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QUESTIONNAIRE FOR AIRLINES

Dear Airport User,

TIA’s main goal is to provide high quality of services for the passengers, airlines and other airport users, focusing on the customer satisfaction. Towards continuous improvement of quality of our services and TIA’s management systems, your feedback on the level of service offered is very important for us.

Please, kindly provide your comments for the following services.

I. Waiting time
Please rate the following services:
	Waiting time at:
	Very short
	Short
	Acceptable
	Long
	Too long

	Check-In
	
	
	
	
	

	Security Check
	
	
	
	
	

	Passport & Visa control
	
	
	
	
	

	Baggage Delivery
	
	
	
	
	


II. Services offered 

Please rate your level of satisfaction with the following services:

	 Service
	Very satisfied
	Satisfied
	Neutral
	Unsatisfied
	Very unsatisfied

	Courtesy and helpfulness of check-in staff
	
	
	
	
	

	Courtesy and helpfulness of security staff
	
	
	
	
	

	Courtesy and helpfulness of passport control staff
	
	
	
	
	

	Courtesy and helpfulness of First Aid staff
	
	
	
	
	

	Airport signage, description tables
	
	
	
	
	

	Flight information display screens
	
	
	
	
	

	Airport services / facilities
	
	
	
	
	

	Passenger Transportation Performance  
	
	
	
	
	

	Services for lost baggage
	
	
	
	
	

	Cleanness of aircrafts
	
	
	
	
	

	Cleanness of washrooms and terminal
	
	
	
	
	

	Offices’ Cleanness 
	
	
	
	
	

	Temperatures in the terminal
	
	
	
	
	

	Potable water supply
	
	
	
	
	

	Electricity supply
	
	
	
	
	

	Comfort and availability of space
	
	
	
	
	


III. Comments/Suggestions/Complaints

Do you have any comments, complaints or suggestions about the service offered to you?
	Service
	Remarks (Please specify)

	Passenger and Terminal Services
	

	Load Control
	

	Baggage loading / unloading
	

	Aircraft Fueling
	

	Embarkation and disembarkation of passengers 
	

	Aircraft Servicing 
	

	Aircraft Turnaround
	

	Cargo and mail handling
	

	APU Operation
	

	Other
	


Airline: 
Date:      
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