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ASQ is present in 85 countries, with over 300 participants
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Elements: Functions

Experience

Customer-Centric
Services

Customer Journey

Customer Service
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Check-in
activities

Wayfinding

Discretionary
time activities
+ Retail
activities

Infrastructure
&
Environment

= Security + 1D 5

Satisfaction Checkpoints i
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One airport community

Premises , Processes, People

The passenger at the centre

A common vision
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Base Satisfied Passengers
= TOP 5 Most Important Items
n=3M Among Q8 respondents Among Q7 respondents
Waiting time in check-in 82%
queue/line 22 20 77%
Comfort of waiting/gate 58%
areas 46%
Courtesy and helpfulness 0
of security staff 82% a7%
Cleanliness of
washrooms/toilets 58% 70%
Internet access/Wi-Fi 52% 58%

Scores 4 +5
(Excellent+
Very Good)
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m 1st most important  m2nd most important = 3rd most important
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