LAX — Airport Performance M ASE

Q2 2017 ASQ Key Findings

Airport Service Quality

= All major metrics improved compared to Q2 2016

= Overall Satisfaction improved year-over-year, but LAX’s ranking among participating
airports declined

= Most Important Metrics with the Greatest Improvement

» Internet Access: Up 14%
» Drivers: T1,T5,T7, TBIT

» Washroom Cleanliness: Up 5%
» Drivers: T1,T5

» Security Wait Time: Up 5%
» Drivers: T1,T5,T7
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Trend Over Time — Overall Satisfaction Mean Score and Rank SpEey

Overall Satisfaction with the Airport
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Notes: The ranking is based on all ASQ participating airports for each quarter

Q7. Overall Satisfaction with the airport
Base is Respondents providing a valid response
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Trend Over Time — Overall Satisfaction
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YOY up 3.3%
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Base 3246 3078 3496 3600 3465
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Total
Notes:

Base is Respondents providing a valid response

* Other may include Education, Family visit, Religious events, etc.

YOY up 3.2%
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YOY up 3.3%
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Top 5 Most Important Items — Satisfied Passengers Aiport Senics Quaiy

Satisfied Passengers

Pase TOP 5 Most Important Items
n = 2856 Among Q8 respondents Among Q7 respondents
Ease of finding your way 67%
through airport 251 59%
Waiting time in check-in 67%
queuelline 116 63%
Waiting time at security 0
inspection 58% 63%
Internet access/Wi-Fi 39% 49%
Cleanliness of
51% 62%

washrooms/toilets

Scores 4 + 5
(Excellent+
Very Good)

m 1st most important = 2nd most important ~ 3rd most important

Notes:

Top 5: from Q8: “Which of the items listed in Question 7 are the 15t/ 2nd / 31 most important to you at this airport?”

The figures represent the number of respondents who mention the item.

Satisfied Passengers are among the respondents who mention the item as important at Q8.

Satisfied Passengers among the respondents to Q7 items “Based on your experience today, please rate this airport on each service item”.

Base is Respondents providing a valid response
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Airport Service Quality

LAX — Airport Performance s, o M AS

Trend Over Time — Check-in "

Q2/2016 ®=Q3/2016 mQ4/2016 mQ1/2017 mQ2/2017

YOY Up 1.5% YOY Up 1.2%
417 420 415

YOY Flat
4.00 4.05

414 418

405 402 4.11 410 4.06

Mean Score

Base 2619 2427 2766 2760 2704 2543 2377 2696 2685 2630 2543 2378 2667 2678 2625
Check-in waiting time Efficiency of check-in staff Courtesy of check-in staff

Notes: Responding to all questions is not mandatory, the number of respondents could be different for each item
Q7: “Based on your experience today, please rate this airport on each service item”

Base is Respondents providing a valid response
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Airport Service Quality

LAX — Airport Performance w
Trend Over Time — Security L4

Q2/2016 ®Q3/2016 ®WQ4/2016 mWQ1/2017 mQ2/2017

YOY Up 3.1% YOY Up 3.3%
4,04 410 4.06

YOY Up 2.8%
4.00 415411

YOY Up 5.0%

4.00 4.02

3.96 3.99 394 3.93 3.95

3.82 3.86 374 380 385379

Mean Score

Base 2885 2706 3061 3089 2951 2928 2763 3122 3125 2994 2972 2785 3163 3178 3044 3046 2826 3208 3238 3097

Courtesy of security staff Thoroughness Security waiting time Feeling of being safe/secure
of inspection

Notes: Responding to all questions is not mandatory, the number of respondents could be different for each item
Q7: “Based on your experience today, please rate this airport on each service item”

Base IS Respondents providing a valid pon
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Trend Over Time — Finding Your Way
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Airport Service Quality

Q2/2016 ®Q3/2016 mQ4/2016 mQ1/2017 mQ2/2017

YOY Filat YOY Up 1.3% YOY Flat

4.05 410 404

3.99 3,06

3.97
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Base 3308 3146 3548 3584 3425 3127 3014 3362 3384 3239 3323 3148 3539 3558 3417
Ease of finding way Flight info screens Walking distance
through airport inside terminal

Notes: Responding to all questions is hot mandatory, the number of respondents could be different for each item
Q7: “Based on your experience today, please rate this airport on each service item”

Base is Respondents providing a valid response
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3.59 355 3:62 357 3.59

933 905 995 1065 975

Ease of making connections
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LAX — Airport Performance
Trend Over Time — Airport Facilities

Y

YOY Up 4.4% YOY Up 3.3% YOY Up 2.8%

YOY Up 5.3%
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Base 2225 2115 2272 2270 2272 651 593 637 608 553 3033 2868 3193 3243 3106 3007 2854 3145 3197 3074 3244 3083 3483 3499 3357
Internet Business/Executive Availability of Cleanliness of Comfort of waiting/gate
access/WiFi Lounges washrooms washrooms areas

Notes: Responding to all questions is hot mandatory, the number of respondents could be different for each item
Q7: “Based on your experience today, please rate this airport on each service item”
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Focus on Q2 2017 — Mean Scores by Rated Item
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Airport Service Quality

Overall Satisfaction

Overall Business
) . Leisure
Satisfaction Other*

Leisure & Other

3.76
3.57
3.80

3.81

Ground transportation

Parking

Access VFM: Parking facilities
Baggage carts/trolleys

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

Passport Inspection waiting time
Control Courtesy of inspection staff

Courtesy of security staff

. Thoroughness
Security Security waiting time
Safe/secure feeling

Ease of finding way

- Flight info screens
Finding Way Walking distance
Ease of connections

Courtesy of airport staff

Eating facilities

VFM: Eating facilities

Availability Bank/ATM/exchange

i Shopping facilities
Alrp.o.r.t VFM: Shopping facilities
Facilities Internet / Wi-Fi
Business/Executives Lounges

Availability of washrooms

Cleanliness of washrooms

Comfort of waiting/gate areas

Airport Terminal cleanliness
Environment Airport Ambience

3.56
3.33
2.97
3.74
3.88
4.15

3.94
4.02

3.94
4.06

411
3.89

3.84
3.59

4.09
3.59

3.58
3.58

3.33
3.58
3.96

3.76
3.64

3.91
3.63

2.90

2.94

f Passport inspection
Arrlv_als Baggage delivery speed
Services Customs inspection

3.88
3.56
3.72

* Other may include Education, Family visit, Religious events, etc.
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