ANNEXURE-I

T T g TRWE 89 Fafed) wena & aona

qul e (3rie-ofeT) 2021 Y UEelr fAART (Seradl- A1) 2021 ¥ Joelr /
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER-II (APRIL-JUNE) 2021 OVER QUARTER -I (JANUARY-

MARCH) 2021

S[EAAR/BHUBANESWAR FTS/CHENNAI TET/GOA
w8/
Ed faemdr 2021 Ed faamdr 2021 Ed faemdr 2021
s tRrefre/Parameter g | T R | SO | qEl R | e T | SR |l el | el fed | SR
No (STeTad- AT) : G- 5FT) | (STerad)- Ar) : G- ST) | (STerad)- AT) :
: (310<- SfeT) 2021 2021 2021 & Y @ 2021 2021 2021 & Y @t 2021 2021 2021 & Y @t
Difference of rating Difference of rating Difference of rating
Q2 Q1 Q2 Q1 Q2 Q1
(Apr-Jun) 2021 | (Jan-Mar) 2021| 92 2022102/er QL | (Apr-Jun) 2021| (9an-Mar) 2021| 92 202210‘2)1’” QL |(Apr-dun) 2021| (3an-Mar) 2021 | 9? 202210‘2’1’” QL
1 [ /A - E. / 3.71 4.35 -0.64 4.80 4.86 -0.06 3.82 4.45 -0.63
Ground transportation to/from airport
2 Parking fgacilitie/s 3.87 4.38 -0.51 3.43 3.89 -0.46 3.09 3.80 -0.71
3 SRR _3 /. " 3.40 4.17 -0.77 3.75 4.44 -0.69 2.61 3.60 -0.99
Value for money of parking facilities
4 h Emé /gifert #r sueEadl 3.67 4.54 -0.87 4.54 4.70 -0.16 411 4.59 -0.48
Availability of baggage carts/trolleys
5 ﬁ'cﬁs?r '_:lﬁﬁ/} R & l;l?-fraﬂT ) / 3.64 4.55 -0.91 4.69 4.72 -0.03 3.70 4.32 -0.62
Waiting time in check-in queue/line
6 ﬁ'cﬁs?r il a_’&m/ 4.18 4.45 -0.27 4.54 4.56 -0.02 3.67 4.10 -0.43
Efficiency of check-in staff
7 a5 a1 R e ; cer/ 4.09 4.42 -0.33 4.44 4.60 -0.16 3.88 4.27 -0.39
Courtesy and helpfulness of check-in staff
8 Pl E./ 3N ferdaror 3 Wﬁ E ./ - 5.00 4.75 0.25 4.00 -
Waiting time at passport/personal ID inspection
9 &I0T X P A 3ﬁT_ € _'ﬁ?ﬂ/ - 4.80 4.68 0.12 4.00 -
Courtesy and helpfulness of inspection staff
10 GU&T FCTh P A3 SN € / 4.16 4.68 -0.52 4.79 4.71 0.08 3.88 4.29 -0.41
Courtesy and helpfulness of security staff
11 GU&T S & . E. i ) 4.36 4.57 -0.21 4.64 4.61 0.03 3.78 4.17 -0.39
Thoroughness of security inspection
12 ﬁT&ﬂ i F 2R q?ﬁa-n a3 / 4.06 452 -0.46 4.67 4.50 0.17 3.87 411 -0.24
Waiting time at security inspection
13 i .E 3R ) I8 & b / 4.48 4.53 -0.05 4.64 4.58 0.06 4.24 4.55 -0.31
Feeling of being safe and secure
14 e ;ﬁ 3. T G H1 q7Tate / 3.73 4.47 -0.74 4.84 4.81 0.03 3.66 4.39 -0.73
Ease of finding your way through airport
15 EE. wiﬁ - E / 4.32 4.45 -0.13 4.78 4.76 0.02 4.30 4.60 -0.30
Flight information screens
16 Sl A S # E@/ ) 4.01 4.37 -0.36 4.68 4.54 0.14 3.89 4.37 -0.48
Walking distance inside the terminal
17 3 3B A d gt/ - 4.38 4.41 -0.03 4.00 -

Ease of making connections with other flights
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qul e (3rie-ofeT) 2021 Y UEelr fAART (Seradl- A1) 2021 ¥ Joelr /

S[EAAR/BHUBANESWAR FTS/CHENNAI TET/GOA
w8/
S trefer/Parameter T Ugell Ty Gl mﬁﬁ 20;1 gl faardr | ueel faemer Gl mﬁﬁ 20;1 gl faardr | uelr fawmy Gl mﬂﬁ 20;1
No (STeTad- AT) a : G- 5FT) | (STerad)- Ar) a : G- ST) | (STerad)- AT) a :
: (310<- SfeT) 2021 2021 & Y @ 2021 & YfEa @ 2021 & Y @t
2021 R 2021 2021 R 2021 2021 R
AR AR IR
Difference of rating Difference of rating Difference of rating
Q2 Q1 Q2 Q1 Q2 Q1
(Apr-Jun) 2021 | (Jan-Mar) 2021 | Q2202LOVerQL |\ o 5in) 2021 (Jan-Mar) 2021| Q22021 0ver QL 1, 3un) 2021| (Jan-Mar) 2021 | Q22021 over Q1
2021 2021 2021
18 RRUE T HT 7 I T ©! el 4.17 4.74 -0.57 4.82 4.78 0.04 4.06 4.82 -0.76
Courtesy and helpfulness of airport staff
19 AR gﬁmtf/ 3.45 413 -0.68 3.88 4.00 -0.12 3.56 4.45 -0.89
Restaurant/Eating facilities
20 e gfaensit @ ) € .../ 3.37 3.88 -0.51 3.86 3.82 0.04 3.21 3.89 -0.68
Value for money of restaurant/eating facilities
21 an / 15__1 gfaenst / ar TRde 1 sueH 3.22 455 -1.33 4.26 4.50 -0.24 411 4.88 -0.77
Availability of bank/ATM facilities/money changers
22 Lnifter Fiaurd/ Shopping facilities 2.97 3.84 -0.87 417 4.28 -0.11 417 4.82 -0.65
23 Fa A @1 i ARel el / 2.81 3.56 -0.75 4.18 3.99 0.19 3.90 4.31 -0.41
Value for money of shopping facilities
24 $TTAT T /W"F'. ﬁﬁf‘iﬁ/ 3.06 4.24 -1.18 1.65 3.25 -1.60 4.48 4.82 -0.34
Internet access/Wi-Fi
25 SR/ I3 H.E‘ 531/ 3.73 4.44 -0.71 4.79 4.87 -0.08 - -
Business/Executive lounges
26 aTQW/ CIITT H1 30T °W.ﬂ/ 3.99 4.82 -0.83 4.86 4.94 -0.08 4.17 4.54 -0.37
Availability of washrooms/toilets
27 AN | e @ M“M.'/ 3.88 4.81 -0.93 4.71 4.87 -0.16 4.24 4.54 -0.30
Cleanliness of washrooms/toilets
28 SRRET | e m T 3TTTE/ 3.91 4.45 -0.54 4.71 4.82 -0.11 4.42 4.46 -0.04
Comfort of waiting/gate areas
29 T .é ¢ E.Eﬁ Faete / 3.96 4.85 -0.89 4.81 4.89 -0.08 4.61 4.90 -0.29
Cleanliness of airport terminal
30 TIRUIE T ardra”or/Ambience of the airport 4.34 4.47 -0.13 4.78 4.82 -0.04 4.69 4.94 -0.25
a1 qrEeE [ fsh 3 e - 470 447 0.23 457 -
Passport/ID inspection
32 Sforadl it aﬁr i 3.83 4.18 -0.35 4.13 4.08 0.05 4.35 4.82 -0.47
Speed of baggage delivery
33 T Yoob ANETONCustoms inspection - 4.30 4.10 0.20 4.29 -
Fo frem X FgR/Overall Satisfaction 416 4.70 -0.54 4.82 481 0.01 4.63 4.98 -0.35
R 3ia/world Average 4.39 4.45 -0.06 4.39 4.45 -0.06 4.39 4.45 -0.06
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ANNEXURE-I

T W Fg R wfda Farferdt mener & aftomer & gl e (Gnia-se) 2021 H uee A (ad- A 2021 & gelel [
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER-II (APRIL-JUNE) 2021 OVER QUARTER -I (JANUARY-
MARCH) 2021

/GUWAHATI SIIQI/JAIPUR PIARIATVKOLKATA
w8/
gad A=y 2021 gad o=y 2021 gad o=y 2021
S tRrefe/Parameter qadl Rerdr | ueeh faemer S g S gl faardr | ugel faemdr S g S S ol faardr | ugel faemdr S g S
No. (e | (Y- A 2021 & If&aT @ (e | (- A 2021 & If&aT @ (e | (Y- AT 2021 & If&aT @
2021 2021 R 2021 2021 R 2021 2021 R
AR AR AR
Difference of Difference of Difference of
Q2 Q1 ; Q2 Q1 ; Q2 Q1 ;
(Apr-Jun) 2021 | (Jan-Mar) 2021 rzt\'/r;? 312 2282211 (Apr-Jun) 2021 | (Jan-Mar) 2021 rzt\'/r;? 312 2282211 (Apr-Jun) 2021 | (Jan-Mar) 2021 rzt\'/r;? 312 2282211
1 [ /A - E. / 4.78 4.81 -0.03 4.91 4.83 0.08 4.64 4.82 -0.18
Ground transportation to/from airport
2 T gldur / 455 4.45 0.10 4.80 4.49 0.31 3.99 3.55 0.44
Parking facilities
3 SRR _3 /. " 4.50 4.53 -0.03 4.68 4.67 0.01 3.90 3.33 0.57
Value for money of parking facilities
4 h Emé J gifert @ sueEaa 4.70 4.60 0.10 4.81 4.46 0.35 4.59 4.89 -0.30
Availability of baggage carts/trolleys
5 ﬁ'cﬁs?r '_:lﬁﬁ/' R & Cl?-ﬁaﬂT ) / 4.76 4.68 0.08 4.92 4.75 0.17 4.68 4.82 -0.14
Waiting time in check-in queue/line
6 a'cﬁs?r il a_'am/ 4.78 4.54 0.24 4.85 4.43 0.42 4.69 4.86 -0.17
Efficiency of check-in staff
7 a5 a1 R e cer/ 4.76 4.63 0.13 4.81 4.70 0.11 4.72 4.86 -0.14

Courtesy and helpfulness of check-in staff

8 s : ./ 3N ferdiaror 3 Wﬁ E ./ - - - 4.94 4.22 0.72 4.96 4.64 0.32
Waiting time at passport/personal ID inspection

9 BT ¥ P A 3#11_ € _ﬁﬂT/ - - - 4.83 4.38 0.45 4.96 458 0.38
Courtesy and helpfulness of inspection staff

GI&T T & a4 AR e g

10 Courtesy and helpfulness of security staff

4.63 4.55 0.08 4.75 4.78 -0.03 4.68 4.80 -0.12

11 Y& & e ! . 4.66 4.26 0.40 471 450 0.21 4.67 478 -0.11
Thoroughness of security inspection

AT S & NI ueheT we/

12 o L h 4.61 4.28 0.33 4.75 4.67 0.08 4.65 4.76 -0.11
Waiting time at security inspection

13 i .E 3R ) I8 & b / 4.63 4.33 0.30 4.83 4.56 0.27 4.65 4.78 -0.13

Feeling of being safe and secure
14 e 3}' 3. T G H1 q7Tate / 4.84 4.62 0.22 4.90 4.78 0.12 4.67 4.75 -0.08
Ease of finding your way through airport
15 EE. wiﬁ - E / 4.80 4.47 0.33 4.82 4.44 0.38 4.62 4.64 -0.02
Flight information screens

16 Sl A S # ‘c‘,:{’r/ ) 4.83 4.59 0.24 4.66 4.69 -0.03 4.67 4.75 -0.08
Walking distance inside the terminal

17 32 3B A d gt/ 4.85 4.38 0.47 4.88 4.67 0.21 4.87 4.65 0.22

Ease of making connections with other flights
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qul e (3rie-ofeT) 2021 Y UEelr fAART (Seradl- A1) 2021 ¥ Joelr /

/GUWAHATI SIIQI/JAIPUR PIARIATVKOLKATA
w8/
gad A=y 2021 gad o=y 2021 gad o=y 2021
S tRrefe/Parameter qadl Rerdr | ueeh faemer S g S gl faardr | ugel faemdr S g S S ol faardr | ugel faemdr S g S
No. (e | (Y- A 2021 & If&aT @ (e | (- A 2021 & If&aT @ (e | (Y- AT 2021 & If&aT @
2021 2021 R 2021 2021 R 2021 2021 R
AR AR AR
Difference of Difference of Difference of
Q2 Q1 ; Q2 Q1 ; Q2 Q1 ;
. l rating Q2 2021 . i rating Q2 2021 . N rating Q2 2021
(Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021 (Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021 (Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021
18 E w1 qH IR é. elel/ 4.74 4.73 0.01 4.88 4.80 0.08 4.67 4.82 -0.15
Courtesy and helpfulness of airport staff
19 Celt / gﬁmﬂ/ 457 4.48 0.09 4.78 4.42 0.36 4.59 4.71 -0.12
Restaurant/Eating facilities
20 e/ q 3 ) € .../ 4.54 4.50 0.04 4.82 4.61 0.21 4.51 4.65 -0.14
Value for money of restaurant/eating facilities
21 an / f.. ) 3t /gt IRde 1 sueH 4.69 4.69 0.00 2.96 4.87 -1.91 451 4.77 -0.26
Availability of bank/ATM facilities/money changers
22 Lnifter Fiaurd/ Shopping facilities 4.61 4.37 0.24 4.25 4.41 -0.16 4.36 4.44 -0.08
23 ! 3 1 3 ARel el / 452 4.41 0.11 3.42 4.63 -1.21 4.32 4.41 -0.09
Value for money of shopping facilities
24 °X Internet acc/e:?/_wﬁifw 4.33 4.58 -0.25 3.49 4.55 -1.06 4.29 4.28 0.01
25 S/ T n, 331/ - - - - - - 4.50 4.62 -0.12
Business/Executive lounges
26 aTQW/ 3 &W/ 4.74 4.63 0.11 4.82 4.69 0.13 4.54 4.69 -0.15
Availability of washrooms/toilets
27 AN | e @ M“’d.” 4.84 4.83 0.01 4.89 4.79 0.10 4.49 4.62 -0.13
Cleanliness of washrooms/toilets
28 SRRE | e m T 3 ! 4.73 4.65 0.08 4.92 4.73 0.19 4.16 4.14 0.02
Comfort of waiting/gate areas
29 [ .E c _aﬁr TS / 4.86 4.86 0.00 4.95 4.94 0.01 457 4.72 -0.15
Cleanliness of airport terminal
30 TIRUIE T ardra”or/Ambience of the airport 4.83 4.64 0.19 4.95 4.87 0.08 4.78 4.87 -0.09
31 e / 3. 3 ; / - - - 5.00 4.33 0.67 5.00 455 0.45
Passport/ID inspection
32 Speedg of baggz;?dﬁvewé / 4.87 4.88 -0.01 4.85 4.78 0.07 4.73 4.76 -0.03
33 e Yoob ANETUNCustoms inspection - - - 1.86 4.00 2.14 5.00 4.45 0.55
g frem X FgR/Overall Satisfaction 4.88 4.86 0.02 4.89 4.94 -0.05 4.69 4.81 -0.12
T 3ia/world Average 4.39 4.45 -0.06 4.39 4.45 -0.06 4.39 4.45 -0.06
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T T g TRWE 89 Fafed) wena & aona
RESULT OF ASQ AIRPORT SERVICE QUALITY PROGRAMME ON FIVE POINT SCALE FOR QUARTER-II (APRIL-JUNE) 2021 OVER QUARTER -I (JANUARY-

MARCH) 2021

qul e (3rie-ofeT) 2021 Y UEelr fAART (Seradl- A1) 2021 ¥ Joelr /

TSAT/PATNA qul/PUNE BdgH/TRIVANDRUM
w8/
gad A=y 2021 gad o=y 2021 gad o=y 2021
S tRrefre/Parameter qadl Rerdr | ueeh faemer S g S gl faardr | ugel faemdr S g S S ol faardr | ugel faemdr S g S
No. (e | (Y- A 2021 & If&aT @ (RS- ) | (ST ) 2021 & If&aT @ (GriE- ) | (ST ) 2021 & If&aT @
2021 2021 . 2021 2021 . 2021 2021 .
AR AR AR
Difference of Difference of Difference of
Q2 Q1 ) Q2 Q1 ) Q2 Q1 )
. l rating Q2 2021 . i rating Q2 2021 . N rating Q2 2021
(Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021 (Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021 (Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021
1 [ T q . E. / 4.19 4.21 -0.02 4.63 4.26 0.37 453 458 -0.05
Ground transportation to/from airport
2 Parking fgacilitie/s 3.25 4.05 -0.80 4.39 3.60 0.79 4.08 4.41 -0.33
3 (SRS _3 /. i 3.15 3.98 -0.83 4.38 3.61 0.77 4.37 4.43 -0.06
Value for money of parking facilities
4 h amé I giferlt i suerern 3.84 4.54 -0.70 4.68 4.31 0.37 457 4.65 -0.08
Availability of baggage carts/trolleys
5 ﬁ'cﬁs?r '_:lﬁﬁ/' R # q‘:ﬁm . ! 4.46 4.27 0.19 4.65 4.15 0.50 4.47 456 -0.09
Waiting time in check-in queue/line
6 é’cﬁs?r T H E‘.rm/ 4.52 4.49 0.03 4.64 4.24 0.40 4.47 4.53 -0.06
Efficiency of check-in staff
7 5T a1 Rreea ) e/ 4.45 459 -0.14 474 4.40 0.34 454 4.62 -0.08
Courtesy and helpfulness of check-in staff
8 graaie / e 3medt dieror #F uchaae/ ) ) ) ) ) ) 439 57 018
Waiting time at passport/personal ID inspection ' ' ’
& FOE @ dH IR TS S
9 . . - - - - - - 431 4.62 -0.31
Courtesy and helpfulness of inspection staff
10 GU&T T I A 3R e ¥ ! 4.52 4.58 -0.06 4.72 4.54 0.18 457 457 0.00
Courtesy and helpfulness of security staff
11 Y& i & . E. i . 453 457 -0.04 4.63 454 0.09 4.44 4.49 -0.05
Thoroughness of security inspection
12 {Raﬂ T % 2R Wﬁaﬂ 3 ! 4.40 4.46 -0.06 4.64 455 0.09 451 4.46 0.05
Waiting time at security inspection
13 i .E 3R . @ et & ! 4.42 4.65 -0.23 4.72 4.61 0.11 474 458 0.16
Feeling of being safe and secure
14 e 3}' 3. e gedt q7Tec / 4.47 4.32 0.15 4.68 4.25 0.43 4.58 4.64 -0.06
Ease of finding your way through airport
15 EE. wiﬁ . E / 4.39 455 -0.16 4.58 3.99 0.59 4.49 4.61 -0.12
Flight information screens
16 Cle a o # a’:&/ . 4.32 4.47 -0.15 4.74 4.30 0.44 4.46 4.52 -0.06
Walking distance inside the terminal
17 A4 S . q . aﬁr JITe ./ 450 4.29 0.21 471 4.46 0.25 473 3.74 0.99
Ease of making connections with other flights
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qul e (3rie-ofeT) 2021 Y UEelr fAART (Seradl- A1) 2021 ¥ Joelr /

TSAT/PATNA qul/PUNE BdgH/TRIVANDRUM
w8/
gad A=y 2021 gad o=y 2021 gad o=y 2021
S tRrefe/Parameter qadl Rerdr | ueeh faemer S g S gl faardr | ugel faemdr S g S S ol faardr | ugel faemdr S g S
No. (e | (Y- A 2021 & If&aT @ (RS- ) | (ST ) 2021 & If&aT @ (GriE- ) | (ST ) 2021 & If&aT @
2021 2021 R 2021 2021 R 2021 2021 R
AR AR AR
Difference of Difference of Difference of
Q2 Q1 ; Q2 Q1 ) Q2 Q1 ;
. l rating Q2 2021 . i rating Q2 2021 . N rating Q2 2021
(Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021 (Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021 (Apr-Jun) 2021 | (Jan-Mar) 2021 over O1 2021
18 E w1 qH IR é. elel/ 4.65 4.54 0.11 4.77 4.60 0.17 4.58 4.71 -0.13
Courtesy and helpfulness of airport staff
19 Celt / ﬁﬁw, 4.30 4.06 0.24 3.99 3.64 0.35 4.31 4.23 0.08
Restaurant/Eating facilities
20 e/ q 3 ) € .../ 4.08 3.98 0.10 4.02 3.78 0.24 4.28 4.16 0.12
Value for money of restaurant/eating facilities
21 an / f.. ) 3t /gt IRde 1 sueH 4.30 3.84 0.46 3.44 4.20 -0.76 4.43 4.54 -0.11
Availability of bank/ATM facilities/money changers
22 Lnifter Fiaurd/ Shopping facilities 4.14 3.64 0.50 3.69 371 -0.02 413 4.37 -0.24
23 ! 3 1 3 ARel el / 3.88 3.75 0.13 3.64 4.06 -0.42 4.04 4.25 -0.21
Value for money of shopping facilities
24 Internet acciez\g/_vv':li-?:?m/ 4.00 4.40 -0.40 4.50 3.82 0.68 4.44 4.38 0.06
25 S/ T H’ 331/ 4.38 3.77 0.61 4.50 4.46 0.04 4.18 4.40 -0.22
Business/Executive lounges
26 aTQW/ 3 &W/ 4.51 4.44 0.07 4.69 4.52 0.17 4.57 4.74 -0.17
Availability of washrooms/toilets
27 AN | e @ M“’d.'/ 458 4.40 0.18 4.63 4.31 0.32 4.58 4.74 -0.16
Cleanliness of washrooms/toilets
28 SRRE | e m T 3 ! 4.26 4.36 -0.10 4.70 4.49 0.21 4.65 4.75 -0.10
Comfort of waiting/gate areas
29 [ .E c .Eﬁ TS / 4.61 452 0.09 4.88 4.31 0.57 4.65 4.82 -0.17
Cleanliness of airport terminal
30 TIRTIE &I arararo/Ambience of the airport 4.31 4.38 -0.07 4.75 4.04 0.71 4.66 4.84 -0.18
31 e / 3. 3 ; / - - - - - - 4.29 4.60 -0.31
Passport/ID inspection
32 Speedg of baggzg?dﬁveryé / 4.13 4.24 -0.11 4.62 4.14 0.48 3.91 4.37 -0.46
33 e Yoob ANETUNCustoms inspection - - - - - - 4.0 4.49 -0.44
g frem X FgR/Overall Satisfaction 4.48 4.45 0.03 4.86 419 0.67 477 4.94 -0.17
T 3ia/world Average 4.39 4.45 -0.06 4.39 4.45 -0.06 4.39 4.45 -0.06
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