T g ¥ wae afdw Farfadt ghme & gRomer i allt Aead (srecer- fRaFaw) 2020 A ggel e (SeradY- AT 2020 & gAem

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

(JANUARY-MARCH) 2020

AHeHAcrdlg /AHMEDABAD AFJTAI/AMRITSAR dRETSRT/BAGDOGRA SFI?T&:IT/BHUBANESWAR
%.9./ et ; ateft fawT 5 ateft e ey _— ateft e e 5 ateft e
e fasmgr 2020 & ggelt |dtely fawmdl 2020 & ggelr 2020 & ggelt 2020 & U@t
S /Parameter o faw ﬁrmé’r e i%nmé’r o
AN ratary fammd 2020 (3reFgaT - ——" faamér 2020 - faamr 2020 "y faam 2020
No- fewa) ATT) 2020 AT w1 RER) 2020 AT) 2020 L W) 2020| #AT) 2020 L ﬁmT) 2020| AT 2020 ST
2020 Hax 3T 3% IR
Difference of Difference of Difference of Difference of
Q4 (Oct- | Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 |2020 over Q1
2020 2020 2020 2020
1 RTe T/ A .I heft R IE.I/ 4.99 4.70 0.29 4.89 4.95 -0.06 4.68 4.29 0.39 4.43 3.94 0.49
Ground transportation to/from airport
2 i I. | @W/ 4.53 4.74 -0.21 4.69 4.69 0.00 4.19 3.73 0.46 3.72 3.70 0.02
Parking facilities
3 SR a1 _gi I‘EJT/__ : 4.95 4.49 0.46 4.64 4.54 0.10 4.30 3.69 0.61 3.50 3.41 0.09
Value for money of parking facilities
4 | .I | Emé  SIErIT T ST/ 4.98 4.74 0.24 4.81 4.73 0.08 4.12 3.89 0.23 4.50 3.79 0.71
Availability of baggage carts/trolleys
5 ﬁzﬁsr—r .Ii ”.I R H Wﬁﬁ i I. 4 4.96 4.85 0.11 4.82 4.84 -0.02 4.69 4.43 0.26 4.47 3.99 0.48
Waiting time in check-in queue/line
6 dms?r T B E‘.r””l/ 4.90 4.82 0.08 4.74 4.56 0.18 4.64 4.30 0.34 4.56 3.93 0.63
Efficiency of check-in staff
7 IH-5 TP Bl REFaG P alel e/ 4.62 4.91 -0.29 4.77 4.76 0.01 4.69 4.47 0.22 4.58 3.87 0.71
Courtesy and helpfulness of check-in staff
8 ”.E.I e ./i Voft MeST fardiator & Qﬁ.“”“ I .I/ - 4.71 - 5.00 4.82 0.18 - 5.00 - - 4.20 -
Waiting time at passport/personal ID inspection
9 [RIEToT T Bl A 3ﬂT.H€I ”. et/ - 4.96 - 4.80 4.69 0.11 - 4.50 - - 3.20 -
Courtesy and helpfulness of inspection staff
10 GUEIT TcTh Pl 13 R .EI i 4.98 4.90 0.08 4.84 4.87 -0.03 4.80 4.63 0.17 4.44 4.06 0.38
Courtesy and helpfulness of security staff
11 GUET i Sl “. H.IE”/ : 4.94 4.75 0.19 4.78 4.78 0.00 4.54 4.31 0.23 4.39 3.98 0.41
Thoroughness of security inspection
12 QER&-” 5”.' & aRI Wﬁfm i .I / 4.76 4.75 0.01 4.74 4.81 -0.07 4.52 4.32 0.20 4.53 3.88 0.65
Waiting time at security inspection
13 g[i EI.EI 3R E.I 8T et 1 sl 4.98 4.87 0.11 4.83 4.85 -0.02 4.56 4.39 0.17 4.55 4.01 0.54
Feeling of being safe and secure
14 TARIC 3 37U I S i goredl/ 4.98 4.91 0.07 4.85 4.89 -0.04 4.69 4.48 0.21 4.39 3.87 0.52
Ease of flndlng your way through airport
15 SEI HelE SHTADRI Fhi/ 4.74 4.82 -0.08 4.79 4.65 0.14 4.57 4.13 0.44 4.36 3.79 0.57
Flight information screens
16 clede A Telel 1 : 4.92 4.86 0.06 4.74 4.81 -0.07 4.57 4.28 0.29 4.57 3.78 0.79
Walking distance inside the terminal
17 3 EEI.“ H Hud .I i aﬁr a7 IE”./ 5.00 4.80 0.20 4.75 5.00 -0.25 4.78 4.45 0.33 4.50 3.75 0.75
Ease of making connections with other flights

ANNEXURE-I



T Ty g tOe §@faw Faifedy geme & gRome fr gl A (srecet- RuFeY) 2020 1 ggelt AR (Swadl- A1) 2020 ¥ e/

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

(JANUARY-MARCH) 2020

AHeAcrdig /AHMEDABAD AFJTAI/AMRITSAR dRETSRRT/BAGDOGRA SFIFT&R'/BHUBANESWAR
: afeft gl e gl faam gieft faam aleft e
../ ggelt ggell wtefy ggelt wiefY gl
AT faaTdY 2020 & ggelt |dtely fammd 2020 & ggelr 2020 & ggell 2020 ¥ ggdlt
S /Parameter GG faw IGEIG) IGEIE IGEIE) GG
(- | g | T 2020 | GrREY- | oo | faem 2020 ( B e’y faamr 2020 ( | (e faam 2020
No- fewa) AT 202 H AT 1 RER) 2020 AT) 202 L RER) 2020| ATY) 202 7 W W RRIAR) 2020| A 2020 | 3 e =
2020 I IR IR IR
Difference of Difference of Difference of Difference of
Q4 (Oct- | Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 | 2020 over Q1 Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1
2020 2020 2020 2020
18 TRUIC T HT 7 3R “E.I S 4.98 4.98 0.00 4.87 4.90 -0.03 4.77 4.61 0.16 4.54 4.38 0.16
Courtesy and helpfulness of airport staff
19 T/ I. gi IQHFT./. - 4.54 - 4.70 4.66 0.04 4.34 3.87 0.47 4.48 3.98 0.50
Restaurant/Eating facilities
20 T /T gi sl & S ”i.l‘\” EI.I.I./ - 4.37 - 4.68 4.76 -0.08 4.30 3.79 0.51 4.59 3.58 1.01
Value for money of restaurant/eating facilities
d | wéuH glaarstt / fqar aRadent &
SUcleTdT/
21 - i 4.73 4.26 0.47 4.96 4.95 0.01 4.39 4.15 0.24 4.31 3.59 0.72
Availability of bank/ATM facilities/money
changers
22 QT fgar gﬁr‘iﬂﬁ/ Shopping facilities 4.96 4.69 0.27 4.22 4.78 -0.56 4.21 3.69 0.52 4.15 3.56 0.59
23 o gi T3l P A ”1 el EI.I.I( 4.94 4.44 0.50 4.63 4.66 -0.03 4.13 3.77 0.36 4.11 3.24 0.87
Value for money of shopping facilities
24 $TYAC WFHH | Wi-Fi g 4.80 451 0.29 4.80 471 0.09 4.35 3.37 0.98 4.20 3.69 0.51
Internet access/Wi-Fi
25 | l‘.l /g7l H.E‘I 1591/ - - - 4.68 4.73 -0.05 4.4 3.9 0.50 4.26 3.20 1.06
Business/Executive lounges
26 aT?” .I./ CIIRIT T 3 IEI&WTIT/ 4.99 4.91 0.08 4.87 4.77 0.10 4.64 4.29 0.35 4.61 4.00 0.61
Availability of washrooms/toilets
27 aTQNf\‘H | ErIE Mbad.'/ 5.00 4.83 0.17 4.84 4.74 0.10 4.62 4.13 0.49 4.69 3.95 0.74
Cleanliness of washrooms/toilets
28 SeRE / e m T 3/ 5.00 4.97 0.03 4.85 4.85 0.00 4.42 4.22 0.20 4.76 3.94 0.82
Comfort of waiting/gate areas
29 5 ”.E =fa1 “I.Eﬁr =T E.”/ 5.00 4.98 0.02 4.95 4.95 0.00 4.63 4.40 0.23 4.65 3.79 0.86
Cleanliness of airport terminal
30 TIXUIC &l IrdraivT/Ambience of the airport 5.00 4.98 0.02 4.91 4.62 0.29 4.52 4.32 0.20 4.63 3.80 0.83
31 e/ fersh 3.”éé| i.l i - 4.80 - 5.00 4.95 0.05 - 5.00 - - 4.20 -
Passport/ID inspection
32 T fEferad Hansit aﬁr 1l 4.99 4.60 0.39 4.88 4.59 0.29 4.50 4.20 0.30 4.45 3.81 0.64
Speed of baggage delivery
33 AT Yoeh TAIETUT/Customs inspection - 4.24 : 5.00 4.83 0.17 : 5.00 : : 3.80 :
Ho e X A@gf¥/Overall Satisfaction 4.99 4.87 0.12 4.97 4.88 0.09 4.65 4.57 0.08 4.71 3.89 0.82
faar attaa/world Average 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23

ANNEXURE-I




T Tty F O §fqw Fafady gRme & gRome fr 9l A (Grecer- RuEey) 2020 B ggelt AR (Sreradl- A1) 2020 & e/

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

&Tellhc/CALICUT Qealg/CHENNAI HIIEI/COIMBATORE MAT/GOA
B e gl 2020 & Ugelr it Teel 2020 & Ugelr il Tael 2020 & ggelr it ol 2020 & ggelr
S RrHter/Parameter AT AT faTér R faT faT T T
faa Y 2020 faaA Y 2020 faaA Y 2020 faaAdY 2020
No. Grecet- | Gl | ke g | TR | G pr gy | (O | G| e gy | R | G | e e
feweT) 2020| &) 2020 X fewaT) 2020| AT 2020 . feweT) 2020| AT 2020 : feweT) 2020| &) 2020 ;
HaT HaT HX HX
Difference of Difference of Difference of Difference of
Q4 (Oct- Q1 (Jan- rating Q4 2020 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 ove?Ql 2020 Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1
2020 2020 2020
1 RITE T/ A .I heft R IE.II 4.83 4.51 0.32 4.76 4.69 0.07 4.41 4.37 0.04 4.75 4.26 0.49
Ground transportation to/from airport
2 i I. | gi '.Q?T“’ 4.58 4.20 0.38 4.13 4.31 -0.18 4.05 3.73 0.32 4.92 3.92 1.00
Parking facilities
3 SR a1 _gi Im/.. : 4.58 4.13 0.45 3.71 3.68 0.03 3.59 3.67 -0.08 5.00 3.36 1.64
Value for money of parking facilities
4 | .I | amé  SIErIT T ST/ 4.60 4.48 0.12 4.79 4.61 0.18 451 4.29 0.22 4.84 4.52 0.32
Availability of baggage carts/trolleys
5 ﬁzﬁg?r .Ii ”.I R H EIFﬁ&ﬂT i I. 4 4.74 4.45 0.29 4.58 4.56 0.02 4.60 4.37 0.23 4.68 3.70 0.98
Waiting time in check-in queue/line
6 dchs?r T B E‘.r”“l/ 4.69 4.49 0.20 4.59 4.60 -0.01 4.50 4.18 0.32 4.68 3.82 0.86
Efficiency of check-in staff
7 Ih-T FH BT RIE GG P alel e/ 4.59 4.52 0.07 4.57 4.64 -0.07 4.47 4.29 0.18 4.73 3.95 0.78
Courtesy and helpfulness of check-in staff
8 ”.E.I e ./i Voft MeST fardiator & Qﬁ.“”“ I .I/ 4.69 451 0.18 - 4.63 - - 4.44 - - 4.07 -
Waiting time at passport/personal ID inspection
9 IIEToT T P A }ﬁT.“EI ”. et/ 4.65 4.50 0.15 - 4.64 - - 4.48 - - 4.31 -
Courtesy and helpfulness of inspection staff
10 GUEIT TcTh Pl 13 R .EI i 4.70 4.55 0.15 4.41 4.63 -0.22 4.71 4.70 0.01 4.63 3.98 0.65
Courtesy and helpfulness of security staff
11 GUET i Sl “. E.IE”/ : 4.65 4.45 0.20 4.38 4.60 -0.22 4.63 4.49 0.14 4.63 4.16 0.47
Thoroughness of security inspection
12 QER&-” E”.l & aRI Wﬁ{m i .I / 4.62 4.41 0.21 4.31 4.44 -0.13 4.60 4.52 0.08 4.68 3.32 1.36
Waiting time at security inspection
13 g[i EI.EI 3R E.I 8T et 1 sl 4.67 4.49 0.18 4.45 4.68 -0.23 4.58 4.60 -0.02 4.72 4.56 0.16
Feeling of being safe and secure
14 TARIC 3 37U I S i goredl/ 4.72 4.57 0.15 4.53 4.63 -0.10 4.71 4.47 0.24 4.60 4.34 0.26
Ease of flndlng your way through airport
15 SEI HelE SHTADRI Fhi/ 4.65 4.46 0.19 4.61 4.64 -0.03 4.62 4.06 0.56 4,71 451 0.20
Flight information screens
16 clede A Telel 1 : 4.63 4.35 0.28 4.34 4.58 -0.24 4.54 4.43 0.11 4.73 4.13 0.60
Walking distance inside the terminal
17 3 EEI.” H Hud .I i aﬁr a7 IE”./ - - - 4.15 4.66 -0.51 4.50 4.25 0.25 4.00 4.81 -0.81
Ease of making connections with other flights

ANNEXURE-I



ANNEXURE-I

T Ty F tOE §fdw Faifady gRme & gRome f dld A (Grecet- RaFey) 2020 ggelt faAE (Swradl- A1) 2020 F e/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -IV (OCTOBER-DECEMBER) 2020 OVER QUARTER -
(JANUARY-MARCH) 2020

&Teltehe /CALICUT dests/CHENNAI HIIEI/COIMBATORE MAT/GOA
FH./ ey g | N R ey g | TN R g g | IR g qeh | T T
hrefiex R A 2020 & ggell o A 2020 & ggell P A 2020 & ggdl P fremd 2020 & ggell
S /Parameter fa#ATdr 2020 fa#ATdr 2020 fasATdr 2020 faaTdr 2020
(rFgET- | (SFeTad- e (TFeET- | (FeTad- e (rFeET- | (FTad- e (TFeET- | (FeTal- C s
No. : # I #1 ’ F W #1 X 7 W &1 X 7 W &1
fewaT) 2020| &) 202 . feHeT) 2020| AT 202 : fewHeT) 2020| AT 202 : feweT) 2020| &AM 202 ;
HaT AT AR AR
Difference of Difference of Difference of Difference of
Q4 (Oct- Q1 (Jan- rating Q4 2020 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 g Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1
over Q1 2020
2020 2020 2020
18 TRUIC T HT 7 3R “E.I S 4.82 4.63 0.19 4.69 4.73 -0.04 4.57 4.55 0.02 4.89 4.69 0.20
Courtesy and helpfulness of airport staff
19 Res[tEaEul r[al rﬁt/E”aItir%Er:gﬁiiies 4.53 4.16 0.37 4.02 4.14 -0.12 3.66 3.67 -0.01 4.67 4.36 0.31
20 e [ W gi sl & S ”i.l‘\” EI.I.I./ 4.53 4.29 0.24 3.64 3.96 -0.32 3.33 3.60 -0.27 4.30 3.47 0.83
Value for money of restaurant/eating facilities
d | wéuH glaarstt / fqar aRadent &
SUeleYdr/
21 N 4.7 4.4 31 4.21 4. -0.34 : 97 -0.04 4.92 4.62 :
Availability of bank/ATM facilities/money ° > 03 > 0:3 3.93 3.9 0.0 ° ° 0-30
changers
22 QT fgar gﬁr‘iﬂﬁ/ Shopping facilities 4.54 4.33 0.21 4.20 4.19 0.01 3.81 3.61 0.20 4.95 4.47 0.48
23 o gﬁmm‘r R S i. el EI.I.I( 4.64 4.32 0.32 3.76 3.89 -0.13 3.58 3.35 0.23 4.54 3.51 1.03
Value for money of shopping facilities
24 °eX Ilnzter!nleEtl Eal cc/e\s/\Q/_WHi-gFii e/ 4.65 4.27 0.38 4.29 4.32 -0.03 3.83 2.67 1.16 4.98 4.54 0.44
25 . 375 Jj ) / 4.68 4.40 0.28 5.00 4.54 0.46 - - - - - -

Business/Executive lounges

26 aT?” .I./ CIIRIT T SUere IE.”/ 4.80 4.53 0.27 4.83 4.69 0.14 4.81 4.70 0.11 5.00 4.54 0.46
Availability of washrooms/toilets

27 aTQNf\‘H /| ereIT & Mu}d.'/ 4.78 4.59 0.19 4.83 4.58 0.25 4.82 4.76 0.06 4.99 4.23 0.76
Cleanliness of washrooms/toilets

28 SeRE / e m T 3/ 4.76 4.50 0.26 4.73 4.70 0.03 4.52 4.53 -0.01 4.98 4.23 0.75
Comfort of waiting/gate areas

29 o ”.é i IEI.Eﬁr CeE E.”/ 4.86 4.72 0.14 4.79 4.67 0.12 4.80 4.71 0.09 4.89 4.63 0.26
Cleanliness of airport terminal

30 TIRUIC &I didraor/Ambience of the airport 4.78 4.60 0.18 4.71 4.64 0.07 4.54 4.53 0.01 4.96 4.66 0.30

grgure / st 3msdr Ao

31 : :
Passport/ID inspection

4.81 4.58 0.23 - 4.65 - - 4.20 - - 4.17 -

32 T fEferad Hansit aﬁr il 4.66 4.24 0.42 4.02 4.28 -0.26 3.85 4.07 -0.22 4.88 4.41 0.47
Speed of baggage delivery

33 AT Yeeh TA&TuT/Customs inspection 4.57 4.43 0.14 - 4.53 - - 4.12 - - 4.17 .

Ho e X A@gf¥/Overall Satisfaction 4.89 4.73 0.16 4.75 4.64 0.11 4.66 4.57 0.09 4.99 4.86 0.13

far sitada/World Average 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23




T Tt F wROE §fdw Fafody geme & oRome fr 9l AR (Grecar- RaEe) 2020 B ggelt AR (Serad- A1) 2020 & e/

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

JEATETIET/GUWAHATI $aR/INDORE SIIYI/JAIPUR HITHIAT/KOLKATA
B ke ﬁaldlﬁ ﬁ'gilﬁ' 2020 & ggelr ﬁald'ﬁ ﬁ'galﬁ' 2020 & ggelt ﬁal !“,ﬂ ﬁ'galﬁ' 2020 & ggelt 1;' !"ﬂ ﬁ'gilﬂ' 2020 & ggelt
S /Parameter faaTy 2020 faaTy 2020 faaTdY 2020 faaT Y 2020
No. Eraee |« # W wr | O | F W wr | e | F A wr | o | & W @
feweT) 2020| &) 2020 . fewaT) 2020| &) 2020 : fewaT) 2020| &) 2020 : feweT) 2020| AT 2020 X
HAR HaT HaT FaT
Difference of Difference of Difference of Difference of
Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 [2020 over Q1 | Dec) 2020 | Mar) 2020 |2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 [2020 over Q1
2020 2020 2020 2020
1 RITE T/ A .I heft R IE.I/ 4.66 4.66 0.00 4.88 4.90 -0.02 4.80 4.70 0.10 4.79 4.73 0.06
Ground transportation to/from airport
2 i I. | gi I.QF.U/ 4.40 4.22 0.18 4.91 4.87 0.04 4.52 4.46 0.06 2.97 3.68 -0.71
Parking facilities
3 SR a1 _gi Im/.. : 4.24 4.35 -0.11 4.87 4.83 0.04 4.59 4.34 0.25 3.17 3.73 -0.56
Value for money of parking facilities
4 | .I | Eﬂé  SIErIT T ST/ 4.47 4.36 0.11 4.88 4.85 0.03 4.50 4.49 0.01 4.88 4.88 0.00
Availability of baggage carts/trolleys
5 ﬁ'cﬁs?r .Ii ”.I R H l;l?-ﬂ'&:IT A I. 4 4,55 4.62 -0.07 4.83 4.90 -0.07 4.66 4.54 0.12 4.80 4.70 0.10
Waiting time in check-in queue/line
6 dchs?r T B E‘.r:“”/ 4.57 4.65 -0.08 4.85 4.83 0.02 4.49 4.48 0.01 4.87 4.71 0.16
Efficiency of check-in staff
7 Ih-T FH BT RIE GG P alel e/ 4.61 4.70 -0.09 4.87 4.88 -0.01 4.45 4.48 -0.03 4.87 4.76 0.11
Courtesy and helpfulness of check-in staff
grgure / fael 3msdr fAderor # udieTaea/
8 D : ) - 5.00 - - 5.00 - 4.40 4.56 -0.16 - 4.82 -
Waiting time at passport/personal ID inspection
9 [RIEToT T Bl A }ﬁT.““ ”. et/ - 5.00 - - 4.75 - 4.14 4.55 -0.41 - 4.71 -
Courtesy and helpfulness of inspection staff
10 GUEIT TcTh Pl 13 R .EI i 4.74 4,71 0.03 4.88 4.88 0.00 4.67 4.54 0.13 4.85 4.71 0.14
Courtesy and helpfulness of security staff
11 GUET i Sl “. E.IE”/ : 4.46 4.65 -0.19 4.84 4,75 0.09 4.43 4.46 -0.03 4.85 4.70 0.15
Thoroughness of security inspection
12 QERHT ”.l & aRI W—ﬁaﬂ i .I / 4.43 4.57 -0.14 4.85 4.76 0.09 4.57 4.45 0.12 4.87 4.66 0.21
Waiting time at security inspection
13 g[i EI.EI 3R E.I 8T et 1 sl 4.62 4.59 0.03 4.85 4.86 -0.01 4.54 4.52 0.02 4.87 4.69 0.18
Feeling of being safe and secure
14 TARIC 3 37U I S i goredl/ 4.63 4.60 0.03 4.86 4.89 -0.03 4.70 451 0.19 4.77 4.59 0.18
Ease of flndlng your way through airport
15 SEI HelE SHTADRI Fhi/ 4,55 4.42 0.13 4.87 4.85 0.02 451 4.49 0.02 4.63 4.45 0.18
Flight information screens
16 clede A Telel 1 : 4.47 4,58 -0.11 4.85 4.89 -0.04 4.54 4.41 0.13 4.77 4.64 0.13
Walking distance inside the terminal
17 3 EEI.” H Hud .I i aﬁr a7 IE”./ 4.47 4.36 0.11 4.89 4.75 0.14 4.69 4.66 0.03 4.50 4.63 -0.13
Ease of making connections with other flights

ANNEXURE-I



ANNEXURE-I

T Tt F tROE §faw Fafady geme & gRome fr il A (srecer- RuFe) 2020 1 ggelt AR (Seadl- AT) 2020 ¥ o /
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -IV (OCTOBER-DECEMBER) 2020 OVER QUARTER -I
(JANUARY-MARCH) 2020

AR /GUWAHATI $&R/INDORE SIIYY/JAIPUR T/ KOLKATA
FH il Tael 2?222# qgell il el 2?222# qgell ok el 2?222'# qgell = el 2?222# qgall
S RefteT/Parameter R T T R R R T T
fasmdr 2020 fasmdr 2020 fasmdr 2020 faamdr 2020
No. (rFgET- | (SFeTad- # War 7 (rFeET- | (FeTad- # War 7 (TFeET- | (Feral- # T 7 (TFgET- | (SFTal- # War =7
fewaT) 2020| &) 2020 : feweT) 2020| &) 2020 : feweT) 2020| &AM 2020 : feweT) 2020| AT 2020 X
I HaT I HaT
Difference of Difference of Difference of Difference of
Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 |2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 |2020 over Q1
2020 2020 2020 2020
18 RRUIC F2T% &1 3 R EI%.I b el 4.76 4.65 0.11 4.91 4.96 -0.05 4,72 4.55 0.17 4.83 4.74 0.09
Courtesy and helpfulness of airport staff
19 T /] |_gﬁr‘irr§_/_ 4.22 3.99 0.23 4.86 4.75 0.11 4.49 4.43 0.06 4.70 4.69 0.01
Restaurant/Eating facilities
20 T /T gi sl & S ”i.l‘\” EI.I.I./ 4.20 3.88 0.32 4.87 4.63 0.24 4.45 4.42 0.03 4.65 4.62 0.03
Value for money of restaurant/eating facilities
d | wéuH glaarstt / fqar aRadent &
SUcleddr/
21 Availability of bank/ATM facilities/money 4.56 4.38 0.18 4.87 4.76 0.11 4.69 4.69 0.00 4.69 4.47 0.22
changers
22 QT fgar gﬁr%rrﬁ/ Shopping facilities 4.14 4.22 -0.08 4.89 4.90 -0.01 4.46 4.44 0.02 4.46 4.25 0.21
23 o gﬁr‘tn}ﬁ R S i. el EI.I.I( 4.14 4.06 0.08 4.90 4.68 0.22 4.43 4.41 0.02 4.49 4.14 0.35
Value for money of shopping facilities
24 SCTEAC U /W"F'. gi. e/ 4.49 3.92 0.57 4.87 4.68 0.19 3.76 4.50 -0.74 4.25 3.80 0.45
Internet access/Wi-Fi
25 . 375 Jj ) ! - - - - - - - - - 4.61 4.64 -0.03

Business/Executive lounges

26 aT?” .I./ CIIRIT T SUere IE.”/ 4.69 4.61 0.08 4.92 4.86 0.06 4.60 4.54 0.06 4.66 4.60 0.06
Availability of washrooms/toilets

27 aTQNf\‘H /| ereIT & Mbad.'/ 4.81 4.32 0.49 4.95 4.79 0.16 4.59 4.48 0.11 4.60 4.58 0.02
Cleanliness of washrooms/toilets

28 SeRE / e m T 3/ 4.46 4.47 -0.01 4.94 4.90 0.04 4.55 4.49 0.06 4.17 4.23 -0.06
Comfort of waiting/gate areas

29 e ”.E fa1 “I.Eﬁr T E.”/ 4.83 4.49 0.34 4.96 4.93 0.03 4.74 4.68 0.06 4.72 4.72 0.00
Cleanliness of airport terminal

30 TIRUIC &I didraor/Ambience of the airport 4.63 4.53 0.10 4.92 4.90 0.02 4.69 4.53 0.16 4.86 4.80 0.06

31 THaTe | fast E.Héél i.l i - 5.00 - - 5.00 - 4.36 4.67 -0.31 - 4.93 -
Passport/ID inspection

32 T fEferad Hansit aﬁr il 4.50 4.45 0.05 4.87 4.81 0.06 4.52 4.50 0.02 4.70 4.51 0.19
Speed of baggage delivery

33 AT Yeeh TA&TuT/Customs inspection - 5.00 - - 4.75 - 4.07 4.53 -0.46 - 4.72 .

Ho e X A@gf¥/Overall Satisfaction 4.84 4.61 0.23 4.88 4.84 0.04 4.72 4.72 0.00 4.80 4.76 0.04

far sitada/World Average 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23




T TH ¥ O afdw Farfady dhma & aRone f gl e (srecEe- fawaw) 2020 Y wgelt fawdl (SeradY- AT 2020 & g

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

dded3/LUCKNOW HATAR/MANGALORE qSAT/PATNA TTT/PUNE
B e gl 2020 & ggelr it Teel 2020 & ggelt it el 2020 & ggelr it el 2020 & ggelr
S RrHter/Parameter AT AT faTér R faT T T T
faa Y 2020 faaTdY 2020 faaTér 2020 faaTér 2020
No. S SN I B e B S B R S B S I B M B S G e
feweT) 2020| &) 2020 X feweT) 2020| AT 2020 : feweT) 2020| AT 2020 : feweT) 2020| AT 2020 ;
HaT FaT HR HR
Difference of Difference of Difference of Difference of
Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 |2020 over Q1 | Dec) 2020 | Mar) 2020 (2020 over Q1
2020 2020 2020 2020
1 RITE T/ A .I heft R IE.I/ 4.96 4.81 0.15 4.11 4.43 -0.32 3.33 4.14 -0.81 4.77 4.20 0.57
Ground transportation to/from airport
2 i I. | gi I.Q?T.U/ 4.98 4.83 0.15 3.76 4.34 -0.58 2.98 3.77 -0.79 4.07 4.49 -0.42
Parking facilities
3 SR a1 _gi Im/.. : 4.93 4.77 0.16 3.71 4.14 -0.43 2.70 3.65 -0.95 3.97 3.62 0.35
Value for money of parking facilities
4 | .I | Emé  SIErIT T ST/ 4.85 4.89 -0.04 4.28 4.48 -0.20 3.38 4.08 -0.70 4.40 4.45 -0.05
Availability of baggage carts/trolleys
5 ﬁzﬁsr—r .Ii ”.I R H Wﬁﬁ i I. / 4.91 4.81 0.10 4.02 4.47 -0.45 3.20 4.15 -0.95 4.52 4.19 0.33
Waiting time in check-in queue/line
6 dms?r T B E‘.r””l/ 4.89 4.83 0.06 4.09 4.46 -0.37 3.13 4.00 -0.87 4.62 4.40 0.22
Efficiency of check-in staff
7 Ih-T FH BT RIE GG P alel e/ 4.85 4.73 0.12 4.19 4.44 -0.25 3.14 4.05 -0.91 4.60 4.38 0.22
Courtesy and helpfulness of check-in staff
8 ”.E.I e ./i Voft MeST fardiator & Qﬁ.“”“ I .I/ 4.63 4.69 -0.06 4.05 4.49 -0.44 - - - - 457 -
Waiting time at passport/personal ID inspection
9 IIEToT T P A 3ﬂT.H€I ”. et/ 4.76 4.81 -0.05 4.16 4.53 -0.37 - - - - 4.29 -
Courtesy and helpfulness of inspection staff
10 GUEIT TcTh Pl 13 R .EI i 4.94 4.83 0.11 4.15 4.45 -0.30 3.28 4.27 -0.99 4.80 4.37 0.43
Courtesy and helpfulness of security staff
11 GUET i Sl “. H.IE”/ : 4.80 4.88 -0.08 4.24 4.43 -0.19 3.05 4.10 -1.05 4.80 4.38 0.42
Thoroughness of security inspection
12 QER&-” ”.l & aRI EIT—ﬁa:IT i .I / 4.82 4.89 -0.07 4.09 4.44 -0.35 3.05 4.08 -1.03 4.73 4.21 0.52
Waiting time at security inspection
13 g[i EI.EI 3R E.I 8T et 1 sl 4.88 4.89 -0.01 4.29 4.54 -0.25 3.52 4.28 -0.76 4.85 4.62 0.23
Feeling of being safe and secure
14 TARIC 3 37U I S i goredl/ 4.91 4.89 0.02 4.10 4.53 -0.43 3.05 4.30 -1.25 4.59 4.27 0.32
Ease of flndlng your way through airport
15 SEI HelE SHTADRI Fhi/ 4.86 4.82 0.04 4.25 4.49 -0.24 4.11 4.00 0.11 4.47 4.44 0.03
Flight information screens
16 .CI‘H?—M A do{d & E@/ . 4.90 4.92 -0.02 4.09 4.37 -0.28 3.10 3.93 -0.83 4.56 3.88 0.68
Walking distance inside the terminal
17 3 EEI.“ H Hud .I i aﬁr a7 IE”./ 4.91 4.96 -0.05 - - - - 3.94 - 4.67 4.75 -0.08
Ease of making connections with other flights

ANNEXURE-I



ANNEXURE-I

T U F TROE faw Faifady dRmd & gRome fr a9ty A (Grecet- RuEe) 2020 1 ggelt AR (Seadl- AM) 2020 ¥ AT /
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -IV (OCTOBER-DECEMBER) 2020 OVER QUARTER -I
(JANUARY-MARCH) 2020

F@A5/LUCKNOW FITAR/MANGALORE TAT/PATNA qU/PUNE
B NP ;’"ﬁﬁ ﬁmﬁﬁ zigzzg@ gt ;”ﬁﬁ ﬁ‘@ﬂ s agelt ;‘"ﬁﬁ ﬁ“?@"ﬁ s gt ;"&ﬁﬁ ﬁ“?"ﬁ o AR
No rarameter ey | @t | 2020 | ey | ol | 2020 | (e | w2020 | (e | (- | 2020
' Reia) 2020| A1) 2020 | 7 TSN P o) 2020| #e) 2020 | 3 UeN P |egian) 2020| A1) 2020 | 3 VT P |piawy 2020| ) 2020 | B ey
3R 3R IR 3R
Difference of Difference of Difference of Difference of

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

2020 2020 2020 2020
18 TAIC TR H A IR “E.I b Rl 4.93 4.93 0.00 3.90 4.50 -0.60 3.27 4.43 -1.16 4.88 4.61 0.27
Courtesy and helpfulness of airport staff
19 A I. gi IQTF.U./. 4.92 4.90 0.02 3.49 4.26 -0.77 2.84 3.78 -0.94 4.53 4.27 0.26
Restaurant/Eating facilities
20 T /W gi T3l e ”i.l‘\” EI.I.I./ 4.81 4.89 -0.08 3.50 4.22 -0.72 2.38 3.57 -1.19 4.50 3.57 0.93
Value for money of restaurant/eating facilities
d | wéuH glaarstt / fqar aRadent &
3Tcleddr/
21 I 4.80 4.60 0.20 4.27 4.46 -0.19 3.24 3.90 -0.66 4.17 4.22 -0.05
Availability of bank/ATM facilities/money
changers
22 QI fUaT gﬁr‘iﬂﬁ/ Shopping facilities 4.89 4.91 -0.02 3.77 4.13 -0.36 2.67 3.42 -0.75 4.11 4.38 -0.27
23 o gi sl P He TR ®ll/ 4.84 4.91 -0.07 3.55 4.02 -0.47 2.33 3.32 -0.99 4.10 3.48 0.62

Value for money of shopping facilities

24 $eTAC VFHH | WiFi gi Y/ 4.79 4.65 0.14

9, - - - 4.00 3.75 0.25 4.47 4.25 0.22
Internet access/Wi-Fi

25 . 57, Jj ) / 3.25 3.73 -0.48 4.82 4.46 0.36

Business/Executive lounges

26 aT?” .I./ CIIRIT T SUere IE.”/ 4.96 4.94 0.02 4.19 4.53 -0.34 2.40 3.93 -1.53 4.75 4.64 0.11
Availability of washrooms/toilets

27 aTQNf\‘H /| ereIT & Mu}d.'/ 4.95 4.95 0.00 4.28 4.52 -0.24 2.13 3.95 -1.82 4.45 4.19 0.26
Cleanliness of washrooms/toilets

28 SeRE / e m T 3/ 4.92 4.90 0.02 4.04 4.38 -0.34 2.16 3.72 -1.56 4.31 4.44 -0.13
Comfort of waiting/gate areas

29 e ”.§ fa1 “I.Eﬁr T E.”/ 4.93 4.94 -0.01 4.35 4.74 -0.39 3.05 3.96 -0.91 4.81 4.45 0.36
Cleanliness of airport terminal

30 TIRUIC &I didraor/Ambience of the airport 4.95 4.93 0.02 4.24 4.60 -0.36 3.02 3.79 -0.77 4.59 4.67 -0.08

grgure / st 3msdr Ao

31 : :
Passport/ID inspection

4.83 4.68 0.15 3.97 4.66 -0.69 - - - - 3.67 -

32 T fEferad Hansit aﬁr il 4.96 4.91 0.05 3.95 4.49 -0.54 3.13 3.86 -0.73 4.54 4.56 -0.02
Speed of baggage delivery

33 AT Yoeh TAIETUT/Customs inspection 4.80 4.68 0.12 3.85 4.55 -0.70 . - : . 3.67 :

Ho e X A@gf¥/Overall Satisfaction 4.93 4.92 0.01 4.33 4.75 -0.42 3.33 4.09 -0.76 451 4.66 -0.15

far sitkaa/World Average 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23




T Tt F RO §fdw Fafody geme & oRome fr 9t AR Grecat- RaEe) 2020 ggelt oA (Serad- A1) 2020 & e/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -IV (OCTOBER-DECEMBER) 2020 OVER QUARTER -
(JANUARY-MARCH) 2020

IIAY/RAIPUR #9R/SRI NAGAR A=/ TRICHY ArdgaA/ TRIVANDRUM
ateft
: afeft feraTe? gt fwTE alelt fwTE gl =
$.9./ qgel! 2020 | 40 qgell " ateft qgel " ateft qgel "
S RrHter/Parameter eaTe! faTéY ygell T | oy | 20208 el ﬁmé’r e 2920 ﬁrmé’r P 20208 geel
No (3TeFeE - —" R (3T (sreT Tﬁ’r 2020 f—— qgdr ﬁ'f;é’r (sterardt. T@ 2020
fewa) AT) 2020 | 2020 & fewav) 2020 ATT) 2020 e ﬂ'&ﬂ) 2020| &A1) 2020 2020 & W) 2020| AT) 2020 e =
2020 W HR Weer #r1 I7Fa HR
HT
A
Difference . : .
of ratin Difference of Difference of Difference of
Q4 (Oct- | Q1 (Jan- Q4 2028 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Dec) 2020 | Mar) 2020 [2020 over Q1
over Q1 2020 Q1 2020 2020
2020
1 TIC T/ | .I e o IE.I/ 4.83 4.63 0.20 4,57 4.85 -0.28 4.69 4.58 0.11 4.56 4.66 -0.10
Ground transportation to/from airport
2 Pa”ri klinlg fgaiclm/s 4.93 4.69 0.24 4,53 4.66 -0.13 4.16 4.35 -0.19 4.31 4.39 -0.08
3 SR a1 gi I‘EJT/__ : 4.93 4.59 0.34 4.67 4.56 0.11 3.84 4.16 -0.32 4.37 4.36 0.01
Value for money of parking facilities
4 | .I | amé  SIErIT T ST/ 4.68 4.58 0.10 4.72 4.54 0.18 4.71 4.68 0.03 4.59 4.55 0.04
Availability of baggage carts/trolleys
5 V\a/:t?rz timli el /inl Ec“h[efk-?iijel /IIinI{e 4.71 4.79 -0.08 4.53 4.65 -0.12 4.63 4.57 0.06 4.55 4.55 0.00
6 E;iti;esr:__tr:y{;‘l Lghikairn”si tl Iallff 4.66 4.70 -0.04 4.69 4.51 0.18 4.50 4.34 0.16 4.61 4.62 -0.01
7 Ih-T FH BT RIE GG P alel e/ 4.71 4.70 0.01 4.75 4.63 0.12 4.45 4.37 0.08 4.63 4.66 -0.03
Courtesy and helpfulness of check-in staff
grgure / fael 3msdr fAderor # udieTaea/
8 D : ) - - - - - - 4.53 4.58 -0.05 4.47 4.57 -0.10
Waiting time at passport/personal ID inspection
9 IIEToT T P A 3*ﬁT'EIEI ”. et/ - - - - - - 4.19 4.37 -0.18 4.61 4.57 0.04
Courtesy and helpfulness of inspection staff
10 GUEIT TcTh Pl 13 R .EI i 4.74 4.76 -0.02 4.80 4.75 0.05 4.80 4.72 0.08 4.59 4.66 -0.07
Courtesy and helpfulness of security staff
11 GUET i Sl “. E.IE”/ : 4.68 4.68 0.00 4.73 4.62 0.11 4.76 4,53 0.23 451 4.53 -0.02
Thoroughness of security inspection
12 Q?a:” E”.l & aRI EIT-?T&:IT i .I / 4.68 4.64 0.04 4.72 4.64 0.08 4.63 4.63 0.00 4.49 4.52 -0.03
Waiting time at security inspection
13 Fge[ieillinz Igaj}?bé:n[gi ESI Eal f?jniec”url e”/ 4.69 4.68 0.01 4.81 4.63 0.18 4.64 4.65 -0.01 4.64 4.66 -0.02
14 ARG 31 U1 I RGel 1 gorerc/ 4.72 4.73 -0.01 4.72 4.77 -0.05 4.83 4.62 0.21 4.54 4.61 -0.07
Ease of finding your way through airport
15 f“lglh tE||n|foi rI md;;' o?lélcrzq;:l:/ 4.72 4.64 0.08 4.69 4.53 0.16 4.77 4.43 0.34 4.59 4.59 0.00
16 clede A Telel 1 : 4.70 4.66 0.04 4.66 4.60 0.06 4.63 4.55 0.08 4.54 4.50 0.04
Walking distance inside the terminal
17 33 EEI.” H Hud .I el aﬁr T IE”./ 4.50 5.00 -0.50 4.62 4.73 -0.11 4.75 4.29 0.46 4.11 4.48 -0.37
Ease of making connections with other flights

ANNEXURE-I



T Tty F tROE §faw Fafady gRme & gRome fr il A (srecer- REFeY) 2020 1 el AR (Seadl- AT) 2020 ¥ oA/
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER -IV (OCTOBER-DECEMBER) 2020 OVER QUARTER -
(JANUARY-MARCH) 2020

TAR/RAIPUR HTIT/SRI NAGAR A=/ TRICHY fdgH/TRIVANDRUM
ateft
: Tl feraTe? Tty fasm Tty faAm Tty faAme
$.9./ qgel! 2020 | g0 ggell " ateft qgel " ateft qgel "
hrefex/P t Al | o TEeht R | ey | Q00F T | e | e | 2020 Ao | Remy  [2020F Seel
S arameter T 3 ) T 3 faa Y 2020 3 ggell faaAR 3 fasmdy 2020
No. (W)- H(ﬁ ] : ﬁ%ﬂ) 20_20 :fﬁ | AW (JFFET- éﬁ& - 2020 # (JFFET- :1(1-# | & WRr Fw
2020 ) 202 2020 # ) 202 e feweT) 2020 ) 2020 |aoi o i fEe) 2020 ) 202 ;
e &1 He
AR
Difference : : :
of ratin Difference of Difference of Difference of
Q4 (Oct- Q1 (Jan- Q4 2028 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4 Q4 (Oct- Q1 (Jan- rating Q4
Dec) 2020 | Mar) 2020 Dec) 2020 | Mar) 2020 | 2020 over Q1 | Dec) 2020 | Mar) 2020 | 2020 over Dec) 2020 | Mar) 2020 [2020 over Q1
2020
18 TRUIC T HT 7 3R “E.I S 4.70 4.71 -0.01 4.84 4.79 0.05 4.72 4.59 0.13 4.62 4.69 -0.07
Courtesy and helpfulness of airport staff
19 Res[tEaEul r[al rﬁt/E”aItinggi flggﬁri{ies 4.70 4.54 0.16 4.68 4.46 0.22 3.94 3.79 0.15 4.28 4.30 -0.02
20 T /W gi il S ”i.l‘\” EI.I.I./ 4.56 4.34 0.22 4.66 4,55 0.11 3.73 3.73 0.00 4.22 4.19 0.03
Value for money of restaurant/eating facilities
d | wéuH glaarstt / fqar aRadent &
3Tcleddr/
21 - -y 4.79 4.68 0.11 4.82 4.91 -0.09 4.04 4.20 -0.16 4.66 4.63 0.03
Availability of bank/ATM facilities/money
changers
22 QI fUaT gﬁr‘iﬂﬁ/ Shopping facilities 4.75 4.64 0.11 4.41 4.64 -0.23 3.92 4.08 -0.16 4.36 4.55 -0.19
23 o gi sl P He ”i. el EI.I.I( 4.62 4.52 0.10 4.49 4.60 -0.11 3.64 3.62 0.02 4.26 4.32 -0.06
Value for money of shopping facilities
24 ?X Ilnzter!nleEtI Eal cc/e\s/\Q/_WHi-gFii i/ 4.70 4.56 0.14 4.58 4.12 0.46 3.74 3.90 -0.16 4.46 4.38 0.08
25 | l‘.l /2Tl H.E‘I eSS/ 4.71 4.64 0.07 - - - 3.50 4.38 -0.88 4.37 4.64 -0.27
Business/Executive lounges
26 aT?” .I./ CIIAE 63Ul IE.”/ 4.78 4.75 0.03 4.73 4.66 0.07 4.92 4.67 0.25 4.69 4.70 -0.01
Availability of washrooms/toilets
27 CIZI;QrI\I{;\rC:-Ies/sC:)?\Tvzsﬁo;;:z;:ézts 4.80 4.72 0.08 4.69 4.66 0.03 4.86 4.71 0.15 4.68 4.74 -0.06
28 C(ﬁ‘?t /o?va\r/a?:zgjzratae”a“relgs 4.78 4.65 0.13 4.72 4.66 0.06 4.61 4.65 -0.04 4.69 4.67 0.02
29 CI!eIa[nIIIinE esz si oi fl Ealirftr)rtEtelbrmz Ein”f/;ll 4.84 4.77 0.07 4.86 4.83 0.03 4.92 4.75 0.17 4.83 4.84 -0.01
30 TIRUIE P ardraivT/Ambience of the airport 4.80 4.64 0.16 4.79 4.62 0.17 4.66 4.62 0.04 4.87 4.80 0.07
31 e/ fersh E.Héél i.l i - - - - - - 4.07 4.22 -0.15 4.65 4.70 -0.05
Passport/ID inspection
32 lslpel ei dé i0§ fl bl Eal ggaagj djrivelriyéll 4.67 4.65 0.02 4.44 4.35 0.09 3.99 4.07 -0.08 4.50 4.48 0.02
33 AT Yoeh TAIETUT/Customs inspection - - - - - : 3.88 3.94 -0.06 4.59 4.50 0.09
Ho e X A@gf¥/Overall Satisfaction 4.87 4.74 0.13 4.87 4.80 0.07 4.80 4.68 0.12 4.92 4.89 0.03
faar attaa/world Average 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23 4.47 4.24 0.23

ANNEXURE-I



T g F ROE Afdw Fafody damd & oRomd i Tl faadr (srecet- fRmFeR) 2020
ugell fAATEr (SFe1aY- ATE) 2020 & Joar /
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR

QUARTER -IV (OCTOBER-DECEMBER) 2020 OVER QUARTER -I (JANUARY-MARCH) 2020

IRIOTHT/VARANASI faameT/VIZAG
: ateft famE
.9/ Tty fasEr 2020
S RrHter/Parameter el fGAEr | 9Eell fGAT | 2020 & SEell | TRA AR | Tl IR | o ey
N (3rFea- (Sead- AT | faEEy 2020 (e~ | (STeTad)- AT) 2020 3 IR Fr
0. fawa¥) 2020 2020 # War &1 | RE=w) 2020 2020 :
; HR
HAR
Difference of Difference of
Q4 (28;-£)ec) QL (Jz%r;;)Mar) rating Q4 2020 DQ;:)(Cz)g;-o Q1 (‘;%ngar) rating Q4 2020
over Q1 2020 over Q1 2020
1 RTe T/ A .I heft R IE.I/ 4.87 4.87 0.00 4.95 4.59 0.36
Ground transportation to/from airport
2 i I. | @W/ 4.75 4.74 0.01 4.64 4.59 0.05
Parking facilities
3 TR TTichar Fhaen 4.75 4.89 -0.14 4.64 4.43 0.21
Value for money of parking facilities
4 | .I | Eﬁlé  SIErIT T ST/ 4.82 4.81 0.01 4.71 4.55 0.16
Availability of baggage carts/trolleys
5 ﬁ'cﬁs?r FIﬁF/_I R H ﬁﬁ i I. 4 4.76 4.80 -0.04 4.88 4.68 0.20
Waiting time in check-in queue/line
dh-Zo T I GaTdT/
6 Efficiency of check-in staff 4.86 4.77 0.09 4.66 4.64 0.02
Uh-T TSI &1 AT, AGE P drell 4T/
! Courtesy and helpfulness of check-in staff 4.86 473 0-13 465 4.58 0.07
grgure / fael 3msdr fAderor # udieTaea/
8 D ) ) 4.65 4.57 -
Waiting time at passport/personal ID inspection
fAferor TErw @ F7 IR TGEre A
9 : : 4.71 4.47 -
Courtesy and helpfulness of inspection staff
10 GUEIT TcTh Pl 13 R .EI i 4.90 4.84 0.06 4.84 4.71 0.13
Courtesy and helpfulness of security staff
11 GUET i Sl “. E.IE”/ : 4.90 4.82 0.08 4.65 4.60 0.05
Thoroughness of security inspection
12 ﬂTﬁT 5”.' & aRI l;l?-ﬁaﬂT i .I / 4.82 4.82 0.00 4.61 4.59 0.02
Waiting time at security inspection
13 g[i EI.EI 3R E.I 8T et 1 sl 4.91 4.74 0.17 4.73 4.57 0.16
Feeling of being safe and secure
14 TR 3}' 3.” T e gge & d .I it/ 4.85 4.81 0.04 4.89 4.70 0.19
Ease of finding your way through airport
15 EE.I I E.I Al olleteply hlet/ 4.86 4.84 0.02 4.68 4.55 0.13
Flight information screens
A A gold & g/
16 Walking distance inside the terminal 4.90 4.12 0-18 4.06 461 0.05
17 37T Al A HUD I B goreadn/ 4.95 4.74 0.21 3.67 3.50 0.17

Ease of making connections with other flights

ANNEXURE-I



ANNEXURE-I

T g F ROE afdw Fafedy damA & oRomA i gl e (srecet- fRaFeR) 2020
ugell faATE (SFe1aY- ATN) 2020 & JaAaT /

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR

QUARTER -IV (OCTOBER-DECEMBER) 2020 OVER QUARTER -I (JANUARY-MARCH) 2020

IRTOTH/VARANASI fasmT/VIZAG
: gl fAw
%.9./ Tty faAdr 2020
S Rreftex/Parameter Oty faardr | gl faaAdr | 2020 & weelt |l A | ggel faamd & ugel P
N (3reFgaT - (SeTad- AT | faAEY 2020 (@R~ | (STeTad)- AT) 2020 # I FT
0. fae) 2020 2020 # W F1 | RE=w) 2020 2020 .
; HR
HAR
Q4 (Oct-Dec) | Q1 (Jan-Mar) Difference of Q4 (Oct- Q1 (Jan-Mar) Difference of
2020 2020 rating Q4 2020 Dec) 2020 2020 rating Q4 2020
over Q1 2020 over Q1 2020
18 TRUIC T HT 7 3R “E.I i gl 4.94 4.85 0.09 4.87 4.69 0.18
Courtesy and helpfulness of airport staff
19 T ’W.@W_’. 4.66 4.67 -0.01 4.46 4.00 0.46
Restaurant/Eating facilities
20 e [ W gi sl & S ”i.lf\” %’lT‘IT/ 4.57 4.63 -0.06 4.23 3.76 0.47
Value for money of restaurant/eating facilities
d | wéuH glaarstt / fqar aRadent &
SUeleYdr/
21 Availability of bank/ATM facilities/money 4.87 4.89 0.02 4.86 4.4 041
changers
22 QYT FauTd/ Shopping facilities 4.72 4.74 -0.02 4.38 4.05 0.33
23 3 A3 Pl HeAFRS e/ 4.54 471 0.17 4.13 4.00 0.13
Value for money of shopping facilities
24 $TYAC WFHH | Wi-Fi g 4.87 4.76 0.11 4.60 3.96 0.64
Internet access/Wi-Fi
25 . ;375 Jj ) / 4.77 4.86 -0.09 -

Business/Executive lounges

26 aTQRm/ CIIRIT T 3 IEI&WTW 4.94 4.95 -0.01 4.88 4.67 0.21
Availability of washrooms/toilets

27 dIRTES [ TTelc & Fa=edl/ 4.94 4.89 0.05 4.83 4.72 0.11
Cleanliness of washrooms/toilets

28 SeRE / e m T 3/ 4.91 4.85 0.06 4.40 4.56 -0.16
Comfort of waiting/gate areas

29 TS A Pl Feresel 4.96 4.94 0.02 4.83 4.80 0.03
Cleanliness of airport terminal

30 TIRUIC &I didraor/Ambience of the airport 4.94 4.95 -0.01 4.69 4.54 0.15

31 THaTe | fast Hlé‘& i.l i - 4.96 - - 4.43
Passport/ID inspection

32 T fEferad Hansit aﬁr il 4.83 4.96 -0.13 4.64 4.64 0.00
Speed of baggage delivery

33 AT Yob fAL&T0T/Customs inspection - 5.00 : - 3.93

Ho e X A@gf¥/Overall Satisfaction 4.92 4.97 -0.05 4.70 4.63 0.07

far sitada/World Average 4.47 4.24 0.23 4.47 4.24 0.23
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