
Passport/
ID ControlWhile a significant increase in passengers’ 

overall satisfaction was recorded last year 
when traffic was at its lowest, it has since 
decrease as traffic slowly recovers. 
Even though passengers’ overall satisfaction has 
decreased compared to the previous quarter (Q1 
2021), it remains higher than before the COVID-19 
pandemic (ref. 2019: 4.24). This quarter, results 
show an increase in Europe and Middle East while 
a decrease is observed in North America and Latin 
America/Caribbean. Small airports (less than 2 mppa) 
were able to maintain their level of passenger 
satisfaction, which has not been the case for airports 
with more than 2 mppa who suffered a decline in their 
overall satisfaction score. 

Global snapshot of airport customer experience satisfaction, produced by ACI ASQ

Source: ACI Airport Service Quality Departures – Main type Programme 2021, based on Q2 2021 results with 236 airports

Results are means of a 5-pt scale.
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indicates that the segment’s performance is higher or lower compared to the Q1 2021 result on a statistically significant level (95%).
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