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

ANNEXURE I

3TITeT/AGARTALA - IXA

3TMTAT/AGATTI - AGX

3eIRT/AGRA - AGR

3FATT/AMRITSAR - ATQ

33 11 (2021) 33 11 (2021) 33 11 (2021)
WS- 11 (2021) IR IR - | IR - | IR - |
tRTefleTai/Parameters 35- 1 (2021) & (2021) & (2021) & (2021) & =
WSS 112021/ | WES| 2021/ |faIRarrsiaw/ | WSs12021/ | WIS 2021/ | YA BIHR/ | WSS 112021/ | WES| 2021/ | YWardrHaw | WSs12021/ | WS 2021/ | Yfear I/
Round 112021 [ Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-11 2021 Rating R-Il Rating R-Il Rating R-Il
Over R- 12021 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021
1 A - et/ . 473 495 -0.22 4.97 4.49 0.48 430 4.00 0.30 494 492 0.02
Ground transportation to/from airport
2 . q . ./ 4.49 4.90 -0.41 4.98 4.40 0.58 4.11 3.50 0.61 4.94 4.94 0.00
Parking facilities
3 AR o g - 434 478 -0.44 4.95 433 0.62 3.95 3.00 0.95 494 486 0.08
Value for money of parking facilities
4 . ZFI.—é./ < H st/ 4.74 4.83 -0.09 4.99 4.49 0.50 4.38 471 -0.33 4.95 4.90 0.05
Availability of baggage carts/trolleys
5 %gm - ’Wﬁ.'*“ /. 4.64 4.87 -0.23 4.99 450 0.49 4.45 456 -0.11 4.97 493 0.04
Waiting time in check-in queue/line
6 ?]?ﬁs?l Zﬂaaﬁ.m 4.37 4.85 -0.48 4.99 4.44 0.55 4.17 4.60 -0.43 4.97 4.91 0.06
Efficiency of check-in staff
7 b R, . / 4.48 4.80 -0.32 4.99 439 0.60 422 452 -0.30 495 4.90 0.05
Courtesy and helpfulness of check-in staff
araare / st 3msEr faderor ot uchen @/
8 A . . - - - - - - - - - 4.94 4.92 0.02
Waiting time at passport/personal ID inspection
o |HETOT FeTE T oA I HERID Bt/ . N : ; _ _ - - - 4.98 4.90 0.08
Courtesy and helpfulness of inspection staff
10 TR 1 73 3R e %’l?nll 4.43 4.58 -0.15 4.96 4.20 0.76 4.10 453 -0.43 4.83 4.87 -0.04
Courtesy and helpfulness of security staff
11 G ATl Y Tt/ o ! 4.40 4.48 -0.08 495 416 0.79 3.92 457 -0.65 487 4.86 0.01
Thoroughness of security inspection
12 E{W:ﬂméﬁ Wﬂaﬂ /. 4.34 454 -0.20 4.96 413 0.83 3.78 4.48 -0.70 4.87 4.90 -0.03
Waiting time at security inspection
13 e R ) o A / 456 475 -0.19 4.98 434 0.64 427 4.82 -0.55 492 491 0.01
Feeling of being safe and secure
14 ﬁ I & A g R / 4.63 4.93 -0.30 4.97 4.52 0.45 4.48 4.62 -0.14 4.95 4.94 0.01
Ease of finding your way through airport
15 38Tl ¥ . / 464 491 -0.27 - 450 - 427 4.77 -0.50 4.90 4.96 -0.06
Flight information screens
16 ) ﬁ. Zﬁ.@/ . 4.63 4.87 -0.24 4.98 4.45 0.53 4.20 474 -0.54 4.95 4.93 0.02
Walking distance inside the terminal
17 iR 1?. Eﬁ[ g / . 4.64 4.89 -0.25 4.99 4.42 0.57 3.93 - - 477 4.82 -0.05
Ease of making connections with other flights
18 1 T 3R e . N 451 4.87 -0.36 4.99 4.50 0.49 4.44 4.67 -0.23 4.96 4.95 0.01
Courtesy and helpfulness of airport staff
1o [/ EEEE 468 485 017 456 423 0.33 319 ; - 484 490 -0.06
Restaurant/Eating facilities
20 raa g 3 S .?’?"/,, . 4.35 471 -0.36 4.71 4.12 0.59 3.00 - - 4.86 4.86 0.00
Value for money of restaurant/eating facilities
e / wdrear gt / 3gar ufade $ sudewan
4.69 492 - - 454 - - - - 4.78 481 -
2 Availability of bank/ATM facilities/money changers 02 s
22 |eiifter gfadme/ Shopping facilities 4.54 484 -0.30 - 414 - - - - 491 4.63 0.28




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

ANNEXURE I

3TITeT/AGARTALA - IXA

3TMTAT/AGATTI - AGX

3eIRT/AGRA - AGR

3FATT/AMRITSAR - ATQ

33 11 (2021) 33 11 (2021) 33 11 (2021)
WS- 11 (2021) IR IR - | IR - | IR - |
tRTefleTai/Parameters 35- 1 (2021) & (2021) & (2021) & (2021) & =
WSS 112021/ | WES| 2021/ |faIRarrsiaw/ | WSs12021/ | WIS 2021/ | YA BIHR/ | WSS 112021/ | WES| 2021/ | YWardrHaw | WSs12021/ | WS 2021/ | Yfear I/
Round 112021 [ Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-11 2021 Rating R-Il Rating R-Il Rating R-Il
Over R- 12021 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021
23 | BT @ SR A 425 457 -0.32 - 415 - - - - 486 4.44 0.42
Value for money of shopping facilities
S |SCTE CHEE | Wi-Fi gfasm 433 4.87 -0.54 469 - - - - - 4.48 4.90 -0.42
Internet access/Wi-Fi
25 - : o @IS / - - - 4.90 - - - - - 4.90 455 0.35
Business/Executive lounges
26 Emﬂ.m/. - # ¢ /, 4.77 4.89 -0.12 4.98 453 0.45 4.69 4.64 0.05 4.97 4.92 0.05
Availability of washrooms/toilets
27 ZITQR\W_/ Y T : 4.42 493 -0.51 497 455 0.42 464 451 0.13 498 491 0.07
Cleanliness of washrooms/toilets
28 e /e m ZH / 4.60 4.88 -0.28 4.98 4.49 0.49 3.94 4.27 -0.33 4.96 4.95 0.01
Comfort of waiting/gate areas
29 - Eﬁ = / 4.48 497 -0.49 4.99 4.66 0.33 434 4.69 -0.35 497 4.95 0.02
Cleanliness of airport terminal
30 | TIRGIE T aTdTeROT/Ambience of the airport 4.63 4.95 -0.32 4.99 4.53 0.46 4.10 451 -0.41 4.97 4.95 0.02
3 e / ﬁsﬁ H]é?r_ﬁmm/ . : R R R R R R - 5.00 4.87 0.13
Passport/ID inspection
32 st Zﬂ.wﬁn 4.71 475 -0.04 4.97 4.37 0.60 4.25 4.79 -0.54 4.91 4.90 0.01
Speed of baggage delivery
33 | Yoo ANETUT/Customs inspection - - - - - - - - - 4.99 484 0.15
et T3 T Hgf¥/Overall Satisfaction 4.70 4.90 -0.20 4.89 4.42 0.47 4.62 464 -0.02 4.88 484 0.04
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
F&T 3R Taeoar Ut S gerasfiierdn
1 |Effectiveness of safety and hygiene measures in 4.72 4.21 0.51 4.96 4.43 0.53 4.51 4.26 0.25 4.97 4.86 0.11
place
TETT AR TaeodT SUrdl & aR A Fiad dXe &
P AR . 467 436 031 499 436 0.63 72 447 0.25 478 484 -0.06
Clarity of signage and instructions to inform about
safety and hygiene measures
TRET A TITSAT SUTHT Y A A A HAaTRAT
6T &7/
461 4.47 4.96 4.40 477 4.47 4.90 4.76
3 Ability of staff to apply safety and hygiene 014 0.56 030 014
measures
GR&T 3R TTeodr ST & YR W AT X &
4 |fow 3ncAfaAmE F TX/Level of confidence to 4.72 4.60 0.12 4.94 4.42 0.52 4.55 4.43 0.12 4.90 4.74 0.16
travel based on safety and hygiene measures
FEgH fRT ITT IATT &1 TR (1 =FHA do1d , 5 =
5 ! . 3.15 1.58 1.57 478 1.95 2.83 1.06 1.21 -0.15 1.22 1.06 0.16
Level of stress experienced (1=Low stress , 5 =
High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
. ST (fASATT)/ BARAPANI
3-T‘TJ'I'I'SI'IE'/AURANGABAD -IXU EIWI?I?RT/BAGDOGRA -IXB ( 4 aT*I'JTI?I'/BELGAUM - IXG
(SHILLONG) - SHL
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . 4.60 476 -0.16 458 473 -0.15 455 3.81 0.74 4.43 3.36 1.07
Ground transportation to/from airport
2 . ! . ./ 4.42 4.51 -0.09 4.61 4.56 0.05 4.37 4.50 -0.13 4.38 4.24 0.14
Parking facilities
3 (SRR 4 /. I 439 4.45 -0.06 4.60 454 0.06 413 425 -0.12 438 4.41 -0.03
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.64 4.67 -0.03 4.46 4.60 -0.14 4.75 4.64 0.11 4.47 4.16 0.31
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 473 473 0.00 454 471 -0.17 456 439 017 466 435 031
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r & a‘-aw.ﬂ/ 4.68 4.77 -0.09 4.55 473 -0.18 4.44 4.20 0.24 4.63 4.26 0.37
Efficiency of check-in staff
7 i 1 e, ) / 4.66 476 -0.10 454 476 -0.22 4.41 429 0.12 458 4.10 0.48
Courtesy and helpfulness of check-in staff
R g / st 3mES A dieTor A veheT T/ j j ) ) ) j j ) j j j )
Waiting time at passport/personal ID inspection
9 deToT TeTh o A 3R T A ] . . . ] ] . . . . . i
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 4.40 4.57 -0.17 4.52 4.70 -0.18 4.46 413 0.33 4.27 3.80 0.47
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 434 457 -0.23 4.49 464 -0.15 4.41 424 0.17 416 371 0.45
Thoroughness of security inspection
12 g . m & Wﬁ&n /. 431 4.59 -0.28 4.42 4.61 -0.19 4.48 3.81 0.67 4.17 374 0.43
Waiting time at security inspection
13 e 3R : A / 434 461 -0.27 450 463 -0.13 433 458 -0.25 419 3.80 0.39
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.79 4.88 -0.09 4.67 471 -0.04 4.56 4.32 0.24 4.67 4.31 0.36
Ease of finding your way through airport
15 38 Wﬁ - / 475 4.88 -0.13 4.60 4.66 -0.06 471 427 0.44 464 433 0.31
Flight information screens
16 . a . Eﬁ,a@/ . 4.70 4.86 -0.16 4.66 474 -0.08 451 453 -0.02 4.50 4.24 0.26
Walking distance inside the terminal
17 |3 3N B UG g B g . 475 : 460 473 0.04 - - - 4.47 415 0.32
Ease of making connections with other flights
18 1 3 3R 7 . Nl 4.77 4.86 -0.09 4.60 471 -0.11 4.32 4.20 0.12 4.55 4.27 0.28
Courtesy and helpfulness of airport staff
19 |/ 460 466 -0.06 431 463 032 430 ; - 438 401 037
Restaurant/Eating facilities
20 e g 3 o1 eI3R ﬁ?ﬂ / s 4.45 4.59 -0.14 4.17 4.56 -0.39 4.17 - - 4.31 3.46 0.85
Value for money of restaurant/eating facilities
o | werwar gt / a1 ufkada i sudedan
A Availability of bank/ATM facilities/money changers a4 428 013 465 4.36 0.29 - - - 4.21 381 0.40
22 |«ifftier glamd/ Shopping facilities 4.39 453 -0.14 4.45 4.48 -0.03 - - - R R R




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
. ST (fASATT)/ BARAPANI
3-T‘TJ'I'I?I1E\'/AURANGABAD -IXU EI'I?I?I'JRT/BAGDOGRA -IXB ( 4 aT*I'JTI?I'/BELGAUM - IXG
(SHILLONG) - SHL
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 [P0 G @ AR €A 4.00 415 -0.15 4.47 445 0.02 - - - - - -
Value for money of shopping facilities
24 lWi._Fi. it ! - - - 4.62 4.32 0.30 - 3.76 - 4.11 3.20 0.91
Internet access/Wi-Fi
25 ij >3/ - 463 - - - - - - - - - -
Business/Executive lounges
26 ZITQ.WTI. ) H © /. 4.58 475 -0.17 4.63 475 -0.12 4.68 4.42 0.26 4.36 413 0.23
Availability of washrooms/toilets
g7 TR | TR B wemal 450 476 -0.17 461 464 -0.03 470 450 0.20 427 415 0.12
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 4.76 4.82 -0.06 457 4.65 -0.08 4.70 4.18 0.52 453 4.12 0.41
Comfort of waiting/gate areas
29 " Eﬁ = / 484 4.89 -0.05 461 4.66 -0.05 471 452 0.19 4.66 434 0.32
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.80 4.91 -0.11 4.54 4.61 -0.07 4.71 4.18 0.53 4.70 4.29 0.41
qrEaTe / fsf 3msE fron
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.52 474 -0.22 4.62 4.77 -0.15 4.91 4.20 0.71 4.43 3.79 0.64
Speed of baggage delivery
33 |t Yo AfETUI/Customs inspection - - - - - - - - - - - -
gt T3 ¢ HZM¥/Overall Satisfaction 456 475 -0.19 4.66 465 0.01 454 4.47 0.07 4.40 3.96 0.44
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.54 4.89 -0.35 4.65 4.62 0.03 4.56 4.79 -0.23 4.65 4.18 0.47
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 446 472 026 459 459 0.00 44 487 -0.43 art 427 0.44
Clarity of signage and instructions to inform about
safety and hygiene measures
TRET 3R TaTEaT ST Y AR A A PR
&I g7/
3 Ability of staff to apply safety and hygiene 4.48 4.70 -0.22 4.63 4.59 0.04 4.43 4.82 -0.39 4.74 4.26 0.48
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 4.48 4.69 -0.21 4.62 459 0.03 457 4.81 -0.24 4.74 423 0.51
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 113 1.20 -0.07 1.21 1.26 -0.05 4.60 1.19 3.41 1.02 225 -1.23
Level of stress experienced (1=Low stress , 5 =
High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
HTITI/BHAVNAGAR - BHU aﬂurvr/ BHOPAL- BHO 31\_1[/ BHUIJ - BHJ 31F|T / BHUNTAR - KUU
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . - 4.87 - 4.79 471 0.08 4.44 3.78 0.66 4.99 493 0.06
Ground transportation to/from airport
2 . ! . ./ - 4.71 - 477 4.81 -0.04 4.35 4.07 0.28 4.95 4.81 0.14
Parking facilities
3 (SRR 4 /. I - 4.64 - 471 4.40 0.31 421 4.03 0.18 494 461 0.33
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.76 471 0.05 4.85 4.79 0.06 4.49 4.38 0.11 4.95 478 0.17
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 483 482 0.01 488 482 0.06 461 420 0.41 499 489 0.10
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r Eﬁaﬁ’ 4.80 4.76 0.04 4.82 474 0.08 4.59 4.22 0.37 4.93 4.82 0.11
Efficiency of check-in staff
7 i 1 e, : / 478 467 0.11 482 472 0.10 4.47 410 0.37 4.89 4.80 0.09
Courtesy and helpfulness of check-in staff
R g / st 3mES A dieTor A veheT T/ j j ) ) ) j j ) j j j )
Waiting time at passport/personal ID inspection
9 deToT TeTh o A 3R T A ] . . . ] ] . . . . . i
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 451 4.43 0.08 4.54 4.31 0.23 4.04 3.68 0.36 4.90 4.57 0.33
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 4.47 451 -0.04 461 429 0.32 3.85 3.66 0.19 485 455 0.30
Thoroughness of security inspection
12 g ma; Wﬁ&n /. 4.55 4.48 0.07 4.68 4.29 0.39 4.11 3.62 0.49 4.80 4.57 0.23
Waiting time at security inspection
13 e 3R : A / 453 4.62 -0.09 472 437 0.35 438 3.86 0.52 483 4.62 0.21
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.83 4.87 -0.04 4.93 4.80 0.13 4.41 413 0.28 4.93 4.90 0.03
Ease of finding your way through airport
15 38 Wm - / 481 4.82 -0.01 4.86 483 0.03 423 418 0.05 487 4.95 -0.08
Flight information screens
16 . ﬁ. Eﬁ,a@/ . 4.70 4.76 -0.06 4.89 4.82 0.07 4.29 3.94 0.35 4.88 4.92 -0.04
Walking distance inside the terminal
17 A ﬂ. Eﬁ q: / " 476 477 -0.01 485 473 0.12 422 4.02 0.20 - - -
Ease of making connections with other flights
18 1 3 3R 7 . Nl 4.82 4.80 0.02 4.84 478 0.06 4.59 4.08 0.51 4.88 4.88 0.00
Courtesy and helpfulness of airport staff
19 el / W gfaund/ 405 441 0.36 468 472 0.04 - - - 494 485 0.09
Restaurant/Eating facilities
20 e g 3 o1 eI3R .m/.., 3.96 4.26 -0.30 4.55 4.44 0.11 - - - 4.87 4.78 0.09
Value for money of restaurant/eating facilities
21 ﬂ?ﬁl . q 3ﬂl?13T & sere/ - - - 4.92 4.48 0.44 - - - - - -
Availability of bank/ATM facilities/money changers
22 |«ifftier glamd/ Shopping facilities - - - - - - - 3.68 - 4.94 4.91 0.03




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
HTITI/BHAVNAGAR - BHU aﬂ'qﬂ'/ BHOPAL- BHO ﬂi\_ﬂ'/ BHUIJ - BHJ SFR / BHUNTAR - KUU
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
3 | TSt @ e e B ) ) . . - - 3.49 - 493 482 0.11
Value for money of shopping facilities
24 lWi._Fi. q ! 4.36 4.24 0.12 4.80 4.70 0.10 451 4.02 0.49 - - -
Internet access/Wi-Fi
25 STAR/ETS L o @3 / - 478 - - - - 418 4.02 0.16 - - -
Business/Executive lounges
26 ZITQ.WI. ) H © /. 4.68 475 -0.07 4.82 474 0.08 4.50 4.34 0.16 4.90 4.96 -0.06
Availability of washrooms/toilets
g7 TR | TR B wemal 472 480 -0.08 487 474 0.13 448 432 0.16 496 496 0.00
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 4.74 4.76 -0.02 4.85 4.76 0.09 4.35 4.14 0.21 4.97 4.93 0.04
Comfort of waiting/gate areas
29 " Eﬁ[ = / 4.85 4.86 -0.01 493 484 0.09 4.44 438 0.06 497 4.96 0.01
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.78 4.75 0.03 4.82 4.83 -0.01 4.50 411 0.39 4.93 4.93 0.00
qrEaTe / fsf 3msE fron
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.42 4.78 -0.36 4.65 4.84 -0.19 4.23 4.24 -0.01 4.93 4.89 0.04
Speed of baggage delivery
33 |t Yo AfETUI/Customs inspection - - - - - - - - - - - -
Wﬁmaﬂ"a‘gﬁmverall Satisfaction 457 4.58 -0.01 4.73 4.45 0.28 4.26 3.97 0.29 4.91 4.69 0.22
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.69 3.61 1.08 4.46 4.58 -0.12 4.39 3.66 0.73 4.97 4.61 0.36
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 464 377 0.87 458 463 -0.05 440 365 0.75 490 472 0.18
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTAT SUTA Y AP XA A wAARAT
&I g7/
467 3.63 464 457 463 3.70 4.87 4.78
3 Ability of staff to apply safety and hygiene 1.04 0.07 0.93 0.09
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 4.72 3.43 1.29 4.67 457 0.10 4.64 3.73 0.91 4.79 478 0.01
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 1.04 1.42 -0.38 1.46 352 -2.06 4.44 3.47 0.97 1.48 1.50 -0.02
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

11X / BIKANER - BKB

Tellehe / CALICUT - CCJ

HIIGTY / COIMBATORE - CJB

&E1GeT / DEHRADUN -DED

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . 453 4.07 0.46 4.99 4.86 0.13 497 472 0.25 4.80 4.40 0.40
Ground transportation to/from airport
2 . ! . ./ 4.72 4.25 0.47 4.95 4.86 0.09 4.92 4.69 0.23 5.00 4.07 0.93
Parking facilities
3 (SRR 4 /. I 4.66 439 0.27 4.90 477 0.13 4.90 459 0.31 450 4.00 0.50
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.67 4.47 0.20 4.98 4.78 0.20 4.94 4.63 0.31 4.62 4.33 0.29
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 481 464 017 498 484 0.14 498 483 0.15 474 429 0.45
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r Eﬁaﬁ’ 4.65 455 0.10 4.97 4.80 0.17 4.92 474 0.18 4.85 4.47 0.38
Efficiency of check-in staff
7 i 1 e, ) / 458 4.48 0.10 4.96 475 0.21 492 464 0.28 4.89 452 0.37
Courtesy and helpfulness of check-in staff
8 - /. <21 ferfiator aF wieftem X / . - - - 4.97 4.79 0.18 5.00 4.81 0.19 - - -
Waiting time at passport/personal ID inspection
g [T T 1 o¥a IR e A - ; ; 496 476 0.20 493 470 0.23 - - -
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 4.37 4.20 0.17 4.93 4.36 0.57 4.64 3.97 0.67 4.80 4.15 0.65
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 435 419 0.16 492 438 0.54 467 3.98 0.69 4.70 3.98 0.72
Thoroughness of security inspection
12 g ma; Wﬁ&n /. 4.37 4.20 0.17 4.86 4.40 0.46 4.67 4.04 0.63 457 3.87 0.70
Waiting time at security inspection
13 e 3R : A / 456 433 0.23 487 4.47 0.40 465 4.09 0.56 477 427 0.50
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.76 4.61 0.15 4.95 4.91 0.04 4.98 4.87 0.11 4.90 4.47 0.43
Ease of finding your way through airport
15 38 Wm - / 464 450 0.14 4.96 4.88 0.08 497 4.85 0.12 479 433 0.46
Flight information screens
16 . ﬁ. Eﬁ,a@/ . 4.59 455 0.04 4.94 4.82 0.12 4.97 475 0.22 4.52 4.26 0.26
Walking distance inside the terminal
17 A ﬂ. Eﬁ q: / " 4.48 4.04 0.44 498 4.80 0.18 4.96 476 0.20 4.86 431 0.55
Ease of making connections with other flights
18 1 3 3R 7 . Nl 4.58 4.38 0.20 4.97 4.87 0.10 4.97 4.87 0.10 4.63 4.24 0.39
Courtesy and helpfulness of airport staff
19 |/ 411 331 0.80 495 472 0.23 97 479 0.18 422 395 027
Restaurant/Eating facilities
20 e g 3 o1 eI3R .m/.., 3.92 3.66 0.26 4.94 4.69 0.25 4.96 475 0.21 4.02 3.87 0.15
Value for money of restaurant/eating facilities
o | werwar gt / a1 ufkada i sudedan
- - - 495 4.80 4.96 4.78 418 358
2 Availability of bank/ATM facilities/money changers 0.15 018 0.60
22 |«ifftier glamd/ Shopping facilities - - - 4.96 471 0.25 4.88 456 0.32 4.10 3.97 0.13




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

ANNEXURE I

11X / BIKANER - BKB

Tellehe / CALICUT - CCJ

HIIGTY / COIMBATORE - CJB

&E1GeT / DEHRADUN -DED

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
o3 | GRS & ApRe A - - - 4.93 472 0.21 493 4.65 0.28 3.97 3.79 0.18
Value for money of shopping facilities
24 lWi._Fi. it ! - - - 4.97 4.58 0.39 4.94 4.73 0.21 - 3.27 -
Internet access/Wi-Fi
25 STAR/ETS L o @3 / - - - 497 477 0.20 495 - - 456 4.19 0.37
Business/Executive lounges
26 ZITQ.WI. ) H © /. 4.80 4.46 0.34 4.97 4.87 0.10 4.95 4.61 0.34 4.92 4.52 0.40
Availability of washrooms/toilets
g7 TR | TR B wemal 467 449 0.18 97 482 0.15 498 455 0.43 492 448 0.44
Cleanliness of washrooms/toilets
28 u?ﬂﬁlﬂt&-ﬁaﬂ ! 4.59 4.45 0.14 4.97 4.84 0.13 4.98 4.67 0.31 4.59 4.22 0.37
Comfort of waiting/gate areas
29 ¥ Eﬁ[ = / 478 456 0.22 498 493 0.05 4.99 481 0.18 497 464 0.33
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 451 4.30 0.21 4.98 4.84 0.14 4.97 4.72 0.25 4.89 4.34 0.55
31 / T3 3 . / - - - 497 4.95 0.02 493 4.88 0.05 - - -
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.64 4.28 0.36 4.93 4.92 0.01 4.98 4.85 0.13 4.45 4.07 0.38
Speed of baggage delivery
33 |daT e fAfeToT/Customs inspection - - - 498 474 0.24 496 488 0.08 - - -
Wﬁmaﬂ"a‘gﬁmverall Satisfaction 4.45 4.08 0.37 4.97 4.60 0.37 4.96 4.18 0.78 4.66 3.84 0.82
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.33 4.09 0.24 4.98 4.96 0.02 4.97 4.86 0.11 4.88 4.71 0.17
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 428 419 0.09 495 453 0.42 413 421 -0.08 489 465 024
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTAT SUTA Y AP XA A wAARAT
&I g7/
435 413 4.90 4.80 493 456 4.82 452
3 Ability of staff to apply safety and hygiene 022 0.10 037 030
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 4.41 3.92 0.49 4.89 4.88 0.01 4.96 4.70 0.26 4.85 4.66 0.19
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ 454 3.56 0.98 115 1.56 -0.41 1.74 1.94 -0.20 1.04 1.18 -0.14

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

High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
fS§91E / DIBRUGARH - DIB €I / DIMAPUR - DMU 3% / DIU-DIU IAT/GAYA - GAY
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR BE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo AT A | WESN2021/ | W1 2021/ | YA HIHER/ | WIS2021/ | WEF| 2021/ | YWEMBI AR/ | WSS 112021/ | W1 2021/ | I v Hew/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 [Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 Wﬂéaﬁ/ﬂaﬁ?ﬁqﬁaﬁ/ _ 446 447 001 456 437 0.19 - 463 - 486 - -
Ground transportation to/from airport
2 . ! . ./ 4.28 4.45 -0.17 4.25 4.41 -0.16 - 4.69 - 4.89 - -
Parking facilities
3 [SRIERS 4 /. I 3.89 4.20 -0.31 4.03 3.94 0.09 - 478 - 478 - -
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.43 4.47 -0.04 4.27 4.43 -0.16 4.74 4.68 0.06 4.80 - -
Availability of baggage carts /trolleys
5 |0 fhrmar # el vl 431 434 -0.03 431 422 0.09 482 479 0.03 482 ; ;
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r a‘?ra;a—wn 4.37 4.25 0.12 4.16 4.26 -0.10 4.77 473 0.04 4.81 - -
Efficiency of check-in staff
7 i 1 e, ) / 431 418 0.13 414 425 -0.11 481 475 0.06 4.70 - -
Courtesy and helpfulness of check-in staff
8 g / st 3mES A dieTor A ueheT T/ . . . . . . . . . 500 . .
Waiting time at passport/personal ID inspection )
TRI&TOT FeT% &1 A3 3R TErE g/
9 X ! - - - - - - - - - 5.00 - -
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 4.20 4.03 0.17 3.98 3.98 0.00 4.24 4.42 -0.18 4.35 - -
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 4.03 413 -0.10 3.92 3.98 -0.06 4.07 4.48 -0.41 433 - -
Thoroughness of security inspection
12 T ma; Wﬁ&n /, 4.17 4.18 -0.01 3.89 4.02 -0.13 3.97 4.48 -0.51 4.39 - -
Waiting time at security inspection
13 e 3R : A / 4.44 424 0.20 454 412 0.42 4.06 4.49 -0.43 4.48 - -
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.37 4.48 -0.11 451 4.31 0.20 4.77 473 0.04 4.81 - -
Ease of finding your way through airport
15 - Wm - / 4.42 4.49 -0.07 4.08 438 -0.30 465 4.68 -0.03 483 - -
Flight information screens
16 . ﬁ. Eﬁ,a@/ . 4.43 4.33 0.10 4.41 4.31 0.10 4.68 4.72 -0.04 4.78 - -
Walking distance inside the terminal
17 [ ;T. aar?rzﬁ e/ ' - - - - - - 473 - - 472 - -
Ease of making connections with other flights
18 1 37 3R 7 . Nl 4.30 4.11 0.19 4.22 4.14 0.08 4.85 4.72 0.13 4.75 - -
Courtesy and helpfulness of airport staff
19 |/ Tm g 403 402 0.01 442 410 0.32 - - ; 469 ; ;
Restaurant/Eating facilities
20 e g 3 o1 eI3R .m/.., 3.64 3.65 -0.01 3.97 3.52 0.45 - - - 4.70 - -
Value for money of restaurant/eating facilities
21 ﬂ?ﬁl . q 3ﬂl?13T L & st/ - - - 4.56 4.41 0.15 - - - 4.82 - -
Availability of bank/ATM facilities/money changers
22 |«ifftier glaamd/ Shopping facilities 411 416 -0.05 4.26 417 0.09 - - - - -




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
fS§91E / DIBRUGARH - DIB €I / DIMAPUR - DMU 3% / DIU-DIU IAT/GAYA - GAY
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR BE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo AT A | WESN2021/ | W1 2021/ | YA HIHER/ | WIS2021/ | WEF| 2021/ | YWEMBI AR/ | WSS 112021/ | W1 2021/ | I v Hew/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 [Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 [P0 G @ AR €A 365 3.66 -0.01 382 3.60 0.13 - - - - -
Value for money of shopping facilities
2 Esceiesn /Wil-Filﬁﬁ'UT/ . ; ) 234 351 017 , - - 477 - -
Internet access/Wi-Fi
25 STAR/ETS L o @3 / - 433 - 411 - - - - 479 - -
Business/Executive lounges
26 ZITQ.WI. ) H © /. 453 4.23 0.30 4.52 4.23 0.29 4.50 4.47 0.03 4.78 - -
Availability of washrooms/toilets
g7 TR | TR B Twmal 455 450 0.05 433 433 0.00 466 437 0.29 a7 ; ;
Cleanliness of washrooms/toilets
28 u?ﬂﬁlﬂt&-ﬁaﬂ ! 4.37 4.25 0.12 4.16 4.15 0.01 4.76 4.56 0.20 4.71 - -
Comfort of waiting/gate areas
29 ¥ Eﬁ[ = / 463 4.47 0.16 453 429 0.24 4.88 461 0.27 481 - -
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.22 4.38 -0.16 4.22 4.09 0.13 4.94 4.71 0.23 4.73 - -
qrEaTe / fsf 3msE o
31 - . - - - - - - - - - 450 - -
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.40 4.32 0.08 4.34 4.11 0.23 4.11 4.20 -0.09 4.83 - -
Speed of baggage delivery
33 |da e fAfeToT/Customs inspection - - - - - - - - - 450 - -
el Frera '\q‘gﬁ/Overall Satisfaction 4.49 4.44 0.05 4.36 4.29 0.07 4.49 4.41 0.08 4.40 - -
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTsdr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.63 4.59 0.04 4.65 4.50 0.15 4.73 4.67 0.06 4.95 - -
place
HXET 3R FaoodT SUTT & aR # giad a1 &
o |PE R wmAe & wwEar) . 456 452 0.04 453 435 0.18 463 463 0.00 494 ; ;
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTT SUTA Y AP XA A wAaRAT
&I g7/
4.42 4.41 4.60 431 4.75 463 491 - -
3 Ability of staff to apply safety and hygiene 0.01 0.2 012
measures
FRET 3R FaodT SUTAT & TR W AET X &
4 |forw smeAfaam & T/Level of confidence to 4.41 434 0.07 452 4.30 0.22 4.79 461 0.18 4.95 - -
travel based on safety and hygiene measures
HegH AT ITT AT & ER (1 =FHA d19, 5 =
5 7 )/ . 2.89 2.79 0.10 1.61 3.06 -1.45 1.22 1.30 -0.08 475 - -
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

I[IITA (HIIT2T) / GAGGAL (KANGRA) -
UﬂT@'gT / GORAKHPUR - GOP ( )/DHM ( ) TR / GWALIOR - GWL W / HUBLI - HBX
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . 3.83 3.81 0.02 494 436 0.58 458 255 2.03 463 455 0.08
Ground transportation to/from airport
2 . ! . ./ - - - 4.90 4.34 0.56 4.08 2.84 1.24 4.39 4.20 0.19
Parking facilities
3 (SRR 4 /. I - - - 483 421 0.62 397 271 1.26 438 4.09 0.29
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 3.98 4.24 -0.26 4.85 4.65 0.20 4.38 3.68 0.70 4.68 4.29 0.39
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 389 403 0.14 488 454 034 420 375 0.45 477 428 0.49
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r & a‘-aw.ﬂ/ 3.84 4.03 -0.19 4.82 4.35 0.47 4.15 3.99 0.16 4.73 4.31 0.42
Efficiency of check-in staff
7 i 1 e, ) / 3.96 3.90 0.06 4.80 433 0.47 425 4.06 0.19 473 431 0.42
Courtesy and helpfulness of check-in staff
R g / st 3mES A dieTor A veheT T/ j j ) ) ) j j ) j j j )
Waiting time at passport/personal ID inspection
9 deToT TeTh o A 3R T A ] . . . ] ] . . . . . i
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 3.81 3.64 0.17 4.72 3.88 0.84 3.77 4.12 -0.35 4.47 4.08 0.39
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 374 3.67 0.07 4.70 3.87 0.83 3.70 422 -0.52 439 4.07 0.32
Thoroughness of security inspection
12 g . m & Wﬁ&n /. 3.66 3.72 -0.06 4.68 3.93 0.75 3.60 4.05 -0.45 4.37 3.94 0.43
Waiting time at security inspection
13 e 3R : A / 3.77 3.98 -0.21 464 415 0.49 3.85 4.26 -0.41 4.41 415 0.26
Feeling of being safe and secure
14 ﬁ ) « H q . / 3.95 4.14 -0.19 4.87 4.49 0.38 3.90 4.03 -0.13 4.85 4.41 0.44
Ease of finding your way through airport
15 - Wgﬂ - / 3.77 411 -0.34 485 456 0.29 3.39 3.23 0.16 482 4.43 0.39
Flight information screens
16 . a . Eﬁ,a@/ . 3.98 3.92 0.06 4.80 4.28 0.52 3.65 373 -0.08 4.75 4.25 0.50
Walking distance inside the terminal
17 A ﬂ. Eﬁ q: / " 4.16 3.87 0.29 - 416 - 3.70 3.63 0.07 476 434 0.42
Ease of making connections with other flights
18 1 3 3R 7 . Nl 3.90 3.90 0.00 4.86 4.33 0.53 3.95 4.03 -0.08 4.76 4.34 0.42
Courtesy and helpfulness of airport staff
19 el / W gfaund/ 358 394 0.36 485 414 0.71 - - 454 4.08 0.46
Restaurant/Eating facilities
0 |V / T G o FearedRel el /| 323 258 0.35 281 304 0.87 - - 446 383 0.63
Value for money of restaurant/eating facilities
o | werwar gt / a1 ufkada i sudedan
3.65 3.83 - 4.93 4.60 - - 414 4.26 -
2 Availability of bank/ATM facilities/money changers B3 033 0
22 |«ifftier glamd/ Shopping facilities - - - 4.87 - - - - 4.36 - -




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

ANNEXURE I

I[IITA (HIIT2T) / GAGGAL (KANGRA) -
U'I’IT@ET / GORAKHPUR - GOP ( )/DHM ( ) TR / GWALIOR - GWL W / HUBLI - HBX
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 o GraT3f &1 HeATR el _am/ . . . 480 . . ; ; 432 ; R
Value for money of shopping facilities
2 Setaie WaE lWil-Filﬁﬁ'UT/ . R R 4.65 R - 2.48 281 -0.33 - - B
Internet access/Wi-Fi
25 esa/ETsegfed drsat/ ; : ; ; ; ; ; ; : : ;
Business/Executive lounges
26 ZITQ.WI. ) H © /. 4.19 4.11 0.08 4.84 471 0.13 4.26 3.43 0.83 4.58 4.21 0.37
Availability of washrooms/toilets
g7 TR | TR B wemal a3 392 0.45 489 461 0.28 413 313 1.00 452 427 0.25
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 4.12 3.96 0.16 4.91 4.42 0.49 4.18 3.47 0.71 4.70 4.31 0.39
Comfort of waiting/gate areas
29 ¥ zﬁr = / 4.48 4.43 0.05 493 467 0.26 419 358 0.61 483 4.40 0.43
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 3.93 4.25 -0.32 4.90 4.45 0.45 4.11 3.43 0.68 4.85 4.33 0.52
qrEaTe / fsf 3msE fron
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.17 4.10 0.07 4.82 4.68 0.14 4.25 3.84 0.41 4.65 3.93 0.72
Speed of baggage delivery
33 |t Yo AfETUI/Customs inspection - - - - - - - - - - - -
gt T3 ¢ HZM¥/Overall Satisfaction 467 450 0.17 4.80 434 0.46 413 3.35 0.78 4.64 417 0.47
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.74 4.61 0.13 4.92 4.25 0.67 4.74 3.86 0.88 4.94 4.21 0.73
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 483 457 0.26 481 426 0.55 469 382 0.87 494 417 0.77
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTAT SUTA Y AP XA A wAARAT
&I g7/
4.80 457 472 4.30 4.69 3.88 4.93 4.43
3 Ability of staff to apply safety and hygiene 0.23 0.42 0.81 0.50
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 4.81 4.59 0.22 4.77 4.28 0.49 4.65 3.93 0.72 4.93 4.26 0.67
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 2.93 458 -1.65 3.05 4.48 -1.43 1.24 1.84 -0.60 1.01 1.75 -0.74
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

SISl / IMPHAL - IMF

%2R / INDORE - IDR

STSTqY / JABALPUR - JLR

AT / JAISALMER - JSA

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . 4.40 429 0.11 488 4.90 -0.02 468 428 0.40 424 3.85 0.39
Ground transportation to/from airport
2 . ! . ./ 4.35 4.25 0.10 4.90 4.86 0.04 4.55 4.20 0.35 4.37 4.57 -0.20
Parking facilities
3 (SRR 4 /. I 3.99 3.84 0.15 488 4.94 -0.06 4.45 4.19 0.26 4.06 435 -0.29
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.59 4.32 0.27 4.90 4.90 0.00 4.60 4.45 0.15 4.95 4.44 0.51
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 445 426 0.19 201 497 -0.06 465 437 0.28 496 439 057
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r & a‘-aw.ﬂ/ 4.40 4.26 0.14 4.91 4.96 -0.05 4.69 4.35 0.34 4.83 4.45 0.38
Efficiency of check-in staff
7 i 1 e, ) / 4.41 411 0.30 492 4.95 -0.03 4.66 433 0.33 455 4.44 0.11
Courtesy and helpfulness of check-in staff
8 g / st 3mES A dieTor A veheT T/ . . . a0l . . . . . . . .
Waiting time at passport/personal ID inspection )
9 TAR1&TOT Tk T o 3R Terh A . ) . ag2 ) ) . ) . . . )
Courtesy and helpfulness of inspection staff )
10 g 1 73 3R e m/. 4.40 3.86 0.54 4.81 4.82 -0.01 4.30 4.15 0.15 4.46 4.22 0.24
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 4.46 4.08 0.38 476 4.82 -0.06 437 413 0.24 432 417 0.15
Thoroughness of security inspection
12 g . m & Wﬁ&n /. 4.10 3.82 0.28 4.88 4.92 -0.04 4.36 413 0.23 4.34 4.07 0.27
Waiting time at security inspection
13 e 3R : A / 461 433 0.28 495 4.95 0.00 4.46 431 0.15 481 415 0.66
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.43 4.36 0.07 4.91 4.94 -0.03 4.75 4.41 0.34 4.74 4.30 0.44
Ease of finding your way through airport
15 38 Wgﬂ - / 3.99 411 -0.12 492 493 -0.01 473 4.06 0.67 485 410 0.75
Flight information screens
16 . a . Eﬁ,a@/ . 451 4.26 0.25 4.94 4.97 -0.03 4.69 4.39 0.30 4.50 4.63 -0.13
Walking distance inside the terminal
17 A ﬂ. Eﬁ q: / " - - - 4.90 4.95 -0.05 462 3.90 0.72 4.07 4.00 0.07
Ease of making connections with other flights
1g | TR T o 19 3N T Qe 442 416 0.26 484 4.99 0.05 461 4.27 0.34 454 4.47 0.07
Courtesy and helpfulness of airport staff
19 |/ 420 394 0.26 201 494 -0.03 - 371 ; ; ; ;
Restaurant/Eating facilities
20 Sk 31’rEFf3{v IR ,m/,,, 3.99 3.67 0.32 4.88 4.90 -0.02 - 3.63 - - - -
Value for money of restaurant/eating facilities
o | werwar gt / a1 ufkada i sudedan
415 434 - 491 491 - - - - - -
2 Availability of bank/ATM facilities/money changers 0 0.00
22 |«ifftier glamd/ Shopping facilities 4.01 3.88 0.13 4.87 4.92 -0.05 - - - R R R




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

ANNEXURE I

SISl / IMPHAL - IMF

%2R / INDORE - IDR

STSTqY / JABALPUR - JLR

AT / JAISALMER - JSA

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 [P0 G @ AR €A 3.80 357 0.23 489 4.93 -0.04 - - - - - -
Value for money of shopping facilities
24 lWi._Fi. q ! 3,51 3.41 0.10 4.90 4.91 -0.01 4.29 3.63 0.66 - 1.08 -
Internet access/Wi-Fi
25 STAR/ETS L o @3 / 414 - 4.90 4.95 -0.05 - - - - 5.00 -
Business/Executive lounges
26 ZITQ.WI. ) H © /. 457 4.30 0.27 4.92 4.94 -0.02 453 4.34 0.19 4.94 4.34 0.60
Availability of washrooms/toilets
g7 TR | TR B wemal 433 419 0.14 495 495 0.00 465 416 0.49 485 429 0.56
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 4.22 4.02 0.20 4.94 4.95 -0.01 4.52 4.35 0.17 4.63 4.21 0.42
Comfort of waiting/gate areas
29 " zﬁr = / 4.43 4.30 0.13 495 493 0.02 474 434 0.40 484 454 0.30
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.16 3.93 0.23 4.89 4.98 -0.09 4.67 4.30 0.37 4.54 4.60 -0.06
qrEaTe / fsf 3msE fron
31 - . - - - 491 - - - - - - - -
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.25 4.10 0.15 4.84 4.97 -0.13 4.42 4.28 0.14 4.38 4.03 0.35
Speed of baggage delivery
33 |daT e fAfeToT/Customs inspection - - - 5.00 - - - - - - - -
Wﬁmaﬂ"a‘gﬁmverall Satisfaction 4.49 4.11 0.38 4.85 4.92 -0.07 4.68 4.28 0.40 4.62 4.10 0.52
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.65 4.55 0.10 4.90 4.43 0.47 4.73 3.98 0.75 3.83 4.74 -0.91
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 464 457 0.07 201 449 0.42 72 400 0.72 379 466 -0.87
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTAT SUTA Y AP XA A wAARAT
&I g7/
463 454 4.89 456 473 4.03 3.79 467 -
3 Ability of staff to apply safety and hygiene 0.09 033 0.70 Bes
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 471 458 0.13 4.87 4.62 0.25 4.75 4.02 0.73 3.88 4.76 -0.88
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ 1.23 1.39 -0.16 1.50 1.62 -0.12 1.04 1.35 -0.31 3.95 1.94 2.01

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




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

ANNEXURE I

Gﬂﬂ/ JAMMU - IX) SITAAIR / JAMNAGAR - JGA a’mgr / JODHPUR - JDH Gﬂm / JORHAT - JRH
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . 438 4.01 0.37 494 465 0.29 474 4.90 -0.16 450 4.47 0.03
Ground transportation to/from airport
2 v:|'|ﬁm g au, .Q,/ - - - 4.94 454 0.40 452 4.89 -0.37 427 422 0.05
Parking facilities
3 (SRR 4 /. I - - - 4.95 439 0.56 431 4.83 -0.52 4.03 4.07 -0.04
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.82 4.26 0.56 4.94 4.70 0.24 431 4.88 -0.57 4.48 4.35 0.13
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 484 415 0.69 495 463 0.32 453 489 036 434 422 0.12
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r & a‘-aw.ﬂ/ 4.71 4.06 0.65 4.94 4.66 0.28 4.38 4.87 -0.49 4.29 4.17 0.12
Efficiency of check-in staff
7 i 1 e, ) / 457 3.99 0.58 493 467 0.26 436 487 -0.51 435 412 0.23
Courtesy and helpfulness of check-in staff
R g / st 3mES A dieTor A veheT T/ j j ) ) ) j j ) j j j )
Waiting time at passport/personal ID inspection
9 deToT TeTh o A 3R T A ] . . . ] ] . . . . . i
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 4.35 371 0.64 4.84 4.29 0.55 4.00 455 -0.55 4.17 3.88 0.29
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 424 3.70 0.54 481 413 0.68 361 465 -1.04 415 4.07 0.08
Thoroughness of security inspection
12 g . m & Wﬁ&n /. 431 375 0.56 4.82 4.21 0.61 3.89 4.69 -0.80 4.20 4.06 0.14
Waiting time at security inspection
13 e 3R : A / 4.69 425 0.44 4.86 428 0.58 414 472 -0.58 4.46 413 0.33
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.67 4.32 0.35 4.96 4.67 0.29 453 4.94 -0.41 4.34 4.35 -0.01
Ease of finding your way through airport
15 38 Wgﬂ - / 467 453 0.14 495 4.45 0.50 452 492 -0.40 4.44 4.41 0.03
Flight information screens
16 . a . Eﬁ,a@/ . 4.38 4.16 0.22 4.94 4.66 0.28 4.33 4.90 -0.57 4.47 4.22 0.25
Walking distance inside the terminal
17 |3 3N B UG g B g 429 401 0.28 4.96 - - 434 474 -0.40 - - -
Ease of making connections with other flights
18 1 3 3R 7 . Nl 4.48 4.18 0.30 4.95 4.57 0.38 4.49 4.85 -0.36 4.34 4.07 0.27
Courtesy and helpfulness of airport staff
19 |/ 400 386 0.14 - - ; 410 479 -0.69 405 376 0.29
Restaurant/Eating facilities
20 XERT | W Fraur3it o e .ﬁ?" I 3.95 358 0.37 R R R 3.68 4.65 -0.97 3.66 3.20 0.37
Value for money of restaurant/eating facilities
g1 [T/ vt R/ s aREde! dr suaey 415 3.92 0.23 - - - - - - . ) 5
Availability of bank/ATM facilities/money changers
22 |«ifftier glamd/ Shopping facilities 4.20 4.04 0.16 - - - 4.49 4.48 0.01 - - -




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

ANNEXURE I

GFJQI/ JAMMU - IX) SITAAIR / JAMNAGAR - JGA a’mgr / JODHPUR - JDH Gﬂm / JORHAT - JRH
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
93 | GRS T HeAG R A 410 380 0.30 - - - 397 430 -0.33 - - -
Value for money of shopping facilities
24 [ Wi-Fi gradr/ 431 4.09 0.22 4.92 415 0.77 - - - - - -
Internet access/Wi-Fi
25 ij >3/ - - - - - - - - - - 418 -
Business/Executive lounges
26 ZITQ.WI. ) H © /. 4.87 4.70 0.17 4.93 451 0.42 4.47 4.88 -0.41 4.36 4.30 0.06
Availability of washrooms/toilets
g7 TR | TR B wemal 489 459 0.30 494 447 047 440 474 034 435 437 -0.02
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 4.62 4.26 0.36 4.94 4.58 0.36 4.42 4.87 -0.45 4.40 4.30 0.10
Comfort of waiting/gate areas
29 " Eﬁ = / 4.70 454 0.16 497 4.62 0.35 455 4.90 -0.35 4.44 437 0.07
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.47 4.15 0.32 4.96 4.62 0.34 4.55 4.91 -0.36 4.40 4.28 0.12
qrEaTe / fsf 3msE fron
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.49 4.24 0.25 4.96 4.47 0.49 4.11 473 -0.62 4.44 4.21 0.23
Speed of baggage delivery
33 |t Yo AfETUI/Customs inspection - - - - - - - - - - - -
Wﬁmaﬂ"a‘gﬁmverall Satisfaction 4.63 4.42 0.21 4.85 4.23 0.62 4.33 4.70 -0.37 4.37 4.32 0.05
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 3.57 3.91 -0.34 4.98 4.75 0.23 3.96 4.81 -0.85 4.57 4.50 0.07
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 361 392 031 483 455 0.28 411 473 -0.62 447 437 0.10
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTAT SUTA Y AP XA A wAARAT
&I g7/
3.56 391 - 4.92 4.60 437 472 - 4.47 435
3 Ability of staff to apply safety and hygiene D 032 D 012
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 3.68 4.02 -0.34 478 4.56 0.22 4.49 459 -0.10 4.44 4.29 0.15
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 4.00 4.04 -0.04 118 1.70 -0.52 427 1.50 2.77 281 2.99 -0.18
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

. WIAYY (THL) / KANPUR (CHAKERI) -
PISCT / KANDLA - IXY ( )/ KNU ( ) ﬁﬁ‘\’m / KISHANGARH - KQH Eﬁlo‘%lgi / KOLHAPUR - KLH
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . &=t/ . 4.02 3.26 0.76 417 4.90 -0.73 4.60 4.68 -0.08 4.41 - -
Ground transportation to/from airport
2 . ! . ./ 3.92 3.44 0.48 4.32 4.78 -0.46 4.49 4.52 -0.03 4.23 2.85 1.38
Parking facilities
3 (SRR 4 /. I 3.63 3.47 0.16 418 450 -0.32 432 438 -0.06 4.06 241 1.65
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 3.67 3.53 0.14 4.36 4.78 -0.42 4.30 4.69 -0.39 4.42 3.18 1.24
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 394 369 0.25 431 480 -0.49 442 472 030 458 323 1.35
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r Eﬁaﬁ’ 3.83 3.54 0.29 4.38 4.82 -0.44 4.25 473 -0.48 457 251 2.06
Efficiency of check-in staff
7 i 1 e, ) / 381 3.56 0.25 432 484 -0.52 424 4.68 -0.44 462 2.37 2.25
Courtesy and helpfulness of check-in staff
R g / st 3mES A dieTor A veheT T/ j j ) ) ) j j ) j j j )
Waiting time at passport/personal ID inspection
9 deToT TeTh o A 3R T A ] . . . ] ] . . . . . i
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 3.45 3.10 0.35 4.16 4.62 -0.46 3.89 4.33 -0.44 4.37 2.29 2.08
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 3.30 2.94 0.36 415 4.66 -0.51 384 431 -0.47 432 227 2.05
Thoroughness of security inspection
12 g ma; Wﬁ&n /. 3.19 3.01 0.18 4.14 4.66 -0.52 3.82 4.31 -0.49 4.28 217 211
Waiting time at security inspection
13 e 3R : A / 353 3.08 0.45 419 4.88 -0.69 3.96 4.43 -0.47 427 2.38 1.89
Feeling of being safe and secure
14 ﬁ ) « H q . / 3.83 3.61 0.22 4.33 4.89 -0.56 4.43 4.70 -0.27 4.72 2.82 1.90
Ease of finding your way through airport
15 - Wgﬂ - / 3.79 3.66 0.13 381 493 -1.12 4.43 472 -0.29 462 2.64 1.98
Flight information screens
16 . ﬁ. Eﬁ,a@/ . 3.57 3.48 0.09 3.99 4.91 -0.92 4.19 4.62 -0.43 4.62 271 191
Walking distance inside the terminal
17 A ﬂ. Eﬁ q: / " 358 353 0.05 3.90 5.00 -1.10 422 463 -0.41 425 2.66 1.59
Ease of making connections with other flights
18 1 3 3R 7 . Nl 3.79 374 0.05 4.17 4.92 -0.75 4.34 4.69 -0.35 4.65 2.92 1.73
Courtesy and helpfulness of airport staff
19 |/ 328 313 0.15 492 468 024 421 450 -0.29 - 198 ;
Restaurant/Eating facilities
20 e g 3 o1 eI3R .m/.., 2.92 3.10 -0.18 4.94 4.21 0.73 3.94 4.40 -0.46 - 158 -
Value for money of restaurant/eating facilities
21 ﬂ?ﬁl . q 3ﬂl?13T & sere/ - - - 4.39 5.00 -0.61 - - - - - -
Availability of bank/ATM facilities/money changers
22 |«ifftier glamd/ Shopping facilities - - - 4.95 5.00 -0.05 - - - - R -




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

ANNEXURE I

. WIAYY (THL) / KANPUR (CHAKERI) -
PISCT / KANDLA - IXY ( )/ KNU ( ) ﬁﬁ‘\’m / KISHANGARH - KQH Eﬁlvglg! / KOLHAPUR - KLH
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 [P0 G @ AR €A - - - 491 5.00 -0.09 - - - - - -
Value for money of shopping facilities
2 Esceies lWil-FilﬁﬁfﬂT/ . ; : 4.09 472 0.63 - - - 454 273 1.81
Internet access/Wi-Fi
25 STAR/ETS L o @3 / - - - 4.66 4.89 -0.23 - - - - - -
Business/Executive lounges
26 ZITQ.WTI. ) H © /. 3.94 3.54 0.40 4.22 473 -0.51 4.37 474 -0.37 4.52 3.03 1.49
Availability of washrooms/toilets
g7 TR | TR B wemal 366 353 0.13 427 466 039 438 448 -0.10 44 289 1.55
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 3.65 3.59 0.06 4.27 475 -0.48 4.41 4.67 -0.26 4.62 2.92 1.70
Comfort of waiting/gate areas
29 " Eﬁ = / 3.76 3.72 0.04 4.40 478 -0.38 457 473 -0.16 4.79 2.94 1.85
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 3.76 3.70 0.06 431 4.80 -0.49 4.44 4.77 -0.33 4.78 2.93 1.85
qrEaTe / fsf 3msE fron
Passport/ID inspection
32 st Eﬁ.mﬁ/ 3.73 3.81 -0.08 4.42 4.81 -0.39 4.23 4.26 -0.03 4.40 3.09 131
Speed of baggage delivery
33 |t Yo AfETUI/Customs inspection - - - - - - - - - - - -
Wﬁmaﬂ"a‘gﬁmverall Satisfaction 3.58 3.37 0.21 4.36 471 -0.35 4.35 4.30 0.05 4.55 2.80 1.75
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 3.56 2.80 0.76 4.42 4.91 -0.49 3.72 4.82 -1.10 4.37 4.37 0.00
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 362 278 0.84 44 459 -0.15 380 455 0.75 4.49 429 0.20
Clarity of signage and instructions to inform about
safety and hygiene measures
TRET 3R TaTEaT ST Y AR A A PR
&I g7/
3.87 2.45 4.43 4.64 - 4.08 4.65 - 459 421
3 Ability of staff to apply safety and hygiene 142 021 v 038
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 3.96 2.77 1.19 4.45 461 -0.16 4.30 4.62 -0.32 4.60 437 0.23
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 371 253 1.18 214 1.28 0.86 3.75 1.85 1.90 1.00 1.60 -0.60
Level of stress experienced (1=Low stress , 5 =
High stress)




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
IEAYY (eirelTed)) / LAKHIMPUR
LEH - IXL Hg% MADURAI - IXM iﬁﬂ! MYSURU - MY
(LILABARI) - IXI a? / / / Q
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . 456 4.06 0.50 3.62 3.14 0.48 493 4.66 0.27 4.89 472 0.17
Ground transportation to/from airport
2 . ! . ./ 4.44 4.37 0.07 3.64 3.32 0.32 4.92 4.49 0.43 4.79 4.68 0.11
Parking facilities
3 (SRR 4 /. I 4.02 4.05 -0.03 334 3.06 0.28 491 450 0.41 4.70 4.69 0.01
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.76 4.15 0.61 3.50 3.35 0.15 4.94 4.62 0.32 4.84 4.69 0.15
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 419 408 011 335 304 031 495 480 0.15 488 478 0.10
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r Eﬁaﬁ’ 4.48 4.16 0.32 3.36 3.23 0.13 4.95 4.79 0.16 4.79 475 0.04
Efficiency of check-in staff
7 i 1 e, ) / 437 4.08 0.29 334 3.24 0.10 494 473 0.21 476 4.66 0.10
Courtesy and helpfulness of check-in staff
8 g / st 3mES A dieTor A veheT T/ . . . . . . 486 . . . . .
Waiting time at passport/personal ID inspection )
TRI&TOT F2T% &1 A3 3R TErE g/
9 . - - - - - - - 487 - - - - -
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 4.45 4.00 0.45 3.32 313 0.19 4.69 4.41 0.28 4.64 4.48 0.16
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 437 421 0.16 332 3.20 0.12 473 417 0.56 4.60 453 0.07
Thoroughness of security inspection
12 g ma; Wﬁ&n /. 4.21 4.32 -0.11 3.20 2.97 0.23 4.62 4.06 0.56 4.58 4.56 0.02
Waiting time at security inspection
13 e 3R : A / 429 456 -0.27 3.45 3.29 0.16 4.69 4.40 0.29 4.49 455 -0.06
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.24 4.31 -0.07 3.37 3.12 0.25 4.96 4.65 0.31 4.75 4.76 -0.01
Ease of finding your way through airport
15 38 Wgﬂ - / 477 435 0.42 311 1.77 1.34 4.96 484 0.12 475 457 0.18
Flight information screens
16 . ﬁ. Eﬁ,a@/ . 4.16 4.18 -0.02 3.36 3.20 0.16 4.96 4.57 0.39 4.72 4.61 0.11
Walking distance inside the terminal
17 A ﬂ. Eﬁ q: / " - - - 3.23 291 0.32 4.96 454 0.42 461 458 0.03
Ease of making connections with other flights
18 1 3 3R 7 . Nl 4.37 413 0.24 3.33 3.19 0.14 4.96 4.90 0.06 4.73 4.62 0.11
Courtesy and helpfulness of airport staff
19 |/ 387 322 0.65 326 236 0.90 493 443 0.50 art 446 0.25
Restaurant/Eating facilities
20 e g 3 o1 eI3R .m/.., 4.27 3.62 0.65 3.13 2.07 1.06 4.93 4.38 0.55 4.73 4.40 0.33
Value for money of restaurant/eating facilities
o | werwar gt / a1 ufkada i sudedan
21| Availability of bank/ATM faciliies/money changers ) . . 335 3.45 -0.10 4.92 451 0.41 485 459 0.26
22 |«ifftier glamd/ Shopping facilities - - - 3.14 153 1.61 4.87 433 0.54 - - -




PARAMETERWISE RESULT FOR CUSTOMER SATISFACTION SURVEY FOR ROUND-II 2021 OVER ROUND-I 2021 ANNEXURE |
IEAYY (eirelTed)) / LAKHIMPUR
LEH - IXL FIQQ MADURAI - IXM iﬁﬂ! MYSURU - MY
(LILABARI) - IXI a? / / / Q
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 [P0 G @ AR €A - - - 3.03 142 1.61 4.89 431 0.58 - - -
Value for money of shopping facilities
24 lWi._Fi. it ! - - - 1.44 1.19 0.25 4.90 4.78 0.12 4.71 4.39 0.32
Internet access/Wi-Fi
25 STAR/ETS L o @3 / - - - 2.79 3.38 -0.59 491 4.68 0.23 - - -
Business/Executive lounges
26 ZITQ.WI. ) H © /. 4.69 4.25 0.44 3.54 3.90 -0.36 4.92 4.72 0.20 4.70 4.61 0.09
Availability of washrooms/toilets
g7 TR | TR B wemal 4560 440 0.20 357 408 051 494 474 0.20 480 459 0.21
Cleanliness of washrooms/toilets
28 u?ﬂﬁlﬂt&-ﬁaﬂ ! 4.66 4.11 0.55 3.46 3.27 0.19 4.93 4.68 0.25 4.78 4.72 0.06
Comfort of waiting/gate areas
29 ¥ Eﬁ = / 458 439 0.19 3.62 422 -0.60 4.96 492 0.04 4.89 471 0.18
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.90 4.37 0.53 3,51 3.36 0.15 4.96 4.80 0.16 4.78 4.66 0.12
qrEaTe / fsf 3msE fron
31 - . - - - - - - 4.94 - - - - -
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.93 4.30 0.63 3.38 3.18 0.20 4.98 4.85 0.13 4.63 4.43 0.20
Speed of baggage delivery
33 |daT e fAfeToT/Customs inspection - - - - - - 492 - - - - -
gt T3 ¢ HZM¥/Overall Satisfaction 4.34 415 0.19 3.41 3.27 0.14 4.93 4.4 0.49 471 453 0.18
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.40 4.37 0.03 3.69 3.69 0.00 4.97 4.97 0.00 4.84 4.84 0.00
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 431 429 0.02 371 369 0.02 430 436 -0.06 451 468 -0.17
Clarity of signage and instructions to inform about
safety and hygiene measures
TRET 3R TaTEaT ST Y AR A A PR
&I g7/
435 421 3.79 3.74 4.94 4.90 452 461 -
3 Ability of staff to apply safety and hygiene 014 0.05 0.04 s
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 431 4.37 -0.06 3.96 3.80 0.16 4.97 4.92 0.05 451 4.66 -0.15
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 424 1.60 2.64 222 3.09 -0.87 1.76 1.55 0.21 1.05 1.77 -0.72
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

‘-TI?Rﬁ?T/PAKYONG -PYG ‘-'IT-FF"IT / PANTNAGAR - PGH YaTIhIT / PATHANKOT - IXP W/ PORBANDAR - PBD
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ : 4.20 - - 413 3.99 0.14 456 4.66 -0.10 4.82 484 -0.02
Ground transportation to/from airport
2 . ! . ./ 3,51 - - 3.83 3.96 -0.13 4.44 4.36 0.08 4.80 4.86 -0.06
Parking facilities
3 SRR /. I 3.15 - - 3.76 3.92 -0.16 4.43 429 0.14 476 474 0.02
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.02 - - 4.09 4.04 0.05 4.40 4.21 0.19 4.79 4.87 -0.08
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 423 ; - 433 402 031 458 435 0.23 481 488 -0.07
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r & a‘-aw.ﬂ/ 4.47 - - 4.80 3.92 0.88 4.58 4.20 0.38 4.84 4.88 -0.04
Efficiency of check-in staff
7 i 1 e, ) / 455 - - 491 451 0.40 4.45 410 0.35 4.80 4.82 -0.02
Courtesy and helpfulness of check-in staff
R g / st 3mES A dieTor A veheT T/ j j ) ) ) j j j j j j j
Waiting time at passport/personal ID inspection
9 deToT TeTh o A 3R T A . . . . ] . . . . . i i
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 4.06 - - 4.82 4.06 0.76 4.08 3.61 0.47 4.43 453 -0.10
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 4.06 - - 3.63 3.47 0.16 3.98 331 0.67 436 4.60 -0.24
Thoroughness of security inspection
12 g . m & Wﬁ&n /. 4.02 - - 3.62 3.21 0.41 4.05 3.44 0.61 4.36 4.63 -0.27
Waiting time at security inspection
13 i 3R : A / 4.15 - - 3.60 3.39 0.21 4.08 354 0.54 4.40 4.70 -0.30
Feeling of being safe and secure
14 ﬁ ) « H g . / 3.85 - - 4.05 4.02 0.03 4.81 4.18 0.63 4.88 4.86 0.02
Ease of finding your way through airport
15 38 Wgﬂ - / 432 - - 3.68 3.64 0.04 465 420 0.45 481 4.82 -0.01
Flight information screens
16 . a . Eﬁ,a@/ . 4.26 - - 3.94 4.04 -0.10 4.59 4.10 0.49 4.72 4.77 -0.05
Walking distance inside the terminal
= S § HUF AT Y I
17 |gase of making connections with other flights 270 B B B B B 456 4.08 048 B B B
18 1 7 3R e . Nl 4.54 - - 4.79 4.11 0.68 4.80 4.15 0.65 4.83 4.82 0.01
Courtesy and helpfulness of airport staff
19 |TERI/TEgRYY 2.00 - - - - - 441 398 0.43 4.42 462 -0.20
Restaurant/Eating facilities
20 TR | @ g 31’rEFf3{v 1R .@?ﬂ/” . 211 - - - - - 4.32 4.00 0.32 4.34 4.67 -0.33
Value for money of restaurant/eating facilities
”n aaw.uaw” gﬁm&ﬁ/aaqﬁaéaﬁm fr ST . . . . . . 250 . . . .
Availability of bank/ATM facilities/money changers
22 |«ifftier glamd/ Shopping facilities 1.37 - - - - - - 2.75 - R - R




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

ANNEXURE I

‘-'IFRﬁ'JT/PAKYONG -PYG ‘-'IT-FFTIT / PANTNAGAR - PGH YaTIhIT / PATHANKOT - IXP tﬂﬁiﬂ'{/ PORBANDAR - PBD
33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 T AN Pl AR A 161 - - - - - - 400 - - - -
Value for money of shopping facilities
2 AT vaa /Wil-Filﬁﬁr'UT/ N B 3901 - - - 4.00 - 452 481 -0.29
Internet access/Wi-Fi
25 ST/ L o @3 / - - - - - - 3.60 - 453 4.85 -0.32
Business/Executive lounges
26 ZITQ.WI. ) H © /. 4.83 - - 4.87 4.30 0.57 4.42 4.05 0.37 4.78 4.91 -0.13
Availability of washrooms/toilets
g7 TR | TR B wemal 481 - - 491 442 0.49 434 408 0.26 478 481 -0.03
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 4.74 - - 4.12 4.19 -0.07 4.56 4.20 0.36 4.85 4.86 -0.01
Comfort of waiting/gate areas
29 ¥ Eﬁ[ = / 4.89 - - 4.68 438 0.30 4.80 428 0.52 493 4.89 0.04
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.77 - - 4.87 4.05 0.82 4.65 4.21 0.44 4.90 4.85 0.05
qrEaTe / fsf 3msE fron
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.84 - - 3.93 4.09 -0.16 4.73 4.67 0.06 4.49 473 -0.24
Speed of baggage delivery
33 |t Yo AfETUI/Customs inspection - - - - - - - - - - - -
gt T3 ¢ HZM¥/Overall Satisfaction 4.40 - - 3.38 3.48 -0.10 4.32 3.80 0.52 4.64 465 -0.01
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.49 - - 2.98 3.32 -0.34 4.94 4.30 0.64 4.73 4.94 -0.21
place
T 3R FaeodT SUTT & aR # giad X &
2 ﬁ'é:?_r S i & e / . . 4.66 - - 3.01 341 -0.40 4.08 433 -0.25 4.70 4.86 -0.16
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTAT SUTA Y AP XA A wAARAT
&I g7/
481 - - 2.98 3.66 - 4.89 452 474 4.83 -
3 Ability of staff to apply safety and hygiene Des 037 s
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 4.85 - - 2.79 3.56 -0.77 4.91 4.41 0.50 478 4.81 -0.03
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 1.34 - - 2.90 2.89 0.01 1.98 1.61 0.37 113 1.42 -0.29
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

UI€ SO / PORT BLAIR- IXZ

UIIRTST / PRAYAGRA! - IXD

TG / RAIPUR - RPR

TS / RAJAHMUNDRY - RIA

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
1 A . et/ . 457 3.66 0.91 454 421 0.33 497 4.49 0.48 488 472 0.16
Ground transportation to/from airport
2 . ! . ./ 4.52 3.68 0.84 4.59 4.28 0.31 4.94 4.50 0.44 4.93 4.65 0.28
Parking facilities
3 (SRR 4 /. I 453 3.65 0.88 456 413 0.43 491 422 0.69 485 455 0.30
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.62 3.68 0.94 4.64 4.34 0.30 4.95 4.77 0.18 4.97 4.72 0.25
Availability of baggage carts /trolleys
5 |0 fhmar 3 el Tl 72 374 0.98 464 438 0.26 484 440 0.44 493 460 0.33
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r Eﬁaﬁ’ 4.76 3.81 0.95 4.61 4.34 0.27 4.84 4.37 0.47 4.93 455 0.38
Efficiency of check-in staff
7 i 1 e, : / 4.80 3.81 0.99 458 424 0.34 487 431 0.56 491 4.47 0.44
Courtesy and helpfulness of check-in staff
R g / st 3mES A dieTor A veheT T/ j j ) ) ) j j ) j j j )
Waiting time at passport/personal ID inspection
9 deToT TeTh o A 3R T A ] . . . ] ] . . . . . i
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/. 4.79 3.72 1.07 453 3.99 0.54 4.80 4.22 0.58 4.84 4.30 0.54
Courtesy and helpfulness of security staff
11 R Sirer Y FEre - . 478 3.69 1.09 454 3.96 0.58 479 425 0.54 482 4.43 0.39
Thoroughness of security inspection
12 g ma; Wﬁ&n /. 4.78 3.68 1.10 453 3.94 0.59 4.76 4.16 0.60 4.85 4.42 0.43
Waiting time at security inspection
13 e 3R : A / 4.83 427 0.56 456 4.04 0.52 4.96 473 0.23 493 439 0.54
Feeling of being safe and secure
14 ﬁ ) « H q . / 4.81 375 1.06 4.64 4.32 0.32 4.95 4.50 0.45 4.96 4.52 0.44
Ease of finding your way through airport
15 38 ?‘?‘“ﬂ - / 4.84 453 0.31 474 450 0.24 497 471 0.26 4.99 4.45 0.54
Flight information screens
16 . ﬁ. Eﬁ,a@/ . 4.80 3.85 0.95 4.65 453 0.12 4.94 4.47 0.47 4.95 4.50 0.45
Walking distance inside the terminal
17 A ﬂ. Eﬁ q: / " 478 3.56 1.22 468 436 0.32 494 431 0.63 488 4.45 0.43
Ease of making connections with other flights
18 1 3 3R 7 . Nl 4.80 4.20 0.60 4.62 4.35 0.27 4.96 4.64 0.32 4.92 4.47 0.45
Courtesy and helpfulness of airport staff
19 |/ 452 347 1.05 464 426 038 488 424 0.64 484 ; ;
Restaurant/Eating facilities
20 e g 3 o1 eI3R .m/.., 4.52 3.47 1.05 4.65 4.11 0.54 4.85 4.00 0.85 4.69 - -
Value for money of restaurant/eating facilities
21 ﬂ?ﬁl . q 3ﬁ/31a . H st/ 4.93 4.94 -0.01 4.43 4.18 0.25 4.95 4.67 0.28 4.96 4.80 0.16
Availability of bank/ATM facilities/money changers
22 |«ifftier glamd/ Shopping facilities 4.56 351 1.05 4.61 411 0.50 4.92 - R R R




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

ANNEXURE I

UI€ SO / PORT BLAIR- IXZ

UIIRTST / PRAYAGRA! - IXD

TG / RAIPUR - RPR

TSR / RAJAHMUNDRY - RIA

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IR UBE- | IR UBE- | IR UBE- | IR UBE- |
tRTefreTa/Parameters (2021) & drr (2021) Hdrr (2021) v (2021) v
WSS 112021/ | WES| 2021/ | Yo A | WSN2021/ | W1 2021/ | YWWArwwIHa/ | WISN2021/ | WEH| 2021/ | (WA B HR/ | WSS 12021/ | WES| 2021/ | e @ AW/
Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of Round 112021 | Round | 2021 | Difference of
Rating R-Il Rating R-Il Rating R-Il Rating R-Il
2021 Over R- | 2021 Over R- | 2021 Over R- | 2021 Over R- |
2021 2021 2021 2021
23 P FATH B AR _@?ﬂ/ i 456 3.48 1.08 4.49 3.94 0.55 487 - - - -
Value for money of shopping facilities
2 ST vaad / Wil-Fi.QjﬁT'UT/ . . : ; B , 2.92 439 0.53 484 4.49 0.35
Internet access/Wi-Fi
25 ij >3/ - - - 4.62 - - - - - - -
Business/Executive lounges
26 ZITQ.WI. ) H © /. 4.97 4.83 0.14 4.75 455 0.20 4.96 4.86 0.10 4.98 4.49 0.49
Availability of washrooms/toilets
g7 TR | TR B wemal 498 484 0.14 487 467 0.20 495 475 0.20 498 458 0.40
Cleanliness of washrooms/toilets
28 e / e &T’:I zm ! 4.89 3.72 1.17 4.68 4.39 0.29 4.90 4.50 0.40 4.98 4.64 0.34
Comfort of waiting/gate areas
29 ¥ Eﬁ = / 497 4.80 0.17 485 472 0.13 498 477 0.21 4.99 4.68 0.31
Cleanliness of airport terminal
30 | TIRUE T ardTeRvT/Ambience of the airport 4.93 4.48 0.45 4.67 4.43 0.24 4.96 4.67 0.29 4.97 4.67 0.30
qrEaTe / fsf 3msE fron
Passport/ID inspection
32 st Eﬁ.mﬁ/ 4.92 3.54 1.38 457 4.36 0.21 4.98 4.31 0.67 4.88 4.37 0.51
Speed of baggage delivery
33 |t Yo AfETUI/Customs inspection - - - - - - - - - - - -
Wﬁmaﬂ"a‘gﬁmverall Satisfaction 4.89 4.34 0.55 4.79 4.16 0.63 4.96 4.70 0.26 4.85 4.68 0.17
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTadr Ut H gerasiieran
1 Effectiveness of safety and hygiene measures in 4.95 4.96 -0.01 4.93 4.90 0.03 4.99 4.55 0.44 4.93 3.46 1.47
place
T 3R FaeodT SUTT & aR # giad X &
o | R wme & wwear) . 495 447 0.48 494 485 0.09 499 454 0.45 488 355 1.33
Clarity of signage and instructions to inform about
safety and hygiene measures
HRETT 3R TTTAT SUTA Y AP XA A wAARAT
&I g7/
495 4.89 4.94 4.83 4.99 451 472 3.63
3 Ability of staff to apply safety and hygiene 0.06 011 0.48 1.09
measures
FRET 3R FaodT SUTT & TR W AET X &
4 |forw smcAfaamT 1 T/Level of confidence to 4.95 4.92 0.03 4.95 4.85 0.10 4.99 453 0.46 4.86 357 1.29
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA d19, 5 =
5 7 )/ . 1.00 1.05 -0.05 4.07 2.73 1.34 1.27 1.69 -0.42 118 2.02 -0.84
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

I[P / RAJKOT - RAJ

T / RANCHI - IXR

o=’ / SILCHAR - IXS

FA9X / SRINAGAR - SXR

35- 11 (2021, R . .
TB;T ( - ) a3s- 1l (2021) a3s- 1 (2021) 38- 11 (2021)
tRTefleTa/Parameters (2021) e | IWES I 23(?;1“;?—5%1";[ 233;1“;3@; i Tlgi—saﬂlﬂ
WS 112021/ | Whs1 2021/ | YFEer r v/ 2021/ WS | 2021/ (F %{ hlad wss 11 2021/ s | 2021/ i(ﬁ %{ ally 35 112021/ | WSS | 2021/ i(zﬁozl%[ iy
Round 112021 | Round | 2021 | Difference of | Round Il | Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021| Round | 2021 . e
Rating R-I 2021 Dl.fference of Difference of Difference of
2021 Over R- | Rating R-ll 2021 Rating R-ll 2021 Rating R-ll 2021
2021 Over R- 12021 Over R- 12021 Over R- 12021
RO e/ | ST ufaga/
1 IGround transportation to/from airport AT .87 -0.10 498 499 -0.01 4.62 4.87 -0.25 4.14 4.48 -0.34
rfdser gy
2 Parking facilities 485 483 0.02 4.98 496 0.02 441 473 -0.32 433 463 0.30
TR aTTehaT T/
3 |value for money of parking facilities 482 478 0.09 4.98 495 0.03 4.33 457 -0.24 4.07 4.08 -0.01
A P / giferdt A s
4 Availability of baggage carts /trolleys 485 474 0.11 4.99 4.96 0.03 4.62 461 0.01 4.25 4.61 -0.36
<Aeh-3eT Uleh/ehaR 3 UchaT T/
5 Waiting time in check -in queue/line 4.90 4.78 0.12 4.98 4.95 0.03 454 473 -0.19 4.15 4.25 -0.10
k-1 T DY Gatdl/
6 Efficiency of check-in staff 4.89 4.77 0.12 4.99 4.95 0.04 4.40 4.57 -0.17 4.18 4.33 -0.15
<Ih-51 TCIH T TAE,Heg dhie dTell 1/
7 Courtesy and helpfulness of check-in staff 487 472 0.15 499 4.94 0.05 4.44 4.51 -0.07 4.16 4.32 -0.16
g |TTETE / T ey fordreror 3 wrehen T/ ] ] ] ] .
Waiting time at passport/personal ID inspection - - - - - - -
g TAET0T TeTh 1 T 3R TR B ) ]
Courtesy and helpfulness of inspection staff : : - - - - - - - -
G&TT I &7 791 HR Tere e/
10 Courtesy and helpfulness of security staff 473 435 0.38 491 485 0.06 4.52 421 0.25 3.95 3.97 -0.02
GR&TT St o FFqu
1 Thoroughness of security inspection 459 445 0.14 491 489 0.02 446 4.06 0.40 3.93 3.94 -0.01
GRATT ST b GRIeT yelaT Faa/
2 Waiting time at security inspection 47 450 0.21 4.93 4.90 0.03 424 417 0.07 3.87 3.92 -0.05
giare 3R ERIET gt bt A/
13 Feeling of being safe and secure 47 451 0.20 495 494 0.01 4.59 4.40 0.19 4.02 4.10 -0.08
TIRGIE 3 AT T Gaet Y GIrera/
14 |Ease of finding your way through airport 4.92 478 0.14 4.98 4.98 0.00 455 479 -0.24 427 4.49 -0.22
31T T SRR Fhret/
15 Flight information screens 4.92 4.79 0.13 4.99 4.96 0.03 4.45 481 -0.36 4.27 455 -0.28
cf3eret 3t et & g/
16 Walking distance inside the terminal 489 475 0.14 499 497 0.02 R 4.74 -0.25 4.19 4.31 -0.12
e 33§ TS aATe T Garara/
17 Iase of making connections with other flights 489 472 0.17 499 4.98 0.01 - 4.66 - 4.19 4.46 -0.27
TIRTIE T BT 9 IR Terd @1/
18 Courtesy and helpfulness of airport staff 491 4 0.20 499 496 0.03 4.52 4.72 -0.20 4.23 4.44 -0.21
e/ @ gfaare/
19 Restaurant/Eating facilities 488 4r2 0.16 4.98 4.96 0.02 4.56 4.34 0.22 4.24 4.43 -0.19
TE / @ GAAT3 P AR o /
20 Value for money of restaurant/eating facilities 488 470 0.18 4.98 497 0.01 423 404 0.19 384 3.45 0.39
e / wdrear gt / 3ggr ufade i sy
2 Availability of bank/ATM facilities/money changers 482 412 0.10 4.99 4.96 0.03 445 4.91 -0.46 4.02 4.76 -0.74
22 |eiifter gfadme/ Shopping facilities 4.88 483 0.05 4.97 4.95 0.02 417 - - 4.46 4.03 0.43




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

ANNEXURE I

I[P / RAJKOT - RAJ

T / RANCHI - IXR

JeaT / SILCHAR - IXS

FA9X / SRINAGAR - SXR

3#;’113’5'” (‘2o_z|1) 3E- 11 (2021) T53- 11 (2021) TBs- 11 (2021)
tRTefleTa/Parameters o2y &dE | WsI (;3;1??% (gg'gi'n'a (;3;1??%
WSS 112021/ | WES| 2021/ | e anr e/ 2021/ | WIS 2021/ : BS 11 2021/ WSS | 2021/ N SS 112021/ | WIS | 2021/ :
féar &1 3R/ e T 3R/ e 1 3R/
Round 112021 | Round | 2021 | Difference of | Round Il | Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021| Round | 2021 .
Rating R-I 2021 Difference of Difference of Difference of
2021 Over R- | Rating R-Il 2021 Rating R-Il 2021 Rating R-Il 2021
2021 Over R- 12021 Over R- 12021 Over R- 12021
23 | TS T Sewge A 486 474 0.12 497 495 0.02 403 ; ; 389 332 057
Value for money of shopping facilities
g |FCTC YEEE [ Wi-Fi gl 488 455 0.33 296 495 0.01 432 - - 4.02 4.42 -0.40
Internet access/Wi-Fi
25 - - 1 y / 4.87 - - - - - - - - 4.17 4.61 -0.44
Business/Executive lounges
26 ElTQI'{.G{/. - # ¢ /. 4.90 4.72 0.18 4.98 4.95 0.03 4.65 4.62 0.03 4.29 4.63 -0.34
Availability of washrooms/toilets
27 Z"W‘”.’ A T : 4.90 4.61 0.29 4.99 495 0.04 462 4.67 -0.05 4.20 4.49 -0.29
Cleanliness of washrooms/toilets
28 e /e m ZH / 4.91 4.76 0.15 4.98 4.96 0.02 4.43 473 -0.30 4.19 4.39 -0.20
Comfort of waiting/gate areas
29 - Eﬁ = / 4.94 4.82 0.12 4.99 4.98 0.01 461 485 -0.24 4.27 4.62 -0.35
Cleanliness of airport terminal
30 | TIRGIE P aTdTeROT/Ambience of the airport 4.91 4.77 0.14 4.99 4.96 0.03 4.45 4.83 -0.38 4.25 4.36 -0.11
qrae / fAsft 3mST Ao/
Passport/ID inspection
32 st Zﬂ.wﬁ" 4.86 4.61 0.25 4.99 4.98 0.01 457 4.40 0.17 3.84 4.08 -0.24
Speed of baggage delivery
33 | Yoo ANETUT/Customs inspection - - - - - - - - - - - -
el T3 AT HIfB/Overall Satisfaction 4.78 4.44 0.34 4.97 484 0.13 4.60 457 0.03 4.05 4.20 -0.15
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
F&T 3R Taeoar Ut B gerasfiierdn
1 |Effectiveness of safety and hygiene measures in 5.00 4.87 0.13 4.99 4.99 0.00 4.70 3.62 1.08 4.52 4.29 0.23
place
TETT AR TaeodT STkl & aR A Fiad dXe &
P AR . 497 460 028 496 495 0.01 465 373 0.92 453 429 024
Clarity of signage and instructions to inform about
safety and hygiene measures
ERETT A TITSAT SUTHT Y A A A HAATRAT
6T &7/
4.94 451 4.95 4.96 - 4.65 3.93 452 4.40
3 Ability of staff to apply safety and hygiene 043 el 0.72 012
measures
GR&TT 3R TTeodT ST & YR W AT X &
4 |fow 3ncAfaAmE F TX/Level of confidence to 4.93 4.43 0.50 4.93 4.93 0.00 4.63 4.12 0.51 457 4.49 0.08
travel based on safety and hygiene measures
Wﬁ?(’maﬂﬂ?ﬂw(l =hA T, 5=
5 | ! . 1.07 2.19 -1.12 1.69 1.01 0.68 333 1.91 1.42 1.28 2.75 -1.47
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

Y / SURAT - STV

fa=ufa / TIRUPATI - TIR

AfRr / TRICHY - TRZ

qfeeIaT / TUTICORIN - TCR

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
IIaieTH /Parameters (zsc?le?g?a_ﬂla (zac?le?g?a_ﬂla (zsc?le?g?a_ﬂla (zac?le?g?a_ﬂla
WSS 112021/ | BB 2021/ AR 1 3/ SS 11 2021/ WSS | 2021/ R 1 39 SS 11 2021/ wSs | 2021/ R 1 3/ SS 11 2021/ WSS | 2021/ AR T e/
Round 112021 [ Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 .
Difference of Difference of Difference of Difference of
Rating R-Il 2021 Rating R-Il 2021 Rating R-Il 2021 Rating R-I1l 2021
Over R- 12021 Over R- 12021 Over R- 12021 Over R- 12021
L |TEE A W el aRae ; 482 - 492 474 0.18 495 486 0.09 407 303 1.04
Ground transportation to/from airport
2 ) q . ./ - 4.72 - 4.82 4.65 0.17 4.87 4.72 0.15 4.18 3.12 1.06
Parking facilities
3 SRR ﬁﬁf‘iﬂl. - - 458 - 4.88 4.47 0.41 4.86 457 0.29 4.05 3.12 0.93
Value for money of parking facilities
4 . ZFI.—é./ < H st/ 4.72 4.62 0.10 4.90 473 0.17 4.94 4.90 0.04 4.14 3.21 0.93
Availability of baggage carts/trolleys
5 [T-5 dfen/ar 3 el a7 478 -0.01 495 480 0.15 97 488 0.09 418 351 0.67
Waiting time in check-in queue/line
6 %3?' Zﬁfaﬁ?ﬂ/ 4.75 4.66 0.09 4.90 471 0.19 4.95 4.84 0.11 4.17 3.26 0.91
Efficiency of check-in staff
7 b R, . / 474 458 0.16 488 4.70 0.18 495 4.83 0.12 421 3.18 1.03
Courtesy and helpfulness of check-in staff
8 wﬁé/ﬁﬁ}nﬁﬁ%ﬂwﬁuﬁmm/ , 5.00 . R R R R 4.97 485 0.12 - - -
Waiting time at passport/personal ID inspection
9 ﬁﬁmmﬂmmmm_/ 5.00 - - - - - 4.94 484 0.10 - - -
Courtesy and helpfulness of inspection staff
10 TR 1 73 3R e (’3'?"/. 4.32 4.31 0.01 451 4.42 0.09 4.62 4.37 0.25 3.96 2.70 1.26
Courtesy and helpfulness of security staff
11 R S B FE - ! 4.29 4.17 0.12 455 4.44 0.11 458 452 0.06 3.96 2.50 1.46
Thoroughness of security inspection
12 E{Wma; Wﬁaﬂ /. 4.24 413 0.11 451 4.46 0.05 4.59 4.50 0.09 3.88 2.56 1.32
Waiting time at security inspection
13 i} : R h o A / 4.25 435 -0.10 452 452 0.00 463 4.65 -0.02 3.91 261 1.30
Feeling of being safe and secure
14 ﬁ I & A g R / 4.78 4.80 -0.02 4.95 4.87 0.08 4.99 4.88 0.11 4.22 3.30 0.92
Ease of finding your way through airport
15 N . / 4.70 479 -0.09 4.96 481 0.15 497 4.90 0.07 421 3.19 1.02
Flight information screens
16 ) ﬁ. Zﬁ.@/ . 4.53 4.72 -0.19 4.94 4.70 0.24 4.98 4.85 0.13 4.09 3.15 0.94
Walking distance inside the terminal
17 i ;?. Eﬁ g ) / . 4.56 476 -0.20 4.91 4.60 0.31 497 4.87 0.10 3.10 -
Ease of making connections with other flights
18 1 T 3R e . N 4.74 478 -0.04 4.97 471 0.26 4.97 4.93 0.04 4.03 3.47 0.56
Courtesy and helpfulness of airport staff
19 [T/ EEEE 407 467 -0.60 492 463 0.29 493 465 0.28 418 312 1.06
Restaurant/Eating facilities
20 raa g 3 SR .?3'?"/,, . 4.04 4.46 -0.42 4.88 4.26 0.62 4.92 4.70 0.22 4.08 3.10 0.98
Value for money of restaurant/eating facilities
e / wdrear gt / 3ggr ufade $ sudewan
- - - 4.89 421 4.96 4.94 4.03 2.79
2 Availability of bank/ATM facilities/money changers 0.68 0.02 1.24
22 |eiifter gfadme/ Shopping facilities 4.14 4.76 -0.62 4.83 451 0.32 4.92 484 0.08 - - -




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

ANNEXURE I

Y / SURAT - STV

fa=ufa / TIRUPATI - TIR

AfRr / TRICHY - TRZ

qfeeIaT / TUTICORIN - TCR

33 11 (2021) 33 11 (2021) 33 11 (2021) 33 11 (2021)
e IR UBE- | IR UBE- | IR UBE- | IR BE- |
/Parameters . . (2021) & s . . (2021) & s . . (2021) & s . . (2021) & s
35 112021/ {351 2021/ féaT T IR/ 38 11 2021/ a{35 1 2021/ féaT T 3R/ 38 11 2021/ {351 2021/ XféT T IR/ 38 11 2021/ a{35 1 2021/ XfET T 3T
Round 112021 [ Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 .
Difference of Difference of Difference of Difference of
Rating R-Il 2021 Rating R-Il 2021 Rating R-Il 2021 Rating R-I1l 2021
Over R- 12021 Over R- 12021 Over R- 12021 Over R- 12021
23 |7 TS T SewRe A 407 436 -0.29 478 420 0.58 201 471 0.20 - - -
Value for money of shopping facilities
2 ST v /Wi.-Fi.ﬁﬁUTl . 462 : 482 B , 499 470 0.29 413 3.24 0.89
Internet access/Wi-Fi
25 : SIS AT/ - - - - - - - 474 - - - -
Business/Executive lounges
26 ElTQI’{.G{/. - # ¢ /. 4.61 4.61 0.00 4.80 4.62 0.18 4.96 4.88 0.08 4.06 321 0.85
Availability of washrooms/toilets
27 Z"W‘”.’ Y T : 474 4.68 0.06 487 475 0.12 497 4.84 0.13 413 3.13 1.00
Cleanliness of washrooms/toilets
28 e /e m ZH / 4.71 4.70 0.01 4.92 4.76 0.16 4.97 4.85 0.12 4.25 3.20 1.05
Comfort of waiting/gate areas
29 - Eﬁ = / 478 4.80 -0.02 4.96 4.86 0.10 4.99 4.93 0.06 419 3.45 0.74
Cleanliness of airport terminal
30 | TIRGIE P aTdTeROT/Ambience of the airport 4.76 4.80 -0.04 4.94 4.75 0.19 4.97 4.88 0.09 4.23 3.27 0.96
gp  |TTEIE /TS 3G fexeon 5.00 N ) - - - 497 4.39 0.58 - - -
Passport/ID inspection
32 st Zﬂ.wﬁ" 4.32 4.59 -0.27 4.98 4.50 0.48 4.94 454 0.40 4.04 331 0.73
Speed of baggage delivery
33 |d# e fAd8T0T/Customs inspection 4.67 - - - - - 488 415 0.73 - - -
el T3 AT HIfB/Overall Satisfaction 4.64 461 0.03 4.79 458 0.21 4.98 4.66 0.32 3.98 2.90 1.08
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
F&T 3R Taeoar Ut B gerasiierdn
1 |Effectiveness of safety and hygiene measures in 4.74 3.36 1.38 4.99 4.59 0.40 4.99 4.96 0.03 4.12 4.70 -0.58
place
TETT AR TaeodT STl & aR A Fiad o &
P AR . 473 343 1.30 435 471 -0.36 413 465 -0.52 410 380 0.30
Clarity of signage and instructions to inform about
safety and hygiene measures
ERETT A TITSdT SUTHT Y A A A HAATRAT
6T &7/
4.75 3.51 4.88 4.69 4.89 4.91 - 411 3.88
3 Ability of staff to apply safety and hygiene 1.24 019 e 0.23
measures
GR&TT 3R TTeodT ST & YR W AT X &
4 | 3ncAfaAmE F TR/Level of confidence to 4.79 3.25 1.54 4.96 4.67 0.29 4.97 4.97 0.00 4.04 4.06 -0.02
travel based on safety and hygiene measures
Wﬁﬁ(’maﬂﬂ?ﬂw(l =hA T, 5=
5 | ! . 1.43 1.79 -0.36 1.82 1.30 0.52 1.92 1.31 0.61 1.53 215 -0.62
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

3&YY / UDAIPUR - UDR

T31EA / VADODARA - BDQ

JRITAT / VARANASI - VNS

33 11 (2021) 33 11 (2021) 33 11 (2021)
tRTefleTai/Parameters (23;1; S'g;inla (23(?;1?3?3-1";[ (233;1?3?%
SS 11 2021/ WSS | 2021/ R 1 3/ SS 11 2021/ WSS | 2021/ AR 1 39 SS 11 2021/ WSS | 2021/ AR T e/
Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 .
Difference of Difference of Difference of
Rating R-Il 2021 Rating R-Il 2021 Rating R-Il 2021
Over R- 12021 Over R- 12021 Over R- 12021
1 A - et/ . 4.93 4.97 -0.04 5.00 4.91 0.09 479 4.24 0.55
Ground transportation to/from airport
2 ) q . ./ 4.97 4.98 -0.01 5.00 4.89 0.11 4.82 4.18 0.64
Parking facilities
3 SRR ﬁﬁf‘iﬂl_ - 4.92 4.95 -0.03 5.00 4.84 0.16 465 4.00 0.65
Value for money of parking facilities
4 . ZFI.—é./ < & st/ 4.98 4.98 0.00 4.80 4.86 -0.06 4.76 4.39 0.37
Availability of baggage carts/trolleys
5 | uRaT 3 wehe qawal 496 97 -0.01 494 490 0.04 475 421 054
Waiting time in check-in queue/line
6 %3?' Zﬁfaﬁ?ﬂ/ 4.96 4.99 -0.03 4.91 4.89 0.02 4.72 4.22 0.50
Efficiency of check-in staff
;|5 T i e, ee e arer W 4.96 4.99 -0.03 4,90 4.87 0.03 4.75 417 0.58
Courtesy and helpfulness of check-in staff
g |TTETE / T ey fordreror 3 wrehen T/ . . . . . . 470 . .
Waiting time at passport/personal ID inspection )
TY&TOT TS o1 7 3R Hergs
9 ) - - - - - - - 453 - -
Courtesy and helpfulness of inspection staff
10 TR 1 73 3R e (’3'?"/. 4.91 4.91 0.00 4.59 4.70 -0.11 4.68 4.03 0.65
Courtesy and helpfulness of security staff
11 U Al Y Tt/ - ! 4.91 4.94 -0.03 4.40 459 -0.19 4.65 4.08 0.57
Thoroughness of security inspection
12 E{Wma; Wﬁaﬂ /. 4.92 4.91 0.01 4.38 4.68 -0.30 4.64 4.12 0.52
Waiting time at security inspection
13 g : R ) o A / 4.98 4.98 0.00 438 481 -0.43 471 4.25 0.46
Feeling of being safe and secure
14 ﬁ I & A g R / 4.96 4.96 0.00 4.95 4.93 0.02 4.83 4.34 0.49
Ease of finding your way through airport
15 33. X . / 4.98 4.98 0.00 491 4.90 0.01 484 4.41 0.43
Flight information screens
16 ) A . Zﬁ.@/ . 4.95 4.95 0.00 4.83 4.95 -0.12 4.75 4.27 0.48
Walking distance inside the terminal
17 i l?_ Eﬁ g ) / . 4.91 4.98 -0.07 482 4.90 -0.08 476 423 0.53
Ease of making connections with other flights
18 1 o7 3R e . N 4.95 4.99 -0.04 4.89 4.89 0.00 4.74 4.20 0.54
Courtesy and helpfulness of airport staff
1o [T/ EEEE 97 495 0.02 4.49 486 -0.37 art 417 054
Restaurant/Eating facilities
20 raa g 3 SR .?3'?" / - 4.93 4.92 0.01 4.36 475 -0.39 4.45 3.91 0.54
Value for money of restaurant/eating facilities
e / wdruar gt / 3ggr ufade $ sudewan
4.97 4.98 - 4.06 4.81 - 4.80 433
2 Availability of bank/ATM facilities/money changers el 07 0.47
22 |eiifter gfadme/ Shopping facilities 4.96 4.96 0.00 4.08 4.80 -0.72 471 4.10 0.61




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

ANNEXURE I

3&YY / UDAIPUR - UDR

T31EA / VADODARA - BDQ

JRITAT / VARANASI - VNS

33 11 (2021) 33 11 (2021) 33 11 (2021)
IR /Parameters oo 2 oo o oo 2
SS 11 2021/ WSS | 2021/ R 1 3/ SS 11 2021/ WSS | 2021/ AR 1 39 SS 11 2021/ WSS | 2021/ AR T e/
Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 . Round 11 2021 Round | 2021 .
Difference of Difference of Difference of
Rating R-Il 2021 Rating R-Il 2021 Rating R-Il 2021
Over R- 12021 Over R- 12021 Over R- 12021
23 | TS T SewRe A 494 497 -0.03 409 472 -0.63 445 392 0.53
Value for money of shopping facilities
24 ; /Wi._Fi. g / 4.97 4.98 -0.01 4.34 4.84 -0.50 4.79 4.28 0.51
Internet access/Wi-Fi
25 . ST : >3/ 4.98 - 4.63 4.92 -0.29 - - -
Business/Executive lounges
26 ElTQI’{.G{/. - # ¢ /. 4.96 4.99 -0.03 4.75 4.95 -0.20 4.83 4.49 0.34
Availability of washrooms/toilets
g7 | | TR T A 5.00 499 0.01 484 498 014 495 452 0.43
Cleanliness of washrooms/toilets
28 e /e m ZH / 4.96 4.99 -0.03 4.87 4.95 -0.08 4.90 4.44 0.46
Comfort of waiting/gate areas
29 - Eﬁ = / 4.98 4.99 -0.01 4.92 4.96 -0.04 492 458 0.34
Cleanliness of airport terminal
30 | TIRGIE T aTdTeROT/Ambience of the airport 4.95 4.99 -0.04 4.92 4.98 -0.06 4.86 4.50 0.36
qrrae / fAsft 3mST o/
31 - . - - - - - - 4.60 - -
Passport/ID inspection
32 st Zﬂ.wﬁ" 4.95 4.90 0.05 4.61 4.91 -0.30 4.83 4.40 0.43
Speed of baggage delivery
33 & e fAdeT0T/Customs inspection - - - - - - 460 - -
er f3relT T HfR/Overall Satisfaction 4.96 4.96 0.00 4.66 4.99 -0.33 4.92 4.75 0.17
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
F&T 3R Taeoar Ut B gerasfiierdn
1 |Effectiveness of safety and hygiene measures in 4.88 4.97 -0.09 4.91 3.16 1.75 4.99 4.75 0.24
place
TETT AR TaeodT SUrdl & aR A Fiad o &
o | SR wAS T . 478 496 -0.18 486 357 1.29 498 453 0.45
Clarity of signage and instructions to inform about
safety and hygiene measures
TRETT A TITSdT SUTHT Y A A A HaaTRAT
T &7/
4.74 4.97 - 4.82 3.55 4.97 4.69
3 Ability of staff to apply safety and hygiene 023 127 028
measures
GR&TT 3R TTeodT ST & YR W AT X &
4 | 3ncAfaAmE # TX/Level of confidence to 4.81 4.96 -0.15 4.79 355 1.24 4.90 454 0.36
travel based on safety and hygiene measures
Wﬁﬁ(’maﬂﬂ?ﬂw(l =hA T, 5=
5 | D/ . 4.90 1.01 3.89 1.06 1.35 -0.29 1.52 2.29 -0.77
Level of stress experienced (1=Low stress , 5 =
High stress)




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

ANNEXURE I

frsrrarst / VIAYAWADA - VGA

TIMTEIIA=F / VISAKHAPATNAM - VTZ

T3s- 11 (2021)
B e A uss- | Wss- 11 (2021) 3R Us-
/Parameters . . (2021) & drar . . 1 (2021) ¥ dra YRar
I35 11 2021/ [S5 | 2021/ N I35 11 2021/ {35 | 2021/ it/ Difference of
Round 11 2021 Round | 2021 Difference of Round 11 2021 Round | 2021 Rating R-ll 2021 Over
Rating R-Il 2021 R- 12021
Over R- 12021
1 o A . et/ : 437 470 -0.33 473 4.66 0.07
Ground transportation to/from airport
2 . ! . ./ 4.06 4.57 -0.51 4.59 4.42 0.17
Parking facilities
3[R graen " 401 450 -0.49 462 424 0.38
Value for money of parking facilities
4 ) Em.é.-/ < & St/ 4.48 4.69 -0.21 4.58 4.53 0.05
Availability of baggage carts /trolleys
5 ?]?ﬁsa q% ; ﬁﬂm ’ 455 472 -0.17 471 4.58 0.13
Waiting time in check-in queue/line
Aeh-3] TP Y GaTa/
454 4.76 - 458 455
6 Efficiency of check-in staff B2z 0.03
-3 FCTE b AT, FAGE P arell W1/
7 Courtesy and helpfulness of check-in staff 447 476 0% 458 452 0.06
g | / Torelt ey FrfieTo o wrehier T/ ] ] ] 500 ] ]
Waiting time at passport/personal ID inspection )
TRI&TOT F2T% &1 A3 3R TErE g/
9 . ) - - - 5.00 - -
Courtesy and helpfulness of inspection staff
10 g 1 73 3R e m/, 4.11 4.48 -0.37 4.43 4.39 0.04
Courtesy and helpfulness of security staff
11 G STl Y FEre - . 4.16 450 -0.34 429 4.28 0.01
Thoroughness of security inspection
12 g . m & Wﬁm /. 4.17 4.47 -0.30 4.35 4.27 0.08
Waiting time at security inspection
13 i 3R : A / 4.26 456 -0.30 435 431 0.04
Feeling of being safe and secure
14 ﬁ ) « # q . / 4.65 4.66 -0.01 4.71 4.61 0.10
Ease of finding your way through airport
15 [P A S S 459 463 -0.04 458 446 0.12
Flight information screens
cfoerer 3 Te B g/
4.48 471 - 458 458
16 Walking distance inside the terminal 02 0.00
1y [ Frg 450 a7 -0.21 458 456 0.02
Ease of making connections with other flights
18 1 3 3R . N 4.66 4.75 -0.09 4.67 4.59 0.08
Courtesy and helpfulness of airport staff
TERT / @ graard/
19 Restaurant/Eating facilities 381 B B 452 417 035
20 I e A3 P AR EA | 3.84 - - 448 3.94 0.54
Value for money of restaurant/eating facilities
o | werwar graurt / a1 ufade i sudedan
4.24 4.67 - 4.74 4.64
2 Availability of bank/ATM facilities/money changers D 010
22 |«ifftier glamd/ Shopping facilities 3.86 - - 451 4.23 0.28




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

ﬁm / VIAYAWADA - VGA fRmETAw / VISAKHAPATNAM - VTZ
T3s- 11 (2021)
B e A uss- | Wss- 11 (2021) 3R Us-
/Parameters . . (2021) & drar . . 1 (2021) ¥ dra YRar
I35 11 2021/ [S5 | 2021/ N I35 11 2021/ {35 | 2021/ it/ Difference of
Round 11 2021 Round | 2021 Difference of Round 11 2021 Round | 2021 Rating R-ll 2021 Over
Rating R-Il 2021 R- 12021
Over R- 12021

23 | TS Y e el 381 - - 437 3.92 0.45
Value for money of shopping facilities

24 [ Wi-Fi grad/ 4.37 4.60 -0.23 3.68 212 -0.44
Internet access/Wi-Fi

5 |STEETIEfeA TsS/ ) ) ) ) )
Business/Executive lounges

26 ZITQ.WTI. ) # © /. 4.67 4.61 0.06 4.79 4.67 0.12
Availability of washrooms/toilets

g7 [TRAEH / Ehepele i Frsdl 458 462 -0.04 473 464 0.09
Cleanliness of washrooms/toilets

28 e / e &T’:I zm ! 4.70 4.64 0.06 4.72 4.47 0.25
Comfort of waiting/gate areas

29 |TREEE & T 465 477 -0.12 472 468 0.04
Cleanliness of airport terminal

30 | TIRUE T ardTeRvT/Ambience of the airport 4.65 4.69 -0.04 4.74 4.50 0.24
qrEaTe / fsf 3mset faron

31 - . - - - 5.00 - -
Passport/ID inspection

32 st Eﬁ. afa 4.69 4.74 -0.05 4.80 4.57 0.23
Speed of baggage delivery

33 |daT e fAfeToT/Customs inspection - - - 5.00 - -
gt T3 ¢ HgM¥/Overall Satisfaction 4.70 4.66 0.04 471 4.60 0.11
QUESTIONS RELATED TO HYGEINE (ADDED
BECAUSE OF COVID PANDEMIC)
T 3R FaTsdr Ut H gerasiieran

1 Effectiveness of safety and hygiene measures in 4.61 4.17 0.44 4.47 4.73 -0.26
place
T 3R FaeodT SUTT & aR # giad a1 &

o | R wAe & wwEar) . 453 422 031 448 464 -0.16
Clarity of signage and instructions to inform about
safety and hygiene measures
TRET 3R TaTEar ST Y AR A A PR
&I g7/

4.49 417 4.47 4.69 -

3 Ability of staff to apply safety and hygiene 032 D22
measures
FRET 3R FaTdT SUTT & TR W AET X &

4 | 3meATaATE @ FR/Level of confidence to 457 4.25 0.32 4.46 4.70 -0.24
travel based on safety and hygiene measures
HegH AT ITT AT &I ER (1 =FHA a9, 5 =
SITET damd) /

5 Level of stress experienced (1=Low stress , 5 = 61 212 051 a7 7 0Ee
High stress)




