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North American Airports Struggle to Keep Travelers Happy Amid Construction Delays and Surging
Passenger Volumes, J.D. Power Finds

Airports in Detroit, Portland and Indianapolis Rank Highest in Respective Segments

COSTA MESA, Calif.: 25 Sept. 2019 — Scaffolding and cranes are official welcome signs to several North
American airports these days as record passenger volumes force major expansion efforts. However, the road closures,
confusing signage and delays that come with these projects are making it hard on passengers, and that disruption is
evident in the results of the J.D. Power 2019 North America Airport Satisfaction Study,™ released today. Overall
passenger satisfaction with North American airports has risen only a single point (on a 1,000-point scale) year over
year, following several years of steady improvement.

“With major terminal construction projects now underway in Los Angeles, Boston, Chicago, Atlanta and many other
airports, it is becoming impossible for travelers not to experience some form of disruption,” said Michael Taylor,
Travel Intelligence Lead at J.D. Power. “While these projects are absolutely necessary to address surging demand,
they are currently causing passenger delays and confusion. This translates into a rushed passenger experience and less
money spent on food, beverage and retail—and it’s slowing the progress of the airport satisfaction we’ve seen in the
past several years.”

Following are some of the key findings of the 2019 study:

e Traveler satisfaction stagnates after several years of growth: The overall customer satisfaction score this
year for North American airports is 762, up 1 point from 2018. The modest performance is attributable to
lower-than-average facility access scores, with larger numbers of travelers citing construction-related delays
getting into and out of the airport.

e Light at the end of the tunnel: The common bond among top-performing airports such as Detroit
Metropolitan, Portland International and Indianapolis International is relatively new facilities that
accommodate increased passenger volume, incorporate localized food and beverage offerings and offer easy
access. Airports that can handle larger numbers of passengers while providing such experiences see a payoff
in the form of improved satisfaction scores.

¢ Improved TSA processes, biometric screening improve security efficiency: The experience of getting
through airport security—a perennial drag on airport satisfaction scores—has improved 5 points due to
improved TSA processing and more widespread adoption of biometric screening technologies that move
passengers through security faster.

Airport Satisfaction Rankings

Detroit Metropolitan Wayne County Airport ranks highest in passenger satisfaction among mega airports with a
score of 786. Minneapolis-Saint Paul International Airport/Wold (779) ranks second, while Las Vegas
McCarran International Airport (777) and Orlando International Airport (777) rank third in a tie.

Portland (Ore.) International Airport ranks highest among large airports with a score of 833. Dallas Love
Field (826) ranks second and Tampa International Airport (822) ranks third.

Indianapolis International Airport ranks highest among medium airports with a score of 833. Jacksonville
International Airport (831) ranks second and Buffalo Niagara International Airport (829) ranks third.
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The 2019 North America Airport Satisfaction Study measures overall traveler satisfaction with mega, large and
medium North American airports by examining six factors (in order of importance): terminal facilities; airport
accessibility; baggage claim; security check; check-in/baggage check; and food, beverage and retail. Mega airports are
those having 33 million or more passengers per year; large airports have 10 to 32.9 million passengers per year; and
medium airports have 4.5 to 9.9 million passengers per year.

Now in its 14" year, the study is based on responses from 32,276 U.S. or Canadian residents who traveled through at
least one U.S. or Canadian airport and covers both departure and arrival experiences (including connecting airports)
during the past three months. Travelers evaluated either a departing or arriving airport from their round-trip
experience. The study was fielded from October 2018 through September 2019.

For more information about the North America Airport Satisfaction Study, visit
http://www.jdpower.com/resource/north-america-airport-satisfaction-study.

See the online press release at http://www.jdpower.com/pr-id/2019175.

J.D. Power is a global leader in consumer insights, advisory services and data and analytics. These capabilities enable
J.D. Power to help its clients drive customer satisfaction, growth and profitability. Established in 1968, J.D. Power has
offices serving North America, South America, Asia Pacific and Europe.
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Mega Airport Satisfaction Index Ranking JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
Detroit Metropolitan Wayne County Airport 786
Minneapolis-Saint Paul International Airport/Wold 779
McCarran International Airport 777
Orlando International Airport 777
Dallas/Fort Worth International Airport 773
Hartsfield-Jackson Atlanta International Airport 773
Phoenix Sky Harbor International Airport 770
Denver International Airport 768
George Bush Intercontinental Airport 764
Charlotte Douglas International Airport 763
Miami International Airport 759
John F. Kennedy International Airport 758
Mega Airport Average 756

San Francisco International Airport
Toronto Pearson International Airport 745
Seattle-Tacoma International Airport 740

Logan International Airport 739
O'Hare International Airport

Los Angeles International Airport

Newark Liberty International Airport

Power Circle Ratings Legend

Among the best
Better than most
About average
The rest

Source: J.D. Power 2019 North America Airport Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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Large Airport Satisfaction Index Ranking JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
Portland International Airport 833
Dallas Love Field 826
Tampa International Airport 822
John Wayne Airport, Orange County 815
Raleigh-Durham International Airport 804
Vancouver International Airport 801
Sacramento International Airport 800

Nashville International Airport 795

Austin-Bergstrom International Airport 791

William P. Hobby Airport

Salt Lake City International Airport

San Jose International Airport

San Diego International Airport

Oakland International Airport

Baltimore-Washington International Thurgood Marshall Airport
Kansas City International Airport

Calgary International Airport

Large Airport Average

Chicago Midway International Airport

Washington Dulles International Airport
Montréal-Pierre Elliott Trudeau International Airport
Fort Lauderdale-Hollywood International Airport

St. Louis Lambert International Airport

Louis Armstrong New Orleans International Airport
Philadelphia International Airport

Ronald Reagan Washington National Airport

Honolulu International Airport

LaGuardia Airport

Power Circle Ratings Legend

Among the best
Better than most
About average
The rest

Source: J.D. Power 2019 North America Airport Satisfaction Study

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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Medium Airport Satisfaction Index Ranking JDPower.com
(Based on a 1,000-point scale) Power Circle Ratings™
for consumers:
Indianapolis International Airport 833 20000
Jacksonville International Airport 831 20000
Buffalo Niagara International Airport 829 20000
Southwest Florida International Airport 823 29000
Palm Beach International Airport 814 29000
San Antonio International Airport 813 o000
Pittsburgh International Airport 808 200
Cincinnati/Northern Kentucky International Airport 807 200
Medium Airport Average 803 o200
Albuguerque International Sunport 799 200
General Mitchell International Airport 798 200
John Glenn Columbus International Airport 200
Ottawa/Macdonald-Cartier International Airport o0
Edmonton International Airport T ]
Bradley International Airport o0
Cleveland Hopkins International Airport o0
Kahului Airport o0

Power Circle Ratings Legend
OOOO® Among the best
OOOO Better than most
Included in the study but not award-eligible due to small sample size is 000 About average
Ted Stevens Anchorage International Airport. o0 The rest

Source: J.D. Power 2019 North America Airport Satisfaction Studys™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



