BROAD RESULTS OF CUSTOMER SATISFACTION SURVEY - ROUND - Il (JANUARY-JUNE) 2013 ON FIVE POINTS SCALE AT 52 AIRPORTS

SL. No. Facilities hub i Cl igarh Trichy Jodhpur Kullu Udaipur Bhopal Madurai Tirupati Coi e Srinagar Manglore
Gi d T tation To/Fi
1 Airr‘:;':‘ ransportation To/From 4.84 466 4.87 4.40 430 432 447 431 4.01 411 4.02 467 435
2 Availability of parking facilities 4.86 4.81 4.80 4.64 4.44 4.28 434 4.23 4.04 4.18 4.04 4.46 434
3 Parking facilities value for money 4.69 4.70 4.79 4.51 4.42 3.94 4.33 4.30 4.53 4.60 4.41 4.53 431
4 |Availability of Baggage Carts/trolleys 4.76 471 4.86 4.64 4.79 4.68 431 4.65 4.73 4.70 4.54 4.13 433
5 Waiting time in check-in-queue/line 4.69 473 4.82 4.84 4.65 4.45 437 4.43 4.77 4.62 4,57 4.45 421
6 Efficiency of Check-in-Staff 4.77 4.58 4.75 4.81 4.63 4.52 4.27 4.51 4.73 4.38 4.55 4.03 4.11
7 Courtesy, helpfulness of check-in-staff 4.81 4.71 4.85 4.57 4.54 4.82 4.32 4.61 4.54 4.25 4.35 4.50 4.14
Waiting ti t P 1, 11D
g |Waiting time at Passport/persona NA 472 NA 4.76 NA NA NA NA NA NA 438 NA 418
inspection
Courts d helpful f il ti
9 St‘;?f sy and helpiuiness ot inspection NA 462 NA 4.70 NA NA NA NA NA NA 438 NA 4.04
Courts d helpful f ity
10 St‘;?f sy and helpiuiness of security 474 481 4.80 471 467 481 452 459 457 457 450 452 437
11 |Throughness of Security inspection 4.79 4.76 4.80 4.73 4.69 4.51 4.29 4.75 4.50 4.48 4.47 3.95 4.24
12 |Waiting time at Security inspection 4.77 4.66 4.77 4.59 4.66 4.40 4.32 4.74 4.47 4.38 4.45 4.38 4.28
13  |Feeling of being safe and secure 4.76 4.72 4.85 4.59 4.83 4.88 4.41 4.77 4.35 4.44 4.26 4.05 4.20
E; f findi th h
14 af’rspz(:t inding your way throug 4.78 4.79 4.83 4.83 473 426 4.60 456 4.60 463 437 437 436
15 [Flight information screens 4.77 4.65 4.77 4.72 4.83 NA 4.48 4.50 4.56 NA 4.32 3.89 4.21
16 |Walking distance inside the terminal 4.80 4.78 4.81 4.56 4.80 4.22 4.38 4.61 4.47 4.41 4.28 4.32 4.21
E; f maki ti ith othy
17 ﬂ‘?gsﬁt: making connections with other 477 474 4.80 4.47 427 4.07 432 4.40 434 4.01 427 3.88 4.10
18 |[Courtesy, helpfulness of airport staff 4.83 4.72 4.40 4.83 4.85 4.89 4.71 4.71 4.66 4.59 4.45 4.53 4.26
19 |Restaurant / Eating facilities 4.39 4.43 4.55 4.68 4.79 NA 4.62 4.47 4.46 4.28 4.18 3.98 3.83
20 [Restaurant facilities value for money 4.45 4.69 4.80 4.33 4.74 NA 4.47 4.36 4.11 411 3.85 4.39 3.89
Availability of bank / ATM faciliti
gp  [Availability of bank / acilties/ 4.89 483 NA 467 4.29 NA 4559 455 411 4.24 4.26 437 431
money changers
22 [Shopping faclities 4.60 4.71 NA 4.69 4.50 NA 4.38 4.28 4.09 NA 4.13 4.19 4.14
23 |Shopping faclities value for money 4.35 4.72 NA 4.43 4.48 NA 4.34 4.16 4.33 NA 4.19 4.25 4.21
24 |Internet access/wi-fi 3.84 NA NA 4.64 NA NA NA NA 4.72 NA 4.49 3.85 NA
25 |Business/ Executive lounges 4.73 4.68 NA NA NA NA 4.55 NA 4.77 NA 4.59 4.05 NA
26 |Availability of washrooms/toilets 4.84 4.60 4.25 4.81 4.93 4.82 4.73 4.40 4.62 4.71 4.40 4.40 4.54
27 |Cleanliness of washrooms/toilets 4.91 4.62 4.45 4.75 4.92 4.85 4.83 4.38 4.40 4.62 4.29 4.53 4.68
28 |Comfort of waiting/ gate areas 4.82 4.55 4.30 4.57 4.92 4.54 4.63 4.25 433 4.30 4.19 4.09 4.51
29 [Cleanliness of airport terminal 4.84 4.71 4.25 4.84 4.95 4.93 4.80 4.40 4.66 441 4.45 4.64 4.69
30 [Ambience of the airport 4.78 4.53 4.28 4.80 4.93 4.76 4.67 4.35 4.59 4.26 433 4.12 4.36
31 |Arrivals passport and visa inspection NA 4.87 NA 4.56 NA NA NA NA NA NA 434 NA 4.27
32 |Speed of baggage delivery service 3.99 4.43 4.12 4.42 3.66 3.20 4.44 4.23 4.07 4.20 3.91 3.84 3.79
33 |Customs inspection NA 4.81 NA 4.40 NA NA NA NA NA NA 3.85 NA 4.13
Overall Satisfaction with Airport 4.68 4.68 4.65 4.64 4.64 4.48 4.48 4.46 4.45 4.40 4.31 4.25 4.25




BROAD RESULTS OF CUSTOMER SATISFACTION SURVEY - ROUND - Il (JANUARY-JUNE) 2013 ON FIVE POINTS SCALE AT 52 AIRPORTS

SL. No. Facilities Portblair Surat Vadodara Indore Amritsar D Raipur Porbandar Hubli
1 i:’:)‘:: Transportation To/From 461 434 434 402 434 414 446 416 3.93 3.98 407 207 3.90
2 |Availability of parking facilities 3.99 207 426 112 404 207 425 2.05 397 218 410 204 3.98
3 Parking facilities value for money 4.40 3.91 4.04 4.08 3.78 3.92 4.21 4.03 3.82 3.92 4.02 3.79 3.93
4 |availability of Baggage Carts/trolleys 425 427 433 420 122 241 411 410 206 423 420 2.09 3.99
5 |Waiting time in check-in-queue/line 168 439 456 417 416 415 415 416 202 213 435 434 207
6 |Efficiency of Check-in-Staff 112 214 434 423 4.26 216 213 416 215 215 138 228 203
7 |Courtesy, helpfulness of check-in-staff 458 207 439 122 421 430 411 201 204 423 434 417 391
g |Waiting time at Passport/personal 1D NA NA NA NA NA NA NA 411 NA NA NA NA 428
inspection
9 sct‘jal;fnesy and helpfulness of inspection NA NA NA NA NA NA NA 4.00 NA NA NA NA 423
10 sc;l;fnesy and helpfulness of security 462 441 451 432 4.03 431 4.26 420 213 4.28 4.26 4.26 4.05
11  [Throughness of Security inspection 4.01 421 4.32 4.33 4.28 4.20 4.12 4.18 4.07 4.19 4.24 4.26 3.99
12 |Waiting time at Security inspection 450 420 433 4.26 433 211 2.10 4.20 226 112 227 215 3.98
13 [Feeling of being safe and secure 4.16 4.29 4.43 4.32 4.36 4.25 4.09 4.29 4.08 4.35 4.28 3.99 4.10
14 :‘r;eo‘:tf finding your way through 471 443 460 424 435 423 203 419 132 425 429 203 206
15 |Flight information screens 4.20 NA NA 4.8 202 216 213 122 NA 2.05 NA NA 393
16 |Walking distance inside the terminal 464 433 434 429 433 416 203 132 420 421 429 3.79 207
17 :?;::f making connections with other 4.04 4.20 429 432 3.92 413 4.07 413 4.09 4.20 NA 3.83 411
18 |Courtesy, helpfulness of airport staff 473 446 449 417 437 456 425 428 437 423 424 387 205
19 |Restaurant / Eating facilities 3.78 202 3.66 421 3.94 211 229 410 225 2.05 3.46 NA 3.98
20 [Restaurant facilities value for money 4.13 3.91 3.59 4.12 3.90 3.77 4.08 3.95 4.15 4.03 3.54 NA 3.95
g1 [Availability of bank / ATM facilities/ 456 NA NA 3.99 407 413 430 3.02 417 3.98 NA NA 202
money changers

22_|Shopping faclities 3.68 NA NA 4.08 3.86 393 213 418 224 387 NA 331 112
23 [Shopping faclities value for money 4.01 NA NA 3.96 3.87 3.80 3.97 4.10 4.14 3.84 NA 3.76 4.03
24_|internet access/wifi NA NA 3.12 NA 4.26 NA NA NA NA NA 382 NA NA
25  [Business/ Executive lounges NA NA NA 4.18 NA NA NA NA 4.16 NA NA NA NA
26_|Availability of washrooms/toilets 414 247 438 427 243 238 229 444 132 228 215 227 2.10
27 |Cleanliness of washrooms/toilets 4.14 4,19 4.12 4.29 4.44 4.45 4.23 4.52 4.38 433 4,12 4.43 4.07
28_|Comfort of waiting/ gate areas 3.93 226 4.09 419 241 231 132 447 133 214 2.06 133 397
29 [Cleanliness of airport terminal 4.53 4.39 4.33 4.33 4.45 4.47 4.30 4.56 4.21 4.45 4.29 4.05 4,15
30_|Ambience of the airport 426 218 419 122 142 142 229 455 2.40 231 221 203 204
31 |Arrivals passport and visa inspection NA NA NA NA NA NA NA 4.41 NA NA NA NA 4.10
32 [Speed of baggage delivery service 3.35 4.21 4.11 4.09 4.30 4.10 4.28 4.28 4.20 3.95 3.95 3.96 4.44
33 |Customs inspection NA NA NA NA NA NA NA 434 NA NA NA NA 4.00

Overall Satisfaction with Airport 425 423 221 4.20 2.19 4.19 218 218 217 2.15 213 2.05 2.04




BROAD RESULTS OF CUSTOMER SATISFACTION SURVEY - ROUND - Il (JANUARY-JUNE) 2013 ON FIVE POINTS SCALE AT 52 AIRPORTS

SL. No. Facilities Rajkot Jammu Ranchi Agartala Bhuj d; y Gaya Tuticorin Leh Kandala Khajurah
Gi d T tation To/Fi
1 Airr‘:;':‘ ransportation To/From 4.06 3.67 3.83 3.01 4.29 4,03 3.89 3.97 361 3.86 376 3.02 3.01
2 Availability of parking facilities 3.98 3.94 3.85 4.04 3.78 4.04 3.62 3.90 3.88 3.57 3.66 3.27 341
3 Parking facilities value for money 3.69 3.88 3.88 3.91 3.68 3.98 3.74 3.62 3.73 3.50 3.61 NA 3.17
4 |Availability of Baggage Carts/trolleys 4.22 4.09 4.12 4.20 3.82 4.07 3.89 3.97 3.97 3.68 3.74 293 3.27
5 Waiting time in check-in-queue/line 4.24 4.02 4.06 4.20 4.27 421 4.19 4.08 3.76 421 3.83 3.52 3.60
6 Efficiency of Check-in-Staff 4.07 4.03 4.10 4.19 3.81 4.04 4.05 3.86 3.82 4.05 3.91 3.72 3.56
7 Courtesy, helpfulness of check-in-staff 4.09 4.10 4.08 4.22 3.85 3.97 4.09 3.85 3.94 3.73 3.93 3.62 3.60
Waiting ti t P 1, 11D
g |Waiting time at Passport/persona NA NA NA NA NA NA NA NA 384 NA NA NA NA
inspection
Courts d helpful f il ti
9 | yanheiness otinspection NA NA NA NA NA NA NA NA 384 NA NA NA NA
Courts d helpful f ity
10 St‘;?f sy and helpiuiness of security 4.29 407 3.97 4.25 437 425 217 4.07 3.86 3.93 4.04 375 3.98
11 |Throughness of Security inspection 4.15 4.01 4.09 4.20 3.85 4.14 4.01 3.77 3.87 3.84 3.95 3.65 3.96
12 |Waiting time at Security inspection 4.04 4.05 4.08 4.18 3.83 4.11 3.95 3.73 3.83 3.75 3.95 371 3.93
13  |Feeling of being safe and secure 4.17 4.06 4.14 4.22 3.91 4.09 3.91 3.86 4.00 3.84 3.99 3.61 3.93
E; f findi th h
14 af’rspz(:t inding your way throug 4.25 4.06 4.04 411 439 413 3.99 4.15 391 429 3.94 3.92 3.83
15 [Flight information screens NA 3.99 3.72 NA 3.88 3.79 NA 3.79 3.61 NA NA NA NA
16 |Walking distance inside the terminal 4.17 4.07 4.10 4.16 3.95 3.90 3.84 3.72 3.90 4.22 3.96 3.65 2.61
E; f maki ti ith othy
17 ﬂ‘?gsﬁt: making connections with other 411 4.05 NA 4.00 NA 3.83 NA 3.86 3.93 NA 3.70 NA NA
18 |[Courtesy, helpfulness of airport staff 4.26 4.03 3.98 4.26 4.35 3.92 3.79 4.04 3.86 4.13 3.98 3.71 3.98
19 |Restaurant / Eating facilities 3.62 4.01 4.09 3.51 3.37 3.52 3.62 3.11 NA 3.50 NA NA NA
20 [Restaurant facilities value for money 3.49 4.09 411 3.52 3.33 3.42 3.57 3.16 NA 3.22 NA NA NA
Availability of bank / ATM faciliti
gp  [Availability of bank / acilties/ NA 416 4.16 NA 4.41 NA NA NA 2.98 NA NA NA NA
money changers
22 [Shopping faclities NA 4.02 NA NA NA NA NA NA NA NA NA NA 3.17
23 |Shopping faclities value for money NA 4.10 NA NA NA NA NA NA NA NA NA NA 2.04
24 |Internet access/wi-fi NA NA NA NA NA NA NA NA NA NA NA NA NA
25 |Business/ Executive lounges NA NA NA NA NA NA NA NA NA NA NA NA NA
26 |Availability of washrooms/toilets 4.02 4.00 4.05 3.99 3.74 3.85 3.87 3.91 3.60 3.86 3.62 3.85 3.81
27 |Cleanliness of washrooms/toilets 3.91 4.14 3.98 3.93 3.40 3.68 3.89 4.07 3.93 3.37 3.29 3.59 3.48
28 |Comfort of waiting/ gate areas 3.87 4.06 4.00 4.02 3.58 3.60 3.90 4.10 4.08 3.20 3.55 3.55 3.73
29 [Cleanliness of airport terminal 4.10 4.13 3.92 4.10 4.30 4.03 3.93 4.19 3.95 3.84 3.74 3.80 3.86
30 [Ambience of the airport 3.92 4.15 4.11 391 4.12 3.79 4.01 4.01 3.90 3.74 3.57 3.73 3.94
31 |Arrivals passport and visa inspection NA NA NA NA NA NA NA NA 3.54 NA NA NA NA
32 |Speed of baggage delivery service 3.98 3.75 3.97 3.98 4.40 3.74 3.89 3.95 3.40 3.74 331 3.80 3.70
33 |Customs inspection NA NA NA NA NA NA NA NA 3.46 NA NA NA NA
Overall Satisfaction with Airport 4.03 4.03 4.02 4.00 3.95 3.92 3.90 3.86 3.78 3.78 3.76 3.60 3.53




BROAD RESULTS OF CUSTOMER SATISFACTION SURVEY - ROUND - Il (JANUARY-JUNE) 2013 ON FIVE POINTS SCALE AT 52 AIRPORTS

SL. No. Facilities Patna kk Agra bal Dibrugarh Silchar Dimapur llahabad Imphal Jorhat Agatti Barapani Kangra
1 iir::;r: Transportation To/From 3.50 3.15 365 2.85 NA NA 3.07 331 3.08 NA 257 NA NA
2 |Availability of parking facilities 3.61 3.10 3.37 2.97 3.59 3.32 3.24 3.27 3.21 2.80 2.10 NA NA
3 Parking facilities value for money 3.64 NA 3.34 3.19 3.32 2.97 3.06 3.28 2.95 2.71 2.18 NA NA
4 Availability of Baggage Carts/trolleys 3.77 3.40 3.17 3.43 3.26 3.48 3.26 3.36 331 3.06 1.90 NA NA
5 Waiting time in check-in-queue/line 3.23 3.58 3.76 3.56 3.53 337 343 3.47 3.39 3.15 333 NA NA
6 Efficiency of Check-in-Staff 3.13 3.68 3.31 3.50 3.25 3.34 3.33 3.47 3.32 3.19 3.37 NA NA
7 Courtesy, helpfulness of check-in-staff 3.21 3.81 3.29 3.59 3.16 3.46 3.44 3.46 3.44 3.26 3.39 NA NA
s Y\/amng time at Passport/personal ID NA NA NA NA NA NA NA NA NA NA NA NA NA

inspection
9 sct‘:;fnesy and helpfulness of inspection NA NA NA NA NA NA NA NA NA NA NA NA NA
10 sct‘:;fnesy and helpfulness of security 3.30 3.90 3.63 3.76 3.52 3.56 3.54 3.59 3.49 3.26 337 NA NA
11  [Throughness of Security inspection 3.17 3.91 3.26 3.52 3.26 3.48 3.37 3.45 3.37 3.24 3.38 NA NA
12 [Waiting time at Security inspection 3.10 3.69 3.48 3.53 3.22 3.45 3.38 3.45 3.47 3.12 3.39 NA NA
13 |Feeling of being safe and secure 3.15 3.85 3.17 3.42 3.04 3.56 3.43 3.35 3.53 3.25 3.33 NA NA
14 :i;:: finding your way through 3.59 3.54 3.70 3.60 361 3.46 335 3.32 3.43 3.0 1.94 NA NA
15  [Flight information screens 3.63 NA 3.27 NA 3.32 NA NA NA NA NA 1.42 NA NA
16  |Walking distance inside the terminal 3.74 3.50 3.48 3.57 3.23 331 3.06 3.09 321 291 1.87 NA NA
17 :?gs:t:f making connections with other 3.10 337 3.15 NA NA NA 2.96 NA 3.29 2.86 1.62 NA NA
18 [Courtesy, helpfulness of airport staff 3.57 3.74 3.52 3.73 3.57 3.59 332 333 3.18 312 2.70 NA NA
19  |Restaurant / Eating facilities 3.23 NA NA NA 3.23 NA 2.55 NA 2.50 2.34 1.59 NA NA
20 [Restaurant facilities value for money 3.18 NA NA NA 3.13 NA 2.58 NA 2.53 237 1.54 NA NA
g1 |Pvaitability of bank / ATM facilites/ 365 NA 3.01 NA 3.87 NA NA NA NA NA NA NA NA
money changers

22 |Shopping faclities 3.31 NA NA NA 3.65 NA NA NA 2.03 NA NA NA NA
23 [Shopping faclities value for money 3.33 NA NA NA 3.50 NA NA NA 2.22 NA NA NA NA
24 |Internet access/wi-fi NA NA NA NA NA NA NA NA NA NA NA NA NA
25  [Business/ Executive lounges 3.09 NA NA NA 3.08 3.03 NA NA NA NA NA NA NA
26 |Availability of washrooms/toilets 3.80 3.18 3.96 3.56 3.47 2.97 3.12 2.50 2.97 2.85 2.55 NA NA
27 [Cleanliness of washrooms/toilets 4.01 2.77 3.50 3.22 3.36 3.04 3.21 2.57 3.02 2.92 2.65 NA NA
28 |Comfort of waiting/ gate areas 3.78 3.45 3.40 3.23 3.11 3.20 3.11 2.55 2.99 3.07 2.18 NA NA
29 [Cleanliness of airport terminal 4.07 3.09 3.90 3.43 3.83 3.29 3.42 2.60 3.18 3.27 2.70 NA NA
30 |Ambience of the airport 3.93 3.30 3.45 3.33 3.60 3.26 3.15 2.97 3.05 3.15 2.63 NA NA
31 |Arrivals passport and visa inspection NA NA NA NA NA NA NA NA NA NA NA NA NA
32 |Speed of baggage delivery service 3.60 3.03 3.35 3.60 3.69 3.53 3.15 3.05 3.03 3.34 2.28 NA NA
33 [Customs inspection NA NA NA NA NA NA NA NA NA NA NA NA NA

Overall Satisfaction with Airport 3.48 3.45 3.44 3.43 3.40 3.34 3.20 3.17 3.09 3.01 2.50 NA NA




