Tleft A (3ragER-feEeR) 2017 F oo # et A (F9ad-AR) 2018 F T oiT A FFER W T wH T FEFA B
gRUA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

gHCIETG /AHMEDABAD HATAT/AMRITSAR SNTSRRI/BAGDOGRA Sfﬁ"EIT/BHUBANESWAR
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
faadr | fAar (2017 @ ugelr | fAom&r | A& (2017 & ueel | fAem&r | fAem&r |2017 @ ueeh | Ao | Ao |2017 & geelr
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
U/ S ‘ AT fwer) | & e Fr AT fwer) | & e Fr AT feer) | & e AT feer) | & e
NO Rrfrex/Parameter 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
Mar) Dec) 1018 over ga | M0 Dec) 1018 over ga | M0 Dec) 1018 over ga | M0 Dec) 15018 over Q4
2018 2017 2017 2018 2017 2017 2018 2017 2017 2018 2017 2017
1 TEE ] H A TRerea 487 | 488 -0.01 472 ; - 3.37 - - 455 | 423 0.32
Ground transportation to/from airport
2 . ﬂﬁTHTU/ 4.63 4.66 -0.03 4.31 - - 3.14 - - 3.79 3.14 0.65
Parking facilities
3 AeATRA DT Frae 455 | 4.48 0.07 4.28 - - 2.98 - - 3.68 3.15 0.53
Value for money of parking facilities
4 . Eﬁré I & St/ 4.55 4.72 -0.17 4.62 - - 3.27 - - 4.38 4.01 0.37
Availability of baggage carts/trolleys
5 TIB-TA URD/AAR H wIcllan Fara/ 473 | 468 0.05 456 - - 3.34 - - 466 | 4.68 -0.02
Waiting time in check-in queue/line
6 TP T DI A 461 | 453 0.08 4.63 - - 3.60 - - 465 | 455 0.10
Efficiency of check-in staff
7 IPEA T F REHCE P aATel ;A 465 | 461 0.04 464 - - 3.72 - - 474 | 469 0.05
Courtesy and helpfulness of check-in staff
8 e /S ST fAdeTor 3 uRhe e 473 | 4712 0.01 4.65 - - 3.59 - - 459 | 4.8 -0.09
Waiting time at passport/personal ID inspection
° frdieror ®e @1 A AR FerHD @l 464 | 469 L0105 469 ) ) 3.56 ; ; 475 | 467 0.08
Courtesy and helpfulness of inspection staff
10 & TR T AH IR Teras Al 469 | 475 -0.06 464 - - 361 - - 475 | 473 0.02
Courtesy and helpfulness of security staff
11 GU&T i & . JD. / . 4.63 4.58 0.05 4.56 - - 3.55 - - 4.67 4.63 0.04
Thoroughness of security inspection
12 U S 6 AR e qorar 462 | 466 -0.04 4.45 ; - 3.36 - - 454 | 461 -0.07
Waiting time at security inspection
13 i} . 3R . B 6 / 4.67 4.69 -0.02 4.67 - - 3.58 - - 4.69 4.68 0.01
Feeling of being safe and secure
14 [ 3}' 5. el G@et H1 3_ e/ 4.75 4.80 -0.05 4.65 - - 3.69 - - 4.65 4.63 0.02
Ease of flndlr!g your way through airport
15 . wqﬂ . / 4.63 4.68 -0.05 4.63 - - 3.61 - - 4.59 4.54 0.05
Flight information screens
16 . . A L & E{&/ . 4.64 4.63 0.01 4.59 - - 3.61 - - 4.70 4.58 0.12
Walking distance inside the terminal
17 - T q . Eﬁr q ./ 4.60 4.43 0.17 4.68 - - 3.62 - - 451 4.50 0.01
Ease of making connections with other flights
18 a1 A3 3R E. Sl 4.79 4.63 0.16 4.69 - - 3.82 - - 4.62 4.61 0.01
Courtesy and helpfulness of airport staff
19 ’m.ﬂﬁW’. 4.45 4.73 -0.28 4.47 - - 3.28 - - 3.71 4.01 -0.30
Restaurant/Eating facilities




Tleft A (3ragER-feEeR) 2017 F oo # et A (F9ad-AR) 2018 F T oiT A FFER W T wH T FEFA B
gRUA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

3gHAGIETE/AHMEDABAD HATEI/AMRITSAR SRERRI/BAGDOGRA HIAAT/BHUBANESWAR
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
faadr | fAar (2017 @ ugelr | fAom&r | A& (2017 & ueel | fAem&r | fAem&r |2017 @ ueeh | Ao | Ao |2017 & geelr
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
U/ S ‘ AT fwer) | & e Fr AT fwer) | & e Fr AT feer) | & e AT feer) | & e
NO Rrfrex/Parameter 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
Mar) Dec) 1018 over Q4 | M0 Dec) 1018 over Q4 | M0 Dec) 15018 over Q4 | M0 Dec) 15018 over Q4
2018 2017 P 2018 2017 P 2018 2017 P 2018 2017 P
20 TR | W AU P HEATRA Bl / 444 | 444 0.00 450 - - 3.12 - - 363 | 3.96 -0.33
Value for money of restaurant/eating facilities
de | wéruar grawt / e uRaded! H sureyar
2t Availability of bank/ATM facilities/money changers 491 4.58 0.33 475 ) ) 3.01 ) ) 444 425 0.19
22 it giaumd/ Shopping facilities 4.68 4.45 0.23 4.46 - - 3.03 - - 3.88 3.72 0.16
23 oI ﬂﬁm}ﬁ T He 1. “ _@Fm 4.55 4.39 0.16 4.41 - - 2.90 - - 3.88 3.71 0.17
Value for money of shopping facilities
24 $TAT QR [ Wi-Fi i 464 | 469 -0.05 4.29 ; - 2.35 - - 365 | 3.95 -0.30
Internet accessANl-El
25 . 50> QU. ) / - - - 3.73 - - 2.92 - - 4.41 4.48 -0.07
Business/Executive lounges
26 RARH TACIT HT ST/ 494 | 484 0.10 472 - - 3.52 - - 477 | 468 0.09
Availability of washrooms/toilets
27 ARIEH | Efele P T/ 475 | 483 -0.08 4.66 - - 3.54 - - 481 | 479 0.02
Cleanliness of washrooms/toilets
28 WRAIET /3C &1 P AR 477 | 479 -0.02 465 ; - 3.25 - - 464 | 455 0.09
Comfort of waiting/gate areas
29 . .Fﬁ o / 4.83 4.86 -0.03 4.75 - - 3.69 - - 4.81 4.84 -0.03
Cleanliness of airport terminal
30 TIRAE H ardTaRoT/Ambience of the airport 4.56 4.79 -0.23 4.69 - - 3.54 - - 4.70 4.61 0.09
31 / . 5 . / 4.88 4.73 0.15 4.65 - - 3.65 - - 4.48 4.64 -0.16
Passport/ID inspection
32 st Eﬁr il 4.86 4.58 0.28 4.74 - - 3.38 - - 4.54 4.35 0.19
Speed of baggage delivery
33 e e fAdeToT/Customs inspection 4.56 4.40 0.16 452 - - 3.46 - - 4.44 4.32 0.12
Ja far T @gR®/Overall Satisfaction 4.82 4.80 0.02 457 - - 3.62 - - 4.69 4.64 0.05
4 sttwa/world Average 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01




ateft Al (racER-EeR) 2017 it goen & ggeh AR (Foad-A1) 2018 F T ww Gl TR W U wH 7 FEHEA B
gRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

Frelle/CALICUT A=T$/CHENNAI FIIER/COIMBATORE MaT/GOA
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
faadr | fAar (2017 @ ugelr | fAom&r | A& (2017 & ueel | fAem&r | fAem&r |2017 @ ueeh | Ao | Ao |2017 & geelr
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
FH/ S ‘ AT fEaR) | & War @ El)) fEaR) | & War @ El)) fEaR) | & War @ El)) fEaeaR) | & War @
NO Rrfrex/Parameter 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28’?7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4
2017 2017 2017 2017
1 TEE ] H A TRerea 446 | 421 0.25 425 | 416 0.09 443 | 414 0.29 474 | a7 0.03
Ground transportation to/from airport
2 . ﬂﬁTHTU/ 4.16 4.30 -0.14 3.79 3.16 0.63 4.23 4.13 0.10 4.41 4.42 -0.01
Parking facilities
3 LeHTRS _E[ /. . 4.19 4.30 -0.11 3.53 3.10 0.43 4.32 3.87 0.45 4.43 4.20 0.23
Value for money of parking facilities
4 . Eﬁré I Hr sg 4.22 4.26 -0.04 4.14 3.81 0.33 4.28 4.02 0.26 4.62 4.63 -0.01
Availability of baggage carts/trolleys
5 TIB-TA URD/AAR H wIcllan Fara/ 429 | 419 0.10 442 | 449 -0.07 428 | 420 0.08 469 | 476 -0.07
Waiting time in check-in queue/line
6 TP T DI A 418 | 433 -0.15 450 | 448 0.02 417 | 407 0.10 458 | 454 0.04
Efficiency of check-in staff
7 ?]?5-3? 1 RE, . / 4.20 4.28 -0.08 4.50 4.50 0.00 4.23 4.01 0.22 454 4.64 -0.10
Courtesy and helpfulness of check-in staff
8 L / f ferdiaTor & U?ﬁ&iT . / 4.31 4.25 0.06 4.35 4.48 -0.13 4.29 4.15 0.14 4.69 4.73 -0.04
Waiting time at passport/personal ID inspection
9 fetager T FH Sﬂ'{. ; . g/ 4.19 4.27 -0.08 4.44 4.46 -0.02 4.15 4.05 0.10 4.53 4.49 0.04
Courtesy and helpfulness of inspection staff
10 A T P AA AR Ferad el 434 | 445 -0.11 445 | 452 -0.07 425 | 435 -0.10 468 | 476 -0.08
Courtesy and helpfulness of security staff
11 YU ol & . JE. / . 4.23 4.28 -0.05 4.47 4.48 -0.01 4.18 4.06 0.12 4.53 4.56 -0.03
Thoroughness of security inspection
12 U S 6 AR e qorar 415 | 419 -0.04 430 | 442 -0.12 421 | 407 0.14 449 | 460 -0.11
Waiting time at security inspection
13 q . IR . B A / 4.23 4.33 -0.10 4.49 4.53 -0.04 4.18 4.13 0.05 4.68 4.70 -0.02
Feeling of being safe and secure
14 B-T . @?T & E[_ / 4.33 4.32 0.01 4.54 4.52 0.02 4.32 4.20 0.12 4.68 4.74 -0.06
Ease of flndlr!g your way through airport
15 T @Qﬂ . / 4.26 4.33 -0.07 4.36 4.37 -0.01 4.17 4.13 0.04 4.43 4.40 0.03
Flight information screens
16 . . A L & Qﬁ/ . 4.18 4.25 -0.07 4.55 4.48 0.07 4.21 3.97 0.24 4.51 4.61 -0.10
Walking distance inside the terminal
17 c T q . Eﬁr q ./ 4.30 3.33 0.97 4.43 4.35 0.08 4.36 3.93 0.43 4.73 4.93 -0.20
Ease of making connections with other flights
18 TIUIE FEH PI AH AR Feras Tl 437 | 449 -0.12 456 | 459 -0.03 429 | 427 0.02 476 | 473 0.03
Courtesy and helpfulness of airport staff
19 /m.ﬂﬁm?/. 4.07 3.85 0.22 4.56 4.65 -0.09 4.09 3.71 0.38 4.30 4.56 -0.26
Restaurant/Eating facilities




Tleft A (3ragER-feEeR) 2017 F oo # et A (F9ad-AR) 2018 F T oiT A FFER W T wH T FEFA B
IROMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

Frelle/CALICUT A=T$/CHENNAI FIIER/COIMBATORE MaT/GOA
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
Aol | Ao (2017 @ ugell | Aoy | oy (2017 @ ugel | Ay | QA (2017 @ ugel | Ao | Ao (2017 @ ugel
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
FH/ S ‘ AT fEaR) | & War @ El)) fEaR) | & War @ El)) fEaR) | & War @ El)) fEaeaR) | & War @
NO HRrefteT/Parameter 2018 2017 KIGES 2018 2017 KIGES 2018 2017 KIGES 2018 2017 KiGES
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28?7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4
2017 2017 2017 2017
20 VRl [ W A P AeAGRA L1 / 399 | 3.60 0.39 449 | 459 -0.10 411 | 356 0.55 405 | 448 -0.43
Value for money of restaurant/eating facilities
oy | P /vEH HAWS /e uREde! B ST |, 4, | g 0.27 432 | 406 0.26 450 | 3.94 0.56 478 | 469 0.09
Availability of bank/ATM facilities/money changers
22 it Fiaumd/ Shopping facilities 4.22 3.81 0.41 4.04 3.74 0.30 4.25 3.65 0.60 421 4.63 -0.42
23 I A P He RS %’IT-IT/ 4.09 3.79 0.30 3.98 3.66 0.32 4.29 3.51 0.78 4.06 4.29 -0.23
Value for money of shopping facilities
24 $TAT QR [ Wi-Fi i - - - 381 | 365 0.16 429 | 328 1.01 434 | 460 -0.26
Internet accessNV|-E|
25 STeRi/e T2 .n_z. eSS/ - - - 4.71 4.69 0.02 - - - - - -
Business/Executive lounges
26 AARH AT Y STeA 415 | 448 -0.33 443 | 446 -0.03 422 | 414 0.08 476 | 479 -0.03
Availability of washrooms/toilets
27 ARIEH | Efele P T/ 411 | 4.43 -0.32 411 | 427 -0.16 420 | 407 0.13 456 | 461 -0.05
Cleanliness of washrooms/toilets
28 RIS /e & Pl I3 420 | 418 0.02 451 | 450 0.01 421 | 393 0.28 452 | 469 -0.17
Comfort of waiting/gate areas
29 (o .é et E.Eﬁ Fa=te ! 4.46 4.50 -0.04 4.28 4.35 -0.07 4.48 4.36 0.12 4.73 4.76 -0.03
Cleanliness of airport terminal
30 TIRUIE T ardTeaRo/Ambience of the airport 4.33 4.20 0.13 4.64 4.60 0.04 4.29 4.12 0.17 457 4.75 -0.18
31 qoie /1S 3 % i g 451 4.39 0.12 452 4.63 -0.11 454 4.48 0.06 4.64 4.69 -0.05
Passport/ID inspection
32 of el qansit Eﬁ il 4.16 4.31 -0.15 4.40 4,52 -0.12 4.22 4.25 -0.03 4.62 4.38 0.24
Speed of baggage delivery
33 AT Yeeb FANETT/Customs inspection 4.21 4.27 -0.06 4.40 4.38 0.02 4.31 4.15 0.16 4.27 4.25 0.02
Ja far T @gR®/Overall Satisfaction 453 4.49 0.04 4.63 4.61 0.02 458 453 0.05 4.75 4.74 0.01
a1 3itwa/world Average 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01




ateft ATl (raER-fqEeR) 2017 it goe & dgel A (Sal-AR) 2018 F T U g R W U wH T FEFA B
gRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

TETETE/GUWAHATI $8R/INDORE SER/IAIPUR FIFFIAT/KOLKATA
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
faadr | fAar (2017 @ ugelr | fAom&r | A& (2017 & ueel | fAem&r | fAem&r |2017 @ ueeh | Ao | Ao |2017 & geelr
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
U/ S ‘ AT fwer) | & e Fr AT fwer) | & e Fr AT feer) | & e AT feer) | & e
NO HRrefteT/Parameter 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
Mar) Dec)  1r018 over Qa | M Dec) o018 over ga | M Dec)  1r018 over Qa | M Dec) 15018 over Q4
2018 2017 2017 2018 2017 2017 2018 2017 2017 2018 2017 2017
1 TEE ] H A TRerea 456 | 457 -0.01 467 | 479 -0.12 456 | 455 0.01 428 | 433 -0.05
Ground transportation to/from airport
2 . ﬂﬁTHTU/ 4.24 4.18 0.06 4.25 4.48 -0.23 4.45 4.53 -0.08 3.22 3.76 -0.54
Parking facilities
3 SRS _E[ /. L. 4.40 4.34 0.06 4.17 4.44 -0.27 4.33 4.37 -0.04 3.04 3.72 -0.68
Value for money of parking facilities
4 . Eﬁré I Hr sg 4.49 4.52 -0.03 4.60 4.69 -0.09 4.34 4.33 0.01 3.82 3.74 0.08
Availability of baggage carts/trolleys
5 TIB-TA URD/AAR H wIcllan Fara/ 443 | 443 0.00 475 | 478 0.03 434 | 446 0.12 461 | 463 0.02
Waiting time in check-in queue/line
6 TP T DI A 418 | 427 -0.09 467 | 471 -0.04 436 | 438 0.02 454 | 460 -0.06
Efficiency of check-in staff
7 IPEA T F REHCE P aATel ;A 441 | 444 0.03 466 | 474 0.08 432 | 438 -0.06 458 | 4.65 0.07
Courtesy and helpfulness of check-in staff
8 L / f ferdiaTor & wﬁ . / 4.17 4.28 -0.11 4.66 4.73 -0.07 4.37 4.44 -0.07 4.65 4.70 -0.05
Waiting time at passport/personal ID inspection
9 ferdiaTor T FH 3#{. ? . g/ 4.15 4.20 -0.05 4.41 4.68 -0.27 4.39 4.39 0.00 4.62 4.67 -0.05
Courtesy and helpfulness of inspection staff
10 et 1 A 3R ; @Fﬂ/ 4.66 4.57 0.09 471 4.81 -0.10 4.42 4.46 -0.04 471 4.73 -0.02
Courtesy and helpfulness of security staff
11 YU ol & . JE. / . 4.42 4.32 0.10 4.55 4.69 -0.14 4.48 4.47 0.01 4.62 4.60 0.02
Thoroughness of security inspection
12 U S 6 AR e qorar 461 | 4.49 0.12 443 | 464 -0.21 439 | 444 -0.05 455 | 459 -0.04
Waiting time at security inspection
13 q . IR . B A / 4.66 4.52 0.14 4.59 4.76 -0.17 4.40 4.38 0.02 4.64 4.71 -0.07
Feeling of being safe and secure
14 3-‘1 . @?T & 3 / 4.50 4.43 0.07 4.75 4.82 -0.07 4.40 4.39 0.01 4.72 4.65 0.07
Ease of flndlr!g your way through airport
15 T “.mﬂ . / 4.22 4.25 -0.03 451 4.65 -0.14 4.44 4.42 0.02 4.53 451 0.02
Flight information screens
16 . . A L & Qﬁ/ . 4.57 4.48 0.09 4.48 4.60 -0.12 4.33 4.35 -0.02 4.63 4.63 0.00
Walking distance inside the terminal
17 c . q . Eﬁr q ./ 4.50 4.67 -0.17 4.67 4.90 -0.23 4.43 4.31 0.12 4.41 4.44 -0.03
Ease of making connections with other flights
18 TIUIE FEH PI AH AR Feras Tl 456 | 451 0.05 477 | 481 0.04 443 | 444 0.01 466 | 467 0.01
Courtesy and helpfulness of airport staff
19 /W.ﬂﬁﬁﬂ'.(f/. 4.22 4.25 -0.03 4.28 4.49 -0.21 4.38 4.47 -0.09 4.67 4.67 0.00
Restaurant/Eating facilities




Tleft A (3ragER-feEeR) 2017 F oo # et A (F9ad-AR) 2018 F T oiT A FFER W T wH T FEFA B
IROMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

AR /GUWAHATI g2R/INDORE SAY/IAIPUR FIASIAT/KOLKATA
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
Aol | Ao (2017 @ ugell | Aoy | oy (2017 @ ugel | Ay | QA (2017 @ ugel | Ao | Ao (2017 @ ugel
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
U/ S ‘ AT fwer) | & e Fr AT fwer) | & e Fr AT feer) | & e AT feer) | & e
NO eftex/Parameter 2018 2017 KIGES 2018 2017 KIGES 2018 2017 KIGES 2018 2017 KiGES
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
Mar) Dec) 1018 over Q4 | M0 Dec) 1018 over Q4 | M0 Dec) 15018 over Q4 | M0 Dec) 15018 over Q4
2018 2017 P 2018 2017 P 2018 2017 P 2018 2017 P
20 VR | W AU BT AR T / 454 | 452 0.02 412 | 446 -0.34 428 | 433 -0.05 458 | 455 0.03
Value for money of restaurant/eating facilities
o | P /VEH HAWS [ Far uREAR! B ST | 4o |y g 0.11 450 | 476 -0.26 460 | 457 0.03 433 | 410 0.23
Availability of bank/ATM facilities/money changers
22 it Fiaumd/ Shopping facilities 4.00 4.03 -0.03 4.37 4.52 -0.15 4.47 4.48 -0.01 4.22 3.95 0.27
23 oI ﬂﬁm}ﬁ T He 1. “ @Fm 3.82 4.03 -0.21 4.23 4.44 -0.21 4.44 4.44 0.00 4.18 3.96 0.22
Value for money of shopping facilities
24 $ETAT TR/ Wi-Fi gfae 3.72 | 4.00 -0.37 434 | 460 -0.26 433 | 431 0.02 381 | 427 -0.46
Internet accessNV|-E|
25 . 50 M. ) / 4.18 4.46 -0.28 - - - - - - 4.70 4.68 0.02
Business/Executive lounges
26 AARH AT Y STeA 448 | 445 0.03 474 | 480 -0.06 441 | 448 -0.07 472 | 470 0.02
Availability of washrooms/toilets
27 AEH TR HT T/ 450 | 4.43 0.07 469 | 4.79 -0.10 448 | 457 -0.09 465 | 4.63 0.02
Cleanliness of washrooms/toilets
28 e /31 ?ﬁ? bl / 4.57 4.51 0.06 4.62 4.73 -0.11 4.50 4.42 0.08 4.66 4.44 0.22
Comfort of waiting/gate areas
29 . .Eﬁ © . / 4.59 4.53 0.06 4.69 491 -0.22 4.64 4.65 -0.01 4.67 4.63 0.04
Cleanliness of airport terminal
30 WRRUIE HT IIaraRoT/Ambience of the airport 4.56 450 0.06 4.61 478 -0.17 4.59 4.56 0.03 4.78 4.74 0.04
31 / . 5 . ! 4.30 4.29 0.01 - - - 4.49 4.57 -0.08 4.66 4.73 -0.07
Passport/ID inspection
32 i Eﬁr Tt/ 4.33 4.32 0.01 4.53 4.74 -0.21 4.33 4.43 -0.10 4.55 4.60 -0.05
Speed of baggage delivery
33 T Jeh fAadieToT/Customs inspection 4.34 4.39 -0.05 - - - 4.26 4.41 -0.15 4.62 4.54 0.08
Ja far T @gR®/Overall Satisfaction 454 453 0.01 4.75 4.78 -0.03 456 4.46 0.10 4.77 4.76 0.01
faxr sitaa/world Average 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01




Tleft A (3ragER-feEeR) 2017 i goem # gl A (F9ad-AN) 2018 F T oiT A FFER W T wH T FEFA B
IRUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

F@TF/LUCKNOW FIMER/MANGALORE TEAT/PATNA qu/PUNE
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
faadr | fAar (2017 @ ugelr | fAom&r | A& (2017 & ueel | fAem&r | fAem&r |2017 @ ueeh | Ao | Ao |2017 & geelr
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
FH/ S ‘ AT fEaR) | & War @ El)) fEaR) | & War @ El)) fEaR) | & War @ El)) fEaeaR) | & War @
NO Rrfrex/Parameter 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY 2018 2017 EiGEY
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28?7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4
2017 2017 2017 2017
1 TEE ] H A TRerea 470 | 488 -0.18 454 | 456 -0.02 379 | 439 -0.60 473 | 472 0.01
Ground transportation to/from airport
2 . ﬂﬁT?JTU/ 4.65 4.75 -0.10 4.45 4.33 0.12 3.95 4.23 -0.28 4.60 4.68 -0.08
Parking facilities
3 LeHTRS _E[ /. . 4.73 4.73 0.00 4.33 4.46 -0.13 391 4.09 -0.18 4.36 4.27 0.09
Value for money of parking facilities
4 . Eﬁré I Hr sg 4.77 4.69 0.08 4.44 4.43 0.01 4.31 4.56 -0.25 4.54 4.60 -0.06
Availability of baggage carts/trolleys
5 TIB-TA URD/AAR H wIcllan Fara/ 471 | 458 0.13 441 | 436 0.05 400 | 440 -0.40 466 | 458 0.08
Waiting time in check-in queue/line
6 TP T DI A 472 | 4m 0.01 443 | 439 0.04 410 | 422 0.12 443 | 450 0.07
Efficiency of check-in staff
7 IPEA T F REHCE P aATel ;A 478 | 479 0.01 443 | 438 0.05 417 | 415 0.02 456 | 467 0.11
Courtesy and helpfulness of check-in staff
8 L / f ferdiaTor & UT-ﬁHT . / 4.67 4.68 -0.01 4.44 4.48 -0.04 3.94 4.42 -0.48 4.78 4.73 0.05
Waiting time at passport/personal ID inspection
9 fetager P FH Sﬂ—{. ; . gt/ 4.63 4.74 -0.11 4.38 4.38 0.00 4.12 4.07 0.05 4.38 4.50 -0.12
Courtesy and helpfulness of inspection staff
10 A T P AA AR Ferad el 474 | 475 0.01 442 | 440 0.02 414 | 443 0.29 472 | 469 0.03
Courtesy and helpfulness of security staff
11 YU ol & . JE. / . 4.77 4.80 -0.03 4.42 4.39 0.03 4.45 4.24 0.21 4.45 4.47 -0.02
Thoroughness of security inspection
12 U S 6 AR e qorar 470 | 464 0.06 438 | 430 0.08 447 | 431 0.16 457 | 459 -0.02
Waiting time at security inspection
13 i} . 3R . B 6 / 4.78 4.67 0.11 4.47 4.37 0.10 4.69 4.35 0.34 4.65 4.70 -0.05
Feeling of being safe and secure
14 3-‘| . @?T & E[_ / 4.73 4.67 0.06 4.36 4.44 -0.08 4.47 4.55 -0.08 4.69 4.63 0.06
Ease of flndlr!g your way through airport
15 . “.mﬂ . / 4.76 4.73 0.03 4.38 4.37 0.01 4.63 4.48 0.15 4.45 4.37 0.08
Flight information screens
16 . . A L & Qﬁ/ . 4.73 4.72 0.01 4.38 4.38 0.00 4.50 4.40 0.10 4.56 4.58 -0.02
Walking distance inside the terminal
17 c . q . ?ﬁr q ./ 4.00 4.67 -0.67 - - - 4.67 4.42 0.25 4.79 4.94 -0.15
Ease of making connections with other flights
18 a1 A3 3R E. Sl 4.73 4.78 -0.05 4.37 4.32 0.05 3.90 4.35 -0.45 4.77 4.73 0.04
Courtesy and helpfulness of airport staff
19 /m.ﬂﬁm?/. 4.82 4.73 0.09 4.31 4.28 0.03 4.10 4.55 -0.45 4.46 4.33 0.13
Restaurant/Eating facilities




Tleft A (3ragER-feEeR) 2017 F oo # et A (F9ad-AR) 2018 F T oiT A FFER W T wH T FEFA B
IROMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - |
(JANUARY-MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

T@AF/LUCKNOW HITAR/MANGALORE qeEST/PATNA qul/PUNE
EEXI EEENECRGEREEEE EEENECRGEREEEE EEENECAGEREEEE ST ESBGEE
Aol | Ao (2017 @ ugell | Aoy | oy (2017 @ ugel | Ay | QA (2017 @ ugel | Ao | Ao (2017 @ ugel
. (SFTe- | (3argeR- | fdamgr 2018 | (STevadl- | (3oree- | fdamél 2018 | (ST=adl- | (3reFe- | FAATE 2018 | (SFfad)- | (3rereer- | fdamér 2018
U/ S ‘ AT fwer) | & e Fr AT fwer) | & e Fr AT feer) | & e AT feer) | & e
NO eftex/Parameter 2018 2017 KIGES 2018 2017 KIGES 2018 2017 KIGES 2018 2017 KiGES
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of
rating Q1 rating Q1 rating Q1 rating Q1
';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4 ';"g‘l% 28?7 2018 over Q4 ';"g‘l% 28;)7 2018 over Q4
2017 2017 2017 2017
20 VR | W AU BT AR T / 466 | 473 -0.07 437 | 437 0.00 389 | 423 -0.34 441 | 443 -0.02
Value for money of restaurant/eating facilities
o | P /VEH HAWS [ Far uREAR! B ST | o) |y g -0.02 464 | 472 -0.08 353 | 434 -0.81 481 | 466 0.15
Availability of bank/ATM facilities/money changers
22 it Fiaumd/ Shopping facilities 4.78 4.76 0.02 4.54 4.46 0.08 3.80 4.18 -0.38 4.62 4.73 -0.11
23 oI gﬁﬁﬂ}ﬁ T He 1. “ _QET/ 4.67 4.66 0.01 4.49 4.41 0.08 3.76 3.69 0.07 4.24 4.23 0.01
Value for money of shopping facilities
24 $ETAT TR/ Wi-Fi gfae 472 | 469 0.03 - - - 396 | 451 -0.55 459 | 460 -0.01
Internet accessNV|-E|
25 . 50 M. ) / - - - - - - 3.52 3.99 -0.47 4.62 4,73 -0.11
Business/Executive lounges
26 AARH AT Y STeA 488 | 486 0.02 455 | 439 0.16 427 | 453 -0.26 470 | 479 -0.09
Availability of washrooms/toilets
27 AEH TR HT T/ 490 | 481 0.09 452 | 4.39 0.13 476 | 4.63 0.13 461 | 461 0.00
Cleanliness of washrooms/toilets
28 RIS /e & Pl I3 485 | 479 0.06 443 | 444 -0.01 475 | 441 0.34 464 | 468 -0.04
Comfort of waiting/gate areas
29 . .Eﬁ © . / 491 4.83 0.08 4.65 4.60 0.05 4.77 4.79 -0.02 4.73 4.78 -0.05
Cleanliness of airport terminal
30 WRRUIE HT IIaraRoT/Ambience of the airport 4.87 4.80 0.07 4.64 4.58 0.06 4.57 4.43 0.14 4.68 4.77 -0.09
31 / . 5 . ! 4.77 4.68 0.09 4.69 4,71 -0.02 - - - 4,71 4.66 0.05
Passport/ID inspection
32 i Eﬁr Tt/ 4.68 4.64 0.04 4.62 4.67 -0.05 3.90 4.40 -0.50 4.48 4.50 -0.02
Speed of baggage delivery
33 T Jeh fAadieToT/Customs inspection 4.67 4.84 -0.17 4.66 4.75 -0.09 - - - 4.38 4.45 -0.07
Ja far T @gR®/Overall Satisfaction 4.82 4.83 -0.01 4.85 4.77 0.08 451 455 -0.04 4.80 4.80 0.00
faxr sitaa/world Average 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01




Tl A (3ragEv-REaR) 2017 #r gaar # ggelt AR (Serad-A) 2018 & T oiw T TR W T W T FRFA F
9RUMA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - | (JANUARY-
MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

HMTIR/SRINAGAR BdgA/TRIVANDRUM FRIOTH/VARANASI femT/VIZAG
Ugoll ey | 9l e | geer Ry | 9l e | geer arfy | 9l e | geer Tty e e
e | Ay (2017 @ ool | faemdr | fA@®r |2017 @ ugel | fA@m@r | fA@mr |2017 @ ueeh | fAwmr | fAemEr 2017 & gelr
. (SFTa- | (3argeR- | fdamgr 2018 | (STedadl- | (3oeeR- | fael 2018 | (ST=adl- | (reFeeR- | FAATE 2018 | (SFfadl- | (3fereeR- T 2018 3
I/ S ‘ ) | REEy | FAWaar | owe) | R (AWaraw | oae) | REw) | #AWaw | ) | RER) |G g osiae
NO HRrefteT/Parameter 2018 2017 A 2018 2017 AR 2018 2017 AR 2018 2017
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- | Difference of
rating Q1 rating Q1 rating Q1 .
Mar) Dec) 2018 over Q4 Mar) Dec) 2018 over Q4 Mar) Dec) 2018 over Q4 Mar) Dec) rating Q1 2018
2018 2017 2017 2018 2017 2017 2018 2017 2017 2018 2017 over Q4 2017
1 TEE ] H A TRerea 461 | 482 -0.21 464 | 460 0.04 465 - - 420 | 412 0.08
Ground transportation to/from airport
2 . ﬂﬁTHTU/ 4.38 4.36 0.02 4.32 4.43 -0.11 4.65 - - 3.82 4.14 -0.32
Parking facilities
3 LeHTRS 3 /. " 4.25 4.42 -0.17 4.27 4.46 -0.19 4.70 - - 3.39 4.10 -0.71
Value for money of parking facilities
4 . Eﬁré I & St/ 4.25 4.74 -0.49 4.41 4.45 -0.04 4.45 - - 4.23 4.14 0.09
Availability of baggage carts/trolleys
5 TIB-TA URD/AAR H wIcllan Fara/ 446 | 474 -0.28 441 | 436 0.05 4.44 ; - 416 | 412 0.04
Waiting time in check-in queue/line
6 TP T DI A 430 | 467 -0.37 449 | 451 -0.02 457 - - 429 | 421 0.08
Efficiency of check-in staff
7 IPEA T F REHCE P aATel ;A 424 | 473 0.49 443 | 446 0.03 459 - - 440 | 427 0.13
Courtesy and helpfulness of check-in staff
8 L / f ferdiaTor & q?ﬁﬂ . / 4.30 4.73 -0.43 451 4.44 0.07 4.61 - - 4.23 4.17 0.06
Waiting time at passport/personal ID inspection
9 fetager P FH 3#{. ? . gt/ 4.27 4.73 -0.46 4.43 4.45 -0.02 4.61 - - 4.29 4.23 0.06
Courtesy and helpfulness of inspection staff
10 A T P AA AR Ferad el 432 | 475 0.43 459 | 4m 0.18 462 - - 426 | 423 0.03
Courtesy and helpfulness of security staff
11 U S B FIA 429 | 470 0.41 439 | 445 -0.06 4.59 - - 423 | 426 -0.03
Thoroughness of security inspection
12 U S 6 AR e qorar 426 | 467 -0.41 435 | 435 0.00 459 ; - 404 | 421 -0.17
Waiting time at security inspection
13 i} . 3R . B 6 / 4.17 4.72 -0.55 4.47 4.50 -0.03 4.59 - - 4.33 4.31 0.02
Feeling of being safe and secure
14 3-*1 . @?T & 3 / 4.38 4.80 -0.42 4.57 4.40 0.17 4.61 - - 4.40 4.39 0.01
Ease of flndlr!g your way through airport
15 . “.Wr . / 4.22 4.72 -0.50 4.46 4.45 0.01 4.56 - - 4.24 4.29 -0.05
Flight information screens
16 . . A L & qﬁ/ . 4.28 4.68 -0.40 4.39 4.27 0.12 4.66 - - 4.38 4.36 0.02
Walking distance inside the terminal
17 - T q . Eﬁr q ./ 4.41 4.65 -0.24 4.41 4.21 0.20 4.38 - - 4.21 4.25 -0.04
Ease of making connections with other flights
18 AT FEH BT A R FErn e 443 | 486 -0.43 465 | 447 0.18 4.65 . - 442 | 435 0.07
Courtesy and helpfulness of airport staff
19 /m_gﬁmw_ 4.17 4.73 -0.56 4.32 4.22 0.10 4.38 - - 3.40 3.42 -0.02
Restaurant/Eating facilities




Tl A (3ragEv-REaR) 2017 i gaa # gge RAARE (Sead-A) 2018 & T o T TR W T w0 T FRFA F
gRUmA/BROAD RESULTS OF AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER - | (JANUARY-
MARCH) 2018 OVER QUARTER - IV (OCTOBER-DECEMBER) 2017

HMTIR/SRINAGAR BdgA/TRIVANDRUM FRIOTH/VARANASI femT/VIZAG
Ugoll ey | 9l e | geer Ry | 9l e | geer arfy | 9l e | geer Tty e e
faar | fAamr (2017 @ ueelt | fAom&r | fAom&r (2017 & ueel | foomdr | Ao 2017 @ ueeh | faemdr | faemdr 2017 & gelr
. (SFTa- | (3argeR- | fdamgr 2018 | (STedadl- | (3oeeR- | fael 2018 | (ST=adl- | (reFeeR- | FAATE 2018 | (SFfadl- | (3fereeR- T 2018 3
FH/ S ‘ ) EeR) | & War & El)) EeR) | & War & El)) EeR) | & War & EiIE)) ) W @ 3w
NO HRrefteT/Parameter 2018 2017 IR 2018 2017 IR 2018 2017 IR 2018 2017
Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- D|ffe_rence of Q1 (Jan- | Q4 (Oct- | Difference of
rating Q1 rating Q1 rating Q1 .
Mar) Dec) 2018 over Q4 Mar) Dec) 2018 over Q4 Mar) Dec) 2018 over Q4 Mar) Dec) rating Q1 2018
2018 2017 2017 2018 2017 2017 2018 2017 2017 2018 2017 over Q4 2017
20 VRl | W Asi B SeArdhel el / 406 | 465 -0.59 432 | 416 0.16 4.37 - - 330 | 336 0.03
Value for money of restaurant/eating facilities
o1 | I /U HAUS /a1 aRadel B SuSeRd | oy |y gy -0.13 469 | 462 0.07 468 - - 370 | 411 -0.41
Availability of bank/ATM facilities/money changers
22 it Fiaumd/ Shopping facilities 4.47 4.68 -0.21 4.40 4.34 0.06 4.46 - - 3.23 3.40 -0.17
23 oI gﬁ[ﬁT}ﬁ T He 1. “ _@Fﬂ/ 4.23 4.56 -0.33 4.32 4.23 0.09 4.49 - - 3.23 3.37 -0.14
Value for money of shopping facilities
24 $TAT QR [ Wi-Fi i 382 | 430 -0.48 435 | 4.46 0.11 2.95 - - 315 | 330 -0.15
Internet accessNV|-E|
25 TAAA/EToN H.E'E >3/ - - - 4.44 4.45 -0.01 4.30 - - - - -
Business/Executive lounges
26 RARH TACIT HT ST/ 446 | 472 -0.26 454 | 447 0.07 463 . - 411 | 413 -0.02
Availability of washrooms/toilets
27 ARMEA | A N T/ 442 | 417 -0.35 451 | 450 0.01 4.62 - - 384 | 4.00 -0.16
Cleanliness of washrooms/toilets
28 RRE /31 m bl / 4.39 4.75 -0.36 4.49 4.43 0.06 451 - - 4.04 4.06 -0.02
Comfort of waiting/gate areas
29 . .Eﬁ e ! 4.58 4.82 -0.24 4.73 4.66 0.07 4.66 - - 4.16 4.12 0.04
Cleanliness of airport terminal
30 WRUIE &I arararor/Ambience of the airport 4.43 4.77 -0.34 4.56 4.65 -0.09 4.60 - - 4.04 3.01 0.13
31 / . 5 . / - - - 4.78 4.65 0.13 4.72 - - 4.16 4.02 0.14
Passport/ID inspection
32 st Eﬁ il 4.26 4.28 -0.02 4.53 4.52 0.01 4.62 - - 4.09 3.94 0.15
Speed of baggage delivery
33 T Yoeh fALETOT/Customs inspection - - - 459 452 0.07 4.60 - - 4.03 3.82 0.21
Ja far T @gR®/Overall Satisfaction 454 4.77 -0.23 4.75 4.84 -0.09 455 - - 4.15 4.17 -0.02
4 sttwa/world Average 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01 4.21 4.20 0.01
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