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THE PORT AUTHORITY OF NY & NJ

FOI Adlrrinistrator

July 31,2015

Mr. Pavel Gorelov
Global Gateway Alliance
25 West 39th Street
New York, NY 10018

Re: Freedom of Information Reference No. 16166
Dear Mr. Gorelov:

This is in response to your July 16, 2015 request, which has been processed under the Port
Authority’s Freedom of Information Code (the “Code™, copy enclosed) for a copy of the
Customer Satisfaction Survey.

Material responsive to your request and available under the Code can be found on the Port
Authority’s website at http://www.panynj.gov/corporate-information/foi/16166-O.pdf. Paper
copies of the available records are available upon request.

Please refer to the above FOI reference number in any future correspondence relating to your
request. ‘

Very truly yours,

. ( s
N1 s

I OI Administritor

Fnclosure

4 World Trade Cenfer, 18th Floor

150 Greenwich Street

New York NY 10007

Vo212 435 7348 [:212 435 7555
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2014 PORT AUTHORITY JFK ON-AIRPORT THE PORT AUTHORITY OF NY & NJ
; : SURVEY ARRIVING PASSENGERS St Teomaty - Tomar T Tecarda
[ (inTeRvIEWER: FILL OUT ITEMS BELOW) o Airport:JFK Weather (Check All That Apply):

Date: l l l/' l J/[ l ] Time: [jj D:I Oam DPM [ Sunny [ory [wet
Terminal: __ - AlrlineName.' :  Flight # Interviewer [D#:

Location: Clcurbside [Bus Stop ' ' [ Parking Lot L AirTrain
[ Taxi Stand [] Passenger Pick- Up Istand [ inside Entrance/Baggage Claim [:]GTCNVelcoma Center

1a. Did you arrive today at this airport on a domestic flight originating within the U.S,, Including Alaska and Hawaii, a U.S, Territory (Puerto Rigo, Virgin
[slands, Guam, etc.}?

[ Yes (Domestic U.S. thht) [INo (International Flight) —»  Q.1b From What Country?
1b. -Was your fllght & direet, non- stop filght to this alrport from your: original depamng alrport?
[Cves (Non-slopIDlrect Flight) El No (Connacior) - :
2a. Did you go through Passport Control, Customs and U.S. Entry today at this alrport? [JYes [_]No - Please Skip to Question 3.
2b, (IF “YES" TO QUESTION 2a) Did you use a Global Entry automated kiosk? Cdves ° [INo ' [JDontRecal
3. What mode of transportation will you use first to leave this terminal right now? Please Check ONLY ONE Answer Below.
{1 Walk to Parking GaragefLot or Tesminal {1 Limo/Execulive CariTown Car LINYC Airporter Bus to Manhattan
[ 0t-Airport Parking Company (1 Belng Plcked Up By Personal Car [_INYC Airporter Bus to LaGuardia Airport
Shultle/Van {e.g., AviStar) in Front of Terminal [ Public/Clty Bus
[] HoteliMote! Shuttle!Van (1] Super Shutile Van Service or Shared-Ride Van ~ [[] Charlered/Tour Bus
(1 JEK AirTrain [ on-Airport Parking Lot Bus ] Connecting Flight in This Same Termina!
[ Taxi I -] Transbridge Bus ] Other (Spacify:)
4a. |s this your first trip through JFK International Alrport? ] Yes—Plaase Skip to Question 5 ] No--Please Go To Question 4b
4b. s this your first trip through this terminal? O Yes L)

5, - Based on your experience or bellef about this terminal today, please rate the alrport on the following elements, - If you have not experlenced an ltem,
' please leave ansier | blank. For each item inthe fo!lowmg seven sections, please “X” the box that's closest to the way you feel, using the 4 to 10 -

_ Unacceptable « w» Cutstanding
A IF "DOMESTIC FLIGHT" IN Qla QR “NO" IN Q2a,

ANSWER ALL ITEMS IN SECTION A,
OTHERWISE ANSWER ONLY * ITEMS IN SECTION A, 1 2 3 4 5 6 7 8 9 10
* Condifion/Cleanliness of Jetways from Plane to Gate’ Area S I S 1 I T N R O R O
. Gate Area CONAIION/CIBANINESS .. ...coceceersesisessrrsmsrriasnissoesssese o 0o 0o o o o oo J o

o _-*Sagnlewectlons to Passport Control, Customs and .8, Eﬁt!y.’ . B RO

Bag Claim/Ground Transportation.........cwmrwmnenen (1. O 0O O 2 O 0O O O
Lighting Of SEAUNG ATGES ..., uvvvversseemmssssssmissssssessssssssiosessssasssnnn oo o000 0 0 4
Courtesy/Helpfulness of Airline Gate Agents, if avallable ................cun.. o o 0o o 0o a0 o o 0
Appearance of Airling Gate Agents, if available .............. O o o oo . Ogoo0 g
* INITIAL ENTRY TO TERMINAL-OVERALL w..oooccrrvcsvsesissrmrsnrsnins o o o oo o oo od

B (‘ANSWER SECTIONB ONl,.'Y IF YOU ANSWERED e Unacceptable « » Outstanding
“INTERNATIONAL FLIGHT" IN QUESTION 1a AND “YES" INQ,2a 1 2 3 4 5 6 i ) 9 10
Signs/Directions in Passport Control, Customs and US EntiyArea.... ] OO 0O O O O O 1 O 0O
Time Required at Passport Control, Customs and U.S. Entry................ O OO Ooo0oooogoogo g o
(IF APPLICABLE:) Use of Automated U.S. Entry Kiosk.... O O 0O o oo o g d
Courtesy of U.S. Passpart and Customs Officers ..., O o o oo 0o o g O
Professlonalism/Appearance of U.S. Passport and Customs Officers.... 3 3 O O [ O O O O 0O
Courtesy of U.S. Customs Baggage Inspectors, if applicable............. 3 3 [0 O O O O O O O
Professionalism/Appearance of Customs Baggage Inspectors............... oo o oo o o0 oo o i
Courtesy/Helpfulness of Customer Service Staff at Passport
Control/Cusloms/U.S. Entry, where avallable ............ooooccor e, O o 0o o o o O oo o g
Appearance of Cusiomer Service Staff at Passport Controlf
Customs/U.S. Entry, whera available...........cov.occooccre oo O O o 0 oo Cc oo o
Condition/Cleantiness of Passport Control, Customs and
US. BNty AMBAS ...ttt oot D O O O [] ] O ] ] ]
INTERNATIONAL ARRIVALS EXPERIENCE -OVERALL............. o o o oo 0o oo o

Please Turn to Page Two




2013 Port Authority JFK On-Alrport Survey Page 2
Arriving Passengers

... Unacceptable #—-—— —— » Outstandmg
T S S T 28 ¢ 5 & 7 & 9 10 .
c [ i/ rections InSide the TEMiNal ... L L1 030 O 0O O 3 3 1 1)
Restroom Condition/Cleaniingss. ... 3 01 01 (O -0 8O0 . O O O O
‘Condition/Cleanliness of Terminal Buirding e L L [ 0O O O @ O O O
* Lighting of Corridors/alkways ..... O 0O 0o 0o 0c o O 0o >
~Personal Safety.in the Terminal,.., . ......;I:l Qgog o go-a g o I I
1 Availability and Visual Clarity of Fllght Information Monitors... L0 0 0. 0O o o 0w g
".Ease of Getting Cash (ATMICurrency Exchange) o o o o o o oo o a
TERMINAL FACILITIES-OVERALL ... L0 0 0O O 0o 0 o o O >3-
D Bid You Go to Baggage Claim Today? Unacceptable < P Outstanding
[ Yes (Continue) 7] No {Please Skip to SECTION E) 1 2 3 4 5 6 7 8 g 10
Time To Get Fram Gate to Baggage Claii.........c.oocoeoeeoemsreesesorern. O O O 0 o oo >go o g
Easo of Finding Baggage Claim ..oou... ..o O O O - o o o oo Qg g
Display of Baggage Claim INfarmation ...............cccccmecereemeermsennes L O O O O o O o g o
Condition/Cleanliness of Baggage Claim AfBa......cc..cocrorerrorereoc e O O O O O O oo o o
Speed of BaGUEgE DEIVETY ......c..vooococoececeeceeerrecesse s srsrmeesssseensens O O O o c oo oo o
Condition of Baggage RECAINE .....uuesecvemsussssrie cieoeroeessioeeses e O O O 0O o 0O 0o o oo O
Accuracy in Raceiving All My BaOOAGE .....ccvievce oo 0 b o oo oo o ogo d
Avallability of Luggage Carts In Baggage Claim Area, if applicabl........ 0 O O O 0O a b >0 g o™
Avallability of Skycaps in Baggage Claim Area, if applicable. .....c.e..... o o oo o0 o ocog g
Courtesy/Helpfulness of Skycaps in Baggage Claim Area, ifapplicabte.. (] [0 0O O O [0 O O O O
BAGGAGE CLAINFOVERALL ....ocorccrvvrsrrrrnmnncrsrsssossssmssssssrsns U O 0O oo oo o o o
IF YOU'RE WAITING FOR A TJ‘\Xl,t BASED ON OBSERVATION: Unacceptable > QM@
El — 1 2 3 4.5 & 7T .8 8 10
Couﬂesyfhelpfulness OF T8XI DISPAICHET ..o ereeeresmeneensnns L o oo oo 0o g0 g
Appearance of Taxi Dispatcher ............ LU0 0O 0 0O O -0 0o 0.0
The time you waited in 106 01 8 aXi ..o L1 (1 O ) O O 0O O O O
F PLEASE BASE YOUR RATING ON YOUR EXPERIENCE TODAY Unaccaptable $ Quistanding
Lavef of Comfort (Seating/Roominess) 1 2 3 4 5 8 7 8 g 10
Near Welcome Center/Ground Transporiation (GT) nformation Counter.... (.1 1 OO0 O O [0 O O O O
Cleanliness/Condition of Welcome Center/GT Info Counter area O O O o 0o o o o O
Welcome Center/GT Gounter Staff Overall .o.........c.ccoccoevreerrernnn, 0 O O O 0O O o g g
Cleanliness/Condition of Terminal Frontage Beyond Exit Doors............. O O O 0o g o0 g O
Signs/Directions in Frant, Outside of the Terminal ....... ..o vciinee 0O O O 0O a o O o >
|_LEAVING TERMINALOVERALL......occoovoooveososcsnosconson o O 0o o o oogoo oo
E RATE YOUR OVERALL EXPERIENCE
TODAY AT THE AIRPORT... U w——— I I U S I B 1) N I I U O Y RN R

Sh. Based on your experlence today, how likely are you to recommend this alrport to friends, famlly and colleagues? (% ONE Box)
[ Definitely would ~ [[]Probablywould [l Fairly likely [ Probablynat  [] Dafinitely not

8. Ifyour OVERALL AIRPORT EXPERIENCE was an 8,9 or 10, please tell us what could Improve your experience at our airport Please consider all the
aspacts of your experlence that you feel matter most to you, PLEASE WRITE IN YOUR ANSWER BELOW.

if your OVERALL AIRPORT EXPERIENCE was less than an 8, please tell us what could improve your alrport experlenca such that you would
consider rating it an 8, 9 or 10, Please consider all the aspects of your experience that you !eel matter most to you, PLEASE WRITE IN YOUR
ANSWER BELOW, .

Piease Continue to Page Three




2013 Port Authority JFK On-Airport Survey Page 3
Arrlving Passengers

7. How would you rate your flight overall into this airport today?

Unacceptable <+ »  Qutstanding
1 2 3 4 5 6 7 8 9 10
FHGAE OVBIAI ... o sss st s siessssssss s 0o o o oo oo o0o o g

WAIT TIMES ON THE AIRPORT TODAY
84, “How long did it take from the time your plare landed on the runway until you stepped off the airplane?

() Undes 10 mins... ] 10- 9mins. 2028 mins. © ] Over 30 mins. (Please Specily #ot.mins _____ ) (2] DontKnow

8h. (IF YOU WENT THROUGH CUSTOMS, PASSPORTS & IMMIGRATION AT THIS AIRPORT) How long did it fake from the time you entered until you left
Customs/Passports and Immlgratlon?

-1 Under 15 mins, {71 20-29 mins. [1 45 mins. to 1 hour ] 1% to 2 hours
(1 15-19 mins 1 30-45 mins, [ 110 1% hours (] Over 2 hours

. [IF YOU WENT TO BAGGAGE CLAIM TO RETRIEVE YOUR BAGGAGE) How long dld the baggage claim process take, from the tlme you arrivecf at
haggage claim until you got all of your bags? o
I Under 1 minute O 5-8 mins. [ 15-19 mins. {1 .30-45 mins. an) Bags, Lost :
1 1-4 mins., 21 10-%4 mins, (] 20-29 mins. 1 Over 45 mins. Never Found

8d. (IF YOUWENT TO THE TAXI DISPATCH AREA) lnc!uding the time you may have alreatly been in line, how long do you think you will be waiting In
line to board a taxi?

[J Under 1 minute ] 5-9 mins. (] 1519 mins. (] 30-45 mins.
CT 1-4 mins. [ 1014 mins. (71 20-29 mins. [ Over 45 mins,
ABOUT YOU AND THIS TRIP
“9a,. D!d you stop ta?ythe Welcome CenterlGround Transport tlon (GT) Information Counter in tha arrivals area today for information or to take travel
. arrangements < S
: O Yes - Please Answer Q 8b ] No - Please Skip to Q.10a
8h. Using the same 1-10 point scale we've used before, how would you rate the Welcome Center/GT Information Counter Staff on:
Unacceptable b Qutstanding
( 2 3 4 5 6 7 8 9 10
Information Made Available at Welcome Center/GT Info Counter ........... O 0o >0 o0 o o o o g g
COUTtESYHBIDIUINESS .....cc...oc oo O O DO 0O o0 oQoogoogoogo g
ApPearancalProfessionalism ..........c.vcuveeoimicrooeeeseoreoeeers oo O 0O 00 00caoogoo o
10a. Did you or anyone in yourtravel party request special assistance from any Alrport/Airline Staff other than the Welcome, CenterlGround .
Transportation Information Counter Staff? _ Lo
[ Yes - Please Answer Questions 10b and ¢ [] No- Please Skip to Question 112~
10b. Using the same 1-10 point scale you've used hefore, how would you rate this employee on the following attributes:
Unacceptable -« » Quistanding
1 2 3 4 § 6 7 8- 9 10
Adtentiveness/AbIIY (o BSEEN .............cccovees oo O o0 oo o oo oo g
Helpfulness O O 0o 0o O oo o0 ad
COURBEY, ... v vcoeereeemnsrree st sheems s st s s b O O 0o oo o oo o g

)

*-:

10¢c. Which, if any, of the following did you request? [T Wheelchair [ Motorized golfcart [ Other (Please Specif

11a. Dld you ask any alrport employees, other than the Welcome Center or Ground Transportation Information Counter Staff, for directions or other
airport information during the time you spent entering or walking through the terminal?

[[] Yes - Please Answer Questions 11b and ¢ [C] Mo - Piease Skip to Question 12a

"“41b. What type of airport employee did you ask for dlrections or information? If more than one please check the one that had the most mf!uence on your
“experlence at this airport today.

[] Port Authority Customer Care Rep. ] Customs/Inspecions E] Gale Agent O TsA I:l Other | Specefy)
] ‘AirTrain Platform Customer Agent [ Skycaps [ Airline Baggage Staff

11¢. Using the same 1-10 point scale you've used hefore, how would you rate this employee on the following attributes;

» Qutstanding

Adtentiveness/ADIELY 10 HSIBN ..o
Accuracy of the information given
COURBSY. . oeovcrer s s vereserrer bt et bbb ma s s s

oogs
OOQde
Odfe
OO~
Ol0e
OO0«
gonds

3
O
U
C

Please Turn to Page Four




2013 Port Authority JFK On-Alrport Survey Page 4
Arriving Passengers

12a, Where are you gomg after you leave the alrport foday?

[ Home - 2] Hotel ‘ 1 Another Alrporl {Flight) [] Staying with Friends/Relatives
] Work . [ school [J CriseShip ] Other (Specify).___ —
12b. And, Is that in the U.S. or outside of the U.8.7 1 U.S— please enter the state or territory:
[ outside U.S., country; Please Sklp to Question 13a.

12¢. If New York City, please check only one answer below, then please skip to Question 13a..
- [IManhattan-Below 14 St ["] Manhatian-14%-96% St [ Manhattan- Above 96% 8. []Bronx [ Brooklyn D Qusens E] Staten Island
12d, If NY State, but NOT New York City, please check only one NY county below:
CIWestchester  [Jtonglsland  [JRockland  [JPutam [Dutchess [JOrange [ISulivan [JUister [ ]Other Upstate NY

12e. And, please enter city or town: ' ' 12f, (If U.S. Destination) Zip Code:

13a, What was the primary purpose of your trip today?
O Leisure/Vacation/Visiting [J Both Business/Non-Business [Z] liiness/Bereavement [ Other (Specify):
[] Business [J school-Refated [ Moving/Relocation

13b (IF YOU BID NOT ANSWER “HOME" IN QUESTION 12a) Are you just visiting on this trip and mtending to fly back out from this afrport? .
1 No— Please Sklp o Questlon 14 [0 Yes, just visiting— Q.13¢. How many nights are you staymg on this frip before re urning? $

14a, Dld a frlend, relative or colleague meat you inside this terminal at the alrport when you arrived foday?
[0 Yes—Q.14b. How Many Meeter/Greeters? O No

15a. How many people, Inclixding yourself, were'in your party on this flight today? #:_
15b. (IF MORE THAN ONE IN QUESTION 15a:) How many were children under age 187 #

16a. Did you purchase the following today at this alrport? :
Food/beverages 1 Yes, nearer the gales area [:] Yes, in the arrivals area nearer the terminalexit ] No
Retall {non-food) merchandise or services [ Yes, nearer the gates arsa  [] Yes, In the arrivals area nearer the terminal exit  [] No

16b. If “Yes,” to any in Q.16a above, please indicate approximately how much you spent today, in total, on:
Food/heverages: § Retail {non-food) merchandise: §

~ 17. " Did you visit a restroom today within this terminal? : :
[C1 Yes—Closer to the gate area, before the seourity checkpoint [] Yes—closer to lhe termlnal axit, after the secunly checkpuml

[ Yes—Both before and after the security checkpoint O No
18, Using the same 1-10 point scale you've used before, how would rate the avallability of restrooms within this tarminal?

19. Including this trip, hcw many round trips s through each of these airports.have you made in the past 12 months?

[DjLaGt ardia [ JFKImII | ]!_\ant : iﬂj Stewarl Dj:, A ey Alpents

- Liberty bl Int'l

THESE FINAL FEW QUESTIONS ARE FOR CLASSIFICATION PURPOSES ONLY,

20, Is your primary residence in the U.5. or outslde of the U.8,7
[J us. [ outsideu.s

21. Gender: {1 Male [ Female
22, Year Born: 19 DD

23, We'd like to follow-up with you in the future about our alrports, may we contact you at your e-mail address? If yes, please complate:

@
THANK YOU FOR TAKING PART IN THIS IMPORTANT SURVEY!




2014 PORT AUTHORITY EWR ON-AIRPORT THE PORTAUTHORIIV OF NY& NJ

SURVEY ARRIVING PASSENGERS Stewari v Kepnedy » Wewark Liberty » Latiuardio
: (mrsnwswm FILL ounremssﬂom SR Alrport'aEWR T T Waather (Cheek All That Applyki -

".Date' l [ l/l !/L] Tlme.l:D D:] E-AM DPM, ' [ sunny [Dry DWet

“Tarminal:” Airline-Name: ™ ?" SR Flrgh't"# : Interviewer ID#: [ [

Location: - [curbside - Bus Stop . E O Parking Lot L AirTrain
- [J7axi Stand (] Passenger Pick-Up Island - []Inside Entrance/Baggage Glaim l:]GTC.'Welccme Center
Inlrvw Area 1A Level 1—Parking [] TA Level 2—~WCiFaxIsIBuses [17B Lovel 1—Dom WCIBagCialm [2I7B Level 2—int} WCIGTC

1a. Did you arrive today at this alrport on a domestic flight originating within the U.S., including Alaska and Hawail, a U.S. Tertitory {Puerto Rico, Virgin
Islands, Guam, efc.)?

[ ves {Domestic U.S. Flight) (] No (International Flight) = Q.1b From What Country?
1h. Was your flight 2 direct, non- -stop flight to this alrport from your original departmg alrport?
[IYes (Non-stop/Direct Flight) [Z1No (Connsctor) - " '
2a. Did you go through Passport Control, Customs and U.S, Entry today at this airgort? D Yes I:I Nu Please Sklp to Questlon KR
2b. (IF "YES" TO QUESTION 2) Did you use a Global Entry automated kiosk? - : OvYes - [ No E Dnn’t Reca%% R
3. What mode of transportation will you use first to leave this terminal right now? Please Check ONLY ONE Answer Below.
[Z] Walk to Parking GaragefLot or Terminal 1 LimofExecutive GarTown Car (] Newark Liberty Airport Express Bus io Manhattan
[ Off-Airport Parking Company [1Being Picked Up By Personal Car ] Olympia Trails Bus
Shultle/Van (e.g., AviStar) in Front of Terminal (L] Public/City Bus
(] Hotel!Mote! Shuttle/Van [ Super Shutlle Yan Senvice or Shared-Ride Van ] Chartered/Tour Bus
{7 Mewark Liberty AirTrain 1] On-Airport Parking Lot Bus [J Connecting Fiight in This Same Terminal
[7axi [J Transbridge Bus . [ Cther (Specify:)
43 Is thls yourfirst trlp through JFK International Airport? - ] Yes—-PIease Skip to Question 5 oA No_ﬁ-leea_sé Go To Question 4b
4b. s this your first trip through this terminal? [ Yes ClNo

5. Based on your experfence or helief about this terminal today, please rate the airport on the followmg alements. If you have not experienced an ltem,
please leave answer bfank, For each item In the followmg seven sectlons please “X" tha biox that's closest o the way you feel, usirg the 1 to 10
+ scale where1 is Unaccegtabl and 10 is Outslandlng

: " - Unacceptable «- - : : » Cutstanding
E {F "DOMEST|C FLIGHT" IN Q‘la OR "NO" IN Q?a RN
ANSWER ALL ITEMS IN SECTION £ A, : ;
. ,OTHERWISE ANSWER ONLY* ITEMS N SECTION A, 1 2 3 4 5 5 7 ] 9 10
¥ Condl ‘nICleanlmess of Jetways from Plang to Gate fires | U I 1t I I A e S SR o I
Gale Alea Condiflon/Cleanliness... -0 o o - o1 o 90 [
¥ Ssgnleirechons fo Passport Contro! Customs and U S Eniryf S
Bag Claim/Ground Transpor!auon Lo o o (0 o o o g
Lighting of Seating Areds.. " ' sl 000 O O OO O D
Courtesy/Helpfulness of Alfine Gate Agents nf avallab!e riressvinid 00O 0O o0 o0 0 g d
Appearance of Airline Gate Agents, if aVallabla .o rmsrmmenmirsinns L O 0 o 0 0O 0-0.0 0
' *INITIAL ENTRY TO TERMINAL-OVERALL voesisen s O 000 0 0000 0.0
E_(ANSWER SECTION B ONLY IF YOU ANSWERED e an Unacceptable < —» Qutstanding
“INTERNATIONAL FLIGHT” IN QUESTION 1a AND “YES" INQ.2a 1 2 3 4 5 6 7 8 9 10
Slgns/Directions in Passport Control, Customs and U.S, Entry Area... 1 3 O [ O O [ O 0O 0O
Time Required at Passport Conirol, Customs and U.S. Entry................ O 0O oo ooooo g
(IF APPLICABLE:) tUse of Automated U.S. Enfry KiosK...ccoo.......cccrnvovern ] D ] 1 4 D | | O |
Courtesy of U.8, Passport and Customs Officers ..o L1 1 00 01 O O O O O 0O
Professionalism/Appearance of U.S. Passportand Customs Officers.... L] 0 O O [0 O O O O O
Courtesy of U.S. Customs Baggage Inspecfors, if applicabts......... [ 0O O O [J O O O O O
Professionalism/Appearance of Customs Baggage Inspectors....... 1 (1 0O O O O O O O O
Courlesy/Helpfulness of Customer Service Staff at Passport
Control/Customs/U.S. Entry, where availabla ... esmrenn O O 0O O 00O 0O 0go o0 o
Appearancs of Customer Service Staff at Passport Control/
Customs/U.S. Eniry, where avallablg, .............ovmeesssrsssssssrs O O o ooocoo o o
Condition/Cleanliness of Passport Control, Customs and
LS, ENIY ATEES 1ovvvvvvsesvvssosssssssessssmssiss st ss sttt L O 0O 0o a oo oo g o
iINTERNATIONAL ARRIVALS EXPERIENCE «OVERALL .....o.... O 0 0 0] oo o nog

Please Tum to Page Two
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Unacceptable .« — . — — . Quistanding .
S T S T HE D A A 1
| SensiDiesi: olnmde the Termmal DSV 1% S o [ Y N 0 N Ut o A BN T
Restrocm Condltion/Cleanlingss .. LOo0o0. 08 0 0 o 6o o o o
Condil JnICIEanhness of Terminal Bm g o 9% 8 S I R I IR T U O O A O O
- Lighting of CorridorsiWlkvays .. S0 N S N [ A 1 (Y I O N O
- Personal Safely . the Teaingl ... OO0 0.0 o0 & o 0o 2 0
- Avalability and Visual C arlty of Fllght lnformalion Monl!ors PR I B I T N AT 0 N RSN 14 E 100 A NSO I I
. Ease of Getiing Cash {(ATM/Currency Exchange)...., ..... - ~ee O8O0 OO0 0O o 0 0O
TERMINAL FACILITIES-OVERALL .. eyt O o-g--go-0o- 0O 0 00
D Did You Go to Baggage Claim Today? Unacceptable < $ QOutstanding
[]Yes (Continue) [ No (Please Skip to SECTION E) 1 2 3 4 5 6 7 8 § 10
Time To Get From Gate to Baggage Claim...ccommeeee L1 1 1 O O O O O O O
Ease of Finding Baggage CIaim ... O O O O O 0O 0O 0O O O
Display of Baggage Clalm Information ............. U0 O O O o g o o0
Condition/Cleanfiness of Baggage Claim Area... O 0 0 0 0 0 o 0 o 0O
Spaed of Baggage Delivery ... ] L1 0 O 0O O O O O O
Condition of Baggage Recaived ... ussns 3 ] O L I O O 0o o L1
. Accuracy in Receiving All My Baggage..... - SO0 0 0O o O @O 0 0o o o
Availability of Luggage Carls in Baggage Claim Area lf applscable LLOd-0 0O O 0 0o 0o o o g
Availability of Skycaps in Baggage Claim Area, if applicabla.... LO 0 0O 0O 0O 0 0 O o O
Courlesy/Helpfulnass of Skycaps in Baggage Claim Area, feppltceble O O o o oo oo @ @
BAGGAGE CLAIM-OVERALL .. e L) ) 0 O O B [0 O O
'IE YOU RE WAITING FOR A TAXI, BASED ON OBSERVATlON Unaccegtabie — : ' ' ~P Qutstanding
E ., o R T S DR 5 6 7 § 9 10
':'Cou'desylheipfulness of Taxi DESpatcher...,...‘ oo 0o o 0 oo W b g
" Appearance of Taxi Dispatoher ......uumen, LLoOo O o0 o o000 O .
The fime you waited in ling fof &8¢l ... 1 01 00 OO 0O 0O 0 0O 0O 0O
E“PLEASE BASE YOUR RATING ON YOUR EXPERIENCE TODAY Unacceptable < » Outstanding
Lavel of Comfort {Sealing/Roominess) 1 2 3 4 5 6 7 B 9 10
Near Welcoma Center/Ground Transportaflen (GT) Information Ceunter...... (3 (0 0O O O O O O @O O
Cleanliness/Condillon of Welcome Center/GT Info Counterarea...n . L3 [ [ O O [ [0 O O O
Welcome Center/GT Counter Staff Qverall .., J— 0 O 0o O 0o 0o 0o o .
Cleanfiness/Condition of Terminal Frontage Beyond Exit Deors ~d O 0O O O o o o o g
Signa/Directions In Froni, Quiside of the Terminal... —eed 00 O O O O O O 0O
| LEAVING TERMINAL-OVERALL v corrsesrenercrernnrnn L] o o o o0 0 0o g g
[E RATE YOUR OVERALL EXPERlENCE L L .
“TODAY AT THE AIRPORT: i e inerseenne oo oo o0 QDo 0o oo

5h, Based on your experience today, how likely are you to recommend this airport to friends, family and colleagues? {X ONE Box}
[T Definitely would {1 Probablywould [} Fairly likety [l Probablynot [ Definitely not

6. Ifyour OVERALL AIRPORT EXPERIENCE was an 8, 9 or 10, please tell us what could Improve yolr experience at our alrport Please consider all the
aspects of your experlence that you feel matter most to you. PLEASE WRITE INYOUR ANSWER BELOW,

If your OVERALL AIRPORT EXPERIENCE was less than an B, please tell us what could improva your airport experience such that you wou!d
" consider rafing it an 8, 9 or 10. Pleasa considér all the espects of your experience that you feel matter most to you. PLEASE WRi?E IN YOUR
ANSWER BELOW, : o : . . S

Please Continue to Page Three
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7. How would you rate your filght overall into this alrport foday?

Unacceptable > Qutstanding
1 2 3 4 5 6 7 8 ] 10
Flight Ovarall..c.sussssssissssrmecnrsssssssssimsimsrciieeeen L L1 1 O O O 0O O 0O 0O

WAIT TIMES ON THE AIRPORT TODAY
Ba, How long did it take from the time your plane Ianded on the runway untll you stepped off the alrp!ane?

0 Under10 mins. . ] 10-19 mins. . [] 20-20 mins, [ Over 30 mins, (Please Specify#of mins. ") L1 ConlKnow

8b. (IF YOU WENT THROUGH CUSTOMS, PASSPORTS & IMMIGRATION AT THIS AIRPORT) How long did It take from :he time you entered untll you left
Customs/Passports and imm:gratlon?

(3 Under 15 mins. O 20-29 mins. [T 45mins. to 1hour [J 1% 1o 2 hours
[ 15-19 ming 1 30-45 mins, (] 1to 1% hours (1 Over 2 hours

8¢ (IF YOU WENT TO BAGGAGE CLAIMTO RETRIEVE YOUR BAGGAGE) How long did the baglage claim process take, fror'n,thé time you arrived at
haggageclalm untll you got all of your bags? BERRERAT
[ Under 1 minute - [J 59mns. . - [11459mns. - - [0 3045mms oo [ Bags Lost
] 14 mins, - - [ 10-14 mins, 3 2029 mins. CJ Overd5mins, - - Never Found

8d. (IF YOU WENT TO THE TAXI DISPATCH AREA) Inciuding the time you may have alveady been In line, how long do you think you will bs walting in
line to board a taxi?

[ Under 1 minute [ 5.9 mins. [ 15-19 mins. (3 30-45 mins,
[T 1-4 mins, 3 10-14 mins. T 20-29 mins. [ Gver 45 mins.
ABOUT YOU AND THIS TRIP
"9a. " Did you stop by the Welcome Center/Ground Transportat:on {GT) Informatfon Counter ln the arrlvals afrea today for infor manon or fo make travel
) arrangements?
. _ I:] Yes - Please Answer Q.0b ] Mo - Please Skip to Q 10a
9b, Uslng the same 1-10 point scale we've used before, how would you rate the Welcome CenterIGT Information Counter Staff on:
Unacceptable P Outstanding
1 2 3 4 5 6§ 7 8 9 10
Information Made Available at Welcome Center/GT Infe Counter ........... O 0o o oo oo o g
Courtesy/HeIDRUINESS ....cooccrsemminmmsrsismmmmenne L1 L) O 00 0O O 0O O 0O 0O
ApPEAranCe/PIOfRRSSIONANISM ....csvecsssesscasensmesmsssraemscnrin L0 O O 0O 00O o0 o
10a. Did you or anyone in your travel party request gecxal assistance from any Anrport!A!fIme Staff other than the Welcome CenterIGroaﬁd
Transportation Informatlon Counter Staff? : ‘
) H Yes- Please Answer Questions 10b and c O No= Flease Skipto Questron 11a
10b. Using the same 1-10 polnt scale you've used hefore, how would you rate this employse on the followlng attributas:
Unacceptable ‘»  Qutstanding
1 2 3 4 5 ] 7 8 9 10
Altentiveness/Abilily to listen ..o 3 1 [ O O O O O 0O 0O
Helpfulness O O 0O 0O 0O 0O o O o d
Coudesy e SRR I RN S R I B -0 O a S G
10c. Which If any, of tha followlng did you request? - [ Wheslchair (] Motorized golf cart L—_l Other (Please Specnfy)

11a. Did you ask any airport employees, other than the Welcome Center or Ground Transportation Information Counter Staff, for directions or other
alrport informatlon during the time you spent entering or walking through the terminal?

[ Yes - Please Answer Questlons 11b and ¢ [} No- Please Skip to Question 12a

11b. What type of alrport employee dfd you ask for dlrecuons or lnformatlon? If miore than one, p!ease check the one that had the most mﬁuence on your
experfence at this alrport foday. ' . .

[C] Port Authorlty Customer Ca{e Rep DCustbrh'sfinspections' : E] GateAgant 2 OTsA D Other { Specufy}
[ AieTrain Platform Customer Agent [ “Skycaps [0 Airline Baggage Staff

e, Using the same 1-10 point scale you've used hefore, how would you rate this employee on the followlng attributes:
Unacceptable

¥  Quistanding

Attandiveness/Abllity 10 ISIEN ..o reenis
Agcuracy of the information given...
COURBEY cvevv vt s st e ser s ar et seae sttt st et

DO
G0-
OU0e
Lade
OGO~
O00e
L1010
Oaos

2
Cl
O
]

Plaase Turn to Page Four
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5 123. Whers areyou going afteryou ieave the airport today? T
0 Hnma O Hotel - = [ Ancthe- Abrport {Fligit) [ Staying with Frier dsiRelatives

. O Work S [ school - [ Cruise Ship o D Other (Specify,.___ o s
12b, And, [s that in the U.S. or outsids of the U.8.7 [ U.8— Please enter the state or territory:
(7] Outside U.5., country: Piease Skip to Quesiaon 13a,

“12c. If New York City, please check only one answer beEow, then please skip to Quesﬁﬁn 1382 - _
I Manhattan-Below 145 St. - [ Manhattan-14t-96%'St, - ] Manhattan- Above 96" St [] Bronx l:] Broeklyn I:I Queens D Staten lsland

12d. If NY State, but NOT New York Gity, please check only ona NY county below:
[OWestchester ~ [Jlonglsfand [ JRockland ~ [JPutnam  [JDuichess [JOrange [JSulivan [ Utster [T Other Upstate NY

12¢. And, please enter clty or town: ' _ ) 12f, (lf_ u.s. D'estlnation) Zlp Code:

13a, What was the primary purpose of your trlp loday?
[ Leisure/Vacafion/Visiting [T Both Business/Mon-Business [J tiness/Bereavement [ Other (Specify):
[]-Business {1 Sohool-Related [} Moving/Relocation

13b, {IF You DID NOT AE\ZSWER “HOME" IN QUEST!ON 'iZa) Are you just visiting on this trip and intending to fly back out from this airport?
[:I No— Please Sklp to Queshon 42 [ Yes, just visiting —- Q.13c, How many nights are you staying on thss trip before returmng? i,

14a. Did a friend, relatlve or colleague meet you inside this terminal at the aliport when you arrived today?
] Yas— Q.14b, How Many Mester/Greeters? ] No

15a; How many people, including yourself, were In your party on this flight today? #:
15h. (IF MORE THAN ONE IN QUESTION 15a:) How many were children under age L

" 18a. Did you purchase the following edagaithls airport? o
Foodieverages . - [ Yes, nearer the ga s a;e& E Yes, in the arrlvals area nearer ihe termmai exit- [ No

* Retail (aoa-foecf) merchand!se orservices . [] Yes, neazerthegates area R Yes, in the amvais area ;;earert?ze erminal exit S Ne

16b. If “Yes,” to any in Q.16a above, please indicate approxlmateEy how much you spent todag, in total, on:
Food/beverages: $§_ . . __ Retail (non-food) merchandise: $ ..

17, Did you visit & restroom today within this terminal? - ‘
u Yes—Closer to the gate area, before the security checkpoint D Yesmcloser lothe te:mmal extt aﬂer the securaly checkpomi

s [ Yes—Both before and after the securl ycheckpnmt O No
18. Using the same 1-10 point scale you've used hefore, how would rate the avallability of restrooms within this terminat?

- 18, Including this trip, how many round frips thmugh each of these airports have you made n the past 12 months?

G LT e [T ]k | ] ENewark [ 1] siews D:D A1l Othar Alpots

- Libarty tall Ini‘é

THESE FINAL FEW QUESTIONS ARE FOR CLASSIFICATION PURPOSES ONLY.

20. Is your primary residence In the U.5, or outside of tha U.S.?
O us. [ outside U.S

21, Gender: [ Male [ Feméle

22, Year Born: 19 D D

23, We'd like to follow-up with you in the future about our alrports, may we cbntact you at your e-mail address? If yes,'pléésa com'p|ete; '

@
THANK YOU FOR TAKING PART IN THIS IMPORTANT SURVEY!




2014 PORT AUTHORITY LGA ON-AIRPORT THE PFORT RUTHORITY OF NY & NJ
SURVEY ARRIVING PASSENGERS

Sleworf « Kepnedy » Newask iherty » LaGrardia

.(!NTERWEWER FILL OUT ITEMS BELOW) . Alrport: 2LGA : L -j “Weather {Check All That Apply}: -
Date: l l ] / I l / l l l - Time: [:[:] [:D DAM DPM - [sunny Clory - { Jwet
Terminal: . .Airline Name: ‘Hight#, . interviewer 'Di: D:]:] -
Location: [ICurbside Haus Stop [ Parking Lot S T

' [JtaxiStand -~ [[]Passenger Pick-Up Island ("] Inside Entrance/Baggage Clatm : []GTC/MWelcome Center . - -

Intrvw. Area: 178 A/B Side [ 1TB C/D Side [ 1Delta TC Main [ 1Delta TC Side [ Delta TD {Near Lot 4) [_] Delta TD Side {Near Lot 5)

1a. Did you arrive today at this airport on a domestic flight orlginating within the U.S,, including Alaska and Hawall, a U.S. Territory {Puerto Rico, Virgin
Islands, Guam, etc.)?

[ Yes (Domestic U.S. Flight) [ No (international Flight) —» Q.16 From What Country?
1b. Was your fllght a direct, non- stop flight to this airport from your original departing alrpori?
(] Yes (Non-stop/Direct Flight) [J No (Connectar)
2. What mode of transportation will you use first to leave this terminal rght now? Please Check ONLY ONE Answer Below.
[..] Walk to Parking Garage/Lotor Terminal ] Rental Car Shulile/Van CINYC Alrporter Bus to Manhattan
[T Off-Airport Parking Company [ Taxi [ONYC Airporter Bus to JFK Airport
Shuttle/Van (e.g., AviStar) [ LimoExacutive Car/Town Car 1 Public/City Bus
CTHotelMolel Shutlle!Van [ Being P_Ecked Up By Personal Car £] Chartered/Tour Bus
(] On-Alrport Tesminal Access in Front of Terminal L] Connecting Flight in This Same Terminal
Shuttle Bus [ Super Shuttle Van Service or Shared-Ride Van [ Other (Specify:)
3. Is this your first trip through LaGuardia Alrport? L) Yes—Please Skip to Question5 I No--Please Go To Question 4
4. Is this your first trip through this terminal? [ Yes [INo
5. Based on your experlence or belief about this terminal today, please rate the airport on the following elements. If you have not expsrienced an item,

please leave answer blank, For each item in the following seven sections, please "X" the box that's closest to the way you fee! using the 1 to 10
scalawhera 1 s nacceptab! and 10 is Outstandlng

Unaccegtabl e - —_ — Outstandlng
_ e T 2.3 4 5 & 7T 8°:9 10
E Cend'tion/Cleanfirsss of Jetways from Planc te Sate Area ... L] 00700 O O O [ G R Y R
Gate Aiea CondilicVCIBaNINESS.c.uurmremrrssmmsrisssssssnmnes SN i IR i I i I Rt o I I N
Signs/Directicns to Bag Claim/Ground Tra'nsportation_..,,,..,_..,...'.,‘.....,,......_EI -0 o o-0. 00 I:] [0 I O R
Lighting 0f Se2ting ATBRS.....unswsssvsssss N B -0 o0 oo oa o)
Courtesy/H=Ipfulness ofAlrIme GaieAgents i available . e o I e 1 I I e & T E N
. Appearance of Airline Gate Agents, if available ..., e 1 O 0O -0 0 O O 0 3
INITIAL ENTRY TO TERMINAL-OVERALL ... s O 0O oD o oo oo ogo 3
Unacceptable ¢ » Outstanding
1 2 3 4 5 6 7 8 ] 10
B Signs/Directions ingide the TErMINal.............cc..ormmmmmmmmsnmmmrnmnns O o 0o o oo o oo o
Restroom Condiion/Cleaniingss .. ...........cc.ccoooooccoermeeec e O o o oo g o oo g
Condition/Cleanliness of Terminal BUAINg ...........ccoocrooroorecrrsres s o oo o0 o0 oo o o o
Lighting of CorridorsWalkWays ............c._coovrevvereoceoees oo O O 0O 0 0O 0 o o o o
Persenal Safety in 1he TEMIRaLc........ooooovo oo O O - 0o oo o oo o
Availability and Visual Clarity of Flight information Moniters.................. O o o o o o o o o
TERMINAL FACILITIES-OVERALL g O oo o0 o odgao d

Please Turn to Page Two
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. Unacceptable « —_——— » - Qutstanding -
C Did You Go to B'aggaga Claim Today? S 1 2 3 '_:{ 4 A L R | 8 _9_ : 10 .
T[Yes (Continue) - ] No (Please SKip to _E(_:_I_I_{M) g SRR kg o
-TImeTOGGIHC““ Gaic to Baggage Claim... s 30 70 00O 12 11 T 1]
‘Ease of Finaing Begage Claim ......... O 0 oo oo o0oc o &oon
"Display of Baggage Claim IOrmation ... L (1 017 00 @3 0 0 08 [
Condition/Cleanliness of Baggage Claim ... L1 1 <0 .0 O 0O C [ 03 [
Speed of Baggage DBIVEIY ... L [ 0 0 O @ & OO O
Condition of Baggage Received . SO0 O o oo o d 0O
Accuracy In Recelving All My Baggage . O 0O O O O 0O 0O W 0O
Availabilily of Luggage Carts in Baggaga Claim Area, if ap;)llcable LO 0O 0O o o oo o-o-og
Availability of Skycaps in Baggage Claim Area, if applicable................ o 0O o o0 o0 o 0o o 3J-0
Courtesy/Helpfulness of Skycaps in Baggage Claim Area, ff applicable... [L] 1 [ [ 1 1 O o-0O
BAGGAGE CLAIM-OVERALL ..vcvmmeeeens L1 3 [ 0 O 0O 0O 0O 7 10
D IF YOU USED AN ON-AIRPORT TERMINAL SHUTTLE BUS TODAY: Ur;accegt;ble v ) p ; ; » ; ,‘;9 Oulst“a(?d!ng
On-Airport Terminal Shutlle Bus EXDEREnce ... .orwwsumrrmsrmmmmemnnosesrs O O O 0O o o 0o 0o o O
IF YOU'RE WAITING FOR A TAX|, BASED ON OBSERVATION:
Courtesy/halpfulness of Taxi DISPALORr ...c......cccveroeeeseerver e o CcC O o o o oo g d
Appearance of Taxi Dispaicher ....... ] ] ] ] 0 0 O
The time you waited In fine for a laxi O 0O o o o o o
E—'PLEASE BASE YOUR RATING ON YOUR EXPERIENCE TODAY. ‘Unacceptable < — —» Outstanding
: : 1 2 3 4 5 6 ! 8 9 10
Level of Comiort (Seating/Roominess)
Near Welcome Center/Ground Transportaion (GT) Informaion Caunter... 1 OO (0 O O O O 2 1 I
* Cleaniiness/Condilion of Welcome Center/GT Info Counter area........ ] 3 0O 0000 - &4 O 3 3 22
Welcome Center/GT Counter Staff OVerall ... 1 3 =0 - {3 03 01 03 00 20
Claanliness/Condition of Terminal Froniage Beyond Exit Doors.. ... o o -0 O OO 4 O =
Signs/Directions in Front, Oulside of the Terminal.............. L - T3 00 0O 0O O d O 21 0O
LEAVING TERMINAL-OVERALL...... ... evecreecsersmsmosarsnsmern O O O 0O 0O O o o o O

F| RATE YOUR OVERALL EXPERIENCE
TODAY AT THE AIRPORT ]

O
(W
O
O
£l
O
1
O
[

5p. Based on your experience today, how likely are you to recommend this airport to friends, family and coHe_ague_s? (X ONE Box} .
[ Definitely woutd [ Probably would [ Fairly likely (] Probably not " [ Definitely not

8. If your OVERALL AIRPORT EXPERIENCE was an 8, 9 or 10, please telf us what could improve your experience at our airport. Please consider all the
aspacts of your experlence that you fee! mattar most to you, PLEASE WRITE IN YOUR ANSWER BELOW.

if your OVERALL AIRPORT EXPERIENCE was less than an 8, please tell us what could improve your airport experience such that you would
consider rating It an 8, 9 or 10. Please consider all the aspects of your experience that you feel matter most to you, PLEASE WRITE IN YOUR
ANSWER BELOW.

Please Continue to Page Three
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7. How would you rate your flight overall into this airport today?

- Outstanding -

. _ . ‘Unacgeptable ; ; _
: ' 1 2 34 -5 6 7 8 9 000
FHGRE OVBIEH .o e ssssssssssmssmsimrimmsmenmnsnnnee 1 L4 1 O 0 <O -] .I:] I I I

WAIT TIMES ON THE AIRPORT TODAY
9a, How long did it take from the time your plane landed on the runway until you stepped off the alrplane?

[ Under 10mins. T 10-19mins, [ 20-29 mins. ] Over 30 mins. {Please Specify #of. mins. ___) 1 Don't ¥now

~8h. - (IF YOU WENT TO BAGGAGE CLAIM TO RETRIEVE YOUR BAGGAGE) How long dld the baggage claim process take, from the time you. arrlved at_ ;
' -baggage claim until your got all of your- bags? L
] Under tminute  * L1 59mins. : E] 1549 mins. - - . 7] 3045 mins, C BagS__LosU -
= 1.4 mins, ] 10-14 mins. "0 20-29 mins. [ Over45 mins, Never Found

8c. (IF YOUWENT TO THE TAXI DISPATCH AREA} Including the time you may have afready been in line, how long do you think you will be walting in
tine to board a taxi?

("] Under 1 minute (] 5-9mins. ] 15-19 mins. (] 30-45 mins.
3 1.4 mins. ] 10-14 mins, 1 20-29 mins. ] Over 45 mins,
ABOUT YOU AND THIS TRIP
9a. Did you stop hy the Welcome Center/Ground Transportation (GT) Information Counter in the arrlvals area today for informatlon of ie make travel
arrangements? NENEE
1 Yes - Please Answer Q.9b (] No -Please Sklp to Q. 10a
9b, Using the same 1-10 point scale we've used hefore, how would you rate the Welcome Center/GT Information Counter Staff on;
Unacceptable <« P Outstanding
1 2 3 4 5 6 7 8 9 10
Information Made Available at Welcome Cente/GT Info Counter ............ OO 0O o oo o 0o 0o a0
COUMESYIHBIPIUIRGSS .o v s i b o O 0o 0o 0o 0o 0o o0 0O
ApPEarance/ProfeSSIONANSIM ...................oreerccsrssssssesssssss s O C o 0o oo oo o g

.' 10a_.'_ Did you or anyuna in your travet party request speclal assistance from any AirportlAirhne Staff other than the Welcome Cen?er {Ground
Transportation Information Counter Staff? '

[} Yes - Please Answer Questions 10k and ¢ {71 No-Please Skip to Question 11a
10b, Using the same 1-10 point scale you've used before, how would you rate this employee on the following attributes:

Unacceptable « » Qutslanding
1 2 3 4 5 6 7 8 9 10
Altentivenass/ABHIY t0 HS16M 1.oo.vvvmvrr v i o O o oo o 4a o o o
HEIPIUINESS ... s 1 l D il O (] g O O ]
COURESY vt ot a8 b e 0o 0o o [:,] O o o O 0o O

10c. Which, If any, of the following did you request? [} Wheslchair O Motorized golf ca [ Other (Please Specify:) _

n

11a. Did you ask any airport employses, other than the Welcome Canter or Ground Transportation Information Counter Staff, for directions or other
airport information during the time you spent entering or walking through the terminal?

[] Yes -Piease Answer Questions 11b and ¢ [ No-Please Skip to Question 12a

11b. What type of airport employee did you ask for dlrections or information? If more than one, please check the one that had the most inftuence on your

_ experlence at this airport today.

"1 Port Authority Customer Care Rep. ] Airiine Baggage Staff [ 154
7] Skycaps [ Gate Agent ] Other (Specify):

11c. Using the same 1-10 point scale you've used before, how would you rate this emptoyee on the following aftributes:

Unacceplable « . » Outstanding
1 2 3 4 5 6§ 7 8 g 10
AttentivenessiAbilitY 10 SN ... oo e O O 0O @3 o o o oo o o
Accuracy of the INFOrMBLHON GVAM....c.ovvrvessererreeere e O o oo o0goooo g
COURBSY. o1 vt e st r s O OO0 oooogod o g

Pleasa Turn to Page Four
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_12a Where are you going afteryou Ieave the anrporttoday? R
‘[ Home O Hotet [ AaotherAuport (thht) ~ [0, Staying with FricndsiRelel ves

] work - [ School [Tl Cruise Ship O] Other (Specify):___.
12b. And, Is that in the U.S. or outslde of the U.5.? (] U.5— please enter the state or territory:

[J Outside U.S., country: Pleasa Skip to Quastion 13a.
12¢c. If New York City, please chack only one answer below, then please skip fo Question 13a.: _ e - o
I Manhattan-Below 14% 8t [] Manhattan-14t-967 St []Manhattan- Above 969 6. [IBronx [ Brooklyn [ Queens * -[7] Staten Island

12¢, If NY State, but NOT New York City, please check only one NY county helow:
[CIWestchester ~ [JLongIsland ~ [JRockland ~ [JPutvem  [JOutchess [SOrange  [JSullivan [luister  []Other Upstate NY

12e, And, please enter city or town: 121, {If U.S. Destination) Zip Code: [ | | | | |
13a. What was the primary purpose of your trip today?

[} LeisureVacationfVislting [C] Both Business/Non-Business {7 liness/Bereavement [C] Other (Specify):

] Business [ school-Related [ Moving/Relocation

_43b. {IF YOU DID.NOT ANSWER "HOME" IN QUESTION 12a) Are you just visiting on this trip and lntending to fly back outfrom this girport?
[ No— Please Skip to Question14a [ Yes, just visiting —» Q.13c. How many nights are you staying on this trlp hefore returning? #

44a. Did a friend, relative or colleague meet you Inside this terminal at the airport when you arrived today?
[ Yes——p-Q.14b. How Many Meeter/Greeters? (] No

15a. How many people, |ncluding yourself, were In your-party on this flight today? #:
15h. (IF MORE THAN ONE IN QUESTION 15a:} How many were chlldren under age 18? #

16a, -Did you purchase the following today at this airport? : : _
" Foodibeverages : [} Yes, nearer the gates area L__I Yes in the amvals afea nearer the termlﬁal et [INo .
Retall (non-food) merchandise or services [ Yes, nearerthe gates area [ Yes, inthe arrivals area nearer the terminal exit (1 No

165, If “Yes,” to any in Q.16a above, please Indicate approximately how much you spent today, in total, on:
Food/baverages: §$ Retall {non-food) marchandise: §

17. Did you visit a restroom today within this terminal?
[J Yes—Closer to the gate area, before the security checkpoint ] Yes—closer fo the terminal exit, after the sacurity checkpmnt
[J Yes—Both before and after the security checkpoint [(INo

18. Using the same 1410 point scale you've used before, how would rate the avallability of restrooms within this terminal?

19, Including this trip, how many round trips through each of thase airports have you made in the past 12 months?

[:I:Du_asugm;a T T o] | Newark E[[] Stewarl [ ]| Al Other Airparis

Liberty Inf't Intl ; ;

THESE FINAL FEW QUESTIONS ARE FOR CLASSIFICATION PURPQSES ONLY,

20, s your primary residence In the U.S, or outslde of the U.5.7
[0 us. [ outside U8

21, Gender; [1Male [] Female

22. Year Born: 19 D D

23. We'd like to follow-up with you in the futare about our airports, may we contact you at your e-mall address? if yes, please complete:

@
THANK YOU FOR TAKING PART IN THIS IMPORTANT SURVEY!




THE PORTAUTHORITY OF NY&NJ

Stewart « nennedy * Newark Liberly ® LaGuordio

2014 ON-AIRPORT SURVEY
DEPARTING/CONNECTING PASSENGERS

(INTERVJ'EWER FILL OUTITEMSE’ELOW) AIRPORT: UJFK UEWR ULGA DSWF

Date: .if ’ |/ ’[ Time: T [u DA[\-’IEPM EReg’IJet

Gate Numbern: Airiine Namoe: interviewer 102 11 | |

Lang. Versjon...1

Terminal:

‘ ) , ) i . | ‘ NOTE: PROCGRAM CUSTOMIZED CROP DOWN LIST FOR EACH
Flight #: Sch’d Dep. Time (MT): LAfJ . LL AIRFORT FOR TERMIMALIGATE #. AIRLINE, FLIGHT #, DGR, TIME
Weather (Check All That Apply): I Isunny [ ] Dry [ 1 wet ARE CAPTURED AT END OF INTERVIEW,

1. Which one of the following situations hest describes your travel plans today? Please Check Only One Answer
l—_—] Connacting {changing planes) al this alrport today DDeparllng flight from this airport today {not connecting/changing planes)
2,  (FOR ALL BUT SWF:} Is your flight from this alrport today to a location within the domestic U.8,, including Alaska, Hawail, a U.S. Territory
(Puerto Rlco, Virgin Islands, Guam, etc,)? [] Yes {Domestic U.S. Flight)
] No {international Flight)
Ja. (IF “DEPARTING--NOT CONNECTING” IN Q.1, ANSWER Q.3a and 3h} What was the one main mode of transportation you used to travel to
this airport today? (Please Check Only Qne Answer Below Under 3a} (PROGRAMMER: GROUP THE MODES UNDER CATEGORY HEADINGS}
3b. What other modes of transportation did you use to get to the airport and the terminal you're in now? Please Check All That Apply Under
Q.3h (PROGRAMMER: EXCLUDE ON SCREEN ANY MODE MENTIONED IN Q.3a. GROUP THE MODES UNDER CATEGORY HEADINGS)

Personal Car 3a. 3b. Hired Car/Van Service 3a. 3b.

Drove Your Own Car... [ Taxl... . D O
Passenger in Car Parked at Airport ] LImolExecutlve CariTown Car Service.........cccoerieennd O O
Passenger in Car and Dropped Off at Airport ..o, D D Shared-Ride Van/Service (Specify Name.__ J........c. D D
Rental Car Bus
Drove Rental Car {Specify Co.: y.1 O 1 Public/City Bus {that is, @ Iocal BUS)...................... 0O
* Rental Car ShUtHSAAN ......oooceerevcecevee oo L] L ! NYC Alrporter Bus from Manhattan ...............cccc.....] OO
RailfTrain/Subway ! + Newark Liberty Airport Express Bus from Manhattan I:I [:]
'+ NJ Transit or Amirak Connecting to Shuttie Bus to L__|
Newark Liberty Alrport.... BT I B ! NYG Alrporier Bus to JFK/LaGuardia Airports......... D
| < LIRR Connecting to JFK ArTrain. ...o..ooov oo, D D Charterad/Tour BUS.........coo e eeceree e e e D
FPATH e " O * 1 Bus/Van from Metro-North Beacon Train Station ....... L] L
1 * Metro-North Rallroad ..o | * 11 Shortline Bus toffrom Woodbury Commons.............. L]
! « NYC Subway Gonnection to JFK AirTrain {Specify Lingi___ Ju.u.. D E] V4 < Transbritdge BUS .o [:] D *
*NYC Subway {Specify Line: ) SRS 00O
*LIRRD |:] Local Alrport Transport
1+ Metro-North Railroad Hudson Line Connecting to a Bus/Taxi.. m m HotellMotel Shuttle/Van.,........cc ey, D D
* | AlrTrain + < 4 A ON-Alrport Parking Lot BUS ...................o.ococce o
JFKNrTralnD D * (For LGAJEWR:) On-Airport Terminal Access Shuttle Bus..[:] D

................................................................................................ * Off-Alrport Parking Co, Shuttte/Van (Specify co_ ) L1 [
{PROGRAMMER: * Show only in Q.3b; + Show for EWR; < Show for JFK; > Show only for LGA; :: Show only for SWF in Q.3a * Show for SWF ! NOT SWF]
[PROGRAMMER: Q.3c-f ARE MANDATORY IF QUALIFIED TO ANSWER]

3c. (IF DROVE OWN CAR OR PERSONAL CAR PARKED W, PASSNGR IN Q.3a) Where did {IF DROVE OWN CAR: you/lF PASSENGER: the driver)
park the car?

NOTE: PROGRAM GARAGEILOT
MAP FQR EACH AIRPORT

3d. (IF PARKED IN EWR P6 LONG TERM LOT OR JFX P3 LONG TERM LOT IN Q3c, ASK:) Did you take a long term parking bus as part of your trip
to your terminal today?

[Jves [No  [] Don'trecall

3e. (IF PARKED AT LGA IN Q3e, ASK:) DId you use the on-alrport terminal access bus as part of your trip to your terminal today?

[dves [INo [ pon't recall

3f. Is this vour first trip through [INSERT: JFK International/LaGuardia/Newark Liberty International/Stewart International] airport?
[7] Yes—S&KIP TO INSTRUCTION AFTER Q.4 ["] No--CONTINUE
3g. (IF SWF, SKIP TO Q.4} Is this your first trip through this terminal? mYas O no
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AIRPORT SATISFACTION
Based on your experience or bellef about this terminal foday, please rate the airport on the following elements.
an item, please check “Not Applicable.” For each of the following items, please “X" the box that's closest to the way you feel using a 1 to 10

4,

scale where 1 is Unacceptable and 10 is Qutstanding.
Example: Upacceptable-1 2 3 4

5

Page 2

6 7 8 9 18- Quistanding

IF NOT CONNECTING BETWEEN FLIGHTS AT THIS AIRPORT:
Traffic Conditions on Highways to Alrport {if applicable)...
Signs/Directions to Parking/Terminal. ...
Traffic Flow on Alrport Grounds ............
Condition/Repair of Airport Roadways ...

PLEASE ANSWER THE FOLLOWING ONLY FOR THE
RESPONSES MENTIONED IN Q.3a OR Qab.

Rental Car Shullle EXperlence ... e
Hotel/Motel Shuttle Experience ............
Off-Airport Parking Shuttle/Van Experience ...
Taxi Experlence...ovmiimnie e, .
Limo/Execulive Car/Town Car Experience .........cccceevnen
Alrport/Chartered/Tour BUS ..o
Shared-Rlde Van Experlence.......ine
On-Alrport Shuttie/Parking Bus Experiance ...
Public/Clty Bus EXperience ...
AIrTrain EXperiance. ... s
FOR ALL NON-CONNECTORS:
Parking Facility Experlence (if appllcable) ...
Ease of Drop Off in Front of Terminal (jf applicable)..
Cleanliness/Condition of Terminal Drop-off Area.......
Attractiveness of Alrport Grounds ..ol .
GETTING TO TERMINAL-OVERALL ..o

IF CONNECTING BETWEEN FLIGHTS AT THIS AIRPORT:
Signs/Directions to Your Connecting Gate..........covvenn
Airline Staff Assistance to Find Connecting Gate ...
Distance fo Connecting Gate ...
GETTING TO NEW GATE-OVERALL.......cooiviiiicvimrirrns

IF YOU ARE A DEPARTING PASSENGER (LE., NOT
CONNECTING BETWEEN FLIGHTS AT THIS AIRPORT):
C1. Where did you check-in today to receive your boarding pass
for your flight? D Curbslde D Maln check-in counter
[ ] setf check-in kiosk
I"__"] Printed Boarding Pass before coming to airport
[:]Down oaded Boarding Pass on Smartphone

IF JFK T2/T4, LGA TC/TD OR EWR TAITC, ASK Q.GZ.
OTHERWISE, SKIP TO 17 ITEM
C2. Did you check-in at this terminal or at another terminal?

[] This terminal
[] Another terminal at this airport-- (Please tell us which terminal)
[PROGRAMMER: USE TERMINAL DROP-DOWN BOX,

EXCLUDING CURRENT TERMINAL. THEN GO TO 157 ITEM,)]
Ease of Finding Check-In Location.............cccviiis

Ease of Using Check-In Kiosk, if applicable ..o
Time Required to Check-In and Receive Boarding Pass

(on the Infernet or at the airport)...coiiies
Courtesy/Helpfulness of Check-In Staff............cess
Appearance of Check-In Staff.....c i
Condition/Cleanliness of Check-In Area...
CHECK-IN PROGESS-OVERALL ...

IF CONNECTOR OR SWF OR NOT ASKED Q.C2 OR "“THIS

TERMINALY IN©.C2 GO TO 1°' [TEM, OTHERWISE, ASK:

Did you go through a security check location at this terminal to

get to the gate area today?

[] Yes. at this terminal - Gontinue to 1" ITEM
No, at another terminal at this airport — (Please tell us which
terminal} [PROGRAMMER: USE TERMINAL DROP-DOWN BOX,
EXCLUDING CURRENT TERMINAL. THEN, GO TQ 15T ITEM]

D Did pot go through a saecurily chack location at this airport — GO TO
BOX E,

Ease of Finding Securily Check Location..........oie

Time Required to Walt in Line to Get to Sec. Check Area

Couitesy of TSA Security Chack Staff.........cooooorcns

2

EVERYONE:

Signs and Directions Inside the Terminal.........coo e
Lighting of Corridors/Walkways ...,
Resiroom Condition/Cleaniingss ... i,
Conditlon/Cleanliness of Terminal Building ... "
Personal Safely in the Terminal....oos
Availability and Visual Clarity of Flight Information Monitors ...
Courtesy/Helpfulness of Alrport Staff ...

Ease of Getting Cash (ATM, Currency Exchange).............
TERMINAL FACILITIES-OVERALL ...

I

EVERYONE:

Did you purchase any food and/or beverage in this terminal today?
DYea‘ before securty check point DYes, afler security check polnt D No
PLEASE EVALUATE THIS TERMINAL'S FOOD/BEVERAGE
OFFERINGS WHETHER OR NOT YOU BOUGHT ANY TODAY.
Quality of Food/Beverage Offerings ... .
Variety of Food/Beverage Oferings ...
Availability of Food/Beverage In the Terminal ...
Price of FOOU/BEVEIATE ..o
Courtesy of Food/Beverage Staff ...
Appearance of Food/Beverage Staff..................
(IF *YES” ABOVE:) Speed of Food/Beverage Service.........
Condition/Cleanliness of Food Areas ..........c.ooiimvmmeeennins
FOOD AND BEVERAGE-OVERALL ...,

T

EVERYONE: .

Did you purchase any retalt {non-food) items or services In this
terminal today?

D Yes, before security check pointD Yes, after securlty check po!ntD No
PLEASE EVALUATE THIS TERMINAL'S RETAIL OFFERINGS
WHETHER OR NOT YOU BOUGHT ANYTHING TODAY.

Quality of Retail Merchandise Offered.................cciin,
Varlety of Stores Available..................... .
Avallability of Retall Stores in the Terminal ...
Price of MErehandiSe .........cocvcveiiiviimirreeeies e e
Courtesy of Retall Staff........c.coooviiini e,
Appearance of Retall Staff..........oooiin
(IF "YES" ABOVE:) Speed of Bervice ...,
Condition/Cleaniiness of SOres..........ooveviiiiniiies
Duty Free Offerings (if applicable) ...,
RETALL. « OVERALL ..ot

EVERYONE:

Ease of Finding Your Gate ... cissins
Condition/Cleanliness of Gate ATea.........ocovviiiiencncciinnn
Leve! of Comfort (Seating/Roominess) in Gate Area
Lighting of Seating ATeas.............ooo i
Courtesy/Helpfulness of Alrline Staff in Gate Area................
Appearance of Airline Staff in Gate ATea ...,

Concessions Offerings (Focd/Beverage/Retail) in Gates Area.....
GATE AREA-OVERALL ..o

Appearance/Professionalism of all TSA Securlty Check Staff.
Condltlon/Cleanliness of Security Check Area......................
Comfort/Design of Security Check Area .............

Confidence In Security Check Process....

SEGURITY CHECK-OVERALL ...

RATE YOUR OVERALL EXPERIENCE TODAY AT THE AIRPORT
{1-10 RATING:)

if you have not experienced
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4j. How strongly de you prefer (ENTER DEPARTURE AIRPORT NAME) rather than any other alrport you could have used for your trip today?
(X ONE Box)}

No Preference/ Extremely/ Don’t
Prefer Other Strongly Know
Alrport 1 2 3 4 5 6 7 8 9 10 Prefer |

4k. Based on your experience today, how likely are you to recommend this airport to friends, family and colleagues? (X ONE Box)
[] Definitely would [ JProbably would [~]Fairly likely [} Probably not [_]Definitely not

Sa. PROGRAMMER: IF OVERALL AIRPORT.EXPERIENCE WAS AN 8, 2 OR 10, ASK: Please tell us what could Improve your experience at our
airport. Please consider all aspects of your experience that you fee| matter most to you. Please write in your answer below.

PROGRAMMER: IF OVERALL AIRPORT EXPERIENCE WAS LESS THAN AN 8, ASK: Please tell us how we could improve your airport
experlence such that you would conslder rating It an 8, 9 or 10. Please conslder ali aspects of your experience that you feal matter most to
you. Please wrlte In your answer below.

5. Using the same 1-10 point rating scale we've used before, how would you rate the alrport terminal on: [PROGRAMNMMER NOTE: SHOW
SCALE HEADING AND SCALE AS WAS DONE FOR EACH RATING BOX {N Q.4, WITH ATTRIBUTES RANDOMIZED]
Gondition/Cleanliness of Terminal Corridors ........ ConditioniCleaniiness of Moving Walkways/Escalators and Elevators
Avallability and Clarity of Terminal Map Displays Temperature/Comfart of Air Conditioning
Avallability of Skycaps at Curbslide, if applicable. Timeliness and Clarity of Gate Flight Announcements
Avallability of Luggage Carts at Curbside, If applicable

ga, (PROGRAMMER: FOR JF¥ ONLY) (IF "LIRR Connecting to JFK AlrTrain” OR “NYC Subway Connecting to JFK AirTrain” CHECKED IN
Q.3a/Q.3h, OR “JFK AirTraln” CHECKED IN Q.3b, GO TO Q.6b. OTHERWISE, ASK:) Did you use the [INSERT: JFK AlrTraln to get to your
departing terminal today?
[ ves - Ask a.6b Lo —sKkiP TO Q.7
6b. Whero did you initially board the [INSERT: JFK] AirTrain? {PROGRAMMER: SHOW PERTINENT AIRTRAIN SYSTEM MAP}

FOR JFK: [|Jamaica Station O (Connection to LIRR or the NYC E, J or Z Subway Lines) E] Lefferts Blvd. Statlon B (Long Term Parking Lots A & B)
[()Howard Beach Statlon A {Long Term Parking Lof C/Connection to NYC “A”" Subway Line)
[T}Federal Circle Stafion C (Rental Gar Location) E]At an Airport Terminal Station

6c. (IF Q.6a ANSWERED “YES,” ASK:) Using the same 1-10 point rating scale you've usad before, how would you rate your overalt experience
riding the [INSERT: JFK AirTrain]?

1-10 Rating

7. (IF DEPARTING ONLY ANE {F GHECKED IN AT CURBSIDE/MAIN COUNTER/SELF-CHECK-IN KIOSK IN Q.4:) How long did it take from the time
you went to check-in to receiving your boarding pass?

[J<timmte []1-4mins. [160mins. []10-14min. []15-19mins. [7]20-29 mins, []30-45 mins. [_]More than 45 mins.
(IF DEPARTING PASSENGER OR ANSWERED “YES*” IN Q.4 BOX D, ASK Q's 8a-c, OTHERWISE, SKIP TO Q.9a)
8a. How long did it take to walt in line and get through security today?

[J<tminute []1-4mins. [ ]5-9mins. []10-14min. [7]16-19 mins. []20-20 mins. [[}30-45 mins. []More than 45 mins.
ABOUT THIS TERMINAL'S CONCESSIONS OFFERINGS

$a. (IF PURCHASED FOOD/BEVERAGE IN THIS TERMINAL TODAY) Please indicate each establishment where you purchased food and/or
beverages loday. (RECORD UP TO 5 ESTABLISHMENTS) Plaase indicate approximately how much you spent today In each establishment.
RECORD ANSWER WITHIN CUSTOMIZED DROP DOWN LIST OF ESTABLISHMENTS FOR EACH TERMINAL.

Name: AmountSpent: $__ . Name: Amount Spent: §___ .

9b. (IF PURCHASED RETAIL MERCHANDISE IN THIS TERMINAL TODAY} Please Indlcate each establishment where you purchased retall
merchandise or services today. (RECORD UP TO 5 ESTABLISHMENTS} Please approximately how much you spent today. RECORD
ANSWER WITHIN CUSTOMIZED DROP DOWN LIST OF ESTABLISHMENTS FOR EACH TERMINAL.
Name: B Purchased---Amount Spent: $___ .
Name: Purchased---Amount Spent: $___.____

9¢. {IF PURCHASED FOOD-BEVERAGES OR RETAIL MERCHANDISE/SERVICES IN Q.8a OR Q.9b} Which of the following situatiens applies to
when you bought food, beverages or retail merchandisefservices at this terminal? Please Check All That Apply
Food/Beverages: D Bought an item on the spur of the moment |:| Planned to buy an item in advance I___l Bought an itam to eat/drink on the plane

Retail Merchandlseim Bought an item on the spur of the moment D Planned to buy an item in advance Bought something you forgot to pack
Services:
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9d. Was there any particular item or service that you shopped for In the terminal today, but were unable to find within a particufar store you
would like to have seen?

[nNo [ Yes (Please Specify: }
Se, Was there any particular store that you were unable to find within the terminal that you would iike to have seen?
INo [es (Please Specify: )

9f. [IF PURCHASED FOOD-BEVERAGE IN G.9a AND_NOT BOUGHT TO CONSUME ON PLANE IN Q.9¢, ASK:] Which statement below describes
what you did with the food/beverage you purchased at this airport today? Please check ali that apply.
[]Ate/drank items at a gate seating area
[[JAtetdrank tems in a seating area within restaurantbar
E]Ateldrank tems within a common seating area in a food court
[]Other (Please Specify)
[C]Don't recall

9g. Did you stop to look at or walk Into any food-beverage outlst or retall store in the terminal today, but not purchase there?
]:]Yes, hrowsed at a food-beverage outlet ]:] Yes, browsed at a retail store D No, didn't browse I:E Don’t recall

IF NO PURCHASE OF FOQD/BEVEEF ANDI/OR RETAIL MERCHANDISE/SERVICES IN Q.4--BOX F/G, ASK Q.’s 9h1 AND/OR 9h2, OTHERWISE, SKIP TO
Q.9%
9h1. Why did you choose not to purchase any food or beverage at this terminal today? Please check below all that apply.

gh2. Why did you choose not to purchase any retail items or services at this terminal today? Please check below all that apply.
EoodiBeverage Retall

Did not have what | was looking for

Just browsing, not Interested In buying

Did not need anything

Storefrestaurant/vendor was not open when | was thare
inconvenient to take it on board the airplane

or ship It home B B
Pricing

Some other reason {Please explain:}

9i. (IF “DEPARTING PAX.” IN Q.1 OR “YES” IN 0.4 BOX D, ASK:) Just before or after passenger security screening, do you recall seeing any
advertising for food beverage or retall establishments in the terminal?

[Jyes - GO TO Q.9 [[]No = SKIP TO Q.9k [[] Don't recall = SKIP TO Q.8k
9). Which, if any, of the following advertisements did you see? Pleass Check All That Apply.
i Mapidisplay of concessions L1 Brochures listing concessions 7] watibiliboard advertisements of particular concesslons Eﬁanging or floor signs
[_INone of the above
9k, Do you have a Smartphone ant/or tablet computer with you today In the terminal? Please check all that apply.
D Smartphone - pleasa check all that apply: I:IiPhone [jAndroId D BlackBerrry mWindowsmbased 08 I:] Other
D Tablet computer — please check all that apply: l:! iPad []Other

I:] Notebook or laptop - please check all that apply:D PC [:! MAC

DOther (Please specify:}
[ INone of these (PROGRAMMER NOTE: SINGLE ANSWER ONLY. DO NOT DOUBLE COUNT WITH OTHER ANSWERS)

{IF “TABLET"” OR “SMARTPHONE" IN Q.9k, ASK Q.91. OTHERWISE, SKIP TO Q.10a)
9l. Did you use a mobile app that downloads to a Smartphone or tablet to access information about this airport today?

[ ves-aAsKQom  [[|No—SKIP 7O Qor
9m. (IF “YES" TO Q.9k, ASK:) Which mobile app did you use fo access that alrport Information? Please Chack All That Apply.

[Airside Moblle  [] FlySmart [ GateGuru [ J1ON [] Flightview [“JFoursquare []Yelp [[]TripAdvisor
[ Fiightaware [] FiightStats [ ] The Weather Channel (TWC)  [] Twitter [] Other (Specify:), Joon't recali

an. {IF “YES” TO Q.9k, ASK:) What type of airport information did you access on your mobile app? Please Check All That Apply.
[] Parking info/availability []Flight Times  [] Bag Claim Carousel [_] Food/Beverage & Retail Concessions Locations

[ Food/Beverage & Retail Concessions Coupons/Promotions [ | Other (Specify:) [ pon't recalt
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go. What {IF Q.9k IS “YES,” ADD: else} would you want to know about the airport through an app? [LIST ALL INFO TYPES NOT
ANSWERED IN Q.9n]

[] Parking info/avaltability [(JFuigh Times ] Bag Claim Carousel || Food/Beverage & Retail Concessions Locations

| Food/Beverage & Retall Concessions Coupons/Promotions [ Other (Specify:) [ bon't know

9p. (IF USED FOOD/BEV./IRETAIL CONCESSIONS LOCATIONS MOBILE APPS IN Q.9n, ASK:) Using the same 1-10 point scale you used before,
please Indicate how satisfled you were with the perfermance and ugefulness of the mobile app(s) used to Jocate airport food/beverage and/or
retail concessions today?

(PROGRAMMER: SHOW FULL-SCALE} #

9q. (IF USED FOOD/BEV./RETAIL GONCESSIONS COUPONS/PROMOTIONS MOBILE APPS IN Q.9n, ASK:} Using the same 1-10 point scale you
used before, please Indicate how satisfied you were with the perfermance and usefulnass of the mobile app({s) used to review airport
foad/haverage and/or retall concesslons promotions today?

(PROGRAMMER: SHOW FULL-SCALE)} #

9r. (ASK EVERYONE IN THE FOLLOWING TERMINALS: T1, T5, T8, EWR TC, LGA TC, LGA TD) Did you happen to visii a different congourse in
this terminal today other than the one you are in now?

D Yes [:] No

ABOUT YOU AND THIS TRIP.
[IF "DEPARTING"” PAX. IN Q.1, ASK Q's 10a~k, IF ELIGIBLE. IF “*CONNECTING” IN Q.1, SKIP TO Q.11}
10a. Were you |ust visiting on this trip and are now fiylng back out from

(ENTER DEPARTING AIRPORT NAME)?

[:] Yes, just vigiting - Q.10b. How many nights did you stay locally on this trip? #

[] No, tive, work or student in local area — Q.10¢. How many nights will you be away on this trip? # {SKIR-TR-G4

10d. When you left for (ENTER DEPARTING AIRPORT NAME) today, where did you leave from? Please check only one answer below:
[:[ Another local alrport {e.9.. JFK, LaGuardia, Newark-Liberly, Stewart Int'l, Allantic City Int'l) C! Cruise Ship
[[] Home [[]Staying with Friends/Relatives [ _JWork [_]School []Hotel [T] Other (please specify:)

10e. (iF “ANOTHER LOCAL AIRPORT” CHECKED IN Q.10d, ASK:) Please indicate which airport (DO NOT INCLUDE CURRENT AIRPORT}):
[J JFK Intemational [ ] LaGuardia ] Newark-Liberty International [[] Stewart internationa! ~ [_] Atlantic City International

[FPROGRAMMER NOTE:

IF “JFK” IN Q.109, ENTER “NEW YORK” IN Q.10y AND "QUEENS” IN Q.10h AND Q.10k AND 11430 IN Q.10j.

IF “LGA” IN Q. 10, ENTER “NEW YORK" IN Q.10g AND “QUEENS" IN Q.10h AND Q.10Kk AND 11371 IN Q,14j,

IF “SWF" IN Q.10e, ENTER “NEW YORK" IN Q.10g AND “OUTSIDE NYC” IN Q.10h AND “ORANGE” IN Q.10k AND 12553 IN Q.10j,
IF “EWR" IN Q.10e, ENTER "NEW JERSEY" IN Q.10g AND “ESSEX" N Q,10k AND 07114 IN Q.10j.

IF “ATLANTIC CITY” IN Q.10e, ENTER “NEW JERSEY"” IN Q.10g AND “ATLANTIC" IN Q.10k AND 08234 IN Q.10].

THEN SKXIP TO Q.11].
10f, (IF "HOME"” ANSWERED IN Q.10d, ASK:) Is this your primary residence? D Yes [ne

10g. And, when you left for (ENTER DEPARTURE AIRPORT NAME) today, where was that? (USE STATE DROP DOWN BOX;
PROGRAMMER NOTE, PLEASE INCLUDE AN “OTHER” LAST ON THE LIST WITH A PLEASE SPECIFY. )

10h. (IF “NEW YORK" IN Q.10g, ASK Q.10h, OTHERWISE SKIP TO Q.10 Please check only one answer below:
[l Manhattan-Below 14" St. [} Manhattan-14".96" St. [ ] Manhattan- Above 96" St. [ Bronx [ Brooklyn [_]Queens []Staten Island
] outside New York Cly ~ ASK Q.101; ALL OTHERS IN Q.10h, SKIP TO Q.10|.

101, {IF Q.10a NOT “Another Airport” AND (1.10h Js “Outside of New York City” OR Q.10B2 is “New Jersey," “Connecticut” or “Pennsylvania,” ASK:}
What city, town did you leave from today to get to this airport:

10j. Please enter the Zip Code Area: | l | I I |

10k, [PROGRAMMER: |[F NY, NJ, CT OR PA STATE ORIGIN IN Q.10g, ASK:] Please select the name of the County where you started your trip.
[CUSTOMIZED COUNTY LIST BY STATE DROP DOWN BOX.]

11. What was the primary purpose of your trip today?

D LetsureNacation/Visiting DBusiness{:] Both Business/Non-Business l:] School-Related |:] \iness/Bereavement D Moving/Relocation
E:] Other {please specify)
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12a. Did a friend, refative or colleague go inside this terminal to see you off today?
MNo [} Yes—Q.12h. How many people were there to see you off? #:

13. IF NOTCONNEGCTING BETWEEN FLIGHTS AT THIS AIRPORT:
a. How many minutes before your flight did you get to this terminal? D:D Minutes before scheduled depariure
b. How many minutes did It take to reach the airport today? I:D:] Minutes to reach airport
¢. How many minutes beyond the security checkpoint do you have I:D:I Minutes post security checkpoint

before your flight departs?

IF CONNECTING BETWEEN FLIGHTS AT THIS AIRPORT: Dj:l
d. How many minutes Is your layover at thls terminal? Minute layover

14a, How many peaple, including yourself, are in your party on this flight today? #:

14b, {IF MORE THAN ONE IN Q.14a:) How many are children under age 187 #

16a, (IF ONLY ONE IN (3.14a:) How many bags did you check on the flight leaving this airport today? (Write in number -- “0" if none) #:

15k, (iF MORE THAN ONE IN Q.14a:) How many bags In total were checked today for your travel party? {Write in number 0" if none) #______

16. Did you visit a restroom today within this terminal?
[} ves—Before the security checkpolnt [ ] Yes—Asiter the security checkpoint [T Yes—Both bafore and after [ [No

17. {ASK EVERYONE:) Using the same 1-10 point scale you've used before, how would you rate the size of the restrooms within this terminal?

18a. (MANDATORY- Q18 series} Please indicate below If you or anyone else in your travel party requested special assistance from an alrport
employee and what type of assistance it was.

Please Gheck: [ ]You[ ]Other [] Nelther | []Wheelchair [_]Motorized golf cart ] Other (Please Specify:)

18b. Using the same 1-10 point rating scale you've used before, how would you rate the quality of the assistance you recelved?

18a, (MANDATORY--Q19 series} Did you ask any airport employee for directions or other alrport information during the time you spent eatering,
walking through or shopping or eating in the terminal?

[l Yes—AsK Q.isbandc [ ]No—SKIP TO Q.20

19h. Which type of airport employee did you ask for directions or information? If morg than one please chack the one that had the most influence
on your experlence at this airport today.
[] Port Authority Customer Care Representative[ | TSA[] FoodiBeverage [ JRetail [ ]Custodial/Gleaning [skycaps [ JParking [ Jaitline
[C]WFK ONLY) AirTrain Platform Gustomer Agent [[]Port Authority Palice [] oOther (Specify:)
19¢. Using the same 110 point rating scale you've used before, how would you rate this employee on the following attributes:

Aftentiveness/Abllity to listen Accuracy of the information given Courlesy

[ASK Q.5 20-24 FOR ALL “CONNECTORS” IN Q.1a, EXGEPT SWF. SWF AND ALL QTHERS SKIP TO Q.26a]
20, Where wera you bofore you left for this airport today? (Please select one answer)

["JAncther Airport Clcruise Ship [ Hotel in New York City or New Jersey [[] other {please specify)

21. Are you connecting (that Is, changing planes) today within the same terminal at this alrport or are you connecting from a diffarent terminal at

thig airport?
] within same terminal {"|From a different terminal

22. Are you connecting at this airport today from a domestic or international flight?
[ ves (Domestic U.S. Flight} [ 1Ne {International Flight)

23. Did you need to re-check any luggage at a Baggage Re-check location at this alrport today?

[[] ves--AsK Q.24 [INo—SKIP TO Q.25 |

24. (IF “YES” TO .23, ASK:) Using the same 1-10 point rating scale you used earlier, how satisfled were you with the ease of finding a Baggage
Re-check location? [PROGRAMMER NOTE: SHOW FULL RATING SCALE] #

25. (IF “CONNECTING FROM DIFFERENT TERMINAL" IN Q.21, OR “ANOTHER TERMINAL AT THIS AIRPORT” TO EITHER Q.C2/BOX C ORBOXD,
ASK:)} Using the same 1-10 point rating scale you used earlier, how satisfied were you with your experience getting from one terminal to
another at this alrport today? [PROGRAMMER NOTE: SHOW FULL RATING SCALE] #

(SKIP TO Q.27)

26a, [MANDATORY] {IF “No, International Flight" IN Q.2, ABK:} Are you connecting te another plane at your next alrport, where you land?
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[:] Yes, connecting - ASK Q.26¢ [ Ne - @.28b. In what country are you landing? [USE COUNTRY hROP-DOWN B0X] -- SKIP TO Q.27

26¢. (IF “YES” TO Q.26a, ASK:) Is that a domestic or International flight?
™ Domestic fight ] International Flight
26d. (IF “DOMESTIC FLIGHT” IN Q.28¢ ENTER “In"/IF “INTERNATIONAL FLIGHT" IN Q.26¢, ENTER "To"} what country? [USE COUNTRY OROP-DOWN
BOX}

26e. {IF SWF, ASK:) What is your final alrport destination? Please record airport name:

27. Including this trip, how many round tiips through each of these airports have you made in the past 12 months?

CT T JreGuardia [ [ JJFKintt [ | |NewarkLibertyintt [ | StewartintlAirport [T ] | Atlaniic City Int{

{SHOW THESE 3 ONLY FOR SWF SURVEY:) D:I:]Albany County Aiport [ [ [ ] Westchester County Alrport [T 1 |Bradiey int) Alrport
[:]:D All Other Round Trips in Past 12 Months

FOR EWR O-D PASSENGERS ANSWERING “N.J Transit or Amtrak Connecting to Shuttle Bus to Newark Liberty Alrport” IN Q.3a, ASK Q.5 28a.f:
28a. Using the same 1-10 point scale you've used before, how would you rate the following aspects of your experience connecting from NJTransit
or Amtrak tratns at Newark Penn Station (¢ your departing terminal at Newark Liberty International Airport via shuitle bus? ROTATE ITEMS.

Unacceptable < 3= Qutstanding
1 2 3 4 5 & 7 8 9 10
Courtesy/helpfulness of the Port Authority Customer Care D [:} l:] | [:] O O il il D

Represenfatives at Newark Penn Statlon ...l
Accuracy of Infermation provided by the Port Authority Customer

Care Representatives at Newark Penn Station ...
Posted Information and signage provided in locating shutlle buses ...
Courtesy/helpfuiness of the shuttle bus driver ...
Shuttte bus driver communication of ferminals and airlines at bus stops
{If applicable) Handling of your baggage on to and off of the

SHUHIE BUS oot ceeemn s e

28b. Approximately, how long did it take to board the shuttle bus and travel fram Newark Penn Station to your departing terminal?
Clunder 25 mins.  [125-29 mins. []30-34 mins. [7]35-38 mins. [_}40 mins or more (Please Specify # of. mins. y  []pont recall

28¢. Depending on your departing Terminal at EWR, travel from Newark Penn Station normally takes 18-25 minutes entd-to-end via NJ transit rail
from Newark Penn and the AirTrain then connecting you to Terminal A, B or C.

Using the same 1-10 point scale youw've used before, how would you rate the Travel time from Newark Penn Station to your departing
terminal?

Unacceptable « » Qutstanding
1 2 3 4 5 6 7 8 9

Travel time from Newark Penn Station toyourdepartingtermminal (] [] (0 [0 O O 0O O [ ]

28d. Prior to your choosing to go to the airport by train teday, how aware were you that the Newark- leerty AlrTrain would not be available today
and that an aiternative shuttle bus would be avaliable to get you to your terminal? :

[Jvery Aware [T} somewhat Aware [} Somewhat Unaware [:[ No Prior Awareness of lhe Bus Semce al Al
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[IF VERY/SOMEWHAT AWARE IN (.28d, ASK (128e, OTHERWISE SKIP TO Q.281]

28e, Where did you first see or hear about information pertaining to a shuttle bus service to Newark-Liberty Airport from Newark Penn Station?
Please Check Only One Answer,

[ 1NJ Transit Website
["1Port Authority/Newark-Liberty Airpart Website

1 airline web site

1 pirect email communication from your departing Airline
[[] online news website
(1 Twitter

] printed news

[] radio

Clrv

] other {please specify:)

28f. What (IF VERY/SOMEWHAT AWARE IN (1.28d, INSERT: other information} would you have wanted to know prior to the start of you trip to the
airport today?

THESE FINAL FEW QUESTIONS ARE FOR CLASSIFICATION PURPOSES ONLY,

29. {IF “"HOME" TO Q.10d, AND “YES, PRIMARY RESIDENCE” TO Q.10f, SKIF TO Q.35. ALL OTHERS®, ASK:)
Is your primary residence in the U.S. or outside of the U.5.7

U.S.
[(] outside u.s.

“ PROGRAMMER NOTE: THIS INCLUDES ALL CONNECTORS, (1 ANSWER “1”

30. (IF NON-U.S. RESIDENT IN Q.29, ASK:)
What Is your primary country of Residence? (USE COUNTRY DROP-DOWN BOX THEN SKIP TO Q.35)

31. (IF USA RESIDENT IN Q.29): Please enter Zip Gode: EI:D:D

AND State/Territory (USE STATE/TERRITORY DROF DOWN BOX)

32, (IF “NEW YORK" IN Q.31): Please check only gne answer below.
[] Manhattan-Below 14% st. [ manhattan-14"-96" st. [] Manhattan- Above 96° st, []Bronx ] Brooklyn  [7] Queens [] Staten Island

] Not New York Clly Resldent - ASK Q.33; ALL OTHERS IN Q.32 SKIF TO .35,

33. And, please enter resldentlal city or town:

34. [PROGRAMMER: IF NY, NJ, CT OR PA PRIMARY STATE RESIDENGE IN Q.30, ASK:] Please sclect the name of the County where you reside.
[CUSTOMIZED COUNTY LIST BY STATE DROP DOWN BOX.]

35. Gender: [ |Male [ ]Female

36. Year Born: 19 l:[:l

37. Which one of the following groups best describes your household's total annual income before taxes in 20137

O Under $25.000 {3 $50,000 - $59,999 O $90,000 - $99,909 [ $175,000 - 5199,96¢
[ $25.000 - $29,999 0 $60,000 - $69,099 [ $100,000 - $124,999 [ $200,000 - $249,980
[ $30,000 - $39,999 O $70,000 - $79,009 ] $125.000 - $149,999 [ $250,000 - 299,969
[J $40,000 - $49,999 {3 $80,000 - $82,099 [J $150,000 - $174,899 [ $300,000 or more

38. And finally, we'd like to follow-up with you in the future about our alrports, may we contact you at your e-mall address?
If yes, please complete:

@ .

THANK YOU FOR TAKING PART IN THIS IMPORTANT SURVEY!




