BROAD RESULTSOF ASQ AIRPORT SERVICEQUALITY PROG RAMME ON FIVEPOINTS SCALEFOR QTR-N(OCT-DEC) 201 3 VIS-A-VIS QTR-II(JULY-SEPTEMBER) 2013

Sl. Kolkata Airport Chennai Airport Jaipur Airport
NO.
Qtr-IV(Oct] Qtr-li(July| Qtr-II(Aprilf Qtr-1 Difference in | Qtr-IV(Ocq Qtr-li(July| Qtr-lI(April Qtr-1 Difference inj Qtr-IV(Oct{ Qtr-lli(July { Qtr-lI(April{ Qtr-1 Difference in|
Dec.) Sept) June) (Jan- rating of Qtr- |Dec.) Sept) June) (Jan- rating of Qtr- |Dec.) Sept) 2013|June) (Jan- rating of Qtr-
TEMS 2013 2013 2013 March) IV(Oct-Dec) 2013 2013 2013 March) M(Oct-Dec) | 2013 2013 March) IV(Oct-Dec)
2013 2013 over 2013 2013 over 2013 2013 over
Qtr-l(July- Qtr-l(July- Qtr-li(July-
Sept) 2013 Sept) 2013 Sept) 2013
1 Ground Transportation To/From Airport 4.06 400 373 324 0.06 422 364 368 357 058 408 4.16 398 383 -0.08
2 Availability of parking facilies 407 388 375 312 0.19 372 347 353 343 025 413 4.00 382 375 013
3 Parking facilies value for money 4.00 388 362 3.04 0.12 394 351 343 335 043 403 383 369 346 0.20
4 Availability ofBaggage Cartsfrolleys 411 3.96 387 325 0.15 375 361 3.60 353 0.14 404 398 3.95 387 0.06
5 Waiting time in check-in-queue/ine 423 422 398 337 001 4.14 361 367 350 053 407 4.05 405 392 002
6 Efficiency of Check-in-Staff 422 4.15 401 361 007 376 357 356 352 0.19 404 398 408 394 0.06
7 Courtesy, helpfulness ofcheck-in-staff 431 4.14 406 368 017 397 362 351 356 035 3.99 395 398 3.99 0.04
8 Waiting time atPassportipersonal D inspection 411 421 389 358 -0.10 409 358 365 3.60 051 417 4.16 401 406 001
9 Courtesy and helpfulness ofinspection staff 405 413 3.86 354 -0.08 3.70 347 342 345 023 413 407 400 407 0.06
10 Courtesy and helpfulness ofsecurity staff 421 426 397 3.60 -0.05 409 362 376 365 047 410 401 407 418 009
11 Thoughness ofSecurity inspection 414 4.15 395 3.60 -0.01 365 346 356 360 0.19 408 393 408 414 0.15
12 Waiting time atSecurity inspection 412 4.06 3.90 339 0.06 392 358 354 352 034 403 391 399 3.99 0.12
13 Feeling ofbeing safe and secure 4.20 4.15 404 361 0.05 371 353 357 361 0.18 407 401 412 423 0.06
14 Ease offinding your way through airport 418 4.10 383 342 008 4.10 353 371 356 057 405 403 413 4.02 002
15 Flightinformation screens 401 393 363 3.08 0.08 377 322 353 338 055 406 3.96 400 391 0.10
16 Walking distance inside the terminal 3.99 392 367 347 007 388 346 346 358 042 410 394 410 4.06 0.16
17 Ease ofmaking connections with other flights 404 397 372 330 007 0.00 342 249 369 -342 425 392 381 406 033
18 Courtesy, helpfulness ofairportstaff 418 4.14 3.90 342 0.04 4.15 357 3.69 369 058 410 4.06 405 410 0.04
19 Restaurant/Eating facilies 365 359 3.06 261 0.06 3.70 338 336 3.18 032 391 375 356 312 0.16
20 Restaurantfacilies value for money 3.60 346 303 259 0.14 384 348 332 3.08 036 387 366 352 3.05 021
21 Availability ofbank /ATM faciliies/money changers 397 3.90 329 299 007 417 370 377 358 047 409 398 379 320 011
22 Shopping facliies 348 348 2.80 246 0.00 375 359 350 329 0.16 392 363 344 2383 0.29
23 Shopping faclies value for money 361 353 292 240 0.08 380 359 339 321 021 3.88 354 330 297 034
24 Internetaccesswi-fi 344 342 302 207 002 4.15 330 373 346 0.85 369 337 328 277 032
25 Business/Executive lounges 4.09 394 342 248 0.15 422 362 3.96 351 0.60 394 338 363 340 0.56
26 Availability ofwashrooms foilets 3.96 393 356 273 003 409 381 385 350 028 393 395 392 364 -0.02
27 Cleanliness ofwashrooms/oilets 385 387 351 240 -0.02 407 374 377 337 033 3.90 3.88 3.86 349 002
28 Comfortofwaiting/gate areas 4.05 403 382 286 002 372 370 367 344 0.02 405 395 394 375 0.10
29 Cleanliness ofairportterminal 422 4.19 400 269 003 425 393 397 358 032 405 407 405 4.06 -0.02
30 Ambience ofthe airport 414 4.15 407 272 -0.01 399 3.86 3.80 337 013 401 394 3.96 392 007
31 Arrivals passportand visa inspection 417 423 383 3.60 -0.06 422 382 370 3.70 040 3.88 3.96 405 3.90 -0.08
32 Speed ofbaggage delivery service 383 385 347 329 -0.02 365 355 352 338 0.10 412 403 401 379 009
33 Customs inspection 415 4.10 376 349 0.05 401 361 352 350 040 409 387 395 373 022
Overall Satisfaction with Airport 411 405 3.84 301 0.06 4.16 393 3.86 380 023 403 397 394 391 0.06
World Average 407 406 405 404 001 407 406 4.05 404 001 407 4.06 405 |404 001




BROAD RESULTSOF ASQ AIRPORT SERVICEQUALITY PROG RAMME ON FIVEPOINTS SCALEFOR QTR-N(OCT-DEC) 201 3 VIS-A-VIS QTR-II(JULY-SEPTEMBER) 2013

Sl. Goa Airport CalicutAirport Guwabhati Airport
NO.
Qtr-IV(Oct{ Qtr-1il Qtr-ll(Aprill Qtr-1 Difference in | Qtr-IV(Ocq Qtr-li(July| Qtr-lI(April{ Qtr-1 Difference inj Qtr-IV(Oct{ Qtr-lli(July { Qtr-lI(April{ Qtr-1 Difference in|
Dec.) (July- June) |@Jan- rating of Qtr- | Dec)) Sept) June) (Jan- rating of Qtr- | Dec ) Sept) 2013|June) (Jan- rating of Qtr-
2013 Sept) 2013 March) IV(Oct-Dec) 2013 2013 2013 March) IM(Oct-Dec) | 2013 2013 March) IV(Oct-Dec)
ITEMS 2013 2013 2013 over 2013 2013 over 2013 2013 over
Qtr-li(July- Qrr-lii(July- Qtr-li(July-
Sept) 2013 Sept) 2013 Sept) 2013
1 Ground Transportation To/From Airport 372 371 428 4.26 001 385 367 349 387 0.18 412 4.10 416 3.86 002
2 Availability of parking facilies 338 335 391 379 003 369 350 325 375 0.19 397 385 409 378 0.12
3 Parking facilies value for money 336 334 388 381 002 362 340 328 389 022 3.96 384 392 369 0.12
4 Availability ofBaggage Carts/rolleys 3.90 378 389 383 0.12 385 374 364 400 011 397 397 400 391 0.00
5 Waiting time in check-in-queueline 375 3.80 417 405 -0.05 3.60 345 350 383 0.15 402 403 413 402 -0.01
6 Efficiency of Check-in-Staff 394 383 4.16 398 011 381 353 349 401 028 392 3.96 405 4.05 -0.04
7 Courtesy, helpfulness ofcheck-in-staff 3.88 383 4.16 3.90 0.05 382 357 348 4.10 025 398 4.06 407 394 -0.08
8 Waiting ime atPassportpersonal ID inspection 398 395 416 414 003 356 359 359 398 -0.03 4.10 410 407 406 0.00
9 Courtesy and helpfulness ofinspection staff 395 393 408 390 002 384 367 354 403 017 399 399 393 404 0.00
10 Courtesy and helpfulness ofsecurity staff 394 394 412 4.10 0.00 389 373 365 421 0.16 399 403 408 401 -0.04
11 Thoughness of Security inspection 382 391 406 395 -0.09 3.86 3.60 350 394 0.26 387 3.90 397 4.05 -0.03
12 Waiting ime atSecurity inspection 3.80 373 387 3.82 007 375 355 356 382 0.20 393 397 3.89 392 -0.04
13 Feeling ofbeing safe and secure 392 382 401 3.04 0.10 395 3.60 366 404 035 3.96 4.05 3.95 4.06 -0.09
14 Ease offinding your way through airport 387 385 424 413 002 3.74 362 3.70 3.96 0.12 404 4.00 400 4.04 0.04
15 Flightinformation screens 352 354 400 3.86 -0.02 368 368 361 4.17 0.00 383 3.90 369 366 -0.07
16 Walking distance inside the terminal 395 387 4.14 3.85 0.08 372 367 349 390 0.05 391 398 384 393 -0.07
17 Ease ofmaking connections with other flights 385 377 4.00 352 0.08 373 374 355 381 -001 381 401 371 379 -0.20
18 Courtesy, helpfulness ofairportstaff 398 385 423 411 013 383 372 356 424 011 402 403 403 396 -0.01
19 Restaurant/Eating facilites 324 320 3.78 366 0.04 353 336 326 366 0.17 3.80 377 369 367 003
20 Restaurantfacilies value for money 319 3.04 366 359 015 358 326 313 351 032 390 376 360 353 014
21 Availability ofbank /ATM faciliies/money changers 364 350 431 4.26 0.14 369 3.60 347 401 0.09 414 395 369 346 0.19
22 Shopping facliies 3.08 3.00 384 362 0.08 352 340 344 346 0.12 393 357 323 3.08 0.36
23 Shopping facliies value for money 3.06 3.11 387 377 -0.05 345 336 326 341 0.09 387 355 327 3.08 032
24 Internetaccesswi-fi 311 3.19 4.06 3.78 -0.08 340 327 2.86 355 0.13 3.32 340 292 251 -0.08
25 Business/Executive lounges 3.60 344 414 387 0.16 3.76 369 3.06 385 0.07 387 364 354 334 0.23
26 Availability ofwashrooms oilets 3.27 3.26 379 357 0.01 381 3.70 349 3.73 011 391 3.77 3.88 3.60 014
27 Cleanliness ofwashrooms/oilets 3.08 305 365 342 003 3.76 365 340 371 011 379 373 376 352 0.06
28 Comfortofwaiting/gate areas 339 337 384 357 002 3.75 354 336 372 021 3.88 388 399 385 0.00
29 Cleanliness ofairportterminal 349 347 395 383 002 392 3.80 362 4.10 0.12 399 4.00 397 398 -0.01
30 Ambience ofthe airport 337 327 378 362 0.10 3.80 355 343 388 025 3.96 394 403 398 002
31 Arrivals passportand visa inspection 364 384 379 3.80 -0.20 404 381 364 3388 023 417 418 412 385 -0.01
32 Speed ofbaggage delivery service 348 354 354 356 -0.06 371 352 339 3388 019 388 378 384 3.86 0.10
33 Customs inspection 368 368 371 366 0.00 393 356 345 395 037 408 394 397 393 0.14
Overall Satisfaction with Airport 3.98 4,03 4.00 402 -0.05 3.88 3.75 3.74 3.69 0.13 403 411 411 410 -0.08
World Average 407 4.06 4.05 404 0.01 407 4.06 405 404 0.01 407 4.06 405 404 0.01




BROAD RESULTSOF ASQ AIRPORT SERVICEQUALITY PROG RAMME ON FIVEPOINTS SCALEFOR QTR-N(OCT-DEC) 201 3 VIS-A-VIS QTR-II(JULY-SEPTEMBER) 2013

Sl.

NO Ahmedabad Airport Trivandrum Airport Pune Airport
' Qtr-IV(Oct] Qtr-li(July| Qtr-II(Aprilf Qtr-1 Difference in | Qtr-IV(Ocq Qtr-li(July| Qtr-lI(April{ Qtr-1 Difference inj Qtr-IV(Oct{ Qtr-lli(July { Qtr-lI(April{ Qtr-1 Difference in|
Dec) Sept) June) (Jan- rating of Qtr- | Dec)) Sept) June) (Jan- rating of Qtr- | Dec ) Sept) 2013]June) (Jan- rating of Qtr-
2013 2013 2013 March) | \M(Oct-Dec) |2013 2013 2013 March) | M(Oct-Dec)|2013 2013 March) |M(OctDec)
ITEMS 2013 2013 over 2013 2013 over 2013 2013 over
Qtr-li(July- Qrr-lii(July- Qtr-li(July-
Sept) 2013 Sept) 2013 Sept) 2013
1 Ground Transportation To/From Airport 4.12] 413 423 403 -0.01 4.19 408 4.02 3.86 011 403 403 424 398 0.00
2 Availability of parking facilies 444 415] 424 3.95 029 392 404 4.00 3.82 -0.12 401 3.84 3.80 3.73 017
3 Parking facilies value for money 4.29] 397 418 375 032 382 3.90 367 355 -0.08 391 3.86 3.90 377 0.05
4 Availability ofBaggage Carts/rolleys 4.25| 404 420 421 021 3.83 399 381 3.99 -0.16 411 404 414 407 0.07
5 Waiting time in check-in-queueline 4.36 423 419 397 013 3.94 399 3.73 367 -0.05 424 429 414 4.09 -0.05
6 Efficiency of Check-in-Staff 43 414 417 3.90 016 3.89 397 3.98 411 -0.08 4,08 416 401 3.92 -0.08
7 Courtesy, helpfulness ofcheck-in-staff 4.32| 4171 415 403 015 3.85 4.00 3.87 413 -0.15 414 416 407 402 -0.02
8 Waiting ime atPassportpersonal ID inspection 4.37| 429 421 396 0.08 404 402 384 377 0.02 435 432 425 418 003
9 Courtesy and helpfulness ofinspection staff 423 418 406 388 0.05 3.86 3.96 383 398 -0.10 417 415 3.99 400 002
10 Courtesy and helpfulness ofsecurity staff 431 422 422 402 009 3.96 404 397 400 -0.08 427 428 423 418 -0.01
11 Thoughness of Security inspection 4.25] 415 416 396 0.10 379 393 379 393 -0.14 411 415 403 404 -0.04
12 Waiting time atSecurity inspection 4.26 4171 407 3.90 0.09 384 381 3.87 371 0.03 414 411 402 397 0.03
13 Feeling ofbeing safe and secure 4.25 427 426 413 -0.02 3.90 402 387 402 -0.12 418 419 417 4.10 -0.01
14 Ease offinding your way through airport 4.27] 421 424 397 0.06 403 403 387 389 0.00 427 420 421 413 007
15 Flightinformation screens 3.97] 387 396 379 0.10 379 391 385 411 -0.12 397 398 391 3.86 -0.01
16 Walking distance inside the terminal 4.2 408 408 405 012 3.80 382 3.79 3.74 -0.02 412 412 403 407 0.00
17 Ease ofmaking connections with other flights 4.16| 398 397 375 0.18 368 408 375 376 -0.40 405 3.90 379 4.00 0.15
18 Courtesy, helpfulness ofairportstaff 4.27| 4201 429 414 0.07 4.06 4,08 4.00 416 -0.02 421 419 423 417 0.02
19 Restaurant/Eating facilites 4014 382 397 372 0.19 384 3.60 3.89 359 024 371 362 381 346 0.09
20 Restaurantfaciliies value for money 3.96] 370 384 356 0.26 377 3.60 371 334 017 367 362 357 335 005
21 Availability ofbank /ATM faciliies/money changers 353 351 369 332 002 422 399 4.00 3.96 023 354 355 372 368 -0.01
22 Shopping facliies 3.89 366] 398 342 0.23 382 394 3.90 3.70 -0.12 347 341 354 349 0.06
23 Shopping facliies value for money 3.93] 361 390 344 032 373 381 368 353 -0.08 348 353 343 341 -0.05
24 Internetaccesswi-fi 2.16| 251 261 345 -0.35 3.69 381 3.63 3.79 -0.12 298 3.05 3.14 3.22 -007
25 Business/Executive lounges 2.94 289 354 359 0.05 385 404 3.88 411 -0.19 293 323 314 335 -0.30
26 Availability ofwashrooms oilets 4.28| 393 427 4.09 035 3.95 402 3.84 4.05 -0.07 4.06 401 410 4.04 0.05
27 Cleanliness ofwashrooms toilets 451 413] 405 387 038 3.86 384 3.94 412 0.02 410 3.95 392 3.76 015
28 Comfortofwaiting/gate areas 4.02] 387 407 403 0.15 381 400 383 383 -0.19 391 398 397 394 -0.07
29 Cleanliness ofairportterminal 452 435 423 420 017 4.02 414 405 425 -0.12 418 414 410 411 0.04
30 Ambience ofthe airport 4.04] 389 408 401 0.15 387 406 3.96 404 -0.19 3.89 394 391 398 -0.05
31 Arrivals passportand visa inspection 4.09] 397 419 395 012 417 417 410 3.90 0.00 410 403 411 413 007
32 Speed ofbaggage delivery service 4.11 386] 394 379 0.25 3.90 407 391 376 -0.17 387 384 383 387 003
33 Customs inspection 4.07] 394 400 365 0.13 398 409 371 384 -0.11 400 391 394 397 0.09
Overall Satisfaction with Airport 419 412 413 407 0.07 416 412 4.06 397 0.04 4,08 4.06 406 403 0.02
World Average 4.07| 406] 405 404 0.01 4.07| 4.06 405 404 0.01 4.07] 4.06 405 4.04 0.01




BROAD RESULTSOF ASQ AIRPORT SERVICEQUALITY PROG RAMME ON FIVEPOINTS SCALEFOR QTR-N(OCT-DEC) 201 3 VIS-A-VIS QTR-II(JULY-SEPTEMBER) 2013

S Lucknow Airport Srinagar Airport
NO.
Qtr-IV(Oct] Qtr-li(July| Qtr-II(Aprilf Qtr-1 Difference in | Qtr-IV(Ocq Qtr-li(July| Qtr-lI(April{ Qtr-1 Difference in
Dec) Sept) June) (Jan- rating of Qtr- | Dec)) Sept) June) (Jan- rating of Qtr-
ITEMS 2013 2013 2013 March) | \M(Oct-Dec) |2013 2013 2013 March) | M(Oct-Dec)
2013 2013 over 2013 2013 over
Qtr-li(July- Qrr-lii(July-
Sept) 2013 Sept) 2013
1 Ground Transportation To/From Airport 427 409 445 405 0.18 444 440 4.25 420 0.04
2 Availability of parking facilies 378 384 400 395 -0.06 406 389 372 371 017
3 Parking facilies value for money 366 3.74 395 378 -0.08 382 3.74 378 394 0.08
4 Availability ofBaggage Cartsfrolleys 4.26 420 423 409 0.06 394 358 365 389 036
5 Waiting time in check-in-queueline 4.30 426 433 4.20 0.04 440 423 411 412 017
6 Efficiency of Check-in-Staff 4.33 422 413 423 011 390 377 378 386 013
7 Courtesy, helpfulness ofcheck-in-staff 4.34 431 420 4.26 003 380 373 362 395 0.07
8 Waiting time atPassportipersonal D inspection 4.26 406 426 414 0.20 417 - 388 394 -
9 Courtesy and helpfulness ofinspection staff 414 393 400 406 021 413 364 3.60 399 049
10 |Courtesy and helpfulness ofsecurity staff 462 442 447 4.36 0.20 458 4.36 424 420 022
11 |Thoughness ofSecurity inspection 458 439 430 433 0.19 397 3.86 381 389 011
12 |Waiting ime atSecurity inspection 450 434 425 416 0.16 398 3.74 383 408 024
13 |Feeling ofbeing safe and secure 458 443 437 447 0.15 389 358 370 401 031
14 |Ease offinding your way through airport 437 421 442 431 0.16 440 424 413 418 0.16
15 |Flightinformation screens 4.03 398 409 401 005 400 381 381 383 0.19
16 |Walking distance inside the terminal 424 425 427 422 -0.01 397 385 3.89 408 012
17 |Ease ofmaking connections with other flights 433 400 421 418 033 393 3.75 387 412 0.18
18 |Courtesy,helpfulness ofairportstaff 450 431 435 4.30 0.19 442 425 419 424 017
19 |Restaurant/Eating facilies 387 357 377 372 0.30 393 3.78 3.80 381 0.15
20 |Restaurantfacilies value for money 373 349 368 356 0.24 388 3.78 3.80 390 0.10
21 |Availability ofbank /ATM faciliies/money changers 3.90 351 418 347 039 447 434 4.26 412 013
22 |Shopping faclies 3.60 3.06 361 282 054 407 3.90 388 371 017
23 |Shopping facliies value for money 327 305 347 271 022 385 379 383 374 0.06
24 |internetaccessiwi-fi 154 158 216 262 -0.04 368 3.56 387 361 012
25 |Business/Executve lounges 160 234 293 319 -074 362 369 424 393 -0.07
26 |Availability ofwashroomsfoilets 433 417 446 425 0.16 448 418 403 3.96 030
27 |Cleanliness ofwashroomsoilets 427 395 417 412 032 398 3.74 382 397 024
28 |Comfortofwaiting/gate areas 4.35 426 420 432 009 401 379 3.80 393 022
29 |Cleanliness ofairportterminal 452 437 447 437 0.15 445 430 427 428 0.15
30 |Ambience ofthe airport 447 423 425 4.28 024 408 392 395 394 0.16
31 |Arrivals passportand visainspection 4.70 430 434 405 040 280 383 374 401 -1.03
32 |Speed ofbaggage delivery service 432 392 394 393 040 412 422 4.06 377 -0.10
33 |Customs inspection 433 398 397 3.96 035 431 424 433 412 0.07
Overall Satisfaction with Airport 4.16 418 4.11 407 -0.02 4.16 411 411 409 0.05
World Average 4.07] 406 405 404 001 4.07] 406 4.05 404 001

World Highest ICN- Seoul Incheon Airport in Qtr-1

V-4.95,Qtr-ll- 496, Qtr-ll-4.99, Qtr-1 - 498




