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REPORT OF THE COMMISSION CONSTITUTED BY THE HON’BLE
SUPREME COURT OF PAKISTAN IN HUMAN RIGHT CASE NO. 24770-G
OF 2011 TO ADDRESS THE GRIEVANCES OF PASSENGERS
AT AIRPORTS

1. INTRODUCTION

1.1 At the hearing on 17 February 2018, the Hon’ble Supreme Court of
Pakistan appointed a commission comprising of Secretary, Law and Justice
Commission of Pakistan (LICP), Acting Director General, Pakistan Civil
Aviation (CAA), and Director General, Human Right Cell, Supreme Court of
Pakistan to submit a report to the Court addressing the issues related to
improper facilities or mishandling of passengers, particularly the overseas
Pakistanis and foreigners at our Airports during the Passengers Check-in
Process. In the light of Commission’s recommendations the authorities will
ensure that the international standards of Passengers Check-in Process

must be achieved in Pakistan within the period of three weeks

(Annexure-A).
2, PROCEEDINGS

2.1 In compliance with the Order, on 21 February 2018, the Commission
met in the LICP Secretariat to review the Passengers Check-in Process from
beginning to end at airports and to assess the nature of facilities being
provided to the passengers at airport, particularly, the international
travelers. Detailed Passengers Check-in Process at international airports of

Pakistan furnished by the CAA is at Annexure-B.

2.2, Globally carrier’s liability to compensate passengers in case of delay or
cancellation of flights, denied boarding and damage, loss or delay in

delivery of baggage is governed by a number of overarching international
1



treaties, the Warsaw Convention of 1929 was the first of these treaties, and
the latest is the passenger-friendly Montreal Convention of 1999. As of the
end of June 2016, there are 120 State parties to the Convention including
Pakistan. The Montreal Convention applies to almost all air travel and
where it does not, the Warsaw Convention (as amended by The Hague
Protocol and Montrea| Protocol No. 4) holds the field. All these treaties
have more or less similar provisions to deal with claims of passengers but
provide different rate of compensation. Likewise International Air
Transport Association (IATA), International Civil Aviation Organization
(ICAO) rules and the Carriage by Air Act 2012 determine air carrier

obligations and provide guidelines liabilities.

2.3. In view of the above, the local and international airlines are under
obligation to facilitate and tompensate their customers and in this regard
they have also notified Standing Operating Procedures (SOPs), accordingly.
To know the implementation status of subject obligations, the Deputy
Director General, Airport (Services), CAA Was requested to provide three
months’ statistics of flights delayed, cancelled and denied boarding
including onboard injuries and deaths alongwith details of facilities
provided and compensation given to the affectees. He was also requested
to share the statistics of complaints lodged for lost and damage of baggage

and their current statys alongwith details of auction of unclaimed baggage.

2.4. Review of statistics and information revealed that in only few cases the
bas\sengers of delayed flights were served meals/refreshments or adjusted
in the next flights; however, none of the airline provided details of
Compensation and other facilities given to the affectees in case of delayed,

denied boarding or cancelation of flight as per their approved policy. This
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clearly reflects the reluctance of airlines to fulfill their legal obligation under
the aforementioned international conventions, rules and domestic statute

i.e. the Carriage by Air Act 2012 (CAA 2012).

Number of flights delayed and cancelled during the last three months

(1* December 2017 to 28t February 2018)

Emirates

Etihad Airways

Gulf Air

[ Airline | Airport |
Benazir Bhutto International Jinnah International Airport
Alrport
Delayed | Cancelled I Delayed ( Cancelled
PIA l 50 - | 57
Air Blue ] 110 | 20
Shaheen ’ 41 ] 12 14
China Southern [ fl —
I
l |
I !

100

Turkish Airline 1
Serene Air

Total 225 13

| |

]

—

| | ]
Sou Aiines | ﬁ\% | l‘l j

T

| |

Number of complaints lodged at BBIA for lost or damage of baggage and their status
(1 December 2017 to 28t February 2018)
Complaints received Resolved Unresolved/under

Airline

process

PIA 17 | 5
| Air Blue ( 32 | 26 l 6 ]
| shaheen ] 2 ! 2 | 0 B

Saudi Arabian ’ 2 0 2

Airlines

Serene Air ’ 18 18 0

Qatar Airways ‘ 1 1

Total I 73 59 l 14

2.5. Since, the information as to how the complaints are resolved and the
complainants are compensated was not provided by the airlines, therefore,

we are unable to comment about the satisfaction level of complainants,
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3. INSPECTION OF JINNAH INTERNATIONAL AIRPORT KARACHI (JIAK)

3.1. Following the meeting, on 3" March 2018, Dr. Muhammad Raheem
Awan, Secretary LICP and Mr. Nasrullah Khan, Senior Joint Secretary, UCP
visited the Jinnah International Airport Karachi to assess the quality of
facilities being provided to the passengers at the domestic and
international departures & arrivals. The working of One Window Facility
(OWF) established for the facilitation of passengers of International flights
was also reviewed. Though at the time of visit, not so many international
flights were arriving or departing, therefore it was quite impossible for

the team to assess how the facility would operate during peak flight

traffic times.

3.2. A questionnaire was also circulated amongst the passengers to get
their comments/feedback about the quality of available services, the
performance and conduct of various agencies towards passengers. Though
only few preferred to respond but the feedback/opinion is of the indicative

of mismanagement and indifferent attitude of the relevant agencies

(Annexure-C).
4. OBSERVATIONS AT JIAK

4.1. After the inspection of various counters and physical examination of
working of different agencies at arrival and departure lounges of

international flights, the following observations are made:

i. At international departure five scanners were installed for luggage

scanning, however, only three were operational resulting in
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congestion and long queues at the entrance of the departure
lounge.

After scanners, there were counters of Pakistan Customs and
Anti-Narcotics Force (ANF). The officials were busy in interviewing
the passengers and physically checking their luggage despite the

fact that they have access to scanners at their relevant desks for

monitoring the scanning process.

Though the ANF and Pakistan Customs officials are not supposed

to check the travelling documents of the passengers but they

were doing so.

At international departure, it was found that the One Window
Facility (OWF) was consisted upon 12 counters for the relevant
officials from Customs, Federal Investigation Agency (FIA),
Overseas Pakistanis Foundation (OPF), Board of Emigration and
Overseas Employment (BEOE), Overseas Employment Corporation
(OEC), CAA, Pakistan Air Line (PIA), Anti-narcotics Force (ANF),
Ministry of Religious Affairs (MoRA), National Database and
Registration Authority (NADRA) and Directorate of Passport and

Immigration (DPI). However, only three counters were working

despite the fact that Passengers Check-in for three international
flights were in progress.

At Airlines’ counters, it was observed that the process of issuing
boarding cards to passengers was smooth and efficiently

supervised by the staffs of relevant airlines.



vi.

vii.

viil.

Xi.

At Immigration Counter, there were fourteen counters fully
equipped with the ‘IBMS software’ for screening the passengers
however, only seven were operational, consequently the long and
disordered queues were causing frustration amongst the
passengers. On query, the In-charge attributed the
mismanagement to the shortage of staff as well as non-

observance of discipline by the passengers.

Most of the passengers, interviewed at departure and arrival

lounges, complained about indifferent attitude and behavior of

the ASF, ANF and FIA.

At the counter dedicated for senior citizens, disabled, women
without male companion and foreigners though the staff was
present but was not cautious towards persuading passengers to

observe queue discipline.

On checking the Rate Lists of Cafeteria, Restaurants and Tuck
Shops, it was found that they were charging almost double and
triple of the retail prices mentioned on various items/ products.
On query, it was informed that the incremental price rates were
approved by the Civil Aviation Authority in 2015 and since then

the same are being implemented.

Overall hygienic condition and cleanliness in the departure and

arrival lounges’ and washrooms was satisfactory.

As regard Awareness of passengers’ rights, none of the Airline
have manual of passengers rights at their counters which is

mandatory under the Warsaw and Montreal Conventions for
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General Information and Claim of Facilities (GICF). Even the staff

at airlines counters appeared to be ignorant of such rights or

reluctant to recognize them.,

Xii.  For public awareness about their rights in case of delayed or
denied boarding or loss or damage of luggage, the CAA has
displaced standees near the conveyer belts only in the domestic
arrival lounge, the language/text inscribed on the same needs
clarity for better visibility and understanding.

5. INSPECTION OF BENAZIR BHUTTO INTERNATIONAL AIRPORT
ISLAMABAD (BBIAI)

5.1. On 9" March 2018, two members of the Commission i.e. Secretary,
UCP and DG, HRC, Supreme Court of Pakistan visited the Benazir Bhutto
International Airport, Islamabad to inspect the facilities and quality of
services being available to the international and domestic passengers. At
the time of visit boarding and check-in process for four international
flights were in progress in the departure lounge and briefing area,
provided an excellent opportunity to practically asses the quality of
facilities and service right from entering the airport premises, parking
area, scanning process by ASF, frisking of passports and physically

checking of luggage by ASF, Pakistan Customs, ANF.

5.2. Questionnaires were also circulated amongst the passengers to get
their comments/feedback but only few preferred to respond due to their

focus and concern in check-in (Annexure-D).

6. OBSERVATIONS AT BBIAI
i. There were long lines of vehicles at the entrance of the Airport

surprisingly the traffic wardens of Rawalpindi Traffic Police

7



instead of facilitating were busy checking vehicles/licenses and
issuing tickets has aggravated the situation and instead causing

panic among passengers, rushing for airport.

At international departure four scanners were installed for
luggage scanning but three were functioning. After scanners,
there were counters of Pakistan Customs and Anti-Narcotics Force
(ANF). There also like JIA Karachi; the officials were busy in
interviewing virtually each and €veéry passenger, frisking their

passports and physically checking their luggage.

Like JIA, Karachi, at the One Window Facility (OWF) only three
counters were manned while other staff is found absent at 9:30

am in spite of the fact that Check-in for three international flights

was in progress.

At Air blue’s counter briefing for three flights i.e. Sharja, Dubai
and Riyedh was in progress. In front of five designated counters
there were long queues but three were operational. This situation
has panicked the passengers and frustration was noticed at its
peak. It has been observed that it was all due to lack of

mismanagement and shortage of required number of staff to

handle three parallel flights.

- A passenger of Dubai bound Airblue flight complained that a

month ago he came to Pakistan and lost his bag. In this regard, he
lodged'a complaint to the airline and despite repeated visits could
not be able to get his lost baggage or any compensation. Now
after spending a month he is going back without any hope for

resolution of his complaint
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Most of the passengers, interviewed at departure and arrival

lounges, complained about indifferent attitude or airlines

particularly a private airline.

As regard Awareness of passengers’ rights, none of the Airline
have manual of Passengers rights at their counters. The text on
standees placed by CAA at various places for general information

was also ambiguous.

Few international and domestic travelers recorded their
annoyance on frequent delays in flights, denied boarding, loss of
baggage, staff and crew behavior and the problems faced by

disabled travelers,

During our visit we were informed that a flight of Shaheen Air is
delayed. At their ticketing office we found few passengers
complaining about non-intimation. The passengers were not
facilitated in terms of relevant convention and policy. On query
the staff was ignorant about the rights of passenger in case of

delayed or denied boarding.
At Immigration Counter, screening process was quite smooth.

Overall hygienic condition and cleanliness in the departure and

arrival lounges’ and washrooms was satisfactory.

7. INTERNATIONAL CONVENTIONS AND REGULATORY BODY

7.1 Each year, the Skytrax' notifies 100 best airports of the World on the

basis of survey evaluating the travelers’ experiences about different

1 UK based International Air Transport Rating Organization (IATROI) has introduced Global Airport Rating System
(GARS) that classifies airports on the basis of quality of facilities and staff service standards.



service and product from check-in, arrivals, transfers, shopping, security
and immigration through to departure at the gate of airports.

Unfortunately none of our Airport has ever got this distinction.

7.2. In our country, the Pakistan Civil Aviation Authority (CAA),a statutory
body established under section 3 of the Ordinance, 1982 is mandated to
regulate all aspects of civil aviation and provides  services for the
promotion and regulation of civil aviation activities and to develop an
infrastructure for safe, efficient, adequate, economical, and properly
coordinated civil air transport service in the country. Being regulator,
protecting consumer rights and encouraging the industry to improve
quality of its facilities and services while helping the public to understand
their rights and make informed choices are the core responsibility of the
CAAZ,

7.3. In line with international best practices, the CAA has developed
Passenger Facilitation and Care Manual for the benefit of passengers. The
Manual defines the minimum standards and key performance indicators for
passenger facilitation and airport performance measurement program
(Annexure-E). The Manual eéncompasses processes, services and facilities
that impact the passenger satisfaction. Primarily, it is the responsibility of
Airport Manager to implement the standards set out in the Manual/ while
the Director Airport Services are made responsible for overall monitoring

and evaluation of each airport and shall submit monthly progress reports

to the DG,CAA.

2 ey s
Passenger Facilitation and Care Manual
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8. RECOMMENDATIONS

8.1. On basis of physical inspection, consultation held with stakeholders

and the feedback of passengers, the Commission suggest following

measure for addressing the grievances of the domestic and international

passengers:

8.1.1. The Montrea| Convention, the Warsaw Convention (as amended

8.1.2.

8.1.3.

8.1.4.

by The Hague Protocol and Montreal Protoco! No. 4) provide
minimum rights and compensations award for the passengers for
delayed, denied boarding and loss of baggage. All international
and domestic carriers’ operating in and from Pakistan recognize
these rights but are reluctant to comply with taking advantage of
the ignorance of passengers. Therefore there is a dire need to
bind the flight carrier to project/ propagate and implement
these rights in their true spirit and provide facilities &
compensations as per international conventions, rules and Civil

Aviation Ordinance 1960.

Some international and domestic travelers recorded their
annoyance on frequent delays in flights, denied boarding, loss or
damage of baggage and staff and crew behavior and the problems
faced by disabled travelers. The CAA be directed to ensure the
effective implementation of law to ensure timely intimation of
delays and cancelation of flights preferably at once rather
announcing delays in bit by bit.

In case of long delay, cancellation of flights or denied boarding,
the Airport managers should ensure that the carrier should
facilitate the Passenger by serving meals, refund of fare, free
adjustment in next flights and hotel accommodation as per their
entitlement under international conventions and policy.

In Pakistan Carriage by Air Act 2012 stipulates minimum amount
that the air carrier js bound to pay to the family of the air crash
victim while the Compensation for an international passenger is

1



8.1.5.

8.1.6.

8.1.7.

8.1.8.

8.1.9.

almost three times more than that of a domestic passenger.
However, instead of paying to each crash victim’s family, the air
carrier manipulates with the insurance compa2nies to pay the least
amount as compensation. To address the grievances of victims’
family, the CAA should ensure that the compensation should be
given to the legal heirs as provided under the Carriage by Air Act
2012 and as per international conventions with deadlines.

CAA may be directed to ensure that the passengers’ rights in
simple language should be uploaded on the official websites of all
the airlines including its own website for general information.

Due to absence of timelines for resolution of complaints and
award of compensation in cases of delay, denied boarding and
loss/damage of luggage, the complainants have to waive of their
rights or to shuttle between offices for resolution of their
complaints. Each carrier should be bound to develop and deploy a
time bound complaint resolution mechanism under intimation to

CAA.

The CAA may also be directed to establish dispute resolution
mechanism for complaint handling.

Establishment of One-Window-Facility (OWF) at international

departure lounges at various airports is a good initiative of the

Federal Ombudsman however due to absence of oversight |

mechanism the facility is not working at its optimum and even
relevant staff is found absent. There are also issues of ownership,
independence and working in silos. It is, therefore recommended
that the Airport Managers being administrators of the airports
should supervise the working of ONE Window Facility and submit
monthly performance to the heads of relevant agencies.

Most of the passengers complained about indifferent attitude of
staff of the various agencies and screening/frisking of baggage
and passports by the ASF, Pakistan Customs and ANF. We are
informed that as per SOPs, the ANF and Customs officials are

required to physically check randomly the baggage of only a
12
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certain percentage (%) of passengers. However, practically, the
ANF and Custom officials are found not only checking passports of
almost every passenger but also physically sea rching bags Creating
unnecessary hassle for passengers of unpacking and packing their
luggage at three counters’ one after another. This issue needs to
be addressed through strict compliance of SOPs and where
deemed necessary the luggage should be searched in presence of
all the three agencies.

8.1.10. The working of various agencies is being monitored through
surveillance cameras installed at different points but the cameras
installed over counters of ASF, Pakistan Customs and ANF are not
linked with the main monitoring system of CAA virtually
frustrating the concept of overall management of CAA. For
transparency and accountability, the Airport Manager should have
access to all surveillance camera installed across the terminal \
building and parking for ensuring smooth flow of passengers / !
visitors to the screening the process and to respond the °
passengers’ complaints promptly and effectively.

8.1.11. The Chief Traffic Officer, Rawalpindi may be directed to agk the
traffic wardens not to stop vehicles near entrance queues of BBIA
for issuance of tickets when such vehicles have‘already passed
through various check points in city being monitored by the traffic
officials. The role of traffic wardens should be of a facilitator to ,
ensure smooth flow of traffic, |

8.1.12. Majority of respondents passengers complained about
mismanagement at immigration counters at JIA, Karachi due to 1
non-observance of queues for different categories of passengers. ,
This reflects the inactiveness of Supervisory staff and shift’
incharges. We are of the view that this is g Management issuel
and could be addressed by implementing queue discipline bj
employing extra human resource and operationalization o

relevant counters at fy|| strength.

13
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The stalls, tuck shops and restaurants are charging high rates from
travelers and even from those visiting airport to see off their
relatives on the pretext of CAA’s approval. CAA be directed to
rationalize rates and ensure the vendors to display rate list as per
specification on conspicuous places. The prices particularly of
necessities such as water, milk, medicine and other food items
need to be revisited and rationalized.

In order to ensure provision of quality services, the CAA shall
conduct inspections, review and monitor activities of service
providers and submit its reports and recommendations to
Aviation Division to take up with the relevant organisations for

compliance.

Complaint Management System (CMS) is an effective tool to
resolve complaints and simultaneously assess the staff
performance and perception about any organization. It is,
therefore, récommended that each agency/stakeholder should
introduce CMS with e-tracking facility enabling the complainants
to know the fate of their complaints.

It is also recommended that the CAA should develop and deploy -
mobile App enabling passengers to lodge complaints through
recording their voice and uploading pictures. The App must have
features of e-tracking and time line for resolution of compliant
with additional facility of checking flight status, departure gate,
feedback and etc.

For the success of any system and portraying-its positive image,
the commitment, attitude and behavior of the implementer
matter. Even the best designed processes and systems fail if the
implementers are rude and arrogant. It is the responsibility of
leadership to create culture of service delivery based on high
values of norms and modesty. Since most of the complaints are
related to indifferent attitude and behavior of the ANF, Customs,
and ASF staff, therefore, it is recommended that the relevant
agencies should devise and implement a comprehensive training
program for inculcating soft skills in their staff.

14



8.1.18. The National Aviation Policy 20153 (NAP) acknowledges missing of
unity of command amongst different agencies working at Airports
necessary for better Airport management and suggests
appointment of Chief Operating Officer (CO0) to mbnitor and
report the performance of staff of various agencies to their
concerned departments/ministries. Therefore, it is recommended
that the government may consider appointment or declare
Airport Manager as COO for monitoring the working of staff of
various agencies and recommend action against any defaulting

officials to his respective agency.

9. Concluding Remarks

9.1. Before concluding, the Commission appreciates the airport managers
and other staff of the CAA, ASF and Aviation Division for facilitating us to
inspect airports and practically examine the check-in and boarding process
for formulation of recommendations. The Commissica also acknowledged
the role of Mr. Nasrullah Khan, Joint Secretary, LICP who assisted and

exhibited a commendable professionalism in compiling this report,

D
e
Dr. Muhammad Raheem Awan alid Teepu Rana Usaid Ur Rehman Usmani
Secretary Director General Acting Director General
Law and Justice Commission of Human Rights Cell  Pakistan Civil Aviation Authority
Pakistan Supreme Court of
Pakistan
Dated: The 15" Day of March 2018
*Chapter 3 clauses 2 of the National Aviation Policy (NAP)
15
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PASSENGER PROCESSING STAGES
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1.1. The processin

Ao Seb

g stages of Intemational Travelers; intend to travel
International Airports is amalgamate of following steps;

Passenger Processing - Intemational Departure

INTERNATIONAL DEPARTURES

Is no parking at Drop
off immediately.

(&

passengers place ¢

Afterwards getting dropped off at drop lane,

| Vehicle -Search by ASF Personal for Identification
and explosive / weapons detection

'Passengers along with well-wishers get dropped off
at Level - I} to proceed further concourse hall. There

Lane and the vehicle is to drive

heir luggage on available

Lanes established exclusively for the vehicles
accessing drop lane. ASF Deployment 24/7
equipped with explosive detectors and Under
Vehicle Search System

Lanes system with lane dividers. 24/7
presence of CAA vigilance for traffic
regulation

Baggage Carts are available at Airport fo.
Departing / Arriving Passengers.

Page 10of 3

19



-

Passenger Processing ~ international Departure

baggage carts by their own or hire CAA porter (-~ To hire a service of a porter;

Service by as per their convenience and see off Facilitation Counters are in place
their well-wishers in concourse hall to proceed
further

Passenger

Upon reaching Gate to Departure area;
Personal verifies identification of travelers with

Entry points manned 24/7 by ASF officials

Luggage Scanning Machines / Walk th ugh
Luggage Scanning 4 Fiisking of a traveler s made g:tt:ts)lishaer(:ldto fia-gi‘l’I;:fe th&‘;e::::esfabln 's
5 Part of security check 24/7 Deployment of ASF and separate ladies
cabin manned by ladies’ staff ofF

ANF officials check Travel documents, and take |
basic interview of traveler, If required the luggage
of passenger is ¢ sically searched by ANF

o ->
Sien - 7

Customs also monitors  soreening | o
machines and check travel documents followed | ~ g:;;":;{: (‘ggtshk?r?:g::sry
by brief interview to assess any contraband or ’

‘Passenger proceed further towards Check  in Presence of Airine staff to assist

counters of respective airlines. Wherein the passengers for que ordering and putting

issuance of boarding cards along with luggage luggage on weighing scales.
tags are issued

Detall of check In counters Is as follows
=" TIcCR Ih counters Is as follows

Pakistan Intmational Airiines (PIA)
Shaheen Air International

Airblue

Other Airlines

Step - 10

Immigration process is done by FIA officials using [~ FIA man the counters as per situation
IBMS software wherein photograph of traveler exists depending on the number of
along with visa details are checked and passenger. :
processed with exit stamp.

Page 2 of 3
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Passenger Processing ~ International Departure

Step - 11

CAt passport control verification of passport | Separate “counter with senior officials
visa

is done by senior officials. deployed for verification process.
Step-12

als / metal detectors and
ladies cabin manned b ASF officials 24/7

-_ Different Airports have different seating

After all the Processing passengers are seated in arrangements but main fagilities are

Departure Lounge till announcement of Boarding almost same i.e. Seats / Prayer Areas /
Commercial Shops.

Step - 14

Upon announcement of flight; the Airline staff Flight Information Display Systems along
along with ASF official position themssives at with ICAO approved sinology for Gate
designated gate number wherein the passengers humbers.

are verified from their boarding cards and are

| uided to proceed to Aircraft

Page3of 3
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Passenger Pracessing - Intemational Arrivals

INTERNATIONAL ARRIVALS

22



,Passenger Processing - International Arrivals

1.1. The Processing of International Travelers arriving at Intemnational Airports of Pakistan from
overseas is amalgamate of following steps. '

Step -1

from Aircraft are disembarked " Avio
either using Avio bridge or through remote — Buses of Alrlines
bay by buses of Airline / GHA. —__Escalators / Elevators to lounge

Hiring of porter service Is optional, However, |- Baggage Carts
sufficlent number " of - baggage carts are Conveyor belts .
available round the clock in Lounge near CAA Facilitation Desks
Co belts

Page 1 of 2
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Passenger Processing - International Arrivals

2

[ customs. (Green Channel is also available at
Airports under control of Customs

Slep -6

"Airline staff collects luggage tag to ensure the |- during flight
ldentlﬂeaﬂonofwlthh'avoler. — I!In.

‘meters
members are gathered in concourse hall to
receive the gues

‘ gem
Coffee / Snack shops
Cleaning / Sanitation Staff

. " Carpark with Lane numbering
P: # ongers alo Automated Ca i
iy . rparking systems
off to °a"_’a""" Trolley retrieving
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|| AnneXure-C
Questionnaire to Assess the Nature of Problems and Quality of Facilities at
Airports

city_ (A0 Y Fligth Airline {1 A
Time Travelling to IEZD () &t

1. How frequent you fly?

lWeekly K [ Monthly J v’ ] Occasionally

2. How do you find ticket prices?

| Cheap I ‘ Reasonable f L ’ Expensiv'e I f

3. How long it took you to enter the ajrport through security checks?

lto ]

4. How do you find parking space?

[ Difficultly ]\_/ ’ With great hassle ! T

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

Polite \./‘[ Indifferent | [ Arrogant

6. How do you find wheel chair, if required?

| Easily Difficult.lyi‘ [ With great hassle.i\i ‘

7. How you find luggage trolleys?

FEasily i vV /‘ Difficultly T With great hassle ‘ j

8. Have you paid any extra charges to Porter for assistance?

L X ]

9. How you rate the search procedures at entry points of lounges?

Comfortable - indifferent | Irritating
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10.How you rate the search process by ANF, Customs and other agencies?

| Comfortable | | indifferent | ] Irritating m
11.Have you ever lodge a complaint on help desk?

[Yes T [no[ S

12.How you feel about the response on ydur complaint by the concerned?
Prompt & Delayed but

¥X
Satisfactory __satisfactory p\

13.Have you ever access One Window Facility at departure lounge, if ves what is
your assessment?

Unsatisfactory

| Satisfactory | \./ /I indifferent | | Unsatisfactory | ]

14.Has anybody asked for money for facilitation?

[(Yes T [N [v7]

15. Have you ever sought assistance from help desk established in the lounges?

L _Yes ] | No [\ ]

16.Are you satisfied with the assistance provided at help desks?

[ Yes [ TNo[\/]

17.How was your luggage tagging experiences?

Poor | Average Good \_/:l

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

e

LPoor [ [Average V J Good ] j

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

LNormal ] J Reasonable ] | Exorbitant h/ ]

26
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20.How much time it took to go through immigration process?

30 ]

21.How was the behavior of immigration staff?

[Tolite f\_/ | Indifferent | |Arrogantl j

22.How much time You spent in collection of luggage on conveyor belt?

o |

23.How was the condition of baggage at arrival?

e
[ Intact [\"| Damage [ | Lost [ |

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

v
L Ys | [ No V]
25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

[ satisfactory | | _indifferent | |_Unsatisfactory | ]
26.Any suggestion?

iOiff@?A Acley)
Al leack
Sevu [C(
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Questionnaire to Assess the Nature of Problems and Quality of Facilities at
) Airports

CitVM Fligth S\ - 70 2 Airline Sau t‘L‘L Hl' -{/1. ne.
Time by c Travelling to

1. How frequent you fly?

[ Weekly Monthly r Occasionally / {

2. How do you find ticket prices?

@p] | Reasonable dE,xpensivle j

3. How long it took you to enter the airport through security checks?

‘}MLG Hold

4. How do you find parking space?

P
LEasily [ | Difficultly l | With great hassle [ j

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

|_Polite | |_Indifferent | | Arrogant | q

6. How do you find wheel chair, if required?

[ Easily l v Difficultly ’ J With great hassle :j

7. How you find luggage trolleys?

EEasily | ‘/ Difficultly ] | With great hassle [ j

8. Have you paid any extra charges to Porter for assistance?

L]

9. How you rate the search procedures at entry points of lounges?

[ Comfortable l ( indifferent ] ]lrritating 5 l/
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‘ A 10.How you rate the search process by ANF, Customs and oth

--m! 8
11

-Have you ever lodge a complaint on help desk?

€r agencies?

12.How you feel about the response on your complaint by the co

'. Prompt & Delayed but Unsatisfactory
' Satisfactory satisfactory

ncerned?

13.Have you ever access One Window Facility at departure lounge, if yes what is
your assessment?

| Satisfactory | A indifferent | | Unsatisfactory [ ]

14.Has anybody asked for Mmoney for facilitation?

o [ Poor [T Average | [ Good [

m—-m
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) 20.How much time it took to go through immigration process?

21.How was the behavior of immigration staff?

| Polite | | Indifferent l | Arrogant | |

22.How much time you spent in collection of luggage on conveyor belt?

23.How was the condition of baggage at arrival?

| Intact | | Damage | | Lost | |

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

| Yes LL/fNol |

25.Have you ever availed the facilitation in case of delay and cancellation of

flights, if yes, what was your experience?

| satisfactory | | indifferent | | Unsatisfactory | |
26.Any suggestion?




Questionnaire to Assess the Nature of Problems and Quality of Facilities at
Airports

City_ Jc A®Aciyy Fligth /5753 Aitline (4= AL

Time 6-2e0 P/7 _ Travellingto LoAMDors

1. How frequent you fiy?

EVeekly | Monthly [ Occasionally -7]

2. How do you find ticket prices?

—

LCheap | Reasonable Expensivle j

3. How long it took you to enter the airport through security checks?

jole
g-r,uw TES

4. How do you find parking space?

LEasily ] | Difficultly [ « | With great hassle r ]

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

|_Polite | ] Indifferent [ | Arrogant ||

6. How do you find wheel chair, if required?

L._Easily ‘ ’ Difficultly | - J With great hassle ‘ T

7. How you find luggage trolleys?

rEasily [ V/’ Difficultly I With great hassle T

8. Have you paid any extra charges to Porter for assistance?

]

9. How you rate the search procedures at entry points of lounges?

-
L Comfortable Tl/ | _indifferent [ [ Irritating D
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' ~ 10.How you rate the search process by ANF, Customs and other agencies?

| Comfortable | v~ [ indifferent | [ irritating |
11.Have you ever lodge a complaint on help desk?
LYs | [No /]

12,How you feel about the response on your complaint by the concerned?

Unsatisfactory r J

13.Have you ever access One Window Facility at departure lounge, if ves what is
your assessment?

Prompt & Delayed but
Satisfactory satisfactory

|_Satisfactory | | indifferent | | Unsatisfactory | ]

14.Has anybody asked for money for facilitation?

[(Yes | [No[v]

15. Have you ever sought assistance from help desk established in the lounges?

Yes No | VvV~

16.Are you satisfied with the assistance provided at help desks?

[ Yes [ [No] |

17.How was your luggage tagging experiences?

EPoor ] | Average | Good ‘ \/J

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

[ Poor [ | Average f Good ] VJ

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

[ Normal | | Reasonable | | Exorbitant | v ‘]




fs’ 20.How much time it took to go through immigration process?

l-‘-,"" Hauf:'

21.How was the behavior of immigration staff?

_Polite | L7 inditterent | Arrogant | ]

22.How much time You spent in collection of luggage on conveyor belt?

L]

23.How was the condition of baggage at arrival?

_tntact T T Damage | T ow L ]

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?
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Questionnaire to Assess the Nature of Problems and Quality of Facilities at
Airports

City_ =K poue Il Figh_E X &7 Airline Ewiveds
Time__7) : 3¢ Travellingto Do)

1. How frequent you fly?

LW’eeklv | _ ’Monthly ‘é [ Occasionally , —]

2. How do you find ticket prices?

E:heap l 'Reasonable [f// - Expensi\)e j

3. How long it took you to enter the airport through security checks?

‘ ;/rw 20 ;Jg

4. How do you find parking space?

rEasily Difficultly | .~ ’ With great hassle [ j

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

| Polite | |_Indifferent |\ |Arrogant ||

6. How do you find wheel chair, if required?

I Easily ] Difficultly | " | With great hassle ]

7. How you find luggage trolleys?

['Easily v | Difficultly } With great hassle | j

8. Have you paid any extra charges to Porter for assistance?

‘I\/O‘

9. How you rate the search procedures at entry points of lounges?

[Comfortable | | _indifferent | flrritating ]
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10.How you rate the search Process by ANF, Customs and other agencies?

pd
EComfortable [ | _indifferent ’f/ I Irritating | —[
11.Have you ever lodge a complaint on help desk?

[ Yes | | No | EJ[
12.How you feel about the Fésponse on your complaint by the concerned?

Prompt & Unsatisfactory
Satisfactory

13.Have you ever access One Window Facility at departure lounge, if yes what is
your assessment?

Delayed but
satisfactory

/
|_Satisfactory | |_indifferent | | Unsatisfactory |/ ]

14.Has anybody asked for money for facilitation?

[ Yes | | No [V]

15. Have you ever sought assistance from help desk established in the lounges?

Yes No ﬂ

16.Are you satisfied with the assistance provided at help desks?

Yes No

17.How was your | uggage tagging experiences?

LPoor ’ Average [‘/' ‘ Good ' j

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

rPoori Averégei . J Goqd J j

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

| Normal | | Reasonable | | Exorbitam\/j
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™ 20.How much time it took to go through immigration process?

‘ Ihy3p ;@

21.How was the behavior of immigration staff?

Polite | Indifferent [ v [ Arrogant }

22.How much time you spent in collection of luggage on conveyor belt?

ot b

23.How was the condition of baggage at arrival?

[lntact I ] Damage l\/’[ Lost | ]

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

Yes | No [ ]

25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

|_Satisfactory | |_indifferent | | Unsatisfactory |

26.Any suggestion?

Plagos  yse e pofuslogy Redvce prowsn twpprendion” j
IWM@ S'ﬂﬁ‘ ok howe hofter ,Doil—wé) Puman ,Iawa/éﬂy be,bmwa@.
& omuih feditor insSleod f ngW«F { eopler bpeacyabic
pretess -
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Questionnaire to Assess the Nature of Problems and Quality of Facilities at
0 Airports

City ‘l:afadfu Fligth ER 609 __Airline &”"mﬁ*_
Time_ \39"?"“ Travellingto_ D tba,

k. _ ———
' .

1. How frequent you fly?

" e
meekly Monthly Qﬂcfcasionaﬂp[

2. How do you find ticket prices?

Iiheap | Reasonable Expensi\;e [ -\/

3. How long it took you to enter the airport through security checks?

Net

4. How do you find parking space?

rEasily | Difficultly ‘L/ With great hassle [ [

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges? ~

-
|_Polite [\_“T Indifferent | | Arrogant [ |

I 6. How do you find wheel chair, if required?
~ :
‘ Easily |~ Difficultly |- - With great hassle ‘ ‘ ]

7. How you find luggage trolleys?

Easily I v | Difficultly With great hassle | \

8. Have you paid any extra charges to Porter for assistance?

No ]

9. How you rate the search procedures at entry points of lounges?

[_comfortable | T inditterent | | irvicating | l
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) 10.How you rate the search process by ANF, Customs and other agencjes?

I Comfortable |\ ndiftrant | ieating |

11.Have you ever lodge a complaint on help desk?

12.How you fee| about the response on your complaint by the concerned?

3

Prompt & Delayed but
Satisfactory satisfactory
13.Have you ever access One Window Facility at departure lounge, if ves what is

your assessment?
—

m indifferent - Unsatisfactory

14.Has anybody asked for money for facilitation?

Unsatisfactory

Yes No

15. Have you ever sought assistance from help desk established in the lounges?

16.Are you satisfied with the assistance provided at help desks?

17.How was your luggage tagging experiences?

Poor [T Aversge | Goi [

; 18.How you found facilities in washrooms/toilets and clean drinking water at
' airport?

Poor T [ average | | Goud [

19.How You.experienced the prices at cafeteria and tuck shops at airport
lounges?

m-ulmm _



C}J.How much time it took to 80 through immigration process?

IMP 146}74{ “ind &Osmg’_(?vmé "o \ﬁi‘%% Lg}t(r

21.How was the behavior of immigration staff?

~
|7Polite' | tA' Indifferent f }Arrogant’ ]

22.How much time you spent in collection of luggage on conveyor belt?

{ half- k_mJ,/

23.How was the condition of baggage at arrival?

e
|_Intacc [\ | Damage [ | lost [ |

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

L Yes | \/f?\lo \ —f
25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

1 /
[ satisfactory | " [ indifferent | | Unsatisfactory | B
26.Any suggestion?

Were Wontdbe Siivr Gidzen ¢ Seperate
e (line So ey M“’Df 6@@, Lol |
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Questionnaire to Assess the Nature of Problems and Quality of Facilities at
Airports

City__KAf-ac iy Fligth__ SV Fo 9 Airline__Saud] A lwe
Time X445 Travelling to_ Rt Y AD T

1. How frequent you fly?

[Weekty | Tionthly | Toceiacaily ]

2. How do you find ticket prices?

aso,nab‘lf;' ' Expensive ‘ ’

3. How long it took you to enter the airport through security checks?

r'nbl_ /é:S |

4. How do you find parking space?

Easily Difficultly With great hassle

5. How was the behaviour of Airport Security Force/Securit
points of airports and lounges?

p
[ Polite 1 | Indifferent | | Arrogant | I

6. How do you find wheel chair, if required?

I Easily:_.: B I Difficultly ‘ ‘ With great hassle ’

7. How you find | uggage trolleys?
A

LEasin q l Difficultly I I With great hassle ' j

8. Have you paid any extra charges to Porter for assistance?

o]

9. How you rate the search Procedures at entry points of lounges?

comfortable "] | indifferent | | intating | |

y staff at entering
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10.How you rate the search

0

process by ANF, Customs and other agencies?

|__Comfortable

P
’/ indifferent |

[ Irritating f 1

11.Have you ever lodge a complaint on help desk?

L Yes f [

Nol':

12.How you feel about the résponse on your complaint by the concerned?

. Prompt &
Satisfactory

~

satisfactory

Delayed but

Unsatisfactory :]

13.Have you ever access One Window Facility at departure lounge, if ves what is
your assessment?

| Satisfactory |

|- indifferent |~ ‘[ Unsatisfactory [ |

' 14.Has anybody asked for money for facilitation?

| _Yes [ ]

No |~

15. Have you ever sought assistance from help desk established in the lounges?

| Yes | [

No[‘{lj

16.Are you satisfied with the assistance provided at help desks?

-~

Yes

No

17.How was your | uggage tagging experiences?

Z

UOor

Average [ v

| Good '

]

18.How you found facilities in washrooms

airport?

Z

/toilets and clean drinking water at

L_POOr ‘ ]

Average J./ ]

Good ,

l

19.How you experienced the

lounges?

prices at cafeteria and tuck shops at airport

A .
[ Normal | | Reasonable |~ |_Exorbitant | I

g41




. . -c -
- -l s )
. n 3

2

Questionnaire to %xssess the Nature of Problems and Quality of Facilities at
. Airports
City__ Kovqon ( Fligth Erovinara Airline___ Ex (o2
Time %% p | Travelling to K~

|
1. How frequent yo¢.4 fly?-

I Weekly | Eﬁinthly Occasionally

2. How do you find t

cket prices?

L .
Cheap ﬁ able Expensive

3. How long it took y[ou to enter the airport through security checks?

|
A now, |
|

4. How do you find :Jarking space?
A
Easily Pifficultly I With great hassle :l:‘

5. How was the behdviour of Airport Securit
points of airports de lounges?

[ Polite ( l lnﬂl ifferent I m:f

6. How do you find vheel chair, if required?
f | .
asily - | . . | Difﬁcultly | ©° | With great hassle ] ‘

7. How you find uggpge trolleys?
|

Difficultly [ With great hassle ' '

8. Have you paid an# extra charges to Porter for assistance?

|
|

Yy Force/Security staff at entering

9. How you rate the earch procedures at entry points of lounges?

-lﬂm.
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10.How you rate the search process by ANF, Customs and other agencies?
5 .

!m

11.Have you ever lodge a complaint on help desk?
L Yes [ [Ro[ ]
Prompt & Delayed but Unsatisfactory
Satisfactory satisfactory

13.Have you ever access One Window Facility at departure lounge, if yes what is
your assessment?

- indifferent Unsatisfactory - [\/ D

14.Has anybody asked for money for facilitation?

16.Are you satisfied with the assistance Provided at help desks?

e T T T QK

17.How was your luggage tagging experiences?

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

Poor | [ Average | [ oo~
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@ 20.How much time it took to go through immigration process?

e

21.How was the behavior of immigration staff?

Dolite | | Indifferent [ [Arrogant] :]

22.How much time You spent in collection of luggage on conveyor belt?

| oA

23.How was the condition of baggage at arrival?

/ —
|_Intact J | Damage | | Lost | [
\\

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at th?j«*ports?

j Yes [ \]/Nol T

25.Have you ever avajled the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

r Satisfactory | [ indifferent | 1 Unsatisfactory | |
26.Any suggestion? X

—
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Questionnaire to Assess the Nature of Problems and Quality of Facilities at
Airports

City_Unrrycipr Fligth_Pu . 2./3. Airline.

Time__/o. .y fm Travellingto_ Dy l_drour / —('Ah//;!\i '

1. How frequent you fly?

/ —
Weekly I 'Monthly T(/]' Occasionally ‘M%Aj .

2. How do you find ticket prices?

|Cheap Reasonable l L 1 Expensive M L.

3. How long it took you to enter the airport through security checks?

/v

4. How do you find parking space?

Easily | «”| Difficultly ’ | With great hassle é ]a{

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

mdifferent [J/ﬁ\rrogani 3- |

6. How do you find whee| chair, if required?

e
] Easily | v Difficultly I With great hassle ' E—?@

7. How you find luggage trolleys?

E Easily I v T Difficultly [ [ With great hassle Iir‘ A

8. Have you paid any extra charges to Porter for assistance?

7«2 s

9. How you rate the search procedures at entry points of lounges?

-mmmn
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10.How you rate the search process by ANF, Customs and other agencies?

i A )
' . |__Comfortable | | indifferent | ] irritating | ]
i ) 11.Have you ever lodge a complaint on help desk?.

: L Yes [ T No[—]

12.How you feel about the response on your complaint by the concerned?

Prompt &
Satisfactory

Delayed but Unsatisfactory
satisfactory

13.Have you ever access One Window Facility at departure lounge, if yes what is
your assessment? '

| Satisfactory | | indifferent | | Unsatisfactory | j

14.Has anybody asked for money for facilitation?

[ Yes [ TNo 7]

15, Have you ever sought assistance from help desk established in the lounges?

[Yes T o [~

16.Are you satisfied with the assistance provided at help desks?

[(Yes T Twe [

17.How was your luggage tagging experiences?

Door | Average I | Good | j .
18.How you found facilities in washrooms/toilets and clean drinking water at
airport?
; i
LPoor I W ‘ Average Good f j

= 19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

[ Normal | “” | Reasonable | Exorbitant | |
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|
¥0.How much time it) took to go through immigration process?
!

' |
]
21.How was the beh%vior of immigration staff?

mm Indifferent | Arrogant
|

22.How much time You spent in collection of luggage on conveyor belt?

|

23.How was the con&*ition of baggage at arrival?
I

[ intact T 7T Domage |1 s T

24.Are you satisfied +ith the taxi/cab facility and conduct of the drivers
available at the Airports?

m-lm |
25.Have you ever av[i-led the facilitation in case of delay and cancellation of

flights, if yes, whar was your experience?

-Satlsfactory indifferent ] ’ Unsatlsfactory

26.Any suggestion?

,,(/-/) "n».-r"(r Ao,

j ~ ~
W Ry MW
}ZN”M*%MHJ"?//}MZM
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“ A Questionnaire to Assess the Nature of Problems and Quality of Facilities at

Airports
City }(/-}fe ACH\ Fligth C///K 60 ? Airline 'E ¥
Time_7:2 ¢ Travellingto_ \RoS 75 Ay
1. How frequent you fly?
| Weekly | Monthly | ,—| Occasionally [~ |
2. How do you find ticket prices?
| Cheap | Reasonable [~ [ Expensive | [

3. How long it took you to enter the airport through security checks?

N rmeA

4. How do you find parking space?

l Easily l/r Difficultly ‘ With great hassle ‘

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

| Polite [L— | Indifferent | | Arrogant | ]

6. How do you find wheel chair, if required?

Easily Difficultly - | With great hassle -

7. How you find luggage trolleys?

Easily L Difficultly With great hassle

' ‘
' -
I -
I -

.
- e

8. Have you paid any extra charges to Porter for assistance?

2]

9. How you rate the search procedures at entry points of lounges?

| cComfortable [ «~ | indifferent | | irritating | |
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¢30.How you rate the search process by ANF, Customs and other agencies?

| Comfortable K | _indifferent ! | Irritating | ]
11.Have you ever lodge a complaint on help desk?

| Yes | | No [ L-]

12.How you feel about the response on your complaint by the concerned?

Prompt &
Satisfactory

Delayed but
satisfactory

] Unsatisfactory

13.Have you ever access One Window Facility at departure lounge, if yes what is
your assessment?

[ Satisfactory | J indifferent | } Unsatisfactory | |

14.Has anybody asked for money for facilitation?

| Yes | JNo],‘V'

15. Have you ever sought assistance from help desk established in the lounges?

[ Yes [ [No[ «]

16.Are you satisfied with the assistance provided at help desks?

[ Yes | [No[ ]

17.How was your luggage tagging experiences?

| Poor Average | | ~ [ Good |

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

] Poor ] .\/} Average J } Good J j
19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?
| Normal | | Reasonable | | Exorbitant | |
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- (}O.How much time it took to go through immigration process?

2%1_\_5

21.How was the behavior of immigration staff?

| Polite | |_Indifferent | | Arrogant | ]

22.How much time you spent in collection of luggage on conveyor belt?

23.How was the condition of baggage at arrival?

| Intact | | Damage | | tost | ]

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

| Yes | | No | |
25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

[ Satisfactory | | indifferent | | Unsatisfactory ‘
26.Any suggestion?
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Questionnaire to Assess the Nature of Problems and Quality of Facilities at

N Airports
City__kadrecwm Fligth__ g 609 Airline__Emi2nTes
Time \%, vo Travellingto_ >x& jw r;a?lws'l,'r' kenyA

1. How frequent you fly? < M)
LWeekly [ _/[/Monthly Occasionally [

2. How do you find ticket prices?

Eheap IReasonable ] \/‘ Expensivle ‘

3. How long it took You to enter the airport through security checks?

1 ‘/fuw Ouis 1

4. How do you find parking space?

[ Easily | 7 Difficultly ] i With great hassle | ’

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

| Indifferent l ]A,.,.OM

6. How do you find whee] chair, if required?

Easily ‘ Difficultly With great hassle ‘ ]

7. How you find luggage trolleys?

[ Easily ‘ — r Difficultly ' With great hassle

8. Have you paid any extra charges to Porter for assistance?

9. How you rate the search procedures at entry points of lounges?

--ME
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10.How you rate the [search process by ANF, Customs and other agencies?

|_Comfortable | |_indifferent | | Irritating | ]
11.Have you ever loﬂge-a complaint on help desk?

Yes ] No | —’

12.How you feel aboLt the response on your complaint by the concerned?

I
Prompt & Delayed but
Satisfactory satisfactory .
13.Have you ever acﬁess One Window Facility at departure lounge, if ves what is
your assessment?

Unsatisfactory

[ satisfactory f indifferent | — | Unsatisfactory L]

14.Has anybody aske'fl for money for facilitation?

[ Yes I [No]i ]

15. Have you ever sought assistance from help desk established in the lounges?
L Yes ’ No ]
16.Are you satisfied with the assistance provided at help desks?

Yes No ]

17.How was your lug%age tagging experiences?

Door | Aver%ge ’ | -Good [~

18.How you found facilities in washrooms/toilets and clean drinking water at
airport? '

D’&or | —| Average ] J Good J J

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

Normal | Reasonable [ —T Exorbitant ]
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20.How much time it took to go through immigration process?

AVetdae ’

21.How was the behavior of immigration staff?

[ Polite |« [ Indifferent | | Arrogant | " |

22.How much time you spent in collection of luggage on conveyor belt?

23.How was the condition of baggage at arrival?

| Intact | | Damage | | _tost | ]

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

[ Yes T N0 [~

25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

LSatisfactory \ | indifferent | | Unsatisfactory | <~ j
26.Any suggestion?
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~ Questionnaire to Assess the Nature of Problems and Quality of Facilities at

~ Airports -
City w Fligth /2(’ )3 1__ Airline //A
Time /750 Travellingto__ TEDDA Y .
1. How frequent you fly?
I Weekly Monthly l Occakiefially J
2. How do you find ticket prices?
I Chﬁa/p/l | Reasonable | Expensi\;e

3. How long it took you to enter the airport through security checks?

-2

4. How do you find parking space?

)

y .
Easily Df_;fficultly [ With great hassle ‘

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

Z N
Y polite) | | Indifferent | | Arrogant | |
Ne—

6. How do you find wheel chair, if required?

L Easily ] - ‘ - Difficultly I - |»With great hassle | N/h—- ]

7. How you find luggage trolleys?

F=
( Easilu Diffficultly .| With great hassle
———

8. Have you paid any'extra charges to Porter for assistance?

ke |

9. How you rate the search procedures at entry points of lounges?

TN
QComfo_rt/able)\ | indifferent | [lrritatlng\ ]
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11.Have-youever lodge a complaint on help desk?

Prompt & Delayed but ‘ Unsatisfactory
Satisfactory satisfactory ke

13.Have you ever access One Window Facility at departure lounge, i
your assessment?

m--m' -

14.Has anybody asked for money for facilitation?

e TR [ M/

15. Have you ever sought assistance from help desk established in the lounges?

A'EI-IM-

16.Are you satisfied With the assistance provided at help desks?

Ye [ We] ] 9

N (L S N

19.How you experienced th
- lounges?

ormai | mamsonabia 1) Exorbitant | ]
o S——
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20.How much time it took to go through immigration process?

21.How was the behavior of immigration staff?

N

LPolite | (| Indifferent )| | Arrogant | ]
 ap——

A

22.How much time you spent in collection of luggage on conveyor belt?

2 v .

23.How was the condition of baggage at arrival?

h ]

7= X
{ Intact ) | Damage | | tost | ]
L

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?
7 N\
[ Yes [ No J —I
25.Have you evierdvailed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

| Satisfactory | |_indifferent | /[ unsatisfactory | \ ]
26.Any suggestion?
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, Annexure-D

) Questionnaire to Assess the Nature of Problems and Quality of Facilities at
Airports

City Toranaont  rigth_ Pa-2in  amine Rid Bluc.

Time [D:Sp A Travelling to ;5’4@‘*1% .

1. How frequent you fly?

ﬁVeekly ') Monthly J ‘ Occasionally ,

2. How do you find ticket prices?

Eheap ' Reasona;ble j Expensive ‘

3. How long it took you to enter the airport through security checks?

';{pw?ns'

4. How do you find pai'king space?
|

’j Easily | I(Difficultly ‘ With great hassle [

5. How was the behavlour of Airport Security Force/Security staff at entering
points of airports and lounges?

/ﬂ_"‘\\
Polit Indi t A t
|_Polite | Kw‘l) | Arrogant | |

6. How do you find wheel chair, if required?
Easily K Difficultly ) With great hassle ‘
7

|
7. How you find luggage trolleys?

G:sify) Difficultly With great hassle ] 7
i —

8. Have you paid any éxtra charges to Porter for assistance?
I

!
9. How you rate the search procedures at entry points of lounges?

f t ' | i .ff t I .t t.
‘ Comfortable indifferen @ !
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] N 10.How you rate the search process by ANF, Customs and other agencies?

/‘;____-"‘\
L Comfortable | (_indifferent ] Irritating | j

'11.Have you ever lodge a compTaint on help desk?

el

[ Yes | \NO/D___[

12.How you feel about the reésponse on your complaint by the concerned?

]

13.Have you ever access One Window Facility at departure lounge, if yes what is
your assessment?

N

Prompt &
Satisfactory

Delayed but
satisfactory

Unsatisfactory

Fatisfactory | [(m)[ ] Unsatisfactory | j

14.Has anybody asked for money for facilitation?

P "
[ Yes | @)7

15. Have you ever sought assistance from help desk established in the lounges?

)
(\ES//V [No [ ]

16.Are you satisfied with the assistance provided at help desks?

Ve T[] ]
Yes No
L

17.How was your luggage tagging experiences?

Poor ') | Average | | Good ' . —{

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

[voar | mversge ] Goma | ]
Poor Average Goo
N

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

[ Normal [/ | Reasonable | | Exorbitant | ]
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0 20.How much time it took to go through immigration process?

21.How was the behavior of immigration staff?

o
e
. @1--
o N
» 22.How much time you spent in collection of luggage on conveyor belt?
. | D0 a1t
#
1
i
#
i
b
|
I
i

23.How was the conditfion of baggage at arrival?

- W)
[ Intact | | Damage | Lost

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

E Yes Z [ No [ |
25, you ever availéd the facilitation in case of delay and cancellation of

flights, if yes, what was your experience?

S~

Qatisfactory | indifferent | | Unsatisfactory |

26.Any suggestion?




0y Questionnaire to Assess the Nature of Problems and Quality of Facilities at
' Airports
' Time_ 19 25 Travelling to Dabay
I 1. How frequent you fly? B
. v
ulveekly Monthly ‘ ' Occasionally J

2. How do you find ticket prices?

‘Cheap ’ Reasonable ' [ Expensive ’ :'

3. How long it took you to enter the airport through security checks?

Quec

4. How do you find parking space?
[ Easily J‘ Difficultly ' ‘ With great hassle / -l

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

-

. City ‘5‘}””\ G(qu Fligth Pﬂ PAY Airline -Qipbo g -

-
.

|_Polite | [ indifferent | | Arrogant | ]

6. How do you find wheel chair, if required?

Easily - ’ : Difficultly- | -+ - ' With great hassle j

7. How you find luggage trolleys?

{:Easily [ Difficultly [ ' With great hassle } ‘[

8. Have you paid any extra charges to Porter for assistance?

]

9. How yo\lyateﬂthe search procedures at entry points of lounges?

r Comfortable I indifferent | Llrritating




= e

0 10.How you rate the search process by ANF, Customs and other agencies?

|__Comfortable | |_indifferent | | Irritating ||

11.Have you ever lodge a complaint on help desk?
N

Yes [ No [ ]

12.How.you feel about the response on your complaint by the concerned?

"
Prompt & Delayed but Unsatisfactory
Satisfactory satisfactory

13.Have you ever access One Window Facility at departure lounge, if yes what is
your assessment?

[ satisfactory | | indifferent | |_Unsatisfactory | ]

14.Has anybody asked for money for facilitation?
R
Yes No

15. Have you ever sought assistance from help desk established in the lounges?
>

Yes |'No ‘ ]

16.Are you satisfied with the assistance provided at help desks?

Yes I No ’

17.How was your luggage tagging experiences?

1 Poor Average ’ Good |

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

LPoor ] ] A“verage ] Good ’ j

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

[Normal | | Reasonable | | Exartan |
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20.How much time it took to go through immigration process?
. !
|

long f

21.How was the behawor of immigration staff?
- (

| Polite [ | indifferent | | Arrogant | ]
!

22.How much time ydu spent in collection of luggage on conveyor belt?
I

L]

23.How was the condijtion of baggage at arrival?
|

Intact | D,iamage [ ‘j; Lost ]‘]

24.Are you satisfied u\(:th the taxi/cab facility and conduct of the drivers
available at the Anfports?‘

L Yes I | | No [l ‘
25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, whali Was your experience?

}
Eatisfactorﬂ _ﬂ_indifferent r [ Unsatisfactory |
26.Any suggestion? |
l
I e .
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P Questionnaire to Assess the Nature of Problems and Quality of Facilities at

Airports

City %Wﬂﬁyﬂ/ Fligth iﬂ/ 2/0 Airline AL//(.KL‘/Z’::

Time Travelling to

1. How frequent you fly?

Weekly | Twtontty 71T oecasionay |

2. How do you find ticket prices?

e
(Gheap || Ressonable || Expensve

3. How long it took You to enter the airport through security checks?

Nok 1

4. How do you find parking space?

‘/'
E Easily [ Difficultly ( ‘ With great hassle I

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

/!

| _Polite” | |_Indifferent ﬂ [Arrogant(

6. How do you find whee| chair, if required?

[Easily [ Difficultly T With great hassle ]

7. How you find luggage trolleys?

I/
F Easily | Difficultly f | With great hassie | l

8. Have you paid any extra charges to Porter for assistance?

9. How you rate the search procedures at entry points of lounges?

comfortable | | indifferent | | irritating |

64



Ty ¢

"\t

'} 10.How you rate the search process by ANF, Customs and other agencies?

[_Comfortable: l |_indifferent | | initating | |

11.Have you ever Iodg;e a complaint on help desk?

12.How you feel abouf the response on your complaint by the concerned?

Unsatisfactory

13.Have you ever accefbs One Window Facility at departure lounge, if yes what is
your assessment?

(/‘
Batisfactory i | _indifferent ’ ) Unsatisfactory (

14.Has anybody a‘sk/ed ffof money for facilitation?

LYes I _Wo ]

15. Have you ever souéht assistance from help desk established in the lounges?

Yes | [No| |

16.Are you satisfied with the assistance provided at help desks?

v
[Yes ] { NO‘L;:'

17.How was your luggafge tagging experiences?

o
Door I | Average | fGood | j

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

e
[Poor ] ‘ Average ' I Good J J

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?
\/

Normal Reagqfnable m-

.Delayed but
- satisfactory

Prompt &
Satisfactory

AR



- 20.How much time it took to go through immigration process?

]

21.How was the behavior of immigration staff?

v’
|_Polite | |_Indifferent | [ Arrogant | |

22.How much time you spent in collection of luggage on conveyor belt?
MIENTUZ

s

23.How was the condition of baggage at arrival?

v
Ij Intact [ ] Damage ' J Lost T ]

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

v
[ Yes T TNo] |
25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?
v~

Eatisfactory'[ | indifferent J | Unsatisfactory | ]
26.Any suggestion?

Lo pt Prnpi
MPRILE Mo 2 03399525 B8
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~ Questionnaire to Assess the Nature of Probiems and Quality of Facilities at

I .
' S Airports

i City__ pubs Fligth___pA 210 Airline__ Ay blue
Time i1 up Travelling to D ubai

1. How frequent you fly?

lWeekly IMonthly Occasionally I 'ﬂ

i
1
I‘ 2. How do you find ticket prices?
I
I
i

Cheap rReas_onable {Expensivle } j

3. How long it took you to enter the airport through security checks?

6o mins ’

4. How do you find parking space?

EEasilyA ] I Difficultly I\/ { With great hassle ( ]

5. How was the behaviour of Airport Security Force/Security staff at entering
~ points of airports and lounges?

E Polite | | Indifferent v | Arrogant ‘ :I

6. How do you find whee| chair, if required?

Easily‘ l Difficultly | ‘ With great hassle ' T

7. How you find luggage trolleys?

- EEasi_ly | Difficultly | v | with great hassle |
’ \

8, Have you paid any-extra charges to Porter for assistance?

9. How you rate the search procedures at entry points of lounges?

_ |___Comfortable - indifferent Irritating |V |
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I. .
10.How you rate the éearch process by ANF, Customs and other agencies?
!

i

11.Have you ever lodge a complaint on help desk?

| Delayed but
Jhsatusfactory

13.Have you ever acc?ss One Window Facility at departure lounge, if yes what is
your assessment? ‘ .

- indifferent | ] Unsatisfactory ]
|

14.Has anybody askec# for money for facilitation?
l

[ Yes [ TNo V]
|

15. Have you ever sou;ght assistance from help desk established in the lounges?

16.Are you satisfied W|th the assistance provided at help desks?
!

Unsatisfactory

17.How was your Iugg{age tagging experiences?

Poor ' Averdge | v ( Good }

18.How you found facﬁhtles In washrooms/toilets and clean drinking water at
airport? !
!
!

Poor Average | Good

|

19.How you experiemj’ed the prices at cafeteria and tuck shops at airport
lounges?

!
Normal [T Reatonable | | Excrbiant | v ]
|
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20.How much time it took to go through immigration process?

' 1T mins

21.How was the behavior of immigration staff?
m- Indifferent Arrogant | v~

22.How much time You spent in coliection of luggage on conveyor belt?

' Lo wmng ‘

23.How was the condition of baggage at arrival?

[ Intact | v~ | Damage | tost | ]

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

[ Yes T TNo V]

25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

| Satisfactory [ | indifferent |V Unsatisfactory ]

26.Any suggestion?

Please ve the  nesl o casdomen ;WVIZU,

i N

69



}

3

N s

~l.llll’ll

a

.-l - .
3

Questionnaire to Assess the Nature of Problems and Quality of Facilities at

Airports
22"
City fv{fsnﬂv/ ___Fligth f Airline___ A1 Mu.«
Time N SDH Travellmg to V eyhs <=~ ;

1. How frequent you fly?

@eekly ' J Monthly Occasionally ’ é?zu,/} ’LT-DL

2. How do you find ticket prices? Y\rj{‘

L .
|Cheap I Reasonable ' v | Expensive ' 4’

3. How long it took you to enter the airport through security checks?

4. How do you find parking space?

1 Easily l ’ Difﬁcultly [ VvV With great hassle ] !

5. How was the behaviour of Airport Security Force/Security staff at entering
points of airports and lounges?

Polite | Indiff_erent [V | Arrogant | ]

6. How do you find wheel| chair; if required?

/
Easily ’ Difficultly v | with great hassle 7

7. How you find luggage trolleys?

A
l:Easily [ v Difficultly [ ‘ With great hassle Jj

8. Have you paid any extra charges to Porter for assistance?

L]

9. How you rate the search procedures at entry points of lounges?

indifferent |V | irritating |
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- 10.How you rate the search process by ANF, Customs and other agencies?

L
| Comfortable [ | _indifferent | V] Irritating | |

11.Have you ever lodge a complaint on help desk?

12.How you feel about the response on your complaint by the concerned?

Prompt & Delayed but Unsatisfactory
Satisfactory satisfactory

13.Have you ever access One Window Facility at departure lounge, if ves what is
your assessment?

W indifferenL[ s mnsatisfact@
14.Has anybody asked for money for facilitation?
[ Yes T TNo[ V]
15. Have you ever sought assistance from help desk established in the lounges?

Ve | TR ]

16.Are you satisfied with the assistance provided at help desks?
~

Yes No

17.How was your luggage tagging experiences?

Y
[ Poor l Average | M Good .| - ] ’

18.How you found facilities in washrooms/toilets and clean drinking water at
airport?

Eoor J ] Average | W Good ] J

19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?

| Normal | | Reasonable [ | Exorbitant v
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~ 20.How much time it took to go through immigration process?

21.How was the behavior of immigration staff?

| Polite I Indifferent | |Arrogantl -/:’

22.How much time you spent in collection of luggage on conveyor belt?

’. m "-L(A;-\A ﬁr«'

23.How_was the condition of baggage at arrival?

|_Intact | | Damage ‘\/J‘ lost | ]

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

[(Yes | [no [~

25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

Qatisfactory } | indifferent [ ] Unsatisfactory | \/_]
26.Any suggestion?

r_&"f?qf( [ﬂ’} 07 —*2r 268 Ompe) & qG~2 -~ 268

A W A LWHC \
- Pkaey & bA—3.8 monlp.
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,»-puestionnaire to Ass%sé the Nature of Problems and Quality of Facilities at
l N | Airports

.Gty [ Relocow | piige, S
|, Time__ /| - ) _ Travelling to AR

l
1. How frequent you fly?

@eekly ' Monthly

1 ‘ Occasionally ( r\/’ Mq,b[/&q\l'p
|

2. How do you find tickg‘t prices?

LCheap ‘L ‘ Reasonab[!e v '| Expensiv‘e ’
i

Airline /9 /4 /'\

3. How long it took you flto enter the airport through sec

|

4. How do you find park

urity checks?

ing space?
!

| Easily | mfﬁcésltly

With great hassle l v ‘{

5. How was the behavio

Pr of Airport Security Force
points of airports and

/Security staff at entering
lounges?

| Polite } | Indifferent | ‘Arrogant[ j

6. How do you find whe%l chair, if required?

/ |
| Easity | v/ Difficultly |

‘ } ~With great hass.leu Lh—d’ ng\aqq :

7. How you find Iuggage,trolleys?

|
| Easily |/ | Difficultly With great hassle ]
|

- |
- 8. Have you:paid any exqra charges to Porter for assistance?

Yer]

9. How you rate the sear

ch procedures at entry points of lounges?

/
.EComfortable f V|

indifferent I f lrritating[ ]
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40.How you rate the search process by ANF, Customs and other agencies?

-mmm-m.

11.Have youy ever lodge a complaint on help desk?

]

12.How you feej about the résponse on your complaint by the ¢

Prompt & Delayed byt Unsatisfactory
Satisfactory satisfactory

. oncerned?
. 13.Have yoy ever access One Window Facility at departure lounge, if yes what js

Your assessment?

m-lm--

14.Has anybody asked for money for facilitation?

———

17.How was your luggage tagging experiences?

Foor [T Aversse [ /T Gooa

18.How you found facilities in washrooms/toilets and clean drinking water at

i Poor [T verage | T aosd [ ]

m—m ~



3.How much time it took to g0 through immigration process?

S

21.How was the behavior of immigration staff?

polie |

22.How much time You spent in collection of luggage on conveyor belt?

[ /\uﬁ“"’

23.How was the conditio;n of baggage at arrival?

| Intact ]\/l Damage | Lost | J

24.Are you satisfied with the taxi/cab facility and conduct of the drivers
available at the Airports?

(Ve T Twe] ]

25.Have you ever availed the facilitation in case of delay and cancellation of
flights, if yes, what was your experience?

Batisfactory | ’ in&ifferent f ‘ Unsatisfactory [ A\
26.Any suggestion?

- Domanya D Rawi |
— (_/W;ﬁﬂot éﬂ’({% &?wx—) tF anwaf
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) Questionnaire to Assess the Nature of Problems and Quality of Facilities at

Airports )
City @[’:"\’q A4 Fiigeh,_ 7 Zgj? S Airine (A
Time__| o ____Travelling to ) ants

1. How frequent you fly?

‘»Weeklv : IMonthly <0ccasionél;lyj' [ v j

2. How do you find ticket prices?

[ Cheap Reasonable [ | Expensive [ "//'

3. How long it took You to enter the airport through. security checks?

4. How do you find parking space?

'EEasily ] | Difﬂcultlu ’v_/’ With great hassle ] j

5. How was the behaviour of Airport Seé:urity Foi'ce/Security staff at entering
points of airports and lounges?

P
| Polite | V] Indifferent | | Arrogant I ]

6. How do you find wheel chair, if required?

! Easily Difficultly ] With great hassle [ @

7. How you find luggage trolleys?- -

/
LEasily v [ Difficultly i With great hassle j

8. Have you paid any extra charges to Porter for assistance?

9. How you rate the search pProcedures at entry points of lounges?

- Comfortsbie | | indifferent [x/1 frating T
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¢"P.How you rate the search process by ANF, Customs and other agencies?

|__Comfortable . | [ indifferent | [ irritating [
11.Have you ever lodge a complainton help-des.k?

_
L Yes [ TNo[“]

12.How you feel:about the response on yourrconfiplaint-by-the concerned?

Prompt & *-Delayed byt - Unsatisfactory.
_Satisfactory satisfactory

13.Have you ever.access One Window Facility at departure lounge, if ves what is
-your assessment? :

[ satisfactory ] |_indifferent | | Unsatisfactory | ] No ¢ Ku

14.Has anybody asked for money for facilitation?

£
| Yes | | No [ V]

15. Have you ever sought assistance from help desk established in the lounges?
: ra
LYes | ¢ ‘ No [ ]
16.Are you satisfied with the assistance provided at help desks?

_Yes [ [ No| /]/' yw\/L/\ u;b4 Mu/\/&

17.How was your luggage tagging experiences?
/\

' Poor Average | ~

Good- -

18.How you found facilities in washrooms/toilets and clean drinking water at
airport? .

| Poor , | Average | ¢ | :Gobd | ]

-19.How you experignced the.prices at cafeteria and tuck shops at airport
lounges? : '

[Normal | l[,.*'Rgé'sopéblel [ Exorbitant d /7
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Q).How’ much-time it fook-toz-go- through im_m-i_gnatipn process?

21.How was the behavior of immigration staff?

S
[ Polite | 7 | Indifferent .

l\[Arrogant"tfé'i‘- ]

22.How~m‘uch~-tirh'eiyou-s'pent in collection qfllqg;éage on conveyor belt?
' ‘ v M/ LA

23.How was the condvi:tion. of baggage at arrival?,

[ Intact l | Dé_ll'mag'e EANTT | | //\7# .

24.Are you satisfied with the ta
available at the Airports?

25.Have you ever availed the facilita
flights, if yes, what was your exp

xi/cab facility.and conduct of the drivers

tion in case of delay and cancellation of
erience?

afa b=
[ Satisfactory [ l;indifferent [ ’ Unsatisfactory [ [ N 0

26.Any suggestion?

- Muj C/AOLM S MM
"@%ﬁﬂc (R(Z 5(47%*\“
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Airports
City kgﬂ\' N/ Fiigth 7% Airline_ [ 4
Time__ TS Travelling to M!‘/ﬁ/r

= | L]
‘ 1. How frequent you fly?

2. How do you find ticket prices?

FRAOD

3. How long it took you to enter the airp

ort through security checks?

4. How do you find parking space?

m_ Diffitw ly - With great hassle -

5. How was the behaviour of Ajr /Security staff 5t entering
Points of airports and lounges?

6. How do you find wheel chair, if required?

m-m--

7. How you find luggage trolleys?

. N procedures at entry points of lounges?
Comfortable -M.MI

7a




ﬁo.How you rate the search process by ANF, Customs and other agencies?

| Comfortakle ‘ | indifferent | ] Irritating fj
11.Have w&ver'lodge a complaint on help desk?
I Yes ] [\Nd ’ J

12.How you feel abmjt the response on your complaint by the concerned?

Prompt & . Delayed but Unsatisfactory
Satisfactory . satisfactory

13.Have you ever accéss One Window Facility at departure lounge, if yes what is
your assessment? .

| Satisfactory | |_indifferent | | Unsatisfactory | ]

14.Has anybody askecjl for money for facilitation?

e =
[ Yes [ [Rev] |

‘ 15. Have you ever sought assistance from help desk established in the lounges?

N !
LY [ [No[ |

16.Are you satisfied with the assistance provided at help desks?

. |
L YeJ [ [No[ |

17.How was your Iuggége tagging experiences?

\ !
| Poor | | Avectge ’ | Good | ]
18.How you found faciglities in washrooms/toilets and clean drinking water at
airport? ;
1 N a
LPoor j Avetage f ] Good ]
"" 19.How you experienced the prices at cafeteria and tuck shops at airport
lounges?
i \
[ Normal | | Reasénable | | Exorbitant [ \) ]
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QZO.HOW much time it took to go through immigration process?

21.How was the behavior of immigration staff?

\L\Psﬁte L |_Indifferent ] |Arrogantl ]

22.How much time You spent in collection of luggage on conveyor belt?

Va'll

23.How was the condition of baggage at arrival?

E\Hﬂ@h } | Damage | | Lost ‘

available at the Airports?

[ Yes | !Noj:]

25.Have you ever avaijled the facilitation in case of delay and cancellation of

Nlights, if yes, what was your experience?

L\Satiafactory | | indifferent | I Unsatisfactory | j

26.Any suggestion?

i
1
i
' 24.Are you satisfied with the taxi/cab facility and conduct of the drivers
!
i
!
]
l
I
I
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Questionnaire to Assess the Nature of Problems and Quality of Facilities at
e~

Airport_s_-,'
J' City_) Sham ebend Fligth__ P g 2 lD Airline__ AR BLUE
Time__ || -4, Travellingto D UR A
1. How frequént you fly? | | i
[lvéeklv Monthlyj -Occ;sionaily : v

b

2. How do you find ticket prices?

Cheap IReasonable \/‘EXPGNSWIG l ,

3. How long it took You to enter the airport through security checks?

4...How do you find parking space?

| Easily l l Difficultly With great hassle 'SZ’

5. How was the‘be_haviour of Airp
points of airports and lounges?

ort Sécurity Force/Security staff at entering

Polite - Indifferent Arrogant

6. How do you find wheel chair, if required?

uasllv ] I Difficultly I\/ | With great hassle ]:_l

7. How you find luggage trolleys?- -

["Easily [Tifﬂcultlyj/ ’-;, With great hassle ' :

[ §

o
'

8. Have you paid any extra charges to Porter for assistance?

o ]

9. How you rate the search procedures at entry points of lounges?

[_Comforisbe T ndiferent T g T

]

- R
- - -
i
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78

¢ 10.How you rate the ;search-.pmcess.by ANF, Customs and other agencies?

| Comfortable - [: .| indifferent [\~ irritating | ]
11.Have you ever-lodge a.complaint on help. desk?

L Yes | [ Ne |\2

12.How you-—feeleabot‘ﬁt’the response on yo.ur~cor_ripla‘int=by-the concerned?
Prompt & ‘ Delayed but - Unsatisfactory.
_Satisfactory ,_satisfactory B

13.Have you ever.access One Window Facility at departure lounge, if ves what is
‘your assessment? | _

t
i

| Satisfactory | [ indifferent l | Unsatisfactory | |

14.Has anybodyAaskedj for money for facilitation?

[Yes T TN [

15. Have you ever sodight assistance from help desk established in the lounges?

(Ve TR ]

16.Are you satisfied with the assistance provided at help desks?

Ve T T o)

17.How was your Iugg%ge tagging experiences?

! :
Poor Av_eraige V| Good | —’

18.How you found fac#lities in washrooms/toilets and clean drinking water at

airport? ) :

| Poor | ] Aver;;ge J\/ | éobd | ]

-19.How yqu..,experiép._cf;'d'tfhe,price,i.at cafeteria and tuck shops at airport

lounges?
|

| Normal | l--'—R‘eéSL:méble | | Exorbitant |\/I—]
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| -20.How much time it tookto-go through imm@gr:ation process?

21.How was the behavior 6f=immigration staff?

‘Arrogant |-

22.How. much-time you spent.in .collection'of"flugéage on conveyor belt?

23.How was the condition of baggage at arrival?

|_Intact | l Damage | [ ost IZ |

24.Are you satisfied with the t
available at the Airports?

[(Yes T oo

25.Have you ever availed t

he facilitation in case of delay and cancellation of
flights, if yes, what Was your experience?

axi/cab~faciliﬁ'.:;mcfi"'-conduct of the drivers

| Satisfactory [ | indifferent |

I Unsatisfact
26.Any suggestion?

Theve Shoul d be_ PYoPCY” pYoceduve foy

‘ bontdin g There o o smv@ﬁ aVean
. OLUD\.LWQQ,.NO\SI«QB PIfr and AR Blue

3 ) _‘_\,Q'%h ;tg ave- | M;(—é'/ . L_a\sf Tume_ 4 Came_ _prm
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Weekly Interviews with Passengers

In our continuous efforts towards betterment, Airport Managers shall ensure that a sample of passengers
arriving on International & Domestic flights are gently approached to collect some information on
structured format. The information shall be regarding their experience during the flight and to find out how
well they were treated by the cabin crew.

It is our regulatory role to find out and ensure that our fellow citizens are treated the way they should be
in line with international regulations. We shall make our citizens proud and aware that Pakistan CAA is
behind the efforts to make their air travels safe and comfortable, on any Airline they choose to travel,

| as Director General Pakistan CAA welcome all officers and staff to join hands and make a difference in
aviation industry,of Pakistan.
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PASSENGER FACILITATION & CARE MANUAL
%

SURVEY ON PASSENGER HANDLING AT AIRPORT

Pakistan Civil Aviation Authority is keen

y interested in improving quality of facilities & services provided
to passengers at airports of Pakistan,

Keeping in view, a Survey was conducted at three major airports - JIAP Karachi, AlIAP Lahore and
BBIAP Islamabad to calculate tota| elapse time on arrival as well as departure by each passenger and
observe deficiencies in the processes. The resuits of survey are provided as a separate manual. Time

consumed at these three major airports are varying but there is certainly a need for improvement in our
Services & Standards, while Handling the Passengers.

Needless to mention that world has achieved very high standards in facilitation, hospitality and services
towards their passengers at Airports. Airports. in the world have become such comfortable hotspots with
high quality facilities being provided to ditferent tiers of passengers, leave apart those travelling First /

Business class. In this manual, each process has been deliberated in detail in order to provide seamless
services to the Passengers.

it will be the responsibility of Supervisory staff of PCAA at Airports. to ensure that employees of all
agencies working at Airports display courteous and welcoming attitude towards passengers.

v MNL-001-M8X¥-1 1

TER COPY |

MAS

93
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) CODE OF CONDUCT

A code of conduct based on ethics can help service providers to improve their performance and achieve
their potential goal. It clarifies community values and provides practical guidance for living by them.

- The Code of conduct shall be based on following ethical Principles.
. > Integrity and Impartiality

+ Working at Airports Involves public trust requiring each employee wo,rlfing at Airport should :
a. be committed to the highest ethical standards:
b. show respect towards all passengers including employees and the general public;

c. acknowledge the primacy of the passenger/public interest and undertake that any conflict
of interest issue will be resolved or appropriately managed, and

d. be ho}:est, fair and respectful with the traveling passenger/ community

> Promoting the Public interest

* Airports have a mechanism to provide services and benefits to
therefore all employees at Airports:

i " a. accept and value their duty to be responsive to both the requirements of government
and to the public interest;

b. accept and value their duty to manage public resources effectively, efficiently and
economicalily;

the traveling passengers

!
4

¢. value and seek to achieve excellence in service delivery; and

> Accountabllity and transparency

¢ Airport officials should :
a. be committed to exercise proper diligence, care and attention;
b.  be committed to manage information as openly as practicable within the legal framework

_ c. value and seek to operate within a framework of mutual obligation and shared
' responsibility.

AdOD HILSYW

All employees are expected to uphold the code by committing to and demonstrating the intent and spirit
of the ethics principles and values.

These Code of conduct are applicable to all employees of Pakistan CAA

ammmwmr:mmmmwmmw@mmumwr&mmas s
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—— 1

GLOSSARY OF TERMS AND
ABBREVIATIONS/ACRONYMS

Aircraft operator, A person, organization or enterprise engaged in or offering to engage in an aircraft
operation.

Airline. As provided in Article 96 of the Convention, any air transport enterprise offering or operating a
scheduled international air service.

Baggage. Personal property of passengers or crew carried on an aircraft by agreement with the
operator.

Civil aviat'lon inspector, A civil aviation inspector is an individual, designated by a Contracting State,
who is charged with the inspection of the safety, security or related aspects of air transport operations as
“directed by the appropriate authority.

' Commencement of journey. The point at which the person began his journey, without taking into
account any airport at which he stopped in direct transit, either on a through-flight or a connecting flight, if
he did not leave the direct transit area of the airport in question.

Deportation order. A written order, issued by the competent authorities of a State and served upon a
. deportee., directing him to leave that State.

Deportee. A person who had legally been admitted to a State by its authorities or who had entered a

‘State illegally, and who at some later time is formally ordered by the competent authorities to leave that
- State.

Direct transit area. A special area established in an international airport, approved by the public
authorities concerned and under their direct supervision or tontrol, where passengers can stay during
transit or transfer without applying for entry to the State.

Disembarkation. The leaving of an aircraft after a landing, except by crew or passengers continuing on
the next stage of the same through-flight.

Disinfection. The procedure whereby health measures are taken to contro! or kill infectious agents on a
human or_animal body, in or on affected parts of aircraft, baggage, cargo, goods or containers, as
required, by direct exposure to chemical or physical agents.

. Embarkation. The boarding of an aircraft for the purpose of commencing a flight, except by such crew or
passengers as have embarked on a previous stage of the same through-flight.
Flight crew member. A licensed crew member charged with duties essential to the operation of an
aircraft during a flight duty period. '
Ground equipment. Articles of a specialized nature for use in the maintenance, repair and servicing of
an aircraft on the ground, including testing equipment and cargo- and passenger-handling equipment,
Immigration control. Measures adopted by States to control the entry into, transit through and departure
fromn their temitories of persons travelling by air.

[ Improperly documented person. A person who travels, or attempts to travel: (a) with an expired travel

MASTEE{ CO?Y

document or an invalid visa; (b) with a counterfeit, forged or altered travel document or visa, (c) with
someone else’s travel document or visa; (d) without a travel document; or (e) without a visa, if required.

Inadmissible person. A person who is or will be refused admission to a State by its authorities.

International airport. Any airport designated by the Contracting State in whose territory it is situated as
an airport of entry and departure for international air traffic, where the formalities incident to customs,
I immigration, public health, animal and plant quarantine and similar procedures are carried out.

Key Performance Indicator, The key performance indicator (KPl) is a type of performance
- measurement. KPis evaluate the success of an organization or of a particular activity in which engages,

Lading. The placing of cargo, mail, baggage or stores on board an aireraft to be carried on a flight.
Mishandled baggage. Baggage involuntarily, or inadvertently, separated from passengers or crew.
Narcotics control. Measures to control the illicit movement of narcotics and psychotropic substances by

n
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air.
_ Passenger amenities. Facilities provided for passengers which are not essential for passenger
processing. S
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Person with disabilities. Any person whose mobility is reduced due to! a physical incapacity (sensory or
locomotor), an intellectual deficiency, age, illness or any other cause of disability when using transport

and whose situation needs special attention and the adaptation to th person’s needs of the services
made available to all passengers. %‘

Public authorities. The agencies or officials of a Contracting State relsponsible for the application and
enforcement of the particular laws and regulations of that State whigh relate. to any aspect of these

Standards and Recommended Practices.
Public health risk. A likelihood of an event that may affect adversely e}he health of human populations,
with an emphasis on one which may spread internationaily or may present a serious and direct danger.

Release of goods. The action by the customs authorities to permit goods undergoing clearance to be

placed at the disposal of the persons concerned.

Removal of a person. Action by the public authorities of a State, in ac
person fo leave that State. .
Removal order. A written order served by a State on the operator L)n whose flight an inadmissible
person travelled intp that State, directing the operator to remove that person from its teritory.

Security equipment. Devices of a specialized nature for use, individually or as part of a system, in the
prevention or detection of acts of unlawful interference with civil aviation jand its facilities.

Temporary admission. The customs procedure under which certain goods can be brought into a
customs territory conditionally relieved totally or partially from payment |of import duties and taxes; such
goods must be imported for a specific purpose and must be intended foLre—exportation within a specified
period and without having undergone any change except normal depreciation due to the use made of

them.

Travel document. A passport or other official document of identi
which may be used by the rightful holder for international travel.
Unaccompanied baggage. Baggage that is transported as cargo and rl'nay or may not be carried on the
same aircraft with the person to whom it belongs.
Unclaimed baggage. Baggage that arrives at an airport'and is not picked up or claimed by a passenger.
Unidentified baggage. Baggage at an airport, with or without & baggaj(:z tag, which is not picked up by
or identified with a passenger.
Unlading. The removal of cargo, mail, baggage or stores from an aircrafL after a landing.

Visitor. Any person who disembarks and enters the territory of a Co tracting State other than that in
which that person normally resides; remains there lawfully as prescribed by that Contracting State for
legitimate non-immigrant purposes, such as touring, recreation, sports, | heaith, family reasons, religious
pilgrimages, or business; and does not take up any gainful occupation during his stay in the territory

visited. I
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'}
' e
i- - ABBREVIATIONS
- ACFT Aircraft
< ACI Airport Council International
' ANF Anti Narcotic Force
APS Airport Services
) ASF Airport Security Force
i ASQ Airport Service Quality
. ATS Air Traffic Services
CERP Crises and Emergency Response Plan
I DFO. Duty facilitation Officer
DGCAA Director General Civil Aviation Authority
DVO . Duty Vigilance Officer '
I E&M Electrical & Mechanical
FIA Federal Investigation Agency
FOD Foreign Object Debris.
' GOC -Ground Operation Controj
- HQCAA Headquarters Civil Aviation Authority
HR Hour
i KPI. Key Performance Indicator
. NOTAM Notice to Airmen
oLs Obstacle Limitation Surfaces
I PCAA Pakistan Civij Aviation Authority
b PX Passenger
l RWY Runway
- SMS Safety Management System
Sop Standard Operating Procedure
I ™Y Taxiway
UAN universal Access Number
l 'mwmaaﬁém%ﬁmm'
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PASSENGER FACILITATION & CARE MANUAL

R

Chapter 1
KEY PERFORMANCE INDICATORS (KPI,s)

erformance Measurement Program. It shall be
Hence, it is expected that the PCAA and ali

meet or exceed these standards and KPls. |t

4
H

PURPOSE AND SCOPE
111 The PCAA, in line with best practices has developed this manual ‘Passenger
// Facilitation & Care’ for the benefit of all airport Passen

to maximize utilization of this manual as a tool to effectively ensure the facilitation and
care of passengers by all agencies working at Airports.

1.1.2  This manual defines standards and Key Performance Indicators (KPIs) for Passenger
Facilitation -& Care and the Airport P
made available to all stakeholders.
employers on the airports will strive to

1.1.3 - This manual will continue to evolve and improve to meet the demands of ouf
passengers through changes in operating procedures, facilities, government
regulations and the introduction of technology by the aviation industry. T}

PROCESSES AND KEY PERFORMANCE INDICATORS

T e iy,

1.2.1

The Passenger Care Standards and key performance indicators focus on the most
salient elements of airport services and facilities that im

This document focuses mainly on standard practices relating to following areas, but

not limited to:

PASSENGER
PROCESS

~ KEY PERFORMANGE INDICATORS

1. Car Park/Drop Lanes

Number of baggage carts / trolleys available

2. Porter Services

Availability & behavior of porters

3. Security & Entry
checks

Average walting time
Checkpoint processing speed Px/ Hr

4. Passenger Check- in

Average waiting time
Counter processing time Px / Hr

il DEPARTURE |5 Customs

Average waiting time
Processing time Px/ Hr

i PROCESSES

6. Immigration

Average waiting time
Counter processing speed Px / Hr

7. Security Checks

Average waiting time
Checkpoint processing time Px / Hr

8. Departure Lounges /
Transfers

Facilities & seating in lounges
Availability & behavior of Retalil outlets

9. Boarding Processes

Time until the last passenger leaves the gate :

10. Aircraft Parking and
disembarkation of
passengers

Time to park aircraft and engage bridge with ||
Aircraft

11. Passenger entrance
in arrival lounge

Provision of sinology's for smooth flow of |
passenger & welcome notes

12. Immigration
ARRIVAL

Average waiting time.
Counter processing time Px / Hr

PROCESS 13. Baggage Collection

Time for first bag to arrive on carousel
Time for last bag to arrive on Carousel

14, Customs

Average waiting time
Processing time Px/ Hr

15. Concourse Hall
Management

mmmmmmmmama&m

Traffic

15/10/2014 1-1 T S

Meeters & Greeters queues & discipline
Availability & behavior of Taxi services
management & Car Park discipline

MNL-001-ASXX-1.0
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1.3.1

/ 1.3.2

Implementation .of standards and KPIs set in this manual is key responsibility of
respective Airport Manager and sectional heads under-his command. it is primarily
the Head of Facilitation to ensure physical implementation of these standards.
However all other sectional heads are equally responsible for grooming and
development of respective staff. The staff deployed at Airport must learn and practice
basic hospitality etiquettes.

The Airport Manager will. have an overall responsibility for all officers and staff
regarding their attitude and behavior towards passengers, In headquarters, Director
Airport Services is responsible for overafl monitoring and evaluation of each Airport
and shall submit monthly progress report to DGCAA on the basis of actual input from

each Airport.

1.4 MONITORING AND MEASUREMENT

1.4.1

1.4.2

The KPls and Passenger care standards implemented at PCAA airports shall be
measured and monitored regularly against best industry- practices to gauge the need
for changes or augmentation. The miégdsurement process includes, but is not limited
to customer surveys, mystery shopping, facility quality assurance evaluations, internal
inspections, focus groups and other data gathered for PCAA. -

in addition, standard recommendations and best practices manual prepared by
Airport Council International (ACI) is provided ‘separately. The manual provides
guidelines and international best practices in implementation .and measurement of
standards and KPIs pertaining to key processes, passengers go through on Arrivals &

Departures.

1.5 REVIEW AND UPDATE

1.5.1

Director Airport Services HQCAA shall be responsible for the review / update this
manual on regular or as and when required basis. This manual supersedes all
pervious documents on the subject.
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Chapter 2
PASSENGER HANDLING

21 EMPLOYEE M ANNERISM

2.1.1 Pas§engbr Facilitation & Care should be the idiosyncrasy of each and every member

% |
|
|
|

22 EMPLOYEE ATTITUDE

221 PCAAe ployees shall be properly groomed to be courteous and helpful in receiving
and facilftating the passengers. Airport Services (APS) should ensure training and
developnpent of employees (deployed on passenger related duties) through formal,
informal, | internal and external programs. Employees deployed on duties like
Facilitatign, vigilance, janitorial etc, with whom the passengers come in direct
interactioh, shall:

2211 | Greet all customers with friendly and smiling -face & positive body language
2.21.2 linteract with passengers proactively anticipating their needs,
2.21.3 |Display smiling eye contact toward passengers and fellow employees

22.1.4 !Project a pleasant, friendly and attentive demeanor and proper posture at
ali times,

2215 |Refrain from using foul or inappropriate language at any time.

2216 |Use courteous language in pleasant tone with passengers and fellow
employees..

2.2.1.7 |Provide complete assistance and solution to satisfy customers' needs
""'--———-—————-——.._____...___ .

e ———— e Ea g v gL

2.21.8 |Notgatherina group to chat or use personal mobile phones while on duty.
2.21.9 |Not eat, drink, chew gum, smoke, or nap/sleep while on duty

SRpIopriate services e
23 EMPLOYEE A!PPEARANCE
2.3.1  Tidy andLgroomed appearance is, extremely essential for the staff on duty. It is

2.21.10 Assure that pa;lsengers'._ﬂneed‘s are met by providing or ggzeﬁ!}ipg mthe

' particularly important for the employees interacting with passengers since they are
ambassadors of the organization and represent Pakistan Civil Aviation Authority. All
Airport staff particularly deployed in Lounges shall be:

23.1.1  |Well groomed, well spoken having pleasant appearance.
2312 ’Equipped with appropriate accessories, as required, while on duty.

23.1.3 |Wearing nametags with official identification, visible to the public at all
times.

23.1.4 Wearing clean, neat and pressed uniforms including appropriate footwear.
2315 |Communicating clearly with the passengers,

2.4 EMPLOYEE SITUATIONAL AWARENESS

241 1tis imp?rtant that employees have considerable knowledge and awareness of

untoward situations. Airport Managers should regularly carry such
Inspectior|s and exercises to gauge preparedness of employees. Airport staff shall be
capable of handling following situations professionally:

Report suspicio

us items and/or activity to concerned agency/ section
S e i o Zhes sy T ) e e ey T e e T ety

0/2014 2-1 ! , MNLC "EﬁfAsxx-mo
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PASSENGER FACILITATION & CARE MANUAL ST

2.41.2 Coordinate with ASF or other law enforcement personnel regarding security !

issues.
- 2.4.1.3 Report any item or area that is in need of repair and maintenance. ) l
2.41.4 Report any alarm/warning for security or fire to the concerned agencies.
T 2.5 EMPLOYEES' KNOWLEDGE l

25.1 Al employees shall;
2.5.1.1 Be well informed, capable of providing directions and meet passenger's
needs.
2.5.1.2 Convey accurate information using clear and understandable terms.
2.51.3 Be capable of handling situations in case of delayed flights
2.51.4 Coordinate immediately with all relevant agencies in any untoward

. situations
2515 Know-where and how to obtain assistance to resgive passengers'
problems. I
2,516 Know how to handle obtain assistance in order to respond to medical }
emergencies
2.5.1.7 Know to handle operational disruptions as referred in respective SOP in l
CERP )
2.51.8 Know where and how to obtain assistance in. order to respond to medical
emergencies including those relating to Passengers with .Reduced Mobility I

being assisted.

Note: Please refer to Best Practice Report prepared by Airport Service Quality (ASQ) on
‘Staff Courtesy’ to benefit from their global experience.
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CRITICAL AREAS

In this manual, the processes through vwhich Passengers go through have been mapped and
it is made sure that responsible officials are clearly identified. In case of any emergency,
these officials can be contacted for query / assistance. :

3.21 PASSENGERS ARRIVING IN CAR PARK / DEPARTURE CONCOURSE

'3.2.1.1 Passengers either arrive in car park or in most cases get dropped at
Departure Bridge in front of domestic or International Departure lounge.

3.2.1.2 The first thing passenger looks for is a Porter and Baggage Carts/T rolley. It is
the responsibility of Incharge Porter Services and Duty Facilitation Officer to

smoaoth processing of passengers at this point shall be supervised by Senior
Facilitation Officer on regular basis, particularly during night operations.

3.2.1.3 It will be the overall responsibility of Airport Manager to discuss and pre
schedule the deployment of staff & carts/trolieys in line with flight schedule,
Aireraft type and simultaneous number of flights.

J 3.22 PASSENGERS ENTERING BRIEFING HALL
——==="05R ERTERING BRIEFING HALL

3.22.1 The passengers after collecting cart/trolley enter into Briefing Hall where they
are checked by ASF staff for valig travel documents. CAA facilitation staff has
to ensure that long queues are avoided at this point and passengers are
processed smoothly. In case of long queuing, Duty Facilitation Officer should
immediately get in touch with ASF and ensure increase in number of staff.

3.2.2.2 After entering into the Briefing Hall, baggage is put through scanning
machines. At this time clear instructions should be displayed for putting all
kind of luggage and belongings on the machines. This point should also be
monitored for smooth flow of passengers.

3.2.2.3 Passengers also pass through Customs and ANF counters. It is the duty of
facilitation staff, headed by a DFQ that passengers are processed smoothly,
Enough staff is deployed by respective agencies to keep the process moving.

3.2.2.4 Baggage wrapping, an optional servicé is provided after the baggage
Screening. The charges for baggage wrapping should be clearly displayed
and checks should be made to avoid over charging.

3.2.2.5 Toilets in this area should be clean as per standards prescribed in Chapter 5.
Duty Facilitation Officer should make an observatory visit to toilets to ensure
that duty Janitorial staff are performing duties. In case of any lapses in
cleanliness, DFO shall be answerable.

3.2.2.6 Drinking water arrangements with ample quantity of glasses should be
available at all times. Passengers should not be directed to any other.place
for getting glasses. DFO shall make sure that drinking water area Is clean
with ample number of glasses.

3.2.3 PASSENGERS OBTAINING BOARDING CARDS

3.2.3.1 Passengers after scanning proceed to get the boarding pass from respective
Airline counter. Airline counters should be opened well in time with proper
and ample staff manning the counters.

E.—u—~-~—-~...
H
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3.2.3.2 This stage is a challenging point in passenger handling process. Although the
counters are managed and operated by Alfline or operator staff, the

responsibility of CAA as a regulator and facilitator cannot be undermined.

3.2.3.3 Duty Facilitation Officer (DFO) of the respective shift has to personally watch
the processes at this point. He has to make sure that enough number of
briefing counters with ample staff are operated and passengers are not
humiliated. In case queuing is exceeding prescribed standard times, DFO
and his staff has to gently intervene and ask the shift manager of respective

Airline to expedite the process.

3.2.3.4 Airport Manager and Senior Facilitation Officer should have regular meetings
with Airlines and other agencies to discuss facilitating the passengers during
peak hours. It should be discussed that how queuing techniques can be used
to streamline the processes and facilitate the passengers as much as

possible.
3.2.3.5 After obtaining boarding pass, passengers are supposed to drop their
"’ luggage to TSA compliant machines. This stage is also critical and smooth
fliow has to be ensured since there are queues all around and passenger has
to take out cart/trolley fuil of luggage. To avoid banging into others, Disney
gueues or other methods should be applied for clear in and out passages.

3.2.3.6 The discipline in this area is sole responsibility of DFO. During night hours,
Duty Terminal Managers (DTMs) should take supervisary rounds and indulge
themselves if an undesired situation is observed.

.
- CRC

N—
; % 3.24 PASSENGERS AT PASSPORT CONTROL
; 3.2.4.1 Passengers then approach towards Immigration Counters for passport and
. (€3] visa checks. The counters are manned and operated by FIA Immigration
; ‘“ﬁ wing. Here again, the main responsibility of CAA Facilitation is to ensure
i FIt smooth processing of the passengers. The queuing and processing
oy instructions are similar to what have been stated in para 3.2.
C‘) 3.2.4.2 In this case, Airport Manager in coordination with Airlines should coordinate
O with Immigration authorities to maintain a separate counter and a queue for
Business Class passengers as is done by Airline while briefing the
B passengers. It is a worldwide phenomenon and should be provided at
"< International. Terminals of our country. DFO and Terminal Managers should
observe the processing at this point.

3.25 PASSENGERS APPROACHING DEPARTURE LOUNGES
]
3.2.6.1 At this point, Passengers are mostly done with most of the processes and

now wanting to relax, sit or walk around to eat or shop. The guiding signs and
T T et courteous staff is key to facilitate the passengers from here onwards.

3.2.5.2 It should be ensured that carts / trolleys are available for old age and children

AP if departure lounges are at a distance. The signs for CIP or airline lounges

Y BN should be suitably placed for guidance.

3.2.5.3 Cleanliness and neat environment is also key responsibility of housekeeping
} and janitorial staff.

3.26 PASSENGERS AT LAST SECURlTY CHECK

: Qo 3.2.6.1 This is a paint where most of the passengers are probably arriving at-the

: same time. It is therefore mandatory for facilitation and vigitance staff to

t ; monitor the processes. Management of queues and coordination with ASF
S remains the responsibility of DFO/ Terminal Manager.

y
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3.2.7 DEPARTURE LOUNGES AND BOARDING GATES

~

n
challenges here are cleanliness of Toilets, comfortabje seating, entertainment
facilities like TV and retail activities.

3.2.7.2 Commercial Manager has to ensure availability of quality food outlets and
other shopping places of passenger interest, The discipline and behavior of
all employees of concessionaires have to be closely monitoreq by
commercial staff. During night hours, facilitation staff has to make sure that
Passengers are looked after and not mistreated.

3.2.7.3 Airlines / Operators have tg ensure efficient manning of boarding gates.
Announcement for boarding "has to start in time and should follow
International rules for boarding. For example; boarding priorities for Business

class, families,. kids or row wise boarding has to be clearly announced in
disciplined manner.

3.3 STANDARDS OF CLEANLINESS
3.3.1 Seating shall be clean and free of debris and stains
332  Window ledges shall be free of dust and debris.
3.3.3  Windows shalj be clean and free of streaks and smudges
3.34 Trash receptacles shall be clean and not overflowing
3.3.5 Walls and columns shall have a clean appearance free of dirt and marks
3.38 Carpetand floors shall be free of debris and stains and shal appear clean
3.3.7  Cellings shall be clean and free of dust .
3.3.8 Light fixtures and assembiies shall be clean and free of dust,
3.3.9 Telephones and telephone areas shall be clean and be free of debris
3.3.10 Heating and air conditioning units shall be clean and dust free.

3.3.11 Stanchions, ropes and "tense barriers" shall be clean- and free of dust, tape and
smudges

3.3.12 Advertising and display areas shall be clean and free of debris

3.4 STANDARDS OF CONDITION & FUNCTIONALITY

3.4.1  Seating shall be free of rips, tears and broken parts.

3.42  Window sills shall be in good condition, with no marks, scratches or broken piece

3.4.3 Trash receptacles shail bein good working condition, without dents, marks, or
peeling paint

3.4.4 Carpet shall be free of holes, rips, worn or frayed areas and flooring shall be free of
large gouges, cracks and broken pieces.

3.45 Ceilings shall be in good condition, evenly aligned and free of visible damage.

3.4.6 Heating and air conditioning units shall be In good working condition.

347  Stanchions, fopes and “tense-barriers" shall be in good working condition, with no
visible damage or broken parts.

3.4.8 Counters/podiums ang kiosks shall be in good condition with no gouges, scratches,
graffiti or broken pieces.

349 Advertising and display areas shall be in good repair and shall be consistent with
CAA Standards.
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et s .
SIGNS, DIRECTIONS, AND INFORMATION
3.51  Signing shall be visible and adequate to direct customers to all services.

3.52  Handwritten signs shall not be used and temporary signs must be consistent with the
CAA Signing and Way finding Standards

3.6.3  Appropriate directional signing shall be visible at every decision point and consistent
with CAA Signing and Way finding Standards.

Note: Please refer to Best Practices Report prepared by Airport Service Quality (ASQ) on ‘Managing
Waiting Times’ fo benefit from their global experience.
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15/

CRITICAL AREAS (ARRIVALS)

4.1.1

41.3

4.2.1

4.2,2

o T ey ey

10/2014

Passengers preparing to arrive at an Airport are in a certain frame of mind.
Particularly those arriving from abroad and on long haul flights may also be looking
for immediate needs. It is the responsibility of ground staff of all agencies and
Facilitation staff of CAA to look after them well and treat them as guests. All
Facilitation & Vigilance staff should given-special training and education on treating
Passengers arriving on International flights.

Arriving Passengers after leaving the aircraft enters in Aerobridges, the first
impression of an Airport. The key challenges here are maintenance and cleantiness
of bridge, Officer Incharge E&M shall ensure proper maintenance and serviceability of
Aerobridges to warrant availability of Bridges on 24 hours basis without any
interruption. He should also ensure that Bridge is engaged with the aircraft within
specified time and should ask for explanation in case of delay.

SFO should epsure using aesthetical ways of welcome signs for the passengers in

shape of & small tripod.or a.culturally_desjgned picture of the arriving city with
welcéme note!” BSarding bridge should not be crowded with staff from

Airlines/operators or other protocol agencies.

PASSENGERS AT PASSPORT CONTROL

4.2,1.1 On arrivals passengers approach towards Immigration Counters for passport
and visa checks. The counters are manned and operated by FIA Immigration
wing, Here again, the main responsibility of CAA Facilitation is to ensure

smooth processing of the passengers.

4.2.1.2 The queuing should be in line with intemational practices for Passenger wait
time and avoid congestion. Dedicated counters should be manned to deal
with Business class, disables, and diplomats.

4.2.1.3 To handle passenger load of wide-bodied aircraft and fast processing of
passengers proper queuing should be ensured.

4.2.1.4 Airport Manager in coordination with Airlines should plan depioyment of staff
with Immigration authorities. It is a worldwide phenomenon to have dedicated
counters for business class passengers and should be provided at
International Terminals of our country.

4.2.1.5 DFO and Terminal Managers should be responsible to observe .the
processing of passengers at this point.

PASSENGERS IN BAGGAGE CLAIM AREA

4.2.2.1 After Immigration the first thing passenger looks for is a Porter and Baggage
carts/Trolley. it is the responsibility of In-charge Porter Services and Duty
Facilitation Officer to ensure deployment of required number of Porters and
carts/trolleys.

4.2.2.2 The smooth processing of passengers at this point shall be supervised by
Senior Facilitation Officer on regular basis. '

4.2.2.3 The porters should be in proper uniform with nametag / identification number.
4.2.2.4 Special chetks should be ensured to avoid overcharging from passengers

4.2.2.5 It will be the overall responsibility of Airport Manager to discuss and schedule
the deployment in line with flight schedule, Aircraft type and simultaneous
number of flights. '

BAGGAGE BELT FUNCTION

4.2.3.1 In-charge E&M section shall ensure regular and proper maintenance of
Conveyer Belts. Ensure timely allotment and announcement regarding
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allocation of belt for specific flight. Baggage 'belts shall start with warning
¢ hooter.

4.2.3.2 Facilitation staff shall ensure that kids / children should not come close to the
belt. Proper signs should be placed with Red border line not to be crossed.

4.2.3.3 When belt start moving, ensure that baggage do not fall. In case luggage

falls out of conveyor, it shall be the responsibility of porter/facilitation staff to
put the luggage back on beit. :

4.24 LOST BAGGAGE

4.24.1 In case Passengers do not receive their luggage on the belt, it is the
responsibility of Airline staff and CAA facilitation staff to extend extraordinary

are arriving on long haul flight. Under no circumstances, they should be feft
unattended or without any assistance.

4.24.2 Itis the responsibility of Airline staff on duty to register the complaints in a
courteous manner and extend full assistance to passengers. All efforts

4.2.5.1 After obtaining baggage passengers have to pass through Customs checks.
It Is the duty of facilitation staff, headed by a DFO that passengers are
processed smoothly.

4.2.5.2 Enough staff shall be deployed by respective agencies to keep the process
moving swittly,

4.2.6 PASSENGERS IN CONCOURSE HALL

. s
4.26.1 The management and discipline in The Concourse Hall is an another
challenge for CAA. It is the point when Passengers from highly restricted

RCO?YI

o — ———

o
=
(1]
[}
jub)
=
1}
Q
o]
3
pus |
«Q
(o]
C
=3
—
o
[\
=}
ju]
=
(4]
8}
=
o=
o
(0]
=
w
@)
2
[}
o
=
R=
[0]
Q
=2
(0]
@
@D
k<.
o]
@
3
o+
3
Q
n
=
~

increases manifold in this area to ensure that Passengers are safe and not
confronted with unpleasant issues,

4.2.6.2 Senior Vigilance officer in coordination with ASF & Police shall make sure
implementation of SOPs and measures fo ensure safety of Passengers in
this area.

4.2.6.3 Airport Manager should specifically collect information about night opérations
and should discuss it with. law enforcing agencies regularly.

4.2.6.4 There should be no chaos of Traffic in arrival lanes and car park. Facilitation
staffin coordination with Traffic Police and Car Park contractor should ensure:
proper functioning in these area.

- 4.25 CUSTOM CLEARANGE

- 4.2.6.5 Commercial Manager should at all times be monitoring regarding sale of
quality products without any overcharging to Passengers.

~ 4.2.6.6 Airport Manager in coordination with ASF and external law making agencies

shall also ensure the Security all around the boundaries of Airport are the
highest level of vigil at all times.

43 STANDARDS OF CLEANLINESS ,d*‘ T
' - 4.3.1 Baggage conveyor belts shall be wiped clean and be free of debris. .
4.3.2  Floors shall be free of debris and stains and shall appear clean,
. 4.3.3  Trash receptacles shall be clean and not overflowing with debris
ki

4.3.4  Heating and air conditioning units shall be clean and free of dust.

v
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& 4.3.5 Ceilings shall be clean and free of dust. ‘
. 4.3.6 Light fixtures and assemblies shall be clean and free of i:lust.
4.3.7 Windowsills shall be free of dust and debris.
4.3.8 Windows shall be clean and free of streaks and smudges.
i 4.3.8 Walls and columns shall have a clean appearance, free pf dirty and marks.
N 4.3.10 Conveyor curtains shall be clean and free of dirt and debris.
44 STANDARDS OF CONDITION & FUNCTIONALITY
4.4.1 All conveyor belts shall be in good condition with no gouges, scratches, graffiti or
broken piece
442 Flooring shall be free of large gouges, cracks and broken pieces
|
4.4.3 Trash receptacles shall be in good condition, without dents, marks or peeling paint.
4.44 Heating and air conditioning units shall be'in good wbrl{ing condition.
4.4.5 Ceilings shall be in good condition, evenly aligned and frge of visible damage.
446 Seating shall be free of rips, tears and broken parts.
4.4.7 Windowsills shall be in good condition, free of scratches or marks.
4.4.8 \Windows shall be in good condition, free of scratches or ’marks
ot o 4.4.9 Walls and columns shall be free of large cracks, holes and graffiti.
1
g 4.4.10 Cleaning supplies and equipment shall be stored out ofjcustomers’ view when not in
! },, use and closet doors kept closed.
(@p] 4.4.11 Alllight fixtures shall be in working order with no visible broken parts.
. 1]
- H 4.4,12 Unaftended baggage carts / trolleys shall be returned to the dispenser racks promptly
- w and not allowed to coliect in an unsightly manner and impede passenger flow.
. O 4.4.13 Conveyor curtains shall be in good condition free of rips, tears and broken parts.
' o 4.4.14 Speed of arrival baggage delivery shall be consistent with industry practice ;and may
vary depending on load factors, where the aircraft is pat;red (terminal gate or remote
LY, parking location), domestic or international flights but in ali cases baggage delivery
""< shall not exceed: '
' 4.4.14.1 For all aircraft, the first bag shall be delivered within fifteen (15) minutes after
block time or after the first passenger arrives in the baggage claim area.
4.4.14.2 For narrow-body aircraft, the last bag shall b'h delivered within thirty (30)
minutes after biock time. L
4.4,14.3 For wide-body aircraft, the last bag shall be delivered within fifty (50)
minutes after block time, |
- 4.5 SIGNS, DIRECTIONS, AND INFORMATION !
.,"‘ 451 Signing shall be visible and adequate to direct customer% to all services
- 4.5.2 Handwritten signs shall not be used and temporary si?ns must be consistent with
. CAA Signing and Way finding Standards | '
. 4.5.3  All baggage conveyor belts shall be clearly identified and where applicable, by airline.
- s 4.5.4  Inthe event baggage delivery is delayed, a public address announcement regarding
O the delay shall be made in the baggage claim area. Passengers shall be kept
informed as to the status of baggage delivery !
‘\J 4.5.5 Advertising and display areas shall be in good repair de shall be consistent with
CAA Signing and Wayinding Standards. ] '

MNL-001-ASXX-1.0
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Chapter 5

PASSENGER TOILETS
5.1 GENERAL REQUIREMENTS

5.1.1  Washrooms and toilets shall have sinks with soap dispensers.

5.1.2  All Washrooms and toilets shall have sanitary seat covers available.
5.1.3  All washrooms shajl have operational Hand dryers and paper towels of good quality
5.1:4  All doors must have door locks or latches

. 5.1.56  All Washrooms and toilets shall be equipped with trash receptacles.

5.1.6  Paper products shall be provided in adequate supply to meet peak traffic flow.
. 5.2 STANDARDS OF CLEANLINESS

' 5.2.1  Floors shall be free of debris and stains and appear clean and dry.

52.2 Mirrors & bathroom fittings shall be free of streaks, smudges and watermarks.

5.2.3  Entrance passages and doors shall be clean and free of debris.

5.2.4  Paper towel holders and/or automatic hand dryers shall be clean.

5.2.5 Urinals shall be clean and free of unpleasant odor

5.2.6 Tiles and walls shall be clean.

52.7 Soap dispensers shall be clean and free of soap scum.

9.2.8 Toilets and toilet bowls, including the rim, base, seat, cover, chrome fixtures and
hinges shall have a polished appearance.

5.2.9 Light fixtures and assemblies shall be clean and frée of dust.

5.2.10' Sanitary dispensers shall be clean.

5.2.11 Trash and sanitary receptacles shall be clean, not overflowing and odor free.
5.2.12 Baby changing stations shall be clean.

5.2.13 Counter tops shall be clean and free of debris and pooling water.
5.3 STANDARDS OF CONDITION & FUNCTIONALITY

5.3.1  Floor tiles shall not be broken, missing or stained or have gouges and grout shall be
- . * free of missing pieces and discoloratiorr. . i "

5.3.2  Mirrors shall be in good condition, free of scratches, marks, de-silvering, cracks and
broken pieces,

' ' REREPE R RS
A RERR 81

5.3.3  Sinks shall be in good condition, free of scratches, stains and broken pieces.

5.3.4 Entrance ways and doors shall be in good-condition, free of scratches, dents, marks
and scuffs..

¢

ls

5.3.5 Paper towel holders and/or automatic hand dryers shall be in good condition, free of
marks, scratches, rust and broken pieces.

[

5.3.6 Urinals shall be in good condition, free of chips, marks and broken pieces.

5.3.7 Wall tiles shall be in good condition, free of chips, marks and broken pieces and
grout shall be free of missing pieces and discoloration

53.8 Toilets and toilet bowls, including the rim, base, seat, cover, chrome fixtures and
hinges shall be in good condition with no broken pieces.

5.3.9  Alllight fixtures shall be in working order with no visible broken parts.
i Rl ,l
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5.3.11
5312

5.3.13
53.14
5.3.15
53.18
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Sanitary dispensers shall be in good condition, free of marks, scratches and broken
pieces.

Trash and sanitary receptacles shall be in good condition.

Baby changing station shall be in good condition, with all necessary parts and free of
marks, scratches and scuffs. ‘

All walls, doors and partitions shall be free of graffiti, scratches and peeling paint.
Ceilings shall be free of cracks and stains. -
Countertops shall be in good condition with no scratches, cuts, gouges or marks.

All caulking joints between fixtures and wall or floor shall be fully filled without gaps.
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" Chapter 6
1
' . RETAIL SERVICES
) 6.1 STANDARDS OF CLEANLINESS
' 6.1.1  All public areas in the retail space shall be clean, well maintained and free of
' unpleasant odors
. _ 6.1.2  Carpet and floors shall be free of debris and stains and shall appear clean.
' 6.1.3  Glass windows and display cases shall be clean
.14  Light fixtures and assemblies shall be clean and free of dust
6.1.5 Al walls and columns shall be clean
l 6.1.6  Ceilings shall be clean and free of dust
6.1.7 Sales and cashier areas shall appear neat, organized and clean
' ' 6.1.8 Heating and air conditioning units and vents shall be clean and free of dust
. 6.1.9  Television monitors shall be clean and free of dust
' 6.2 STANDARDS OF CONDITION & F UNCTIONALITY
6.2.1 Carpets shall be free of holes, rips and worn or frayed areas
6.2.2  Floors shall be free of large cracks, gouges and excessively worn areas g:
' 6.2.3  Entranceways shall be in good condition, free of marks, scratches or any damages O ;

6.2.4  Furniture, display cases, shelving and fixtures shall be in good condition with no Q
gouges, scratches, graffiti or broken pieces

6.2.5 All light fixtures shall be in working order with no visible broken parts
6.26 Walls and columns shall be free of large cracks; holes and graffiti
6.2.7 Apparel and accessories shall be neatly folded or hung in the appropriate area

MASTER

6.2.8 Al displays and racks shall be arranged so as to permit free movemnent by customers

' with carry-on baggage

: 6.2.9  Stock shall be stored out of view of customers
6.2.10 Ceilings shall not be stained or have any broken tiles
6.2.11 Employees' personal belongings shall not be visible to customers
6.2.12 Heatirg and air conditioning units shall be in good working order

6.3 SIGNS, DIRECTIONS AND INFORMATION
“__—‘—;———-———________________

6.3.1  Store policies regarding credit cards, returns/refunds, etc. shall be clearly displayed.

- o 6.3.2 Operators shall prominently display the approved prices list
I ‘_,r,{ 6.3.3 A telephone number shall be visible so customers can call with complaints or
s compliments
. _ 6.3.4  Hours of operations shall be prominently displayed and fully observed.
I = 6.3.5 Appropriate signs shall be visible and clearly direct customers to all retail facilities.
. : 6.3.6 llluminated signs shall be in proper working condition.

6.3.7  Flashing or blinking signs shall not be used, and the use of red LED (Light Emitting
Diode) signs is discouraged.

barricades with an "opening date" whenever possible.

N

jrec=ot
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< 8.3.9  When a retail outlet is closed for unscheduled reasons, appropriate signs shall be
9 posted advising customers of the nearest, similar operating retail outlet
- ® 6.3.10 There shali be no unauthorized postings
6.4 STANDARDS OF RETAIL EMPLOYEES ’
- 8.4.1 In addition to the following standards, all employees shall conform to the same

Employee Attitude, Appearance, Awareness and Knowledge as outlined in Standard
on Employee attitude (Chapter 1)

6.4.2 Employees shall always offer customers a receipt and say "thank you" or an
appropriate pleasant closing

6.4.3 Employees shall always give correct change.

6.4.4 Employees shall make every effort to make change for customers

6.4.5 All shops shall have sufficient cash available immediately upon opening to make
change for early morning sales

6.4.6 Any.-compiéints sﬁéll .'Be“dea.l-t witl:1 ‘promptly“

6.4.7 Employees shall have appropriate knowledge of items being sold

6.4.8 Employees shall not use personal electronic devices, while on duty

6.5 STANDARDS OF PRODUCT
6.5.1  Allitems shall be sold at "Defined Prices"
6.5.2 Merchandise shall be attractively displayed

6.5.3 PCAA shall ensure that concessionaires provide a variety of items that meet
customers' needs, both before and after security, including: reading materials
(selection of periodicals and books), candy and snacks, health and beauty items,

i travel and business supplies, discretionary items such as local gift:, souvenirs and
toys, and other sundries

8.5.4 Damaged merchandise shall be removed from display areas immediately
6.5.5 Displays shall be maintained to provide an uncluttered appearance

“‘mﬁm*“-]

8.56 Al prices shall be clearly displayed

e e e

AdOO H3LSYN

6.5.7  Noitems shall remain on shelves past expiration dates
6.58 Merchandise shall be stocked in quantities sufficient for normal customer traffic

8.59 Merchandise shall be delivered to shops in appropriate carts / trolleys and during
non-peak periods or during off-hours whenever possible.
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é Chapter 8
CURB SIDE & PARKING

8.1 ESSENTIAL REQUIREMENTS AT CURB SIDE & PARKING

¢

8.1.1
8.1.2
8.1.3
8.1.4
8.1.5
8.1.6
8.1.7
8.1.8

8.1.9

Parking lot should be clean with proper road markings, parking & directional signs
Area shq{uld' be dedicated for drivers & attendants with proper PA system

Strict m Initoring should be enforced for discipline & security in Parking area
Monitoring cameras & surveillance should be working at all times

Baggag trolleys/carts shall be readily available at designated platforms

Trash birps shall be available

Taxi senﬁces shall be readily available where applicable

Strict check and monitoring of employees of concessionaires (Taxi, Food
outlets, porters) should be carry out

Rowdy & misbehaved employee of any department should be withdrawn / removed
from Airport

. i
8.2 STANDARDS OF CLEANLINESS

8.2.1
822
8.2.3
824
8.25
8.2.6
8.2.7
828

8.2.9

" *

All frontabes, sidewalks and crosswalks shall be clean and free of debris,

Cigarettej buds & chewing gums should be removed from all places

Trash redl:eptacles shall be clean and emptied to prevent the overflow of debris
Awnings or canopies, where present, shall be clean at all times

\{Valls sthﬂ be clean and free of stains

Light fixtlfres and assemblies shall be clean and free of dust

Decent s'gns emphasizing cleanliness should be displayed

Hourly check by concerned area supervisor and its record in inspection book be
maintainiéd

Cleaning! method particularly 'Jharoo’ should be made to ensure dust is collected
rather spread all over

8.3 STANDARDS|OF CONDITION AND FUNCTIONALITY

8.3.1

8.3.2
8.3.3
834
83.5

8.3.6

8.3.7

Al fronté'bes, sidewalks and crosswalks shall be smodth and free of large cracks and
missing silurface areas

Entranceland exit doors shall be maintained in good working order.
All glass }shall be properly cleaned with no damage & cracks.

-Trash redreptacles shali be in good condition, without dents, marks or peeling paint.

Curbsidel check-in- counters and self-service check-in kiosks shall be in good
condition1l free of dents, marks and scuffs,

JAll light Txtures shall be in working order with all visible lamps operating and all

burned OT't lights replaced with no visible broken parts, ——

l AdAOTIEM f\f\n\ﬂ

——

Roadways shall be well maintained and free of pétholes.

84.1
842

15/10/2014
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! ,
8.4  SIGNS, DIRECTIONS, AND INFORMATION

8.4.3  Allsigns shall be written

e T T

Directional signs shall be visible, legible and accurate.
Signs shall clearly indicate the location of services.
in Urdu and English

S L ra e st PEISDRY
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-4 8.4.4  Handwritten signs shall not be used
o ‘3{;« 8.5 SPECIFIC RESPONSIBILTY

¢ 8.5.1 It is the specific responsibility of Airport Manager to depute required Vigilance &

Facilitation staff in these areas to ensure ,
o 8.5.2  Close monitoring & surveillance of the area.

8.5.3 Special staff and supervision shall be ensured during night hours and particularly
during peak flight loads.

8.5.4  Since these are public areas with large number of meters & greeters, special checks
shall be ensured to counter pick pockets, thugs and wanderers.

8.5.5 Shopkeepers & other concessionaires should be watched to avoid overcharging. and
low quality products.

8.5.6 Director Airport Services shall ensure surprise checks and inspections and take
measures for regular improvement.

Note: Please refer to Best Practice Report prepared by Airport Service Quality (ASQ) on ‘Parking
Facilities’ to take benefit from their global experience.
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9.1

9.2

9.3

9.4

-FASSENGER FACILITATION & CARE MANUAL

Chapter 9
RAMP AND AIRSIDE AREAS

GENARAL REQUIREMENTS

9.11

Ramp and airside areas are normally clearly visible to the traveling public from departing
and arriving aircraft as well as from airport terminals. Ramp condition, cleaniiness and

towards accomplishing the goal of achieving customer satisfaction. These standards
shall apply to all terminal operators, airlines, cargo facility operators, ground
service/handling companies and all their contractors and sub-contractors.

STANDARDS OF RAMP CLEANLINESS

9.2.1
9.22

9.2.3
9.2.4
9.2.5
9.26
9.2.7
9.2.8
9.2.9
9.2.10

9.2.11

All ramp/Airside areas shall be free of Foreign Object Debris (FOD).

All ramp areas under the responsibility of Airside Management of PCAA shall be clean
and free of debris, grease and oil.

Entrance and exit doors and frames toffrom ramp areas shall be free of dirt and grime,
All windows visible from ramp/airside shall be clean and free of streaks and smudges.
All trash receptacles shall be emptied in order to prevent the overflow of debris.

Walls, columns and doors shall be clean and free of graffiti.

All service roads, as well as walkways and sidewalks shall be clean and free of debris.
Baggage makeup areas shall be ciean and free of debris.

All drains shall be clear and free of debris,

Guard booth interiors shall be clean, free of debris, clutter and graffiti and have no
personal items visible. ‘

Guard booth windows shall be clean and free of streaks and smudges, and dirt and
grime.

STANDARDS OF EQUIPMENT CLEANLINESS
SRRty VP EMVIENVIENT CLEANLINESS

9.3.1

832
9.3.3
9.34
9.3.5

9.36

All ground support equipment (motorized and non-motorized equipment) shall be clean
and free of debris.

Buses shall be clean and have a freshly washqd appearance:;
Bus seating shall be clean and free of graffiti.

Bus windows shall be clean and free of streaks and smudges and free of dirt and grime

Bus and/or Mobile Lounge carpet and floors shall be free of debris and stains and shall
appear clean,

Aircraft loading bridges shall be clean and free of debris and have a freshly washed
appearance.

STANDARDS OF RAMP CONDITION

8.4.1 Unserviceable equipment (motorized and non-motorized) shall not be stored at the
APRON area. Such equipment should not be in the sight of passengers.

9:4.2 All service roads, as well as walkways and sidewalks shall possess clearly defined
Pavement markings.

9.4.3 Allfences and barriers shall be well maintained, rust free and properly secured.

944 ; Alllight fixtures shall be'in working order with no visible broken parts.

9.4.5) Al ram;sq{:frﬁc.e\areas shall bé smooth and free of potholes and weeds.
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