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OVERALL SATISFACTION

OVERALL SATISFACTION
OVERALL SATISFACTION
OVERALL SATISFACTION
ACCESS

ACCESS

ACCESS

ACCESS

CHECE-IN {at this airport)
CHECE-IN {at this airport)
CHECK-IN |at this airport)
PASSPORT/PERSOMAL ID CONTROL
PASSPORT/PERSONAL ID CONTROL
SECURITY

SECURITY

SECURITY

SECURITY

FINDING YOUR WAY
FINDING YOUR WAY
FINDING YOUR WAY
FINDING YOUR WAY
AIRPORT FACILITIES
AIRPORT FACIUITIES
AIRPORT FACILITIES
AIRFORT FACILITIES
AIRPORT FACILITIES
AIRPORT FACILITIES
AIRPORT FACILITIES
AIRFORT FACILITIES
AIRPORT FACILITIES
AIRPORT FACIUITIES
AIRPFORT FACILITIES
AIRFORT ENVIROMNMENT
AIRFORT ENVIROMNMERNT
ARRIVAL SERVICES
ARRIVAL SERVICES
ARRIVAL SERVICES

SUMMARY TABLE - AVERAGE

Overall Satisfaction

Overall Satisfaction Business

Overall Satisfaction Leisure

Overall Satisfaction Other + Leisure

Q7A. Ground transportation to/from airport
O7B. Parking facilities

Q7C. ViM of parking facilities

Q7D. Availability of baggage carts/trolleys

Q7E. Waiting time in check-in queue/line

Q7F. Efficiency of check-in staff

Q7G. Courtesy and helpfulness of check-in staff
Q7H. Waiting time at passport/personal |D inspection
071. Courtesy and helpfulness of inspection staff
Q7). Courtesy and helpfulness of security staff
Q7K. Thoroughness of security inspection

O7L. Waiting time at security inspection

Q7M. Feeling of being safe and secure

Q7M. Ease of finding your way through airport
Q70. Fight information screens

Q7P. Walking distance inside the terminal

070. Ease of making connections with other flights
Q7R. Courtesy and helpfulness of airport staff
Q75. Restaurant/Eating facilities

Q7T. viM of restaurant/eating fadilities

Q7U. Availability of bank/ATM facilities/money changers
Q7V. Shopping facilities

Q7FW. ViM of shopping facilities

Q77X Internet access,'Wi-Fi

Q7Y. Business/Executive lounges

Q7Z. Availability of washrooms/toilets

Q7AA. Cleanliness of washrooms/toilets

Q7BB. Comfort of waiting/gate areas

Q7CC. Cleanliness of airport terminal

Q7DD. Ambience of the airport

Q10A. Passport/ID inspection

Q108. Speed of baggage delivery

Q10C. Customs inspection

5,00
4,56
4,59
4,48
4,65
4,62
4,66
4,70
4,70
4 74
4,70
4,70
4,70
4,73
4,67
4,69
4,53
4,58
4 71
4,59
4,55
4,72
4,59
4,60
4,72
4,75
4,82
4,83
4,83
4,93
4,89
4,88
4,92
4 a1

4,42

4,59
4,65
4,64
4,67
4,68
4,67
4,64
4,70
4,65
4,66
4,40
4,40
4,72
4,57
4,50
4,71
4,55
4,50
4,68
4,74
4,81
4,81
4,81
4,89
4,88
4,81
4,76
4,72

5,00
4,68
4,70
4,71
4,76
4,70
4 71
4,79
4,77
4,78
4,72
4,77
4,72
4 55
4,77
4,76
4,67

4 81
4,77
4,71
4,80
4,76
4,74
4,79
4,83
4,86
4,85
4,84
4,89
4 91
4,86
4,84

5,00
4,55
4,55
4,49
4,66
4,64
4,67
4,70
4,66
4,71
4,70
4,70
4,68
4,73
4,68
4,72
4,48
4,57
4,74
4,50
4,44
4,71
4,50
4,49
4,66
4,73
4,75
4,77
4,79
4,97
4,97
4,74
4,67
4,76
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0,02
007

471
4,69
4,72
4,70
471
4,68
4,73
4,69
471
4,52
4,54
4,74
4,61
4,55
4,74
4,60
4,58
471
4,76
4,81
4,82
4,82
4,92
4,91
4,82
4,80
4,81
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O CHl 2020 =473
|
OCH 021 4 81
3
C5l Interpretation
4,30 = 5,00 = Very Satighed 3
340 — 4.19 = Sotighed
.E.El']—iuﬂ" F“r
L)~ 1.5 = Mot Sotmfied
Lx] I.H-lluld-l:i:ln:qﬂd'mniﬂ'
1
PASSEMGER  COCKPIT CREW STATION COMCESSIOMAIRE CARGO C5I
bAAR S ER
Csl
Cs5l 2017 413 400 431 4.33 4.25 417
5l 2018 4 28 405 449 4.M 457 4._4%5
51 2019 4.7 493 448 4.78 4.41 A1
51 2020 d, S d4.58 4.51 4,592 4.9 q.73
C51 2021 [RECENT YEAR| 4.8 d. 74 4.78 1.92 d.36 4. 81

Weight : Possenger 60%, Cockpit Crew 10%, Stotion Monoger I10%, Conoessionaire 10%, Cargo 10%
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INDEKS KEPUASAN PENUMPANG
TERHADAP BANDAR UDARA 5RG
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INDEKS KEPUASAN COCKPIT CREW

TERHADAP BANDAR UDARA SRG SRG COCKPIT CREW IMPORTANCE-PERFORMANCE AMALYSIS

#Avichridge services
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PAPI ¥
. sGuidance signs/light
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=
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Agron cleaniines « # Taiwary/fapron marking
» Runmwary igin

o Taniway/apron pavemant ..F'E"ﬂill- : EHHET'.

Runway ight 8 [N - -

Runway signs C [INEGIGNINGNG
Landing comfon D [N .o
Clearvey.

Facibithes | Stopiay,

apron cleanlines | [INNENGG -

RESA E

Tatwary/apron pavernent F [N !
Taxbway/apron light G [N .
Guidance signs/ight | (IR .
Aviohridge services £ [N .3

448

100

Taxiway/apron marking H NG i
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Parmenuhan hakkewaliban A

Pebryanan sdministrasi B N 1 37

Rasa arman usaha C NN 3
Hubungan dan kemunikasi D I 15

Penanganan keluhan £ . o2

Protokol kesehatan F I
Kemudahan logistik G I -
Ruang usaha H I 1.3
AC ruang usaha | G .7
Tekkpmunikasinterpet) I 5
Listrik & |—
Aur L [ -
Toilet M T 15
Musola N I

Sikap staf bandara O N 450

Sikap Petugas Security P I
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SRG CONCESSIONAIRE IMPORTANCE-PERFORMANCE ANALYSIS

1ﬂhrlk _ * Protokal kesshatan sfemudshan logistik
FPemenuhan hak/owa)iban

Telekamnikazifintermet

Rudrig
% Tailet

Sikap Petugas Security

Musalas

Rasa aman usahas|s Pelaganan adminisirasi

Iluhumn ﬁlﬁmﬂmm'

il ruang usaha

Penanganan keluhan

100
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sEtem sirkulas k-il"ﬂ'ﬂ. I 45T

Aktesbilitas terminal kango B aa——— L 71

“alaletak ruang kargo O EEEEEEE————— L 55

Fambu fan display informasi [ S —-— L A1

SLA E I £ Y1

INDEKS KEPUASAN PELANGGAN KARGO
TERHADAP TERMINAL KARGD 5RG

:
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Standar safety-securiyy G T ——— .
Hu b ungan dan komunikasi H - EEE—— G,
Penanganan keluhan | | SS— 56
Protokol kesehatan ) EE —— G 0

Fasilitas parkir . —
Area konsumen | I 5,00

Toilet M I

K-Ray kargo N ——

Akurasi timbangan O ESEE—— 5,00
Forklift, pallet, cart, dil P S —— 50
Fasilitas peryimpanan O S — - i1

Efmiensi kargo masuk/keluar F S .57
Mmhamn{p&neran&anﬂ: I 5,00

Kemiaan/ketinggian lantai S SSSS——

Eebersihan terminal kargo T S— 0

Sikap staf kargo L) ESS— L 1

Skap Petugas Security V' IE— 5,101

KEFLMAS AN LIRLIRG . £ 315

m!l‘mupﬂ‘,‘,_._uu I’L:'i.lt:“ui .. Sirea kansumen I:L

Pencahayaan/penerangan HW"‘EL‘"'F'HIETMI sl

Kebersikan terminal ka

fkiarasi I1£hllrll|-ill1'liI e
Fumhudm display

Slkap staf kargo
wFasilitas parki Pen ketluh ¥-Ri

Wﬁuﬁmll Tailet” nperE Hﬁlm:unﬁrr'#;anﬂn o ¥ kargoy

4.7
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SRG CARGO IMPORTANCE-PERFORMANCE ANALYSIS
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