Customer Experience Report
For June 16, 2021 Meeting
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Customer Experience: April & May 2021

e “Star of Texas” Ribbon Cutting Ceremony
 S.A.A.S Volunteer Appreciation Week

e ASQ Customer Survey Q1 2021 Results

e Asian Pacific American Heritage Month

e SAT Live resumes normal operations

* “Essential Expressions” Employee art
exhibit

 Jet Blue—BOS & JFK Air Service Event

* Paging Modernization Installation

 Employee Winter Storm Recognition Event

e Breeze Air Service Event
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ACI-ASQ Q1 2021 Results

Overall Satisfaction

Overall Satisfaction
* Q12021 -4.53 Trend Analysis
* Up.10 YoY

* Down .03 QoQ

Q120 = Q220 = Q320 = Q420 = Q121

453450 4.55 450 44835453

441 436 435430

4.40

e Leisure .20 higher than with business
traveler Q1 2021

Top 3
e Ease of connection
e Check-in Efficiency of Staff

* Check-in wait time

Bottom 3
* Value for money: Eating facilities

* Value for money: Shopping facilities

353 0 146 316 119 128 0 34 67 27 169 0 67 182 @0

* Eating facilities Total Business Leisure
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SAT - Airport Performance

Focus on Q1 2021 — Mean Scores by Rated Item

Qverall Satisfaction
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Leisure & Other
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arking
Access VFM: Parking facilities

Baggage cartsfrolleys

i Check-in waiting time
Check-in Efficiency of staff
Courtesy of check-in staff

Passport Inspection waiting ime
Control Courtesy of inspection staff

Courtesy o_lf_ Ife(:un'hrrl staff

2 oroughness
Securty Security waiting time
Safe/secure feeling

Ease of finding way

. Flight info screens
Finding Way Walking distance
Ease of connections

Courtesy of airport staff

Eating facilities

VFM: Eating facilities

Availability Bank’/ATM/exchange

Arport . Shopeing fadities
P~ : Shopping facilities
Facilities Internet / Wi-Fi
Business/Executives Lounges

Availability of washrooms

Cleanliness of washrooms

Comfort of waiting/gate areas

Airport

Environment
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Airport Ambience
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. Baggage delivery speed 433
Services Customs inspection 437
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SAT — Airport Performance

Top 5 Most Important Items — Satisfied Passengers

- Satisfied Passengers
TOP 5 Most Important Items

Among Q8 respondents Among Q7 responden
Waiting ume in check-in 91%
queue/line LU 90%
Ease of finding your way 90%
through airport 90% ’
Ground transportation 0
tolfrom airport 58% 9%
Courtesy and helpfulness

of gecurity s,:aff 80% 84%
Parking facilities 32% 73%

2 - : Scores 4 + 5

m 1st most important = 2nd most important 3rd most important (Excellent+

Very Good)
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SAT — Airport Performance

Hygiene Report

Effectiveness of safety and hygiene measures in place
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SAT — Airport Performance

Hygiene Report

Level of stress based on experience

Mean Score

1.83 1.96 1.83

Number of airports 141 24 49
SAT World Airports in NCRTH AMERICA Airports of 5-15M
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SAT — Airport Performance

Hygiene Report

Level of confidence to travel based on safety and hygiene measures
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Customer Experience: Upcoming

* Adult changing table project begins

* Scobee Education Center - Artemis Academy For
Girls airport tour

June 4, 2021
H#SATFriYAY Event: Daisy Bee & Friends

| | \
_
 Caricature Artist ' s I

= TA Food Court: 10AM — 12PM
= TB Baggage: 1-2PM SAN ANTDN'O
* Balloon Twister

= TB Baggage: 10AM — 12PM
= TA Food Court: 1-2PM

June 17th - 27th, 2021
Summer Solstice Event on 7/20 in Long Term Garage
Fiesta Celebration
* Fiesta Décor in Terminals
* Mask Decorating Contest
» Judging: Friday, June 25t

June 191, 2021
Juneteenth Celebration
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