceR- aEw) @ ge/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -l (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

A@T3/LUCKNOW FAAR/MANGALORE 9eAT/PATNA quI/PUNE
F.H./ - dteft gl faATéY Telt ateft ggelt faATdr N et el faATEY N atedt ggelt oAt
S RrefreT/Parameter vt @ | 2020 @ =t e At (2020 @ @ied et Ay (2020 & =it A AT 2020 &
9 (3R | e 2019 3 (drFger- | fasmwEr 2019 h (rFeae- | AT 2019 h (JrgEe- | i fad
No. II'(]'zi') zoéo ) | A W a(ﬁ) 2oé i) # W a(ré) 2oéo ) | # R n(ré) 2050 aH) 2019 %
2019 HR 2019 EILrg 2019 EICry 2019  [¥Rr FT HW
Difference of Difference of Difference Difference
Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- |ofrating Q1 | Q1 (Jan- Q4 (Oct- |of rating Q1
Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Mar) 2020 | Dec) 2019 | 2020 over
2019 2019 Q4 2019 Q4 2019
1 awl A - E. / 4.81 4.95 -0.14 4.43 4.35 0.08 4.14 4.48 -0.34 4.20 4.87 -0.67
Ground transportation to/from airport
2 . @W/ 4.83 491 -0.08 4.34 4.27 0.07 3.77 411 -0.34 4.49 4.68 -0.19
Parking facilities
3 SRS 'gﬁiﬂ/_ . 4.77 4.80 -0.03 4.14 4.14 0.00 3.65 4.18 -0.53 3.62 4.45 -0.83
Value for money of parking facilities
4 . EhTé I & « / 4.89 4.82 0.07 4.48 4.42 0.06 4.08 4.44 -0.36 4.45 4.84 -0.39
Availability of baggage carts/trolleys
5 i?iﬁs?r S R # W—mm E . / 4.81 4.81 0.00 4.47 4.33 0.14 4.15 4.19 -0.04 4.19 481 -0.62
Waiting time in check-in queuel/line
6 ﬂ'cﬁst S E.' i 4.83 4.82 0.01 4.46 4.26 0.20 4.00 4.34 -0.34 4.40 4.75 -0.35
Efficiency of check-in staff
7 -5 T PR I E. (e 4.73 4.74 -0.01 4.44 4.20 0.24 4.05 4.40 -0.35 4.38 4.83 -0.45
Courtesy and helpfulness of check-in staff
8 e E./ 3T eToT 3 W‘ﬁ E ./ 4.69 4.77 -0.08 4.49 4.23 0.26 - - - 457 4.75 -0.18
Waiting time at passport/personal ID inspection
9 NaToT T T 3-ﬁT_E t . el 4.81 4.76 0.05 453 4.21 0.32 - - - 4.29 4.88 -0.59
Courtesy and helpfulness of inspection staff
10 Y& T P AH IR _E / 4.83 4.83 0.00 4.45 4.25 0.20 4.27 4.52 -0.25 4.37 4.87 -0.50
Courtesy and helpfulness of security staff
11 Y&t T . E_E / . 4.88 4.80 0.08 4.43 4.28 0.15 4.10 4.30 -0.20 4.38 4.80 -0.42
Thoroughness of security inspection
12 ﬁT&W ) # aN WHT E . / 4.89 4.83 0.06 4.44 4.22 0.22 4.08 4.16 -0.08 421 4.77 -0.56
Waiting time at security inspection
13 R E_E I E_ e e ! 4.89 4.88 0.01 4.54 4.27 0.27 4.28 4.44 -0.16 4.62 4.87 -0.25
Feeling of being safe and secure
14 e Eﬁ 3_ T @t & ] . il 4.89 4.86 0.03 4.53 4.42 0.11 4.30 4.38 -0.08 4.27 4.87 -0.60
Ease of finding your way through airport
15 EE_ E_ ) T % / 4.82 4.78 0.04 4.49 4.53 -0.04 4.00 4.37 -0.37 4.44 4.82 -0.38
Flight information screens
16 ) ; . A _E ; 1 ) 4.92 4.92 0.00 4.37 4.43 -0.06 3.93 4.29 -0.36 3.88 4.82 -0.94
Walking distance inside the terminal
17 A 33 . a3 . z%r ZITHe _/ 4.96 4.92 0.04 - - - 3.94 5.00 -1.06 4.75 4.75 0.00
Ease of making connections with other flights

ANNEXURE-I



ANNEXURE-I

T T Y RN @fEw Fafed g @& oo i gge A (Sedl- A 2020 Fr - Al e (sreeeR- fawaw) @ geen
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -l (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

FT@T3/LUCKNOW FIER/MANGALORE EHT/PATNA qUI/PUNE
: it | e A dift | ool A atft | ool A gt |ogeh A
=3 et /Parameter | me x| T | pem aoowamd | (T | Re@ (20c0@ o | T | Romd | 20209
No. (ST (ragar- | fawmdr 2019 - (rager- | fawmdr 2019 e (3rFgER- | A 2019 'S (ragEr- | Tteft A

REex) | #AWaw REw) | #Waw ) | # W @ freR) 2019 #
AT4) 2020 2019 R ar) 202 2019 AR #T) 2020 2019 L rg #T) 2020 2019  [¥REr FT e

Difference of Difference of Difference Difference
Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- rating Q1 Q1 (Jan- Q4 (Oct- |ofrating Q1 | Q1 (Jan- Q4 (Oct- | of rating Q1
Mar) 2020 | Dec) 2019 |2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over Mar) 2020 | Dec) 2019 | 2020 over

2019 2019 Q4 2019 Q42019
18 TIRTIC ¥ 1 78 AR EE. eretl/ 4.93 4.96 -0.03 4.50 4.21 0.29 4.43 455 -0.12 461 4.89 -0.28
Courtesy and helpfulness of airport staff
19 S .g 4!./. 4.90 491 -0.01 4.26 3.84 0.42 3.78 4.06 -0.28 4.27 4.78 -0.51
Restaurant/Eating facilities
20 R /W g it a1 e AR E___/ 4.89 4.90 -0.01 4.22 3.50 0.72 3.57 411 -0.54 3.57 4.41 -0.84
Value for money of restaurant/eating facilities
d / wlea glaarst / g afkader @
3Tcleydr/
21 I 4.60 4.89 -0.29 4.46 4.01 0.45 3.90 458 -0.68 4.22 458 -0.36
Availability of bank/ATM facilities/money
changers
22 QT Faam/ Shopping facilities 4.91 4.95 -0.04 4.13 3.63 0.50 3.42 4.09 -0.67 4.38 4.59 -0.21
23 I AU P He i. 5 E/ 491 4.93 -0.02 4.02 3.05 0.97 3.32 3.99 -0.67 3.48 4.37 -0.89
Value for money of shopping facilities
24 $TTAC WA | WioFi g 465 4.84 0.19 - - - 3.75 453 0.78 425 4.49 -0.24
Internet access/Wi-Fi
25 STAR/STSARET S - - - - - - 3.73 4.43 -0.70 4.46 4.59 -0.13

Business/Executive lounges

26 aT“.) E / CIIeTE I Suere E, / 4.94 4.96 -0.02 453 4.58 -0.05 3.93 4.33 -0.40 4.64 4.86 -0.22
Availability of washrooms/toilets

27 anr E. /ERIeE H % T'EE,/ 4.95 4.95 0.00 452 4.63 -0.11 3.95 4.27 -0.32 4.19 4.89 -0.70
Cleanliness of washrooms/toilets

28 SRR /e a1 P 3@ 4.90 4.92 0.02 4.38 437 0.01 3.72 4.25 053 4.44 487 043
Comfort of waiting/gate areas

29 T .é < .Eﬁ E °EE. / 4.94 4.97 -0.03 4.74 4.60 0.14 3.96 4.42 -0.46 4.45 4.95 -0.50
Cleanliness of airport terminal

30 TIROIE T aTareRvT/Ambience of the airport 4.93 4.95 -0.02 4.60 4.55 0.05 3.79 4.32 -0.53 4.67 4.95 -0.28

qrEare / Bsh 3medr =y

31 : .
Passport/ID inspection

4.68 4.90 -0.22 4.66 4.48 0.18 - - - 3.67 4.83 =L

32 ot faforady Famit Eﬁ it/ 4.91 4.96 -0.05 4.49 4.31 0.18 3.86 4.28 -0.42 4.56 4.85 -0.29
Speed of baggage delivery

33 i gew AdaToT/Customs inspection 4.68 4.81 -0.13 4.55 4.27 0.28 - - B 3.67 4.80 =IL,013

Fo far w1 @gR/Overall Satisfaction 4.92 4.94 -0.02 475 4.80 -0.05 4.09 450 -0.41 4.66 477 -0.11

a1 sitwa/world Average 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02




ANNEXURE-I

T T 7 TR @fdw Farfed damA & aRona f g A (Feadt- Ar) 2020 fr Aot A (3rereEw- Raeew) @ goen/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -I (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

TIR/RAIPUR ATIR/SRI NAGAR BR/TRICHY RdgA/TRIVANDRUM
A
./ dteft atedt et faATdY et gell e atedt ggelt faATeY
9 Tl | oy | 2020F | M| oo oo@ atr | B | Remdr | 2008 | € | Remd | 2020
S YrHrer/Parameter o ey T T R
o (3rFeER- - - (3rg@r- | fasmr 2019 Srerad- (@R~ | dtelr QA o (ragat- | =it R
No. :1(1-=’r) 202 ) 2019 & :1(115‘) 2020 ) | A A a(ﬁ) 202 ) 2019 % n(ré) 2020 ) 2019 %
2019 W 2019 IR 2019 (¥f&r @ HR 2019  [¥Rr FT Ha
H
D;ffff;-‘i:‘fe Difference of Difference Difference
Q1 (Jan- | Q4 (Oct- 01 2028 Q1 (Jan- | Q4 (Oct- rating Q1 Q1 (Jan- | Q4 (Oct- |ofrating Q1 | Q1 (Jan- Q4 (Oct- | of rating Q1
Mar) 2020 | Dec) 2019 over Q4 Mar) 2020 [Dec) 2019|2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over | Mar) 2020 | Dec) 2019 | 2020 over
2019 2019 Q42019 Q4 2019
1 RRAC 6/ A ) [ E_/ 4.63 4.67 -0.04 4.85 4.92 -0.07 4.58 4.35 0.23 4.66 451 0.15
Ground transportation to/from airport
2 . :gﬁem;r/ 4.69 4.47 0.22 4.66 4.71 -0.05 4.35 3.97 0.38 4.39 457 -0.18
Parking facilities
3 SRS gﬁm/_ - 4.59 4.44 0.15 4.56 4.55 0.01 4.16 3.67 0.49 4.36 4.30 0.06
Value for money of parking facilities
4 . Emé / giferlt 1 sueEed 4.58 4.34 0.24 4.54 4.55 -0.01 4.68 4.46 0.22 455 471 -0.16
Availability of baggage carts/trolleys
5 ﬁiﬁs?r EI% S Wmm E ) / 4.79 4.64 0.15 4.65 4.85 -0.20 4.57 4.35 0.22 455 4.42 0.13
Waiting time in check-in queuel/line
6 a—cﬁs?{ S E‘_Pm/ 4.70 4.40 0.30 451 4.31 0.20 4.34 4.35 -0.01 4.62 4.63 -0.01
Efficiency of check-in staff
7 ﬁ'nﬁ-sﬂ' il m’ / 4.70 4.41 0.29 4.63 4.72 -0.09 4.37 4.37 0.00 4.66 4.70 -0.04

Courtesy and helpfulness of check-in staff

8 .E. é./ S 3 mﬁ“‘ﬁﬁ’ E ./ - - - - - - 4.58 4.37 0.21 457 451 0.06
Waiting time at passport/personal ID inspection

9 &1 F1 73 3R / - - - - - - 4.37 4.33 0.04 4.57 4.58 -0.01

Courtesy and helpfulness of inspection staff

GI&TT T &1 AH 3R Gerd i/

10 . 4.76 452 0.24 4.75 4.96 -0.21 4.72 4.44 0.28 4.66 4.73 -0.07
Courtesy and helpfulness of security staff
11 Y&t T ! E_E / . 4.68 4.39 0.29 4.62 4.86 -0.24 453 4.26 0.27 453 4.62 -0.09
Thoroughness of security inspection
12 ﬁT&-“IT ) # aN . E_aﬂT E . / 4.64 4.48 0.16 4.64 4.90 -0.26 4.63 4.23 0.40 452 4.44 0.08
Waiting time at security inspection
13 R E_E I E_[ T g ! 4.68 4.45 0.23 4.63 4.87 -0.24 4.65 4.48 0.17 4.66 4.76 -0.10
Feeling of being safe and secure
14 e Eﬁ 3_ T @t & E_ il 4.73 4.57 0.16 4.77 4.83 -0.06 4.62 4.54 0.08 461 455 0.06
Ease of finding your way through airport
15 EE_ E_ } T % / 4.64 4.37 0.27 4.53 4.36 0.17 4.43 4.41 0.02 4.59 4.59 0.00
Flight information screens
16 _3 ) A _E ) 1 ) 4.66 4.44 0.22 4.60 4.69 -0.09 4.55 4.45 0.10 4.50 4.43 0.07
Walking distance inside the terminal
17 2 3Tl A 3 & ot/ 5.00 - - 4.73 5.00 -0.27 4.29 4.10 0.19 4.48 4.48 0.00

Ease of making connections with other flights




T TH Fg R Afdw Farfedt WA & aRemA ft gl A (S9ad- A 2020 fr Aty AT (¢

- fergeat) & gaan/

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -l (JANUARY-MARCH) 2020 OVER QUARTER -IV
(OCTOBER-DECEMBER) 2019

TAR/RAIPUR ATIR/SRI NAGAR BR/TRICHY Rdga/TRIVANDRUM
o
4./ R ateft | g T atft  |oEeh R atf | geeh R
Sres Tl | s | 00F | M| oo ow ath | o0 | Remd | 2008 | 0 | Remd | 20209
S /Parameter AT aieft AT A it A ey
Sl GEEEY- | ooy ol (raear- | fasmdr 2019 o (3rFgEv- fawTe A (3rEER- T
No- :éﬁ?) 2020| B0 | oi0% n(ﬁh 2020 | RO | # W n(ﬁ'r) 2020 | ¥R | 2010 n(ré) 2020 | BEI0) 2010 %
2019 W 2019 R 2019 (¥fET @ HR 2019  |YRr #T HRW
HR
D(;fff(;;fi:Ce Difference of Difference Difference
Q1 (Jan- | Q4 (Oct- 01 2028 Q1 Jan- | Q4 (Oct- rating Q1 Q1 Jan- | Q4 (Oct- |ofrating Q1 | Q1 (Jan- Q4 (Oct- | of rating Q1
Mar) 2020 | Dec) 2019 over Q4 Mar) 2020 |Dec) 2019|2020 over Q4 | Mar) 2020 | Dec) 2019 | 2020 over | Mar) 2020 | Dec) 2019 | 2020 over
2019 2019 Q4 2019 Q4 2019
18 TIRUIC T &I 7 I T E. eretl/ 471 4.63 0.08 4.79 4.84 -0.05 4.59 4.48 0.11 4.69 4,77 -0.08
Courtesy and helpfulness of airport staff
19 S . ) 4!./. 4.54 427 0.27 4.46 4.33 0.13 3.79 3.93 -0.14 4.30 4.36 -0.06
Restaurant/Eating facilities
20 SRR SRS 3_ Rl ¢ i _/ 4.34 4.15 0.19 4.55 4.76 -0.21 3.73 3.80 -0.07 4.19 4.20 -0.01
Value for money of restaurant/eating facilities
d / wlea glaarst / g afkader @
3Tcleydr/
21 I - 4.68 4.68 0.00 4.91 4.94 -0.03 4.20 415 0.05 4.63 4.64 -0.01
Availability of bank/ATM facilities/money
changers
22 QT Faam/ Shopping facilities 4.64 4.35 0.29 4.64 4.72 -0.08 4.08 3.99 0.09 4.55 4.39 0.16
23 ! RS i. S / 4.52 4.32 0.20 4.60 4.63 -0.03 3.62 3.87 -0.25 4.32 4.20 0.12
Value for money of shopping facilities
24 $TTAC WA | WioFi g 456 4.42 0.14 412 4.10 0.02 3.90 413 023 438 435 0.03
Internet access/Wi-Fi
25 15T n_i et/ 4.64 4.41 0.23 - - - 4.38 4.42 -0.04 4.64 4.69 -0.05
Business/Executive lounges
26 aT“.) E / erIAE &1 30ae E. / 4.75 4.41 0.34 4.66 4.59 0.07 4.67 461 0.06 4.70 4.78 -0.08
Availability of washrooms/toilets
27 anr E. /ERIeE H % T'EE./ 4.72 4.38 0.34 4.66 4.54 0.12 4.71 461 0.10 4.74 4.84 -0.10
Cleanliness of washrooms/toilets
28 ehET /31 a%'ar T R/ 4.65 4.35 0.30 4.66 4.59 0.07 4.65 451 0.14 4.67 4.72 -0.05
Comfort of waiting/gate areas
29 T .é ¢ .Eﬁ ol E. ! 4.77 461 0.16 4.83 4.69 0.14 4.75 4.65 0.10 4.84 4.88 -0.04
Cleanliness of airport terminal
30 TIRUIE T ardra”oT/Ambience of the airport 4.64 4.28 0.36 4.62 4.34 0.28 4.62 4.55 0.07 4.80 4.84 -0.04
31 e /133 3. % h / - - - - - - 4.22 4.20 0.02 4.70 4.65 0.05
Passport/ID inspection
32 o1 fRferadl st Eﬁ il 4.65 4.26 0.39 4.35 4.21 0.14 4.07 421 -0.14 4.48 453 -0.05
Speed of baggage delivery
33 T Yeh fadreTo1/Customs inspection - - - - - - 3.94 4.13 -0.19 4.50 453 -0.03
Hel rer X ﬁgf?/Overall Satisfaction 4.74 4.46 0.28 4.80 4.62 0.18 4.68 4.66 0.02 4.89 4.90 -0.01
41 3ftaa/world Average 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02 4.24 4.26 -0.02

ANNEXURE-I



U TH g TR |9 Farfedt A & aRome it ggelt e (Sreradl- A 2020 iy
qleft AR (R - fRawaR) @ e/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR
QUARTER -I (JANUARY-MARCH) 2020 OVER QUARTER -IV (OCTOBER-DECEMBER) 2019

TR/ VARANASI RASmT/VIZAG
../ G Tgeht Teel R 2020
s tRteT/Parameter e aﬁ'mg' e e zﬁozo;r B N U I s
N ( - A) (raee- el 2019 (SFeTadl- GFE | o010 % War F=1
0. 2020 fwa) 2019 | # War & A fEey) 2019 .
: ) 2020 kired
IR
Difference of Difference of
Q1 (Jan-Mar) |Q4 (Oct-Dec) rating Q1 Q1 (Jan- |[Q4 (Oct-Dec) rating Q1 2020
2020 2019 2020 over Q4 | Mar) 2020 2019 ove? 04 2019
2019
1 RRAC 6/ A . [ E_/ 4.87 4.86 0.01 4.59 4.59 0.00
Ground transportation to/from airport
2 . gﬁq‘mf/ 4.74 4.77 -0.03 4.59 4.42 0.17
Parking facilities
3 SRS gﬁm/_ - 4.89 4.62 0.27 4.43 4.40 0.03
Value for money of parking facilities
4 . Emé / giferlt 1 sueEed 4.81 4.76 0.05 4.55 4.44 0.11
Availability of baggage carts/trolleys
5 ézﬁst—r EI% R & Wmﬂ E ) / 4.80 4.73 0.07 4.68 4.59 0.09
Waiting time in check-in queuel/line
6 a—cﬁs?{ S E‘_Pm/ 4.77 4.68 0.09 4.64 451 0.13
Efficiency of check-in staff
7 -5 TTH HT RE G P @ el =/ 473 4.70 0.03 458 4.46 0.12
Courtesy and helpfulness of check-in staff
8 .E. E ./ MY feraror 2 W‘ﬁ E ./ 4.65 4.90 -0.25 457 4.10 0.47
Waiting time at passport/personal ID inspection
9 ferdiaror Ters it a 3-ﬁT_E t _m/ 471 4.88 -0.17 4.47 4.10 0.37
Courtesy and helpfulness of inspection staff
10 Y& T P AH IR _%’I?TT/ 4.84 4.86 -0.02 471 457 0.14
Courtesy and helpfulness of security staff
11 Y& S T ! E_ i/ . 4.82 4.83 -0.01 4.60 4.48 0.12
Thoroughness of security inspection
12 ﬁT&-“IT m # aN WHT E . / 4.82 4.65 0.17 459 4.45 0.14
Waiting time at security inspection
13 R E_E I E_[ T g ! 4.74 4.75 -0.01 457 451 0.06
Feeling of being safe and secure
14 TR Eﬁ 3_ T @t & g_ il 481 4.89 -0.08 4.70 456 0.14
Ease of finding your way through airport
15 EE_ E_ } T % / 4.84 4.79 0.05 455 4.34 0.21
Flight information screens
16 ) ; ) A _E ) 1 ) 4.72 4.66 0.06 461 4.47 0.14
Walking distance inside the terminal
17 3 35_ a3 . ?ﬁ ZITHe _/ 4.74 4.88 -0.14 3.50 4.29 -0.79
Ease of making connections with other flights

ANNEXURE-I



T TH ¥ TR afdw Fafed vane & aRona f ggeh A (Sered- A 2020 F
dheft famdr (GrageR- Rawa) & gea/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR
QUARTER -I (JANUARY-MARCH) 2020 OVER QUARTER -IV (OCTOBER-DECEMBER) 2019

FRIOTHN/VARANASI emT/VIZAG
9./ aEe faaTd
N areh Rl | ahh R | 2020@ W | TEN | ot R | T e 2020
s RrHeT/Parameter e ¥ el R
" (ferall-ad) | (rreEd- | faem@r 2019 (STt GFE- | 0197 Whr #1
0. 2020 REax) 2019 | & War &t A ) 2019 .
e ) 2020 kirrd
Difference of Difference of
Q1 (Jan-Mar) |Q4 (Oct-Dec) rating Q1 Q1 (Jan- | Q4 (Oct-Dec) rating Q1 2020
2020 2019 2020 over Q4 | Mar) 2020 2019 9
2019 over Q4 2019
18 TIRTIC ¥ 1 78 AR EE. eretl/ 4.85 4.89 -0.04 4.69 4.63 0.06
Courtesy and helpfulness of airport staff
19 S .g 4!./. 4.67 4.58 0.09 4.00 4.24 -0.24
Restaurant/Eating facilities
20 & | & gﬁt‘n}ﬁ RS 3_ Rl ¢ ___/ 4.63 4.58 0.05 3.76 4.21 -0.45
Value for money of restaurant/eating facilities
d / wlea glaarst / g afkader @
3UAeIdr/
21 I 4.89 4.90 -0.01 4.45 454 -0.09
Availability of bank/ATM facilities/money
changers
22 QT Faam/ Shopping facilities 4.74 4.62 0.12 4.05 417 -0.12
23 69 AU P HAIRA BeAl/ 471 4.41 0.30 4.00 4.09 -0.09
Value for money of shopping facilities
24 $TTAC WA | WioFi g 476 452 0.24 3.96 3.86 0.10
Internet access/Wi-Fi
25 g n! 5t/ 4.86 4.82 0.04 - - -
Business/Executive lounges
26 aT?W/ CIIeTE I Suere E. / 4.95 4.93 0.02 4.67 4.66 0.01
Availability of washrooms/toilets
27 aTQ.W /eI HT T E./ 4.89 4.92 -0.03 4,72 471 0.01
Cleanliness of washrooms/toilets
28 ehET /31 83’:[ T R/ 4.85 4.78 0.07 4.56 4.60 -0.04
Comfort of waiting/gate areas
29 T .é ¢ .Eﬁ ees E. / 4.94 4.98 -0.04 4.80 4.68 0.12
Cleanliness of airport terminal
30 TIROIE T aTareRvT/Ambience of the airport 4.95 4.92 0.03 4.54 4.56 -0.02
31 e /133 3. % h / 4.96 5.00 -0.04 4.43 4.00 0.43
Passport/ID inspection
32 o1 fRferadl st Eﬁ el 4.96 4.92 0.04 4.64 4.37 0.27
Speed of baggage delivery
33 AT Yoeh AETUT/Customs inspection 5.00 491 0.09 3.93 357 0.36
Fo fAem FT @qf¥/Overall Satisfaction 4.97 4.80 0.17 463 459 0.04
faar sita/world Average 4.24 4.26 -0.02 4.24 4.26 -0.02
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