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LAX —T1 Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 3.80 (-0.18vs Q3 2023) Overall Experience: 3.83 (-0.01vs Q3 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Securltﬁ %(Zreenlng Dining the Airport Emotional State
sl 3.52 : 3.26 3.83
o
¥ | | | 4.35
h 3.46
> ! [
| : |
o | : N
N m : 1
Q . . : Negative Neutral  Positive
Domestic  International ‘I‘-“' | Czeg;-"n Pass?)glr’?gr(/)ntrol Gat3e 'g‘rzeas Atr/rA]\(I)rSSPrltere : Emotions Emotions Emotions
O ' 3.94 ' 3.78 |
Overall Satisfaction : i Passenger
by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 415
% Index Index Index : Sl '
409 38 366 % i 3.|83 4.|O6 3.|90 Happy 3.90
E i m m A | Excited 3.58
g {é} % ' Confident 3.89
7 {e}
Business Leisure Personal < Relaxed 3.91

" Results cannot be presented due to the very small sample (<10)
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LAX — T2 Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 3.75 +o03svs 320230 | Overall EXperience: 3.76 (+0.38 vs Qs 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Security Screening Dining the Airport Emotional State
bl 3.58 4.13 3.26 3.57
8 | | | 4.45
N 3.52
> I I I I
| ! |
o : : N
g I | |
! . . I Negative Neutral Positive
Domestic  International - Check-in Border/ Gate Areas Alrport : Emotions Emotions Emotions

o 3.87 Passport Control 3.34 Atmosphere |
O 4.02 3.60

Overall Satisfaction : ! Passenger

by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 412
% Index Index Index : Sl '

392 376 0 3.78 4.19 3.84 : Happy 3.81
T | | | ,
- m m A | Excited 3.29
A (« I @ % ' Confident 3.59
7 {e}
Business Leisure Personal < Relaxed 3.38

" Results cannot be presented due to the very small sample (<10)
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LAX — T3 Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 3.88 (-0.06 vs @3 2023) Overall Experience: 3.69 (0.04vs Q3 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Secunté 58(38“3‘3”'”9 Dining the Airport Emotional State
bl 3.95 . 3.08 3.89
o | I I
O 4.20
3.88 N 3.32
- |
o : : N
AN m : :
! . . I Negative Neutral Positive
Domestic  International 2 | Check-in Border/ Gate Areas Alrport : Em%tions Emotions Emotions
c 3.83 Passport Control 3.80 Atmosphere |
o 3.76 3.96
Overall Satisfaction : i Passenger
by Reason to Travel | : Emotions g,
3 : Ease of Travelling Waiting Time Staff | Sé’:\fe and 4.26
| | ecure '
X Index Index Index ,
367 396  3.90 % i 3.|81 3.|76 3.|83 i Happy 3.94
E i r'\ /‘\ A | Excited 3.63
8 | {:g} @ % ' Confident 3.92
Business Leisure Personal < Relaxed 3.84

" Results cannot be presented due to the very small sample (<10)
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LAX — T4 Performance
Key Highlights — Q4 2023

0 A

Airport Service Quality

Overall Satisfaction: 3.62 (+0.23vs 03 2023) Overall Experience: 3.72 (+0.23vs Q3 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Security Screening Dining the Airport Emotional State
s 3.i57 4.18 2.|98 3.|57
4.26
3.80 8 3.37
- 2.68
- |
o '
Q . . : Negative Neutral  Positive
Domestic  International - Check-in Border/ Gate Areas Alrport : Emotions Emotions Emotions
o 4.20 Passport Control 3.44 Atmosphere |
O . 4.30 342 |
Overall Satisfaction : i Passenger
by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 4.09
% Index Index Index : Sl '
372 355 364 % | 3-|76 4.|26 4.|00 Happy 3.74
E i m m : Excited 3.43
. , \ I
8 | {:g} @ % ' Confident 3.89
Business Leisure Personal < Relaxed 3.71
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LAX —T5 Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 3.48 +013vs Q32023 | Overall EXxperience: 3.35 (+0.08 vs Qs 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Secunté 562“3‘3”'”9 Dining the Airport Emotional State
et 3.54 : 3.08 3.53
O | | |
O 4.07
o 3.01
A , 1.83
| ! |
5 H n
3 = .
! . . I Negative Neutral Positive
Domestic  International - Check-in Border/ Gate Areas Alrport : Emotions Emotions Emotions
c 4.04 Passport Control 3.22 Atmosphere |
O 3.84 345 |
Overall Satisfaction : i Passenger
by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 398
% Index Index Index : Sl '
330 357 346 & | 3'|67 3-|66 3-|74 i Happy 3.67
E i m m A | Excited 3.50
g {é} % ' Confident 3.79
v {e}
Business Leisure Personal < Relaxed 3.64
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LAX —T6 Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 3.51 (0.00vs @3 2023) Overall Experience: 3.54 (+0.05vs Q3 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Securltﬁ %((:)reenlng Dining the Airport Emotional State
et 3.37 : 2.94 3.56
O | | |
O 4.27
3.24
U; 2.58
oo |
o . I
o | |
! . . I Negative Neutral Positive
Domestic  International - Check-in Border/ Gate Areas Alrport : Emotions Emotions Emotions
c 4.09 Passport Control 296 Atmosphere |
(S 3.86 3.50
Overall Satisfaction : i Passenger
by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 401
% Index Index Index : Sl '
357 350 348 o5 | 3-|65 4-|03 3-|81 i Happy 3.62
E i m m A | Excited 3.29
8 | {:g} @ % ' Confident 3.72
Business Leisure Personal < Relaxed 3.60
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LAX = T7 Performance
Key Highlights — Q4 2023

Overall Satisfaction: 3.60 (-0.05vs 03 2023)

0 A

Airport Service Quality

Overall Experience: 3.72 (+0.33vs Q3 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Security Screening Dining the Airport Emotional State
- 3.47 4.17 2.95 3.74
O I | |
O 4.18
h 3.42
2.29
A
—
3 3
o |
Q . Negative Neutral Positive
Domestic International - Check-in Border/ Gate Areas Emotions Emotions Emotions
o 4.21 Passport Control Atmosphere
o 4.22
Overall Satisfaction : Passenger
by Reason to Travel | Emotions g,
3 I Ease of Travelling Waiting Time Staff Safe and 415
% Index Index Index Sl '
359 378 347 % i 3-|79 4.|22 3.|90 Happy 3.77
E i m m A Excited 3.62
1
g {é} % ' Confident 3.87
7 {e}
Business Leisure Personal < Relaxed 3.76
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LAX — T8 Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 3.79 (-0.13vs Q3 2023) Overall Experience: 3.73 (+0.17 vs Q3 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Securltﬁ ?—(ir)reenlng Dining the Airport Emotional State
et 3.61 : 3.05 3.66
O | | |
O 4.25
N 3.22
r : I I I
: ' A
A S | |
! . . : Negative Neutral Positive
Domestic  International 2 | Check-in Border/ Gate Areas Alrport : Em%tions Emotions Emotions
c 3.97 Passport Control 3.64 Atmosphere |
(S 3.94 3.79
Overall Satisfaction i i Passenger
by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 492
% Index Index Index : Sl '
3.65 3.72 4.00 % ! 3-|80 4-|02 3.|96 i Happy 3.89
E i /'\ /‘\ N I Excited 3.58
8 | {:g} @ % ' Confident 3.96
Business Leisure Personal < Relaxed 3.87

" Results cannot be presented due to the very small sample (<10)
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LAX —TB Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 3.87 +0.12vsq32023) | Overall EXperience: 3.73 (+0.07 vs Qs 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Security Screening Dining the Airport Emotional State
s 3.|43 3.88 3.|39 3.|83
3.87 Q 4.22
: N 3.12
> ! [
| ! |
o : : N
N m : 1
Q . . : Negative Neutral  Positive
Domestic  International ‘I‘-“' | Cze(c)ig'n Pass?)glr’?gr(/)ntrol Gat3e g‘;-eas Atr/rA]\(I)rSSPrltere : Emotions Emotions Emotions
O ' 3.89 ' 3.87
Overall Satisfaction : i Passenger
by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 4.20
% Index Index Index : Sl '
371 375 409 % | 3.|82 3.?1 3.|93 Happy 3.97
E i m m A | Excited 3.74
g {é} % ' Confident 3.84
7 {e}
Business Leisure Personal < Relaxed 3.86

" Results cannot be presented due to the very small sample (<10)
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LAX — TBW Performance MI ASE

Key Highlights — Q4 2023

Airport Service Quality

Overall Satisfaction: 4.09 +o027vsq32023) | Overall Experience: 3.69 (0.21vs Qs 2023)

Overall Satisfaction Arrival at _ _ Shopping/ Throughout Overall Experience by
by Traffic Type 3 the Airport Security Screening Dining the Airport Emotional State
bl 3.87 4.12 3.33 3.86
4,18 8 | | | 1
: s 331 3.9
> I I I I
| ! |
o : : N
N m : 1
Q . . : Negative Neutral  Positive
Domestic  International - Check-in Border/ Gate Areas Alrport : Emotions Emotions Emotions
o 4.06 Passport Control 4.00 Atmosphere |
O 4.09 417
Overall Satisfaction : ! Passenger
by Reason to Travel | : Emotions g,
3 I Ease of Travelling Waiting Time Staff : Safe and 407
% Index Index Index : Sl '
4.03 4.05 @ i 3.98 3.97 4.07 i Happy 3.91
T | | | |
-— m m A | Excited 3.74
A (« I @ : Confident 4.09
N {o} @ %
Business Leisure Personal < Relaxed 3.97

" Results cannot be presented due to the very small sample (<10)
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LAX — Passenger Profile by Terminal
Q4 2023
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LAX — Passenger Profile by Terminal
Demographics — Q4 2023

Gender
Male 43% 34% 38% 39% 40% 43% 37% 43% 46% 57% 44%
Female 56% 63% 62% 57% 60% 54% 62% 55% 54% 43% 56%
Other 1% 2% 0% 4% 0% 3% 1% 2% 0% 0% 0%
Age
16-24 10% 7% 0% 8% 10% 13% 10% 12% 11% 12% 10%
25-34 30% 27% 38% 25% 31% 25% 18% 30% 26% 38% 35%
35-44 22% 26% 29% 21% 16% 24% 23% 17% 20% 21% 19%
45-54 19% 15% 22% 22% 19% 18% 22% 15% 22% 16% 23%
55-64 12% 17% 7% 13% 12% 12% 16% 16% 12% 7% 8%
65-74 % 7% 3% 11% 10% 5% 11% 10% 7% 5% 6%
75 & over 1% 1% 0% 1% 2% 3% 0% 1% 1% 0% 0%

Base (n): Respondents providing a valid response

{j Aol

Airport Service Quality

Return Trips (Past 12 months)

1-2 35% 29% 40% 22% 33% 37% 36% 32% 32% 50% 26%
3-5 38% 40% 14% 47% 36% 43% 39% 45% 40% 28% 56%
6-10 17% 22% 17% 20% 24% 15% 18% 14% 21% 14% 12%
11-20 6% 7% 13% 10% 6% 5% 3% 7% 5% 5% 5%
21 or more 3% 3% 16% 2% 1% 1% 3% 1% 1% 4% 1%

Group Composition*

Alone 43% 45% 55% 42% 49% 39% 44% 44% 61% 37% 36%
ey 9% 4% 8% 9% 8% 8% 5% 8% 8% 19% 8%
colleague(s)
With friend(s) o0 4406 3006 43% 40% 50% 43% 44% 30% 42% 49%
or relative(s)
With children o, 106 006 3% 1% 3% 1% 0% 0% 2% 2%
aged 0-2
withchildren o0 406 996 3% 0% 4% 5% 3% 1% 1% 3%
aged 3-9
With children oo o0 506 8% 2% 4% 5% 8% 3% 3% 5%
aged 10-17

Q20. Are you...(gender options); Q19. What is your age group?; Q16. Including this trip, how many return trips by air have you made to any destination in the past 12 months?; Q13. With whom are you travelling today?

* Because respondents were able to select several options, the total of mentions may exceed 100%.

© 2023 ACI
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LAX — Passenger Profile by Terminal
Travel Behavior — Q4 2023

Mode of Transportation

Private/

10% 9% 7% 10% 11% 11% 11% 10% 8% 14% 7%
Company car

Private car
dropped off by 27% 26% 27% 21% 28% 26% 24% 31% 21% 29% 33%

someone

Ridesharing  27% 27% 31% 33% 26% 27% 30% 36% 32% 15% 19%
Taxi/Limo 6% 5% 6% 1% 6% 5% 4% 4% 10% 7% 9%
E‘ézlc ih“tt'e/ 14% 16% 13% 17% 16% 11% 14% 8% 16% 13% 17%
Rental car 13% 11% 17% 16% 13% 16% 12% 9% 6% 15% 14%
Rail/Subway 0% 0% 0% 0% 0% 1% 0% 0% 0% 2% 0%
Other 3% 6% 0% 2% 0% 4% 5% 2% 6% 5% 1%
Parking Usage

Used 17% 12% 0% 11% 18% 22% 22% 3% 7% 27% 30%
Not used 83% 88% 100% 89% 82% 78% 78% 97% 93% 73% 70%

Base (n): Respondents providing a valid response

{j Aol

Airport Service Quality

Arrival Before Departure Time
Less than 1 hr 5 3% 9% 5% 7% 6% 8% 5% 3% 4% 1%

1hr— 2206 29% 36% 25% 23% 28% 15% 29% 21% 11% 7%
1 hr 30 min

22:331 M= 6% 33% 19% 31% 20% 34% 30% 31% 30% 20% 10%
2 hrs - 3 hrs 30% 24% 30% 32% 35% 23% 34% 24% 30% 39% 27%
3hrs -5 hrs 14% 11% 7% 6% 11% 5% 9% 9% 12% 23% 42%

Morethan5hrs 3% 1% 0% 1% 3% 3% 4% 2% 3% 4% 13%

Mode of check in*

Online/Mobile
check-in

Check-in desk
with airline staff

71% 76% 84% 80% 76% T77% 75% 74% 72% 52% 55%

33% 25% 29% 18% 37% 24% 46% 13% 21% 58% 41%

Self-check-in

. . 24% 32% 25% 33% 22% 21% 14% 32% 31% 13% 29%
kiosk at airport

Self-baggage

drop-off at 15% 23% 9% 23% 14% 17% 14% 15% 16% 8% 16%
airport
Other 1% 1% 0% 1% 0% 2% 1% 0% 2% 3% 3%

Q7. What is the MAIN mode of transport that you have used to arrive at this airport?; Q8. Did you use the airport parking facilities?; Q12. If connecting, how long was your connection/transfer? Otherwise, how long before the scheduled departure time

of your flight did you arrive at THIS airport?; Q9. Select ALL modes used to check-in for your next flight.
* Because respondents were able to select several answer options, the total of mentions may exceed 100%.

© 2023 ACI
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LAX — Passenger Profile by Terminal
Travel Profile — Q4 2023

Traffic Type

Domestic 68% 100% 88% 100% 89% 97% 57% 87% 100% 0% 24%
International 32% 0% 12% 0% 11% 3% 43% 13% 0% 100% 76%

Passenger Destination By Region

Africa 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
Asia-Pacific 13% 0% 0% 0% 0% 0% 0% 11% 0% 62% 8%
Europe 6% 0% 0% 0% 11% 0% 0% 0% 0% 23% 16%

Latin America/
Caribbean

Middle East 1% 0% 0% 0% 0% 0% 0% 0% 0% 6% 0%
North America 72% 100% 100% 100% 89% 97% 85% 87% 100% 0% 24%

8% 0% 0% 0% 0% 3% 15% 2% 0% 9% 51%

Base (n): Respondents providing a valid response

{j Aol

Airport Service Quality

Connection

Direct flight 79% 82% 80% 81% 74% 88% 76% 82% 68% T71% T77%
Connecting 21% 18% 20% 19% 26% 12% 24% 18% 32% 29% 23%

Main Reason for Travel

Business 23% 16% 52% 24% 20% 17% 18% 18% 26% 28% 9%
Leisure 40% 43% 36% 44% 42% 40% 49% 36% 42% 32% 50%
Personal 37% 42% 12% 33% 38% 43% 33% 46% 32% 40% 41%

Flight Status

On time 85% 87% 91% 87% 93% 81% 80% 97% 81% 76% 81%
Delayed 11% 12% 5% 12% 4% 15% 15% 1% 16% 15% 13%
Did not know 4% 1% 3% 1% 3% 4% 5% 3% 3% 9% 6%

Q1. Which airport are you flying to? (traffic type and region are based on the destination); Q2. Are you currently making a connection/transfer at THIS airport?; Q3. What is/was your MAIN reason for this trip?; Q15. At the time of completing this survey,

is your flight scheduled to depart on time?

© 2023 ACI
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LAX — Summary of Performance by Terminal | AO
Satisfaction by Service Quality Items — Total Traffic

: LAX T1
Total 3.74 3.80 3.75 3.88 3.62 3.48 3.51 3.60 3.79 3.87 4.09
Overall Business* 3.74 4.09 3.92 3.67 3.72 3.30 3.57 3.59 3.65 3.71 2
Satisfaction Leisure* 3.75 3.82 3.76 3.96 3.55 3.57 3.50 3.78 3.72 3.75 4.03
Personal* 3.72 3.66 2 3.90 3.64 3.46 3.48 3.47 4.00 4.09 4.05
Ease of getting to the airport 3.41 3.43 3.46 3.49 3.48 3.37 3.19 3.18 3.50 3.31 3.93
Arrival at the ﬁ Signage to access terminal 3.71 3.62 3.79 3.76 3.74 3.75 357 3.82 3.81 3.60 3.74
airport Zg'cllf d‘:‘:};";‘;’r‘ag"g:ﬁl E‘:ﬁﬁfgmg;"f transport 352 3.48 358 3.47 3.50 350 335 3.47 353 3.39 4.0
Ease of finding your check-in area 4.02 4.07 3.83 3.93 4.03 4.12 3.99 4.11 3.94 3.95 4.11
Check-in I]j] Z\éziﬁt‘gt;i:e at check-in, including baggage drop if 3.96 3.97 3.83 3.66 4.24 3.98 412 426 3.89 3.92 381
Courtesy and helpfulness of staff in the check-in area 4.12 3.98 3.92 3.88 4.32 4.07 4.21 4.26 4.13 4.14 4.27
Ease of going through security screening 4.01 4.08 4.17 3.89 4.19 3.66 4.01 4.22 4.20 3.95 4.15
Secu rity Screenin g & Waiting time at the security screening 3.97 4.09 4.26 3.84 4.18 3.55 4.02 4.22 4.12 3.84 4.07
Courtesy and helpfulness of security screening staff 3.95 3.95 3.96 3.91 4.17 3.73 3.95 4.08 4.12 3.84 4.16
Border/Pass port Waiting time at border/passport control 3.97 3.94 4.12 3.73 4.31 3.81 3.89 4.22 3.91 3.89 4.07
control Courtesy and helpfulness of border/passport control staff 3.97 3.93 3.92 3.79 4.28 3.87 3.83 4.22 3.98 3.89 4.13
Restaurants/bars/cafés 341 3.67 3!53 3.30 3.22 3125] 3.18 BHL5) 3.32 3.61 3.56
Value for money of restaurants/bars/cafés 2.80 2.79 2.62 2.75 2.76 2.85 2.57 2.60 2.70 3.10 2.96
Shopping/Dining ﬂ Shops 3.30 3.43 3.65 3.11 3.01 3.19 3.13 3.06 2.97 351 3.48
Value for money of shops 2.89 291 3.00 2.70 2.66 2.88 2.73 2.61 2.70 3.16 3.05
Courtesy and helpfulness of shopping and dining staff 3.60 3.63 3.77 3.59 3.51 3.47 3.37 3.45 3.58 3.75 3.76
Gate Areas E Corr?fortl .Of waiting at the gate areas 3.51 3.57 3.27 3.84 3.37 3.18 3.06 3.32 3.57 3.84 3.98
Availability of seats at the gate areas 3.54 3.67 341 3.75 3.51 3.27 2.86 3.10 3.71 3.97 4.01
Ease of finding your way 3.81 3.80 3.69 391 3.62 3.75 3.67 3.85 3.71 3.94 3.93
Availability of flight information (gate and time) 3.90 4.01 3.89 3.98 3.77 3.81 3.70 3.96 3.82 3.88 4.06
Walking distance inside the terminal 3.67 3.79 3.62 3.79 3.76 3.72 3.58 3.87 3.23 3.71 3.24
Ease of making connection with other flights 3.53 3.58 R 3.79 3.28 3.51 3.18 3.34 3.43 3.74 3.32
Th roughout the Cb g:fi?rifi{lggigslﬂzllggi ﬁi:i;‘:g%smﬁ 3.94 3.91 3.98 3.99 4.05 3.78 3.77 3.90 3.94 3.98 4.16
airport Wi-Fi service quality 3.59 3.76 3.44 351 3.65 3.36 3.51 3.55 3.48 3.75 3.75
Availability of charging stations 3.47 3.86 2.50 3.94 3.17 2.87 3.31 3.51 3.64 3.76 3.76
Entertainment and leisure options 3.42 3.63 3.08 3.51 3.24 3.07 3.27 3.39 3.53 3.65 3.61
Availability of washroomsi/toilets 3.88 3.96 3.78 4.16 3.67 3.57 3.67 3.73 3.86 4.10 4.16
Cleanliness of washrooms/toilets 3.67 3.79 341 3.96 3.33 341 3.45 3.61 3.87 3.73 4.22
. Health safety 3.79 3.81 3.82 3.95 3.60 3.56 3.59 3.71 3.84 3.87 4.14
Al rport 4 Cleanliness 3.74 3.79 3.70 4.02 3.36 3.44 3.53 3.59 3.86 3.88 4.21
Atmosphere )
Ambience 3.63 3.75 3.28 3.89 3.32 3.35 3.37 3.54 3.68 3.85 4.15

* Overall Satisfaction is filtered by Q3 “Main Reason for this trip". " Results cannot be presented due to the very small sample (<10)
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LAX — Summary of Performance by Terminal | AO
Satisfaction by Service Quality Items — Domestic Traffic

! LAX T1

Total 3.67 3.80 3.78 3.88 3.59 3.48 3.46 3.60 3.79 n n
Overall Business* 3.72 4.09 3.93 3.67 3.72 3.30 3.57 3.60 3.65 2 2
Satisfaction Leisure* 3.73 3.82 A 3.96 3.54 3.56 3.43 3.84 3.72 A A
Personal* 3.58 3.66 2 3.90 3.57 3.47 3.40 3.46 4.00 n n
Ease of getting to the airport 3.38 3.43 3.51 3.49 3.36 3.39 3.11 3.18 3.50 n n
Arrival at the ﬁ Signage to access terminal 3.72 3.62 3.86 3.76 3.67 3.75 3.57 3.82 3.81 & a
airport Zg'cllf d‘:‘:};";‘;’r‘ag"g:ﬁl E‘:ﬁﬁfgmg;"f transport 350 3.48 3.66 3.47 337 3.49 3.40 3.43 353 A A
Ease of finding your check-in area 4.00 4.07 3.68 3.93 4.04 4.11 4.03 4.08 3.94 & &
Check-in I]:[I Z\éziﬁt‘;’btli?e at checkein, including baggage drop if 3.02 3.97 3.65 3.66 422 3.95 412 420 3.89 A A
Courtesy and helpfulness of staff in the check-in area 4.05 3.98 3.83 3.88 4.26 4.07 4.24 4.23 4.13 & &
Ease of going through security screening 4.01 4.08 4.23 3.89 4.19 3.66 4.05 4.22 4.20 N n
Security Screening & Waiting time at the security screening 3.99 4.09 4.35 3.84 4.20 3.55 4.04 4.21 4.12 " "
Courtesy and helpfulness of security screening staff 3.95 3.95 4.05 3.91 4.20 3.73 3.91 4.07 4.12 n n
Border/Pass port Waiting time at border/passport control 3.94 3.94 & 3.73 4.19 3.81 3.67 4.20 3.91 & &
control Courtesy and helpfulness of border/passport control staff 3.96 3.93 n 3.79 4.23 3.87 3.60 4.21 3.98 n n
Restaurants/bars/cafés 3:35 3.67 3.64 3.30 3123 3125] 3.21 &1z 3.32 n n
Value for money of restaurants/bars/cafés 2.71 2.79 2.67 2.75 2.77 2.84 2.53 2.56 2.70 n n
Shopping/Dining ﬂ Shops 3.23 3.43 373 3.11 3.08 3.19 3.18 3.07 2.97 & A
Value for money of shops 2.79 291 3.04 2.70 2.72 2.87 2.70 2.61 2.70 n n
Courtesy and helpfulness of shopping and dining staff 3.55 3.63 3.79 3.59 3.56 3.45 3.36 3.44 3.58 & &
Gate Areas E Corr?fortl .Of waiting at the gate areas 3.42 3.57 3.33 3.84 3.32 3.17 3.14 3.34 3.57 n n
Availability of seats at the gate areas 3.44 3.67 3.49 3.75 3.44 3.26 3.06 3.11 3.71 & &
Ease of finding your way 3.76 3.80 3.70 391 3.63 3.74 3.65 3.85 3.71 n "
Availability of flight information (gate and time) 3.88 4.01 3.90 3.98 3.78 3.80 3.70 3.94 3.82 n n
Walking distance inside the terminal 3.67 3.79 3.59 3.79 3.71 3.72 3.59 3.87 3.23 " "
Ease of making connection with other flights 3.53 3.58 R 3.79 3.35 3.51 2.95 3.37 3.43 & 2
Th roughout the Cb Ei:sfi'rtrisa’t'iggi:slﬂ;ilggzﬁfczirs‘:gf'ft)smﬁ 3.90 3.91 4.03 3.99 4.04 3.78 3.72 3.88 3.94 A A
airport Wi-Fi service quality 3.52 3.76 3.55 351 3.56 3.35 354 3.51 3.48 A A
Availability of charging stations 3.37 3.86 2.61 3.94 3.12 2.85 3.39 3.43 3.64 n n
Entertainment and leisure options 3.33 3.63 3.28 3.51 3.08 3.06 3.37 3.39 3.53 2 &
Availability of washroomsi/toilets 3.80 3.96 3.85 4.16 3.59 3.56 3.68 3.72 3.86 n n
Cleanliness of washrooms/toilets 3.60 3.79 3.49 3.96 3.33 3.40 3.44 3.59 3.87 ® o
. Health safety 3.73 3.81 3.84 3.95 3.52 3.56 3.55 3.70 3.84 n n
Al rport 4 Cleanliness 3.67 3.79 3.73 4.02 3.33 3.44 3.47 3.64 3.86 n n

Atmosphere )
Ambience 3.54 3.75 3.32 3.89 3.25 3.35 3.36 3.57 3.68 n n

* Overall Satisfaction is filtered by Q3 “Main Reason for this trip". " Results cannot be presented due to the very small sample (<10)
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LAX — Summary of Performance by Terminal | AO
Satisfaction by Service Quality Items — International Traffic

! LAX T1
Total 3.88 n 3.52 N 3.80 3.45 3.57 3.63 n 3.87 4.18
Overall Business* 3.80 A A A A A A A & 3.71 2
Satisfaction Leisure* 3.79 A 3.59 A A A 3.57 3.64 A 3.75 4.22
Personal* 4.01 & 2 @ 2 @ 3.57 n " 4.09 4.06
Ease of getting to the airport 3.49 N 3.19 N n 2.86 3.30 3.15 n 3.31 4.14
Arrival at the a Signage to access terminal 3.69 ® 3.31 @ ® 3.61 3.56 3.83 » 3.60 3.93
areort e for oney o sl e o ansaon . : : :
Ease of finding your check-in area 4.05 & 4.38 & & & 3.95 4.30 R 3.95 4.19
Check-in D Z\‘I;iltitlgbtlieme at check-in, including baggage drop if 4.04 N 4.60 n n n 211 459 n 3.92 308
Courtesy and helpfulness of staff in the check-in area 4.23 & 4.26 & & & 4.19 4.42 R 4.14 4.37
Ease of going through security screening 4.01 n 3.77 N 4.20 3.72 3.95 4.21 n 3.95 4.19
Security Screening & Waiting time at the security screening 3.93 " 3.70 " 4.00 3.61 3.99 4.22 " 3.84 4.09
Courtesy and helpfulness of security screening staff 3.94 n 3.39 N 4.00 3.83 4.02 4.13 n 3.84 4.20
Border/Passport Ij Waiting time at border/passport control 4.00 " 3.88 " " n 411 4.30 " 3.89 4.08
control Courtesy and helpfulness of border/passport control staff 3.98 n 3.42 n n N 4.06 4.26 n 3.89 4.16
Restaurants/bars/cafés 3.52 n 2.85 n n n 3.16 3132 n 3.61 3.69
Value for money of restaurants/bars/cafés 3.00 n 2.28 n n N 2.61 2.86 n 3.10 3.15
Shopping/Dining ﬂ Shops 3.43 & 3.00 & & & 3.07 2.96 o 3.51 3.61
Value for money of shops 3.08 n 2.68 n n n 2.78 2.62 n 3.16 3.19
Courtesy and helpfulness of shopping and dining staff 3.71 & 3.64 & & & 3.38 3.50 & 3.75 3.83
Gate Areas E Corr?fortl .Of waiting at the gate areas 3.71 n 2.84 N 3.80 3.36 2.96 3.22 n 3.84 4.01
Availability of seats at the gate areas 3.75 & 2.83 & 4.10 3.50 2.59 2.99 R 3.97 4.05
Ease of finding your way 3.90 n 3.61 n 3.60 3.97 3.69 3.85 n 3.94 3.98
Availability of flight information (gate and time) 3.92 n 3.82 n 3.70 3.97 3.70 4.12 n 3.88 4.12
Walking distance inside the terminal 3.65 n 3.82 n 4.20 3.86 3.57 3.85 n 3.71 3.39
Ease of making connection with other flights 3.54 2 R & & & 3.52 & & 3.74 3.11
Throughout the Cb Ei:sfl:)'rtrisa’t'iggi:slﬂ;i':gzﬁfczirs‘;gf'ft)smﬁ 4.03 A 358 A S A 3.84 4.08 S 3.98 4.29
airport Wi-Fi service quality 3.72 A A A A A 3.47 3.75 A 3.75 3.81
Availability of charging stations 3.65 n n n n N 3.21 391 n 3.76 3.73
Entertainment and leisure options 3.57 & & & & & 3.15 3.40 o 3.65 3.70
Availability of washroomsi/toilets 4.05 n 3.25 n 4.20 3.75 3.66 3.76 n 4.10 4.29
Cleanliness of washrooms/toilets 3.81 2 2.88 - o 3.67 3.47 3.73 o 3.73 4.40
. Health safety 3.91 n 3.70 n " 3.36 3.65 3.81 n 3.87 4.22
Airport 4 Cleanliness 3.88 n 3.46 n 3.60 3.45 3.59 3.30 n 3.88 4.27
Atmosphere )
Ambience 3.81 n 3.05 n 3.90 3.25 3.40 3.31 n 3.85 4.20

* Overall Satisfaction is filtered by Q3 “Main Reason for this trip". " Results cannot be presented due to the very small sample (<10)

© 2023 ACI Terminal Performance — Q4 2023 21



LAX — Comparison Between Terminals
Q4 2023

i Asd



LAX — Comparison Between Terminals
T1 vs Other Terminals

Overall
Experience

Total

3.83

Other terminals: 3.64

Overall
Emotional Score

Total

3.89

Other terminals: 3.82

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

Border/
Passport Control

==

Security Gate Areas

Screening

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.80

Other terminals:

Business

4.09

Other terminals:

Leisure

3.82

Other terminals:

Personal

3.66

Other terminals:

3.73

3.72

3.74

3.73

Ease of getting to the
airport

3.43

Other terminals: 3.41

Signage to access
terminal

3.62
Other terminals: 3.72

VFM: Transport

3.48

Other terminals: 3.52

Ease of finding check-
in area

4.07
Other terminals: 4.01

Waiting time: Check-in

3.97

Other terminals: 3.96

Courtesy &
helpfulness: Check-in
staff

3.98

Other terminals: 4.13

Waiting time: Border/
passport control

3.94

Other terminals: 3.97

Comfort of waiting at
gate areas

3.57

Other terminals: 3.51

Ease in security
screening

4.08

Other terminals: 4.00

Restaurants/bars/cafés

3.67

Other terminals: 3.38

Courtesy &
helpfulness: Border/
passport control staff

3.93

Other terminals: 3.98

VFM:
Restaurants/bars/cafés

2.79

Other terminals: 2.80

Waiting time: Security
screening

4.09

Other terminals: 3.96

Availability of seats at
gate areas

3.67

Other terminals: 3.53

Courtesy &
helpfulness: Security
staff

3.95

Other terminals: 3.95

Shops

3.43

Other terminals: 3.29

VFM: Shops

2.91

Other terminals: 2.89

Courtesy &
helpfulness: Shopping
and dining staff

3.63

Other terminals: 3.60

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T1)

Ease of finding way

3.80

Other terminals: 3.81

Availability of flight
info.

4.01

Other terminals: 3.88

Walking distance
inside terminal

3.79

Other terminals: 3.65

Ease of making
connection

3.58

Other terminals: 3.53

Courtesy &
helpfulness: Airport
staff

3.91

Other terminals: 3.95

Wi-Fi service quality

3.76

Other terminals: 3.57

Health safety

3.81

Other terminals: 3.79

Availability of charging
station

3.86

Other terminals: 3.42

Cleanliness

3.79

Other terminals: 3.73

Entertainment & leisure
options

3.63

Other terminals: 3.39

Ambience

3.75

Other terminals: 3.61

Availability of
washrooms

3.96

Other terminals: 3.87

Cleanliness of
washrooms

3.79

Other terminals: 3.66
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LAX — Comparison Between Terminals
T2 vs Other Terminals

Overall
Experience

Total

3.76

Other terminals: 3.65

Overall
Emotional Score

Total

3.64

Other terminals: 3.85

Overall
Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

)/

Cfa
Border/

Passport Control

==

Security Gate Areas

Screening

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.75

Other terminals: 3.73

Business

3.92

Other terminals: 3.69

Leisure

3.76

Other terminals: 3.75
Personal

N

Ease of getting to the
airport

3.46

Other terminals: 3.41

Signage to access
terminal

3.79
Other terminals: 3.70

VFM: Transport

3.58

Other terminals: 3.51

Ease of finding check-
in area

3.83
Other terminals: 4.03

Waiting time: Check-in

3.83

Other terminals: 3.97

Courtesy &
helpfulness: Check-in
staff

3.92

Other terminals: 4.13

Waiting time: Border/
passport control

4.12

Other terminals: 3.96

Comfort of waiting at
gate areas

3.27

Other terminals: 3.54

Ease in security
screening

4.17

Other terminals: 4.00

Restaurants/bars/cafés

3.53

Other terminals: 3.39

Courtesy &
helpfulness: Border/
passport control staff

3.92

Other terminals: 3.98

VFM:
Restaurants/bars/cafés

2.62

Other terminals: 2.83

Waiting time: Security
screening

4.26

Other terminals: 3.94

Availability of seats at
gate areas

3.41

Other terminals: 3.55

Courtesy &
helpfulness: Security
staff

3.96

Other terminals: 3.95

Shops

3.65

Other terminals: 3.27

VFM: Shops

3.00

Other terminals: 2.88

Courtesy &
helpfulness: Shopping
and dining staff

3.77

Other terminals: 3.58

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T2)

Ease of finding way

3.69

Other terminals: 3.82

Availability of flight
info.

3.89

Other terminals: 3.90

Walking distance
inside terminal

3.62

Other terminals: 3.67

Ease of making
connection

N

Courtesy &
helpfulness: Airport
staff

3.98

Other terminals: 3.94

Wi-Fi service quality

3.44

Other terminals: 3.60

Health safety

3.82

Other terminals: 3.78

Availability of charging
station

2.50

Other terminals: 3.54

Cleanliness

3.70

Other terminals: 3.74

Entertainment & leisure
options

3.08

Other terminals: 3.44

Ambience

3.28

Other terminals: 3.67

Availability of
washrooms

3.78

Other terminals: 3.89

Cleanliness of
washrooms

3.41

Other terminals: 3.70

" Results cannot be presented due to the very small sample (<10)
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LAX — Comparison Between Terminals
T3 vs Other Terminals

Overall
Experience

Total

3.69

Other terminals: 3.66

Overall
Emotional Score

Total

3.92

Other terminals: 3.81

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

==

Gate Areas

Security Border/
Screening Passport Control

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.88

Other terminals:

Business

3.67

Other terminals:

Leisure

3.96

Other terminals:

Personal

3.90

Other terminals:

3.72

3.75

3.72

3.70

Ease of getting to the
airport

3.49

Other terminals: 3.40

Signage to access
terminal

3.76
Other terminals: 3.71

VFM: Transport

3.47

Other terminals: 3.53

Ease of finding check-
in area

3.93
Other terminals: 4.03

Waiting time: Check-in

3.66

Other terminals: 3.99

Courtesy &
helpfulness: Check-in
staff

3.88

Other terminals: 4.14

Comfort of waiting at
gate areas

3.84

Other terminals: 3.48

Ease in security
screening

3.89

Other terminals: 4.02

Waiting time: Border/
passport control

3.73

Other terminals: 3.98

Restaurants/bars/cafés

3.30

Other terminals: 3.42

Courtesy &
helpfulness: Border/
passport control staff

3.79

Other terminals: 3.99

VFM:
Restaurants/bars/cafés

2.75

Other terminals: 2.81

Waiting time: Security
screening

3.84

Other terminals: 3.99

Availability of seats at
gate areas

3.75

Other terminals: 3.52

Courtesy &
helpfulness: Security
staff

3.91

Other terminals: 3.95

Shops

3.11

Other terminals: 3.32

VFM: Shops

2.70

Other terminals: 2.91

Courtesy &
helpfulness: Shopping
and dining staff

3.59

Other terminals: 3.61

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T3)

Ease of finding way

3.91

Other terminals: 3.80

Availability of flight
info.

3.98

Other terminals: 3.89

Walking distance
inside terminal

3.79

Other terminals: 3.66

Ease of making
connection

3.79

Other terminals: 3.51

Courtesy &
helpfulness: Airport
staff

3.99

Other terminals: 3.94

Wi-Fi service quality

3.51

Other terminals: 3.59

Health safety

3.95

Other terminals: 3.77

Availability of charging
station

3.94

Other terminals: 3.41

Cleanliness

4.02

Other terminals: 3.71

Entertainment & leisure
options

3.51

Other terminals: 3.41

Ambience

3.89

Other terminals: 3.60

Availability of
washrooms

4.16

Other terminals: 3.85

Cleanliness of
washrooms

3.96

Other terminals: 3.64
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LAX — Comparison Between Terminals
T4 vs Other Terminals

Overall
Experience

Total

3.72

Other terminals: 3.66

Overall
Emotional Score

Total

3.77

Other terminals: 3.83

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

==

Gate Areas

Security Border/
Screening Passport Control

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.62

Other terminals:

Business

3.72

Other terminals:

Leisure

3.55

Other terminals:

Personal

3.64

Other terminals:

3.75

3.75

3.76

3.73

Ease of getting to the
airport

3.48

Other terminals: 3.41

Signage to access
terminal

3.74
Other terminals: 3.71

VFM: Transport

3.50

Other terminals: 3.52

Ease of finding check-
in area

4.03
Other terminals: 4.02

Waiting time: Check-in

4.24

Other terminals: 3.94

Courtesy &
helpfulness: Check-in
staff

4.32

Other terminals: 4.10

Comfort of waiting at
gate areas

3.37

Other terminals: 3.52

Ease in security
screening

4.19

Other terminals: 4.00

Waiting time: Border/
passport control

4.31

Other terminals: 3.94

Restaurants/bars/cafés

3.22

Other terminals: 3.42

Courtesy &
helpfulness: Border/
passport control staff

4.28

Other terminals: 3.95

VFM:
Restaurants/bars/cafés

2.76

Other terminals: 2.81

Waiting time: Security
screening

4.18

Other terminals: 3.96

Availability of seats at
gate areas

3.51

Other terminals: 3.54

Courtesy &
helpfulness: Security
staff

4.17

Shops

3.01

Other terminals: 3.93 Other terminals: 3.32

VFM: Shops

2.66

Other terminals: 2.91

Courtesy &
helpfulness: Shopping
and dining staff

3.51

Other terminals: 3.61

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T4)

Ease of finding way

3.62

Other terminals: 3.82

Availability of flight
info.

3.77

Other terminals: 3.90

Walking distance
inside terminal

3.76

Other terminals: 3.66

Ease of making
connection

3.28

Other terminals: 3.56

Courtesy &
helpfulness: Airport
staff

4.05

Other terminals: 3.94

Wi-Fi service quality

3.65

Other terminals: 3.58

Health safety

3.60

Other terminals: 3.80

Availability of charging
station

3.17

Other terminals: 3.49

Cleanliness

3.36

Other terminals: 3.77

Entertainment & leisure
options

3.24

Other terminals: 3.43

Ambience

3.32

Other terminals: 3.65

Availability of
washrooms

3.67

Other terminals: 3.89

Cleanliness of
washrooms

3.33

Other terminals: 3.69

© 2023 ACI

Terminal Performance — Q4 2023

26



LAX — Comparison Between Terminals
T5 vs Other Terminals

Overall
Experience

Total

St

Other terminals: 3.72

Overall
Emotional Score

Total

3.72

Other terminals: 3.84

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

Border/
Passport Control

==

Security Gate Areas

Screening

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.48

Other terminals:

Business

3.30

Other terminals:

Leisure

3.57

Other terminals:

Personal

3.46

Other terminals:

3.78

3.80

3.78

3.77

Ease of getting to the
airport

3.37

Other terminals: 3.42

Signage to access
terminal

3.75
Other terminals: 3.70

VFM: Transport

3.50

Other terminals: 3.53

Ease of finding check-
in area

4.12
Other terminals: 4.00

Waiting time: Check-in

3.98

Other terminals: 3.96

Courtesy &
helpfulness: Check-in
staff

4.07

Other terminals: 4.12

Waiting time: Border/
passport control

3.81

Other terminals: 3.99

Comfort of waiting at
gate areas

3.18

Other terminals: 3.57

Ease in security
screening

3.66

Other terminals: 4.08

Restaurants/bars/cafés

3.25

Other terminals: 3.43

Courtesy &
helpfulness: Border/
passport control staff

3.87

Other terminals: 3.99

VFM:
Restaurants/bars/cafés

2.85

Other terminals: 2.80

Waiting time: Security
screening

3.55

Other terminals: 4.05

Availability of seats at
gate areas

3.27

Other terminals: 3.59

Courtesy &
helpfulness: Security
staff

3.73

Other terminals: 3.99

Shops

3.19

Other terminals: 3.32

VFM: Shops

2.88

Other terminals: 2.89

Courtesy &
helpfulness: Shopping
and dining staff

3.47

Other terminals: 3.63

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T5)

Ease of finding way

3.75

Other terminals: 3.82

Availability of flight
info.

3.81

Other terminals: 3.91

Walking distance
inside terminal

3.72

Other terminals: 3.66

Ease of making
connection

3.51

Other terminals: 3.53

Courtesy &
helpfulness: Airport
staff

3.78

Other terminals: 3.97

Wi-Fi service quality

3.36

Other terminals: 3.62

Health safety

3.56

Other terminals: 3.83

Availability of charging
station

2.87

Other terminals: 3.57

Cleanliness

3.44

Other terminals: 3.79

Entertainment & leisure
options

3.07

Other terminals: 3.48

Ambience

3.35

Other terminals: 3.67

Availability of
washrooms

3.57

Other terminals: 3.93

Cleanliness of
washrooms

3.41

Other terminals: 3.72
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LAX — Comparison Between Terminals
T6 vs Other Terminals

Overall
Experience

Total

3.54

Other terminals: 3.67

Overall
Emotional Score

Total

3.65

Other terminals: 3.84

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

Border/
Passport Control

==

Security Gate Areas

Screening

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.51

Other terminals:

Business

3.57

Other terminals:

Leisure

3.50

Other terminals:

Personal

3.48

Other terminals:

3.76

3.76

3.77

3.74

Ease of getting to the
airport

3.19

Other terminals: 3.43

Signage to access
terminal

3.57
Other terminals: 3.72

VFM: Transport

3.35

Other terminals: 3.53

Ease of finding check-
in area

3.99
Other terminals: 4.02

Waiting time: Check-in

4.12

Other terminals: 3.95

Courtesy &
helpfulness: Check-in
staff

4.21

Other terminals: 4.11

Waiting time: Border/
passport control

3.89

Other terminals: 3.97

Comfort of waiting at
gate areas

3.06

Other terminals: 3.55

Ease in security
screening

4.01

Other terminals: 4.01

Restaurants/bars/cafés

3.18

Other terminals: 3.42

Courtesy &
helpfulness: Border/
passport control staff

3.83

Other terminals: 3.99

VFM:
Restaurants/bars/cafés

2.57

Other terminals: 2.82

Waiting time: Security
screening

4.02

Other terminals: 3.97

Availability of seats at
gate areas

2.86

Other terminals: 3.60

Courtesy &
helpfulness: Security
staff

3.95

Other terminals: 3.95

Shops

3.13

Other terminals: 3.32

VFM: Shops

2.73

Other terminals: 2.90

Courtesy &
helpfulness: Shopping
and dining staff

3.37

Other terminals: 3.62

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T6)

Ease of finding way

3.67

Other terminals: 3.82

Availability of flight
info.

3.70

Other terminals: 3.91

Walking distance
inside terminal

3.58

Other terminals: 3.67

Ease of making
connection

3.18

Other terminals: 3.56

Courtesy &
helpfulness: Airport
staff

3.77

Other terminals: 3.96

Wi-Fi service quality

3.51

Other terminals: 3.59

Health safety

3.59

Other terminals: 3.80

Availability of charging
station

3.31

Other terminals: 3.48

Cleanliness

3.53

Other terminals: 3.76

Entertainment & leisure
options

3.27

Other terminals: 3.43

Ambience

3.37

Other terminals: 3.65

Availability of
washrooms

3.67

Other terminals: 3.89

Cleanliness of
washrooms

3.45

Other terminals: 3.69
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LAX — Comparison Between Terminals
T7 vs Other Terminals

Overall
Experience

Total

3.72

Other terminals: 3.66

Overall
Emotional Score

Total

3.84

Other terminals: 3.82

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

Border/
Passport Control

==

Security Gate Areas

Screening

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.60

Other terminals:

Business

3.59

Other terminals:

Leisure

3.78

Other terminals:

Personal

3.47

Other terminals:

3.75

3.76

3.74

3.76

Ease of getting to the
airport

3.18

Other terminals: 3.44

Signage to access
terminal

3.82
Other terminals: 3.70

VFM: Transport

3.47

Other terminals: 3.53

Ease of finding check-
in area

4.11
Other terminals: 4.01

Waiting time: Check-in

4.26

Other terminals: 3.92

Courtesy &
helpfulness: Check-in
staff

4.26

Other terminals: 4.10

Waiting time: Border/
passport control

4.22

Comfort of waiting at
gate areas

3.32

Other terminals: 3.53

Ease in security
screening

4.22

Restaurants/bars/cafés

3.15

Other terminals: 3.99 Other terminals: 3.94 Other terminals: 3.44

Courtesy &
helpfulness: Border/
passport control staff

4.22

VFM:
Restaurants/bars/cafés

2.60

Other terminals: 2.83

Waiting time: Security
screening

4.22

Availability of seats at
gate areas

3.10

Other terminals: 3.94 Other terminals: 3.94 Other terminals: 3.59

Courtesy &
helpfulness: Security
staff

4.08

Other terminals: 3.93

Shops

3.06

Other terminals: 3.33

VFM: Shops

2.61

Other terminals: 2.93

Courtesy &
helpfulness: Shopping
and dining staff

3.45

Other terminals: 3.62

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T7)

Ease of finding way

3.85

Other terminals: 3.80

Availability of flight
info.

3.96

Other terminals: 3.89

Walking distance
inside terminal

3.87

Other terminals: 3.64

Ease of making
connection

3.34

Other terminals: 3.55

Courtesy &
helpfulness: Airport
staff

3.90

Other terminals: 3.95

Wi-Fi service quality

3.55

Other terminals: 3.59

Health safety

3.71

Other terminals: 3.80

Availability of charging
station

3.51

Other terminals: 3.46

Cleanliness

3.59

Other terminals: 3.75

Entertainment & leisure
options

3.39

Other terminals: 3.42

Ambience

3.54

Other terminals: 3.64

Availability of
washrooms

3.73

Other terminals: 3.90

Cleanliness of
washrooms

3.61

Other terminals: 3.68
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LAX — Comparison Between Terminals
T8 vs Other Terminals

Overall
Experience

Total

S (/<3

Other terminals: 3.66

Overall
Emotional Score

Total

3.90

Other terminals: 3.82

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

==

Gate Areas

Security Border/
Screening Passport Control

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.79

Other terminals:

Business

3.65

Other terminals:

Leisure

3.72

Other terminals:

Personal

4.00

Other terminals:

3.73

3.75

3.75

3.71

Ease of getting to the
airport

3.50

Other terminals: 3.41

Signage to access
terminal

3.81
Other terminals: 3.71

VFM: Transport

3.53

Other terminals: 3.52

Ease of finding check-
in area

3.94
Other terminals: 4.02

Waiting time: Check-in

3.89

Other terminals: 3.97

Courtesy &
helpfulness: Check-in
staff

4.13

Other terminals: 4.12

Comfort of waiting at
gate areas

3.57

Other terminals: 3.51

Ease in security
screening

4.20

Other terminals: 4.00

Waiting time: Border/
passport control

3.91

Other terminals: 3.97

Restaurants/bars/cafés

3.32

Other terminals: 3.41

Courtesy &
helpfulness: Border/
passport control staff

3.98

Other terminals: 3.97

VFM:
Restaurants/bars/cafés

2.70

Other terminals: 2.81

Waiting time: Security
screening

4.12

Other terminals: 3.97

Availability of seats at
gate areas

3.71

Other terminals: 3.53

Courtesy &
helpfulness: Security
staff

4.12

Other terminals: 3.94

Shops

2.97

Other terminals: 3.32

VFM: Shops

2.70

Other terminals: 2.90

Courtesy &
helpfulness: Shopping
and dining staff

3.58

Other terminals: 3.60

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding T8)

Ease of finding way

3.71

Other terminals: 3.81

Availability of flight
info.

3.82

Other terminals: 3.90

Walking distance
inside terminal

3.23

Other terminals: 3.69

Ease of making
connection

3.43

Other terminals: 3.54

Courtesy &
helpfulness: Airport
staff

3.94

Other terminals: 3.94

Wi-Fi service quality

3.48

Other terminals: 3.59

Health safety

3.84

Other terminals: 3.79

Availability of charging
station

3.64

Other terminals: 3.46

Cleanliness

3.86

Other terminals: 3.73

Entertainment & leisure
options

3.53

Other terminals: 3.41

Ambience

3.68

Other terminals: 3.62

Availability of
washrooms

3.86

Other terminals: 3.88

Cleanliness of
washrooms

3.87

Other terminals: 3.66
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LAX — Comparison Between Terminals
TB vs Other Terminals

Overall
Experience

Total

S (/<3

Other terminals: 3.65

Overall
Emotional Score

Total

3.92

Other terminals: 3.80

Overall

Satisfaction

Arrival at the
Airport

Check-in

)

Shopping/
Dining

Border/
Passport Control

==

Security Gate Areas

Screening

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

3.87

Other terminals:

Business

3.71

Other terminals:

Leisure

3.75

Other terminals:

Personal

4.09

Other terminals:

3.71

3.75

3.75

3.63

Ease of getting to the
airport

3.31

Other terminals: 3.43

Signage to access
terminal

3.60
Other terminals: 3.73

VFM: Transport

3.39

Other terminals: 3.54

Ease of finding check-
in area

3.95
Other terminals: 4.03

Waiting time: Check-in

3.92

Other terminals: 3.97

Courtesy &
helpfulness: Check-in
staff

4.14

Other terminals: 4.11

Waiting time: Border/
passport control

3.89

Other terminals: 3.99

Comfort of waiting at
gate areas

3.84

Other terminals: 3.44

Ease in security
screening

3.95

Other terminals: 4.03

Restaurants/bars/cafés

3.61

Other terminals: 3.36

Courtesy &
helpfulness: Border/
passport control staff

3.89

Other terminals: 4.00

VFM:
Restaurants/bars/cafés

3.10

Other terminals: 2.74

Waiting time: Security
screening

3.84

Other terminals: 4.00

Availability of seats at
gate areas

3.97

Other terminals: 3.45

Courtesy &
helpfulness: Security
staff

3.84

Other terminals: 3.97

Shops

3.51

Other terminals: 3.25

VFM: Shops

3.16

Other terminals: 2.83

Courtesy &
helpfulness: Shopping
and dining staff

3.75

Other terminals: 3.57

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding TB)

Ease of finding way

3.94

Other terminals: 3.78

Availability of flight
info.

3.88

Other terminals: 3.90

Walking distance
inside terminal

3.71

Other terminals: 3.66

Ease of making
connection

3.74

Other terminals: 3.47

Courtesy &
helpfulness: Airport
staff

3.98

Other terminals: 3.93

Wi-Fi service quality

3.75

Other terminals: 3.55

Health safety

3.87

Other terminals: 3.77

Availability of charging
station

3.76

Other terminals: 3.39

Cleanliness

3.88

Other terminals: 3.71

Entertainment & leisure
options

3.65

Other terminals: 3.36

Ambience

3.85

Other terminals: 3.58

Availability of
washrooms

4.10

Other terminals: 3.83

Cleanliness of
washrooms

3.73

Other terminals: 3.66
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LAX — Comparison Between Terminals
TBW vs Other Terminals

Overall
Experience

Total

3.69

Other terminals: 3.66

Overall
Emotional Score

Total

4.00

Other terminals: 3.81

Overall
Satisfaction

[T

Arrival at the Check-in

Airport

<>
W/ —
(19 Eﬂ —
Security Border/ Shopping/
Screening  Passport Control Dining S

4,

Throughout the Airport

rll"
‘ a0

Airport Service Quality

=B

Airport
Atmosphere

Total

4.09

Other terminals: 3.70
Business

N

Leisure

4.03

Other terminals: 3.71

Personal

4.05

Other terminals: 3.68

Ease of getting to the
airport

3.93

Other terminals: 3.36

Ease of finding check-
in area

4.11

Other terminals: 4.01

Signage to access
terminal

3.74

Other terminals: 3.71

Waiting time: Check-in

3.81

Other terminals: 3.98

Courtesy &
helpfulness: Check-in
staff

4.27

Other terminals: 4.10

VFM: Transport

4.09

Other terminals: 3.47

Ease in security
screening

4.15

Other terminals: 4.00

Waiting time: Border/
passport control

4.07

Other terminals: 3.95

Comfort of waiting at
gate areas

3.98

Other terminals: 3.47

Restaurants/bars/cafés

3.56

Other terminals: 3.39

Courtesy &
helpfulness: Border/
passport control staff

4.13

Other terminals: 3.95

Waiting time: Security
screening

4.07

Other terminals: 3.96

VFM:
Restaurants/bars/cafés

2.96

Other terminals: 2.79

Availability of seats at
gate areas

4.01

Other terminals: 3.49

Courtesy &
helpfulness: Security
staff

4.16

Other terminals: 3.93

Shops

3.48

Other terminals: 3.29

VFM: Shops

3.05

Other terminals: 2.88

Courtesy &
helpfulness: Shopping
and dining staff

3.76

Other terminals: 3.59

Note: The green and red values indicate that the terminal performance is higher or lower at a statistically significant level (95%) compared to other terminals (excluding TBW)

Ease of finding way

3.93

Other terminals: 3.79

Availability of flight
info.

4.06

Other terminals: 3.88

Walking distance
inside terminal

3.24

Other terminals: 3.71

Ease of making
connection

3.32

Other terminals: 3.56

Courtesy &
helpfulness: Airport
staff

4.16

Other terminals: 3.92

Wi-Fi service quality

3.75

Other terminals: 3.57

Health safety

4.14

Other terminals: 3.75

Availability of charging
station

3.76

Other terminals: 3.44

Cleanliness

4.21

Other terminals: 3.69

Entertainment & leisure
options

3.61

Other terminals: 3.39

Ambience

4.15

Other terminals: 3.57

Availability of
washrooms

4.16

Other terminals: 3.85

Cleanliness of
washrooms

4.22

Other terminals: 3.61

" Results cannot be presented due to the very small sample (<10)
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5 LAX — Performance by Terminal
Q4 2023



Average (out of 5-pt scale)

LAX — Performance by Terminal M‘[ ASE

Overall Experience

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.14 -0.01 +0.38 +0.17 +0.07 +0.33 +0.23 -0.04 +0.21 +0.05 +0.08

3.66 3.83 3.76 3.73 3.73 3.72 3.72 3.69 3.69

3.54
BEE5

—
a1

L

>
x

Base (n): Respondents providing a valid response.

Q4. How would you rate your EXPERIENCE today at THIS airport?
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal M ASE

Overall Emotional Score

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.02 +0.15 -0.06 -0.04 -0.03 -0.12 +0.10 +0.06 +0.21 -0.08 -0.08

s 4.00 3.92 3.92 3.90 3.89 3.84 3.77

3.72 3.65 3.64

L

>
x

TBW

Base (n): Respondents providing a valid response.

Q6. How do you feel right now about your experience at THIS airport?
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

.
LAX — Performance by Terminal W Agu
Overall Satisfaction

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.08 +0.27 -0.06 +0.12 -0.18 -0.13 +0.36 +0.23 -0.05 0.00 +0.13

4.09

3.88 3.87 3.80 3.79 3.75

3.74 3.62 3.60 3.51 3.48

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Overall Satisfaction
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

[
LAX — Performance by Terminal W Agu
Overall Satisfaction — Business

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.36 +0.28 +0.76 +0.44 +0.27 -0.26 " +0.29 +0.57 +0.48 A

4.09

3.92

3.74

3.72 3.71 3.67 3.65 3.59 3.57

3.30

LAX TBW

Base (n): Respondents providing a valid response. ~ Results cannot be presented due to the very small sample (<10)

Q10. Based on your experience today, please rate THIS airport on each service item: Overall Satisfaction amongst passengers travelling for business.
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal W‘I A

ol

Overall Satisfaction — Leisure

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.03 +0.15 +0.10 -0.18 +0.02 +0.19 -0.06 -0.33 +0.10 +0.29 0.00

4.03 3.96
3.82 3.78 3.76 3.75 3.72

3.75

3.57 3.55 3.50

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Overall Satisfaction amongst passengers travelling for leisure.
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

—
LAX — Performance by Terminal W Agu
Overall Satisfaction — Personal

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.04 +0.30 +0.34 -0.01 -0.19 -0.37 +0.08 -0.16 -0.15 +0.08 A

4.09 4.05 4.00 3.90

3.72 3.66 3.64

3.48 3.47 3.46

LAX T2

Base (n): Respondents providing a valid response. ~ Results cannot be presented due to the very small sample (<10)

Q10. Based on your experience today, please rate THIS airport on each service item: Overall Satisfaction amongst passengers travelling for personal reasons.
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal

Arrival at the Airport — Ease of Getting to the Airport

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.10 +0.63 +0.07 +0.15 +0.38 +0.26 -0.08

3.93

3.50 3.49 3.48 3.46 3.43

3.41

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Ease of getting to the airport
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

+0.09 +0.02 -0.21 -0.15

Sl 3.31 3.19 3.18

—
6]
—
vs}
—
(e}
—
\‘
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Average (out of 5-pt scale)

LAX — Performance by Terminal M‘[ ASE

Arrival at the Airport — Signage to Access Terminal

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.10 +0.19 +0.04 +0.28 +0.18 +0.15 +0.23 +0.15 -0.18 0.00 -0.11

3.82 3.81 .
371 3.79 3.76 3.75 3.74 3.74 259 3.60 3.57

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Signage to access terminal
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

- . orl
LA?( — Performance by Terminal W' Al)u
Arrival at the Airport — VFM: Transport

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.06 +0.54 +0.42 -0.28 +0.17 +0.21 -0.16 -0.11 +0.04 -0.13 -0.22

4.09

3.52

e 3.53 3.50 3.50 3.48 3.47 3.47 3.39 335

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Value for money of the selected mode of transport (including parking facilities)
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

=
=n '\ LAX = Performance by Terminal M ASu
Check-In — Ease of Finding Check-In Area

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.05 +0.13 +0.08 +0.23 -0.25 +0.12 +0.05 +0.14 -0.14 -0.16 +0.02

3.83

T6

=
(63}

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Ease of finding your check-in area
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

=n\ LAX — Performance by Terminal W‘I ASE

Check-In — Waiting Time: Check-In

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.10 +0.23 +0.23 +0.32 +0.20 -0.10 +0.17 -0.18 +0.31 -0.13 -0.31

4.26 4.24

3.96 4.12

3.98 3.97 3.92 3.89

3.83 3.81 366

TS5 T1 B

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Waiting time at check-in, including baggage drop if applicable
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

=n '\ LAX = Performance by Terminal M Al)u
Check-In — Courtesy & Helpfulness: Staff in Check-In Area

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.07 +0.26 +0.25 +0.10 +0.11 +0.07 +0.04 +0.24 -0.28 +0.04 -0.20

4.32 4.27 4.26 4.21 4.14

4.12

4.13 4.07 3.98 S 3.88

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Courtesy and helpfulness of staff in the check-in area
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal M ASE

Security Screening — Ease in Security Screening

L0

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.06 +0.28 +0.08 +0.22 +0.50 +0.12 -0.05 +0.08 -0.10 -0.18 -0.12

4.22 4.20 4.19 4.17 4.15 4.08

4.01 4.01 3.95 3.89

3.66

—
a1

L

>
X
—
\'

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Ease of going through security screening
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal

L0

Security Screening — Waiting Time: Security Screening

I Asd

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.06 +0.60 +0.15 +0.16 -0.15 -0.03 +0.09

4.26 4.22 4.18 412 4.09 4.07

3.97

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Waiting time at the security screening
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

+0.04 -0.04 -0.13 -0.05

4.02 3.84 3.84

355

—
o
—
a1
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Average (out of 5-pt scale)

LAX — Performance by Terminal

L0

Security Screening — Courtesy & Helpfulness: Security Staff

I Asd

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.06 +0.11 +0.17 +0.14 +0.20 +0.27 +0.06

4.17 4.16 4.12 4.08 3.96 3.95

3.95

T6

L

>
X
—
N

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Courtesy and helpfulness of security screening staff
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

-0.07 -0.15 -0.05 +0.05

3.95 3.91 3.84 2

—
a1
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Average (out of 5-pt scale)

%’37 LAX — Performance by Terminal M ASE

Border/Passport Control — Waiting Time: Border/Passport Control

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.02 +0.38 +0.08 +0.29 +0.10 +0.04 -0.20 -0.12 -0.12 +0.09 -0.22

4.31 4.22

3.97 4.12 4.07

3.94 3.91 3.89 3.89 3.81

3.73

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Waiting time at border/passport control
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

%37 LAX — Performance by Terminal

Border/Passport Control — Courtesy & Helpfulness: Border/Passport Control Staff

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.02 +0.32 +0.13 +0.21 -0.11 -0.02 -0.06

4.28 4.22

4.13

3.97 3.98 3.93 3.92

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Courtesy and helpfulness of border/passport control staff
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

-0.04 +0.07 -0.21 -0.21

3.89 3.87 3.83 3.79
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Average (out of 5-pt scale)

ﬁ} LAX — Performance by Terminal M‘[ ASE

Shopping/Dining — Restaurants/Bars/Cafés

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.12 -0.08 +0.10 +0.21 +0.30 -0.01 +0.28 +0.21 +0.27 -0.22 -0.07

3.67 3.61 356 353

3.41

3.32 3.30 3.25 3.22 3.18 3.15

L

>
X
—
H

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Restaurants/bars/cafés
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

ﬁ} LAX — Performance by Terminal M‘[ ASE

Shopping/Dining — VFM: Restaurants/Bars/Cafés

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

0.00 +0.08 -0.11 +0.25 -0.25 +0.19 +0.15 -0.06 -0.10 -0.13 -0.29

3.10

2.80

2.96
2.85 2.79 2.76 2.75 2.70

2.62 2.60 2.57

L

>
X
_|
v9)
_|
|_\
_|
N
_|
w

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Value for money of restaurants/bars/cafés
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

} LAX — Performance by Terminal M Agﬂ
Shopping/Dining — Shops

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.08 +0.41 +0.12 +0.09 -0.11 +0.07 -0.09 +0.21 -0.09 0.00 -0.09

3.65 - 348 243

3.30

3.19 3.13 3.11 3.06 3.01

2.97

LAX

—
=
—
(63}
—
[e2]

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Shops
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

Airport Service Quality

} LAX — Performance by Terminal M‘[ ASE
Shopping/Dining — VFEM: Shops

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.04 +0.23 -0.03 +0.09 -0.12 +0.17 -0.21 +0.17 -0.20 +0.12 -0.23

3.16 3.05 3.00

2.89

291 2.88
2.73 2.70 2.70 2.66 2.61

LAX T

(o9)

T5 T6

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Value for money of shops
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

} LAX — Performance by Terminal M‘[ Al)u
Shopping/Dining — Courtesy & Helpfulness: Shopping and Dining Staff s

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.13 +0.37 +0.28 +0.17 -0.14 +0.23 +0.12 -0.02 +0.16 +0.06 -0.20

3.77 . :
2 60 3.76 3.75 3.63 3.59 3.58 3.51 3.47

3.45 %) 217/

LAX T3

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Courtesy and helpfulness of shopping and dining staff
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

© 2023 ACI Terminal Performance — Q4 2023 55



Average (out of 5-pt scale)

— LAX — Performance by Terminal M Al)u
Gate Areas — Comfort of Waiting at Gate Areas

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.03 +0.06 +0.10 -0.06 +0.12 -0.18 +0.24 -0.01 +0.18 +0.14 -0.28

3.98

3.84 3.84

3.51 3.57 3.57

3.37 3.32 3.27 3.18 3.06

T6

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Comfort of waiting at the gate areas
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

— LAX — Performance by Terminal M Al)u
Gate Areas — Avallability of Seats at Gate Areas

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.12 +0.05 +0.09 -0.24 +0.32 -0.06 +0.33 +0.51 +0.45 +0.04 -0.29

4.01 3.97

3.75
3.54 3.71 3.67

sl 3.41

3.27 310

2.86

—
~

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item:Availability of seats at the gate areas
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal
Throughout the Airport — Ease of Finding Way

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.07 +0.22 +0.44 +0.02 +0.09 -0.20 +0.09

3.81 3.94 — 501 3.85 3.80 3.75

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Ease of finding your way
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

-0.26 +0.03 +0.01 -0.07

3.71 3.69 3.67 3.62
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Average (out of 5-pt scale)

LAX — Performance by Terminal

Throughout the Airport — Availability of Flight Information

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.11 +0.44 -0.06 +0.05 +0.18 +0.09 +0.08

L6 4.06 4.01 3.98 3.96 3.89 3.88

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Availability of flight information (gate and time)
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

-0.21 +0.17 +0.11 +0.06
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Average (out of 5-pt scale)

LAX — Performance by Terminal

Throughout the Airport — Walking Distance Inside Terminal

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.04 +0.14 -0.21 +0.11 +0.11 +0.10 +0.05

G 3.87 3.79 3.79 3.76 3.72 3.71

LAX T7

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Walking distance inside the terminal
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

0.00 -0.09 +0.35 -0.52

3.62 3.58
3.24 3.23

© 2023 ACI Terminal Performance — Q4 2023

60



Average (out of 5-pt scale)

LAX — Performance by Terminal

Throughout the Airport — Ease of Making Connection

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.04 +0.22 +0.01 -0.44 +0.53 " -0.15

3.79 3.74

3.53 3.58 3.51

3.43 3.34

LAX

Base (n): Respondents providing a valid response. ~ Results cannot be presented due to the very small sample (<10)

Q10. Based on your experience today, please rate THIS airport on each service item: Ease of making connection with other flights
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

+0.49 +0.02 +0.35 A

3.32 3.28 3.18

T2
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Average (out of 5-pt scale)

. 05
LAX — Performance by Terminal Mw Al)u
Throughout the Airport — Courtesy & Helpfulness: Airport Staff

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.09 +0.27 +0.16 +0.11 -0.01 +0.22 -0.11 -0.14 +0.20 +0.09 +0.09

4.16
3.94 4.05 3.99 3.98 3.98 3.94 3.91 3.90

3.78 3.77

—
[EEY
—
N
—
ol
—
»

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Courtesy and helpfulness of airport staff (information and maintenance staff)
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal M Al)u
Throughout the Airport — Wi-Fi Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.07 +0.18 +0.05 +0.02 +0.34 +0.24 +0.05 +0.16 -0.30 0.00 -0.05

3.76 3.75 3.75 3.65

3.59

3.55 3.51 3.51 3.48 3.44

3.36

L

>
X
—
H

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Wi-Fi service quality
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

LAX — Performance by Terminal

Throughout the Airport — Availablility of Charging Stations

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.04 +0.17 -0.02 -0.27 +0.34 -0.10 +0.03

>4 S 3.76 3.76 264

3.47 3.51

L

>
X
—
w

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Availability of charging stations
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

-0.14 +0.19 +0.06 -0.46

S

3.17
2.87

2.50

—
a1
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Average (out of 5-pt scale)

LAX — Performance by Terminal

Throughout the Airport — Entertainment and Leisure Options

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.09 +0.28 +0.04 -0.06 -0.01 +0.03 +0.06

3.65 3.63 3.61 3.53 3.51

3.42 3.39

LAX T

(o9)

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Entertainment and leisure options
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

+0.15 +0.30 -0.08 +0.01

3.27
3.24 3.08 3.07

—
o
—
N
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Average (out of 5-pt scale)

LAX — Performance by Terminal

Throughout the Airport — Availability of Washrooms

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.09 +0.30 +0.18 +0.11 -0.03 -0.05 +0.24

4.16 4.16 4.10 306 286

e 3.78

T1

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Availability of washrooms/toilets
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

-0.06 +0.11 +0.09 -0.01

3.73 3.67 3.67 3.57

—
\‘
—
»
—
N
—
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Average (out of 5-pt scale)

LAX — Performance by Terminal

Throughout the Airport — Cleanliness of Washrooms

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.05 +0.56 +0.04 +0.26 -0.08 -0.04 -0.01

4.22

399 3.87 3.79

3.67 3.73 3.61

T1

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Cleanliness of washrooms/toilets
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

+0.07 -0.04 +0.07 -0.10

3.45 3.41 3.41 &} 2
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Average (out of 5-pt scale)

%\ LAX — Perf by T Inal ,ﬂ" Al"ﬂ
/,Eyé AX = erformance by Termina M B
Airport Atmosphere — Health Safety

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.02 +0.13 -0.02 -0.07 -0.18 +0.35 -0.17 -0.05 +0.05 0.00 +0.13

4.14

3.95 3.87 3.84 3.82 3.81 371

3.79
3.60 3.59 3.56

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Health safety
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

//Eyé LAX — Performance by Terminal M ASE

Airport Atmosphere — Cleanliness

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.06 +0.23 +0.09 -0.02 +0.14 -0.15 +0.23 -0.04 +0.06 +0.19 -0.03

4.21

4.02 3.88 3.86 3.79

3.74

3.70 3.59 3158 3.44 3.36

T4

LAX

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Cleanliness
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.
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Average (out of 5-pt scale)

//Eyé LAX — Performance by Terminal
Airport Atmosphere — Ambience

I A

Airport Service Quality

Difference compared to previous quarter (Q4 2023 vs. Q3 2023)

+0.06 +0.30 +0.07 +0.04 -0.09 -0.06 -0.04

4.15

3.89 3.85

3.75
3.63 3.68 3.54

—
\‘

L

>
x

Base (n): Respondents providing a valid response.

Q10. Based on your experience today, please rate THIS airport on each service item: Ambience
Note: The green and red values indicate that terminal performance is higher or lower at a statistically significant level (95%) compared to the previous quarter.

+0.04 +0.14 +0.09 +0.05

3E317 8.5 3.32 3.28
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