T U R TRUTE widw e vraner & arfies uftommer 2021 (SeTadl- @) dr 2020 (Sreradl- Rwer) § g/

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR THE YEAR2021 (JANUARY-DECEMBER) OVER

THE YEAR 2020 (JANUARY-DECEMBER)

wE/ ETA/BHUBANESWAR UesT$/CHENNAI TNAT/GOA
S Yyrafier/Parameter at 2021 ¥ I ¥ 2021 Fad
No 2021 2020 2020 I Y& AT 2021 2020 2020 I Y& AT 2021 2020 ﬁﬁzg%? ad 2020
. 3 3 I HX
(STeTad- (STererd)- Difference of (SFeTerdr- (SFeTerdr- Difference of (STererd)- (SFeTerdr- Difference of ratin
fea=R] feHeR, rating 2021 feaFeR) feFR) rating 2021 e 2021 over 2020 9
(Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec)
1 TIIE T/ A - (I ./ 4.25 4.16 0.09 475 471 0.04 441 454 -0.13
Ground transportation to/from airport
2 T JIH .!/ 4.22 371 0.51 4.41 4.27 0.14 3.20 4.38 -1.18
Parking facilities
3 AR g / . 3.92 3.44 0.48 4.38 3.69 0.69 3.00 4.12 -1.12
Value for money of parking facilities
4 . .E.Fré/ < 6T ST 4.31 4.13 0.18 4.64 4.65 -0.01 4.53 4.69 -0.16
Availability of baggage carts/trolleys
5 a?ﬁ%?f . A WHT ./ 4.37 4.23 0.14 4.69 4.57 0.12 4.20 4.21 -0.01
Waiting time in check-in queue/line
6 iTaﬁgEr e Eﬁa.t l 4.55 4.26 0.29 4.56 4.60 -0.04 4.14 4.27 -0.13
Efficiency of check-in staff
7 a?-F-SFT o m . / 4.43 4.24 0.19 4.58 4.63 -0.05 4.30 4.35 -0.05
Courtesy and helpfulness of check-in staff
8 . .E .E / 3sS Wﬁm—ﬁ? E / - 4.20 - 4.64 4.63 0.01 4.05 4.07 -0.02
Waiting time at passport/personal ID inspection
9 &1 1 33 3R X ; h / - 3.20 - 4.54 4.64 -0.10 3.95 431 -0.36
Courtesy and helpfulness of inspection staff
10 Y& 1 33 3R ; . / 4.60 4.25 0.35 4.73 4.58 0.15 4.20 4.32 -0.12
Courtesy and helpfulness of security staff
11 Y&t 13 e / . 4.64 4.19 0.45 4.66 455 0.11 4.11 4.40 -0.29
Thoroughness of security inspection
12 QI{HT R u WHT . / 4.50 4.21 0.29 4.60 4.41 0.19 4.11 4.02 0.09
Waiting time at security inspection
13 a3 1ele 3R HRTETe BTt T / 4.64 4.29 0.35 4.70 4.63 0.07 4.47 4.64 -0.17
Feeling of being safe and secure
14 : .@r 3. el @t 61 g . l 441 4.14 0.27 4.80 461 0.19 4.34 4.48 -0.14
Ease of finding your way through airport
15 38T ¥ . N 4.60 4.08 0.52 4.76 4.63 0.13 4.57 4.61 -0.04
Flight information screens
16 . c . A o & qﬁ/ . 4.43 4.19 0.24 4.63 453 0.10 4.40 4.45 -0.05
Walking distance inside the terminal
17 o oS a . Eﬁ il /. 4.70 4.35 0.35 4.63 4.62 0.01 4.00 4.58 -0.58
Ease of making connections with other flights

ANNEXURE-I



T U Y WRUTE WiEH Farferd vrans & arfies afomer 2021 (Siereadl- fewea) Hr 2020 (STerad- feear) ¥ gaan/

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR THE YEAR2021 (JANUARY-DECEMBER) OVER
THE YEAR 2020 (JANUARY-DECEMBER)

FE/ HAA*R/BHUBANESWAR YeT§/CHENNAI TMET/GOA
s trefier/Parameter a¥ 2021 #ay a¥ 2021 A aw af 2021 & a§ 2020
N 2021 2020 2020 # Y& AT 2021 2020 2020 # Y& T 2021 2020 : :
0. : : # Yféar v 3w
(STeTad)- (SteTard)- Difference of (SF=TerdY- (ST Difference of (STeTard)- (ST Difference of ratin
ST SHFI) rating 2021 CRERR GHF rating 2021 &) & 2021 over 2020 ’
(Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec)
18 IS T 1 &731 3R e T € ! 4.65 4.46 0.19 476 472 0.04 461 4.80 -0.19
Courtesy and helpfulness of airport staff
19 e/ 3 ]/ . 4.11 4.25 -0.14 4.25 4.12 0.13 4.33 4.41 -0.08
Restaurant/Eating facilities
20 AT S ARl Bl ./. 3.83 4.12 -0.29 4.12 3.90 0.22 3.77 3.59 0.18
Value for money of restaurant/eating facilities
Jep / T grausit / o1 uRadet H suereuarn
21 Availability of bank/ATM facilities/money 4.16 3.91 0.25 4.64 451 0.13 4.60 4.79 -0.19
changers
22 Sisp gfauTd/ Shopping facilities 4.03 3.82 0.21 4.38 4.19 0.19 4.69 473 -0.04
23 3 Al o1 e Rel €l ./. 3.77 3.63 0.14 4.24 3.87 0.37 411 4.04 0.07
Value for money of shopping facilities
24 STIAC TR | Wi-Fi glatn/ 411 3.93 0.18 411 431 -0.20 473 4.77 -0.04
Internet access/Wi-Fi
25 Plel? %73 ni S/ 4.32 3.77 0.55 471 455 0.16 -
Business/Executive lounges
26 IIRI¥ ./ : < &1 3 d / 451 4.32 0.19 4.80 4.72 0.08 4.49 4.78 -0.29
Availability of washrooms/toilets
27 AN I Zrreie M"U’d'./ 4.48 4.33 0.15 453 4.64 -0.11 451 4.63 -0.12
Cleanliness of washrooms/toilets
28 it / e m T 3TRTET 4.31 4.36 -0.05 4.79 471 0.08 4.60 4.62 -0.02
Comfort of waiting/gate areas
29 N e _zﬁr Faed / 450 4.23 0.27 4.70 4.70 0.00 4.86 477 0.09
Cleanliness of airport terminal
30 TIRTIC T TATaROT/Ambience of the airport 4.45 4.23 0.22 4.72 4.66 0.06 4.89 4.82 0.07
31 e / 3 ¥ ; / - 4.20 - 4.66 4.65 0.01 458 4.17 0.41
Passport/ID inspection
32 - s Eﬁ. i 4.49 4.16 0.33 4.36 4.23 0.13 4.76 473 0.03
Speed of baggage delivery
33 AT Yo fAdiaTuT/Customs inspection - 3.80 - 4.26 4.53 -0.27 4.42 4.17 0.25
ol forem &Y HgR/Overall Satisfaction 455 431 0.24 481 4.67 0.14 4.89 4.92 -0.03
frar sit@a/World Average 4.38 4.37 0.01 4.38 4.37 0.01 4.38 4.37 0.01
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T U R TRUTE widw e vraner & arfies uftommer 2021 (SeTadl- @) dr 2020 (Sreradl- Rwer) § g/

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR THE YEAR2021 (JANUARY-DECEMBER) OVER THE
YEAR 2020 (JANUARY-DECEMBER)

HH/ Jl'clmfr/GUWAHATI SIIQT/JAIPUR PIABIAT/KOLKATA
s trafler/Parameter a§ 2021 A ¥ a§ 2021 A ¥ a§ 2021 AT
No 2021 2020 2020 # &AM 2021 2020 2020 # &M I 2021 2020 2020 # &AM
’ IR IR IR
(STTad- (ST ) Difference of (Stererd)- (Sterard)- Difference of (STererd)- (STererd)- Difference of
fegea) (Jan-Dec) rating 2021 oy oy rating 2021 over fagFR fege= rating 2021 over

(Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) 2020 (Jan-Dec) (Jan-Dec) 2020

1 s/ | . ; ./ 4.74 4.66 0.08 4.81 4.75 0.06 4.65 4.74 -0.09
Ground transportation to/from airport

2 T JlaHT / 450 4.33 0.17 4.56 4.50 0.06 4.10 3.56 0.54

Parking facilities

3 IR i / . 4.48 4.29 0.19 4.58 4.53 0.05 3.99 3.64 0.35
Value for money of parking facilities

4 . .?ﬂé/ i 61 ST/ 4.65 4.42 0.23 4.65 4.49 0.16 4.37 4.88 -0.51
Availability of baggage carts/trolleys

5 ﬂiﬁ-sﬂ' . G EIT-ﬁ'?HT ./ 4.74 4.58 0.16 4.80 4.60 0.20 4.69 4.72 -0.03
Waiting time in check -in queue/line

6 amga E & il / 471 4.61 0.10 4.66 4.48 0.18 4.71 4.74 -0.03

Efficiency of check-in staff
7 a?s-sr-r i m . / 4.73 4.66 0.07 4.68 4.46 0.22 4.72 4.78 -0.06
Courtesy and helpfulness of check-in staff
8 . .E .E / 3T Eﬁmﬁw. E / 5.00 - 4.60 451 0.09 4.67 4.82 -0.15
Waiting time at passport/personal ID inspection
9 i 1 7 3 X E .E / 5.00 - 4.59 4.44 0.15 4.64 4.71 -0.07
Courtesy and helpfulness of inspection staff
10 Y& T 3 3R E. / 4.64 4.73 -0.09 4.67 4.61 0.06 4.68 4.74 -0.06
Courtesy and helpfulness of security staff

11 &M & Xl / . 457 4.56 0.01 4.61 4.44 0.17 4.67 4.73 -0.06
Thoroughness of security inspection

12 ﬁT«‘HT . & WHT ./ 4.56 4.50 0.06 4.65 4.51 0.14 4.65 4.71 -0.06

Waiting time at security inspection
13 q18Ie 3R WI&Te eIt b ! 458 4.61 -0.03 4.67 4.53 0.14 4.67 4.73 -0.06
Feeling of being safe and secure
14 .}T K 3 & q . / 4.76 4.62 0.14 4.72 4.61 0.11 4.68 4.63 0.05
Ease of finding your way through airport
15 38T T A / 4.68 4.48 0.20 4.59 4.50 0.09 4.62 4.49 0.13
Flight information screens

16 . . A S & @/ . 4.72 4.52 0.20 4.60 4.47 0.13 4.67 4.67 0.00
Walking distance inside the terminal

17 o oS a . aﬁ. il /. 4.73 4.39 0.34 4.76 4.67 0.09 4.85 4.63 0.22

Ease of making connections with other flights
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T U Y WRUTE WiEH Farferd vrans & arfies afomer 2021 (Siereadl- fewea) Hr 2020 (STerad- feear) ¥ gaan/

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR THE YEAR2021 (JANUARY-DECEMBER) OVER THE
YEAR 2020 (JANUARY-DECEMBER)

FH/ TEARIE/GUWAHATI SEAQR/IAIPUR SIHIAT/KOLKATA
s thrafrer/Parameter a§ 2021 A ¥ ¥ 2021 A a§ ¥ 2021 A ¥
No 2021 2020 2020 # W ar 2021 2020 2020 # W 2021 2020 2020 # W
’ E.GES E.GES E.GES
- Difference of SAeTa)- SAeTa)- Difference of SAeTa)- SAeTa)- Difference of
(Gread-fewsR)
leTicany (Jan-Dec) rating 2021 aFR) feEesR)  |rating 2021 over aeR) aFR) rating 2021 over
(Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) 2020 (Jan-Dec) (Jan-Dec) 2020
18 RN T2 T 2721 3R e TP T / 4.70 4.70 0.00 4.74 4.64 0.10 4.69 4.76 -0.07
Courtesy and helpfulness of airport staff
19 / . i X / . 4.53 4.10 0.43 4.60 4.46 0.14 4.64 4.69 -0.05
Restaurant/Eating facilities
20 S ) 3t 1 a1 j.EE € ) ./. 4.50 4.03 0.47 4.66 4.43 0.23 458 4.62 -0.04
Value for money of restaurant/eating facilities
e / v Gran3it / g aRacient B STerer/
21 Availability of bank/ATM facilities/money 4.66 4.48 0.18 4.27 4.69 -0.42 4.62 4.52 0.10
changers
22 Qrifear gﬁr‘iﬂﬁ/ Shopping facilities 4.49 4.18 0.31 4.34 4.45 -0.11 4.40 4.30 0.10
23 oY 31t 1 3 Rl &l ./. 4.46 4.10 0.36 4.08 4.42 -0.34 4.37 4.22 0.15
Value for money of shopping facilities
24 $TTAC QR | Wi-Fi gfae/ 4.46 4.24 0.22 3.94 4.20 -0.26 4.34 3.90 0.44
Internet access/Wi-Fi
25 PTG ni 531/ - - - 458 4.63 -0.05
Business/Executive lounges
26 EITQI’G[/ : < &1 ST E. ! 4.73 4.65 0.08 4.74 4.57 0.17 4.61 4.62 -0.01
Availability of washrooms/toilets
27 AR | Erreie Mt’&d'./ 4.84 457 0.27 4.81 454 0.27 452 458 -0.06
Cleanliness of washrooms/toilets
28 eRtE / e ?ﬁ?f o / 4.68 4.46 0.22 4.81 4.52 0.29 4.26 4.22 0.04
Comfort of waiting/gate areas
29 TR <z E.Eﬁ Faesd / 4.86 4.66 0.20 4.83 471 0.12 4.59 4.72 -0.13
Cleanliness of airport terminal
30 TIRWIC T ITTaRoT/Ambience of the airport 4.74 4.58 0.16 4.80 4.61 0.19 4.79 4.82 -0.03
31 T / 3. % ) / 5.00 - 4.69 458 0.11 4.83 4.93 -0.10
Passport/ID inspection
32 S 0 Ferr3it Eﬁ. cl 4.82 4.46 0.36 4.68 451 0.17 4.71 4.54 0.17
Speed of baggage delivery
33 T Yoeh fALETOT/Customs inspection 5.00 - 321 439 -1.18 4.80 4.72 0.08
el Tl X HJB/Overall Satisfaction 4.85 473 0.12 479 472 0.07 472 477 -0.05
rar 3ia/world Average 4.38 4.37 0.01 4.38 4.37 0.01 4.38 4.37 0.01

ANNEXURE-I



T T R TRUTE uid e vraner & arfies uRommer 2021 (SeTadl- @) #r 2020 (Sreradl- Rwer) F gaan/

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR THE YEAR 2021 (JANUARY-DECEMBER)

OVER THE YEAR 2020 (JANUARY-DECEMBER)

wH./ TEAT/PATNA gul/PUNE P&gH/TRIVANDRUM
s trafler/Parameter a§ 2021 ¥ a§ a§ 2021 AT a§ 2021 ¥ a§
No 2021 2020 2020 # Y& & 2021 2020 2020 # &AM 2021 2020 2020 # Y& &
’ AR IR IR
(STeTad- (SFeTerd- Difference of (STererd)- (STererd)- Difference of (SFeTerdr- (STererd)- Difference of
fea =R feaFeR) rating 2021 feaF=R) fqFR rating 2021 fqaF rating 2021
(Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) over 2020

1 s/ | . ; ./ 4.29 3.72 0.57 4.43 4.50 -0.07 4.57 4.61 -0.04
Ground transportation to/from airport

2 T JlaHT / 4.00 3.48 0.52 4.01 4.19 -0.18 4.24 4.33 -0.09

Parking facilities

3 IR i / . 3.81 3.27 0.54 4.02 3.86 0.16 4.56 4.36 0.20
Value for money of parking facilities

4 . .?ﬂé/ i 61 ST/ 4.20 3.73 0.47 4.46 4.43 0.03 4.64 457 0.07
Availability of baggage carts/trolleys

5 %-sa . G EIT-ﬁ'?HT ./ 4.46 3.67 0.79 4.38 4.36 0.02 4.56 4.55 0.01
Waiting time in check -in queue/line

6 a'cﬁga E & il / 4.49 357 0.92 4.37 451 -0.14 4.57 4.61 -0.04

Efficiency of check-in staff
7 a?s-sr-r i m . / 4.44 3.59 0.85 4.46 4.49 -0.03 4.69 4.65 0.04
Courtesy and helpfulness of check-in staff
8 . .E .E / 3T Emﬁw. E / - - - - 4.57 - 4.58 4.52 0.06
Waiting time at passport/personal ID inspection
9 i 1 7 3 X E .E / - - - - 4.29 - 4.54 4.59 -0.05
Courtesy and helpfulness of inspection staff
10 Y& T 3 3R E. / 4.58 3.77 0.81 4.49 4.59 -0.10 4.62 4.62 0.00
Courtesy and helpfulness of security staff

11 &M & Xl / . 4.54 3.60 0.94 4.47 4.59 -0.12 4.54 4.52 0.02
Thoroughness of security inspection

12 11?8‘:” . & WHT ./ 4.44 3.60 0.84 4.43 4.47 -0.04 4.59 4.50 0.09

Waiting time at security inspection
13 q{1&e 3R I&Te eIt b ! 4.47 3.90 0.57 4.56 4.74 -0.18 4.76 4.65 0.11
Feeling of being safe and secure
14 .}T K 3 & q . / 4.51 3.71 0.80 4.47 4.43 0.04 4.68 4.58 0.10
Ease of finding your way through airport
15 38T T A / 4.49 4.05 0.44 4.37 4.46 -0.09 4.61 4.59 0.02
Flight information screens

16 . . A S & ®/ . 4.42 3.54 0.88 451 4.22 0.29 4.60 4.52 0.08
Walking distance inside the terminal

17 o oS a . Eﬁ' il /. 4.33 3.94 0.39 4.62 4.71 -0.09 4.33 4.32 0.01

Ease of making connections with other flights

ANNEXURE-I



T TH 3 TR BiGH Farford) W & arfifes aformer 2021 (siaall- fqae=r) & 2020 (F=a9)- fegeaw) & goan

RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR THE YEAR 2021 (JANUARY-DECEMBER)
OVER THE YEAR 2020 (JANUARY-DECEMBER)

B/ TeAl/PATNA QOI/PUNE FdgA/TRIVANDRUM
s thrafrer/Parameter af 2021 & af ¥ 2021 A ¥ af 2021 & af
No 2021 2020 2020 # & AT 2021 2020 2020 # W 2021 2020 2020 F T AT
. W’ 3".(_"1 3’2'(
(STeTard)- (ST Difference of (STeTard)- (STeTard)- Difference of (SFeTerdY- (STeTard)- Difference of
aeR) leTicany rating 2021 aFR) aFR) rating 2021 ieTicany aFR) rating 2021
(Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) over 2020 (Jan-Dec) (Jan-Dec) over 2020
18 RN T2 T 2721 3R e TP T / 4.63 3.86 0.77 4.59 4.75 -0.16 4.67 4.65 0.02
Courtesy and helpfulness of airport staff
19 e/ .E! / 4.23 3.40 0.83 3.91 4.37 -0.46 4.29 4.29 0.00
Restaurant/Eating facilities
20 S ) 3t 1 a1 j.EE € ) ./. 3.98 3.08 0.90 3.90 3.92 -0.02 4.27 4.20 0.07
Value for money of restaurant/eating facilities
e / TETTH AT / AaT TRader T STeedrdr/
21 Availability of bank/ATM facilities/money 4.35 3.61 0.74 3.84 4.21 -0.37 4.62 4.65 -0.03
changers
22 Qrifear gﬁ‘iﬂﬁ/ Shopping facilities 4.14 3.40 0.74 3.93 4.32 -0.39 4.25 4.45 -0.20
23 Y 31t 1 3 Rl &l ./. 3.89 3.30 0.59 3.78 3.61 0.17 4.26 4.29 -0.03
Value for money of shopping facilities
24 SCXAC WA | Wi-Fi gras/ 439 3.85 0.54 4.50 429 021 452 4.42 0.10
Internet access/Wi-Fi
25 ST/ ﬂ’ 53t/ 4.29 3.72 0.57 4.36 454 -0.18 4.39 453 -0.14
Business/Executive lounges
26 aT.me:." : c &1 ST E. / 4.49 3.14 1.35 4.55 4.69 -0.14 4.70 4.70 0.00
Availability of washrooms/toilets
27 AR | Erreie Mt‘&d'./ 455 3.03 1.52 4.40 4.32 0.08 4.73 471 0.02
Cleanliness of washrooms/toilets
28 IiTE / 31 aﬁ I3 ! 4.18 2.94 1.24 4.53 4.37 0.16 4.73 4.68 0.05
Comfort of waiting/gate areas
29 TR <z E.Eﬁ Faesd / 4.60 3.51 1.09 4.59 4.63 -0.04 4.80 4.84 -0.04
Cleanliness of airport terminal
30 TIRTIC T ATTaROT/Ambience of the airport 4.21 341 0.80 4.48 4.63 -0.15 4.81 4.83 -0.02
31 e / 3. 3 ) / - - 3.67 - 4.56 4.67 -0.11
Passport/ID inspection
32 S 0 Ferr3it Eﬁ. cl 4.43 3.79 0.64 4.41 4.55 -0.14 4.26 4.49 -0.23
Speed of baggage delivery
33 T Yoeh fALETuT/Customs inspection - - 3.67 - 4.54 454 0.00
el Tl X HJB/Overall Satisfaction 452 3.72 0.80 457 458 -0.01 491 491 0.00
o 3ia/world Average 4.38 4.37 0.01 4.38 4.37 0.01 4.38 4.37 0.01
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