Why use GAP for customer satisfaction benchmarking?

Assess your airline’s
performance
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Compared to competitors

|dentify strengths and weaknesses

Understand competitive positioning

Monitor changes in performance for you and your competitor
See how “best performers” achieve top rankings

Apply best practices constructively
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What your internal survey tells you...
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Your internal survey gives a mean rating of 3.56 for Overall Flight experience




What GAP tells you...
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Market Average

The benchmarking survey shows a significant gap to the industry average



Trend analysis for ‘Seat comfort’ in Business Class
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‘Value for money’ in Business Class (Oct 07 — Sep 08)

Share of Satisfied Passengers
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60% of AIR1 Business Class passengers considered “Value for money” either
excellent or very good
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AIR1 and AIR2 Business Class compared on pre- and post-
flight services

AIR 1 0 AlIR 2

Better Better !
Length of wait For reservation service
Courtesythelpfulnes= of reservations staff
Competence of resertations staff
Ability of reservations staff to speak your language I
Owerall rating for reservations serdices
Ea=e of booking on the airline's website
Airline's website information provided
Cwerall rating For airline's website
Eas=e of transferring from your previous flight to this one
wiaiting time in check-in queuedline
Efficiency of check-in process
Courtesythelpfulness of check-in staff
Ability of check-in staff o speak. your language
Owerall rating For check-in
Courtesythelpfulness of gate =taff
Efficiency of aircraft boarding
Functuality of Flight departure
Information given prior ko boarding if Flight delayed
DOwerall rating For boarding and departure -
FPunctuality of flight arrival
Efficiency of leawving aircraft
Speed of luggage delivery
Airline first'business clas=Mfrequent Flyer arrival lounge
Owerall rating for post Hight .



Services more/less in need of improvement

AIR1 Business Class
Transatlantic Q3 08
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Comparison of carrier's FFP (top level) in Business Class

Excellent 5

Highest
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Drivers of passenger satisfaction (Economy)

Most important drivers
Professional appearance of the cabin crew
Availability of cabin crew throughout the flight
Responsiveness of the cabin crew in serving your needs
Courtesy/helpfulness of cabin crew
Choice of drinks available on board
Condition of cabin interior
Comfort of seat
Quantity/sufficiency of the meal(s) and/or snack(s)
Information provided by cabin crew and pilots
Choice of other video programming

Less important drivers
Punctuality of flight arrival
Courtesy/helpfulness of reservations staff
Punctuality of flight departure
Courtesy/helpfulness of check-in staff
Length of wait for reservation service
Waiting time in check-in queue/line
Efficiency of check-in
Airline first/business class/frequent flyer departure lounge
Convenience of flight schedule
Ability of check-in staff to speak your language
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