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Airport Service Quality Q2 2023 VS Q3 2023

Global snapshot of airport customer experience produced by ACI ASQ

Overall scores Both the overall experience and satisfaction measures are critical. The best customer experience
WORLDWIDE is when airports generate positive emotions while providing excellent service quality.

~
P
>y

&

c o
9 3]
5 4.28 ¢ The Overall i 4.151 The Overall
3 ) A Satisfaction helps ® g Experience focuses
= determine how well s on the impression that
n airports are servicing - is left by the journey
= 431 airp = 418 ot by the
5 Q2 2023 elr passengers. S Q2 2023 at the airport.
>
é o)
nn Satisfaction TE:\?:I I(i):g
J BY STEP OF THE JOURNEY Index
Arrival at Security Shopping/ Throughout
the airport screening dining the airport
! i =
Border Gate
Check-in control areas
202 202 02.
a7 Y. V433 $381
Q2 2023 Q2 2023 Q2 2023 GATE T
4.29 4.35 3.82 —
Q32023 023 ‘ 4.34
¥a4z Vaz vao7 a2 2023
4.45 4.32 4.10 4.36

9 "\ Overall satisfaction
BY REGION
Q3 2023

; 23 floz EUROPE 22.200253
NORTH AMERICA Q2 2023 4.08

4.18

Q3:2023

4.56

MIDDLE EAST Q2 2023

Q3.2023 4.55

4.16 93 2023 Q3 2023

LATIN AMERICA/ Q2:2023 380 473

CARIBBEAN 4 19
3 AFRICA Q2 2023
ASIA-PACIFIC Q2 2023

3.83

4,74

&0 \ Overall satisfaction
y BY AIRPORT SIZE

417y 432} 425} 434}  a19)  aast
4.20 4.38 4.28 4.36 4.24 4.44

|t |t | BEEE | REEED | PR

2M 2-5M 5-15M  15-25M 25-40M 40M

Source: ACI Airport Service Quality Departures — Main type Programme 2023, based on Q3 2023 results with 330 airports
1 I indicates that the segment’s performance is higher or lower compared to the Q2 2023 result on a statistically significant level (95%).
Results are means of a 5-pt scale.



