PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

STRCATT/AGARTALA - IXA

STIl/AGATTI - AGX

3TRT/AGRA - AGR

SIYdTHI/AMRITSAR - ATQ

3NRATTETE/AURANGABAD -

IXU
RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; mg; mg; mg; mg;
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J ) &/ . 4.95 4.46 0.49 4.49 - - 4.00 - - 4.92 - 4.76 450 0.26
Ground transportation to/from airport
2 . ﬁﬁw’ 4.90 461 0.29 4.40 - - 3.50 - - 4.94 - 4.51 454 -0.03
Parking facilities
3 AeTiRe aw ) 478 4.44 0.34 433 - - 3.00 - - 4.86 - 4.45 453 -0.08
Value for money of parking facilities
4 EFI—CC/ = H3 / 4.83 4.48 0.35 4.49 - - 471 - - 4.90 - 4.67 4.46 0.21
Availability of baggage carts/trolleys
5 %ﬁq L B H?ﬁ&ﬂ /, 4.87 454 0.33 450 - - 4.56 - - 4.93 - 473 462 0.11
Waiting time in check-in queue/line
6 %.3:{ 3 3"*—?"’ 4.85 4.49 0.36 4.44 - - 4.60 - - 4.91 - 477 4.42 0.35
Efficiency of check-in staff
S | T T R, HET B el ey 480 437 043 439 B B 452 . 490 . 4.76 461 0.15
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - - - - 4.92 - - - -
inspection
o |Fiieor T 1 T SR werHw g i i i i i ) i 90 i i i i
Courtesy and helpfulness of inspection staff ’
10 TRE TP F1 0 3R Te & / 458 4.60 -0.02 420 - - 453 - - 4.87 - 4.57 4.67 -0.10
Courtesy and helpfulness of security staff
11 R SiT B it/ - . 4.48 4.48 0.00 4.16 - - 457 - 4.86 - 457 453 0.04
Thoroughness of security inspection
12 ﬁ?&nma; EI?ﬁ&IT qH/ ) 454 4.44 0.10 413 - - 4.48 - - 4.90 - 459 443 0.16
Waiting time at security inspection
13 ) &l—d&m " & B I / 475 453 0.22 434 - - 4.82 - - 4.91 - 4.61 463 -0.02
Feeling of being safe and secure
14 |S0%HE ﬁ I Ge 1 g ,/ 4.93 465 0.28 452 - - 4.62 - - 4.94 - 4.88 464 0.24
Ease of finding your way through airport
15 S .?" ‘.Wn N Pl 491 4.50 0.41 450 - - 477 - - 4.96 - 4.88 437 0.51
Flight information screens
16 A A A 3 @/ ) 4.87 4.26 0.61 4.45 - - 474 - - 4.93 - 4.86 453 0.33
Walking distance inside the terminal
17 MRRE Q. &ﬁ Y ) / i 4.89 - 4.42 - - - - 4.82 - - 4.75 4.28 0.47
Ease of making connections with other flights
18 [Sondle <Th 21 T SR e . Sl 4.87 4.66 0.21 450 - - 467 - - 4.95 - 4.86 467 0.19
Courtesy and helpfulness of airport staff
19 /T ﬁﬁ.m/ - 4.85 439 0.46 423 - - - - - 4.90 - 4.66 435 0.31
Restaurant/Eating facilities
g0 | VR W S BT AR B/ 47 4.09 0.62 412 - - - - - 4.86 - 4.59 423 0.36
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
4.92 464 0.28 454 - - - - - 4.81 - 4.28 434 -0.07
21| Availability of bank/ATM facilities/money
changers
22 [wiftR ‘{lﬁﬁﬂﬁl Shopping facilities 484 422 0.62 414 - - - - - 463 - 453 4.23 0.30
23 U AU PI AT .5 / . 457 4.15 0.42 4.15 - - - - - 4.44 - 4.15 421 -0.06
Value for money of shopping facilities
24 [SCTTC TR / Wi-Fi gﬁin/ 4.87 4.45 0.42 - - - - - - 4.90 - - - -
Internet access/Wi-Fi
2 mls‘\ﬂdiﬂdd_ﬂ 3/ B A ) N ) B . . . 455 B 463 437 026
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

STRCATT/AGARTALA - IXA

STIl/AGATTI - AGX

3TRT/AGRA - AGR

SIYdTHI/AMRITSAR - ATQ

3NRATTETE/AURANGABAD -

IXU
RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/b . IASs- g? ISS- g IASs- g? ISS- g IASs- g?
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
w2021 ¥ 230320'; dafeT |[wEs 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | P13/ | Roundl T3 | Round| P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 EITQR?FI/ .m 3 W’ 4.89 463 0.26 453 - - 464 - 4.92 - 4.75 462 0.13
Availability of washrooms/toilets
27 W I 2FRIe ] sl : 4.93 464 0.29 455 - - 451 - 4.91 - 4.76 472 0.04
Cleanliness of washrooms/toilets
28 el / e ‘q‘hm SR/ 4.88 4.48 0.40 4.49 - - 4.21 - 4.95 - 4.82 4.50 0.32
Comfort of waiting/gate areas
29 [SRHIC aﬁ Bl ! 497 465 0.32 4.66 - - 4.69 - 4.95 - 4.89 4.66 0.23
Cleanliness of airport terminal
30 | TERUIE %1 ATaIERUAmbience of the airport 4.95 4.57 0.38 4.53 - - 451 - 4.95 - 4.91 4.52 0.39
TIUTC / ol SMge! a0y
31 - ) - - - - - 4.87 - - - -
Passport/ID inspection
32 T fS s aﬁ i 475 443 0.32 437 - - 479 - 4.90 - 474 468 0.06
Speed of baggage delivery
33 [ Yeb F&rmn/customs inspection - - - - - 4.84 - - - -
Fa fire w7 Agfd/overall Satisfaction 4.90 4.65 0.25 4.42 - - 4.64 - 4.84 - 4.75 4.64 0.11
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 421 - 4.43 - 4.26 - 4.86 - 4.89 -
measures in place
TRET IR T IUTET P IR H I A B
2 3 N o W @ WW ! . . 4.36 - 436 - 4.47 - 4.84 - 472 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR w1 IJUT Bl A A H
3 Wlﬁfﬁﬁ St : 4.47 - 4.40 - 4.47 - 4.76 - 4.70 -
Ability of staff to apply safety and hygiene
measures ]
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence 460 i w2 i 043 i a7a i 269 i
to travel based on safety and hygiene
measures
W%Q‘THWWWO =hHdAd, 5=
5 |° ] )/ 1.58 - 1.95 - 1.21 - 1.06 - 1.20 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

IS NIRT/BAGDOGRA - IXB

SRIYTT (FRIATT)/ BARAPANI

(SHILLONG) - SHL

STIH/BELGAUM - IXG

YHT9-IR/BHAVNAGAR - BHU

HYUTE/ BHOPAL- BHO

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg? mg; mg? mg; mg?
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J ) &/ . 473 - - 3.81 - 3.36 427 -0.91 4.87 4.35 0.52 471 459 0.12
Ground transportation to/from airport
2 . ﬁﬁw’ 4.56 - - 450 - 4.24 422 0.02 47 4.51 0.20 4.81 4.48 0.33
Parking facilities
3 kSRl gaw ) . 454 - - 425 - 4.41 423 0.18 464 4.28 0.36 4.40 457 017
Value for money of parking facilities
4 EFI—C;/ = FI3 / 4.60 - - 464 - 4.16 439 -0.23 47 4.30 0.41 479 - -
Availability of baggage carts/trolleys
5 %ﬁq L B u—f-ﬁ&" /. 471 - - 4.39 - 4.35 4.44 -0.09 4.82 4.29 0.53 4.82 4.66 0.16
Waiting time in check-in queue/line
6 %.3:{ 3 3"*—7"’ 473 - - 4.20 - 4.26 435 -0.09 476 4.38 0.38 474 463 0.11
Efficiency of check-in staff
7 A PIRE, ) / 4.76 - 429 - 4.10 4.37 -0.27 4.67 4.32 0.35 4.72 4.64 0.08
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - - - - - - - -
inspection
o |Fiieor T 1 T SR werHw g i i i i i ) i i i ) i
Courtesy and helpfulness of inspection staff
10 e PITH R e g /_ 4.70 - 413 - 3.80 4.60 -0.80 4.43 4.37 0.06 4.31 4.59 -0.28
Courtesy and helpfulness of security staff
11 4T ST I FohC/ - . 4.64 - 4.24 - 3.71 463 -0.92 451 4.35 0.16 429 455 -0.26
Thoroughness of security inspection
12 ﬁ?&ﬂﬁl‘lﬂ% EI'rﬁ&IT qH/ . 461 - - 3.81 - 3.74 459 -0.85 4.48 4.46 0.02 429 4.50 -0.21
Waiting time at security inspection
13 ) &I’rlﬁﬁ? " & B I / 463 - - 458 - 3.80 453 0.73 462 4.43 0.19 437 464 -0.27
Feeling of being safe and secure
14 |S0%HE ﬁ I Ge 1 g ,/ 471 - - 432 - 4.31 465 -0.34 4.87 4.41 0.46 4.80 464 0.16
Ease of finding your way through airport
15 S .?" “\.‘Wiﬁ N Pl 4.66 - - 427 - 433 454 -0.21 4.82 434 0.48 483 469 0.14
Flight information screens
16 ) A A 3 @/ ) 474 - - 453 - 4.24 452 -0.28 476 432 0.44 4.82 465 0.17
Walking distance inside the terminal
17 39S 5 Q_Hﬁa:fﬁ?ﬁ grHan i 473 - - 415 - 477 428 0.49 473 -
Ease of making connections with other flights
18 [Sondle <Th 21 T SR e . Sl 471 - - 420 - 4.27 452 0.25 4.80 433 0.47 478 468 0.10
Courtesy and helpfulness of airport staff
19 /T ﬁ@iﬂﬂ/ - 463 - - - 4.01 432 -0.31 441 4.06 0.35 472 4.49 0.23
Restaurant/Eating facilities
20 ER | e FAUSH T g ,E ! - 4.56 - - - 3.46 4.10 -0.64 4.26 4.09 0.17 4.44 4.46 -0.02
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
4.36 - - - 3.81 4.19 -0.38 - - 4.48 463 0.15
21| Availability of bank/ATM facilities/money
changers
22 | =IRT GRAUNY Shopping facilities 448 - - - 444 - - - - 433 -
23 U AU PI AT .5 / . 4.45 - - - - 451 - - - - 420 -
Value for money of shopping facilities
24 : ¥ ! W".F' ﬁﬁm/ 432 - - 3.76 - 3.20 3.99 -0.79 424 4.21 0.03 470 4.56 0.14
Internet access/Wi-Fi
2 [EEENEER IR i i i i i . i 478 i i j i
Business/Executive lounges )




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

IS NIRT/BAGDOGRA - IXB

SRIYTT (FRIATT)/ BARAPANI

(SHILLONG) - SHL

STIH/BELGAUM - IXG

YHTI-TIR/BHAVNAGAR - BHU

HYUTE/ BHOPAL- BHO

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/b . IASs- g? ISS- g IASs- g? ISS- g IASs- g?
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
w2021 ¥ 230320'; dafeT |[wEs 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | P13/ | Roundl T3 | Round| P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 HTW/ETE@Z 3 W’ 475 - 4.42 - 4.13 441 -0.28 475 4.29 0.46 474 4.81 -0.07
Availability of washrooms/toilets
27 ) I 2FRIe ] sl : 464 - 450 - 4.15 452 -0.37 4.80 4.48 0.32 474 4.80 -0.06
Cleanliness of washrooms/toilets
28 e /71 %E[GT[ / 4.65 - 4.18 - 4.12 455 -0.43 476 423 0.53 476 469 0.07
Comfort of waiting/gate areas
29 [SRHIC aﬁ ol : 4.66 - 452 - 434 453 -0.19 4.86 4.49 0.37 484 4.83 0.01
Cleanliness of airport terminal
30 | TERUIE %1 ATaTERU/Ambience of the airport 4.61 - 4.18 - 4.29 454 0.25 475 4.31 0.44 483 468 0.15
3 araTe / Fon SMRel ey . . . . i i i |
Passport/ID inspection
32 S s aﬁ i 477 - 420 - 3.79 4.40 -0.61 478 4.38 0.40 484 467 0.17
Speed of baggage delivery
33 | Yo FI&mICustoms inspection - - - - - - - -
Fa fire w7 Agfd/overall Satisfaction 4.65 - 4.47 - 3.96 461 -0.65 458 4.49 0.09 4.45 4.60 -0.15
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 4.62 - 4.79 - 4.18 - 361 - 4.58 -
measures in place
TRET IR T IUTET P IR H I A B
fAE=T 9IR g @t wwar/
2 N . ) . . 4.59 - 4.87 - 427 - 3.77 - 463 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR 3R Tqwsdl SUTT o T R A
3 o @ / : 459 - 4.82 - 4.26 - 3.63 - 4.57 -
Ability of staff to apply safety and hygiene
measures ]
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence 450 i 481 i 23 i 243 i 57 i
to travel based on safety and hygiene
measures
TR [ T8 < 1 %R (1 =H a1, 6 =
5 |° ] )/ 1.26 - 1.19 - 2.25 - 1.42 - 3.52 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

PHRISR / COIMBATORE -

YT/ BHUJ - BH) YdR / BHUNTAR - KUU IPTR / BIKANER - BKB BTEIHE / CALICUT - CC) B
RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg? mg; mg? mg; mg?
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J ) &/ . 3.78 434 -0.56 493 4.60 0.33 4.07 3.98 0.09 4.86 - 472 - -
Ground transportation to/from airport
2 . ﬁﬁw’ 4.07 435 -0.28 4.81 4.68 0.13 425 4.1 0.14 4.86 - 4.69 - -
Parking facilities
3 kSRl gaw ) - 4.03 4.41 -0.38 461 464 -0.03 439 3.80 0.59 477 - - 459 - -
Value for money of parking facilities
4 EFI—C;I = H3 / 4.38 435 0.03 478 4.51 0.27 4.47 4.06 0.41 478 - 463 - -
Availability of baggage carts/trolleys
5 %ﬁq L B u—?ﬁ&" /, 4.20 438 -0.18 4.89 4.60 0.29 464 4.26 0.38 4.84 - 4.83 - -
Waiting time in check-in queue/line
6 %.s:{ 3 3‘”—7"’ 422 4.45 -0.23 4.82 4.58 0.24 4.55 4.16 0.39 4.80 - 474 - -
Efficiency of check-in staff
7 A PIRE, ) / 4.10 4.36 -0.26 4.80 4.57 0.23 4.48 4.22 0.26 475 - 464 -
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - - - - 4.79 - 4.81 - -
inspection
5 &7 T T BT 9 3R W Al i i i . B i B 476 ) 470 B
Courtesy and helpfulness of inspection staff ’ ’
10 e PITH R e 8 /_ 3.68 4.45 0.77 4.57 4.64 -0.07 4.20 4.27 -0.07 4.36 - - 3.97 - -
Courtesy and helpfulness of security staff
11 4T ST I FohC/ - . 3.66 435 -0.69 455 4.68 -0.13 4.19 429 -0.10 438 - - 3.98 -
Thoroughness of security inspection
12 ﬁ?&nma; EI?ﬁ&IT qH/ ) 3.62 435 0.73 457 464 -0.07 4.20 4.40 -0.20 4.40 - - 4.04 - -
Waiting time at security inspection
13 ) &I?ISﬁT " & B I / 3.86 439 -0.53 462 464 -0.02 433 4.10 0.23 4.47 - - 4.09 - -
Feeling of being safe and secure
14 |S0%HE ﬁ I Ge 1 g ,/ 4.13 4.45 -0.32 4.90 4.60 0.30 461 4.43 0.18 4.91 - 4.87 - -
Ease of finding your way through airport
15 S .?" wiﬁ N Pl 4.18 432 0.14 4.95 453 0.42 4.50 423 0.27 4.88 - 4.85 - -
Flight information screens
16 A A A 3 @/ ) 3.94 4.36 -0.42 4.92 4.62 0.30 4.55 4.1 0.44 4.82 - 475 - -
Walking distance inside the terminal
17 3G @_W am Hfl W’ _ 4.02 4.37 -0.35 - - 4.04 3.42 0.62 4.80 - 4.76 -
Ease of making connections with other flights
18 [Sondle <Th 21 T SR e . Sl 4.08 453 -0.45 4.88 464 0.24 4.38 443 -0.05 4.87 - - 4.87 - -
Courtesy and helpfulness of airport staff
19 /T ﬁﬁm/ - - 4.41 - 4.85 4.51 0.34 3.31 4.04 0.73 472 - - 479 - -
Restaurant/Eating facilities
20 ER | e FAUSH T g ,E ! - - 423 - 478 4.42 0.36 3.66 3.93 -0.27 469 - - 475 - -
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
- - - - - - - 4.80 - 478 - -
21| Availability of bank/ATM facilities/money
changers
22 [wiftR ‘{lﬁﬁﬂﬁl Shopping facilities 3.68 4.34 -0.66 491 457 0.34 - - - 4.71 - 4.56 -
23 U AU PI AT .5 / . 349 4.09 -0.60 4.82 4.49 0.33 - - - 472 - 4.65 - -
Value for money of shopping facilities
24 : ¥ ! W".F' gﬁiﬂ/ 4.02 4.16 0.14 - - - - - 458 - 473 - -
Internet access/Wi-Fi
25 SRI/RTIa[cd TS si/ 4.02 4.41 -0.39 - B R - - 477 - - - -
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

PHRISR / COIMBATORE -

YT/ BHUJ - BH) YdR / BHUNTAR - KUU IPTR / BIKANER - BKB BTEIHE / CALICUT - CC) B
TSe- | TSs- | TSe- | TSs- | TSe- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/b . IASs- g? ISS- g IASs- g? ISS- g IASs- g?
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
w2021 ¥ 230320'; dafeT |[wEs 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | P13/ | Roundl T3 | Round| P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 N l 313 l 434 454 -0.20 4.96 464 0.32 4.46 429 0.17 4.87 - 461 -
Availability of washrooms/toilets
27 EITQR?FI I 2FRIe ] sl : 432 455 -0.23 4.96 4.68 0.28 4.49 4.08 0.41 4.82 - 455 -
Cleanliness of washrooms/toilets
28 e /71 ?35[&7[ SR/ 4.14 4.51 -0.37 493 463 0.30 4.45 4.04 0.41 4.84 - 467 -
Comfort of waiting/gate areas
29 [SRHIC aﬁ / ; 4.38 453 0.15 4.96 4.68 0.28 4.56 4.28 0.28 493 - 4.81 -
Cleanliness of airport terminal
30 | TERUIE %1 ATaTERU/Ambience of the airport 4.11 4.51 -0.40 493 4.70 0.23 4.30 4.05 0.25 4.84 - 472 -
31 uryre / ﬁ\_ﬂ 3 ég ) T/ ~ ~ ~ ~ ~ 495 ~ 488 ~
Passport/ID inspection
32 T fS s aﬁ i 424 438 0.14 4.89 4.51 0.38 4.28 4.16 0.12 4.92 - 4.85 -
Speed of baggage delivery
33 [ Yeb F&rmn/customs inspection - - - - - 4.74 - 4.88 -
Fa fire w7 Agfd/overall Satisfaction 3.97 4.45 -0.48 4.69 4.66 0.03 4.08 4.12 -0.04 4.60 - - 4.18 -
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 3.66 - 4.61 - 4.09 - 4.96 - 4.86 -
measures in place
TRET IR T IUTET P IR H I A B
fAE=T 9IR g @t wwar/
2 N ) ) . . 3.65 - 472 - 4.19 - 453 - 4.21 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR w1 IJUT Bl A A H
3 Zﬂfﬂ[ﬁfﬁﬁﬂ St ) 3.70 - 478 - 4.13 - 4.80 - 4.56 -
Ability of staff to apply safety and hygiene
measures ]
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence 473 i 78 i 302 i 188 i 470 i
to travel based on safety and hygiene
measures
TR [ T8 < 1 %R (1 =H a1, 6 =
el d-1d) /
3.47 - 1.50 - 3.56 - 1.56 - 1.94 -
5 Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

»SWT / CUDDAPAH - CDP

BTG / DEHRADUN -DED

f&S1¢ / DIBRUGARH - DIB

EHTYR / DIMAPUR - DMU

M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/p " mg; mg; mg; mg;
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
TS 12021/ ’230320'/' daRn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
. 2020 2020 2020 2020
) | A S wRkaE 437 403 0.34 440 464 -0.24 447 422 0.25 437 411 0.26
Ground transportation to/from airport
2 . ﬁﬁﬂTQ/ 3.73 3.97 -0.24 4.07 4.66 -0.59 4.45 4.48 -0.03 4.41 4.06 0.35
Parking facilities
3 1eTIR gau . 3.54 3.89 -0.35 4.00 461 -0.61 420 4.42 -0.22 3.94 3.96 -0.02
Value for money of parking facilities
4 Eb—ré/ X 313 / 423 4.02 0.21 433 471 -0.38 4.47 4.20 0.27 4.43 4.10 0.33
Availability of baggage carts/trolleys
5 ﬁ'cﬁsq L | q?ﬁ&n ) /, 433 417 0.16 429 475 -0.46 434 432 0.02 422 4.26 -0.04
Waiting time in check-in queue/line
6 ﬁ'cﬁsq i Z‘I&‘R.'IT/ 428 4.12 0.16 4.47 467 -0.20 425 4.42 -0.17 4.26 422 0.04
Efficiency of check-in staff
7 T PITRE, ) / 4.29 4.00 0.29 452 4.70 -0.18 4.18 4.49 -0.31 4.25 4.12 0.13
Courtesy and helpfulness of check-in staff
TrHaTe / Foi SIS FRI&T | Ueilan Jwa/
8 |Waiting time at passport/personal ID - - - - - - - - - -
inspection
o |Friterr T 1 Y SR weTES g i i i ) i i i . i i
Courtesy and helpfulness of inspection staff
10 el 1T 3R TE 8 /_ 4.16 4.25 -0.09 4.15 4.72 -0.57 4.03 4.49 -0.46 3.98 4.32 -0.34
Courtesy and helpfulness of security staff
11 R S 1 Il - ) 4.05 4.21 -0.16 3.98 470 0.72 413 437 -0.24 3.98 429 -0.31
Thoroughness of security inspection
12 ﬁ?&ﬂﬁlﬁl% u?ﬁ&" / ) 4.1 4.07 0.04 3.87 457 -0.70 4.18 4.51 -0.33 4.02 4.1 -0.09
Waiting time at security inspection
13 ) &ﬁ 3R - & &M B / 4.18 4.00 0.18 427 463 -0.36 424 4.47 -0.23 4.12 423 0.1
Feeling of being safe and secure
14 |SRUIC | ) 3 @@ Y ,l 430 3.87 0.43 4.47 465 -0.18 4.48 4.46 0.02 4.31 439 -0.08
Ease of finding your way through airport
15 S 'g' .ﬂmﬁ ) / - - 433 469 -0.36 4.49 4.36 0.13 4.38 4.14 0.24
Flight information screens
16 ) | h 3l @l : 3.58 4.11 -0.53 4.26 458 -0.32 433 4.36 -0.03 4.31 4.1 0.20
Walking distance inside the terminal
17 AT @_ aﬁ ¥ . / . - - 4.31 4.45 -0.14 - - - - -
Ease of making connections with other flights
18 |SodIC T 1 T4 3R T . &I/ 4.09 4.08 0.01 424 473 -0.49 4.1 4.50 -0.39 4.14 4.47 -0.33
Courtesy and helpfulness of airport staff
19 /T ﬁﬁ.ml - - - 3.95 - - 4.02 4.15 -0.13 4.10 3.96 0.14
Restaurant/Eating facilities
20 I e AeSfl 1 IR ! i - - 3.87 - - 3.65 4.08 -0.43 352 3.50 0.02
Value for money of restaurant/eating facilities
o / TTTT Gmsh / gor ufkadiet 3t
BUdsydl/
463 - - 3.58 464 -1.07 - - 4.41 3.80 0.61
21| Availability of bank/ATM facilities/money
changers
22 |t {{f?ﬂTQ/ Shopping facilities - - 3.97 4.46 -0.49 4.16 4.09 0.07 417 3.73 0.44
23 U YA BT HETIR .ET:W - - - 3.79 441 -0.62 3.66 4.04 -0.38 3.69 3.58 0.11
Value for money of shopping facilities
24 < /W".F' @ﬁ?ﬂl - - 327 467 -1.40 - - 3.51 3.87 -0.36
Internet access/Wi-Fi
25 A 3/ - - 4.19 4.64 -0.45 433 4.04 0.29 4.11 -
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

»SWT / CUDDAPAH - CDP

BTG / DEHRADUN -DED

f&S1¢ / DIBRUGARH - DIB

EHTYR / DIMAPUR - DMU

M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- g IASs- g? ISS- g IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
2020 2020 2020 2020
26 ) / FI3 / 4.44 4.16 0.28 452 476 -0.24 423 4.44 -0.21 423 422 0.01
Availability of washrooms/toilets
27 ! I 2FIIe 1 sl ) 4.42 4.06 0.36 4.48 4.82 -0.34 4.50 433 0.17 433 4.28 0.05
Cleanliness of washrooms/toilets
28 et/ e <°3'¢IEFI / 435 4.11 0.24 422 4.45 -0.23 425 423 0.02 4.15 4.02 0.13
Comfort of waiting/gate areas
29 |NRHIC ?51 ol ) 450 423 0.27 464 4.84 -0.20 4.47 453 -0.06 429 431 -0.02
Cleanliness of airport terminal
30 | TIRUIE T ATaTaRU/Ambience of the airport 450 3.91 0.59 434 4.50 -0.16 438 4.26 0.12 4.09 4.12 -0.03
a1 e / Fon g et ey | i i . i . | i i
Passport/ID inspection
32 T 18 s ?51 e 3.89 3.96 -0.07 4.07 4.56 -0.49 432 4.46 -0.14 4.11 4.1 0.00
Speed of baggage delivery
33 | AT Y& A& Customs inspection - - - - - - - - -
o fe HR Afd/Overall Satisfaction 4.44 4.17 0.27 3.84 4.78 -0.94 4.44 4.40 0.04 4.29 4.21 0.08
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREM 3R T3l JUT DT YHTGRTerd 1/
1 |Effectiveness of safety and hygiene 3.64 - - 47 - 4.59 - 4.50 -
measures in place
TR IR TgdT IR % IR H R FA B
e ok WIga BT W/
2 ) ) . . ) 3.65 - - 4.65 - 452 - 4.35 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TRET TR THT ST Wb AN A H
3 . i / ) 3.77 - - 452 - 4.41 - 4.31 -
Ability of staff to apply safety and hygiene
measures _
TRET 3R WDl SUT & YR TR AT b
4 | T SMefams BT TLevel of confidence 76 i i 266 i 034 i 450 i
to travel based on safety and hygiene
measures
TR 19 ¢ q1d BT &R (1 = H a1d , 5 =
5 el ) / 2.12 - - 1.18 - 279 - 3.06 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020 ANNEXURE |
TRWYR / GORAKHPUR - | TTTA (BITST) / GAGGAL
éla DIU - DIU . W GWALIOR - GWL
/ GOP (KANGRA) - DHM /
M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- % IASs- g? ISS- % IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
. 2020 2020 2020 2020
1 |SRdIe T/ ¥ h dE A 463 4.16 0.47 3.81 4.19 -0.38 436 4.46 -0.10 2.55 3.89 -1.34
Ground transportation to/from airport
2 . ﬁﬁﬂTQ/ 469 427 0.42 - - - 434 4.50 -0.16 2.84 4.05 -1.21
Parking facilities
3 i gy ’ 478 4.05 0.73 - - - 421 435 -0.14 2.71 3.83 -1.12
Value for money of parking facilities
4 Eb‘l'c‘/ X 313 / 468 4.21 0.47 424 4.42 -0.18 465 4.56 0.09 3.68 3.92 -0.24
Availability of baggage carts/trolleys
5 ﬁ'cﬁs:[ L | q?ﬁ&n ) /, 479 4.41 0.38 4.03 421 -0.18 454 457 -0.03 3.75 4.18 -0.43
Waiting time in check-in queue/line
6 ﬁ'cﬁs:[ i ?‘I&R.'IT/ 473 4.28 0.45 4.03 429 -0.26 435 463 -0.28 3.99 4.14 0.15
Efficiency of check-in staff
7 T PITRE, ) / 475 4.23 0.52 3.90 4.42 -0.52 433 4.48 -0.15 4.06 4.10 -0.04
Courtesy and helpfulness of check-in staff
qryaTe / ol 3 ST RTerr  gaten Twa/
8 |Waiting time at passport/personal ID - - - - - - - - - -
inspection
o |Friterr T 1 Y SR weTES g i i i ) i i i . i i
Courtesy and helpfulness of inspection staff
10 el 1T 3R TE BTHT/_ 4.42 4.50 -0.08 3.64 4.40 -0.76 3.88 4.54 -0.66 4.12 4.00 0.12
Courtesy and helpfulness of security staff
11 Rl STl Fgoie L ) 4.48 4.42 0.06 3.67 439 0.72 3.87 454 -0.67 422 3.95 0.27
Thoroughness of security inspection
12 ﬁ?&ﬂ GI'I?[ @ u?ﬁ&" / ) 4.48 433 0.15 3.72 4.45 0.73 3.93 452 -0.59 4.05 3.88 0.17
Waiting time at security inspection
13 ) &ﬁ 3R - & &M B / 4.49 4.45 0.04 3.98 452 -0.54 415 4.60 -0.45 4.26 413 0.13
Feeling of being safe and secure
14 |SadTC i ) X @@ Y ,l 473 4.46 0.27 4.14 439 0.25 4.49 4.50 -0.01 4.03 3.95 0.08
Ease of finding your way through airport
15 S 'g' W%ﬁ ) / 468 4.05 0.63 4.11 421 -0.10 4.56 4.44 0.12 323 3.60 -0.37
Flight information screens
16 ) i h 3l @l : 472 4.12 0.60 3.92 437 -0.45 428 4.30 -0.02 3.73 3.63 0.10
Walking distance inside the terminal
17 AT @_ aﬁ ¥ i / . - - 3.87 - 4.16 - 3.63 -
Ease of making connections with other flights
18 |SodIC T 1 T4 3R T . & 472 4.41 0.31 3.90 438 -0.48 433 4.56 -0.23 4.03 4.14 0.1
Courtesy and helpfulness of airport staff
19 /Wﬁﬁml - - - 3.94 4.08 0.14 414 423 -0.09 - 3.62 -
Restaurant/Eating facilities
20 I e AeSfl 1 IR @—’”’ i - - 3.58 4.06 -0.48 3.94 4.26 -0.32 - 3.44 -
Value for money of restaurant/eating facilities
o / TTTT Gmsh / gor ufkadiet 3t
BUdsydl/
21| Availability of bank/ATM facilities/money : : 383 ; : 460 453 007 : ; -
changers
22 | GfAUTY Shopping facilities - - - - - - 4.41 - - -
%4 GIaUT3f &1 G d a1/
23 ) - - - - - - - 427 - - -
\(alue for money of shopping facilities
24 |SCTIC YR / WicFi giauy 4.15 - - - 4.10 281 324 043
Internet access/Wi-Fi
25 A 3/ 3.88 - - - - - 3.98 -
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

&9/ biu-pu

TRGYR / GORAKHPUR -

AT (PITST) / GAGGAL

TqTferR / GWALIOR - GWL

GOP (KANGRA) - DHM
M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- g IASs- g? ISS- g IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
2020 2020 2020 2020
26 ) / FI3 / 4.47 4.14 0.33 4.11 455 -0.44 47 4.44 0.27 343 3.91 -0.48
Availability of washrooms/toilets
27 ! I 2FIIe 1 sl ) 437 437 0.00 3.92 4.51 -0.59 461 4.61 0.00 3.13 4.18 -1.05
Cleanliness of washrooms/toilets
28 et/ e &ﬂEFI / 4.56 4.29 0.27 3.96 438 -0.42 4.42 4.58 -0.16 347 3.97 -0.50
Comfort of waiting/gate areas
29 |NRHIC ?51 ol ) 461 427 0.34 4.43 4.56 -0.13 467 4.65 0.02 3.58 4.18 -0.60
Cleanliness of airport terminal
30 | TIRUIE T ATaTaRU/Ambience of the airport 47 4.24 0.47 425 4.49 -0.24 4.45 4.59 -0.14 343 3.68 0.25
a1 e / Fon g et ey | i i . i . | i i
Passport/ID inspection
32 S s aﬁ e 420 4.21 -0.01 4.10 431 -0.21 468 4.56 0.12 3.84 4.09 0.25
Speed of baggage delivery
33 | AT Y& A& Customs inspection - - - - - - - - -
o fe HR Afd/Overall Satisfaction 4.41 4.25 0.16 4.50 4.48 0.02 4.34 4.54 -0.20 3.35 4.16 -0.81
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREM 3R T3l JUT DT YHTGRTerd 1/
1 |Effectiveness of safety and hygiene 4.67 - - 4.61 - 4.25 - 3.86 -
measures in place
TR IR TgdT IR % IR H R FA B
e ok WIga BT W/
2 ) ) . . ) 463 - - 457 - 4.26 - 3.82 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR Wl IUTA BT A FA H
3 . i / ) 463 - - 4.57 - 4.30 - 3.88 -
Ability of staff to apply safety and hygiene
measures _
TRET 3R WDl SUT & YR TR AT b
4 | T SMefams BT TLevel of confidence 451 i i 450 i 428 i 303 i
to travel based on safety and hygiene
measures
TR 19 ¢ q1d BT &R (1 = H a1d , 5 =
5 QT AE) / 1.30 - - 4.58 - 4.48 - 1.84 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

A / HUBLI - HBX

SHTA / IMPHAL - IMF

3R / INDORE - IDR

S¥YR / JABALPUR - JLR

SRITTHR / JAISALMER - JSA

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; mg; mg; mg; mg;
Rrfe/parameters R (2020) " (2020) R (2020) " (2020) R (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J ) &/ . 4.55 4.56 -0.01 429 4.30 -0.01 4.90 - - 428 4.28 0.00 3.85 438 -0.53
Ground transportation to/from airport
2 . ﬁﬁw’ 4.20 453 -0.33 425 4.12 0.13 4.86 - - 420 423 -0.03 457 4.47 0.10
Parking facilities
3 AeTiRe aw ) - 4.09 4.50 -0.41 3.84 4.11 -0.27 4.94 - - 4.19 4.18 0.01 435 443 -0.08
Value for money of parking facilities
4 - /g FI3 / 429 457 -0.28 432 427 0.05 4.90 - - 4.45 4.39 0.06 4.44 4.47 -0.03
Availability of baggage carts/trolleys
5 %ﬁq L B u—?ﬁ&" /, 4.28 455 -0.27 4.26 4.21 0.05 497 - - 437 4.44 -0.07 4.39 4.46 -0.07
Waiting time in check-in queue/line
6 ﬁa.s‘—[ 3 3"*—7"’ 431 461 -0.30 4.26 4.15 0.11 4.96 - - 435 4.31 0.04 4.45 443 0.02
Efficiency of check-in staff
7 %'EWWW'WWWW/ 431 458 0.27 411 4.11 0.00 4.95 - 433 445 -0.12 4.44 4.49 -0.05
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - - - - - - - -
inspection
o |Fiieor T 1 T SR werHw g i i i i i ) i i i ) i
Courtesy and helpfulness of inspection staff
10 TR TP P14 3R TETI § /_ 4.08 4.70 -0.62 3.86 4.42 -0.56 4.82 - - 4.15 4.62 -0.47 422 4.47 025
Courtesy and helpfulness of security staff
11 4T ST I FohC/ - . 4.07 4.62 -0.55 4.08 4.29 -0.21 4.82 - 413 4.48 -0.35 417 4.42 0.25
Thoroughness of security inspection
12 ﬁ?&ﬂ\_ﬂ'ﬁla" i EI’rﬁ&IT / . 3.94 4.62 -0.68 3.82 413 -0.31 4.92 - - 413 452 -0.39 4.07 432 0.25
Waiting time at security inspection
13 ) &I’rlx?ﬁ? " & B I / 4.15 452 -0.37 433 4.39 -0.06 4.95 - - 431 437 -0.06 4.15 452 -0.37
Feeling of being safe and secure
14 |S0%HE ﬁ I Ge 1 g ,/ 4.41 479 -0.38 436 4.41 -0.05 4.94 - - 441 435 0.06 4.30 458 -0.28
Ease of finding your way through airport
15 S .?" ‘.Wn . / 4.43 461 -0.18 4.1 423 -0.12 4.93 - - 4.06 4.28 -0.22 4.10 4.47 -0.37
Flight information screens
16 ) A . 3 @/ ) 425 453 -0.28 4.26 4.44 -0.18 497 - - 439 4.26 0.13 463 4.49 0.14
Walking distance inside the terminal
17 MRRE @_ ?fl Y ) / i 434 429 0.05 - - 4.95 - 3.90 - 4.00 -
Ease of making connections with other flights
18 |2a%de T 17 3R e . &Ml 434 472 -0.38 4.16 4.51 -0.35 4.99 - - 427 4.42 -0.15 4.47 4.62 0.15
Courtesy and helpfulness of airport staff
19 /T ﬁ@iﬂﬂl - 4.08 454 -0.46 3.94 413 -0.19 4.94 - - 3.71 3.74 -0.03 - 4.06 -
Restaurant/Eating facilities
20 O RN S ,E ! - 3.83 4.46 -0.63 3.67 3.78 -0.11 4.90 - - 3.63 3.86 -0.23 - 3.95 -
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
21 L - 4.26 4.47 -0.21 434 3.88 0.46 491 - - - - - -
Availability of bank/ATM facilities/money
changers
22 |1 GRAUTY Shopping facilities - 4.44 - 3.88 3.88 -0.01 4.92 - - - 3.82 -
23 U AU PI AT .E / . - 4.45 - 3.57 3.71 -0.14 4.93 - - - - 3.81 -
Value for money of shopping facilities
24 : ¥ ! W".F' gﬁw/ - 4.47 - 3.41 3.91 -0.50 491 - - 3.63 4.04 -0.41 1.08 -
Internet access/Wi-Fi
55 |[TTRETRICT e - 442 - 414 - - 495 - - - 5.00 -
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

A / HUBLI - HBX

SHTA / IMPHAL - IMF

3R / INDORE - IDR

S¥YR / JABALPUR - JLR

SRITTHR / JAISALMER - JSA

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; mg; mg; mg; mg;
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 N l 313 l 421 469 -0.48 430 4.11 0.19 4.94 - 434 437 -0.03 434 459 0.25
Availability of washrooms/toilets
27 ) / iy : 427 470 -0.43 419 4.38 -0.19 4.95 - 4.16 452 -0.36 429 458 -0.29
Cleanliness of washrooms/toilets
28 e /71 ?35[&7[ / 4.31 464 -0.33 4.02 4.02 0.00 4.95 - 435 4.45 -0.10 421 453 -0.32
Comfort of waiting/gate areas
29 |TodIC Eﬁ ol : 4.40 470 -0.30 430 4.40 -0.10 4.93 - 434 4.46 -0.12 454 457 -0.03
Cleanliness of airport terminal
30 | TERUIE %1 ATaTERU/Ambience of the airport 433 4.65 -0.32 3.93 413 -0.20 4.98 - 430 453 -0.23 4.60 461 -0.01
3 araTe / Fon SMRel ey . . . . i i i .
Passport/ID inspection
32 S s aﬁ i 3.93 4.50 -0.57 410 4.18 -0.08 497 - 428 4.41 -0.13 4.03 455 -0.52
Speed of baggage delivery
33 | Yo FI&mICustoms inspection - - - - - - - -
Fa fire w7 Agfd/overall Satisfaction 417 4.62 -0.45 4.1 4.20 -0.09 4.92 - 4.28 4.37 -0.09 4.10 4.55 -0.45
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 421 - 4.55 - 443 - 3.98 - 474 -
measures in place
TRET IR T IUTET P IR H I A B
fAE=T 9IR g @t wwar/
2 N . ) . . 417 - 457 - 4.49 - 4.00 - 4.66 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR w1 IJUT Bl A A H
3 o @ / : 4.43 - 454 - 4.56 - 4.03 - 4.67 -
Ability of staff to apply safety and hygiene
measures
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence 426 i 158 i 62 i 102 i a7 i
to travel based on safety and hygiene
measures
WWWWWWU =hHdAd, 5=
5 |° )/ 1.75 - 1.39 - 1.62 - 1.35 - 1.94 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

SIH] / JAMMU - IX) SITHR / JAMNAGAR - JGA \_rﬁ'ﬂ'ﬂ?/JODHPUR-JDH \_!iRElE / JORHAT - JRH ‘PTSCT / KANDLA - IXY
RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; m% mg; m% mg;
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J ) &/ . 4.01 454 -0.53 465 4.38 0.27 4.90 4.51 0.39 447 4.16 0.31 3.26 3.40 0.14
Ground transportation to/from airport
2 . ﬁﬁw’ - - - 454 433 0.21 4.89 4.50 0.39 422 4.00 0.22 3.44 3.61 017
Parking facilities
3 AeTiRe aw ) - - - - 439 4.26 0.13 483 433 0.50 4.07 4.01 0.06 347 3.56 -0.09
Value for money of parking facilities
4 EFI—C;/ = H3 / 4.26 4.66 -0.40 470 4.40 0.30 4.88 4.56 0.32 435 4.16 0.19 353 3.42 0.11
Availability of baggage carts/trolleys
5 %ﬁq L i u—?ﬁ&" /. 4.15 458 -0.43 463 4.41 0.22 4.89 4.47 0.42 422 434 -0.12 3.69 3.51 0.18
Waiting time in check-in queue/line
6 ﬁa.s‘—[ 3 3"*—7"’ 4.06 4.51 -0.45 4.66 434 0.32 4.87 4.56 0.31 447 4.42 -0.25 354 3.72 -0.18
Efficiency of check-in staff
7 A PIRE, ) / 3.99 4.60 -0.61 4.67 4.42 0.25 4.87 4.55 0.32 4.12 4.25 -0.13 3.56 3.90 -0.34
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - - - - - - - -
inspection
o |Fiieor T 1 T SR werHw g i i i i i ) i i i ) i
Courtesy and helpfulness of inspection staff
10 e PITH R e 8 /_ 3.71 4.56 -0.85 4.29 4.53 -0.24 4.55 4.54 0.01 3.88 4.46 -0.58 3.10 3.93 -0.83
Courtesy and helpfulness of security staff
11 4T ST I FohC/ - . 3.70 4.66 -0.96 413 4.40 -0.27 4.65 4.56 0.09 4.07 4.39 -0.32 2.94 3.92 -0.98
Thoroughness of security inspection
12 ﬁ?&nﬁl‘lﬂ% EI'rﬁ&IT qH/ ) 3.75 431 -0.56 421 4.47 -0.26 4.69 457 0.12 4.06 4.26 -0.20 3.01 3.78 0.77
Waiting time at security inspection
13 ) &I’rlﬁﬁ? " & B I / 425 464 -0.39 428 4.48 -0.20 472 4.47 0.25 413 4.45 -0.32 3.08 3.82 0.74
Feeling of being safe and secure
14 |S0%HE ﬁ I Ge 1 g ,/ 432 467 -0.35 467 4.58 0.09 4.94 453 0.41 435 4.41 -0.06 3.61 3.83 -0.22
Ease of finding your way through airport
15 S .?" ?Imn N Pl 453 4.56 -0.03 4.45 4.21 0.24 4.92 4.60 0.32 441 4.18 0.23 3.66 3.06 0.60
Flight information screens
16 ) A A 3 @/ ) 4.16 463 -0.47 4.66 4.48 0.17 4.90 4.42 0.48 422 4.36 -0.14 3.48 3.51 -0.03
Walking distance inside the terminal
17 SIS @_W R Hﬁ W’ ’ 4.01 4.47 -0.46 438 474 - - 3.53 3.36 0.17
Ease of making connections with other flights
18 [Sondle <Th 21 T SR e . Sl 4.18 461 -0.43 457 4.49 0.08 4.85 467 0.18 4.07 4.50 -0.43 3.74 3.91 017
Courtesy and helpfulness of airport staff
19 /T ﬁ@iﬂﬂl - 3.86 454 -0.68 4.00 479 429 0.50 3.76 3.78 -0.02 3.13 - -
Restaurant/Eating facilities
20 ER | e FAUSH T g ,E ! - 3.58 4.50 -0.92 4.18 4.65 417 0.48 3.29 3.41 -0.12 3.10 - -
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
3.92 455 -0.63 - - - - - - - - - -
21| Availability of bank/ATM facilities/money
changers
22 | ‘{lﬁﬁﬂﬁl Shopping facilities 4.04 4.51 -0.47 - - 4.48 4.47 0.01 - - - -
23 U AU PI AT .5 / . 3.80 4.44 -0.64 - - 4.30 431 -0.01 - - - - -
Value for money of shopping facilities
24 : ¥ ! W".F' gﬁiﬂ/ 4.09 4.46 -0.37 415 4.51 -0.36 - - - - - - -
Internet access/Wi-Fi
2 [EEENEER IR i i i i i . i 418 i i j i
Business/Executive lounges )




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

SIH] / JAMMU - IX) SITHR / JAMNAGAR - JGA \_rﬁ'ﬂ'ﬂ?/JODHPUR-JDH W/JORHAT-JRH m/KANDLA- IXY
RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/b . IASs- g? ISS- g IASs- g? ISS- g IASs- g?
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
w2021 ¥ 230320'; dafeT |[wEs 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | P13/ | Roundl T3 | Round| P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 N l 313 l 4.70 467 0.03 451 4.50 0.01 4.88 464 0.24 430 4.30 0.00 354 3.78 0.24
Availability of washrooms/toilets
27 ) I 2FRIe ] sl ! 459 463 -0.04 4.47 4.39 0.08 474 4.56 0.18 437 4.23 0.14 353 3.83 -0.30
Cleanliness of washrooms/toilets
28 e /71 &haﬂ / 4.26 461 -0.35 458 4.46 0.12 4.87 433 0.54 430 4.12 0.18 3.59 3.79 -0.20
Comfort of waiting/gate areas
29 |TodIC Elﬁ ol : 454 4.68 0.14 462 452 0.10 4.90 458 0.32 437 4.47 -0.10 3.72 4.00 -0.28
Cleanliness of airport terminal
30 | TERUIE %1 ATaTERU/Ambience of the airport 4.15 4.70 -0.55 462 4.30 0.32 491 4.45 0.46 428 4.21 0.07 3.70 3.81 0.1
gp |/ R S ey . i i i i i i i
Passport/ID inspection
32 i F3ferad) Tarft Elﬁ i 424 455 -0.31 4.47 4.39 0.08 473 4.49 0.24 421 4.26 -0.05 3.81 4.10 -0.29
Speed of baggage delivery
33 | Yo FI&mICustoms inspection - - - - - - - -
Fa fire w7 Agfd/overall Satisfaction 4.42 4.68 -0.26 423 4.48 -0.25 4.70 4.66 0.04 4.32 4.27 0.05 3.37 3.80 -0.43
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 3.91 - 4.75 - 4.81 - 4.50 - 2.80 -
measures in place
TRET IR T IUTET P IR H I A B
2 3 N o . <1 Bl .g ! . . 3.92 - 455 - 473 - 437 - 2.78 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR w1 IJUT Bl A A H
3 o @ / : 3.91 - 4.60 - 4.72 - 435 - 2.45 -
Ability of staff to apply safety and hygiene
measures ]
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence 002 i 456 i 450 i 429 i 077 i
to travel based on safety and hygiene
measures
HEQIH%Q‘THWEBTWO =hHdAd, 5=
el d-1d) /
4.04 - 1.70 - 1.50 - 2.99 - 2.53 -
5 Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

PQR (TH¥) / KANPUR | THRIFTIG / KISHANGARH - TITETIY / KOLHAPUR - KLH AEHYR (e /
(CHAKERI) - KNU KQH LAKHIMPUR (LILABARI) - IXI
M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- % IASs- g? ISS- % IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
. 2020 2020 2020 2020
1 |SRdIe T/ ¥ h dE A 4.90 434 0.56 4.68 3.96 0.72 4.12 4.06 3.91 0.15
Ground transportation to/from airport
2 . ﬁﬁﬂTQ/ 478 437 0.41 452 423 0.29 2.85 3.97 -1.12 437 432 0.05
Parking facilities
3 1eTIR gau . 450 4.19 0.31 4.38 4.12 0.26 2.41 3.89 -1.48 4.05 433 -0.28
Value for money of parking facilities
4 Eb—ré/ X 313 / 478 4.24 0.54 4.69 4.08 0.61 3.18 3.64 -0.46 4.15 4.09 0.06
Availability of baggage carts/trolleys
5 ﬁ'cﬁsq L | q?ﬁ&n /. 4.80 435 0.45 472 4.06 0.66 3.23 4.04 -0.81 4.08 4.20 0.12
Waiting time in check-in queue/line
6 ﬁ'cﬁsq i ?‘I&R.'IT/ 4.82 4.26 0.56 473 425 0.48 2.51 4.16 -1.65 4.16 425 -0.09
Efficiency of check-in staff
7 T PITRE, ) / 4.84 4.43 0.41 4.68 4.39 0.29 2.37 4.23 -1.86 4.08 4.15 -0.07
Courtesy and helpfulness of check-in staff
qryaTe / ol 3 ST RTerr  gaten Twa/
8 |Waiting time at passport/personal ID - - - - - - - - -
inspection
o |Friterr T 1 Y SR weTES g i i i i i i . i i
Courtesy and helpfulness of inspection staff
10 el 1T 3R TE BT;W_ 4.62 4.29 0.33 4.33 4.28 0.05 2.29 4.11 -1.82 4.00 4.33 -0.33
Courtesy and helpfulness of security staff
11 Rl STl Fgoie L ) 4.66 435 0.31 4.31 422 0.09 2.27 4.20 -1.93 421 4.20 0.01
Thoroughness of security inspection
12 ﬁ?&ﬂﬁl‘lﬂ% EIT-ﬁ&IT / ) 4.66 4.30 0.36 4.31 4.20 0.11 217 4.14 -1.97 432 413 0.19
Waiting time at security inspection
13 ) &ﬁ 3R - & &M B / 4.88 4.28 0.60 4.43 427 0.16 2.38 4.24 -1.86 4.56 423 0.33
Feeling of being safe and secure
14 |SRUIC | ) 3 @@ Y ,l 4.89 4.24 0.65 470 3.91 0.79 2.82 4.05 -1.23 4.31 3.95 0.36
Ease of finding your way through airport
15 S 'g' ?W'Eﬁ . / 493 4.10 0.83 472 3.98 0.74 2.64 3.78 -1.14 435 4.00 0.35
Flight information screens
16 . i h 3l @l : 4.91 4.07 0.84 4.62 4.03 0.59 2.71 4.03 -1.32 4.18 413 0.05
Walking distance inside the terminal
17 3T @_WW@W&W . 5.00 - - 4.63 3.95 0.68 2.66 3.86 -1.20 -
Ease of making connections with other flights
18 |Tadle TP 1 TH 3R e . & 4.92 4.40 0.52 4.69 430 0.39 2.92 4.09 -1.17 4.13 435 0.22
Courtesy and helpfulness of airport staff
19 /T ﬁﬁ.ml - 468 3.90 0.78 4.50 3.77 0.73 1.98 3.45 -1.47 322 3.47 0.25
Restaurant/Eating facilities
20 I e AeSfl 1 IR @—’”’ i 421 3.84 0.37 4.40 3.86 0.54 1.58 343 -1.86 3.62 3.29 0.33
Value for money of restaurant/eating facilities
o / TTTT Gmsh / gor ufkadiet 3t
21 S / 5.00 - - - - - - - - -
Availability of bank/ATM facilities/money
changers
22 | GfAUTY Shopping facilities 5.00 - - - - - - - - -
%4 GIaUT3f &1 G d a1/
23 ) - 5.00 - - - - - - - - -
\(alue for money of shopping facilities
2q |BCTIC URIE / Wi-Fi glaem .72 418 054 . . 273 3.38 -0.65 - - -
Internet access/Wi-Fi
fooasgfed A
25 . ’ 4.89 - - - - - - - - -
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

HTYR (THT) / KANPUR

fH=1E / KISHANGARH -

PITGTYR / KOLHAPUR - KLH

AR (ARt /

(CHAKERI) - KNU KQH LAKHIMPUR (LILABARI) - IXI
M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- g IASs- g? ISS- g IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
2020 2020 2020 2020
26 ) / FI3 / 473 4.42 0.31 474 4.09 0.65 3.03 3.87 -0.84 425 432 -0.07
Availability of washrooms/toilets
27 ! I 2FIIe 1 sl ) 4.66 4.44 0.22 4.48 432 0.16 2.89 3.98 -1.09 4.40 422 0.18
Cleanliness of washrooms/toilets
28 et/ e &ﬂEFI / 475 4.14 0.61 467 429 0.38 2.92 3.85 -0.93 4.11 4.10 0.01
Comfort of waiting/gate areas
29 |NRHIC ?51 ol ) 478 4.41 0.37 473 4.47 0.26 2.94 4.16 -1.22 439 437 0.02
Cleanliness of airport terminal
30 | TIRUIE T ATaTaRU/Ambience of the airport 4.80 4.24 0.56 477 427 0.50 2.93 3.96 -1.03 437 423 0.14
a1 e / Fon g et ey | i i i i . | i .
Passport/ID inspection
32 S s aﬁ e 4.81 4.26 0.55 4.26 3.91 0.35 3.09 4.15 -1.06 4.30 4.20 0.10
Speed of baggage delivery
33 | AT Y& A& Customs inspection - - - - - - - - -
o fe HR Afd/Overall Satisfaction 4.7 4.36 0.35 4.30 4.12 0.18 2.80 4.05 -1.25 4.15 4.14 0.01
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREM 3R T3l JUT DT YHTGRTerd 1/
1 |Effectiveness of safety and hygiene 4.91 - - 4.82 - 4.37 - 4.37 -
measures in place
TR IR TgdT IR % IR H R FA B
e ok WIga BT W/
2 ) ) . . ) 459 - - 455 - 429 - 4.29 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR Wl IUTA BT A FA H
3 . i / ) 464 - - 4.65 - 4.21 - 4.21 -
Ability of staff to apply safety and hygiene
measures _
TRET 3R WDl SUT & YR TR AT b
4 | T SMefams BT TLevel of confidence 451 i i 62 i e i 57 i
to travel based on safety and hygiene
measures
TR 19 ¢ q1d BT &R (1 = H a1d , 5 =
5 |F )/ 1.28 - - 1.85 - 1.60 - 1.60 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

a? / LEH - IXL TI_S'R'/ MADURAI - IXM ﬁw / MYSORE - MYQ TUd-TR / PANTNAGAR - PGH
M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/p " mg; mg; mg; mg;
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
TS 12021/ ’230320'/' daRn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
. 2020 2020 2020 2020
1 |SRdIe T/ ¥ h dE A 3.14 - - 4.66 468 -0.02 472 3.81 0.91 3.99 4.04 -0.05
Ground transportation to/from airport
2 . ﬁﬁﬂTQ/ 3.32 4.38 -1.06 4.49 4.60 0.1 468 3.77 0.91 3.96 424 -0.28
Parking facilities
3 1eTIR gy . 3.06 4.20 -1.14 4.50 464 0.14 469 3.83 0.86 3.92 4.1 -0.19
Value for money of parking facilities
4 Eb—ré/ = 313 / 3.35 - - 4.62 475 -0.13 469 4.11 0.58 4.04 4.08 -0.04
Availability of baggage carts/trolleys
5 ﬁ'cﬁs:{ L | q?ﬁ&n ) /, 3.04 413 -1.09 4.80 4.68 0.12 478 4.31 0.47 4.02 421 -0.19
Waiting time in check-in queue/line
6 ﬁ'cﬁs:{ i E&I?IT/ 323 4.15 -0.92 479 4.66 0.13 475 417 0.58 3.92 4.03 0.1
Efficiency of check-in staff
7 T PITRE, ) / 3.24 4.20 -0.96 4.73 4.77 -0.04 4.66 4.22 0.44 4.51 4.23 0.28
Courtesy and helpfulness of check-in staff
TrHaTe / Foi SIS FRI&T | Ueilan Jwa/
8 |Waiting time at passport/personal ID - - - 4.62 - - - - - -
inspection
o |Friterr T 1 Y SR weTES g i i i 55 i i i . i i
Courtesy and helpfulness of inspection staff ’
10 el 1T 3R TE 8 /_ 3.13 4.33 -1.20 4.41 4.70 -0.29 4.48 4.35 0.13 4.06 4.16 -0.10
Courtesy and helpfulness of security staff
11 R S 1 Il - . 3.20 432 -1.12 417 4.66 -0.49 453 4.48 0.05 347 4.16 -0.69
Thoroughness of security inspection
12 ﬁ?&ﬂ m @ Wﬁ&" / ) 2.97 4.45 -1.48 4.06 472 -0.66 4.56 4.29 0.27 3.21 4.26 -1.05
Waiting time at security inspection
13 ) &ﬁ 3R - & &M B / 3.29 433 -1.04 4.40 476 -0.36 455 4.22 0.33 3.39 4.05 -0.66
Feeling of being safe and secure
14 |SRUIC | . 3 @@ Y ,/ 3.12 4.40 -1.28 4.65 47 -0.06 476 434 0.42 4.02 4.26 -0.24
Ease of finding your way through airport
15 S 'g' W%ﬁ ) / 1.77 - - 484 472 0.12 457 4.41 0.16 3.64 4.15 -0.51
Flight information screens
16 . | h 3l @/ : 3.20 4.42 -1.22 457 470 -0.13 461 4.42 0.19 4.04 4.03 0.01
Walking distance inside the terminal
17 AT @_ aﬁ ¥ i v . 291 4.24 -1.33 4.54 478 -0.24 458 4.37 0.20 - 421 -
Ease of making connections with other flights
18 |SodIC T 1 T4 3R T . &I/ 3.19 4.48 -1.29 4.90 477 0.13 462 453 0.09 4.11 427 -0.16
Courtesy and helpfulness of airport staff
19 /T ﬁﬁ.ml - 2.36 4.01 -1.65 4.43 4.56 -0.13 4.46 3.98 0.48 - 2.03 -
Restaurant/Eating facilities
20 I e AeSfl 1 IR ! i 2.07 4.03 -1.96 4.38 455 017 4.40 3.88 0.52 - 2.09 -
Value for money of restaurant/eating facilities
o / TTTT Gmsh / gor ufkadiet 3t
BUdsydl/
345 4.20 -0.75 4.51 467 -0.16 459 3.91 0.68 - - -
21| Availability of bank/ATM facilities/money
changers
22 |wife {{f?ﬂTQ/ Shopping facilities 1.53 3.79 -2.26 433 4.50 0.17 3.91 - 2.96 -
23 U YA BT HETIR .31:“/ . 142 3.81 -2.39 4.31 4.56 0.25 4.01 - 3.05 -
Value for money of shopping facilities
24 < /W".F' WW 1.19 4.26 -3.07 478 454 0.24 439 3.75 0.64 - 3.84 -
Internet access/Wi-Fi
25 A 3/ 3.38 - - 4.68 4.66 0.02 3.93 - 3.12 -
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

a? / LEH - IXL TI_S'R'/ MADURAI - IXM ﬁw / MYSORE - MYQ IR / PANTNAGAR - PGH
TSs- | TSe- | TSs- | TSe- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- g IASs- g? ISS- g IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' da¥fT (&S 12021/ !230320'; dafeT |[wEs 12021/ ’230320'/' da¥fET |wEs 12021/ !230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
2020 2020 2020 2020
26 ) / 3l / 3.90 4.48 -0.58 472 464 0.08 461 4.19 0.42 4.30 4.19 0.11
Availability of washrooms/toilets
27 ! I 2FIIe 1 sl ) 4.08 452 -0.44 474 464 0.10 459 3.97 0.62 4.42 439 0.03
Cleanliness of washrooms/toilets
28 Wﬁ&"/ﬁ?aﬂ.a.ﬂ / 327 4.46 -1.19 4.68 467 0.01 472 4.29 0.43 4.19 4.01 0.18
Comfort of waiting/gate areas
29 |NRHIC aﬂ / . 422 4.46 -0.24 4.92 4.60 0.32 47 4.31 0.40 438 429 0.09
Cleanliness of airport terminal
30 | TIRUIE T ATaTaRU/Ambience of the airport 3.36 437 -1.01 4.80 458 0.22 4.66 437 0.29 4.05 4.01 0.04
qreTe / ST SMget ey
31 ) - - - - 4.46 - - - - - -
Passport/ID inspection
32 S FEferadt il aﬂ T 3.18 4.31 -1.13 4.85 436 0.49 443 4.38 0.05 4.09 423 0.14
Speed of baggage delivery
33 |4 b &/ Customs inspection - - - 4.43 - - - - - -
o fe HR Afd/Overall Satisfaction 3.27 4.42 -1.15 4.44 4.80 -0.36 453 4.38 0.15 3.48 4.28 -0.80
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREM 3R T3l JUT DT YHTGRTerd 1/
1 |Effectiveness of safety and hygiene 3.69 - - 4.97 - 4.84 - 3.32 -
measures in place
TR IR TgdT IR % IR H R FA B
e ok WIga BT W/
2 ) ) . . ) 3.69 - - 4.36 - 468 - 3.41 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR Wl IUTA BT A FA H
3 . i / ) 3.74 - - 4.90 - 4.61 - 3.66 -
Ability of staff to apply safety and hygiene
measures _
TRET 3R WDl SUT & YR TR AT b
4 | T SMefams BT TLevel of confidence 280 i i 492 i 166 i 356 i
to travel based on safety and hygiene
measures
TR 19 ¢ q1d BT &R (1 = H a1d , 5 =
rel d-rd) /
3.09 - - 1.55 - 1.77 - 2.89 -
5 Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

TSTHRIC / PATHANKOT - IXP

XSG/ PORBANDAR - PBD

T SR / PORT BLAIR- IXZ

WIIRTST / PRAYAGRAJ - IXD

ITAYR / RAIPUR - RPR

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg? mg; mg? mg; mg?
Rrfe/parameters R (2020) " (2020) R (2020) " (2020) R (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J ) &/ . 4.66 3.85 0.81 484 4.02 0.82 3.66 458 -0.92 421 4.31 -0.10 4.49 -
Ground transportation to/from airport
2 . ﬁﬁw’ 4.36 422 0.14 4.86 417 0.69 3.68 468 -1.00 428 4.46 -0.18 4.50 -
Parking facilities
3 (EES ﬁﬁin/ ) - 429 431 -0.02 474 4.04 0.70 3.65 469 -1.04 413 437 -0.24 422 -
Value for money of parking facilities
4 - /g FI3 / 421 4.08 0.13 4.87 4.12 0.75 3.68 47 -1.03 434 453 -0.19 477 -
Availability of baggage carts/trolleys
5 %ﬁq L i u—f-ﬁ&" /. 435 3.98 0.37 4.88 4.24 0.64 3.74 4.44 -0.70 438 4.51 -0.13 4.40 -
Waiting time in check-in queue/line
6 %.3:{ 3 3"*'7"’ 4.20 4.15 0.05 4.88 4.06 0.82 3.81 439 -0.58 434 4.46 -0.12 437 -
Efficiency of check-in staff
7 %-EWWW,WWWWI 4.10 435 025 4.82 3.98 0.84 3.81 4.48 -0.67 4.24 4.54 -0.30 4.31 -
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - - - - - - -
inspection
o |Fiieor T 1 T SR werHw g i i i i i ) i i i i
Courtesy and helpfulness of inspection staff
10 e PITH R e 8 /_ 361 4.07 -0.46 453 4.19 0.34 3.72 4.61 -0.89 3.99 4.55 -0.56 422 -
Courtesy and helpfulness of security staff
11 TREAT SiTe i il - . 3.31 437 -1.06 4.60 413 0.47 3.69 453 -0.84 3.96 4.50 -0.54 425 -
Thoroughness of security inspection
12 ﬁ?&ﬂﬁl‘lﬂ% EI'rﬁ&IT qH/ ) 344 432 -0.88 463 3.98 0.65 3.68 4.46 -0.78 3.94 453 -0.59 4.16 -
Waiting time at security inspection
13 ) &I’rlﬁﬁ? " & B I / 354 4.18 -0.64 470 4.06 0.64 427 463 -0.36 4.04 457 -0.53 473 -
Feeling of being safe and secure
14 |S0%HE ﬁ I &% i j ,/ 4.18 4.00 0.18 4.86 4.06 0.80 3.75 459 -0.84 432 454 -0.22 4.50 -
Ease of finding your way through airport
15 S .?" “\.‘Wiﬁ N Pl 4.20 3.65 0.55 4.82 4.26 0.56 453 4.48 0.05 450 452 -0.02 471 -
Flight information screens
16 ) A A 3 @/ ) 4.10 422 0.12 477 3.98 0.79 3.85 459 0.74 453 4.60 -0.07 4.47 -
Walking distance inside the terminal
17 MRRE Q. Hfl Y ) / i 4.08 - - 3.56 4.7 -1.15 4.36 4.54 -0.18 4.31 -
Ease of making connections with other flights
18 [Sondle <Th 21 T SR e . &Ml 4.15 437 0.22 4.82 4.29 0.53 420 4.56 -0.36 435 4.62 -0.27 464 -
Courtesy and helpfulness of airport staff
19 /T ﬁ@iﬂﬂ/ _— 3.98 - - 462 3.85 0.77 347 4.26 -0.79 4.26 4.18 0.08 424 -
Restaurant/Eating facilities
20 i/ el ﬁﬁiﬂx?ﬁa?[ AeriRe ,E ! - 4.00 - - 467 4.05 0.62 347 424 0.77 4.1 3.92 0.19 4.00 -
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
21 L - 3.50 - - - 4.94 451 0.43 4.18 4.20 -0.02 467 -
Availability of bank/ATM facilities/money
changers
22 [wiftR ‘{lﬁﬁﬂﬁl Shopping facilities 275 - - 351 434 -0.83 411 4.02 0.09 - -
23 U AU PI AT .5 / . 4.00 - - - 3.48 4.26 -0.78 3.94 3.89 0.05 - -
Value for money of shopping facilities
24 : ¥ ! W".F' ﬁﬁm/ 4.00 - - 4.81 3.80 1.01 - 3.69 - - 4.39 -
Internet access/Wi-Fi
25 . /s&,ﬂq&ﬂcq_ TS si/ 3.60 - 4.85 - - 471 - - - - R
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

TSTHRIC / PATHANKOT - IXP

XSG/ PORBANDAR - PBD

T SR / PORT BLAIR- IXZ

WIIRTST / PRAYAGRAJ - IXD

ITAYR / RAIPUR - RPR

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; mg; mg; mg; mg;
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 EITQR?FI/ETQ@?{ 3 W’ 4.05 429 -0.24 4.91 4.00 0.91 4.83 462 0.21 455 4.60 -0.05 4.86 -
Availability of washrooms/toilets
27 ) / iy : 4.08 4.19 0.1 4.81 3.96 0.85 484 467 0.17 467 4.55 0.12 475 -
Cleanliness of washrooms/toilets
28 e /71 ?35[&7[ / 4.20 421 -0.01 4.86 3.87 0.99 3.72 463 -0.91 439 452 -0.13 4.50 -
Comfort of waiting/gate areas
29 [SRHIC aﬁ / ; 4.28 4.40 0.12 4.89 4.24 0.65 4.80 470 0.10 472 464 0.08 477 -
Cleanliness of airport terminal
30 | TERUIE %1 ATaTERU/Ambience of the airport 421 423 -0.02 4.85 4.11 0.74 4.48 4.66 -0.18 443 4.58 -0.15 4.67 -
3 araTe / Fon SMRel ey . . . . i i i |
Passport/ID inspection
32 S s aﬁ i 467 4.1 0.56 473 4.13 0.60 354 438 -0.84 436 4.48 -0.12 4.31 -
Speed of baggage delivery
33 | Yo FI&mICustoms inspection - - - - - - - -
Fa fire w7 Agfd/overall Satisfaction 3.80 4.03 -0.23 4.65 4.14 0.51 4.34 4.70 -0.36 4.16 4.57 -0.41 4.70 -
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 4.30 - 4.94 - 4.96 - 4.90 - 4.55 -
measures in place
TRET IR T IUTET P IR H I A B
fAE=T 9IR g @t wwar/
2 N . ) . . 433 - 4.86 - 4.47 - 4.85 - 454 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR w1 IJUT Bl A A H
3 o @ / : 452 - 4.83 - 4.89 - 4.83 - 4.51 -
Ability of staff to apply safety and hygiene
measures
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence adt i 481 i 092 i 185 i 53 i
to travel based on safety and hygiene
measures
W%QWWEBTWO =hHdAd, 5=
5 |° )/ 1.61 - 142 - 1.05 - 273 - 1.69 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

SIS / RAJAHMUNDRY -

AAPIE / RAJKOT - RAJ

It / RANCHI - IXR

fRIe=R / sILcHAR - IXs

IR / SRINAGAR - SXR

RIA
RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; mg; mg; mg; mg;
Rrfe/parameters R (2020) " (2020) R (2020) " (2020) R (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J ) &/ . 472 4.40 0.32 4.87 4.58 0.29 4.99 479 0.20 4.87 4.38 0.49 4.48 -
Ground transportation to/from airport
2 . ﬁﬁw’ 4.65 4.24 0.41 4.83 4.44 0.39 4.96 4.83 0.13 473 4.28 0.45 463 -
Parking facilities
3 AeTiRe aw ) - 4.55 4.08 0.47 473 4.42 0.31 4.95 4.80 0.15 457 417 0.40 4.08 -
Value for money of parking facilities
4 - /g FI3 / 472 438 0.34 474 433 0.41 4.96 - - 461 432 0.29 4.61 -
Availability of baggage carts/trolleys
5 %ﬁq L B u—?ﬁ&" /, 4.60 4.40 0.20 478 4.49 0.29 4.95 4.81 0.14 473 4.35 0.38 425 -
Waiting time in check-in queue/line
6 ﬁa.s‘—[ 3 3"*—7"’ 455 4.45 0.10 477 4.42 0.35 4.95 476 0.19 457 4.42 0.15 433 -
Efficiency of check-in staff
7 A PIRE, ) / 4.47 4.41 0.06 4.72 4.55 0.17 4.94 4.81 0.13 451 4.22 0.29 4.32 -
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - - - - - - -
inspection
o |Fiieor T 1 T SR werHw g i i i i i ) i i i i
Courtesy and helpfulness of inspection staff
10 e PITH R e 8 /_ 4.30 4.49 -0.19 435 4.38 -0.03 4.85 478 0.07 4.27 4.51 -0.24 3.97 -
Courtesy and helpfulness of security staff
11 4T ST I FohC/ - . 443 437 0.06 4.45 4.39 0.06 4.89 4.81 0.08 4.06 4.47 -0.41 3.94 -
Thoroughness of security inspection
12 "\ﬁ?&ﬂﬁl‘lﬂ% i EI'rﬁ&IT / . 4.42 425 0.17 450 4.50 0.00 4.90 469 0.21 417 4.29 -0.12 3.92 -
Waiting time at security inspection
13 ) &I’rlﬁﬁ? " & B I / 439 4.48 -0.09 451 4.48 0.03 4.94 477 0.17 4.40 4.51 -0.11 4.10 -
Feeling of being safe and secure
14 |S0%HE ﬁ I Ge 1 g ,/ 452 430 0.22 478 4.43 0.35 4.98 474 0.24 479 4.55 0.24 4.49 -
Ease of finding your way through airport
15 S .?" ?Imn N Pl 4.45 4.14 0.31 479 4.44 0.35 4.96 472 0.24 4.81 4.29 0.52 4.55 -
Flight information screens
16 ) A A 3 @/ ) 4.50 4.36 0.14 475 4.49 0.26 497 476 0.21 474 434 0.40 4.31 -
Walking distance inside the terminal
17 3G @_W am Hﬁ W’ _ 4.45 - 472 - 4.98 4.80 0.18 4.66 - 4.46 -
Ease of making connections with other flights
18 [Sondle <Th 21 T SR e . &Ml 4.47 452 -0.05 47 4.41 0.30 4.96 4.86 0.10 472 457 0.15 4.44 -
Courtesy and helpfulness of airport staff
1o |/ TEgRhy . 375 - 472 452 0.20 4.96 4 0.25 434 - - 4.43 -
Restaurant/Eating facilities
20 ER | e FAUSH T g ,E ! - - 3.64 - 470 437 0.33 497 476 0.21 4.04 - - 345 -
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
21 L - 4.80 412 0.68 472 4.48 0.24 4.96 4.80 0.16 4.91 4.42 0.49 476 -
Availability of bank/ATM facilities/money
changers
22 | =IRT GRAUNY Shopping facilities . - - 4.83 4.41 0.42 4.95 462 0.33 . 4.03 .
23 U AU PI AT .5 / . - - - 474 4.43 0.31 4.95 462 0.33 - 3.32 -
Value for money of shopping facilities
24 : J ! W".F' gﬁ%ﬂ/ 4.49 3.72 0.77 455 421 0.34 4.95 475 0.20 - 4.42 -
Internet access/Wi-Fi
2 faemsRed A/ . . . a : : ) _ 461 B
Business/Executive lounges )




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

SIS / RAJAHMUNDRY -

AAPIE / RAJKOT - RAJ

It / RANCHI - IXR

fRIe=R / sILcHAR - IXs

IR / SRINAGAR - SXR

RIA
RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/b . IASs- g? ISS- g IASs- g? ISS- g IASs- g?
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
w2021 ¥ 230320'; dafeT |[wEs 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | P13/ | Roundl T3 | Round| P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 N l 3 l 4.49 4.40 0.09 472 4.62 0.10 4.95 472 0.23 462 452 0.10 463 -
Availability of washrooms/toilets
27 N ) I R Pl Wl ! 458 433 0.25 461 4.60 0.01 4.95 4.81 0.14 467 4.50 0.17 4.49 -
Cleanliness of washrooms/toilets
28 e /71 ?HETGTI / 464 4.41 0.23 476 4.48 0.28 4.96 475 0.21 473 4.18 0.55 439 -
Comfort of waiting/gate areas
29 [SRHIC aﬁ Bl ! 4.68 454 0.14 4.82 463 0.19 4.98 4.84 0.14 4.85 459 0.26 4.62 -
Cleanliness of airport terminal
30 | TERUIE %1 ATaTERU/Ambience of the airport 4.67 4.48 0.19 477 4.45 0.32 4.96 469 0.27 4.83 432 0.51 4.36 -
3 araTe / Fon SMRel ey . . . . i i i |
Passport/ID inspection
32 S s aﬁ i 437 4.46 -0.09 461 4.40 0.21 4.98 477 0.21 4.40 4.29 0.11 4.08 -
Speed of baggage delivery
33 | Yo FI&mICustoms inspection - - - - - - - -
Fa fire w7 Agfd/overall Satisfaction 4.68 453 0.15 4.44 4.57 -0.13 4.84 4.72 0.12 4.57 4.39 0.18 4.20 -
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 3.46 - 4.87 - 4.99 - 3.62 - 4.29 -
measures in place
TRET IR T IUTET P IR H I A B
fAE=T 9IR g @t wwar/
2 N . ) . . 3.55 - 469 - 4.95 - 3.73 - 4.29 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR w1 IJUT Bl A A H
3 o @ / : 3.63 - 4.51 - 4.96 - 3.93 - 4.40 -
Ability of staff to apply safety and hygiene
measures ]
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence 457 i 043 i 093 i 12 i 449 i
to travel based on safety and hygiene
measures
TR [ T8 < 1 %R (1 =H a1, 6 =
5 |° ] )/ 2.02 - 2.19 - 1.01 - 1.91 - 2.75 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

Y / SURAT - STV

fasufa / TiruPATI - TIR

fafar / TRICHY - TRZ

RPN / TUTICORIN - TCR

JGUYR / UDAIPUR - UDR

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; mg; mg; mg; mg;
Rrfe/parameters R (2020) " (2020) R (2020) " (2020) R (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
. 2020 2020 2020 2020 2020
T A T J . &/ . 4.82 459 0.23 474 4.51 0.23 4.86 - - 3.03 4.42 -1.39 497 472 0.25
Ground transportation to/from airport
2 . ﬁﬁw’ 472 4.50 0.22 465 4.41 0.24 472 - - 3.12 4.43 -1.31 4.98 47 0.27
Parking facilities
3 AeTiRe ﬁﬁin/ ) - 458 452 0.06 4.47 4.29 0.18 457 - - 3.12 4.36 -1.24 4.95 465 0.30
Value for money of parking facilities
4 - /g FI3 / 4.62 455 0.07 473 4.55 0.18 4.90 - - 3.21 4.43 -1.22 4.98 468 0.30
Availability of baggage carts/trolleys
5 %ﬁq L B u—?ﬁ&" /, 478 4.62 0.16 4.80 4.67 0.13 4.88 - - 3.51 4.43 -0.92 497 455 0.42
Waiting time in check-in queue/line
6 %.s‘—[ 3 3"*’7"’ 4.66 4.46 0.20 47 4.51 0.20 484 - - 3.26 4.41 -1.15 4.99 464 0.35
Efficiency of check-in staff
7 A PIRE, ) / 4.58 4.49 0.09 4.70 4.58 0.12 4.83 - 3.18 4.51 -1.33 4.99 4.78 0.21
Courtesy and helpfulness of check-in staff
TrUTe / ol g FRI&OT & Taited T#a/
8 |Waiting time at passport/personal ID - - - - 4.85 - - - - - - -
inspection
o |Fiieor T 1 T SR werHw g i i i i ™ . i i i i i
Courtesy and helpfulness of inspection staff ’
10 e PITH R e 8 /_ 431 4.56 025 4.42 4.72 -0.30 4.37 - - 2.70 4.56 -1.86 4.91 4.80 0.11
Courtesy and helpfulness of security staff
11 TREAT SiTe i Lol - . 417 4.62 -0.45 4.44 4.58 -0.14 452 - 2.50 4.42 -1.92 4.94 47 0.23
Thoroughness of security inspection
12 ﬁ?&ﬂﬁl‘lﬂ% EI?ﬁ&IT qH/ ) 4.13 453 -0.40 4.46 4.55 -0.09 4.50 - - 2.56 4.43 -1.87 491 463 0.28
Waiting time at security inspection
13 ) &Ham ; & B I / 435 459 -0.24 452 4.60 -0.08 4.65 - - 2.61 4.50 -1.89 4.98 472 0.26
Feeling of being safe and secure
14 |S0%HE ﬁ I &% i j ,/ 4.80 463 0.17 4.87 453 0.34 4.88 - - 3.30 452 -1.22 4.96 468 0.28
Ease of finding your way through airport
15 S .?" ‘.Wn N Pl 479 4.41 0.38 4.81 4.48 0.33 4.90 - - 3.19 4.43 -1.24 4.98 467 0.31
Flight information screens
16 ) A A 3 @/ ) 472 4.49 0.23 470 457 0.13 4.85 - - 3.15 4.48 -1.33 4.95 47 0.24
Walking distance inside the terminal
17 MRRE @_ &5’] Y ) / i 476 - 4.60 451 0.09 4.87 - 3.10 4.47 -1.37 4.98 453 0.45
Ease of making connections with other flights
18 [Sondle <Th 21 T SR e . &Ml 478 458 0.20 47 459 0.12 4.93 - - 347 453 -1.06 4.99 4.83 0.16
Courtesy and helpfulness of airport staff
19 /T ﬁ@iﬂﬂl - 467 3.86 0.81 463 4.30 0.33 4.65 - - 3.12 422 -1.10 4.95 4.69 0.26
Restaurant/Eating facilities
20 &R/ G ﬁﬁiﬂ&ﬁ&?{ AeriRe ,E ! - 4.46 3.73 0.73 4.26 4.29 -0.03 4.70 - - 3.10 424 -1.14 4.92 4.66 0.26
Value for money of restaurant/eating facilities
o / TETem GRaenaft / et uikacient Bt
U/
21 - - - - - 421 4.36 -0.15 4.94 - - 2.79 4.38 -1.59 4.98 47 0.27
Availability of bank/ATM facilities/money
changers
22 ‘\fﬁfﬁﬂgﬁmﬁ/ Shopping facilities 4.76 3.69 1.07 4.51 4.13 0.38 4.84 - 4.14 4.96 463 0.33
23 U AU PI AT .5 / . 4.36 3.67 0.69 420 417 0.03 471 - - 4.09 4.97 4.60 0.37
Value for money of shopping facilities
24 : ¥ ! W".F' gﬁw/ 4.62 4.44 0.18 4.14 4.70 - - 324 432 -1.08 4.98 4.69 0.29
Internet access/Wi-Fi
25 . /s‘\,ﬂdﬁudq_ 3t/ - - - - 474 - - - 4.98 4.62 0.36
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

Y / SURAT - STV

fasufa / TiruPATI - TIR

fafar / TRICHY - TRZ

RPN / TUTICORIN - TCR

JGUYR / UDAIPUR - UDR

RM3s- | M3s- | RM3s- | M3s- | RM3s- |
(2021) 3% (2021) 3R (2021) 3% (2021) 3R (2021) 3%
/P, " mg; mgg mg; mgg mg;
tRrftewsd/Parameters
. (2020) . (2020) . (2020) . (2020) . (2020)
s 120211 Y 230320'; daIRT |ES 12021/ ’230320'/' dadfn iz 230320'; FaIRT |8 12021/ ’230320'/' dadfn izt 230320'; e
Round | BT 3/ Round | BT AR/ Round | BT 3/ Round | BT AR/ Round | BT 3/
Round Il . Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021 R-12021
Over R-1I Over R- 1l Over R-1I Over R- 1l Over R-1I
2020 2020 2020 2020 2020
26 N l 313 l 461 461 0.00 462 4.62 0.00 4.88 - 3.21 4.40 -1.19 4.99 472 0.27
Availability of washrooms/toilets
27 y ) I 2FRIe ] sl ) 4.68 459 0.09 475 461 0.14 484 - 3.13 4.42 -1.29 4.99 4.83 0.16
Cleanliness of washrooms/toilets
28 e /71 ?35[&7[ / 4.70 4.60 0.10 476 4.44 0.32 4.85 - 3.20 4.38 -1.18 4.99 4.80 0.19
Comfort of waiting/gate areas
29 [SRHIC Elﬁ Bl ! 4.80 463 0.17 4.86 4.68 0.18 4.93 - 3.45 4.40 -0.95 4.99 4.84 0.15
Cleanliness of airport terminal
30 | TERUIE %1 ATaTERU/Ambience of the airport 4.80 4.56 0.24 475 4.60 0.15 4.88 - 327 4.30 -1.03 4.99 476 0.23
TIUTC / ol SMge! a0y
31 - ) - - - 4.39 - - - - - -
Passport/ID inspection
32 T fS s Elﬁ i 459 461 -0.02 450 4.43 0.07 454 - 3.31 4.26 -0.95 4.90 478 0.12
Speed of baggage delivery
33 [ Yeb F&rmn/customs inspection - - - 4.15 - - - - - -
Fa fire w7 Agfd/overall Satisfaction 4.61 4.65 -0.04 458 4.62 -0.04 4.66 - 2.90 4.42 -1.52 4.96 4.84 0.12
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREHT 3R T3l JUTH 1 JHTGRTerdl/
1 |Effectiveness of safety and hygiene 3.36 - 4.59 - 4.96 - 4.70 - 4.97 -
measures in place
TRET IR T IUTET P IR H I A B
fAE=T 9IR g @t wwar/
2 N . ) . . 3.43 - 471 - 4.65 - 3.80 - 4.96 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR w1 IJUT Bl A A H
3 o @ / : 351 - 4.69 - 4.91 - 3.88 - 4.97 -
Ability of staff to apply safety and hygiene
measures
TREHT SR W3 dl ST P YR WR AT B
4 | fRre SMrefars T F¥ULevel of confidence 325 i w67 i o7 i 406 i 096 i
to travel based on safety and hygiene
measures
W%QWWEWWO =hHdAd, 5=
5 |° )/ 1.79 - 1.30 - 1.31 - 215 - 1.01 -

Level of stress experienced (1=Low stress , 5
= High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

TSIGIT / VADODARA - BDQ

TRTURt / VARANASI - VNS

fasraarsT 7 viuayAwADA -

[ERUtCIECE LY

VGA VISAKHAPATNAM - VTZ
M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- % IASs- g? ISS- % IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
. 2020 2020 2020 2020
1 |SRdIe T/ ¥ h dE A 4.91 472 0.19 424 - - 470 4.51 0.19 4.66 - -
Ground transportation to/from airport
2 . gﬁﬂm/ 4.89 4.78 0.11 4.18 - - 457 4.48 0.09 4.42 - -
Parking facilities
3 1eTIR gau . 4.84 4.68 0.16 4.00 - - 4.50 434 0.16 424 - -
Value for money of parking facilities
4 Eb—ré/ X 313 / 4.86 474 0.12 4.39 - - 469 4.50 0.19 453 - -
Availability of baggage carts/trolleys
5 aa;.'s.q L ﬁq?ﬁ&n ) /, 4.90 463 0.27 421 - - 472 4.60 0.12 4.58 - -
Waiting time in check-in queue/line
AP-3 WG B &l
4.89 475 0.14 422 - - 476 4.48 0.28 4.55 - -
6 Efficiency of check-in staff
7 T PITRE, ) / 4.87 4.77 0.10 4.17 - 476 4.57 0.19 4.52 -
Courtesy and helpfulness of check-in staff
qryaTe / ol 3 ST RTerr  gaten Twa/
8 |Waiting time at passport/personal ID - - - - - - - - - -
inspection
o |Friterr T 1 Y SR weTES g i i i ) i i i . i i
Courtesy and helpfulness of inspection staff
10 el 1T 3R TE B)HV_ 4.70 4.79 -0.09 4.03 - - 4.48 4.60 -0.13 4.39 - -
Courtesy and helpfulness of security staff
11 R S 1 Il - . 459 4.65 -0.06 4.08 - 450 4.48 0.02 4.28 -
Thoroughness of security inspection
12 ﬁ?&ﬂ GI'I?I @ u?ﬁ&" / ) 468 4.76 -0.08 4.12 - - 4.47 454 -0.07 427 - -
Waiting time at security inspection
13 ) &ﬁ 3R - & &M B / 4.81 472 0.09 425 - - 4.56 459 -0.03 4.31 - -
Feeling of being safe and secure
14 |SRUIC | ) 3 @@ Y ,l 493 4.85 0.08 434 - - 4.66 454 0.12 4.61 - -
Ease of finding your way through airport
15 S 'g' W%ﬁ ) / 4.90 4.70 0.20 4.41 - - 463 434 0.29 4.46 - -
Flight information screens
I & Tem &1 gl
4.95 4.80 0.15 427 - - 47 4.48 0.23 4.58 - -
16 Walking distance inside the terminal
17 AT @_ aﬁ ¥ i v . 4.90 4.51 0.39 423 - 4.7 4.31 0.40 4.56 -
Ease of making connections with other flights
TIRUIE ©Ih BT 9 3R JgIae g1/
4.89 4.78 0.11 420 - - 475 4.66 0.09 459 - -
18 Courtesy and helpfulness of airport staff
Rt / @ gfauny
4.86 477 0.09 417 - - 4.11 417 - -
19 Restaurant/Eating facilities
20 I e AeSfl 1 IR @—’”’ i 475 4.66 0.09 3.91 - - 4.08 3.94 - -
Value for money of restaurant/eating facilities
o / TTTT Gmsh / gor ufkadiet 3t
BUdsydl/
4.81 4.66 0.15 433 - - 4.67 4.40 0.27 464 - -
21| Availability of bank/ATM facilities/money
changers
22 | YiAYTY Shopping facilities 4.80 4.62 0.18 410 . . 423 _
23 U YA BT HETIR ET‘!T/ . 472 4.68 0.04 3.92 - - - 3.92 - -
\(alue for money of shopping facilities
24 < /W".F' WW 4.84 471 0.13 4.28 - - 4.60 424 0.36 4.12 - -
Internet access/Wi-Fi
25 A 3l 4.92 4.69 0.23 - - - - - - R
Business/Executive lounges




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-I 2021 OVER ROUND-II 2020

ANNEXURE |

fasTarsT / viJAYAWADA - fa=maTe= /
a:élazl VADODARA - BD! m VARANASI - VNS ’
/ Q / VGA VISAKHAPATNAM - VTZ
M3s- | RM3s- | M3s- | RM3s- |
(2021) 3R (2021) 3% (2021) 3R (2021) 3%
/o . ISS- g IASs- g? ISS- g IASs- g?
IRrfted/Parameters
. (2020) . (2020) . (2020) . (2020)
G 12021/ ’230320'/' e |wei2021| | 230320'; dafeT |[wEs 12021/ ’230320'/' drafen |wei2021| Y 230320'; g T
Round | &1 3% | Roundl P13/ | Roundl T3 | Round| BT 3R/
Round Il . Round Il . Round Il . Round Il .
2021 2020 Difference 2021 2020 Difference 2021 2020 Difference 2021 2020 Difference
of Rating of Rating of Rating of Rating
R-12021 R-12021 R-12021 R-12021
OverR- 1l Over R-1I Over R- I Over R-1I
2020 2020 2020 2020
26 ) / 3l / 495 4.79 0.16 4.49 - 461 461 0.00 4.67 -
Availability of washrooms/toilets
27 ) | e Pl @l ) 4.98 4.78 0.20 452 - 462 4.55 0.07 464 -
Cleanliness of washrooms/toilets
25 |PRHEM / TIC &FF T ST/ 495 475 020 444 - 464 446 0.18 447 -
Comfort of waiting/gate areas
29 |NRHIC ?51 o/ ) 4.96 4.82 0.14 458 - 477 472 0.05 4.68 -
Cleanliness of airport terminal
30 | TIRUIE T AIATaRUVAmbience of the airport 4.98 474 0.24 4.50 - 4.69 455 0.14 4.50 -
a1 e / Fon g et ey | i i i i . | i .
Passport/ID inspection
L, | ST Sarsi 8 o won o o ] ara i 027 s .
Speed of baggage delivery
33 | AT Y& A& Customs inspection - - - - - - - - -
o fe HR Afd/Overall Satisfaction 4.99 4.77 0.22 4.75 - 4.66 4.67 -0.01 4.60 -
QUESTIONS RELATED TO HYGEINE
(ADDED BECAUSE OF COVID PANDEMIC)
TREM 3R T3l JUT DT YHTGRTerd 1/
1 |Effectiveness of safety and hygiene 3.16 - - 4.75 - 4.17 - 473 -
measures in place
TR IR TgdT IR % IR H R FA B
e ok WIga BT W/
2 ) ) . . ) 3.57 - - 453 - 422 - 464 -
Clarity of signage and instructions to inform
about safety and hygiene measures
TR AR Wl IUTA BT A FA H
3 . i / ) 3.55 - - 4.69 - 447 - 4.69 -
Ability of staff to apply safety and hygiene
measures _
TRET 3R WDl SUT & YR TR AT b
4 | T SMefams BT TLevel of confidence 255 i i a5a i 425 i 470 i
to travel based on safety and hygiene
measures
TR 19 ¢ q1d BT &R (1 = H a1d , 5 =
rel d-rd) /
1.35 - - 229 - 212 - 117 -
5 Level of stress experienced (1=Low stress , 5
= High stress)




