<3 Tna

Star OCSS

(Star Alliance Online Customer Satisfaction Survey)
October-December 2018

Customer Satisfaction Research and Analysis Department (BKKSZ-R)

Customer Relations & Services Quality Department (BKKSZ)

Star Alliance Online Report @ T H Al

Smooth as silk
THAI Internal Use Only. Please do not disclose the data to any other outside THAI. 1

Oct-Decl18




Main Item CSI and Ranking Trend® ™

Weighted Sample Size
Service Items / Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
CSI 64.86 64.40 65.24 67.08 66.44
Total Class -
Ranking 16/28 17/28 16/28 11/28 12/28
CSI 65.40 68.38 63.07 67.28 70.43
Overall Satisfaction Royal Silk -
Ranking 19/24 16/24 19/24 11/22 13/22
CSI 64.62 63.66 65.52 67.02 65.72
Economy -
Ranking 16/28 17/28 16/28 9/28 13/28
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Pre-Flight Service Item CSI anc

Weighted Sample Size

Ran

King Tr

Service Items / Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
CsI 73.61 72.23 . .
Total Class - 71.42 73.48 71.86
Ranking 22/28 23/28 23/28 15/28 12/26
CsI 76.43 76.67 . 5
Check-in Royal Silk : 7298 74.75 77.68
Ranking 16/24 15/24 20/24 14/22 11/19
CsI 73.04 71.40 71.07 73.2
Economy - 0 323 70.62
Ranking 22/28 23/28 24/28 15/28 12/26
Total Class CSI 43.13 46.60 44.92 45.93 47.03
20/27 19/27 19/27 18/2
Lounge / ! ! 8725 22/25
Royal Silk Ranking 42.63 44.74 39.70 45.62 44.56
17/24 15/24 22/24 13/22 17/22
CSI . .21 . -
. ; 58.06 58 59.29 60.68 62.57
Ranking 23/28 25/28 22/28 14/28 16/28
CsI 60.55 57.56 . .
Boarding Royal Silk - 5551 >9.42 >8.19
Ranking 14/24 19/24 22/24 13/22 16/22
CsI 57.46 58.22 . .87
Economy - 59.89 60.8 63.32
Ranking 23/28 24/28 22/28 15/28 14/28
CSI 63.47 63.24 . .
Punctuality Total Class - 66.52 65.46 66.85
Ranking 25/28 22/28 18/28 11/28 19/28

Oct-Decl18

Star Alliance Online Report

THAI Internal Use Only. Please do not disclose the data to any other outside THAI.

Smooth as silk

3



In-Flight Service Item CSI and Ranking Trend  &31na

Weighted Sampl

Service Items/ Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
CsI 64.99 64.35 64.62 68.40 65.74
Total Class
Ranking 23/28 24/28 22/28 18/28 20/28
CsI 70.34 68.65 67.12 70.40 68.43
Cabin crew Royal Silk
Ranking 18/24 21/24 20/24 13/22 18/22
CsI 64.02 63.54 64.08 68.03 65.23
Economy
Ranking 23/28 24/28 23/28 18/28 21/28
CsI 45.16 46.02 46.25 48.83 48.40
Total Class
Ranking 14/28 15/28 16/28 12/27 13/27
CSI 50.54 51.52 49.18 53.74 51.72
Food & Beverages | Royal Silk
Ranking 17/24 16/24 18/24 12/22 17/22
CsI 44.03 44.89 45.62 47.92 47.73
Economy
Ranking 13/28 14/28 13/28 12/27 12/27
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In-Flight Service Item CSI and Ranking Trend  &31na

Weighted Sample Size

Service Items / Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
CsI
S 43.32 41.78 45.18 42.20 43.34
Ranking 13/28 14/28 12/27 14/26 15/26
. Cs1 37.85 36.63 39.23 35.66 39.90
IFE Royal Silk -
Ranking 16/23 16/23 15/23 13/20 11/20
Cs1 44.10 42.61 46.03 43.28 43.99
Economy
Ranking 12/28 13/28 11/26 14/25 16/26
CSI 53.99 55.40 53.53 56.05
Total Class - 3758
Ranking 16/28 17/28 19/28 13/28 13/28
Cabin ) CsI 59.70 59.58 57.94 58.83 61.30
Royal Silk
Comfort Ranking 15/24 16/24 16/24 14/22 12/22
CSsI 52.89 54.59 52.66 55.54 56.91
Economy
Ranking 16/28 14/28 19/28 14/28 14/28
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Post-Flight Service Item CSI and Ranking Trend

Weighted Sample Size

Service Item / Class / CSI / Ranking Q417 Q118 Q218 Q318 Q418
CSI 59.74 57.40 57.78 61.31 61.17

Total Class
Ranking 26/28 24/28 26/28 17/28 22/27
CsI 63.16 58.77 59.96 63.11 63.36

Baggage handling | Royal Silk
Ranking 13/24 18/24 16/24 12/22 14/21
CSI 58.99 57.07 57.30 60.94 60.76

Economy
Ranking 26/28 26/28 27/28 17/27 22/27
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1
Survey Objectives, Database And Method -

Survey Objectives
Survey Method
Major purposes of the OCSS:
- Analysis of customer satisfaction regarding all products - Online Survey
and services of Star Alliance along the travel experience

as well as individual performance of each carrier .
( P ) Survey Period

- Analysis of fulfillment of Star Alliance promises

- Continuous monitoring of satisfaction with products and October-December 2018
services and performance of all member carriers over time

Universe Weighting Of The Data

- All Star Alliance FFP members on the whole Star Alliance

route network . . .
- Results are weighted according to tier level, class and haul

of each member carrier. Each member carrier contributes

Sampling Procedure equally to total.

- Stratified random sampling for each carrier by tier level,
class and haul

-Weighting for own 1 members and other ffp members
according to carrier's passenger structure.
Customer Satisfaction Index (CSI)

-% satisfied passengers calculated from percentage of
respondents who have rated 1 and 2.

- show only airline respondents > 30
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Airline Members
(Quarter 4/18 = 28 Carriers)

<3 Tna

Airlines Airlines
A3 Aegean NZ Air New Zealand
AC Air Canada 06 Avianca Brazil
Al Air India 0S Austrian
AV Avianca (AV) (0] V) Croatian Airlines
BR Eva Air (04 Asiana Airlines
CA Air China SA South African Airways
CM Copa Airlines SK Sas Scandinavian Airlines
ET Ethiopian Airlines SN SN Brussels Airlines
JP Adria Airways SQ Singapore Airlines
LH Lufthansa TG Thai Airways
LO Lot Polish Airlines TK Turkish Airlines
LX Swiss air TP Tap Portugal
MS Egypt air UA United Airlines
NH ANA ZH Shenzhen Airlines

Oct-Dec18
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Demographics

<3 Tna

Age Number Percent Class of Travel Number Percent
Younger than 21 years 14 1 First Class 16 1
21-30 years 200 8 Business Class 453 18
31-40 years 531 22 Economy Class 1,991 81
41-50 years 711 29 Total 2,460 100
51-60 years 572 23
Over 60 years 432 18 Primary-Pur_pose Number Percent
Total 2,460 100 S UNB EATE
Business/Work 1,205 49
Leisure/Private 1,266 51
Total 2,460 100
Gender Number Percent
Male 1,637 67
Female 823 33
Total 2,460 100

€3




Net Promoter Score - NPS
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Net Promoter Score and System & Tnu

The Net Promoter Score is based on the fundamental perspective that every company’s
customers can be divided into three categories: Promoters, Passives, and Detractors.

Question asked:
How likely is it that you would recommend [your carrier] to a friend or colleague?

Rating Scale:
Detractors Passives Promoters
not likely at all extremely likely

Promoters (score 9-10) are loyal enthusiasts who will keep flying with the carrier and urge
their friends to do the same.
Passives (score 7-8) are satisfied but unenthusiastic customers who are vulnerable to
competitive offerings.
Detractors (score 0-6) are unhappy customers trapped in a bad relationship.
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Net Promoter Score | Own FFP members
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O=not likely at all, 10=very likely
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Remark : Show only NPS score >0
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Weighted Sample size

Star OCSS - Overall Satisfaction with THAI by Service Items / Total Class

STAR -0OCSS- Total Class - Overall Satisfaction by Service Items Comparison
(October-December 2018 vs October-December 2017)

100
Oct-Decl7  ==@==(Qct-Decl8 —E—AVG Q418
75 71.86 a
66.85 — g5.74 66.44
—" — =
— 62.57 s -
39‘ / \
=
3 47.03 48.40
25
73.61 43.13 58.06 63.47 64.99 45.16 43.32 53.99 59.74 64.86
Check-in I Lounge I Boarding I Punctuality I Cabin Crew I Food & Beverages ‘ IFE Cabin Comfort I Baggage Handling IO\n'fu'all SatisfacticmI
. . . . . Food & . Baggage Overall
Service ltems Check-in Lounge Boarding Punctuality Cabin Crew Beverages IFE Cabin Comfort Handling Satisfaction
AVG Q418 72.27 53.73 68.55 71.26 73.87 49.41 49.43 58.23 67.63 68.35
Oct-Dec18 71.86 47.03 62.57 66.85 65.74 48.40 43.34 57.59 61.17 66.44
Oct-Decl7 73.61 43.13 58.06 63.47 64.99 45.16 43.32 53.99 59.74 64.86
% of diff (Oct-Dec18-Oct-Dec17) -1.75 3.90 4.51 3.38 0.75 3.24 0.02 3.60 1.43 1.58
Ranking
. ) . . . Food & . Baggage Overall .
Service Items Check-in Lounge Boarding Punctuality Cabin Crew IFE Cabin Comfort R - . # Carrier
Beverages Handling Satisfaction
Oct-Dec18 12 21 16 19 20 13 15 13 22 12 28
Oct-Decl7 22 20 23 25 23 14 13 16 26 16 28

A/L members (28 Airlines) : A3, AC, Al, AV, BR, CA, CM, ET, JP, LH, LO, LX, MS, NH, NZ, 06, OS, OU, 0Z, SA, SK, SN, SQ, TG, TK, TP, UA, ZH
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Star OCSS — Overall Satisfaction with THAI by Service Items / Royal Silk clas<€3 TNl

Weighted Sample size

STAR-OCSS - - Overall Satisfaction by Service Items Comparison
(October-December 2018 vs October-December 2017)
100
Oct-Decl7  ==@=0ct-Decl8 —-AVG Q418
77.68
75 /
@
Y50
25
76.43 42.63 60.55 70.34 50.54 37.85 59.70 63.16 65.40
Check-in Lounge Boarding Cabin Crew Food & Beverages IFE Cabin Comfort Baggage HandlingOverall Satisfaction
i B
Service ltems Check-in Lounge Boarding | Cabin Crew Food & IFE cabin agga.ge O.veral.l
Beverages Comfort Handling Satisfaction
AVG Q418 78.39 52.57 65.49 75.21 54.44 47.68 64.15 68.74 71.24
Oct-Decl18 77.68 44.56 58.19 68.43 51.72 39.90 61.30 63.36 70.43
Oct-Decl?7 76.43 42.63 60.55 70.34 50.54 37.85 59.70 63.16 65.40
% of diff (Oct-Dec18-Oct-Dec17) 1.25 1.93 -2.36 -1.91 1.18 2.05 1.60 0.20 5.03
Ranking
F Cabi B Il
Service Items Check-in Lounge Boarding | Cabin Crew ood & IFE abin aggége C.)vera. # Carrier
Beverages Comfort Handling Satisfaction
Oct-Decl18 11 17 16 18 17 11 12 14 13 22
Oct-Decl?7 16 17 14 18 17 16 15 13 19 24

Oct-Dec18
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Star OCSS - Overall Satisfaction with THAI by Service Items / Economy Classg Tl’lﬂ

Weighted Sample size

STAR -0OCSS- Economy Class - Overall Satisfaction by Service Items Comparison
(October-December 2018 vs October-December 2017)

100
75 70.62 _ 65.73
- " 65.2. -
. u 60.76 ————— 1§
~ e
8
= 50
7
o
25
0 73.04 57.46 64.02 44.03 44.10 52.89 58.99 64.62
I Check-in I Boarding I Cabin Crew I Food & Beverages I IFE I Cabin Comfort I Baggage Handling IO\mrall E‘»al:isfactionI
Oct-Decl7 @ Oct-Decl8 =B—AVG Q418
Service ltems Check-in | Boarding | Cabin Crew Food & IFE cabin Baggage 0.veral.l
Beverages Comfort Handling Satisfaction
AVG Q418 70.75 68.42 73.30 48.13 49.18 56.65 67.17 67.53
Oct-Decl18 70.62 63.32 65.23 47.73 43.99 56.91 60.76 65.72
Oct-Decl17 73.04 57.46 64.02 44.03 44.10 52.89 58.99 64.62
% of diff (Oct-Dec18-Oct-Decl17) -2.42 5.86 1.21 3.70 -0.11 4.02 1.77 1.10
Ranking
i Il
Service Items Check-in Boarding | Cabin Crew Food & IFE Cabin Bagga.ge (?vera. # Carrier
Beverages Comfort Handling Satisfaction
Oct-Dec18 12 14 21 12 16 14 22 13 28
Oct-Decl17 22 23 23 13 12 16 26 16 28

A/L members (28 Airlines) : A3, AC, Al, AV, BR, CA, CM, ET, JP, LH, LO, LX, MS, NH, NZ, 06, OS, OU, OZ, SA, SK, SN, SQ, TG, TK, TP, UA, ZH
-Decls - :
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Overall Satisfaction <3 Tna

(Total Class) Weighted Sample Size
Overall Customer Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 82.03 1.ZH 84.53 1.ZH 82.03 1.ZH 80.02 1.ZH 82.14
2.A3 79.13 2.NZ 80.49 2.06 78.23 2.06 77.52 2.BR 77.12
3.NZ 78.24 3.BR 77.45 3.A3 77.80 3.BR 76.71 3.CM 76.22
4.BR 76.69 4.06 76.83 4.BR 77.63 4.NZ 75.82 4.NZ 75.67
5.LX 72.85 5.A3 76.15 5.NZ 76.32 5.A3 75.38 5.CA 75.03
6.CA 72.75 6.CA 72.83 6.CM 74.47 6.CM 74.24 6.06 74.51
7.06 72.71 7.TK 72.30 7.TK 73.00 7.CA 69.89 7.TK 72.93
8.TK 71.29 8.AV 71.56 8.CA 72.40 8.5Q 69.39 8.5Q 71.46
9.LH 68.60 9.CM 71.51 9.LX 70.63 9.NH 68.68 9.LX 71.31
10.SQ 68.19 10.LX 70.50 10.SQ 69.90 10.TK 68.12 10.A3 70.99
11.0U 67.95 11.0S 69.67 11.0Z 69.50 11.TG 67.08 11.NH 70.76
AVG 67.28 AVG 67.86 12.LH 69.50 AVG 66.06 AVG 68.35
12.NH 67.22 12.5Q 67.60 13.NH 68.30 12.L.X 65.48 12.TG 66.44
13.0S 67.19 13.LH 67.54 AVG 68.09 13.AV 64.95 13.0Z 65.82
14.CM 67.05 14.NH 67.11 14.0S 67.98 14.0U 64.84 14.0S 63.82
15.5K 66.59 15.0Z 66.59 15.AV 66.50 15.AC 62.37 15.AC 63.52
16.TG 64.86 16.LO 64.49 16.TG 65.24 16.SA 60.02 16.SK 63.34
17.0Z 64.43 17.TG 64.40 17.SK 64.55 17.LH 59.98 17.UA 63.13
18.AV 63.31 18.SK 62.99 18.0U 64.26 18.0S 59.19 18.AV 62.73
19.UA 61.75 19.0U 62.26 19.SN 63.97 19.SK 58.92 19.SA 62.55
20.LO 61.66 20.UA 61.29 20.AC 62.40 20.0Z 58.16 20.ET 62.28
21.AC 60.87 21.ET 60.15 21.UA 61.55 21.ET 56.66 21.LO 58.56
22.ET 60.26 22.SN 60.06 22.L0 57.33 22.UA 56.38 22.0U 57.72
23.SN 59.97 23.SA 59.15 23.ET 56.94 23.MS 55.17 23.TP 56.28
24.SA 58.74 24.1P 58.95 24.SA 56.07 24.SN 54.20 24.LH 49.28
25.MS 57.40 25.TP 58.19 25.MS 55.35 25.LO 52.47 25.SN 47.51
26.TP 55.89 26.MS 56.29 26.TP 48.93 26.TP 49.43 26.A1 43.94
27.]P 53.03 27.AC 54.51 27.]P 46.57 27.]P 43.10 27.MS 42.61
28.A1 43.92 28.Al 45.19 28.Al 45.71 28.Al 40.92 28.JP 36.72 |
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Overall Satisfaction

&3 Tna

(Business Class) Weighted Sample Size
Overall Customer Satisfaction Index Benchmarking / Business Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ 87.32 1.BR 89.22 1.BR 86.89 1.NZ 85.68 1.BR 86.85
2.BR 85.85 2.NZ 88.17 2.NZ 78.30 2.50 79.87 2.NZ 82.81
3.LO 76.64 3.CM 78.27 3.50 78.12 3.BR 79.59 3.LH 81.12
4.A3 75.05 4.AV 77.95 4.CM 77.61 4.A3 77.34 4.CM 81.07
5.LX 74.85 5.A3 76.64 5.ET 75.92 5.CM 74.61 5.ET 78.75
6.0S 74.28 6.5Q 76.28 6.NH 75.58 6.AC 74.46 6.L.X 78.44
7.AC 73.00 7.ET 75.77 7.LX 73.87 7.NH 73.23 7.AC 76.81
8.50Q 72.96 8.LX 75.46 8.AV 73.56 8.TK 70.99 8.50 75.88
9.ET 72.92 9.0S 73.54 9.A3 73.55 9.LX 70.86 9.0S 73.76
10.NH 71.94 10.NH 72.79 10.LO 73.46 10.AV 70.28 10.NH 72.21
11.LH 71.39 AVG 71.85 11.0Z 73.04 AVG 68.86 AVG 71.24
12.CM 71.28 11.LH 71.67 12.TK 72.23 11.TG 67.28 11.A3 71.23
13.SN 70.78 12.S5K 70.47 13.0S 72.22 12.LH 66.24 12.TK 70.48
14.TK 69.79 13.TK 70.32 AVG 70.70 13.ET 65.50 13.TG 70.43
AVG 69.50 14.AC 69.86 14.AC 70.06 14.0S 64.69 14.SK 69.73
15.SK 68.17 15.LO 68.72 15.LH 69.74 15.SA 63.56 15.SA 67.97
16.AV 68.13 16.TG 68.38 16.SN 68.93 16.AI 61.91 16.CA 66.00
17.UA 66.70 17.0Z 66.20 17.SK 66.34 17.CA 58.56 17.0Z 62.81
18.CA 65.83 18.SN 66.13 18.UA 64.66 18.UA 57.83 18.UA 61.51
19.TG 65.40 19.A1 65.48 19.TG 63.07 19.SK 55.93 19.AV 60.65
20.MS 61.53 20.CA 63.20 20.CA 62.25 20.0Z 50.78 20.TP 57.45
21.0Z 59.93 21.MS 61.34 21.TP 56.19 21.TP 46.77 21.MS 44.71
22.SA 55.13 22.SA 61.28 22.SA 54.16 22.MS 46.65 22.A1 44.02
23.TP 50.70 23.UA 60.09 23.AlI 53.04
24.Al 50.27 24.TP 58.04 24.MS 50.75
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Overall Satisfaction
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Weighted Sample Size
Overall Customer Satisfaction Index Benchmarking / Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 82.07 1.ZH 84.37 1.ZH 81.87 1.ZH 79.34 1.ZH 81.77
2.A3 79.26 2.NZ 78.32 2.06 78.23 2.06 77.52 2.06 75.77
3.NZ 77.14 3.06 76.79 3.A3 77.93 3.A3 75.31 3.BR 74.98
4.BR 74.18 4.A3 76.13 4.BR 75.20 4.BR 75.30 4.CA 74.79
5.06 72.83 5.BR 74.66 5.NZ 74.72 5.CM 74.04 5.CM 73.50
6.CA 72.39 6.CA 72.44 6.TK 73.04 6.NZ 73.13 6.TK 73.08
7.LX 72.28 7.TK 72.42 7.CM 72.70 7.CA 69.32 7.NZ 71.81
8.TK 71.39 8.AV 70.52 8.CA 72.05 8.TK 67.93 8.A3 70.98
9.0U 68.32 9.0S 69.29 9.LX 69.79 9.TG 67.02 9.50 69.99
10.LH 67.97 10.LX 69.23 10.0Z 69.27 10.NH 66.34 10.NH 69.96
AVG 66.56 11.CM 67.71 11.LH 68.89 11.50 65.58 11.LX 69.83
11.0S 66.49 AVG 67.02 12.5Q 67.64 AVG 65.30 AVG 67.53
12.50 65.73 12.0Z 66.61 13.0S 67.56 12.0U 64.74 12.0Z 66.02
13.SK 64.73 13.LH 66.60 AVG 67.46 13.LX 64.43 13.TG 65.72
14.0Z 64.70 14.NH 64.86 14.0U 66.43 14.AV 63.92 14.AV 63.06
15.CM 64.67 15.5Q 64.49 15.NH 66.26 15.AC 61.19 15.0S 62.84
16.TG 64.62 16.0U 63.98 16.TG 65.52 16.LH 59.73 16.AC 62.46
17.NH 64.61 17.TG 63.66 17.AV 65.35 17.SA 59.40 17.SK 61.63
18.AV 62.53 18.LO 63.36 18.SN 63.65 18.SK 59.39 18.SA 61.59
19.LO 60.14 19.SK 61.50 19.SK 63.28 19.0S 58.64 19.ET 60.45
20.AC 59.54 20.SN 59.68 20.AC 61.45 20.0Z 58.62 20.UA 60.40
21.SA 59.38 21.UA 59.59 21.UA 59.71 21.MS 57.04 21.L0 57.67
22.SN 59.28 22.S5A 58.78 22.5A 56.40 22.ET 55.68 22.0U 57.12
23.UA 59.03 23.ET 58.41 23.MS 56.35 23.UA 53.89 23.TP 56.15
24.ET 58.85 24P 58.31 24.L0 55.75 24.SN 52.84 24.SN 45.80
25.MS 56.70 25.TP 58.20 25.ET 54.83 25.L0 51.53 25.AI 43.92
26.TP 56.47 26.MS 55.18 26.TP 48.12 26.TP 49.73 26.LH 43.02
27.JP 52.39 27.AC 52.79 27.]P 45.29 27.]P 42.94 27.MS 42.14
28.Al 42.15 28.Al 39.94 28.AI 43.73 28.A1 35.67 28.1P 35.12




Overall Check-in

(Total Class)
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Weighted Sample Size

Overall Check-in Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.A3 87.59 1.ZH 89.53 1.ZH 86.73 1.ZH 88.06 1.06 84.29
2.ZH 85.18 2.NZ 83.91 2.AV 84.71 2.NZ 83.25 2.LH 83.76
3.SK 83.73 3.CA 83.31 3.UA 84.20 3.AV 82.90 3.NZ 80.18
4.CA 83.69 4.AV 83.20 4.A3 83.63 4.CA 82.67 4.ZH 79.82
5.UA 82.39 5.A3 82.80 5.SK 83.61 5.A3 82.51 5.CM 79.69
6.BR 80.81 6.SK 82.63 6.CA 83.57 6.CM 82.06 6.BR 78.67
7.NZ 80.46 7.CM 81.62 7.NZ 83.02 7.UA 79.77 7.UA 77.40
8.06 79.45 8.LH 80.47 8.LH 81.12 8.BR 79.42 8.0S 77.05
9.CM 79.30 9.UA 80.30 9.BR 80.79 9.06 79.13 9.5Q 74.63
10.SQ 79.12 10.BR 80.01 10.LX 80.53 10.AC 78.39 10.SK 73.34
11.LH 78.89 11.0S 79.91 11.CM 80.18 AVG 77.87 11.CA 72.81
12.AV 78.46 12.LO 79.85 12.0S 79.38 11.SQ 76.80 AVG 72.27
AVG 78.14 13.06 79.52 AVG 79.23 12.SK 76.75 12.TG 71.86
13.0S 77.94 AVG 78.87 13.5Q 78.83 13.TK 75.07 13.LX 70.09
14.L0 77.85 14.LX 78.55 14.AC 78.55 14.SA 74.13 14.NH 69.36
15.LX 77.37 15.5Q 77.98 15.06 78.52 15.TG 73.48 15.AC 69.34
16.TK 76.21 16.TK 77.32 16.LO 77.43 16.0S 72.76 16.TK 69.24
17.AC 75.08 17.JP 76.55 17.7K 74.89 17.MS 70.91 17.0Z 69.16
18.0U 74.99 18.0U 75.17 18.SN 74.71 18.LH 70.68 18.TP 67.15
19.SN 74.87 19.SN 75.16 19.0Z 72.88 19.LO 70.53 19.A3 65.59
20.SA 74.36 20.TP 73.90 20.NH 72.62 20.NH 70.46 20.SA 65.38
21.MS 74.03 21.AC 73.22 21.MS 72.46 21.LX 68.23 21.AV 62.18
22.TG 73.61 22.MS 72.89 22.]P 71.53 22.0Z 67.10 22.MS 61.78
23.NH 71.66 23.TG 72.23 23.TG 71.42 23.TP 66.72 23.LO 61.62
24.JP 70.31 24.NH 70.75 24.0U 70.95 24.SN 65.86 24.ET 61.35
25.TP 69.97 25.0Z 70.43 25.SA 69.14 25.ET 64.57 25.A1 55.49
26.0Z 69.05 26.SA 69.41 26.TP 68.65 26.0U 60.83 26.SN 52.68
27.ET 63.48 27.ET 64.84 27.ET 61.04 27.]P 59.85 ‘
28.AIl 59.58 28.Al 59.96 28.Al 55.05 28.AI 55.37 |
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Overall Check-in <3 Tna

(Business Class) Weighted Sample Size
Overall Check-in Satisfaction Index Benchmarking / Business Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.CM 87.31 1.NZ 92.25 1.BR 88.89 1.CM 88.85 1.LH 97.48
2.LX 84.02 2.BR 88.45 2.AV 88.13 2.BR 86.37 2.L.X 90.72
3.AV 82.91 3.AV 86.16 3.S0 84.45 3.LX 86.31 3.UA 86.65
4.BR 82.53 4.5Q 85.84 4.SK 84.16 4.SQ 84.99 4.NZ 86.14
5.LH 81.84 5.A3 85.63 5.CM 83.89 5.AI 83.23 5.BR 84.52
6.A3 81.76 6.SK 85.16 6.AC 83.31 6.NZ 82.12 6.CM 83.94
7.SN 81.76 7.CM 84.55 7.LX 83.30 7.UA 82.11 7.CA 83.13
8.NZ 81.69 8.LH 83.97 8.NZ 82.09 8.AC 79.98 8.5Q 82.73
9.UA 80.81 9.UA 83.21 9.UA 81.75 9.AV 79.90 9.TP 80.49
10.SQ 80.74 10.LX 81.27 10.LH 81.74 AVG 78.28 10.AC 78.94
11.SK 80.55 AVG 80.05 11.1L0 81.28 10.TK 76.16 AVG 78.39
12.AC 80.28 11.TK 79.88 AVG 80.96 11.SK 75.97 11.TG 77.68
13.0S 79.25 12.0S 79.61 12.0Z 80.69 12.0S 75.82 12.0Z 76.00
AVG 79.24 13.LO 78.84 13.SA 79.49 13.SA 74.84 13.ET 70.71
14.L0 77.91 14.AC 77.08 14.A3 78.67 14.TG 74.75 14.SK 68.62
15.MS 77.15 15.TG 76.67 15.NH 77.40 15.A3 72.69 15.5A 67.74
16.TG 76.43 16.TP 74.46 16.0S 76.74 16.NH 71.97 16.NH 66.49
17.SA 74.78 17.MS 73.98 17.CA 75.94 17.LH 69.14 17.TK 64.70
18.NH 73.62 18.SN 73.51 18.TK 74.57 18.CA 69.10 18.AI 59.74
19.CA 72.19 19.0Z 72.49 19.MS 73.92 19.0Z 65.37 19.AV 58.42
20.TP 72.06 20.CA 70.84 20.TG 72.98 20.ET 64.11
21.TK 71.84 21.NH 70.54 21.Al 70.84 21.TP 63.22
22.AI 67.54 22.SA 67.22 22.TP 70.66 22.MS 60.95
23.0Z 63.71 23.ET 67.00 23.SN 70.34
24.ET 60.45 24.Al 65.19 24 .ET 63.36
A 0 Repo &, A



Overall Check-in

<3 Tna

Weighted Sample Size
Overall Check-in Satisfaction Index Benchmarking / Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.A3 87.77 1.ZH 89.94 1.ZH 86.17 1.ZH 87.80 1.LH 82.51
2.ZH 85.48 2.CA 83.28 2.AV 84.18 2.AV 83.47 2.ZH 79.78
3.SK 84.18 3.5K 82.73 3.A3 83.79 3.A3 82.82 3.NZ 79.11
4.CA 83.81 4.AV 82.72 4.SK 83.78 4.CA 82.59 4.CM 77.24
5.UA 80.78 5.A3 82.71 5.CA 83.57 5.NZ 81.82 5.06 76.93
6.NZ 80.33 6.NZ 82.47 6.UA 82.14 6.06 79.13 6.BR 76.42
7.BR 80.03 7.LH 80.22 7.NZ 82.03 7.AC 78.32 7.0S 75.04
8.06 79.35 8.CM 79.99 8.LH 80.86 8.UA 78.26 8.SK 73.17
9.LH 78.69 9.0S 79.94 9.LX 79.85 9.CM 78.15 9.UA 72.65
10.LO 78.20 10.LO 79.65 10.0S 79.64 AVG 77.48 10.CA 72.01
11.0S 77.81 11.06 79.49 11.BR 79.36 10.BR 77.24 11.SQ 71.22
12.50 77.79 12.UA 78.81 AVG 78.65 11.SK 77.15 AVG 70.75
13.AV 77.73 AVG 78.49 12.06 78.52 12.TK 75.00 12.TG 70.62
AVG 77.71 13.LX 77.87 13.AC 78.14 13.SA 74.02 13.NH 70.20
14.TK 76.49 14.BR 77.85 14.CM 78.06 14.SQ 73.56 14.TK 69.52
15.LX 75.95 15.TK 77.15 15.LO 77.16 15.TG 73.23 15.0Z 68.51
16.0U 74.88 16.JP 76.49 16.SQ 76.84 16.MS 73.20 16.AC 67.52
17.CM 74.85 17.5Q 75.65 17.SN 74.99 17.0S 72.46 17.A3 65.80
18.AC 74.65 18.0U 75.60 18.TK 74.91 18.LH 70.92 18.TP 65.42
19.SN 74.43 19.SN 75.26 19.JP 73.30 19.NH 69.77 19.SA 64.97
20.SA 74.29 20.TP 73.83 20.0Z 72.40 20.LO 68.63 20.LX 63.32
21.MS 73.61 21.MS 72.65 21.MS 72.14 21.0Z 67.21 21.AV 62.99
22.TG 73.04 22.AC 72.62 22.0U 71.91 22.TP 67.12 22.L0 62.13
23.JP 71.21 23.TG 71.40 23.NH 71.08 23.SN 65.35 23.MS 62.10
24.NH 71.05 24.NH 70.56 24.TG 71.07 24.ET 64.62 24.ET 60.44
25.TP 69.73 25.0Z 70.29 25.TP 68.42 25.LX 64.56 25.SN 54.64
26.0Z 69.38 26.S5A 69.78 26.SA 67.23 26.JP 62.10 26.AI 54.59
27.ET 63.81 27 ET 64.60 27.ET 60.77 27.0U 61.90

28.AlI 57.44 28.Al 59.02 28.AI 51.39 28.AI 48.23 1
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Overall Lounge
(Total Class)

<3 Tna

Weighted Sample Size

Overall Check-in Satisfaction Index Benchmarking / Total Class (Q417-Q418) |

Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1Nz | 7441 | 1Nz | 80.65 | 1.NZ | 77.03 | 1.zH | 7514 | 1.zH | 83.34
2.ZH | 65.18 | 2zH | 74.16 | 2.zH | 71.47 | 2.AV [ 68.02 | 2.NZ | 65.76
3.TK | 64.02 | 3TK [ 66.24 | 3.0U | 70.62 [ 3.Nz | 66.72 | 3.BR | 64.51
4BR | 57.48 | 4A3 [ 61.39 | 47K | 65.91 | 4.A3 | 65.07 | 4.TK | 59.61
5.CA | 56.51 | 5.1H | 60.17 | 5.BR | 63.03 | 5.TK | 64.69 | 5.LX | 59.44
6..LH | 56.20 | 6.CA | 57.17 | 6.A3 | 60.66 | 6.BR | 62.19 | 6.50 | 59.06
7.50 | 55.72 [ 710 [ 56.32 | 7..H [ 58.06 | 7.LH | 60.44 | 7.AC | 58.13
8.5A | 55.08 | 85Q | 55.44 | 8.5Q | 57.56 | 8.AC | 60.02 [ 8.SN | 56.71
9..0 [ 51.91 | 9AC [ 54.24 | 9.NH | 57.22 [ 9.s0 | 57.20 [ 9.cA | 56.64
AVG | 51.86 | 10.BR | 54.21 [ 10.CA | 55.22 | AVG | 55.17 | 10.A3 [ 54.86
10.AV | 51.60 | 117P | 53.97 | 11..0 | 54.79 | 10.NH | 54.22 [ 11.0S5 | 54.09
11.CM | 51.38 | AVG | 53.03 | 12.AC | 53.85 | 11.CA | 54.22 | AVG | 53.73
12.AC | 50.08 | 12.A1 | 52.53 | 13.AV | 53.26 | 12.LX | 53.50 | 12.SK | 52.87
13.NH | 49.17 [ 13.Av | 51.27 | AVG | 53.13 | 13.UA | 52.66 | 13.0Z | 52.55
14.0Z | 48.73 | 14.0S | 50.04 | 14.0S | 51.58 | 14.cM | 52.51 [ 14.NH | 52.34
15..X | 48.62 | 15.NH | 49.88 | 15.UA | 50.51 | 15.MS [ 51.14 | 15.UA | 51.66
16.UA | 48.26 | 16.SA | 49.13 | 16.TP | 48.12 | 16.SN | 51.03 | 16.CM | 50.63
17.A3 | 48.24 | 17SN [ 48.58 | 17.cM | 47.25 [ 17.0S | 49.27 | 17.Av | 49.66
18.ET | 46.01 | 18.0Z | 47.98 | 18.5K | 45.70 | 18.TG | 45.93 | 18.A1 | 48.09
19.5K | 45.15 | 191G | 46.60 | 19.TG | 44.92 | 19.A1 | 4565 | 19.5A | 47.32
20.TG | 43.13 | 20.UA | 45.90 | 20.0Z | 44.10 | 20.sk | 44.92 | 20.L0 | 47.09
21.0S | 41.69 | 21ET | 44.88 | 21.Ms | 43.67 | 21.5A | 44.73 | 21.7G6 | 47.03
22.SN | 41.43 | 22..x | 44.59 | 22.Lx | 43.37 | 22.0Z | 44.64 | 22.7p | 45.12
23.7P | 41.21 | 23Sk | 43.19 [ 23.5N | 42.53 | 23.7p | 42.64 | 23.6T | 42.83
24.MS | 40.82 | 24.CcM | 42.38 | 24.ET | 41.80 | 24.L0 | 41.85 | 24.LH | 34.15
25.0p | 37.72 | 25.MS | 41.10 | 25.06 | 39.95 | 25.ET | 38.37 | 25.MS | 17.35
26.06 | 35.74 | 26.0U | 37.82 | 26.5A | 36.76
27.A1 | 35.60 | 27.3p | 25.48 | 27.A1 | 30.66

Oct-Dec18
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<3 Tna

Weighted Sample Size

Overall Lounge

(Business Class)
| Overall Check-in Satisfaction Index Benchmarking / Total Class (Q417-Q418) |

Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ | 65.08 | 1Nz [66.62 | 1.Nz | 74.72 | 1.A3 | 73.17 | 1.Nz | 67.33
2.CM | 58.50 | 2.5Q [ 60.11 | 2.TK | 58.26 | 2.Av | 62.52 | 2.BR | 62.01
3.TK | 58.49 | 3.AC [ 59.44 | 3.A3 | 58.24 [ 3.AC | 59.30 | 3.5Q [ 61.26
4.AV [ 57.79 | 4TK | 58.48 | 4.Av | 58.04 | 4.5Q | 58.26 [ 4.LX | 59.15
5.A3 | 57.35 | 5.1H [ 57.86 | 5.NH | 58.00 | 5.BR | 58.20 | 5.AC | 58.41
6.50 | 56.23 | 6.AV [ 55.95 | 6.BR | 57.89 | 6.LX | 55.57 | 6.TK | 58.21
7.SA | 55.63 | 7A3 | 55.33 | 7.50 [ 57.70 | 7.TK | 55.19 | 7.Av [ 54.01
8.AC | 54.60 | 8BR | 54.37 | 8.AC | 56.77 | 8.NZ | 54.71 [ 8.UA | 53.51
9.LH | 53.39 [ 9.AT | 53.99 | 9.0S [ 56.22 [ 9..H | 53.78 | AVG | 52.57
10.BR | 52.93 | 10.TP | 53.63 | 10.LH [ 55.13 | 10.NH | 52.11 [ 9.NH | 52.13
11.L.0 | 52.73 [ 11.NH | 51.05 | 11.L.0 [ 53.38 | AVG | 52.10 | 10.CM | 51.46
12.ET | 50.65 | AVG [ 50.66 | AVG | 52.34 | 11.UA | 51.11 | 11.SK [ 50.87
AVG | 50.03 | 12.ET [ 46.89 | 12.ET | 52.29 [ 12.CM | 51.03 | 12.0Z [ 49.64
13.LX | 48.39 | 13.CM [ 46.64 | 13.cM | 51.89 | 13.TG | 45.62 | 13.AI | 48.42
14.NH | 47.43 | 14..X [ 45.08 | 14.CA | 51.30 | 14.S5K | 44.67 | 14.SA | 48.25
15.5K | 46.82 | 15.TG | 44.74 | 15.5A | 49.72 | 15.A1 | 44.40 | 15.0S | 44.86
16.CA | 45.47 | 16.UA | 44.12 | 16.UA | 48.25 | 16.CA | 42.62 | 16.LH | 44.58
17.TG | 42.63 | 17.0S | 43.92 [ 17.TP | 48.11 | 17.5A [ 41.92 | 17.TG | 44.56
18.SN | 41.12 | 18 SA | 42.75 | 18..X | 45.86 | 18.TP | 39.58 | 18.TP | 44.10
19.0S | 40.34 | 195K | 42.30 | 19.5K | 45.60 | 19.MS [ 39.04 | 19.ET | 43.04
20.UA | 40.02 | 20.SN | 42.14 | 20.0Z | 44.61 | 20.0S | 36.59 | 20.cA | 41.97
21.MS | 39.76 | 21.cA | 42.09 | 21.MS | 43.11 | 21.0Z | 35.96 | 21.A3 | 32.66
22.7P | 39.61 | 22Ms | 41.27 | 22.TG | 39.70 | 22.ET | 35.37 | 22.MS | 20.01
23.0Z | 38.42 | 23.LO0 | 40.20 | 23.SN [ 33.05
24.A1 | 34.93 | 24.0Z | 37.86 | 24.AI | 31.62

Oct-Dec18
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Overall Boarding <3 Tna

(TOtaI Cl aSS) Weighted Sample Size
Overall Boarding Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 78.87 1.ZH 81.35 1.ZH 82.25 1.ZH 81.10 1.ZH 87.63
2.NZ 77.63 2.NZ 78.67 2.CA 77.19 2.NZ 78.77 2.CA 78.27
3.CA 75.63 3.CA 76.71 3.NZ 76.85 3.CA 75.67 3.CM 77.57
4.CM 74.29 4.CM 75.94 4.BR 75.70 4.BR 75.62 4.NZ 75.79
5.BR 70.96 5.BR 75.61 5.CM 75.11 5.CM 75.55 5.BR 75.34
6.50Q 70.47 6.5Q 71.72 6.06 74.22 6.06 72.74 6.50 74.52
7.UA 69.62 7.AV 71.47 7.5Q 73.18 7.5Q 71.57 7.UA 71.17
8.A3 67.84 8.06 70.85 8.UA 71.94 8.UA 67.79 AVG 68.55
9.LX 67.28 9.UA 69.55 9.A3 69.11 AVG 67.79 8.A3 68.12
10.AV 67.18 10.LO 69.19 10.AV 68.67 9.AV 67.75 9.LX 66.48
11.LO 66.74 AVG 68.10 AVG 68.50 10.A3 66.72 10.AC 66.25
12.0U 66.49 11.A3 68.06 11.0U 68.37 11.AC 66.36 11.06 65.09
13.06 66.28 12.LX 67.05 12.LX 66.84 12.TK 61.66 12.AV 63.65
AVG 66.26 13.0U 65.66 13.LO 65.22 13.LX 61.07 13.0S 63.65
14.]P 64.87 14.0S 65.36 14.AC 64.92 14.TG 60.68 14.0U 63.01
15.TK 64.34 15.LH 65.18 15.TK 64.55 15.NH 60.55 15.TK 62.93
16.LH 64.09 16.JP 64.54 16.LH 64.50 16.0U 60.46 16.TG 62.57
17.AC 62.58 17.TK 64.06 17.0Z 64.18 17.SA 60.01 17.0Z 62.42
18.0S 62.05 18.TP 61.99 18.0S 63.88 18.LH 59.41 18.NH 61.67
19.0Z 61.68 19.0Z 61.02 19.5K 61.15 19.SK 58.80 19.LO 61.25
20.NH 60.25 20.NH 61.00 20.NH 60.86 20.0Z 58.48 20.SK 61.05
21.SK 60.15 21.SN 60.30 21.SN 60.35 21.AI 57.65 21.ET 58.01
22.SN 59.17 22.SA 60.18 22.TG 59.29 22.LO 54.86 22.TP 56.39
23.TG 58.06 23.SK 59.85 23.]P 57.84 23.MS 54.83 23.JP 55.77
24.SA 57.77 24.AC 58.47 24.SA 56.27 24.TP 53.74 24.AI 55.75
25.MS 55.65 25.TG 58.21 25.AI 55.10 25.ET 51.81 25.5A 55.70
26.ET 55.64 26.MS 55.00 26.ET 53.03 26.0S 50.20 26.SN 47.77
27.TP 54.55 27 .Al 54.61 27.MS 52.88 27.SN 47.42 27.LH 44.99 |
28.AI 52.70 28.ET 51.90 28.TP 52.50 28.JP 43.71 28.MS 44.22 |
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Overall Boarding

(Business Class)

<3 Tna

Weighted Sample Size

Overall Boarding Satisfaction Index Benchmarking / Business Class (Q417-Q418)

Q417 Q118 Q218 Q318 Q418

A/L [ cs1(%) A/L [ cs1(%) A/L [ Csi(%) A/L [ csi(%) A/L [ csi(%)
1.CM 82.49 1.BR 81.30 1.CM 83.17 1.BR 83.98 1.BR 82.15
2.5Q 76.25 2.CM 81.25 2.5Q 80.70 2.5Q 79.58 2.0S 81.65
3.NZ 72.50 3.UA 78.87 3.BR 77.65 3.AI 77.64 3.CM 81.12
4.AC 71.32 4.50 78.41 4.AC 74.72 4.NZ 77.62 4.L.X 78.35
5.LX 71.25 5.NZ 77.77 5.NZ 74.56 5.CM 77.05 5.5Q 78.07
6.BR 71.12 6.AV 72.34 6.AV 72.28 6.AC 76.92 6.AC 76.80
7.UA 71.00 7.AC 72.02 7.LX 72.07 7.AV 75.75 7.NZ 71.97
AVG 65.92 8.LX 68.51 8.0Z 68.14 8.UA 72.62 8.CA 71.41
8.LH 64.79 9.Al 67.77 9.CA 68.01 9.LX 69.36 9.UA 69.55
9.AV 64.59 AVG 67.24 AVG 67.88 AVG 67.62 10.SK 66.19
10.A3 64.22 10.A3 66.92 10.UA 67.85 10.A3 61.75 AVG 65.49
11.S5A 64.09 11.LH 66.67 11.LH 65.42 11.CA 60.61 11.ET 65.10
12.0Z 60.71 12.CA 63.24 12.0S 62.98 12.NH 60.31 12.0Z 63.69
13.NH 60.62 13.0S 63.21 13.NH 62.27 13.TG 59.42 13.A3 59.93
14.TG 60.55 14.TP 63.09 14.A3 61.78 14.0Z 57.69 14.AV 59.69
15.SN 60.37 15.5K 62.51 15.LO 60.75 15.SK 56.96 15.TP 58.47
16.0S 59.39 16.0Z 62.04 16.SN 59.50 16.LH 56.89 16.TG 58.19
17.LO 58.92 17.LO 59.72 17.TP 58.98 17.TK 52.87 17.NH 57.46
18.CA 58.78 18.NH 58.07 18.TK 58.52 18.ET 51.82 18.SA 54.11
19.SK 55.96 19.TG 57.56 19.ET 56.30 19.MS 48.72 19.AI 53.06
20.ET 55.02 20.ET 57.06 20.SK 55.69 20.SA 45.69 20.TK 49.88
21.TK 53.46 21.5N 55.98 21.AI 55.56 21.TP 45.54 21.LH 48.22
22.A1 52.56 22.TK 54.22 22.TG 55.51 22.0S 44.40 22.MS 30.48
23.TP 51.14 23.MS 47.79 23.SA 53.63
24.MS 50.09 24.SA 45.99 24.MS 43.22
Remark : Show ONLY sample size more than 30 of respondents § > O A




Overall Boarding <3 Tna

Weighted Sample Size
Overall Boarding Satisfaction Index Benchmarking / Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 79.43 1.ZH 81.68 1.ZH 82.03 1.ZH 80.69 1.ZH 87.62
2.NZ 77.07 2.NZ 79.38 2.CA 77.42 2.NZ 77.39 2.CA 78.38
3.CA 75.93 3.CA 76.90 3.NZ 76.96 3.CA 75.82 3.NZ 77.04
4.BR 70.03 4.BR 74.38 4.BR 76.20 4.CM 74.70 4.CM 75.58
5.CM 69.74 5.CM 72.96 5.06 74.22 5.BR 73.26 5.BR 74.37
6.50 68.69 6.AV 71.33 6.0U 71.25 6.06 72.74 6.50Q 72.83
7.0U 68.17 7.06 70.80 7.SQ 70.77 7.SQ 68.75 7.06 71.10
8.A3 67.95 8.5Q 69.47 8.CM 70.54 AVG 67.34 8.UA 68.83
9.AV 67.59 9.LO 69.25 9.A3 69.34 8.A3 66.88 AVG 68.42
10.LO 66.78 10.A3 68.09 10.UA 68.95 9.AV 66.21 9.A3 68.38
11.UA 66.53 AVG 67.90 AVG 68.20 10.AC 65.42 10.AC 64.77
12.LX 66.40 11.0U 66.96 11.AV 68.10 11.UA 62.93 11.AV 64.30
13.06 66.11 12.LX 66.54 12.LX 65.48 12.SA 62.46 12.LX 64.00
AVG 65.82 13.UA 66.41 13.LO 65.27 13.TK 62.22 13.TK 63.76
14.TK 65.04 14.0S 65.57 14.TK 64.94 14.0U 62.08 14.TG 63.32
15.JP 64.98 15.LH 64.81 15.LH 64.15 15.TG 60.87 15.0U 63.03
16.LH 63.66 16.JP 64.78 16.0S 63.97 16.LH 60.67 16.NH 63.00
17.0S 62.31 17.TK 64.69 17.0Z 63.93 17.NH 60.30 17.LO 62.68
18.0Z 61.78 18.SA 62.74 18.AC 63.69 18.SK 60.30 18.0Z 62.34
19.AC 61.49 19.NH 62.05 19.SK 62.02 19.LX 59.45 19.0S 61.87
20.SK 59.85 20.TP 61.87 20.NH 60.65 20.0Z 58.54 20.SK 59.64
21.NH 59.74 21.0Z 60.95 21.SN 60.41 21.MS 56.21 21.ET 57.22
22.SN 59.09 22.SN 60.58 22.TG 59.89 22.TP 54.67 22.]P 57.05
23.TG 57.46 23.5K 59.84 23.]P 57.00 23.LO 54.35 23.AlI 56.42
24.MS 56.95 24.TG 58.22 24.SA 56.77 24.Al 52.58 24.TP 56.16
25.5A 56.63 25.AC 56.95 25.A1 55.16 25.ET 51.81 25.5A 55.99
26.ET 55.70 26.MS 56.58 26.MS 54.97 26.0S 50.77 26.MS 47.23 |
27.TP 54.92 27.Al 51.45 27.ET 52.66 27.SN 48.08 27.SN 46.47 |
28.Al 52.56 28.ET 51.34 28.TP 51.76 28.]P 43.94 28.LH 42.55 R
6
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Punctuality <3 Tnu

(Total Cl ass) Weighted Sample Size
Overall Punctuality Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 81.29 1.CM 85.37 1.CM 83.33 1.CM 85.58 1.CM 82.78
2.CM 81.08 2.NZ 80.94 2.50 80.12 2.NZ 74.63 2.ZH 79.73
3.A3 78.56 3.A3 79.99 3.A3 78.07 3.S0 73.96 3.CA 79.63
4.NZ 77.33 4.ZH 77.87 4.0U 78.00 4.06 73.14 4.5Q 77.46
5.CA 76.97 5.5Q 76.24 5.NZ 75.25 5.BR 71.23 5.NH 76.94
6.UA 75.83 6.CA 75.46 6.NH 75.18 6.NH 69.87 6.UA 72.17
7.BR 74.64 7.BR 73.42 7.BR 73.99 7.CA 68.41 7.BR 72.07
8.LX 73.95 8.SA 72.93 8.UA 72.98 8.SA 67.43 8.06 71.53
9.50Q 73.37 9.UA 72.77 9.CA 71.88 9.A3 66.42 9.LX 71.38
10.0S 72.35 10.06 71.59 10.TK 71.79 10.ZH 66.02 AVG 71.26
11.0U 71.31 11.JP 71.19 11.ZH 71.52 AVG 65.57 10.0U 70.06
AVG 71.25 12.NH 70.87 12.06 71.46 11.TG 65.46 11.NZ 69.96
12.LH 70.80 13.TK 69.92 AVG 69.25 12.AI 65.31 12.JP 69.88
13.MS 70.56 AVG 69.75 13.AC 67.77 13.UA 65.30 13.AI 68.91
14.NH 70.42 14.0S 69.66 14.0Z 67.63 14.0U 63.23 14.TK 68.53
15.TK 69.70 15.0U 69.50 15.0S 67.63 15.TK 62.38 15.ET 68.15
16.ET 69.02 16.LO 68.70 16.LX 67.32 16.MS 61.82 16.AC 67.29
17.JP 68.44 17.ET 67.69 17.LH 66.54 17.AC 61.52 17.SA 67.28
18.SN 68.17 18.LX 67.20 18.TG 66.52 18.AV 60.55 18.0S 67.26
19.SA 67.74 19.AV 67.01 19.ET 65.95 19.LX 59.11 19.TG 66.85
20.LO 67.32 20.LH 65.77 20.AI 65.11 20.LH 59.04 20.LH 64.93
21.AI 66.66 21.Al 64.94 21.SA 64.27 21.ET 58.25 21.SK 64.56
22.AC 65.25 22.TG 63.24 22.SN 63.81 22.SK 57.84 22.0Z 64.13
23.SK 65.00 23.MS 61.36 23.MS 63.76 23.0S 56.92 23.A3 63.43
24.0Z 64.45 24.TP 61.28 24.SK 63.64 24.0Z 55.77 24.10 62.53
25.TG 63.47 25.SN 60.39 25.L0 61.69 25.SN 52.87 25.SN 58.29
26.06 62.80 26.S5K 59.46 26.JP 60.59 26.L0 51.63 26.MS 56.04
27.TP 60.18 27.0Z 57.20 27.AV 59.38 27.TP 47.22 27.TP 55.23 |
28.AV 59.33 28.AC 49.97 28.TP 49.33 28.1P 39.60 28.AV 54.58 |
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Cabin crew

(TOtaI CIaSS) Weighted Sample Size
Overall Cabin Crew Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 87.34 1.ZH 88.29 1.A3 86.73 1.06 85.70 1.06 87.25
2.A3 86.05 2.06 86.19 2.ZH 86.24 2.A3 84.91 2.ZH 83.81
3.NZ 81.26 3.A3 84.80 3.06 84.32 3.ZH 84.43 3.CA 80.86
4.06 80.32 4.NZ 82.65 4.BR 81.01 4.BR 80.50 4.BR 80.85
5.LH 78.89 5.BR 78.83 5.NZ 80.66 5.CM 79.62 5.NZ 80.01
6.LX 78.87 6.0S 78.76 6.LH 79.34 6.NZ 78.62 6.CM 79.90
7.0U 78.29 7.LH 78.16 7.CM 78.44 7.L.X 76.74 7.A3 76.92
8.CA 78.15 8.LX 78.01 8.LX 78.17 8.CA 76.39 8.TK 76.90
9.BR 78.13 9.TK 77.85 9.CA 78.09 9.TK 74.89 9.LX 75.69
10.TK 77.61 10.CA 77.83 10.0S 77.91 10.AV 74.79 10.50Q 75.43
11.0S 76.59 11.CM 77.62 11.0Z 76.92 11.SQ 73.74 11.NH 74.69
12.CM 74.28 12.AV 76.02 12.TK 76.58 AVG 73.18 AVG 73.87
AVG 73.99 AVG 74.08 13.50 75.58 12.NH 71.76 12.0S 73.78
13.50 73.12 13.LO 73.52 AVG 74.87 13.LH 70.57 13.0Z 72.46
14.AV 72.50 14 .NH 73.48 14.AV 74.81 14.AC 69.97 14.AV 72.20
15.LO 72.18 15.0Z 72.71 15.0U 74.53 15.SK 69.22 15.UA 72.08
16.NH 72.17 16.5Q 72.29 16.NH 72.82 16.0U 69.18 16.AC 71.52
17.UA 71.81 17.0U 71.46 17.UA 71.67 17.0Z 69.11 17.SK 69.91
18.SK 71.61 18.TP 69.47 18.SK 71.03 18.TG 68.40 18.TP 68.02
19.0Z 71.51 19.5K 69.47 19.AC 70.84 19.S5A 67.39 19.SA 68.01
20.AC 68.29 20.UA 68.78 20.LO 70.60 20.UA 66.81 20.TG 65.74
21.SN 67.82 21.AC 66.87 21.SN 70.38 21.0S 66.57 21.LO 65.32
22.TP 66.51 22.SN 66.18 22.TG 64.62 22.L.0 62.76 22.ET 61.04
23.TG 64.99 23.JP 65.65 23.TP 64.45 23.TP 62.15 23.0U 60.70
24.ET 64.54 24.TG 64.35 24.ET 64.10 24 .ET 62.06 24.]P 54.17
25.SA 63.38 25.ET 63.88 25.]P 63.04 25.SN 58.90 25.SN 51.97
26.JP 61.39 26.SA 63.21 26.SA 62.13 26.JP 55.30 26.MS 51.25 |
27.MS 59.69 27.MS 59.36 27.MS 56.83 27.MS 52.76 27.LH 49.43 \
28.AI 52.02 28.A1 47.63 28.Al 51.84 28.A1 48.06 28.A1
8
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Cabin crew

(Business Class) Weighted Sample Size
Overall Cabin Crew Satisfaction Index Benchmarking / Business Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.A3 91.30 1.BR 88.47 1.BR 89.92 1.BR 87.18 1.BR 91.29
2.BR 87.78 2.NZ 87.05 2.CM 84.81 2.NZ 85.78 2.NZ 87.70
3.NZ 86.74 3.A3 82.32 3.5Q 82.60 3.5Q 84.56 3.0S 87.22
4.0S 84.04 4.CM 81.90 4.A3 82.46 4.A3 84.54 4.ET 83.75
5.LX 82.43 5.LX 81.86 5.LX 82.26 5.CM 83.18 5.A3 82.29
6.LO 79.79 6.0S 81.74 6.NZ 82.14 6.AC 82.49 6.5Q 81.63
7.LH 79.57 7.ET 81.13 7.ET 80.83 7.L.X 81.72 7.L.X 80.73
8.5Q 79.21 8.5Q 80.82 8.SN 79.37 8.0S 81.13 8.CM 79.81
9.TK 78.53 9.LH 80.17 9.LO 78.88 9.TK 77.28 9.AC 78.00
10.AC 78.13 10.TK 79.98 10.LH 78.79 10.AV 75.87 10.SK 76.77
11.SN 76.03 11.AV 79.50 11.NH 77.95 AVG 74.58 11.TK 75.69
12.5K 75.76 AVG 76.98 12.AV 77.15 11.SA 73.19 12.NH 75.42
13.UA 75.34 12.NH 76.31 13.0Z 77.03 12.LH 71.57 AVG 75.21
AVG 75.21 13.LO 76.19 14.0S 76.96 13.TG 70.40 13.SA 74.65
14.CM 75.07 14.AC 76.15 15.TK 76.73 14.NH 70.20 14.CA 73.64
15.ET 74.15 15.5K 75.25 AVG 76.35 15.ET 69.35 15.0Z 73.59
16.CA 72.64 16.CA 73.25 16.AC 75.85 16.CA 66.71 16.AV 70.29
17.NH 71.51 17.SN 72.75 17.S5K 73.25 17.TP 66.48 17.TP 68.85
18.TG 70.34 18.UA 72.47 18.CA 72.93 18.UA 65.30 18.TG 68.43
19.AV 70.05 19.0Z 70.38 19.UA 68.01 19.0Z 64.02 19.UA 67.13
20.0Z 63.85 20.AI 70.25 20.TG 67.12 20.SK 63.59 20.AI 56.34
21.SA 63.47 21.TG 68.65 21.TP 61.22 21.AI 53.43 21.LH 56.01
22.MS 61.42 22.TP 65.39 22.Al 60.45 22.MS 52.42 22.MS 46.84
23.TP 60.46 23.SA 63.71 23.SA 59.81
24.Al 53.50 24.MS 63.46 24.MS 56.60
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Cabin crew

<3 Tna

Weighted Sample Size
Overall Cabin Crew Satisfaction Index Benchmarking / Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 87.45 1.ZH 88.07 1.A3 86.86 1.06 85.70 1.06 84.90
2.A3 85.88 2.06 86.17 2.ZH 86.11 2.A3 84.92 2.ZH 83.36
3.06 80.22 3.A3 84.88 3.06 84.32 3.ZH 83.98 3.CA 80.75
4.NZ 79.96 4 NZ 81.49 4.NZ 79.72 4.BR 78.29 4.CM 79.95
5.0U 79.42 5.0S 78.46 5.BR 79.14 5.CM 77.62 5.BR 78.87
6.LH 78.88 6.LH 77.86 6.LH 78.99 6.NZ 75.99 6.NZ 78.32
7.L.X 77.99 7.TK 77.71 7.0S 78.01 7.CA 75.96 7.TK 76.98
8.CA 77.95 8.CA 77.53 8.CA 77.78 8.LX 75.79 8.A3 76.75
9.TK 77.55 9.LX 76.98 9.LX 77.17 9.TK 74.73 9.LX 74.46
10.0S 75.85 10.BR 75.93 10.0Z 76.91 10.AV 74.58 10.NH 73.98
11.BR 75.70 11.AV 75.45 11.TK 76.57 AVG 72.67 11.SQ 73.32
12.CM 73.84 12.CM 75.21 12.0U 75.58 11.NH 71.87 AVG 73.30
AVG 73.54 AVG 73.52 13.CM 74.86 12.SK 70.54 12.AV 72.51
13.AV 72.90 13.0U 72.94 AVG 74.44 13.LH 70.28 13.0S 72.45
14.0Z 71.94 14.0zZ 72.85 14.AV 74.43 14.SQ 70.01 14.0Z 72.40
15.NH 71.60 15.L0 72.80 15.50 73.66 15.0Z 69.42 15.UA 70.82
16.LO 71.32 16.NH 72.68 16.NH 71.65 16.AC 69.08 16.AC 70.68
17.50Q 70.53 17.TP 69.93 17.UA 71.14 17.0U 68.13 17.SK 68.79
18.UA 70.32 18.5Q 69.62 18.AC 70.18 18.TG 68.03 18.TP 67.93
19.SK 69.91 19.SK 68.30 19.SN 69.81 19.SA 66.36 19.SA 66.84
20.SN 67.30 20.UA 67.44 20.LO 69.69 20.0S 65.13 20.LO 66.15
21.AC 67.28 21.AC 66.01 21.SK 69.33 21.UA 65.08 21.TG 65.23
22.TP 67.18 22.SN 65.76 22.TP 64.81 22.TP 61.67 22.0U 60.33
23.TG 64.02 23.JP 65.28 23.TG 64.08 23.ET 61.25 23.ET 58.51
24.ET 63.47 24.TG 63.54 24.SA 62.54 24.L.0 60.86 24.JP 53.30
25.5A 63.36 25.5A 63.13 25.ET 62.24 25.5N 56.65 25.MS 52.22
26.JP 61.10 26.ET 61.97 26.JP 61.50 26.JP 53.44 26.SN 50.31
27.MS 59.52 27.MS 58.46 27.MS 56.88 27.MS 52.83 27.Al 47.12 |
28.A1 51.84 28 Al 42.09 28.AI 49.56 28.A1 46.72 28.LH 46.37 [t
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Cabin Crew

(Long Haul) Weighted Sample Size
Overall Cabin-Crew Satisfaction Index Benchmarking / Total Class — Long Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.BR 82.02 1.BR 82.24 1.BR 82.15 1.BR 82.98 1.BR 82.98
2.NZ 80.08 2.NZ 80.77 2.NZ 81.04 2.NZ 78.75 2.NZ 78.75
3.0Z 77.65 3.0S 79.58 3.06 80.27 3.5Q 75.00 3.5Q 75.00
4.CM 77.52 4.LO 76.26 4.CM 79.50 4.CM 74.08 4.CM 74.08
5.LX 76.23 5.LH 76.02 5.0Z 78.64 5.TG 73.46 5.TG 73.46
6.LH 75.92 6.CM 75.40 6.LH 78.41 6.LX 72.51 6.LX 72.51
7.0S 75.54 7.L.X 74.93 7.0S 77.58 7.NH 72.28 7.NH 72.28
8.5Q 74.56 8.NH 74.52 8.5Q 77.05 8.CA 72.18 8.CA 72.18
9.LO 74.19 9.5Q 74.47 9.LX 75.75 9.0Z 72.08 9.0Z 72.08
10.NH 73.25 10.0Z 74.31 10.LO 73.02 10.AV 71.96 10.AV 71.96
11.TK 72.35 11.TK 73.97 11.NH 72.45 AVG 69.32 AVG 69.32
12.SK 71.45 AVG 69.15 12.TK 71.83 11.SK 68.17 11.SK 68.17
AVG 70.53 12.TG 67.21 AVG 71.22 12.LH 67.26 12.LH 67.26
13.SN 69.09 13.CA 65.82 13.CA 70.40 13.AC 66.56 13.AC 66.56
14.AC 68.58 14.UA 65.49 14.SN 69.80 14.UA 64.79 14.UA 64.79
15.TG 68.11 15.SK 65.46 15.ET 69.78 15.TK 64.70 15.TK 64.70
16.TP 67.63 16.AC 64.86 16.AC 69.43 16.ET 62.89 16.ET 62.89
17.CA 66.20 17.SN 63.78 17.TG 68.53 17.SN 62.63 17.SN 62.63
18.UA 66.18 18.AV 61.38 18.SK 68.02 18.SA 60.17 18.SA 60.17
19.AV 60.80 19.TP 61.15 19.UA 66.60 19.TP 58.99 19.TP 58.99
20.ET 60.61 20.ET 61.15 20.TP 62.26 20.0S 53.61 20.0S 53.61
21.MS 57.78 21.MS 58.21 21.AV 57.76 21.A1 47.77 21.A1 47.77
22.S5A 57.17 22.S5A 55.69 22.S5A 56.94 22.MS 37.14 22.MS 37.14
23.Al 52.46 23.A1 47.46 23.MS 55.18
24.A1 52.14




Cabin Crew

<3 Tna

(Short Haun Weighted Sample Size
Overall Cabin-Crew Satisfaction Index Benchmarking / Total Class — Short Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.Al 11.40 1.ZH 88.29 1.A3 86.73 1.06 85.70 1.06 85.70
2.MS 9.63 2.06 86.19 2.ZH 86.24 2.A3 84.91 2.A3 84.91
3.ET 7.19 3.A3 84.80 3.06 84.32 3.ZH 84.43 3.ZH 84.43
4.JP 6.77 4.NZ 82.83 4.NZ 80.63 4.CM 80.23 4.CM 80.23
5.UA 6.23 5.LH 79.08 5.BR 80.52 5.BR 79.43 5.BR 79.43
6.AV 5.88 6.CA 78.73 6.LH 79.74 6.NZ 78.61 6.NZ 78.61
7.TP 5.66 7.L.X 78.73 7.L.X 78.74 7.L.X 77.73 7.L.X 77.73
8.LO 5.10 8.0S 78.68 8.CA 78.67 8.CA 76.70 8.CA 76.70
9.AC 4.98 9.TK 78.14 9.CM 78.32 9.TK 75.65 9.TK 75.65
10.SN 4.88 10.CM 77.87 10.0S 77.94 10.AV 75.38 10.AV 75.38
11.TG 4.63 11.BR 77.37 11.7K 76.94 AVG 74.06 AVG 74.06
12.0U 4.25 12.AV 76.63 12.0Z 76.18 11.5Q 72.74 11.5Q 72.74
13.SA 4.15 AVG 75.11 AVG 75.63 12.LH 71.98 12.LH 71.98
14.TK 3.82 13.LO 73.29 13.AV 75.52 13.AC 70.88 13.AC 70.88
15.5Q 3.79 14.TP 73.21 14.0U 74.53 14.NH 70.87 14.NH 70.87
AVG 3.73 15.0Z 72.02 15.5Q 74.43 15.SK 69.27 15.SK 69.27
16.0Z 3.42 16.NH 71.72 16.NH 73.45 16.0U 69.18 16.0U 69.18
17.SK 3.38 17.0U 71.46 17.UA 72.94 17.SA 68.56 17.SA 68.56
18.CM 3.35 18.5Q 70.58 18.AC 71.22 18.0Z 67.83 18.0Z 67.83
19.06 3.33 19.SK 69.68 19.SK 71.19 19.0S 67.70 19.0S 67.70
20.NH 2.86 20.UA 69.61 20.SN 70.45 20.UA 67.32 20.UA 67.32
21.0S 2.50 21.AC 67.41 21.10 70.38 21.TG 66.97 21.TG 66.97
22.LX 2.48 22.SN 66.45 22.TP 65.44 22.TP 63.57 22.TP 63.57
23.CA 2.47 23.JP 65.65 23.TG 63.52 23.L0 63.52 23.L0 63.52
24.LH 2.38 24.SA 64.44 24.]P 63.04 24.ET 61.90 24.ET 61.90
25.NZ 2.20 25.ET 64.41 25.ET 63.02 25.SN 58.49 25.5N 58.49
26.BR 1.85 26.TG 63.54 26.SA 62.98 26.JP 55.30 26.JP 55.30
27.A3 1.67 27.MS 59.50 27.MS 57.04 27.MS 54.69 27.MS 54.69
28.ZH 0.99 28.A1 49.45 28.A1 48.83 28.A1 50.99 28.A1 50.99




Food & Beverages &3 Tna

(Total Class) Weighted Sample Size
Overall Food & Beverages Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 59.90 1.06 63.15 1.06 64.90 1.06 61.08 1.06 66.25
2.NZ 59.79 2.NZ 59.12 2.ZH 59.63 2.TK 58.99 2.TK 59.21
3.06 58.78 3.ZH 59.04 3.NZ 59.15 3.A3 58.19 3.NZ 57.90
4.TK 56.93 4.A3 57.99 4.0Z 56.94 4.ZH 57.91 4.A3 57.63
5.A3 55.04 5.TK 56.98 5.A3 56.50 5.NZ 56.23 5.ZH 57.15
6.5Q 53.40 6.0Z 55.45 6.TK 56.17 6.CM 55.75 6.BR 55.29
7.BR 52.92 7.BR 55.33 7.BR 54.06 7.BR 53.61 7.50Q 54.64
8.0Z 52.58 8.CM 52.61 8.5Q 53.90 8.5Q 52.50 8.CM 53.61
9.CM 50.52 9.5Q 50.80 9.CM 52.20 9.LX 51.68 9.NH 52.72
10.LX 49.32 10.NH 50.73 10.NH 51.15 10.NH 50.40 10.0Z 52.41
11.NH 48.63 11.LX 49.48 11.LX 49.75 11.AV 49.07 11.CA 50.69
12.CA 47.98 12.LH 48.31 AVG 48.41 12.TG 48.83 AVG 49.41
13.LH 47.10 13.CA 47.37 12.LH 47.87 AVG 48.55 12.LX 48.95
AVG 46.70 AVG 46.92 13.CA 47.28 13.0Z 47.96 13.TG 48.40
14.TG 45.16 14 AV 46.48 14.AV 47.07 14.CA 46.66 14.AV 47.29
15.UA 43.69 15.TG 46.02 15.UA 46.36 15.0U 46.35 15.SA 46.71
16.AV 42.34 16.UA 42.95 16.TG 46.25 16.LH 46.08 16.0U 46.63
17.MS 41.03 17.S5A 42.19 17.SN 42.69 17.SA 45.88 17.0S 45.89
18.ET 40.65 18.MS 40.59 18.AC 42.17 18.UA 44.35 18.UA 44.43
19.SA 40.33 19.AC 38.90 19.AI 42.06 19.SN 43.31 19.Al 44.21
20.0U 39.69 20.TP 38.24 20.ET 40.86 20.AC 40.16 20.ET 43.77
21.TP 39.58 21.SN 38.19 21.SA 40.32 21.ET 39.68 21.TP 41.84
22.A1 39.03 22.ET 37.57 22.MS 40.21 22.MS 39.31 22.AC 41.28
23.AC 37.24 23.0U 36.31 23.TP 39.04 23.TP 38.75 23.SN 37.13
24.SN 37.05 24.SK 36.20 24.SK 37.24 24.0S 34.96 24.SK 35.95
25.SK 36.05 25.0S 35.95 25.0U 36.92 25.A1 33.20 25.LO 35.33
26.0S 34.00 26.Al 35.72 26.0S 35.34 26.SK 32.88 26.MS 28.40
27.L0 33.20 27.L.O 34.16 27.L.0 30.83 27.LO 29.34 27.LH 21.57
28.JP 16.24 28.JP 17.26 28.1P 21.61 1
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(Business Class) Weighted Sample Size
Overall Food & Beverages Satisfaction Index Benchmarking / Business Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ 78.67 1.BR 77.21 1.NZ 77.03 1.NZ 79.29 1.NZ 77.77
2.L.X 68.68 2.NZ 76.52 2.BR 75.44 2.BR 73.21 2.0S 67.90
3.BR 67.55 3.A3 66.53 3.L.X 67.93 3.TK 68.38 3.BR 65.69
4.TK 65.17 4.5Q 64.62 4.5Q 67.10 4.5Q 65.83 4.TK 65.38
5.5Q 64.80 5.TK 64.35 5.TK 64.79 5.A3 63.37 5.50 64.83
6.0S 63.48 6.0S 63.83 6.0Z 64.33 6.0S 59.08 6.CM 59.30
7.A3 63.01 7.LH 62.94 7.0S 63.18 7.AC 58.93 7.A3 58.68
8.LH 61.65 8.AC 62.14 8.LH 62.57 8.CM 57.86 8.NH 58.32
9.AC 58.86 9.LX 61.90 9.ET 61.94 9.NH 57.50 9.AC 57.67
10.LO 57.78 10.CM 61.00 10.CM 60.37 10.LX 56.73 10.ET 57.18
AVG 56.67 11.NH 58.22 11.NH 60.06 AVG 54.85 11.TP 57.13
11.NH 55.75 12.LO 58.08 12.AC 59.39 11.LH 53.79 12.0Z 56.31
12.ET 54.89 AVG 57.89 13.A3 58.67 12.TG 53.74 AVG 54.44
13.CM 53.83 13.ET 57.22 AVG 58.09 13.AV 52.95 13.LX 54.42
14.UA 52.45 14.0Z 55.34 14.L.O 57.94 14.UA 49.69 14.UA 53.20
15.0Z 51.90 15.AV 55.02 15.SN 53.90 15.SA 49.07 15.SA 52.59
16.AV 51.30 16.TG 51.52 16.AV 52.34 16.TP 47.50 16.Al 52.17
17.TG 50.54 17.TP 50.99 17.SA 52.28 17.ET 42.84 17.TG 51.72
18.SN 49.32 18.UA 50.77 18.TG 49.18 18.CA 41.15 18.AV 49.40
19.TP 48.61 19.SN 49.50 19.AI 47.64 19.5K 39.82 19.CA 47.66
20.CA 46.96 20.AI 49.34 20.TP 44.87 20.AI 39.72 20.SK 40.61
21.MS 45.83 21.S5K 48.52 21.CA 43.59 21.0Z 38.20 21.MS 23.48
22.SA 41.49 22.SA 47.38 22.5K 43.13 22.MS 35.15 22.LH 14.95
23.5K 39.44 23.MS 45.95 23.UA 42.04
24.Al 32.65 24.CA 43.18 24.MS 38.91
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Weighted Sample Size

Overall Food & Beverages Satisfaction Index Benchmarking / Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 59.73 1.06 63.27 1.06 64.90 1.06 61.08 1.06 66.55
2.06 58.65 2.ZH 59.11 2.ZH 58.46 2.TK 58.38 2.TK 58.80
3.TK 56.38 3.A3 57.72 3.0Z 56.47 3.A3 58.02 3.A3 57.60
4.NZ 55.98 4.TK 56.49 4.A3 56.44 4.ZH 56.84 4.ZH 56.40
5.A3 54.79 5.0Z 55.44 5.TK 55.59 5.CM 54.56 5.BR 52.65
6.0Z 52.65 6.NZ 54.52 6.NZ 54.63 6.LX 50.31 6.0Z 52.17
7.BR 49.79 7.BR 49.16 7.5Q 49.91 7.0Z 48.59 7.NZ 51.31
8.50 49.46 8.NH 48.89 8.BR 49.13 8.NZ 48.52 8.50 51.22
9.CM 48.71 9.CM 47.68 9.NH 48.85 9.AV 48.26 9.NH 50.31
10.CA 47.28 10.CA 46.57 10.CM 47.44 10.NH 48.08 10.CM 50.24
11.NH 46.31 11.LX 46.13 AVG 46.56 11.0U 47.95 11.CA 49.71
AVG 44.64 12.5Q 45.52 11.CA 46.42 12.TG 47.92 AVG 48.13
12.LX 44.53 13.AV 45.01 12.AV 46.17 13.BR 47.68 12.TG 47.73
13.TG 44.03 14.TG 44.89 13.TG 45.62 AVG 47.03 13.LX 47.65
14.LH 42.93 AVG 44.87 14.LX 45.11 14.5Q 46.85 14.AV 46.93
15.AV 40.83 15.LH 44.76 15.LH 44.20 15.CA 45.74 15.SA 45.54
16.AI 40.41 16.S5A 41.17 16.UA 43.18 16.SA 45.27 16.0S 43.43
17.SA 40.10 17.UA 39.85 17.SN 40.77 17.LH 44.38 17.A1 42.40
18.MS 40.00 18.MS 39.36 18.AI 40.70 18.MS 40.27 18.ET 42.18
19.0U 39.79 19.TP 36.84 19.MS 40.50 19.UA 39.75 19.0U 41.98
20.UA 39.59 20.0U 36.54 20.AC 39.54 20.ET 39.32 20.UA 40.38
21.ET 39.02 21.SN 36.46 21.ET 38.51 21.SN 38.61 21.TP 40.17
22.TP 38.61 22.AC 35.59 22.TP 38.36 22.TP 37.75 22.AC 39.17
23.SN 35.07 23.ET 35.30 23.SA 38.04 23.AC 37.62 23.SN 37.02
24.AC 34.45 24.0S 33.07 24.0U 37.30 24.0S 32.27 24.1L.0 34.67
25.SK 31.57 25.A1 32.18 25.0S 32.32 25.A1 31.52 25.5K 32.96
26.0S 30.77 26.S5K 31.53 26.SK 32.18 26.SK 29.48 26.MS 29.56
27.L0 29.62 27.LO 30.16 27.L0 26.09 27.L0 24.27 27.LH 22.02
28.JP 14.21 28.JP 14.45 28.JP 16.80
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Food & Beverages

<3 Tna

(Long Ha ul) Weighted Sample Size
Overall Food & Beverages Satisfaction Index Benchmarking / Total Class —Long Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ 68.47 1.NZ 67.04 1.06 67.18 1.NZ 63.14 1.BR 82.98
2.0Z 62.86 2.0Z 62.02 2.0Z 65.27 2.BR 62.04 2.NZ 78.75
3.BR 61.88 3.BR 61.68 3.0S 64.40 3.L.X 59.24 3.5Q 75.00
4.LX 59.78 4.L0 61.42 4.LX 63.16 4.TK 57.58 4.CM 74.08
5.0S 58.54 5.TK 61.05 5.TK 61.56 5.5Q 55.91 5.TG 73.46
6.TK 57.92 6.LX 59.67 6.BR 59.69 6.TG 54.74 6.LX 72.51
7.LO 55.66 7.0S 59.67 7.5Q 58.21 7.CM 53.83 7.NH 72.28
8.CM 55.52 8.LH 54.87 8.NZ 57.19 8.0Z 53.19 8.CA 72.18
9.5Q 55.15 9.5Q 54.26 9.LO 55.34 9.NH 51.10 9.0Z 72.08
10.LH 51.37 10.TG 52.05 10.LH 55.04 10.LH 50.87 10.AV 71.96
11.SN 50.32 11.NH 51.96 11.CM 54.84 AVG 49.21 AVG 69.32
AVG 50.27 12.CM 49.80 12.SN 52.24 11.AV 48.12 11.SK 68.17
12.TG 50.26 AVG 49.78 AVG 52.20 12.5K 48.02 12.LH 67.26
13.TP 49.84 13.MS 47.89 13.NH 51.63 13.SA 47.45 13.AC 66.56
14.NH 47.96 14.SN 46.48 14.AC 51.07 14.ET 44.44 14.UA 64.79
15.ET 44.28 15.ET 44.67 15.TG 50.25 15.CA 43.95 15.TK 64.70
16.UA 43.99 16.AC 44.43 16.UA 49.47 16.UA 43.08 16.ET 62.89
17.AC 43.31 17.UA 42.97 17.ET 43.65 17.AC 42.91 17.SN 62.63
18.SK 43.30 18.SK 40.40 18.TP 43.39 18.0S 38.69 18.SA 60.17
19.SA 42.14 19.TP 40.04 19.CA 42.61 19.TP 38.47 19.TP 58.99
20.CA 40.49 20.SA 39.63 20.AI 42.21 20.MS 32.72 20.0S 53.61
21.MS 39.89 21.CA 38.49 21.SK 40.87 21.A1 32.36 21.AI 47.77
22.A1 39.43 22.AV 38.39 22.MS 39.66 22.MS 37.14
23.AV 39.01 23.A1 34.75 23.AV 39.63
24.SA 34.12
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Food & Beverages &3 Tna

(Short Haul) Weighted Sample Size
Overall Food & Beverages Satisfaction Index Benchmarking / Total Class —Short Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.JP 42.06 1.06 63.15 1.06 64.90 1.06 61.08 1.06 61.08
2.LO 26.55 2.ZH 59.04 2.ZH 59.63 2.TK 59.10 2.TK 59.10
3.ET 19.70 3.NZ 58.09 3.NZ 59.42 3.A3 58.19 3.A3 58.19
4.SK 19.30 4.A3 57.99 4.A3 56.50 4.ZH 57.91 4.ZH 57.91
5.0S 17.95 5.TK 56.65 5.TK 55.74 5.CM 55.96 5.CM 55.96
6.0U 17.26 6.CM 52.94 6.0Z 53.31 6.NZ 55.33 6.NZ 55.33
7.SN 17.13 7.0Z 52.58 7.CM 51.90 7.BR 49.99 7.BR 49.99
8.TP 16.97 8.BR 52.54 8.BR 51.67 8.50 49.73 8.50 49.73
9.MS 15.85 9.NH 48.45 9.5Q 50.37 9.L.X 49.64 9.L.X 49.64
10.AC 15.64 10.CA 48.06 10.NH 50.27 10.AV 49.32 10.AV 49.32
11.UA 15.43 11.SQ 47.99 11.CA 47.65 11.NH 49.14 11.NH 49.14
12.AI 15.29 12.AV 46.88 AVG 47.53 AVG 48.38 AVG 48.38
13.CM 13.90 13.LX 46.80 12.AV 47.44 12.TG 47.10 12.TG 47.10
14.AV 13.65 14.Al 46.58 13.LX 46.27 13.CA 46.88 13.CA 46.88
AVG 12.88 AVG 46.24 14.UA 45.45 14.0U 46.35 14.0U 46.35
15.LH 12.68 15.LH 45.21 15.TG 45.12 15.0Z 45.66 15.0Z 45.66
16.SA 12.22 16.TG 44.23 16.LH 44.54 16.SA 45.59 16.SA 45.59
17.TK 11.73 17.UA 42.94 17.SA 41.47 17.UA 44.72 17.UA 44.72
18.0Z 11.30 18.SA 42.66 18.AI 40.49 18.LH 43.79 18.LH 43.79
19.CA 11.08 19.MS 39.67 19.ET 40.32 19.AI 42.41 19.AI 42.41
20.TG 10.56 20.TP 37.41 20.MS 40.28 20.SN 40.51 20.SN 40.51
21.L.X 10.12 21.AC 36.94 21.SN 39.54 21.MS 40.20 21.MS 40.20
22.NZ 10.07 22.0U 36.31 22.AC 38.96 22.AC 39.19 22.AC 39.19
23.BR 9.30 23.ET 36.19 23.TP 37.01 23.TP 38.89 23.TP 38.89
24.A3 8.93 24.5K 35.80 24.0U 36.92 24.ET 38.75 24.ET 38.75
25.ZH 8.70 25.SN 35.57 25.5K 36.90 25.0S 34.57 25.0S 34.57
26.5Q 8.30 26.0S 33.65 26.0S 32.47 26.SK 31.52 26.SK 31.52
27.NH 7.10 27.LO 31.04 27.L.O 28.10 27.L.O 25.12 27.L0O 25.12 |
28.06 4.84 28.1P 17.26 28.1P 21.61 l
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Entertainment <3 Tna
(TOtaI CIaSS) Weighted Sample Size
Overall Entertainment Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ 63.19 1.NZ 68.83 1.NZ 67.52 1.AV 65.51 1.AV 66.09
2.AV 62.20 2.AV 62.90 2.AV 65.66 2.NZ 62.16 2.06 63.45
3.TK 57.64 3.BR 60.76 3.50 61.31 3.TK 61.66 3.BR 63.16
4.50Q 57.38 4.5Q 60.11 4.BR 60.65 4.50Q 59.92 4.NZ 61.58
5.06 55.01 5.06 60.00 5.TK 59.88 5.06 57.11 5.50 61.07
6.BR 53.05 6.TK 58.83 6.06 53.05 6.BR 55.36 6.TK 59.45
7.0Z 50.70 7.AC 50.14 7.NH 52.00 7.AC 50.84 7.AC 54.57
8.LH 49.05 8.LH 49.54 8.LH 51.05 8.UA 49.63 8.NH 53.21
AVG 46.30 AVG 47.82 9.AC 50.73 AVG 48.27 9.LO 51.92
9.AC 46.05 9.NH 46.22 AVG 49.43 9.LX 46.82 AVG 49.43
10.NH 45.76 10.0Z 45.86 10.0Z 48.72 10.LH 46.53 10.UA 47.82
11.CA 44.34 11.UA 45.36 11.UA 45.57 11.NH 45.85 11.CA 47.49
12.UA 44.11 12.CA 44.95 12.TG 45.18 12.CM 42.71 12.ZH 46.84
13.TG 43.32 13.ZH 42.31 13.CA 43.25 13.0Z 42.31 13.0Z 46.06
14.CM 41.92 14TG 41.78 14.CM 42.59 14.TG 42.20 14.0S 45.99
15.ZH 39.36 15.LX 39.89 15.ZH 41.38 15.CA 42.12 15.TG 43.34
16.SN 38.88 16.LO 38.21 16.LX 40.13 16.SN 40.55 16.CM 42.93
17.TP 37.83 17.CM 37.37 17.0S 39.95 17.ZH 39.55 17.LX 40.39
18.LX 37.31 18.0S 36.53 18.ET 39.65 18.MS 35.78 18.ET 38.08
19.ET 37.23 19.TP 36.07 19.MS 37.70 19.ET 35.49 19.TP 35.29
20.MS 36.17 20.ET 35.77 20.TP 35.82 20.TP 33.60 20.SK 34.30
21.0S 35.05 21.MS 34.18 21.LO 34.86 21.SK 32.03 21.AI 33.57
22.LO 33.12 22.SN 32.43 22.SN 33.87 22.0S 29.42 22.SA 29.18
23.S5K 27.44 23.JP 28.48 23.SK 32.60 23.A3 24.49 23.MS 29.01
24.]P 25.31 24.SA 27.63 24.A1 30.68 24.SA 22.37 24.SN 28.54
25.A1 24.25 25.A1 25.27 25.0U 26.46 25.L.0 21.47 25.LH 15.58
26.SA 23.78 26.SK 24.81 26.SA 23.26 26.A1 15.58 26.A3 15.24
27.A3 22.51 27.A3 23.68 27.A3 20.56
28.0U 18.83
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Entertainment
(Business Class)

<3 Tna

Weighted Sample Size

Overall Entertainment Satisfaction Index Benchmarking / Business Class (Q417-Q418)

Qai7 Q118 Q218 Q318 Q418
AL CSI(%) AL CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ 71.34 1.BR 67.50 1.BR 69.93 1.NZ 73.52 1.BR 68.68
2.AV 62.84 2.NZ 66.90 2.AV 68.98 2.UA 64.56 2.NZ 67.14
3.BR 61.28 3.5Q 64.79 3.NZ 65.59 3.AV 63.18 3.50 64.11
4.5Q 59.99 4.AV 64.34 4.5Q 63.35 4.BR 62.43 4.TK 63.20
5.TK 57.55 5.TK 60.49 5.TK 62.04 5.5Q 59.32 5.AV 60.21
6.SN 48.41 6.AC 54.73 6.AC 54.29 6.TK 55.55 6.NH 51.96
7.UA 46.17 7.LH 51.55 7.0S 53.72 7.AC 53.18 7.AC 51.64
8.LH 45.55 8.0S 50.48 AVG 50.24 AVG 47.19 8.UA 49.21
AVG 44.32 AVG 48.45 8.NH 48.79 8.NH 43.00 AVG 47.68
9.NH 42.59 9.UA 47.67 9.LH 48.78 9.CM 37.66 9.5K 45.31
10.CM 42.21 10.NH 45.23 10.5K 46.72 10.5K 37.62 10.ET 43.57
11.TP 41.65 11.LX 38.87 11.CM 45.46 11.LX 37.44 11.TG 39.90
12.AC 39.74 12.MS 38.71 12.UA 41.53 12.LH 36.46 12.LX 38.95
13.0Z 39.55 13.CM 38.10 13.SN 41.26 13.TG 35.66 13.0Z 37.27
14.0S 38.80 14.7P 37.95 14.07 40.97 14.ET 34.30 14.CM 36.67
15.L0 38.77 15.L0 36.74 15.TG 39.23 15.7P 33.56 15.CA 35.83
16.TG 37.85 16.TG 36.63 16.CA 37.46 16.MS 27.38 16.0S 35.08
17.LX 36.97 17 Al 36.08 17.ET 37.26 17.0Z 27.15 17.TP 27.71
18.ET 36.91 18.SN 33.81 18.LX 35.59 18.CA 23.98 18.AI 25.35
19.CA 36.35 19.ET 33.80 19.TP 34.93 19.SA 15.42 19.SA 19.56
20.MS 29.77 20.0Z 31.84 20.SA 33.92 20.AI 11.15 20.LH 2.64
21.SK 24.80 21.5K 29.03 21.L0 27.25
22.SA 15.80 22.5A 28.62 22.MS 26.63
23.Al 13.14 23.CA 28.09 23.Al 14.62
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Entertainment <3 Tna

Weighted Sample Size
Overall Entertainment Satisfaction Index Benchmarking / Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.AV 62.10 1.NZ 67.23 1.NZ 65.59 1.AV 65.97 1.AV 66.96
2.NZ 61.85 2.AV 62.69 2.AV 65.13 2.TK 62.10 2.06 62.39
3.TK 57.65 3.06 59.90 3.SQ 59.91 3.SQ 59.79 3.BR 60.77
4.5Q 55.68 4.TK 58.69 4.TK 59.67 4.NZ 59.46 4.S0 59.60
5.06 54.86 5.BR 57.39 5.BR 57.54 5.06 57.11 5.TK 59.19
6.0Z 51.39 6.5Q 57.36 6.NH 53.48 6.LX 51.20 6.NZ 57.45
7.BR 50.08 7.AC 49.86 7.06 53.05 7.AC 50.80 7.AC 55.07
8.AC 46.84 AVG 47.13 8.AC 50.39 8.BR 50.52 8.NH 53.72
9.LH 46.80 8.LH 47.02 9.0Z 49.20 AVG 47.89 9.LO 49.95
10.NH 46.56 9.0Z 46.76 AVG 48.75 9.UA 47.05 AVG 49.18
AVG 45.93 10.NH 46.10 10.LH 47.56 10.NH 46.94 10.UA 47.74
11.CA 44.16 11.CA 44.84 11.TG 46.03 11.LH 46.89 11.0S 47.50
12.TG 44.10 12.UA 44.08 12.UA 44.50 12.CM 45.42 12.CA 47.16
13.UA 42.18 13.TG 42.61 13.CA 42.85 13.0Z 43.32 13.0Z 46.61
14.CM 41.73 14.ZH 42.22 14.ZH 41.74 14.TG 43.28 14.CM 46.20
15.ZH 39.25 15.LO 39.72 15.LX 41.14 15.CA 41.86 15.ZH 46.09
16.MS 37.39 16.LX 39.57 16.CM 40.96 16.SN 41.65 16.TG 43.99
17.TP 37.28 17.CM 37.00 17.ET 39.90 17.ZH 38.96 17.LX 40.79
18.ET 37.28 18.ET 36.03 18.MS 39.82 18.MS 38.08 18.ET 37.39
19.L.X 36.62 19.TP 35.80 19.0S 36.61 19.ET 35.62 19.TP 36.31
20.SN 36.61 20.0S 33.87 20.TP 35.93 20.TP 33.60 20.AI 35.60
21.0S 34.10 21.MS 33.23 21.LO 34.55 21.0S 30.57 21.SK 31.68
22.10 30.76 22.SN 32.15 22.A1 34.52 22.SK 29.68 22.MS 31.41
23.JP 27.48 23.JP 29.37 23.SN 31.16 23.A3 24.57 23.SA 31.22
24.SK 27.12 24.SA 27.41 24.SK 27.54 24.SA 23.40 24.SN 29.29
25.A1 26.92 25.A3 23.83 25.5A 20.65 25.A1 16.63 25.LH 21.39
26.SA 25.93 26.SK 23.61 26.A3 20.34 26.A3 14.70
27.A3 22.97 27.A1 22.81

28.0U 19.28 28.0U 21.87



Entertainment <3 Tna
(Long Haul) Weighted Sample Size
Overall Entertainment Satisfaction Index Benchmarking / Total Class — Long Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ 67.45 1.NZ 73.11 1.06 73.75 1.NZ 67.46 1.NZ 67.46
2.TK 63.91 2.TK 67.97 2.NZ 70.80 2.TK 64.23 2.TK 64.23
3.CM 57.34 3.BR 64.19 3.TK 70.63 3.AV 60.92 3.AV 60.92
4.BR 57.15 4.5Q 64.03 4.BR 70.57 4.BR 58.17 4.BR 58.17
5.50Q 57.05 5.AV 59.31 5.50Q 64.13 5.50Q 58.06 5.50Q 58.06
6.LH 56.88 6.0S 58.56 6.LH 60.86 6.UA 54.98 6.UA 54.98
7.0Z 53.49 7.LH 55.93 7.0S 59.61 7.CM 53.13 7.CM 53.13
8.AV 53.47 8.UA 54.43 8.AV 57.81 8.LH 52.11 8.LH 52.11
9.0S 50.17 9.AC 51.72 9.AC 57.72 9.AC 49.59 9.AC 49.59
10.UA 50.01 AVG 49.67 10.UA 54.90 10.LX 48.62 10.LX 48.62
AVG 48.28 10.0Z 49.04 11.NH 54.61 AVG 48.50 AVG 48.50
11.NH 47.67 11.NH 47.73 AVG 53.16 11.NH 46.94 11.NH 46.94
12.TG 46.68 12.ET 47.25 12.0Z 52.84 12.TG 46.80 12.TG 46.80
13.LX 45.48 13.LX 46.39 13.LO 51.19 13.CA 45.82 13.CA 45.82
14.TP 44.90 14.LO 45.41 14.LX 50.10 14.ET 45.27 14.ET 45.27
15.AC 44.72 15.TG 45.30 15.CM 48.70 15.0Z 45.21 15.0Z 45.21
16.LO 44.44 16.CA 44.62 16.TG 48.30 16.SK 43.96 16.SK 43.96
17.SK 43.77 17.CM 44.08 17.SK 47.73 17.TP 38.99 17.TP 38.99
18.SN 41.69 18.MS 43.97 18.CA 45.77 18.0S 32.59 18.0S 32.59
19.CA 41.17 19.SN 41.97 19.SN 45.34 19.SA 24.33 19.SA 24.33
20.MS 39.66 20.SK 40.77 20.ET 45.04 20.AI 15.02 20.AI 15.02
21.ET 36.52 21.TP 40.22 21.TP 42.10
22.SA 27.61 22.A1 25.28 22.MS 37.82
23.Al 24.18 23.SA 23.94 23.A1 30.63
24.SA 19.24
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Entertainment <3 Tna

(Short Haul) Weighted Sample Size
Overall Entertainment Satisfaction Index Benchmarking / Total Class — Short Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.LO 48.93 1.NZ 68.32 1.NZ 67.14 1.AV 66.80 1.AV 66.80
2.SK 46.29 2.AV 63.09 2.AV 66.09 2.NZ 61.54 2.NZ 61.54
3.TP 45.28 3.06 60.00 3.50Q 58.97 3.50Q 61.47 3.5Q 61.47
4.1P 42.68 4.BR 58.99 4. TK 58.34 4. TK 61.37 4. TK 61.37
5.S5A 40.38 5.TK 57.55 5.BR 55.71 5.06 57.11 5.06 57.11
6.0U 39.72 6.5Q 56.79 6.06 53.05 6.BR 53.92 6.BR 53.92
7.0S 39.65 7.AC 49.59 7.AC 48.39 7.AC 51.26 7.AC 51.26
8.LH 38.40 AVG 47.08 AVG 48.07 AVG 48.18 AVG 48.18
9.Al 36.56 8.CA 44.99 8.0Z 46.63 8.UA 47.13 8.UA 47.13
10.A3 34.87 9.0Z 44.23 9.NH 46.25 9.LX 44.57 9.LX 44.57
11.SN 32.30 10.NH 42.79 10.TG 44.16 10.NH 43.50 10.NH 43.50
12.L.X 30.16 11.ZH 42.31 11.CA 42.97 11.CA 41.70 11.CA 41.70
13.UA 29.14 12.UA 41.18 12.CM 41.54 12.CM 41.15 12.CM 41.15
14.ET 25.90 13.TG 40.61 13.ZH 41.38 13.0Z 40.85 13.0Z 40.85
15.CM 25.19 14.CM 36.20 14.UA 41.33 14.TG 40.64 14.TG 40.64
16.MS 25.14 15.ET 32.83 15.ET 38.38 15.ZH 39.55 15.ZH 39.55
AVG 18.34 16.MS 32.65 16.MS 37.67 16.MS 35.68 16.MS 35.68
17.AC 17.11 17.LX 31.48 17.A1 31.61 17.ET 33.34 17.ET 33.34
18.ZH 16.57 18.LO 31.06 18.0S 27.36 18.LH 32.50 18.LH 32.50
19.0Z 15.83 19.SA 28.93 19.LX 26.46 19.SK 27.96 19.SK 27.96
20.CA 15.66 20.LH 28.73 20.0U 26.46 20.0S 27.62 20.0S 27.62
21.TK 14.54 21.JP 28.48 21.S5A 25.13 21.AI 26.76 21.AI 26.76
22.NH 14.02 22.TP 25.39 22.LH 23.81 22.A3 24.49 22.A3 24.49
23.06 12.70 23.A1 25.23 23.SK 23.73 23.SA 21.67 23.SA 21.67
24.TG 12.33 24.A3 23.68 24.A3 20.56 24.TP 18.39 24.TP 18.39
25.BR 11.34 25.0S 23.58 25.TP 20.06

26.AV 8.45 26.0U 21.27 26.L0 17.64

27.5Q 7.95 27.SN 17.72 27.SN 16.44

28.NZ | 5.57 28.SK 16.79 1
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Cabin Comfort
(Total Class)

<3 Tna

Weighted Sample Size

Overall Cabin Comfort Satisfaction Index Benchmarking / Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 72.17 1.ZH 71.59 1.06 72.05 1.AV 71.28 1.BR 69.40
2.06 70.61 2.AV 70.92 2.AV 70.23 2.ZH 69.86 2.AV 67.91
3.NZ 68.08 3.NZ 70.40 3.BR 68.11 3.BR 69.19 3.NZ 67.88
4.AV 66.90 4.06 68.10 4.ZH 66.72 4.NZ 68.10 4.06 67.49
5.BR 66.62 5.BR 67.81 5.NZ 65.42 5.06 68.06 5.ZH 65.42
6.A3 65.34 6.TK 62.72 6.TK 63.03 6.A3 63.85 6.CM 65.27
7.T7K 61.64 7.CM 61.17 7.NH 62.32 7.CM 62.29 7.5Q 62.97
8.CA 60.58 8.A3 60.04 8.50 61.38 8.NH 61.38 8.NH 62.33
9.5Q 59.21 9.LO 59.18 9.0Z 61.06 9.5Q 60.96 9.CA 61.77
10.CM 58.95 10.CA 58.92 10.CA 59.69 10.TK 60.34 10.TK 59.78
11.0Z 58.65 11.5Q 58.26 11.A3 59.68 AVG 58.66 11.A3 58.88
12.NH 58.25 12.NH 58.26 12.CM 59.57 11.CA 58.00 12.LX 58.62
AVG 56.82 13.0Z 57.71 AVG 58.57 12.LX 57.04 AVG 58.23
13.LX 56.44 AVG 57.59 13.LH 57.48 13.TG 56.05 13.TG 57.59
14.LH 56.24 14.LX 57.42 14.LX 56.92 14.0Z 55.91 14.0Z 57.44
15.L.0 55.82 15.LH 56.09 15.SN 54.15 15.AC 53.04 15.0S 53.72
16.TG 53.99 16.0S 55.96 16.ET 53.89 16.SA 50.94 16.UA 52.07
17.ET 53.39 17.TG 55.40 17.0S 53.80 17.UA 50.78 17.ET 51.71
18.0S 52.89 18.ET 54.36 18.LO 53.58 18.ET 50.65 18.AC 51.59
19.UA 52.56 19.5A 50.82 19.TG 53.53 19.LH 50.56 19.SA 50.15
20.SN 50.97 20.UA 50.80 20.AC 52.26 20.0S 48.26 20.SK 49.48
21.0U 50.13 21.SN 50.31 21.UA 51.98 21.S5K 48.17 21.10 46.07
22.MS 49.17 22.MS 50.19 22.0U 50.72 22.0U 47.74 22.LH 45.98
23.SK 48.73 23.SK 49.93 23.SK 49.75 23.SN 47.05 23.TP 43.50
24.SA 47.74 24.JP 49.48 24.SA 49.16 24.LO 45.13 24.SN 40.74
25.AC 47.63 25.AC 48.91 25.MS 46.91 25.MS 42.25 25.0U 40.59
26.TP 44.37 26.TP 43.11 26.A1 43.66 26.TP 42.17 26.MS 40.36
27.A1 42.46 27.0U 42.29 27.JP 41.22 27.A1 38.85 27.A1 38.76 |
28.JP 39.29 28.A1 38.39 28.TP 40.31 28.JP 31.73 28.]P ~30.54 R
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Cabin Comfort <3 Tna

(BUSI“ESS CIaSS) Weighted Sample Size
Overall Cabin Comfort Satisfaction Index Benchmarking / Business Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.NZ 84.02 1.BR 84.73 1.NZ 83.66 1.NZ 84.50 1.NZ 87.90
2.BR 83.05 2.NZ 83.46 2.BR 79.82 2.BR 82.82 2.BR 81.54
3.LO 71.51 3.AV 76.19 3.AV 76.65 3.AV 79.30 3.CM 72.14
4.ET 67.84 4.AC 71.16 4.ET 73.68 4.5Q 71.79 4.LH 71.12
5.AV 67.74 5.ET 70.06 5.NH 72.23 5.AC 70.48 5.50 70.86
6.5Q 67.33 6.CM 69.63 6.AC 68.59 6.NH 70.39 6.NH 69.34
7.NH 66.17 7.NH 68.34 7.5Q 67.31 7.CM 68.49 7.AV 68.79
8.UA 65.41 8.5Q 68.13 8.TK 65.74 AVG 65.44 8.AC 68.76
9.AC 65.32 9.A3 65.90 9.CM 65.27 8.TK 65.43 9.A3 68.46
10.CM 65.18 10.LO 64.49 10.0Z 64.01 9.UA 64.74 10.0S 67.32
11.LX 64.25 AVG 63.86 AVG 63.20 10.A3 63.97 11.ET 64.76
12.A3 63.97 11.TK 63.54 11.A3 61.43 11.ET 62.36 AVG 64.15
13.TK 62.94 12.LH 61.61 12.1L0 61.16 12.A1 59.68 12.TG 61.30
14.SN 62.19 13.LX 61.20 13.SA 60.50 13.LX 58.94 13.LX 60.75
AVG 61.46 14.SN 60.39 14.LX 59.43 14.TG 58.83 14.UA 60.65
15.TG 59.70 15.S5A 59.77 15.UA 58.89 15.LH 55.69 15.TK 58.26
16.LH 58.22 16.TG 59.58 16.TG 57.94 16.0S 53.16 16.SK 57.26
17.0S 57.33 17.CA 58.19 17.0S 57.28 17.0Z 50.90 17.0Z 57.20
18.0Z 54.55 18.UA 57.40 18.LH 56.30 18.SK 48.76 18.CA 53.45
19.CA 52.24 19.0S 56.48 19.CA 54.63 19.5A 48.28 19.S5A 51.70
20.SK 51.10 20.AI 54.70 20.SK 51.26 20.CA 45.88 20.TP 39.41
21.MS 50.29 21.5K 53.77 21.SN 49.87 21.MS 36.47 21.AI 35.71
22.A1 49.29 22.MS 53.53 22.MS 43.72 22.TP 33.32 22.MS 33.50
23.SA 44.47 23.0Z 52.56 23.AI 42.84
24.TP 41.51 24.TP 42.56 24.TP 38.27




Cabin Comfort

<3 Tna

Weighted Sample Size
Overall Cabin Comfort Satisfaction Index Benchmarking / Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.ZH 71.94 1.ZH 71.49 1.06 72.05 1.AV 69.73 1.06 67.99
2.06 70.56 2.AV 70.06 2.AV 69.18 2.ZH 68.96 2.AV 67.77
3.AV 66.76 3.06 68.04 3.ZH 65.89 3.06 68.06 3.BR 66.32
4.NZ 65.42 4.NZ 67.37 4.BR 64.91 4.BR 64.73 4.ZH 64.44
5.A3 65.38 5.TK 62.67 5.TK 62.86 5.A3 63.85 5.NZ 62.54
6.BR 62.34 6.BR 62.65 6.NZ 61.72 6.NZ 62.90 6.CM 61.41
7.TK 61.56 7.A3 59.86 7.0Z 60.87 7.TK 60.01 7.CA 61.28
8.CA 60.13 8.CA 58.14 8.A3 59.62 8.CM 58.80 8.TK 59.88
9.0Z 58.90 9.LO 58.12 9.CA 59.37 9.NH 57.60 9.50 59.61
10.SQ 55.65 10.0Z 58.03 10.SQ 59.32 10.CA 57.54 10.NH 58.81
AVG 55.51 11.CM 56.41 11.NH 59.15 AVG 57.17 11.A3 58.58
11.CM 55.44 12.LX 56.36 AVG 57.52 11.L.X 56.73 12.LX 57.92
12.LX 54.56 AVG 56.18 12.CM 56.36 12.50Q 56.55 13.0Z 57.45
13.LO 54.55 13.0S 55.91 13.LH 56.28 13.0Z 56.24 14.TG 56.91
14.LH 54.54 14.TG 54.59 14.LX 56.02 14.TG 55.54 AVG 56.65
15.NH 54.30 15.LH 54.31 15.SN 54.43 15.SA 51.41 15.0S 52.38
16.TG 52.89 16.NH 53.63 16.0U 53.86 16.AC 50.86 16.ET 50.26
17.0S 52.45 17.5Q 53.61 17.0S 53.46 17.LH 49.42 17.SA 49.88
18.ET 51.79 18.ET 52.62 18.LO 52.84 18.ET 49.35 18.AC 49.59
19.0U 51.26 19.JP 49.82 19.TG 52.66 19.SK 48.30 19.SK 48.27
20.SN 50.25 20.SN 49.66 20.ET 51.69 20.0S 47.77 20.LO 46.09
21.MS 49.09 21.SK 49.54 21.AC 50.24 21.0U 46.35 21.UA 45.85
22.SA 48.32 22.MS 49.45 22.SK 48.83 22.SN 45.83 22.TP 43.96
23.SK 47.53 23.SA 49.24 23.MS 47.61 23.L0 43.55 23.MS 41.86
24.UA 46.56 24.AC 46.62 24.UA 47.27 24.MS 43.52 24.0U 41.06
25.AC 45.99 25.UA 45.02 25.5A 47.17 25.UA 43.40 25.SN 39.84
26.TP 44.68 26.0U 43.73 26.A1 43.69 26.TP 43.15 26.A1 39.53
27.A1 40.93 27TP 43.17 27.TP 40.54 27.A1 33.64 27.LH 39.12
28.JP 38.07 28.Al 34.33 28.]P 39.72 28.1P 31.45 28.JP 29.73
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Cabin Comfort
(Long Haul)

<3 Tna

Weighted Sample Size

Overall Cabin Satisfaction Index Benchmarking / Total Class —Long Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.BR 67.37 1.LO 70.48 1.BR 70.15 1.BR 71.77 1.BR 71.77
2.NZ 66.90 2.BR 69.80 2.NH 62.36 2.SN 69.86 2.SN 69.86
3.0Z 61.64 3.NZ 66.54 3.0Z 62.35 3.NZ 64.60 3.NZ 64.60
4.NH 60.22 4.0S 62.46 4.NZ 62.12 4.AV 63.14 4.AV 63.14
5.LO 59.10 5.5Q 60.23 5.5Q 62.00 5.NH 62.00 5.NH 62.00
6.0S 57.88 6.NH 59.93 6.06 59.03 6.CM 60.09 6.CM 60.09
7.5Q 57.21 7.0Z 59.34 7.TK 58.48 7.SK 57.70 7.SK 57.70
8.CM 57.12 8.TK 57.54 8.0S 58.46 8.5Q 57.44 8.5Q 57.44
9.TK 56.39 O.ET 56.47 9.LH 57.46 9.0Z 56.54 9.0Z 56.54
10.TG 54.85 10.CM 55.97 10.CM 56.15 10.TG 55.97 10.TG 55.97
11.LH 53.83 11.LH 55.90 11.SN 55.45 AVG 54.79 AVG 54.79
12.SK 53.16 12.MS 53.88 AVG 55.39 11.LX 54.61 11.LX 54.61
AVG 53.03 13.TG 53.54 12.L.O 55.31 12.UA 53.94 12.UA 53.94
13.SN 51.82 AVG 52.98 13.MS 55.26 13.ET 53.88 13.ET 53.88
14.ET 51.20 14.UA 51.67 14.AC 55.00 14.AC 53.84 14.AC 53.84
15.UA 51.14 15.AC 51.20 15.TG 54.80 15.LH 51.79 15.LH 51.79
16.LX 49,51 16.AV 51.01 16.UA 54.70 16.CA 48.45 16.CA 48.45
17.AC 49,26 17.LX 50.97 17.ET 54.69 17.TK 46.35 17.TK 46.35
18.MS 47.49 18.SK 49,91 18.SK 51.71 18.0S 38.43 18.0S 38.43
19.AV 46.96 19.SN 48.35 19.CA 51.61 19.AI 37.85 19.Al 37.85
20.CA 46.36 20.CA 42.68 20.LX 49,70 20.SA 36.34 20.SA 36.34
21.TP 42.67 21.A1 37.67 21.AV 47.74 21.TP 33.85 21.TP 33.85
22.Al 42.40 22.TP 37.13 22.A1 43.70 22.MS 30.13 22.MS 30.13
23.SA 35.89 23.SA 36.73 23.TP 35.67
24.SA 29.51
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Cabin Comfort

<3 Tna

(Short Haul) Weighted Sample Size
Overall Cabin Satisfaction Index Benchmarking / Total Class —Short Haul (Q417-Q418)
Q417 Q118 Q218 Q318 Q418
A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.JP 18.46 1.AV 71.75 1.06 72.05 1.AV 72.98 1.AV 72.98
2.UA 13.76 2.ZH 71.59 2.AV 71.17 2.ZH 69.86 2.ZH 69.86
3.Al 12.02 3.NZ 70.78 3.BR 67.23 3.NZ 68.45 3.NZ 68.45
4.TP 11.53 4.06 68.10 4.NZ 65.75 4.BR 68.09 4.BR 68.09
5.AC 10.79 5.BR 66.97 5.TK 63.37 5.06 68.06 5.06 68.06
6.0U 10.56 6.TK 63.11 6.NH 62.25 6.A3 63.85 6.A3 63.85
7.MS 10.42 7.CM 61.75 7.5Q 60.89 7.5Q 63.73 7.5Q 63.73
8.ET 9.75 8.CA 60.14 8.0Z 60.51 8.CM 62.53 8.CM 62.53
9.SA 8.62 9.A3 60.04 9.CA 60.30 9.TK 61.39 9.TK 61.39
10.0Z 8.61 10.LX 58.93 10.CM 59.94 10.NH 60.32 10.NH 60.32
11.CM 8.00 AVG 58.55 11.A3 59.68 AVG 59.54 AVG 59.54
12.0S 7.78 11.LO 58.19 AVG 59.24 11.CA 58.72 11.CA 58.72
13.LO 7.41 12.0Z 57.01 12.LX 58.61 12.LX 57.61 12.LX 57.61
14.TK 6.98 13.50 56.72 13.LH 57.49 13.TG 56.07 13.TG 56.07
15.SN 6.94 14.LH 56.16 14.SN 54.01 14.0Z 55.64 14.0Z 55.64
AVG 6.76 15.TG 55.92 15.ET 53.74 15.SA 53.32 15.SA 53.32
16.NH 6.61 16.NH 55.43 16.LO 53.43 16.AC 52.83 16.AC 52.83
17.SK 6.15 17.0S 55.40 17.0S 53.40 17.ET 50.03 17.ET 50.03
18.LX 5.79 18.ET 53.96 18.TG 53.18 18.LH 50.03 18.LH 50.03
19.TG 5.70 19.SA 53.11 19.SA 52.36 19.UA 49.99 19.UA 49.99
20.A3 4.98 20.UA 50.58 20.AC 51.53 20.0S 49.11 20.0S 49.11
21.AV 4.84 21.SN 50.52 21.0U 50.72 21.AI 48.91 21.AI 48.91
22.CA 4.72 22.SK 49.93 22.SK 49.65 22.0U 47.74 22.0U 47.74
23.50 4.58 23.MS 49.73 23.MS 45.87 23.SK 47.66 23.5K 47.66
24.lLH 4.53 24.]P 49.48 24.A1 43.30 24.TP 45.90 24.TP 45.90
25.NZ 3.75 25.AC 48.30 25.TP 42.41 25.SN 44.51 25.S5N 44.51
26.06 3.66 26.TP 45.80 26.JP 41.22 26.LO 44.19 26.L0O 44.19
27.ZH 2.10 27.A1 45.69 27.MS 43.75 27.MS 43.75
28.BR 1.97 28.0U 42.29 28.]P 31.73 28.JP 31.73 |
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Baggage Handling

<3 Tna

(TOtaI Cl aSS) Weighted Sample Size
Overall Baggage Handling Index Benchmarking /Total Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.JP 78.50 1.NZ 76.58 1.NZ 77.05 1.NZ 74.70 1.0S 78.11
2.NZ 77.46 2.BR 74.33 2.JP 75.08 2.ZH 72.63 2.ZH 76.65
3.UA 72.66 3.CM 72.76 3.BR 74.81 3.BR 71.89 3.NZ 75.82
4.ZH 72.15 4.5Q 71.53 4.ZH 74.40 4.CM 71.86 4.06 74.14
5.BR 71.59 5.JP 70.84 5.CM 74.21 5.50 70.95 5.CM 73.68
6.S0Q 71.56 6.0S 70.07 6.UA 73.27 6.0U 67.82 6.BR 73.46
7.0S 71.38 7.ZH 69.95 7.AV 72.18 7.UA 67.55 7.UA 72.55
8.CM 70.18 8.AV 69.80 8.5Q 72.16 8.CA 66.76 8.5Q 71.84
9.LX 69.62 9.0U 69.52 9.06 70.37 9.06 66.18 9.CA 70.99
10.CA 69.00 10.LO 68.50 10.LO 69.88 10.AV 65.69 10.AC 68.14
11.0U 68.17 11.06 68.36 11.0U 68.90 11.SA 65.24 11.L.X 68.14
12.AC 67.94 12.TK 67.93 12.CA 68.72 AVG 64.92 AVG 67.63
13.L0 67.31 13.UA 67.13 13.0S 68.02 12.NH 62.65 12.TK 65.25
AVG 67.15 14.LH 66.83 AVG 67.78 13.LH 62.27 13.AV 65.04
14.LH 67.13 AVG 65.44 14.LH 67.74 14.0Z 61.69 14.ET 64.11
15.A3 66.78 15.L.X 65.00 15.0Z 66.43 15.A3 61.42 15.NH 64.08
16.06 66.73 16.A3 64.26 16.LX 65.99 16.0S 61.33 16.0U 63.70
17.AV 66.15 17.CA 64.02 17.7K 65.89 17.TG 61.31 17.TP 62.86
18.TK 63.51 18.NH 61.64 18.AC 64.27 18.AI 61.20 18.LH 62.37
19.SA 63.45 19.S5A 61.35 19.ET 63.92 19.TK 60.35 19.S5A 62.29
20.0Z 63.27 20.AC 60.89 20.NH 63.62 20.LX 59.46 20.0Z 61.76
21.TP 62.85 21.0Z 60.88 21.A3 63.03 21.AC 59.38 21.A3 61.36
22.NH 62.58 22.TP 60.69 22.5K 62.75 22.SN 58.28 22.TG 61.17
23.MS 61.14 23.SK 58.21 23.SA 62.46 23.TP 57.36 23.SK 61.11
24.SK 61.13 24.TG 57.40 24.TP 60.02 24.ET 57.12 24.LO 59.45
25.ET 60.33 25.A1 57.10 25.SN 58.46 25.L0 56.63 25.MS 57.28
26.TG 59.74 26.ET 56.96 26.TG 57.78 26.SK 54.84 26.A1 56.93
27.SN 58.47 27.SN 56.39 27.A1 57.63 27.JP 52.74 27.SN 48.26
28.Al 57.23 28.MS 56.09 28.MS 54.47 28.MS 50.88 L
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Baggage Handling

<3 Tna

(Business Class) Weighted Sample Size
Overall Baggage Handling Index Benchmarking /Business Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.BR 79.70 1.BR 86.90 1.BR 81.87 1.BR 87.54 1.0S 91.84
2.SA 73.80 2.50 74.60 2.CM 76.98 2.Al 84.85 2.LH 88.53
3.50Q 73.23 3.AC 74.22 3.AV 76.89 3.5Q 73.65 3.BR 82.87
4.AC 71.98 4.0Z 70.85 4.5Q 74.46 4.NZ 71.99 4.NZ 74.52
5.NZ 71.35 5.CM 69.81 5.0Z 72.06 5.CM 69.45 5.50 73.79
6.LX 70.54 6.Al 68.50 6.NZ 71.36 6.AC 68.57 6.CM 69.58
7.UA 69.75 7.AV 66.92 7.SA 69.76 7.0Z 67.98 7.AC 69.56
8.0Z 68.23 8.NZ 66.75 AVG 67.69 AVG 64.43 8.UA 69.32
9.CM 66.07 9.LX 66.17 8.LH 66.91 8.0S 63.82 9.5A 69.30
AVG 65.83 AVG 65.22 9.NH 65.71 9.AV 63.58 10.0Z 69.30
10.0S 64.17 10.0S 64.86 10.AC 64.59 10.NH 63.32 AVG 68.74
11.CA 63.99 11.NH 63.80 11.0S 62.93 11.UA 63.13 11.L.X 68.73
12.TP 63.49 12.UA 63.16 12.LX 61.62 12.TG 63.11 12.NH 67.95
13.TG 63.16 13.TK 62.54 13.A3 61.04 13.LX 62.64 13.ET 63.53
14.NH 62.94 14.LH 62.11 14.1.0 60.52 14.SA 61.55 14.TG 63.36
15.TK 62.54 15.L0 62.10 15.UA 60.04 15.LH 54.51 15.TP 63.06
16.MS 61.96 16.TP 60.19 16.TG 59.96 16.TK 52.23 16.CA 62.08
17.L0 61.45 17.CA 59.67 17.7K 58.50 17.CA 48.69 17.AV 59.14
18.AI 61.42 18.TG 58.77 18.AI 57.81 18.A3 47.67 18.TK 57.86
19.LH 59.57 19.MS 58.48 19.ET 57.30 19.SK 45.47 19.SK 56.64
20.AV 58.02 20.SA 55.47 20.SK 57.09 20.MS 44.61 20.A3 50.49
21.SN 55.72 21.SK 55.46 21.CA 56.29 21.ET 43.35 21.AI 50.22
22.A3 55.10 22.A3 52.56 22.TP 53.77 22.TP 42.53
23.SK 53.50 23.ET 50.68 23.MS 51.57
24.ET 53.46 24.SN 45.53 24.SN 46.58
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Baggage Handling
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Weighted Sample Size
Overall Baggage Handling Index Benchmarking /Economy Class (Q417-Q418)
Q417 Q118 Q218 Q318 Q418

A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%) A/L CSI(%)
1.JP 79.53 1.NZ 77.62 1.NZ 77.39 1.CM 73.13 1.0S 76.83
2.NZ 77.61 2.CM 74.26 2.JP 74.12 2.ZH 72.52 2.ZH 76.80
3.UA 73.02 3.JP 72.19 3.ZH 74.12 3.NZ 72.13 3.06 76.37
4.CM 72.44 4.BR 71.09 4.UA 73.97 4.5Q 69.76 4.CM 75.89
5.0S 72.34 5.ZH 70.73 5.BR 73.31 5.UA 68.41 5.NZ 75.74
6.ZH 71.90 6.0S 70.73 6.CM 72.75 6.BR 68.07 6.CA 71.47
7.0U 69.89 7.0U 70.67 7.AV 71.45 7.0U 67.96 7.BR 71.30
8.50 69.76 8.5Q 70.32 8.50 71.12 8.CA 67.58 8.5Q 71.25
9.CA 69.55 9.AV 70.25 9.LO 71.08 9.06 66.18 9.UA 71.23
10.BR 69.45 10.LO 68.67 10.0U 70.37 10.AV 66.07 10.LX 67.78
11.1L.X 69.34 11.06 68.58 11.06 70.37 11.SA 65.94 11.AC 67.49
12.LH 69.30 12.TK 68.29 12.CA 69.10 AVG 64.78 AVG 67.17
13.LO 67.54 13.LH 68.04 13.0S 68.63 12.LH 64.42 12.AV 65.98
14.AV 67.40 14 UA 67.17 14.LH 67.55 13.NH 61.95 13.TK 65.73
15.AC 67.19 AVG 65.38 AVG 67.53 14.A3 61.85 14.0U 65.59
AVG 67.10 15.A3 64.62 15.LX 66.87 15.0Z 61.32 15.ET 64.17
16.A3 67.09 16.LX 64.60 16.TK 66.46 16.0S 61.06 16.NH 63.13
17.06 66.55 17.CA 64.39 17.0Z 66.09 17.TG 60.94 17.TP 62.83
18.TK 63.58 18.SA 62.45 18.ET 64.59 18.TK 60.89 18.SK 62.65
19.0Z 62.97 19.NH 61.03 19.AC 63.77 19.LX 59.25 19.A3 61.68
20.TP 62.77 20.TP 60.75 20.A3 63.08 20.TP 59.05 20.0Z 61.31
21.NH 62.33 21.0Z 60.25 21.SK 62.98 21.ET 58.63 21.SA 61.00
22.5K 61.77 22.SK 59.25 22.NH 62.60 22.AC 58.47 22.TG 60.76
23.SA 61.74 23.AC 59.23 23.S5A 60.96 23.L0O 56.99 23.LO 59.33
24.ET 61.12 24 .ET 57.72 24.TP 60.74 24.SN 56.75 24.A1 58.48
25.MS 61.10 25.SN 57.31 25.SN 59.33 25.5K 55.89 25.MS 57.20
26.TG 58.99 26.TG 57.07 26.A1 57.59 26.A1 55.47 26.LH 54.34

27.SN 58.69 27.MS 55.60 27.TG 57.30 27.MS 52.28 27.SN 48.02 |

28.AI 56.13 28.AI 54.59 28.MS 55.10 t
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Check-in

Gold Priority Check-in

Positive
e HMNTIVSANSA AuneuuInls
e Separated row and fast in the process of Check-in
(TG930/BKK-CDG/22-0Oct-2018/ECONOMY CLASS)
e MABAzNITANUaiNaLazlAILULINANNA
(TG634/NRT-BKK/29-Nov-2018/BUSINESS CLASS)

Check-in counter
Positive
o WMNTILSANSA AuneuuInl

e The smile that greeted you (TG557/SGN-BKK/21-Nov-2018/BUSINESS CLASS)

e wilnoudnuenuwanla Wanudandalunsidaduiiluationn
(TG673/KIX-BKK/21-Nov-2018/ECONOMY CLASS)

« 015 WiTAUFN W Vit uARaduaziuaIE
(TG658/BKK-ICN/16-Dec-2018/ECONOMY CLASS)
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&3 Tna
Check-in

Check-in counter
Negative
o wilnouwaalign I LiadTelvianuiisasnis
e As I have recently had knee surgery at check in I specifically requested an isle seat
beside my wife so I can stretch and move about.. When we got on the plane we
found we had been allocated two window seats in different rows - one behind the
other. Fortunately I was able to swap with another passenger but we were not able to
sit together which was extremely disappointing.
(TG491/BKK-AKL/12-Oct-2018/ECONOMY CLASS)
o daduiailnasiaaiAulil
o Munndadusninadlulsedn wszuaraInnsauiiiuniendudu TG621 wiagidasu
aaulaiuua) Asae'ly Drop nssiihiivenimasadd wadfdoa (weiaaninuuuiilils’
induaaulatininau) msidawmnimasidadudin vialuftlabitdaduis iy auunde
surniuaglanaamdadunau Snntenileras gold w3a business class 61319 Ands
Banylaaa1sann economy lidadusialiladlaanzrasinelitan 4 sasuaniy gold

member #3a business atinatfien 1iN13316i@91u priority gold #5a business class fiau

weig1d1379 A3an economy luiiavaudn gold w3a business anAlMENELA AaY il
Uaaaig'liae q (TG621/MNL-BKK/20-Oct-2018/ECONOMY CLASS)




Check-in & Tnu

Check-in Online
Positive
«  Tladne &zenn 530157
.« Tafonudne fvayarsasiuiinilulszlamisasildusnans
(TG659/ICN-BKK/6-Oct-2018/BUSINESS CLASS)
« quick and convenience (TG410/SIN-BKK/2-Nov-2018/ECONOMY CLASS)
« Easy check in process (TG491/BKK-HKG/12-Nov-2018/ECONOMY CLASS)
«  &rannauna (TG491/BKK-HKG/9-Oct-2018/ECONOMY CLASS)

Negative
.« doruenn, \§anvitelails, aan boarding ai'le
« Can not book my seat (TG413/BKK-SIN/13-Nov-2018/ECONOMY CLASS)
* You can't actually receive boarding passes when you check in online.
(TG466/MEL-BKK/19-Nov-2018/ECONOMY CLASS)
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<3 Tna

Lounge

LOUNGE

Positive o
e 211152928 LAYLATAYANMRAINNANE WaISUTaIRLANA UFUITIANITH
e Variety of foods and drink. Lovely! (TG961/ARN-BKK/01-Dec-2018/BUSINESS CLASS)

e WNVIUUTNTA
e Very nice and service minded personnel. (TG962/BKK-ARN/08-Dec-2018/BUSINESS
CLASS)

Negative
- vassusaudn Lifivavaruin vt WilasunsdFudlse Lisgeainauna Waeinlidgvaa

« 0Old and not comfortable.(TG615/PEK-BKK/21-Oct-2018/BUSINESS CLASS)
« The lounge was not clean (TG642/BKK-NRT/08-Dec-2018/BUSINESS CLASS)
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<3 Tna
BOARDING

Boarding
Positive

«  wianulglaliusnisé vinounais denuiuiiaadw

o WinsugnIwUITnunn(TG103/CNX-BKK/07-Oct-2018/ECONOMY CLASS)

«  wilnvuildsendud (TG110/BKK-CNX/08-Nov-2018/ECONOMY CLASS)

. AT wavhawdangawaaInwTnouay
(TG960/BKK-ARN/04-Dec-2018/BUSINESS CLASS)

«  wilnvulusnisrad (TG408/SIN-BKK/03-Dec-2018/ECONOMY CLASS)

. msdesufsuingiugTaaansanuuadIfiievin i laesnslasuanuazan
Wt Adadui counterlalusnisuazagung syuislszaueu
(TG677/NRT-BKK/14-Dec-2018/ECONOMY CLASS)
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<3 Tna
BOARDING

Boarding

Negative
o winouliduuwen Vigulalusans

« staff were rude, seemed to be confused about what they were doing
(TG483/BKK-PER/13-Dec-201/ECONOMY CLASS)

- Lifimsdaardunisduiaiag
- msdaasgleasstueiasfianuiuing daludszaaliigiaaansdumuauitefny we
Afinsdaas Wi laaasidauite lildszulunsdaaaduiadaciiug dundaslillsian
VI TULAANITINRINRTZTNI N LALRNITUINY.
(TG682/BKK-HAN/01-Nov-2018/ECONOMY CLASS)
e Difficult to know where to go in gate and when different rows were being called.
(TG461/BKK-MEL/05-Nov-201/ECONOMY CLASS)
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<3 Tna
CABIN CREW

Positive
- mshiudnsiia dhambagieasans Guuduwanla 1dlaginoans

- anulalalunnnaasdaauadnisliusnisuaswiinousausundiiguanutaiag
aaannN1staUNIY (TG974/BKK-DME/20-Oct-2018/BUSINESS CLASS)

.« ANPRAUANAIINGDINTT LALRIIINEIARINITININ AMsuEAIsTgA W wasldla
(TG925/MUC-BKK/05-Nov-2018/BUSINESS CLASS)

- BiudnsawsuasA3adfumNiisasaa gnwiiuduiag
(TG640/BKK-NRT/09-Dec-2018/BUSINESS CLASS)

Negative
«  winvuligulaliuzans wilnounaaagIUAILEE96Y

- Lifimsquatanlalgqnd Lifianudauiansagnal n1susasi lulasuaNINaTIY
snunsiuduinuasian AsuARINIEMINLILandeaNN LinTaNTIazusATRNAD
(TG212/HKT-BKK/07-Oct-2018/ECONOMY CLASS)
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<3 Tna
CABIN COMFORT

Positive
.« p3aviului avan
- ity Anuazana. Auad (TG629/HKG-BKK/02-Dec-2018/BUSINESS CLASS)
+  &zana (TG483/BKK-PER/18-Oct-2018/ECONOMY CLASS)
Negative
. a3asiiuiin Auiineuasias anmasau wasbidu anilsn wWaslaaasinn
- maluedasiu anudulina sau ernlluazanndy msliniinauidaanuumuizauuas
annanelueIaviiusie (TG649/FUK-BKK/06-Oct-2018/ECONOMY CLASS)
» Cleanliness of foldable table. It still had a lot of food from previous flight smeared all over it!
(TG917/LHR-BKK/09-Oct-2018/ECONOMY CLASS)
« old plane, not well equipped with modern personal TV screen. It is obsolete. Seat recliner
was poor. (TG349/BKK-ISB/20-Oct-2018/ECONOMY CLASS)
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<3 Tna
FOOD & BEVERAGES

Positive
. 21sasan uwanAdavhuinanw
o wavLlienwNufIREG6 (TG404/SIN-BKK/21-Oct-2018/ECONOMY CLASS)
« Good wine list and quality food (TG473/BKK-BNE/18-Nov-2018/BUSINESS CLASS)
¢ DIMWT9aU T8UAA &vana (TG923/FRA-BKK/03-Nov-2018/ECONOMY CLASS)
Negative
¢ 2117 liasas 2T ke Kinaa1MT LAY anwsvaAull
- awshidga finduan wasfisamardnann (TG671/CTS-BKK/22-Oct-2018/ECONOMY CLASS)
o sRALRIMEIAURIRINNT LRULEIAULNAY (TG639/HKG-BKK/23-Oct-2018/ECONOMY CLASS)
- naewsdasdaisunduieniuanniafenndungommw
(TG676/BKK-NRT/16-Dec-2018/BUSINESS CLASS)
» The choice of Indian Vegetarian meal could be better, especially the Paneer dish.. Being a
frequent traveler of Thai airways, I get to eat the same meal on every Thai flight I fly. . It is

kind if boring.. like you change the movie every month, pls change the food too.. also add

some South Indian dish option to the menu.
(TG621/MNL-BKK/17-Nov-2018/ECONOMY CLASS)
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<3 Tna
IFE

Positive
o dANUnAINRALAINMWEUAT LANF NTIENLAN
o wilviusle 1&a9d (TG917/LHR-BKK/21-Nov-2018/ECONOMY CLASS)
« I enjoyed the selection of movies and tv shows, as well as the information section.
(TG628/BKK-HKG/23-0Oct-2018/ECONOMY CLASS)
* Good service and Good movie or game. (TG960/BKK-ARN/21-Nov-2018/ECONOMY CLASS)

- aalna aweulda
« aalug Mwantda duilalniglvig (TG945/FCO-BKK/08-Oct-2018/ECONOMY CLASS)

Negative
o AWAUATLAN aNIAUNW LUALAT FTuUYinIuZNNN

» Poor and very often outdated selection of the inflight entertainment (music).
(TG930/BKK-CDG/04-0ct-2018/ECONOMY CLASS)

« Too old movies and music (TG954/BKK-OSL/26-Nov-2018/ECONOMY CLASS)

* Monitor is so small and not low resolution
(TG325/BKK-BLR/06-Oct-2018/ECONOMY CLASS)
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<3 Tna
BAGGAGE HANDLING

Positive
- uinsnas Ludassaunu uasehidanne
« lasunsuilhigy uazaslusaning (TG970/BKK-ZRH/18-Oct-2018/ECONOMY CLASS)
« anunais lisassansyiihuuiiuly (TG338/MAA-BKK/15-Nov-2018/ECONOMY CLASS)
« No waiting time for baggage...very fast.
(TG556/BKK-SGN/29-Nov-2018/ECONOMY CLASS)
Negative
« aszihi&awne ldunenu priority
« asuih&uniszaas silver wiiazéia tag priority (f119) Alufisetamiazisee u12hnin wia
winAuTaaansdndau q tHulszdn adneiilisiafia tag priority &9 Wnauidindunas
silver member fladasuladunisinseiihuwinduglnaaisau q Undnlide tag weina'l
121331 avéim tag priority &i291Uvinlu luiadlanssiihwsanaudunseihinaansida tag
wa2'l6152339 Huanne tag ddu wavtiu gold w3a ¢ business dwivinifu
(TG621/MNL-BKK/20-Oct-2018/ECONOMY CLASS)
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Contact Point

<3 Tna

Any questions/assistance, please contact :

Function Phone E-mail Address
SZ-R 69 3673-75 bkkszroffice@thaiairways.com
69 4278

Oct-Dec18
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