Customer Experience Report
For August 17, 2021 Meeting
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Customer Experience July 2021

 Breeze Gate Event

« ASQ Customer Satisfaction Survey Q2
Results

 Air Force Art Contest

* “Inclusion City USA” Initiatives
« Fruteria Reopening

« Spurs Store Reopening

« City of San Antonio Job Fair

« Dee Howard Mission to Mars Art Contest
« July 4t Flag Installation

« #SATFriYAY Event
« Zoomagination Event: Sloth & Macaw
Onsite
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ASQ Q2 2021 Satisfaction Survey Results

Overall Satisfaction

Overall Business
- ; Leisure
Satisfaction Other

Lekure & Other

Ground transportation
Parking

Access VFM: Parking facilities
Baggage cartsfrolleys

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

Passport Inspection waiting time
Control Couwrtesy of inspection staff

Courtesy of security staff

- Thoroughness
Security Security waiting time
Safelsecure feeling

Ease of finding way

e Flight info screens
Finding Way Walking distance
Ease of connections

Courtesy of airport staff

Eating facilities

VFM: Eating facilities
Availability Bank/ATM/exchange

Airport Shopping faciities
v VFM: Shopping facilties
Facilities Internet / Wi-Fi

Business/Executives Lounges
Availability of washrooms
Cleanliness of washrooms
Comfort of waiting/gate areas

Airport Terminal cleanliness
Environment Airport Ambience
Arrivals Passport inspection

- Baggage delivery speed
Services Customs inspection
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2021 Satisfaction Survey Results

Base Satisfied Passengers
" TOP 5 Most Important Items
n=125 Among Q8 respondents Among Q7 respondents
Waiting time in check-in B80%
queuelline 14 72%
Courtesy and helpfulness RY;
of security staff 70% !
Efficiency of check-in staff 26% 88%
Ease of finding your way ,
through airport b4% 65%
Courtesy and helpfulness
of!';irport s‘tI;ff 91% 91%

Scores 4+ 5
(Excellent+
Werv Good)

= 15t most important = 2nd most important  © 3rd most important
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Customer Experience: Upcoming

« S.A.A.S Employee Art Contest

« Morgan's Wonderland SMART AIRPORTS, [T 13- o
|nC|US|V|ty Trammg & R E G I 0 N S & EXHIBITION @fﬁ#ﬁknm\?w&umapom

«  #SATFriYAY Event

« Zoomagination Event —
Sloth & Macaw Onsite

« SMART Airports & Regions
Conference/Expo

« S.A.A.S All Star Customer
Appreciation Event

« Alan Calvo “Fly Easier” Mural
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