2017 # o= A 2018 & fAT T FH FFR W T w0 7 FAFA 3 IRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME
ON FIVE POINT SCALE FOR 2018 OVER 2017

HgAGHEE / AHMEDABAD HFAFI/AMRITSAR TREPRT/BAGDOGRA gﬂ#ﬂTBHUBANESHWAR
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
. 2018 2017 & e 2018 2017 A @ 2018 2017 ¥ e @ 2018 2017 ¥ e @
../ 0 IR IR IR IR
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 | rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
1 RRYTC FH H ) [ E. ! 4.95 4.71 0.24 4.62 - - 3.64 - - 4.56 4.34 0.22
Ground transportation to/from airport
2 . ) W/ 4.89 4.47 0.42 4.48 - - 3.24 - - 4.00 3.79 0.21
Parking facilities
3 5 i N 3 /. . 4.75 4.29 0.46 4.36 - - 3.13 - - 3.84 3.70 0.14
Value for money of parking facilities
4 L A A ¢ / 4.68 4.49 0.19 4.60 - - 3.33 - - 4.40 4.36 0.04
Availability of baggage carts/trolleys
5 a?ﬁ-é?l' . /. a th’fﬁT . / 4.72 4.58 0.14 4.55 - - 3.66 - - 4.64 4.45 0.19
Waiting time in check-in queue/line
6 aiﬁ‘g‘,?r N Eﬁra it/ 4.66 4.54 0.12 4.51 - - 3.79 - - 4.69 4.48 0.21
Efficiency of check-in staff
7 -3 FeTH HT RIEHE P E. e 4.74 458 0.16 4.55 - - 3.85 - - 4.74 4.55 0.19
Courtesy and helpfulness of check-in staff
8 L / E &Tor 3 th’fﬁT . / 4.76 4.63 0.13 4.64 - - 3.61 - - 4.57 451 0.06
Waiting time at passport/personal ID inspection
9 &TOT ¥ T AH 3ﬁT_E ? . el 4.64 4.63 0.01 4.60 - - 3.57 - - 4.72 4.56 0.16
Courtesy and helpfulness of inspection staff
10 Y& TeTth ol A IR T .E / 4.74 4.69 0.05 4.66 - - 3.83 - - 4.75 4.56 0.19
Courtesy and helpfulness of security staff
11 et i 3 . E.E / ) 4.67 4.61 0.06 4.54 - - 3.74 - - 4.66 4.53 0.13
Thoroughness of security inspection
12 {R&-‘!T . # @ WHT E . ! 4.74 4.57 0.17 4.48 - - 3.55 - - 4.58 4.51 0.07
Waiting time at security inspection
13 iy .EI IR E.[ kil ! 4.74 4.67 0.07 4.65 - - 3.79 - - 4.71 4.57 0.14
Feeling of being safe and secure
14 TR ﬁ 3. T G@ T 5. 1/ 4.73 4.70 0.03 4.60 - - 3.87 - - 4.63 4.51 0.12
Ease of finding your way through airport
15 EE. E. ; I whie/ 4.67 4.59 0.08 4.59 - - 3.56 - - 4.56 4.46 0.10
Flight information screens
16 . c . T o Rl . 4.74 4.59 0.15 4.50 - - 3.74 - - 4.65 4.51 0.14
Walking distance inside the terminal
17 33 EE. a3 . I a?r g E./ 4.76 4.39 0.37 4.43 - - 3.69 - - 4.55 4.44 0.11
Ease of making connections with other flights
18 T <A 3-ﬁT 3. eIt/ 4.74 4.65 0.09 4.60 - - 4.06 - - 4.70 451 0.19
Courtesy and helpfulness of airport staff
19 / 3 W/ 4.59 4.30 0.29 4.47 - - 3.40 - - 3.80 3.94 -0.14
Restaurant/Eating facilities
20 & grd SRS AR T / 4.77 4.15 0.62 4.41 - - 3.18 - - 3.64 3.86 -0.22

Value for money of restaurant/eating facilities

ANNEXURE-I



2017 # o= A 2018 & fAC T FH FFR W T w0 7 FRAFA 3 IRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME

ON FIVE POINT SCALE FOR 2018 OVER 2017

HgAGHEE / AHMEDABAD HFAFI/AMRITSAR TREPRT/BAGDOGRA W’IJT/BHUBANESHWAR
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
. 2018 2017 & War & 2018 2017 & War & 2018 2017 & War & 2018 2017 & War &
../ 0 IR W IR IR
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 | rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
dop / TérTH Flaurt / AT qRacdt B
ST dr/
21 A . 4.90 4.48 0.42 4.61 - - 3.29 - - 4.48 4.29 0.19
Availability of bank/ATM facilities/money
changers
22 Q9T FIYmg/ Shopping facilities 4.68 4.40 0.28 4.46 - - 3.21 - - 3.88 3.78 0.10
23 oY it e 1. el € / 4.66 4.32 0.34 4.36 - - 3.08 - - 3.88 3.76 0.12
Value for money of shopping facilities
2 g TR/ Wi-Fi g/ 474 | 448 0.26 441 - - 2.59 - - 3.58 4.03 -0.45
Internet access/Wi-Fi
25 " /5Ty na 331/ - 4.08 - 4.25 - - 3.24 - - 4.28 4.15 0.13
Business/Executive lounges
26 aT? E / eI HI U E. / 4.85 4.73 0.12 4.76 - - 3.66 - - 4.79 4.48 0.31
Availability of washrooms/toilets
27 anr i | ERIeIE # Fee E./ 4.76 4.68 0.08 4.74 - - 3.52 - - 4.82 4.45 0.37
Cleanliness of washrooms/toilets
28 cliatr /31 &ﬂ T AN/ 4.79 4.67 0.12 4.61 - - 3.44 - - 4.65 4.43 0.22
Comfort of waiting/gate areas
29 ; C E .Eﬁr e=e .E / 4.81 4.74 0.07 4.78 - - 3.72 - - 4.83 4.59 0.24
Cleanliness of airport terminal
30 TIRUIE T aiara’eT/Ambience of the airport 4.66 4.68 -0.02 4.69 - - 3.54 - - 4.71 4.46 0.25
31 e / 3. 5 ) / 4.88 4.74 0.14 4.71 - - 3.66 - - 4.48 4.50 -0.02
Passport/ID inspection
32 ! 2 INREL Zﬁ fa 4.84 4.57 0.27 4.65 - - 3.50 - - 4.55 4.36 0.19
Speed of baggage delivery
33 AT Yo TAI&T0T/Customs inspection 468 4.42 0.26 461 - - 3.47 - - 4.41 4.24 0.17
Ha AT #T A@Gf¥/Overall Satisfaction 4.77 4.69 0.08 461 - - 3.70 - - 473 4.46 0.27
a1 3kga/World Average 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02

ANNEXURE-I



2017 # g A 2018 & fAC 9T A FFR W T w0 ¥ FRAFA & IRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE

POINT SCALE FOR 2018 OVER 2017

ANNEXURE-I

FTellehe /CALICUT A=TS/CHENNAI FIIagT /COIMBATORE MET/GOA
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
. 2018 2017 & e 2018 2017 ¥ & @ 2018 2017 e @ 2018 2017 # e @
9./ O IR IR W IR
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
1 TIAC TFH/ § TN AR/ 470 4.26 0.44 4.49 3.92 0.57 4.48 4.03 0.45 4.80 439 0.41
Ground transportation to/from airport
2 . ) W/ 4.37 4.00 0.37 3.76 3.32 0.44 421 4.07 0.14 4.66 4.28 0.38
Parking facilities
3 SRR _Elj /. . 4.34 3.92 0.42 3.62 3.16 0.46 4.22 3.95 0.27 4.39 4.21 0.18
Value for money of parking facilities
4 I ° /el i sueedd 4.44 4.07 0.37 4.18 3.67 0.51 4.34 4.07 0.27 4.44 4.45 -0.01
Availability of baggage carts/trolleys
5 azﬁg’?r . /. AR 3 EIT-ﬁtﬁT E . / 4.49 4.18 0.31 4.54 4.47 0.07 4.45 4.02 0.43 451 4.50 0.01
Waiting time in check-in queue/line
6 azﬁg’?r S E‘.rt ql 4.46 418 0.28 453 4.47 0.06 4.36 4.12 0.24 4.37 4.44 -0.07
Efficiency of check-in staff
7 -3 FeTH HT RIEHE P E. e 4.45 412 0.33 457 454 0.03 4.36 4.12 0.24 4.47 4.48 -0.01
Courtesy and helpfulness of check-in staff
8 E.. : / 3 NeToT 3 EIT-\‘HHT E ./ 451 4.22 0.29 4.40 4.46 -0.06 4.32 4.13 0.19 4.67 4.54 0.13
Waiting time at passport/personal ID inspection
9 IaToT ¥ 1 7 IR .E ? . eletl/ 4.45 4.13 0.32 4.45 4.49 -0.04 4.18 4.13 0.05 4.53 4.46 0.07
Courtesy and helpfulness of inspection staff
10 Y& TeTth ol A IR T .E / 4.56 4.35 0.21 4.58 4.52 0.06 4.46 4.18 0.28 4.50 4.62 -0.12
Courtesy and helpfulness of security staff
11 Y& S i 3 . E.E / ) 4.47 4.17 0.30 4.52 4.50 0.02 4.32 4.08 0.24 4.34 4.53 -0.19
Thoroughness of security inspection
12 {R&" . F aN qt—ﬁa—‘n E . ! 4.37 4.05 0.32 4.44 4.42 0.02 4.31 3.93 0.38 4.44 4.51 -0.07
Waiting time at security inspection
13 i .E IR E.[ kil ! 4.45 4.18 0.27 4.57 4.53 0.04 4.36 4.20 0.16 4.49 4.56 -0.07
Feeling of being safe and secure
14 T é? 3. T G@ T 5. 1/ 4.51 4.24 0.27 4.57 4.49 0.08 4.46 4.13 0.33 4.50 4.52 -0.02
Ease of finding your way through airport
15 35. E. > ; I whie/ 4.48 4.14 0.34 4.42 4.42 0.00 4.38 4.09 0.29 4.30 4.44 -0.14
Flight information screens
16 . c . T o Rl . 4.37 4.08 0.29 4.54 4.48 0.06 4.34 4.04 0.30 4.44 4.42 0.02
Walking distance inside the terminal
17 34 33 . a3 . I Eﬁ gITHC ./ 4.33 3.73 0.60 4.44 4.21 0.23 4.33 3.97 0.36 4.64 4.85 -0.21
Ease of making connections with other flights
18 T <A 3-ﬁT E. eIt/ 4.63 4.33 0.30 4.62 4.47 0.15 4.52 4.27 0.25 4.55 4.55 0.00
Courtesy and helpfulness of airport staff
19 / 3 W/ 4.32 3.81 0.51 4.56 4.60 -0.04 4.19 3.68 0.51 4.31 4.27 0.04
Restaurant/Eating facilities
20 ! E 3 & 5§ i Rl € .../ 4.27 3.76 0.51 4.49 4.52 -0.03 4.16 3.54 0.62 4.45 4.09 0.36
Value for money of restaurant/eating facilities




2017 # o= A 2018 & fAT T FH FFR W T w0 7 FRAFA 3 IRUIA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE

POINT SCALE FOR 2018 OVER 2017

ANNEXURE-I

FTellehe /CALICUT A=TS/CHENNAI FIIagT /COIMBATORE MET/GOA
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
. 2018 2017 & e 2018 2017 # et 2018 2017 & e 2018 2017 # et
../ 0 IR 3R IR 3R
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
dop / TérTH Flaurt / AT qRacdt B
ST dr/
21 I . 4.64 4.21 0.43 4.31 4.01 0.30 4.50 3.99 0.51 4.80 4.41 0.39
Availability of bank/ATM facilities/money
changers
22 QMfter FIAUme/ Shopping facilities 4.39 3.85 0.54 3.99 3.56 0.43 4.19 3.73 0.46 4.37 4.38 -0.01
23 oY it e 1. el € / 4.32 3.86 0.46 3.93 3.49 0.44 4.21 3.58 0.63 4.26 4.16 0.10
Value for money of shopping facilities
24 FCTAT VFHY /W"F'. E_ T - 3.70 - 3.70 3.40 0.30 4.22 3.56 0.66 4.38 4.38 0.00
Internet access/Wi-Fi
25 " /5Ty ni 331/ - 4.13 - 4.65 4.69 -0.04 - 4.22 - - 4.31 -
Business/Executive lounges
26 E|T?_ E / eI HI U E. / 4.48 4.23 0.25 4.47 4.41 0.06 4.43 4.16 0.27 4.55 4.43 0.12
Availability of washrooms/toilets
27 anr i | ERIeIE # Fee E./ 4.48 4.16 0.32 4.23 4.23 0.00 4.41 4.10 0.31 4.43 4.43 0.00
Cleanliness of washrooms/toilets
28 cliatr /31 m T AN/ 4.48 4.10 0.38 4.50 4.47 0.03 4.33 4.01 0.32 4.52 4.45 0.07
Comfort of waiting/gate areas
29 ; .Eﬁr e=e .E / 4.70 4.33 0.37 4.39 4.42 -0.03 4.59 4.27 0.32 457 4.59 -0.02
Cleanliness of airport terminal
30 TIRUIE T aiara’eT/Ambience of the airport 4.56 4.13 0.43 4.60 4.57 0.03 4.39 4.00 0.39 4.49 4.55 -0.06
31 e / 3. 5 ) / 4.74 4.33 0.41 4.55 4.42 0.13 4.54 4.17 0.37 4.66 4.63 0.03
Passport/ID inspection
32 ! 2 INREL Zﬁ fa 4.40 4.05 0.35 4.46 4.33 0.13 4.31 3.95 0.36 4.55 4.33 0.22
Speed of baggage delivery
33 AT Yo TAI&T0T/Customs inspection 4.46 4.09 0.37 4.42 4.26 0.16 4.32 3.96 0.36 4.33 4.24 0.09
FeT T & AG¥/Overall Satisfaction 4.74 4.32 0.42 465 4.60 0.05 459 4.29 0.30 463 456 0.07
a1 3kga/World Average 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02




2017 # g A 2018 & fAC 9T A FFR W T w0 FY FRAFA & IRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE
POINT SCALE FOR 2018 OVER 2017

ANNEXURE-I

9] IGUWAHATI éﬂT/INDORE SR /JAIPUR FIAFAT/KOLKATA
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
. 2018 2017 ¥ e @ 2018 2017 # et @ 2018 2017 ¥ e @ 2018 2017 # e @
9./ O IR IR W IR
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
1 RRYTC FH H ) [ E. ! 4.67 4.49 0.18 4.82 4.56 0.26 4.56 4.47 0.09 4.40 458 -0.18
Ground transportation to/from airport
2 . ) W/ 4.33 4.41 -0.08 4.57 4.13 0.44 4.40 4.47 -0.07 3.57 4.54 -0.97
Parking facilities
3 SRR _Elj /. . 4.46 4.50 -0.04 457 418 0.39 4.37 4.37 0.00 3.51 4.52 -1.01
Value for money of parking facilities
4 I ° /g H1 ST/ 454 4.38 0.16 4.81 4.62 0.19 4.42 4.32 0.10 4.26 3.72 0.54
Availability of baggage carts/trolleys
5 ﬂzﬁ‘g‘,?r . /. AR 3 EIT-ﬁtﬁT E . / 4,58 4.41 0.17 4.80 4.65 0.15 4.39 4.27 0.12 451 4.59 -0.08
Waiting time in check-in queue/line
6 ﬂzﬁ‘g‘,?r S E‘.rt ql 4.44 4.30 0.14 4.78 4.64 0.14 4.40 4.22 0.18 4.47 4.61 -0.14
Efficiency of check-in staff
7 -3 FeTH HT RIEHE P E. e 4.50 4.34 0.16 4.80 4.65 0.15 4.39 4.27 0.12 4.53 4.65 -0.12
Courtesy and helpfulness of check-in staff
8 E.. : / 3 NeToT 3 EIT-\‘rtHT E ./ 4.21 4.33 -0.12 4.66 4.54 0.12 4.38 4.29 0.09 4.61 4.61 0.00
Waiting time at passport/personal ID inspection
9 IaToT ¥ 1 7 IR .E ? . eletl/ 4.18 4.29 -0.11 4.41 4.58 -0.17 4.38 4.30 0.08 4.58 4.60 -0.02
Courtesy and helpfulness of inspection staff
10 Y& TeTth ol A IR T .E / 4.65 4.49 0.16 4.80 4.69 0.11 4.46 4.35 0.11 4.64 4.65 -0.01
Courtesy and helpfulness of security staff
11 Y& S i 3 . E.E / ) 4.47 4.37 0.10 4.72 4.60 0.12 4.41 4.37 0.04 4.57 4.61 -0.04
Thoroughness of security inspection
12 QER&" . F aN qt—ﬁa—‘n E . ! 4.54 4.42 0.12 4.65 4.53 0.12 4.33 4.34 -0.01 4.54 4.56 -0.02
Waiting time at security inspection
13 i .E IR E.[ kil ! 4.58 4.42 0.16 4.74 4.57 0.17 4.44 4.30 0.14 4.63 4.67 -0.04
Feeling of being safe and secure
14 TR ﬁ 3. T G@ T 5. 1/ 4.62 4.39 0.23 4.78 4.69 0.09 4.46 4.32 0.14 4.62 4.61 0.01
Ease of finding your way through airport
15 EE. E. > ; I whie/ 4.43 4.28 0.15 4.76 4.63 0.13 4.40 4.32 0.08 4.46 4.54 -0.08
Flight information screens
16 . c . T o Rl . 4.54 4.38 0.16 4.70 457 0.13 4.38 4.31 0.07 4.58 4.59 -0.01
Walking distance inside the terminal
17 34 33 . a3 . I a?r ITHC ./ 4.00 4.67 -0.67 4.72 4.73 -0.01 4.44 4.37 0.07 4.43 4.31 0.12
Ease of making connections with other flights
18 T <A 3-ﬁT E. eIt/ 4.68 4.41 0.27 4.81 4.71 0.10 4.47 4.32 0.15 4.64 4.56 0.08
Courtesy and helpfulness of airport staff
19 / 3 W/ 4.32 4.24 0.08 4.63 4.42 0.21 4.31 4.38 -0.07 4.66 4.64 0.02
Restaurant/Eating facilities
20 T/ q 3t 1 e 3. el € .../ 4.49 4.34 0.15 4.51 4.33 0.18 4.24 4.37 -0.13 4,59 455 0.04
Value for money of restaurant/eating facilities




2017 # o= A 2018 & fAT T FH FFR W T w0 7 FRAFA 3 IRUIA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE
POINT SCALE FOR 2018 OVER 2017

ANNEXURE-I

9] IGUWAHATI E'ZTT/INDORE GN'T{'/JAIPUR FIAFEAT/KOLKATA
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
. 2018 2017 & e 2018 2017 # et @ 2018 2017 & War & 2018 2017 # et
../ 0 IR IR IR IR
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
dop / TérTH Flaurt / AT qRacdt B
ST dr/
21 A . 4.63 4.38 0.25 4.72 4.49 0.23 4.57 4.36 0.21 4.30 4.10 0.20
Availability of bank/ATM facilities/money
changers
22 QiteT Flaumw/ Shopping facilities 4.18 4.21 -0.03 4.67 4.26 0.41 4.40 4.31 0.09 4.16 3.79 0.37
23 oY it e 1. el € / 4.05 4.16 -0.11 4.50 4.23 0.27 4.32 4.37 -0.05 4.16 3.76 0.40
Value for money of shopping facilities
24 FCTAT VFHY /W"F'. E!_ T 3.95 4.07 -0.12 451 4.43 0.08 4.32 4.38 -0.06 3.95 4.00 -0.05
Internet access/Wi-Fi
25 " /5Ty ni 331/ 4.44 4.29 0.15 - 4.62 - - 4.31 - 4.71 4.70 0.01
Business/Executive lounges
26 aT?. E / eI HI U E. / 4.60 4.34 0.26 4.80 4.74 0.06 4.51 4.39 0.12 4.73 4.64 0.09
Availability of washrooms/toilets
27 anr i | ERIeIE # Fee E./ 4.61 4.37 0.24 4.81 4.72 0.09 4.50 4.40 0.10 4.65 4.56 0.09
Cleanliness of washrooms/toilets
28 cliatr /31 m T AN/ 4.58 4.37 0.21 4.78 4.66 0.12 4.45 4.38 0.07 4.65 457 0.08
Comfort of waiting/gate areas
29 ; C E .Eﬁr e=e .E / 4.70 4.45 0.25 4.82 4.82 0.00 4.60 4.48 0.12 4.70 4.62 0.08
Cleanliness of airport terminal
30 TIRUIE T aiara’eT/Ambience of the airport 4.59 4.43 0.16 4.77 4.63 0.14 4.54 4.49 0.05 4.78 4.73 0.05
31 e / 3. 5 ) / 4.30 4.37 -0.07 - 4.80 - 4.51 4.45 0.06 4.65 4.62 0.03
Passport/ID inspection
32 daT fRforady Hanit Zﬁ artal/ 4.47 4.31 0.16 4.80 4.65 0.15 4.45 4.44 0.01 4.63 4.49 0.14
Speed of baggage delivery
33 AT Yo TAI&T0T/Customs inspection 433 4.34 -0.01 - 463 - 4.28 4.45 -0.17 4.62 4.52 0.10
FeT T & AG¥/Overall Satisfaction 4.64 4.48 0.16 4.80 4.76 0.04 4.57 4.51 0.06 4.79 4.75 0.04
a1 3kga/World Average 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02




2017 # o= A 2018 & fAC 9T A FER W T ¥ 7 FREFA & IRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE

POINT SCALE FOR 2018 OVER 2017

ANNEXURE-I

a@s13/LUCKNOW FIAR/MANGALORE geAT/PATNA 9oI/PUNE
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
. 2018 2017 ¥ e @ 2018 2017 # et @ 2018 2017 & e 2018 2017 ¥ & @
9./ O IR IR W IR
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
1 RRYTC FH H ) [ E. ! 4.79 4.88 -0.09 457 455 0.02 424 4.47 -0.23 4.88 483 0.05
Ground transportation to/from airport
2 . ) W/ 4.77 4.85 -0.08 4.50 4.41 0.09 418 4.36 -0.18 4.77 4.74 0.03
Parking facilities
3 SRR _Elj /. . 4.77 4.85 -0.08 4.44 4.37 0.07 3.99 4.20 -0.21 452 4.60 -0.08
Value for money of parking facilities
4 . ° /g H1 ST/ 4.79 4.68 0.11 4.50 4.42 0.08 4.25 4.46 -0.21 4.56 4.64 -0.08
Availability of baggage carts/trolleys
5 ﬂiﬁ‘g‘,?r . /. AR 3 EIT-ﬁtﬁT E . / 4.72 4.67 0.05 4.50 4.50 0.00 4.15 4.37 -0.22 458 4.73 -0.15
Waiting time in check-in queue/line
6 ﬂiﬁ‘g‘,?r S E‘.rt ql 4.78 4.67 0.11 4.52 4.41 0.11 4.14 4.39 -0.25 4.42 4.59 -0.17
Efficiency of check-in staff
7 -3 FeTH HT RIEHE P E. e 4.82 4.71 0.11 4.50 4.48 0.02 4.18 4.39 -0.21 4,59 4.68 -0.09
Courtesy and helpfulness of check-in staff
8 E.. : / 3 NeToT 3 CIT-ﬁtﬁT E ./ 4.69 473 -0.04 4.48 457 -0.09 3.94 4.42 -0.48 4.76 4.76 0.00
Waiting time at passport/personal ID inspection
9 08T0T T T A 3R .E ? . eletl/ 4.67 4.68 -0.01 4.47 4.42 0.05 4.12 4.37 -0.25 4.37 4.58 -0.21
Courtesy and helpfulness of inspection staff
10 Y& TeTth ol A IR T .E / 4.81 4.74 0.07 4.53 4.60 -0.07 4.30 4.53 -0.23 4.65 4.77 -0.12
Courtesy and helpfulness of security staff
11 et i 3 . E.E / ) 4.81 4.71 0.10 4.53 4.48 0.05 4.23 4.37 -0.14 4.38 4.62 -0.24
Thoroughness of security inspection
12 {R&-‘!T . F aN WHT E . ! 4.78 4.67 0.11 4.44 4.47 -0.03 4.23 4.28 -0.05 4.55 4.64 -0.09
Waiting time at security inspection
13 i .E IR E.[ kil ! 4.81 4.66 0.15 4.58 4.55 0.03 4.40 4.47 -0.07 4.58 4.68 -0.10
Feeling of being safe and secure
14 TR ﬁ 3. T G@ T 5. 1/ 4.80 4.70 0.10 4.53 4.54 -0.01 4.39 4.53 -0.14 4.64 4.78 -0.14
Ease of finding your way through airport
15 EE. E. ; I whie/ 4.79 4.69 0.10 4.54 4.45 0.09 4.29 4.40 -0.11 4.36 4.59 -0.23
Flight information screens
16 . c . ki o Rl . 4.79 4.69 0.10 4.48 4.52 -0.04 4.36 4.46 -0.10 4.55 4.65 -0.10
Walking distance inside the terminal
17 3= EE. a3 . Eﬁ g E./ 4.86 4.70 0.16 - 4.30 - 4.41 4.36 0.05 4.79 4.87 -0.08
Ease of making connections with other flights
18 w1 7 I E. eIt/ 4.83 4.76 0.07 4.55 4.55 0.00 4.24 4.52 -0.28 4.65 4.76 -0.11
Courtesy and helpfulness of airport staff
19 / i W/ 4.82 4.64 0.18 4.40 4.32 0.08 3.94 4.26 -0.32 4.43 4.59 -0.16
Restaurant/Eating facilities
20 T/ q 3t 1 e 3. el € .../ 4.78 4.63 0.15 4.43 431 0.12 3.91 4.15 -0.24 4.63 4.61 0.02
Value for money of restaurant/eating facilities
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a@s13/LUCKNOW FIAR/MANGALORE geAT/PATNA 9ot/PUNE
2017 & 2018 2017 & 2018 2017 & 2018 2017 & 2018
) 2018 2017 & War & 2018 2017 # W @ 2018 2017 & War & 2018 2017 # et @
../ 0 W IR W IR
SNO e /Parameter
Difference of Difference of Difference of Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 rating 2018
over 2017 over 2017 over 2017 over 2017
dop / TérTH Flaurt / AT qRacdt B
ST dr/
21 I . 4.83 4.86 -0.03 4.67 4.56 0.11 4.06 4.32 -0.26 4.91 4.80 0.11
Availability of bank/ATM facilities/money
changers
22 Q9T FIYmg/ Shopping facilities 4.77 4.80 -0.03 4.45 4.35 0.10 4.01 4.18 -0.17 4.63 4.71 -0.08
23 oY it e 1. el € / 4.76 4.70 0.06 4.39 4.33 0.06 3.79 4,01 -0.22 4.36 4.56 -0.20
Value for money of shopping facilities
24 FCTAT VFHY /W"F'. E_ T 4.80 4.72 0.08 - 3.97 - 4.02 4.30 -0.28 4,53 4.64 -0.11
Internet access/Wi-Fi
25 " /5Ty n: 331/ - 4.71 - - 4.28 - 3.90 4.29 -0.39 4,53 4.73 -0.20
Business/Executive lounges
26 aT?. E / eI HI U E. / 4.89 4.80 0.09 4.72 4.50 0.22 4.27 4.49 -0.22 4.61 4.74 -0.13
Availability of washrooms/toilets
27 anr i | ERIeIE # Fee E./ 4.90 4.77 0.13 4.65 4.51 0.14 4.38 4.49 -0.11 454 4.66 -0.12
Cleanliness of washrooms/toilets
28 wltar / e ?33 T AN/ 4.88 4.75 0.13 4.53 4.53 0.00 4.39 4.38 0.01 4.59 4.70 -0.11
Comfort of waiting/gate areas
29 ; C E .Eﬁr e=e .E / 4.91 4.82 0.09 4.77 4.66 0.11 4.49 4.61 -0.12 4.65 4.80 -0.15
Cleanliness of airport terminal
30 TIRUIE T aiara’eT/Ambience of the airport 4.90 4.79 0.11 4.72 4.59 0.13 4.36 4.40 -0.04 4.50 4.70 -0.20
31 e / 3. 5 ) / 4.86 4.85 0.01 4.70 4.60 0.10 - 4.38 - 4.71 4.76 -0.05
Passport/ID inspection
32 ! 2 INREL Zﬁ fa 4.83 4.71 0.12 4.47 4.40 0.07 4.06 4.38 -0.32 4.64 4.65 -0.01
Speed of baggage delivery
33 e e fadiaTuT/Customs inspection 478 4.73 0.05 456 455 0.01 - 4.17 - 4.40 463 -0.23
FeT T & AG¥/Overall Satisfaction 4.86 478 0.08 487 465 0.22 4.41 4.49 -0.08 471 475 -0.04
a1 3kga/World Average 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02
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SFR/SRINAGAR P3g# /TRIVANDRUM TRIOTH /VARANAS| =T /VIZAG
2017 & 2018 2017 & 2018 2017 8 20173 2018 3
. 2018 2017 ¥ A& @ 2018 2017 # e 2018 2017  |2018 3 e 2018 2017 prci e
9./ 0 IR IR H IR
SNO e /Parameter -
Difference of Difference of Dc;??‘:;:ce Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 9 2018 2017 rating 2018
2018 over
over 2017 over 2017 2017 over 2017
1 RRYTC FH H ) [ E. ! 4.67 4.79 -0.12 4.63 458 0.05 4.69 - - 4.34 4.21 0.13
Ground transportation to/from airport
2 . ) W/ 4.51 4.66 -0.15 4.49 4.43 0.06 4.69 - - 3.75 4.05 -0.30
Parking facilities
3 5 i N E /. . 4.41 4.63 -0.22 4.34 4.43 -0.09 4.65 - - 3.44 4.00 -0.56
Value for money of parking facilities
4 I ° /T H1 ST/ 4.47 4.70 -0.23 4.56 4.39 0.17 4.66 - - 4.35 4.24 0.11
Availability of baggage carts/trolleys
5 ﬂiﬁ‘g‘,?r . /. AR 3 CIT-ﬁfﬁT E . / 4.57 4.69 -0.12 453 4.43 0.10 4.63 - - 4.34 4.18 0.16
Waiting time in check-in queue/line
6 ﬂiﬁ‘g‘,?r S E‘.rt ql 4.45 4.69 -0.24 4.60 4.44 0.16 4.67 - - 4.34 4.27 0.07
Efficiency of check-in staff
7 -3 FTH HT RIEHE P E. e 4.49 472 -0.23 4.60 4.42 0.18 4.69 - - 4.45 4.32 0.13
Courtesy and helpfulness of check-in staff
8 E.. : / 3 NeToT 3 uT-ﬁtﬁT E ./ 4.30 4.69 -0.39 454 4.43 0.11 4.63 - - 4.22 4.28 -0.06
Waiting time at passport/personal ID inspection
9 IaToT ¥ T 7 IR .E ? . eletl/ 4.27 4.73 -0.46 4.56 4.37 0.19 4.63 - - 4.26 4.36 -0.10
Courtesy and helpfulness of inspection staff
10 Y& TeTth ol A IR T .E / 451 4.72 -0.21 4.64 4.51 0.13 4.72 - - 4.46 4.32 0.14
Courtesy and helpfulness of security staff
11 et i 3 . E.E / ) 4.46 4.73 -0.27 4.55 4.41 0.14 4.70 - - 4.29 4.35 -0.06
Thoroughness of security inspection
12 {R&-'H . F aN qt—ﬁa—‘n E . ! 4.42 4.69 -0.27 4.50 4.35 0.15 4.67 - - 4.14 4.33 -0.19
Waiting time at security inspection
13 iy .E IR E.[ kil / 4.43 4.72 -0.29 4.67 4.46 0.21 4.72 - - 4.44 4.40 0.04
Feeling of being safe and secure
14 TR ﬁ 3. T G@ T 5. 1/ 4.54 4.75 -0.21 4.60 4.47 0.13 4.68 - - 4.50 4.36 0.14
Ease of finding your way through airport
15 EE. E. ; I whie/ 4.43 4.75 -0.32 4.60 4.40 0.20 4.65 - - 4.19 4.24 -0.05
Flight information screens
16 . c . T o Rl . 4.47 4.73 -0.26 4.52 4.33 0.19 4.73 - - 4.34 4.39 -0.05
Walking distance inside the terminal
17 34 33 . a3 . I Eﬁ ITHC ./ 451 4.80 -0.29 4.45 4.37 0.08 4.61 - - 4.14 4.11 0.03
Ease of making connections with other flights
18 RRUIC T HT 7o IR T E. eler/ 4.60 4.77 -0.17 4.71 4.58 0.13 4.76 - - 4.50 4.43 0.07
Courtesy and helpfulness of airport staff
19 (eI / . ) W/ 4.33 4.76 -0.43 4.36 4.29 0.07 454 - - 3.38 3.45 -0.07
Restaurant/Eating facilities
20 / E 3 & 5§ i Rl € .../ 4.30 4.74 -0.44 4.29 4.28 0.01 4.54 - - 3.17 3.39 -0.22
Value for money of restaurant/eating facilities
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STIR/SRINAGAR BagA /TRIVANDRUM TRIOTE /VARANASI| R=mr/VIZAG
2017 & 2018 2017 & 2018 20179 20173 2018 3
. 2018 2017 # et 2018 2017 # et 2018 2017 (20183 A 2018 2017 P
../ 0 IR IR P IR
SNO e /Parameter -
Difference of Difference of D;??;‘;:CE Difference of
2018 2017 rating 2018 2018 2017 rating 2018 2018 2017 9 2018 2017 rating 2018
2018 over
over 2017 over 2017 2017 over 2017
dp / TérTH Flaurt / AT aRacdt B
ST dr/
21 A . 4.76 4.77 -0.01 4.61 4.61 0.00 4.74 - - 3.99 4.20 -0.21
Availability of bank/ATM facilities/money
changers
22 QiteT Flaum/ Shopping facilities 455 4.68 -0.13 4.41 4.36 0.05 453 - - 3.44 3.52 -0.08
23 oY it e 1. el € / 4.37 4.59 -0.22 4.34 4.33 0.01 4.50 - - 3.28 3.54 -0.26
Value for money of shopping facilities
24 FCTAT VFHY /W"F'. E!_ T 3.94 4.46 -0.52 451 4.43 0.08 4.51 - - 3.16 3.76 -0.60
Internet access/Wi-Fi
25 " /5Ty ni 331/ - 4.63 - 4.57 4.47 0.10 4.51 - - - 3.93 -
Business/Executive lounges
26 aT? E / eI HI U E. / 4.61 4.80 -0.19 4.72 4.53 0.19 4.76 - - 4.31 4.15 0.16
Availability of washrooms/toilets
27 anr i | ERIeIE # Fee E./ 4.60 4.81 -0.21 4.72 4.52 0.20 4.76 - - 4.06 3.96 0.10
Cleanliness of washrooms/toilets
28 wltar / e &ﬂ T AN/ 4.59 4.79 -0.20 4.62 4.47 0.15 4.70 - - 4.20 4.17 0.03
Comfort of waiting/gate areas
29 ; C E .Eﬁr e=e .E / 4.71 4.83 -0.12 4.82 4.69 0.13 4.83 - - 4.22 4.15 0.07
Cleanliness of airport terminal
30 TIRUIE T aiara’eT/Ambience of the airport 4.63 4.78 -0.15 4.69 4.54 0.15 4.76 - - 4.24 4.07 0.17
31 e / 3. 5 ) / - 4.72 - 4.74 4.73 0.01 4.73 - - 4.11 4.18 -0.07
Passport/ID inspection
32 ! 2 INREL Zﬁ fa 4.31 4.68 -0.37 4.54 4.51 0.03 4.66 - - 411 4.11 0.00
Speed of baggage delivery
33 AT e TAI&T0T/Customs inspection - 4.77 - 458 461 -0.03 4.60 - - 3.8 3.99 -0.01
FeT T & AG¥/Overall Satisfaction 468 478 -0.10 4.86 4.80 0.06 4.77 - - 438 4.09 0.29
a1 3kga/World Average 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02 4.21 4.19 0.02
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