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Part 1: Outline of This Report

1. Outline of the Survey

OObjective
Get airline evaluations from those who traveled overseas in 2014.

ORespondents

The survey was done on 6,502 respondents selected from the INTAGE’s Net Monitor Panel of INTAGE Inc. These were
Japanese citizens aged 18 years and over who traveled overseas in the year 2014 (the month of departure being in 2014).
* Respondents included also those who traveled for work purposes and those on long-term stays.

OTiming
Thu. 16 April through Mon. 20 April, 2015

OResearch Method

Internet survey

OTabulation Numbers
4,000 respondents (respondents contacted: 6,502, samples collected: 4,620s (successful collection rate of 71.1%))

* Respondents were randomly selected so that each of 40 airlines was represented by 100 respondents in the numbers
tabulated.

B Airlines included in the survey

ANA, JAL, Vanilla Air, Peach Aviation, American Airlines, Air Canada, Delta Air Lines, United Airlines, Jetstar, Air New Zealand,

Hawaiian Airlines, Asiana Airlines, AirAsia X, Eva Air, Garuda, Cathay Pacific Airways, Singapore Airlines, Korean Air, Thai

Airways, Jeju Air, China Airlines, Air China, China Eastern Airlines, Philippines Airlines, Vietham Airlines, Hong Kong Express

Airways, Malaysia Airlines, KLM Royal Dutch Airlines, Alitalia, Air France, Austrian Airlines, Swiss International Airlines,

Scandinavian Airlines, Turkish Airlines, Finnair, British Airways, Lufthansa, Etihad Airways, Emirates, Qatar Airways

* The airlines included in this survey are the top 40 airlines used in the last trip taken in the year 2014, according to the
results of the “2015 AB-ROAD Overseas Travel Survey” (see below).

Addenda:

(1) In the case of a single answers, totals for the options do not necessarily come out to 100% due to the percentage each
option given being rounded to the second decimal point.
(2) Figures from a past survey are quoted in order to provide longitudinal data.
“2014 Airline Satisfaction Survey” - Timing: 16 April through 21 April 2014; Sample size tabulated: 4,000s (100 samples
for each airline)
(3) In this survey, respondents who in 2014 took multiple trips on the airlines covered were asked to answer about their last
airline used in order to have them specify the details of the trip taken.

(4) Omitted from the tabulations of this survey were airlines for which users of “in-flight food and drink service” and “in-flight
entertainment” numbered less than 80.

"2015 AB-ROAD Overseas Travel Survey" Outline
OObjective

To provide related parties with reference data by ascertaining the facts regarding overseas travelers’ booking practices,
consumer behavior, popular destinations, and destinations desired for visit.

ORespondents

Selected from the INTAGE'’s Net Monitor Panel of INTAGE Inc., these were Japanese citizens aged 18 years and over
who traveled overseas in the year 2014 (the month of departure being in 2014).

OTiming
Mon. 23 Mar through Thu. 26 Mar, 2015
OResearch Method
Internet survey
ONumbers Tabulated
5,000 respondents (respondents contacted: 7,992; samples collected: 5,225 (successful collection rate of: 65.4%))
OMethod of Tabulation

The survey results were weighted to correspond with the breakdown of leisure travelers (by gender and age).
The weightings used are as follows.

Male Female
18-29 yrs | 30-39 yrs | 40-49 yrs 50 yrs+ 18-29 yrs | 30-39 yrs | 40-49 yrs 50 yrs+
0.527 0.876 1.036 1.751 0.946 0.801 0.666 1.381

Airline Satisfaction Survey 2015 4



Part 1: Outline of This Report

2. Profile of the Respondents

B Gender (Total / Single Answer) B Age (Total / Single Answer)

Female
49.3%
50-59 yrs
24 5% 40-49 yrs
: 24.2%
(n=4,000) (n=4,000)
B Area of Residence (Total / Single Answer)
(%)
. Kanto Kita 4 Hokuriku/ Chubu/ Kansai . . Other . Kyushu/
Hokkaido Tohoku Total Kanto prefectures | Koshinetsu Tokai Total Keihanshin Kinki Chugoku Shikoku Okinawa
Sample
Total 4,000 25 26 50.7 33 474 32 113 202 175 27 3.1 16 49
B Occupation (Total / Single Answer)
(%)
Office worker:
Office Office
Office workers/ Office Office workers/ Givi Temporary
workers/ General workers/ | workers/ Manager i Self- worker/ Part— Full-time
servants/ Freelance . Students N Unemployed Other
General (research General General class, employed Contracted timers housewives
N Educators
(clerical) or (sales) (others) company employee
technical) directors
Sample
Total 4,000 16.0 85 45 42 125 5.1 53 29 32 83 20 154 109 1.3
B Annual Household Income (Total / Single Answer)
(%)
20
O Total
15

0
Under 3,000,000- | 4,000,000~ | 5000,000- | 6,000,000~ | 7,000000- | 8,000,000~ | 10,000,000~ 15,000,000 Don't know/
3,000,000 3,999,999 4,999,999 5,999,999 6,999,999 7,999,999 9,999,999 14,999,999 yen’ or r'nore Don'’t want to
yen yen yen yen yen yen yen yen answer
Sample
[Total | 4000 99 91 100 82 80 80 124 144 70 134

Airline Satisfaction Survey 2015



Part 1: Outline of This Report

B Purpose for Overseas Travel and Persons Accompanying (Total / Single Answer)

(%)
25
20
15
10
5 .
. 1 Il B ir [ = [ 7
Private
Work . . . . (study
(business, R . Prlvalt © . Private Private (with Prl.v atel P”.V atel Pn.v atel abroad,
X Private Private (married Private X (family trip (family trip (family trip
academic, (alone with | two or more h y language Other
. . (travel alone)| (couple) couple (honeymoon) . R (with (with (three
inspection, friend) friends) y 3 study, long—
ote) travel) parent(s)) childiren)) |generations) term stay,
Sample ete)
Total | 4,000 174 16.1 42 23.7 26 9.1 6.0 42 10.7 19 15 27
B Overseas Travel Type (Total / Single Answer)
[Package] | [Package] [Package]
Full Medium N [FIT) Other
Skelton Package
package package
Tour
Total
Legend
Total (n=4,000) 19.5% 122 18.3 4738 22 50.0
m|
1 [Package] Full package : Tour that is scheduled with sightseeing, activities, and most meals
[Package] Medium package : Tour that is scheduled with some sightseeing, activities, and meals, as well as tours with some free time
[Package] Skelton : Tour that basically has free time at destinations, and only includes roundtrip air tickets, hotels, and local transportation
[FIT] : Air tickets, hotels, etc. are arranged individually

ETime Spent on Flight (per one-way) (Total / Single Answer)

Close flight (about Medium flight Long flight (about
less than 5 hours) | (about 5-9 hours) | 9 hours or more)

Legend

Total (n=4,000) 343% 255 402

Airline Satisfaction Survey 2015 6



Part 1: Outline of This Report

B Means of Arranging Air Tickets Used (Total / Single Answer)

Total

By
airline

Arranged
Company or Arranged through through
person Arranged travel company com agn Arranged by I haven't
related to through . p y. self through arranged
. L specializing in
operations airline Individually . .| other means myself
arranged Used package d low price air
arrange tickets
Legend | | | !
\
(n=4,000) 7.4%| 218 | 50.0 T 1121 54 1033
—
ANA (n=100) 100 | 280 | 440 | 120 30 30 —
E JAL (n=100) 170 | 410 320 6.0 10 3.0
2 —
]
S @ VanilaAr (h=100) 20 410 | 490 40 2|'° 20
[l — —
@ Peach Aviation (h=100) 2.0 710 | 90 10 6.0|4.0] 70
- American Airlines (n=100) 140 | 140 470 | 16.0 40/1.0 40
<
|
o
>~ by Air Canada (h=100) |5.0 | 120 62.0 8.0 10,0|2.0 10
S E AN
5 <
3 s Delta Air Lines (n=100) 6.0 | 110 62.0 100/ 301.0 70
2
United Airlines (n=100) 80 | 200 | 450 170 40 1050
|
@ Jetstar (n=100) — 420 470 40202030
P [N | |
= c
3 Air New Zealand (n=100) 20 270 | 58.0 50 3.0 1.0 40
&3 Z Sl
Hawaiian Airlines (n=100) — 120 | 78.0 60 20 — 20
1
Asiana Airlines (h=100) |5.0 | 170 | 46.0 | 170 10.0| — 50
7 1
@ AirAsia X (n=100) — 66.0 | 200 40202060
|
Eva Ar w=100 | 80 ] 130 | 600 [ 6o 60 2050
AN .
Garuda (n=100) 10.0 | 120 | 670 | 9020
- —
Cathay Pacific Arways w=too | 120 | 10 ] 510 [ [110] 60 10—
\ 74|
Singapore Airlines (n=100) 15.0 | 200 | 480 | 8050 20 20
~N
Korean Air (n=100) 80 | 9.0 | 56.0 | 140 110 — 20
/ |
S Thai Airways (n=100) 16.0 | 250 310 | 130 100 | — 50
» AN
= ® Jeju Air (n=100) — 410 430 | 110/202010
1
China Airlines (h=100) 6.0 | 140 | 54.0 | 18.0 50— 30
Air China (n=100) 250 | 15.0 | 300
/
China Eastern Airlines (n=100) 300 | 9.0 | 200 |
Philippines Airlines (n=100) 100 | 19.0 | 400
Vietnam Airlines (n=100) 70 | 5.0 | 60.0
@ Hong Kong Express Airways (h=100) 3.0 51.0
Malaysia Airlines (n=100) 140 | 1.0 | 530 | 130 2020 50
~N |
KLM Royal Dutch Airlines (n=100) 6.0 | 13.0 | 65.0 90|40 — 30
1
Alitalia (n=100) 1.06.0 | 770 110 20 — 30
Air France (n=100) 80 | 230 | 440 | 110 40 1.0 90
—
Austrian Airlines (h=100) 2.0 250 | 60.0 702010 30
| /11
c
S Swiss International Airlines (n=100) 4.0 13.0 | 62.0 | 11.0 5020 30
o
5
E Scandinavian Airlines (n=100) 70 | 16.0 | 450 | 190 4020 70
Turkish Airlines (n=100) 10 110 | 68.0 | 10.0 I 8.0| 1010
|
Finnair (n=100) 6.0 | 200 | 470 | 16.0 I6.0 10 40
N |
British Airways (n=100) 40 26.0 | 46.0 | 19.0 20 —30
/ AN |
Lufthansa (n=100) 8.0 | 210 | 490 | 130 70 —20
/ 1
~
- Etihad Airways (n=100) 6.0 | 110 | 63.0 | 10.0 I9,0| — 10
< 8 ]
w ©
© = Emirates (n=100) 9.0 | 130 | 550 | 15.0 50 — 30
5= !
= Qatar Airways (n=100) — 80 | 830 [60/30—

Airline Satisfaction Survey 2015
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Part 1: Outline of This Report

B AIr Tickets Used (Total / Single Answer)

Free air
N PEX tickets Tickets . }
That with a Discount air (officially directly sold tlck.ets Air tickets at Don't really
package tour . . acquired know /
N tickets discounted | by low—-cost normal fares
included . through Others
fare) carrier .
mileage
Legend | | !
Total (n=4,000) 43.0% | 126 | 16.8 | 6129 112 | 15
By -
airline ANA (n=100)
3 JAL (n=100)
c
s
S @ VanilaAr (n=100)
@ Peach Aviation (n=100)
- American Airlines (n=100)
3
>~y Air Canada (h=100)
S E
<
3 s Delta Air Lines (n=100)
s
United Airlines (n=100)
- @ Jetstar (n=100) 33.0 | 140 |5.0| 310 — 180 9.0
©
o2
E § Air New Zealand (n=100) 48.0 | 6.0 | 16.0 — S.Oi 13.0 9.0
E 3 —
Hawaiian Airlines (n=100) 710 |8.0 60 —— 70 80
— |
Asiana Airlines (n=100) 380 15.0 | 210 — 50 130 | 80
= ———
@ AirAsia X (n=100) 110 | 50 | 5.0| 61.0 — 110 70
=
Eva Air (n=100) 520 | 130 | 16.0 — 7.0. 50| 70
\
Garuda (n=100) 59.0 | 70 | 220 — 10 30 80
Cathay Pacific Airways (n=100) 46.0 | 170 | 200 — 10 150 1.0
Singapore Airlines (n=100) 400 | 140 | 26.0 — 5.0| 8.0 | 70
\ /
Korean Air (n=100) 510 | 16.0 | 140 —20 90 | 80
s Thai Airways (n=100) 210 200 | 210 — 8 I 15.0 | 15.0
i —
«»
= @ Jeju Air (n=100) 350 | 18.0 | 70 | 240 — 120 40
A
China Airlines (n=100) 470 | 15.0 | 190 — 20 110 | 6.0
Air China (n=100) 230 | 260 280 — 20 140 | 70
—
China Eastern Airlines (n=100) 18.0 | 310 180 — — | 170 | 16.0
e ——
Philippines Airlines (n=100) 320 | 220 | 230 — 20 100 | 110
/
Vietnam Airlines (n=100) 53.0 | 16.0 100 — 2070 120
@ Hong Kong Express Airways (n=100) 17.0 | 100 10.0 470 1.0/ 100 —I 50
Malaysia Airlines (n=100) 46.0 | 6.0 | 250 — — 1130 | 10.0
KLM Royal Dutch Airlines (n=100) 57.0 | 8.0 | 140 — — | 140 | 70
Alitalia (n=100) 68.0 | 70 | 80 — — 130 40
Air France (n=100) 380 170 | 290 — 20 90 | 50
Austrian Airlines (n=100) 520 | 10.0 | 170 8.0 8.0
5 Swiss International Airlines (n=100) 60.0 40 120 — 40 120 8.0
Q
S
5 Scandinavian Airlines (n=100) 350 | 120 | 200 — 70 120 | 140
Turkish Airlines (n=100) 66.0 | 70 | 150 — 20 60 40
—_— 1
Finnair (n=100) 420 | 180 | 230 — 20 120 3.0
British Airways (n=100) 39.0 | 9.0 | 250 — 11.0 | 120
Lufthansa (n=100) 46.0 | 11.0 | 230 — 40 100 | 6.0
: Etihad Airways (n=100) 60.0 | 8.0 | 180 — 20|70 | 50
g g —_—
L: = Emirates (n=100) 46.0 | 100 | 160 — 30 120 | 130
3 = — S
= Qatar Airways (n=100) 83.0 s0_e0 " 2

—

"@" indicates a low-cost carrier (LCC)
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Part 1: Outline of This Report

Bl \Whether Airline Website Was Used When Making Overseas Travel (Total / Single Answer)

Used | Didn't use Period used
| |
g g oking
Total (n=4,000) 57.5% 425 50.7 421 46.0
By airiine @ Peach Aviation [Japanese] (n=100) 920 | 8.0 89.0 88.0 79.0
@ AirAsia X [Asian] (n=100) 900 | 100 90.0 87.0 78.0
@ Hong Kong Express Airways [Asian] (h=100) 83.0 | 170 820 76.0 65.0
@ Vanilla Air [Japanese] (n=100) 780 | 220 73.0 68.0 63.0
/

JAL [Japanese] (n=100) 710 | 230 66.0 61.0 68.0
ANA [Japanese] (n=100) 75.0 | 250 70.0 60.0 64.0

® eju Air [Asian] (n=100) 720 | 280 690 || 620 || 520
@ Jetstar [Pacific / Oceania) (n=100) 70.0 | 300 64.0 60.0 62.0
British Airways [European] (h=100) 65.0 | 35.0 540 420 51.0

/
Air France [European] (n=100) 64.0 | 36.0 54.0 470 52.0
/
Air New Zealand [Pacific / Oceania] (n=100) 63.0 | 37.0 53.0 430 49.0
/

United Airlines [South / North American] (n=100) 620 | 380 520 490 490
Thai Airways [Asian] (n=100) 60.0 400 57.0 50.0 51.0
Scandinavian Airlines [European] (n=100) 60.0 400 480 380 490
Finnair [European] (n=100) 59.0 410 530 370 450
Philippines Airlines [Asian] (n=100) 58.0 420 540 400 410
Turkish Airlines [European] (n=100) 58.0 420 440 340 410
Asiana Airlines [Asian] (n=100) 570 430 53.0 410 420

Eva Air [Asian] (n=100) 57.0 430 51.0 370 450
Singapore Airlines [Asian] (n=100) 56.0 | 440 480 430 39.0

/
Air China [Asian] (n=100) 550 | 450 490 50.0 440
/
Austrian Airlines [European] (n=100) 540 | 460 460 360 460
/

Malaysia Airlines [Asian] (n=100) 53.0 | 470 400 30.0 400
China Airlines [Asian] (n=100) 520 48.0 420 36.0 420
Emirates [Middle East / Africa] (n=100) 52.0 480 470 340 450
Delta Air Lines [South / North American] (n=100) 52.0 48.0 430 35.0 48.0
American Airlines [South / North American] (n=100) 510 490 470 39.0 46.0
Garuda [Asian] (n=100) 50.0 50.0 46.0 26.0 350
Cathay Pacific Airways [Asian] (n=100) 490 51.0 430 400 430
Etihad Airways [Middle East / Africal (n=100) 490 51.0 410 320 37.0
Swiss International Airlines [European] (n=100) 480 520 38.0 230 35.0
Lufthansa [European] (n=100) 480 520 390 300 410

Air Canada [South / North American] (n=100) 48.0 520 420 330 40.0
Hawaiian Airlines [Pacific / Oceania] (n=100) 46.0 540 36.0 25.0 35.0
KLM Royal Dutch Airlines [European] (n=100) 440 56.0 380 310 370
Qatar Airways [Middle East / Africal (n=100) 440 56.0 35.0 280 36.0
Vietnam Airlines [Asian] (n=100) 40.0 | 60.0 35.0 230 26.0

/
Alitalia [European] (n=100) 39.0 | 610 340 19.0 270
Korean Air [Asian] (n=100) 36.0 | 64.0 310 26.0 300
/
China Eastern Airlines [Asian] (n=100) 35.0 | 65.0 320 230 230

1 If the website was used for the air tickets "Prior to booking," "At time of booking" or "After booking,"

that will be regarded as "Used."
1 "@" indicates a low-cost carrier (LCC)

Airline Satisfaction Survey 2015
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Part 1: Outline of This Report

B Reason for Using Airline Website (Airline website user / Multiple Answer)

(%)
60
40
20
= o ® o E $ : ]
? w S
c |2 |5 |2 | 2% |E2]e £ ls [s]% ]
S |z - 5 5 |2 Selw 3 w|2 ] 4 e 3
B |g el |= s |z [£3]e 2 5|8 Sl s 2
g | 3|3 Lzl £ |3 |@x|: EB|C o @ 2|2 ©
Elgs|s |<5| 3|2 |£5[5 5 |se[sE|l S |2 |w ¢
F N E P RN EN P R RS T R - ®
° o [eB|2 |2 2@ |2E[es|e E |28 |wo| = 5 |8 [
° 2 M 8 |82 sl £ o lsslealcs] 5 [=22(eB] @ 3 |t 5
< 2 8 | € |ws|23|c8| & [s8|28|57| € [ss|csS| 3| = |g @
9 s 2 a |gs|lEo|so| £ [RS[Ec|22| & |ce|s o] ¢ c |e . >
AR H L R R AR
° 3 -1 2 sz gkl 3 |2s|SC|Ew 2 |5 2|85 ¢ c |s 2| o =1
c a T | o |t g Sl cg s tleslecs| &8 [85|2S| 2|2 |RE[S |2
S = 53 2 186|ec|ls=F| & [cs|lac|Es| E |cs|5°| = 8 |E«| O €
S22 |5 |cclstlve] @ |E2s3[s8] 5 |s8|=c<| 5 E [S° g
£ ] e | S [s8[ssleel 8 [5s|le=las| 2 [£s[Esl 2 5 |8 a
s |- | @ s |28 e|ES]| s [B3|5&|8°| B |E2[ER| 5| € | e
3 s |E2|ES[ed| 2 (55|22 |S (88|23 2|3 |¢ g
© 3 lez|s (322 |8 |85 | € (23|55 2| ¢ |2 :
EISEls [£gl B |2 [=E|E < |g2legd| | = [E 4
E |o 8|9 S? £ |8 2 a3 53 c o |o Fl
< o = o 3 £ L alo S &3 S £ 5 <
S5 |3 |€ | 5|5 |38¢ g7l (5] 2 % "
$ |< ° I8 |£% < 2123
Sample < 2 S <
Total (n=2,301)| 49.0 | 442 | 423 [ 264 [ 260 | 23.8 | 19.1 | 186 | 166 [ 134 | 129 | 11.1| 108 | 103 | 63| 57| 37| 29| 69
By ANA [Japanese] (n=75) 640|587 )667)|333)|187 333|187 |227| 93147200160 53| 93| 53| 147|133 | — 13
airline JAL [Japanese] (h=77) 481571 )636)273)|104 312130234117 | 78|208|104| 65| 117| — | 104 | 78| 52| 26
@ Vanilla Air [Japanese] (n=78) 513 615|410 295295256 | 90 (179|192 141 — [167| 38| 179|154 | — —_ 13| 90
@ Peach Aviation [Japanese] (n=92) 576859 |315)|435)|326)|239| 65|250)| 141|196 — | 185 43| 185185 11| — 11 43
American Airlines [South / North American] (n=51) 549|392 549|216 235275118118 [196|176|176| 59| 176|118 59| 59| 78| 20| 39
Air Canada [South / North American] (n=48) 458|354 )|438)208)|292| 167|146 | 125| 63| 146|125| 63| 83| 42| 63| 63| 42| 42| 63
Delta Air Lines [South / North American] (n=52) 500|327 )|654)| 212231288115 154|154 96| 192 | 38| 115| 96| 19| 77| 115| — 58
United Airlines [South / North American] (n=62) 5321403 )|613)| 194242274194 |16.1|16.1 ) 113 ] 16.1 971129 113| 48| 81 97| 48| 81
@ Jetstar [Pacific / Oceania] (n=70) 57.11700)529)| 343|386 |27.1| 143271129243 141200)|114) 86| 17.1 43| 14| 29| 57
Air New Zealand [Pacific / Oceanial (n=63) 476|444 )| 444 1302 )|413)|222|270|175| 254|159 | 127|143 175|111 48| 95| 16| — 6.3
Hawaiian Airlines [Pacific / Oceania) (n=46) 500 | 326 [ 304 | 283 [ 370 | 21.7 [ 39.1 [ 152 | 239 239 | 304 [ 152 65| 65| 87| 65| 43| 43| 43
Asiana Airlines [Asian] (n=57) 421351 )281)|246|158|175| 88| 140| 88| 70| 53| 53| — |105| — 53| 35| 335|175
@ AirAsia X [Asian] (n=90) 656 | 77.8 | 444 | 51.1 [ 356 [ 389 [ 11.1 | 267 | 167 | 189 | 67| 222 | 89| 144|300 67| 33| 1.1 44
Eva Air [Asian] (n=57) 4741298474 88| 158|193 |228| 88| 158| 88| 88| 88| — 35| — 35| 53| 35| 123
Garuda [Asian] (n=50) 400)380)|240)|240)280)|100)|280)|240| 80)200)|140| 80| 100| 80| 40)|140| 40| 60| 60
Cathay Pacific Airways [Asian] (n=49) 449|388 )| 449|184 )|245)|204|204 | 184 | 143|204 | 102 | 143 | — 82| — 82| 41 20| 102
Singapore Airlines [Asian] (n=56) 500|393 )|536)| 179196250214 )|196|214) 71107125 89| 125| 36| 125| 36| — 54
Korean Air [Asian] (n=36) 361|389 )|444 194167278 | 83| 111|139 | 56| 139 | — — 56| — 28| — 56| 83
Thai Airways [Asian] (n=60) 500 | 46.7 | 550 | 21.7 [ 16.7 [ 200 | 83 (250 6.7 33| 33| 33100 50 17| 33| 33| 6.7 1.7
@ Jeju Air [Asian] (n=72) 4721653222 |431)|236|222|111)|236|125| 42| 28| 139 | 42| 111 69| 83| 14| — 6.9
China Airlines [Asian] (n=52) 404|365 (327|269 (154231173154 | 96| 38| 173| 96| 58| 77 19 77 19 191173
Air China [Asian] (n=55) 4551400 ) 400|291 127|309 | 9.1]182| 73| 55| 9.1 9.1 36|145| 36| 55| — 55| 73
China Eastern Airlines [Asian] (n=35) 343)1400)|229)|114)200)|143| 57| 86| 171 86| 57| — |200| 29| — 29| 86| — | 114
Philippines Airlines [Asian] (n=58) 3971379276397 )172)103 103|310 86| 52| 52103103 | 69| 52| 34| 17| — 6.9
Vietnam Airlines [Asian] (n=40) 2501 225|175 125250175200 25]|200| 125|125 75| 50| 75| — 25| 25| 50|175
@ Hong Kong Express Airways [Asian] (n=83) 4941759 |325)|349)|265)|205| 72)|18.1)108) 108 | — | 181 36133 ]| 133 | — — 24| 48
Malaysia Airlines [Asian] (n=53) 396)340)415)170) 132|189 | 283 | 94208 | 75| 94| 38| 151 38| 19| — 19| 57| 75
KLM Royal Dutch Airlines [European] (n=44) 4321432477273 250)227 182|159 | 114|136 159 | 45)|159|182| 68| 68| — 23| 68
Alitalia [European] (n=39) 385205359205 (308|179 205|205| 128205256205 5.1 5.1 26| 51 26| 51 17
Air France [European] (n=64) 625)359 453|188 28.1)250)|203)|203|14.1)|141)|250)|109| 94| 78| 3.1 63| — 47| 47
Austrian Airlines [European] (n=54) 500 )| 463|352 )|296|315)|278|278|185| 148|167 | 148|204 | 111|185 74| 93| 19| 37| 130
Swiss International Airlines [European] (n=48) 375)188 313|167 |354)|125)|313| 167|146 | 125|250|125)208| 63| 21 42| 42| 63| 63
Scandinavian Airlines [European] (n=60) 5831400467 )250)|333|250)|283|217|367|117)|183| 6.7)|300)| 150|100 67| 83| 33| 6.7
Turkish Airlines [European] (n=58) 3791190 )|345)| 155|276 | 224 | 345|172 | 241138259 34|155| 86| 17| 34| 34| — 6.9
Finnair [European] (n=59) 525 (322|424 339 (356|373 |322(254(305(203| 85102203136 51| — 341 51 5.1
British Airways [European] (n=65) 569 | 338|508 ) 262 |308)|277|292|185)200)|200|123| 62| 154|123 | 46| 62| 46| 3.1 3.1
Lufthansa [European] (n=48) 500 | 271583208 250292188 | 188|313 | 188|167 | 104 | 167|104 | 2.1 421 63| 21 6.3
Etihad Airways [Middle East / Africa] (n=49) 4291224 )|286|245)|286)| 163|367 | 143|204 | 122|347 |122)|265| 82| 6.1 20| 6.1 4.1 6.1
Emirates [Middle East / Africa] (n=52) 558 269|423 | 115288192269 | 96308 192|173 | 38308 96| 19| 96 19| 58| 77
Qatar Airways [Middle East / Africal (n=44) 455)1205)318)| 159|364 )| 205|477 | 136|250 159|250 114)205| 23| — 23| — 23| 68

1 "@" indicates a low-cost carrier (LCC)
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Part 1: Outline of This Report

HItems of Importance When Choosing Airline (Total / Multiple Answer)
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Sample — o
Total (n=4,000) [33.2|29.6|245[15.1]149]12.2[11.7]115]|103]| 94| 88| 88| 68| 6.7| 65| 6.1 60| 58| 5.1| 49| 49| 48| 47| 36| 35| 34| 30| 23] 32[176
Gender Male (n=2,029) [34.2|29.3]|26.7(15.7[16.9]|12.1[125]|11.8[10.3| 8.7 90| 94| 7.3| 80| 7.8| 7.3[ 57| 6.1| 58| 58| 58| 6.4| 46| 44| 35| 43| 36| 2.3 3.4[147
Female (n=1971) [32.1|29.9|22.2[145|12.9]|12.4[109]|11.2[10.4|100| 86| 82| 6.3| 53| 52| 47| 64| 56| 4.3| 40| 3.9| 3.1| 47| 28| 35| 25| 24| 24| 3.0[204
Age 18-29 yrs (n=410) [31.2|26.6|21.0( 8.8[12.9]|11.7[11.0|14.4| 78| 56| 54| 5.1| 34| 37| 51| 2.9( 34| 59| 27| 27| 1.7| 41| 1.7 27| 54| 07| 20| 1.7] 54[212
30-39 yrs (n=684) [29.7(33.5(27.6(11.4(17.4(13.7(11.3(16.2(104| 6.1| 99| 7.7| 6.6 57| 48| 6.0| 7.3| 6.4| 42| 54| 25| 63| 47| 2.8| 23| 3.2| 29| 2.2| 3.9(136
40-49 yrs (n=968) [34.6(33.7(25.1(15.0(15.5(15.7(12.2(13.7(11.1| 6.5/10.3| 9.9| 6.7| 6.3| 50| 54| 6.7| 65| 42| 54| 52| 4.1| 46| 44| 30| 38| 26| 2.3| 3.1{120
50-59 yrs (h=981) [35.9(31.1|24.0|15.7|14.9[12.6[13.4[ 9.5(11.5 86| 95/109| 89| 7.4| 8.6( 80| 60| 64| 65| 54| 63| 5.1| 45| 4.1| 40| 37| 34| 29| 27159
60 yrs or older (n=957) [322|22.5|23.6(19.9|13.5| 7.4[10.1| 6.7| 9.4|170| 72| 79| 65| 84| 7.7| 62| 55| 41| 60| 45| 6.2 44| 6.1 32| 36| 41| 37| 22| 2.5(26.1
Area of Kanto (n=2,027) 35.4(30.3|26.3[15.1|16.2|12.8[10.1]10.1[10.8| 9.3|10.1[10.2| 80| 7.4| 64| 70[ 72| 6.1] 6.1| 54| 6.0| 49| 47| 41| 32| 3.7| 32| 23| 3.0[164
residence
Kansai (n=807) [320(31.5|22.3[15.7|15.1]|12.1[13.9]|145| 82| 9.7| 6.6( 76| 50| 58| 69| 4.3[ 53| 62| 32| 40| 3.2| 43| 43| 36[ 30| 25| 30| 25| 2.7[19.3
Tokai (n=452) [305(27.7|21.7(11.7[11.3|12.8[14.8|12.8[126| 93| 7.7| 62| 6.4| 6.4| 64| 55( 5.1| 40| 49| 42| 44| 44| 44| 35[ 53| 29| 20| 24| 46[199
Travel Package (n=2,001) [27.0[19.6|22.2[13.7[13.9| 5.4 87| 66| 55|16.1| 53| 56| 6.4| 58| 68| 4.7( 52| 2.3| 40| 28| 42| 42| 16| 3.1| 58| 32| 29| 1.8 2.8[306
type
Full package (n=780) [18.8| 9.7|19.9[115[12.8| 22| 50| 3.1| 45|206| 46| 65| 56| 53| 53| 3.8 40| 09| 3.3| 1.9| 35| 29| 09| 33| 53| 26| 23| 15| 2.2[418
Medium package (n=489) [245|21.7|22.7(13.7|14.7 33| 90| 6.7| 72|149| 6.3| 55| 84| 6.1| 82| 57( 74| 29| 45| 37| 6.1| 4.1| 10| 22| 59| 45| 43| 10| 2.2[335
Skelton (n=732) |[37.4|288|24.3[16.1|145]|102[12.6|10.2| 56|12.2| 53| 48| 6.0| 6.1| 7.7| 49 5.1| 34| 45| 33| 3.7| 56| 29| 36 63| 3.1| 26| 26| 40[168
FIT (n=1,912) [39.2(40.0(26.9(16.4(16.1(19.2(14.5(16.8(15.1| 2.4|124|12.1| 7.1| 7.7| 6.0| 75| 7.0| 9.4| 6.0| 7.0| 58| 56| 7.6| 41| 1.2| 3.7 3.1| 2.8| 36| 4.2
Accompanying | Travel alone (n=643) [33.7(31.9(25.7(14.6(14.8(20.1(14.5(18.8(11.8| 6.2|12.1|11.2|/100| 8.1| 6.2| 58| 87| 9.3| 65| 7.2| 51| 47| 86| 58| 25| 3.9| 42| 30| 25(10.7
traveler
With spouse/partner/on honeymoon (n=1,223) [31.8(25.3(25.2|15.1|15.8| 9.6|11.3|10.1| 8.7(13.3[ 8.1| 8.1| 66| 65| 63| 55| 5.6( 4.7| 5.2 43| 6.1 42| 47| 36| 3.4| 32| 2.6[ 20| 25|220
With friend (n=602) [32.1|29.7|19.4[123|11.8]|12.6[ 8.1|150| 7.1| 86| 3.8| 47| 47| 50| 68| 56( 43| 60| 3.7| 23| 15| 48| 22| 15[ 48| 28| 28| 2.3 35[21.9
Family travel (n=673) [33.4(27.8|22.3[16.2[13.1|11.0[11.0|108[11.0|11.4| 9.1| 67| 7.3| 6.4| 49| 56( 64| 58| 43| 55| 40| 43| 39| 30| 39| 37| 22| 19| 2.8[174
Travel class | business class or higher (n=487) [38.4|31.6|34.5(23.6|22.4| 8.6[10.9]| 4.1]16.0| 84|15.4[16.4|154[127| 9.9]|12.9( 6.4| 35|154[11.9|38.4| 6.4| 70| 70| 37| 80| 70| 35| 2.3[ 74
Economy class (n=3513) [32.4|29.3]|23.1(13.913.9]12.7[11.8|125| 95| 95| 79| 7.8| 56| 59| 60| 5.1 6.0| 6.1 36| 39| 02| 46| 43| 3.1 35| 28| 25| 2.2| 3.4[190
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Part 1: Outline of This Report

H Optional Services Not Free That Were Used (Total / Multiple Answer)
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Total (n=4,000)[ 103 9.8 8.1 6.2 40 35 3.0 29 28 18 1.7 0.3 782
By ANA [Japanese] (n=100) 15.0 15.0 120 8.0 70 50 50 70 8.0 3.0 3.0 — 76.0
airline JAL [Japanese] (=100) [ 60 90 70 80 20 50 50 50 6.0 40 6.0 — | 820
@ Vanilla Air [Japanese] (n=100) 210 230 260 210 30 3.0 80 — 30 — 20 1.0 450
@ Peach Aviation [Japanese] (n=100) 280 26.0 140 100 9.0 20 6.0 — 20 3.0 3.0 1.0 400
American Airlines [South / North American] (n=100) 9.0 10.0 120 1.0 110 3.0 40 6.0 50 30 40 — 740
Air Canada [South / North American] (h=100) 50 50 30 40 20 10 10 20 10 — 10 — 86.0
Delta Air Lines [South / North American] (n=100) 8.0 120 7.0 9.0 40 40 70 20 30 10 20 — 79.0
United Airlines [South / North American] (n=100) 8.0 100 6.0 8.0 40 3.0 6.0 50 1.0 20 1.0 — 72.0
@ Jetstar [Pacific / Oceania] (n=100) 370 290 210 120 15.0 50 50 20 6.0 10 10 — 35.0
Air New Zealand [Pacific / Oceania] (n=100) 10.0 8.0 70 20 8.0 50 6.0 6.0 20 20 10 — 79.0
Hawaiian Airlines [Pacific / Oceania] (n=100) 9.0 20 6.0 70 30 30 3.0 10 20 10 10 — 80.0
Asiana Airlines [Asian] (n=100) 1.0 8.0 50 50 20 30 1.0 30 30 — 10 — 84.0
@ AirAsia X [Asian] (n=100) 38.0 39.0 420 170 140 6.0 50 10 20 — 10 — 26.0
Eva Air [Asian] (n=100) 120 70 70 8.0 10 6.0 — 10 30 3.0 10 10 84.0
Garuda [Asian] (n=100) 50 30 70 40 40 50 10 3.0 20 —_ 20 —_ 88.0
Cathay Pacific Airways [Asian] (n=100) 40 6.0 40 6.0 20 40 10 30 20 10 10 —_ 88.0
Singapore Airlines [Asian] (n=100) 100 70 8.0 6.0 10 6.0 30 50 40 40 10 10 86.0
Korean Air [Asian] (n=100) 50 20 40 20 20 — —_ 20 30 3.0 10 — 90.0
Thai Airways [Asian] (h=100) 6.0 50 50 20 6.0 40 10 40 — 10 10 — 85.0
@ Jeju Air [Asian] (n=100) 10.0 120 50 6.0 10 10 30 20 20 — 3.0 20 76.0
China Airlines [Asian] (n=100) 4.0 3.0 3.0 3.0 30 10 10 10 10 10 10 1.0 90.0
Air China [Asian] (n=100) 70 40 5.0 20 40 20 40 4.0 20 — 20 — 870
China Eastern Airlines [Asian] (n=100) 50 30 30 1.0 20 10 — — — 20 10 10 88.0
Philippines Airlines [Asian] (n=100) 8.0 10.0 40 30 9.0 10 20 20 10 10 —_ — 81.0
Vietnam Airlines [Asian] (n=100) 6.0 3.0 40 3.0 10 3.0 10 40 40 10 10 — 90.0
@ Hong Kong Express Airways [Asian] (n=100) 270 18.0 10.0 9.0 5.0 30 40 20 40 20 20 — 55.0
Malaysia Airlines [Asian] (h=100) 10.0 10.0 80 50 3.0 3.0 10 1.0 1.0 10 — — 86.0
KLM Royal Dutch Airlines [European] (n=100) 5.0 70 6.0 6.0 — 40 40 1.0 1.0 20 10 1.0 84.0
Alitalia [European] (n=100) 50 70 4.0 50 10 50 3.0 30 40 3.0 20 — 84.0
Air France [European] (n=100) 50 7.0 6.0 3.0 50 50 50 40 3.0 40 10 — 83.0
Austrian Airlines [European] (n=100) 140 140 1.0 9.0 6.0 9.0 6.0 6.0 50 6.0 50 10 780
Swiss International Airlines [European] (n=100) 50 6.0 50 6.0 — 20 1.0 20 20 1.0 — — 86.0
Scandinavian Airlines [European] (n=100) 170 19.0 17.0 130 70 11.0 70 1.0 8.0 50 6.0 1.0 65.0
Turkish Airlines [European] (n=100) 50 70 40 1.0 20 40 10 50 30 20 10 — 89.0
Finnair [European] (n=100) 40 50 40 20 3.0 20 20 20 — 10 — — 88.0
British Airways [European] (h=100) 120 110 6.0 6.0 20 10 20 30 20 10 40 1.0 76.0
Lufthansa [European] (n=100) 40 8.0 — — 3.0 — 40 — — — — — 87.0
Etihad Airways [Middle East / Africa] (n=100) 40 40 5.0 4.0 —_ 30 —_ 20 40 3.0 —_ —_ 930
Emirates [Middle East / Africa] (n=100) 40 50 6.0 50 10 20 1.0 1.0 20 10 40 — 87.0
Qatar Airways [Middle East / Africa] (n=100) 40 20 40 40 — 40 — — 3.0 20 — — 95.0

1 "@" indicates a low-cost carrier (LCC)
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Part 2: Airline Evaluations

1. Overall Satisfaction: Top 20

@ The overall satisfaction total average was 3.70 points.

@At 4.20 points Singapore Airlines remained in the top spot from last year. Second was Japan
Airlines (4.18 points) and was followed by ANA (4.09 points), which meant that two Japanese airlines
entered the top three.

@ Two of the top 20 were LCC. The highest ranked was Peach Aviation at 17%.

M Airline Overall Satisfaction (Total / Single Answer)

Am satisfied sa":it;;‘:ad Can't say diss’i:ir:ﬁed Am isfacti
than not either way than not dissatisfied Satisfaction Satp'j:‘z:"’"
points last year
Order Order Changes Legend| | | |
this year last year in order

Total (n=4,000) | 13.2% | 542 | 242 6.3 3.2 3.70 372

Sir):line 1 (1) - Singapore Airlines [Asian] (h=100) 34.0 | 54.0 1IO.0 2.0. — 4.20 4.26
—

2 (3) ) JAL [Japanese] (n=100) 290 | 60.0 10 — — 4.18 413
—

3 (2) l ANA [Japanese] (n=100) 19.0 | 720 80 1.0 — 409 421
/]

4 (8) T Air New Zealand [Pacific / Oceanial (n=100) 220 | 60.0 | 170 — 1.0 402 3.95
\ N

5 (6) T Eva Air [Asian] (n=100) 19.0 | 640 | 160 10— 401 401

5 (5) - Emirates [Middle East / Africal (n=100) 30.0 | 51.0 | 10.0 | 80 1.0 401 4.04
—

7 (4) | Turkish Airlines [European] (n=100) 210 | 59.0 | 170 30 — 3.98 410
L1

8 (10) ) Qatar Airways [Middle East / Africa] (n=100) 230 | 540 190 3010 3.95 391
\l

8 (19) 1 Finnair [European] (n=100) 18.0 | 63.0 | 160 2010 3.95 3.78
1/

10 (14) 1 Thai Airways [Asian] (n=100) 140 | 69.0 140 10 20 3.92 384
N

11 (23) 1 Hawaiian Airlines [Pacific / Oceanial (n=100) 16.0 59.0 220 30 — 3.88 373
14

12 17) 1 Air France [European] (n=100) 16.0 59.0 220 Z.IU_I.U 3.87 3.79
|

13 (8) l Lufthansa [European] (n=100) 1.0 | 66.0 | 200 2010 3.84 395

14 (12) l Etihad Airways [Middle East / Africal (n=100) 19.0 | 51.0 | 240 60| — 3.83 3.86

|

15 (16) 1 KLM Royal Dutch Airlines [European] (n=100) 120 | 65.0 | 170 40 20 3.81 3.80
N

16 (7) l Swiss International Airlines [European] (n=100) 140 | 56.0 | 26.0 40 — 3.80 397
\ A

17 (24) 1 @ Peach Aviation [Japanese] (n=100) 16.0 | 57.0 | 190 60 20 3.79 3.72
\ i

18 (22) 1 Cathay Pacific Airways [Asian] (n=100) 170 | 520 | 240 50 20 3.77 374
\ Al

19 * * @ Hong Kong Express Airways [Asian] (n=100) 130 | 57.0 | 230 60 1.0 3.75 *

\ i

20 (30) 1 China Airlines [Asian] (n=100) 70 | 65.0 | 240 3010 3.74 353
1

T Satisfaction points are the weighted average based on calculations of "Am satisfied" as +5, "More satisfied than not" as +4,
"Can't say either way" as +3, "More dissatisfied than not" as +2, and "Am dissatisfied" as +1.

1 "@" indicates a low-cost carrier (LCC)

T "Overall Satisfactions Points" is not the total of satisfaction points by category but rather the figure calculated from individual
questions in this survey.

T Airlines noted with an asterisk are those for which comparisons are not available because they were not included in the prior survey.
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Part 2: Airline Evaluations

2. Satisfaction by Attribute

1) Aircraft Equipment and Amenities: Top 20

@ The total average of satisfaction with "Aircraft Equipment and Amenities" was 3.53 points.
@Singapore Airlines’ 4.01 points enabled the airline to move from 2" last year to the top spot. This
was followed by ANA (3.99 points) and Emirates (3.98 points).
@ Qatar Airways increased its figure to 3.92 points, moving up dramatically in the ranking from 12t
last year to 5™ this time.
@ The top reasons for satisfaction and reasons for dissatisfaction were "Newness/cleanness of
plane" and "Width/comfort of seats."

W Satisfaction with Aircraft Equipment and Amenities (Total / Single Answer)

More Can't More A
Am satisfied satisfied .an S | gissatisfied " m . . Satisfaction
either way dissatisfied Satisfaction .
than not than not points points
Order  Order Changes Legend | | | last year
this year last year in order &
Total (n=4,000) 11.3%] 444 | 333 | 8525 3.53 357
N
B,y, 1 (2) ) Singapore Airlines [Asian] (n=100) 260 520 | 190 30 — 401 410
airline 7 1
2 (1) l ANA [Japanese] (n=100) 260 51.0 | 190 40 — 3.99 413
/
3 (3) - Emirates [Middle East / Africa] (n=100) 280 | 470 | 200 50| — 398 405
4 (4) - JAL [Japanese] (n=100) 18.0 | 62.0 | 180 20| — 3.96 402
|
5 (6) T Air New Zealand [Pacific / Oceania] (n=100) 220 51.0 | 25.0 1010 392 392
/ N
5 (12) 1 Qatar Airways [Middle East / Africa) (n=100) 220 50.0 | 260 20 — 392 3
]
7 (8) T Eva Air [Asian] (n=100) 200 46.0 320 20 — 384 383
8 (10) 1 Etihad Airways [Middle East / Africal (n=100) 200 490 230 70( 10 3.80 375
|
9 (15) 1 Air France [European] (n=100) 130 | 55.0 280 3010 3.76 368
[
10 7 l Turkish Airlines [European] (n=100) 15.0 | 510 270 50 20 3.72 387
[\
11 (16) 1 Thai Airways [Asian] (n=100) 100 | 60.0 220 70 1.0 3.71 3.64
1
11 (20) 1 Finnair [European] (n=100) 140 | 50.0 | 300 50 1.0 371 359
\ 1
13 (10) l Swiss International Airlines [European] (n=100) 11.0 | 54.0 300 4010 3.70 3.75
|
14 (23) 1 KLM Royal Dutch Airlines [European] (n=100) 120 58.0 200 | 70 E_O 3.69 353
N
15 (23) ) Garuda [Asian] (n=100) 120 51.0 | 300 | 70 — 3.68 3563
|
16 (13) l Cathay Pacific Airways [Asian] (n=100) 15.0 | 460 330 3030 367 3.70
\ N
16 (13) l Austrian Airlines [European] (n=100) 16.0 | 450 290 | 100 — 367 3.70
A
18 (5) l Lufthansa [European] (n=100) 9.0 | 55.0 | 300 50 10 3.66 394
1
19 (18) l Asiana Airlines [Asian] (h=100) 1.0 | 50.0 | 300 | 80 1.0 362 3.63
[
20 (25) ) China Airlines [Asian] (n=100) 6.0 520 | 370 3020 3.57 349
T Satisfaction points are the weighted average based on calculations of "Am satisfied" as +5, "More satisfied than not" as +4,
"Can't say either way" as +3, "More dissatisfied than not" as +2, and "Am dissatisfied" as +1.
B Reasons for Satisfaction / Reasons for Dissatisfaction with Aircraft Equipment and Amenities
(Total / Multiple Answer) (%)
Comfort of Extent of
Newness/ Width/ temperature/ Wi-Fi/ .X:F h(:: Gomfort of Nothing i
cleanness of | comfort of climate Internet " |Ig. om‘o © Other © .mg "
K amenities toilets particular
plane seats control/ connection ilabl
. available
Sample light control
Reasons for satisfaction 2227 355 36.0 235 55 20.2 12.0 1.2 256
Reasons for dissatisfaction 1,773 16.2 32.6 7.0 3.9 12.7 9.3 3.3 411

T "Reasons for satisfaction" were asked to those who gave "Am satisfied" or "More satisfied than not."
1 "Reasons for dissatisfaction" were asked to those who gave "Can’t say either way", "More dissatisfied than not" or "Am dissatisfied."
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Part 2: Airline Evaluations

2. Satisfaction by Attribute

2) Service by Cabin Crew: Top 20

@The total average of satisfaction with the "service by cabin crew" was 3.63 points.

@At 4.11 points, JAL went from 3th place last year to the top spot this year. This was followed by
ANA (4.08 points) and Singapore Airlines (4.03 points).

@ Qatar Airways (3.87 points) went from 14™ last year to 71" while the ranking of Thai Airways (3.84
points) shot up from 215t last year to 9t".

@The top reason for satisfaction and reason for dissatisfaction were both "Courtesy of response."

Bl Satisfaction with Service by Cabin Crew (Total / Single Answer)

. M.ore Can't say . Mo.re Am
Am satisfied | satisfied . dissatisfied . . . Satisfaction
than not either way than not dissatisfied Sansfacnon points
points
last year
(?rder Order (?hanges Legend | | !
this year last year in order
Total (n=4,000) | 12.6% | 466 335 56 1.7 363 3.65
~
By @ JAL [Japanese] (n=100) 280 | 550 [ 70— —| ann 406
airline
Y|
2 (1) l ANA [Japanese] (n=100) 240 | 62.0 | 12020 — 4.08 427
|
3 (2) l Singapore Airlines [Asian] (n=100) 270 | 51.0 | 200 20| — 4.03 412
/ |
4 (4) - Air New Zealand [Pacific / Oceania] (n=100) 25.0 | 51.0 | 220 1010 3.98 393
A
5 (8) T Eva Air [Asian] (n=100) 19.0 | 55.0 | 230 30 — 3.90 3.86
[
6 (6) - Emirates [Middle East / Africa] (n=100) 210 | 50.0 | 250 40 — 3.88 3.88
\ I
7 (14) 1 Qatar Airways [Middle East / Africa] (n=100) 19.0 | 530 | 240 40 — 387 3.83
/ ]
8 (4) l Swiss International Airlines [European] (n=100) 150 56.0 | 280 10 — 385 393
7|
9 (21) ) Thai Airways [Asian] (n=100) 15.0 61.0 | 190 3020 3.84 368
A\
10 (8) l Lufthansa [European] (n=100) 180 51.0 | 280 2010 383 3.86
|
11 (10) 1 Hawaiian Airlines [Pacific / Oceania] (h=100) 18.0 48.0 | 320 20 — 3.82 3.85
14
12 (15) 1 Finnair [European] (n=100) 120 60.0 | 260 1010 381 3.78
Z\
13 17 1 Air France [European] (n=100) 140 55.0 | 270 40 — 379 3.74
\ [
13 (6) l Turkish Airlines [European] (n=100) 140 56.0 | 250 50 — 379 3.88
AW |
15 (19) 1 KLM Royal Dutch Airlines [European] (n=100) 15.0 | 53.0 | 280 20 20 377 373
\ 11
16 (20) 1 Cathay Pacific Airways [Asian] (n=100) 130 | 56.0 | 270 2020 3.76 3.72
AV}
16 (13) | Austrian Airlines [European] (n=100) 17.0 | 46.0 340 2010 3.76 3.84
N
18 (10) l British Airways [European] (n=100) 120 | 51.0 340 30 — 372 385
19 (16) 1 Asiana Airlines [Asian] (n=100) 10.0 | 58.0 | 240 80| — 3.70 3.77
19 (22) T Garuda [Asian] (n=100) 15.0 | 46.0 | 35.0 2020 3.70 3.66
|

1 Satisfaction points are the weighted average based on calculations of "Am satisfied" as +5, "More satisfied than not" as +4,
"Can't say either way" as +3, "More dissatisfied than not" as +2, and "Am dissatisfied" as +1.

B Reasons for Satisfaction / Reasons for Dissatisfaction with Service by Cabin Crew

(Total / Multiple Answer) (%)
Announcements
Speed of Courtesy of Accuracy of at time of oth Nothing in
response response response takeoff, landing, er particular
etc.
Sample

Reasons for satisfaction 2,370 225 57.7 241 15.6 1.6 204
Reasons for dissatisfaction 1,630 9.8 274 7.8 45 3.8 56.7

T "Reasons for satisfaction" were asked to those who gave "Am satisfied" or "More satisfied than not."
T "Reasons for dissatisfaction" were asked to those who gave "Can’t say either way", "More dissatisfied than not" or "Am dissatisfied."
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Part 2: Airline Evaluations

2. Satisfaction by Attribute

3) Service by Ground Crew: Top 20

@ The total average of satisfaction with the "service by ground crew" was 3.62 points.
@As was the case last year, ANA had the top spot at 4.07 points. This was followed by Japan
Airlines (4.05 points) and Singapore Airlines (3.97 points).
@Air New Zealand (3.90 points) went from 18™ place last to 4™, while Air France (3.80 points) shot
up from 24t place to 8™,

@ The top response in terms of both reasons for satisfaction and reasons for dissatisfaction was

"Smoothness of check-in, baggage check."

M Satisfaction with Service by Ground Crew (Total / Single Answer)

. M?re Can't say . Molre Am
Am satisfied satisfied X dissatisfied . .
than not either way than not dissatisfied
Qrder Order Qhanges Legend |
this year last year in order
Total (1=4000) 116%] 473 | 34.1 5317
N
B.y. 1 (1) - ANA [Japanese] (n=100) 210 | 67.0 100 20 —
airline \ H
2 (3) 1 JAL [Japanese] (n=100) 220 | 63.0 | 13020 —
\ 11
3 (2) l Singapore Airlines [Asian] (n=100) 230 | 53.0 | 220 20 —
\ J/|
4 as 1 Air New Zealand [Pacific / Oceania] (n=100) 180 | 590 | 200 1020
\
5 @ Eva Air [Asian] (n=100) 210 | 480 | 300 10—
/ |
6 (12) T Qatar Airways [Middle East / Africal (n=100) 200 | 46.0 | 31.0 30 —
\ N
7 (5) l Swiss International Airlines [European] (n=100) 140 530 | 330 —_—
A
8 (24) 1 Air France [European] (n=100) 140 55.0 | 280 30 —
\ L1
9 (11) T Asiana Airlines [Asian] (n=100) 12.0 58.0 | 270 30 —
/1
9 (14) T Hawaiian Airlines [Pacific / Oceania] (n=100) 15.0 53.0 28.0 40 —
||
1 (23) 1 KLM Royal Dutch Airlines [European] (n=100) 15.0 53.0 28.0 30 10
LN
1 (8) l Lufthansa [European] (n=100) 130 56.0 270 40 —
A\
13 a7 1 Austrian Airlines [European] (n=100) 130 53.0 320 20 —
]
13 (6) l Turkish Airlines [European] (n=100) 15.0 | 51.0 30.0 40 —
/
15 (8) 1 Emirates [Middle East / Africal (n=100) 19.0 | 46.0 | 28.0 5020
\ 11
16 (14) l Cathay Pacific Airways [Asian] (n=100) 120 | 54.0 | 30.0 2020
/\
17 (7) l Etihad Airways [Middle East / Africa) (n=100) 15.0 | 45.0 35.0 40 1.0
/1
18 (16) l Finnair [European] (n=100) 120 | 55.0 | 240 70 20
/ \
19 (19) - Thai Airways [Asian] (n=100) 8.0 | 58.0 | 280 50 1.0
\
20 (24) T Air Canada [South / North American] (n=100) 9.0 | 50.0 | 36.0 3020
1

Satisfaction | |S2tsfaction
points points
last year
3.62 3.64
407 422
405 4.00
3.97 4.04
3.90 3.69
3.89 392
3.83 3.77
3.81 385
3.80 358
3.79 3.78
3.79 3.74
3.78 363
3.78 381
3.77 3.7
3.77 3.84
3.75 381
3.72 3.74
3.69 383
3.68 3.72
3.67 3.68
3.61 358

1 Satisfaction points are the weighted average based on calculations of "Am satisfied" as +5, "More satisfied than not" as +4,
"Can't say either way" as +3, "More dissatisfied than not" as +2, and "Am dissatisfied" as +1.

B Reasons for Satisfaction / Reasons for Dissatisfaction with Service by Ground Crew
(Total / Multiple Answer)

(%)
Announcements .
s th ; Announcements bout b Information
moo ne.ss ° about boarding .a ou 'aggage about/response Nothing in
check-in, inspections and Other .
gate and L to excess particular
baggage check K limitations on
connecting baggage charge
Sample carry-on bags
Reasons for satisfaction 2,355 61.8 273 151 6.2 08 27.2
Reasons for dissatisfaction 1,645 228 123 6.8 3.8 3.1 59.5

T "Reasons for satisfaction" were asked to those who gave "Am satisfied" or "More satisfied than not."
1 "Reasons for dissatisfaction" were asked to those who gave "Can’t say either way", "More dissatisfied than not" or "Am dissatisfied."
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Part 2: Airline Evaluations

2. Satisfaction by Attribute

4) In-flight Food and Drink Service: Top 20

@ The total average of satisfaction with "in-flight food and drink service" was 3.59 points.

@ The top spot was occupied by Qatar Airways (4.01 points), which improved greatly on its 13®
place finish last year. This was followed by Singapore Airlines (4.00 points) and Turkish Airlines
(3.95 paints).

@Given most as both reasons for satisfaction and reasons for dissatisfaction was "Taste of meals."

Bl Satisfaction with In-flight Food and Drink Service
(in-flight food and drink service users / Single Answer)

. M?re Can't say . Mo.re Am
Am satisfied satisfied X dissatisfied . . . . Satisfaction
than not either way than not dissatisfied Satlsfactlon points
points
last year
Qrder Order Qhanges Legend | |
this year last year in order

1

Total (n=3.400) | 13.0% | 474 | 279 [67] 50 359 363
N

:‘r’"ne 1 (13) 1 Qatar Airways [Middle East / Africa] (n=100) 25.0 53.0 200 2/0I - 401 3.75

2 (1) l Singapore Airlines [Asian] (n=100) 250 53.0 190 30 — 400 407
/

3 (3) - Turkish Airlines [European] (n=100) 270 | 50.0 | 16.0 5.0]_2-0 3.95 3.99
\

4 (4) - Emirates [Middle East / Africal (n=100) 230 | 520 | 19.0 50 1.0 3.91 393
\ /]

5 (6) T Air New Zealand [Pacific / Oceanial (n=100) 210 | 55.0 190 3020 3.90 392
JA

6 (2) l ANA [Japanese] (n=100) 16.0 | 60.0 180 5010 3.85 4.03
\

7 (7N - Swiss International Airlines [European] (n=100) 14.0 580 | 26.0 20 — 3.84 389
\ [l

7 (4) l JAL [Japanese] (h=100) 14.0 59.0 | 240 30 — 3.84 393
\ 1

9 (10) 1 KLM Royal Dutch Airlines [European] (n=100) 15.0 59.0 | 210 4010 3.83 3.77
1l

10 (9) l Lufthansa [European] (n=100) 15.0 540 | 230 i 7010 3.75 3.80
/]

11 (10) 1 Eva Air [Asian] (h=100) 17.0 | 490 | 270 50 20 3.74 3.77
/ \ L

12 (10) l Air France [European] (n=100) 16.0 | 51.0 | 240 | 70 20 3.72 3.77
/ L

13 (18) T Hawaiian Airlines [Pacific / Oceania] (n=100) 15.0 | 480 | 320 3020 3.71 363
\ /1

13 (8) l Etihad Airways [Middle East / Africal (h=100) 220 | 420 | 250 I 7040 3.7 3.85
11

15 (14) l Austrian Airlines [European] (n=100) 180 | 50.0 | 190 | 9.0 40 3.69 3.72
]

16 (22 1 Garuda [Asian] w=100) | 140 | 490 | 300 40 30 367 358
/ [ 11

16 (16) - Thai Airways [Asian] (n=100) 130 | 520 270 50 30 367 3.66
L1

18 (16) | Cathay Pacific Airways [Asian] (n=100) 16.0 | 490 210 110/ 30 3.64 3.66
\

19 (25) 1 Air Canada [South / North American] (n=100) 130 | 51.0 | 220 120 20 3.61 348
/ [

20 (24) 1 Finnair [European] (n=100) 100 | 53.0 | 250 | 9.0 30 358 352
1

1 Satisfaction points are the weighted average based on calculations of "Am satisfied" as +5, "More satisfied than not" as +4,
"Can't say either way" as +3, "More dissatisfied than not" as +2, and "Am dissatisfied" as +1.

T Vanilla Air, Peach Aviation, JetStar Airways, Air Asian X, Jeju Airport, and HK Express were excluded from the user tabulation
because there were fewer than 80 users of each.

B Reasons for Satisfaction / Reasons for Dissatisfaction with In-flight Food and Drink Service

(in-flight food and drink service users / Multiple Answer) (%)
Refresh Extent of
Amount of efreshments, Alcoholic meals and Nothing in
Taste of meals snacks, Soft drinks . X Other .
meals beverages drinks provided particular
desserts
for free
Sample

Reasons for satisfaction 2,052 62.3 431 30.7 323 34.1 358 0.6 5.1
Reasons for dissatisfaction 1,348 56.4 12.7 99 40 7.0 118 26 26.6

1 "Reasons for satisfaction" were asked to those who gave "Am satisfied" or "More satisfied than not."
1 "Reasons for dissatisfaction" were asked to those who gave "Can’t say either way", "More dissatisfied than not" or "Am dissatisfied."
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Part 2: Airline Evaluations

2. Satisfaction by Attribute

5) In-flight Entertainment: Top 20

@The overall average degree of satisfaction with “in-flight entertainment” was 3.39 points, which
was the lowest score among all five categories.

@®As was the case last year, the top spot was taken by Emirates at 4.07 points. This was followed
by Japan Airlines (3.93 points) and ANA (3.85 points), which meant that two Japanese airlines
entered the top three.

@Given by notably many as the reasons for satisfaction and reasons for dissatisfaction were
"Movies / TV programs available" and "Number of TV channels and movies."

M Satisfaction with In-flight Entertainment (in-flight entertainment users / Single Answer)

More Can't More A
Am satisfied | satisfied | o > | dissatisfied | | |satisfaction
either way dissatisfied Satisfaction X
than not than not it points
points last year
Order Order Changes L | | | !
. . egend
this year last year in order
Total (n=3.481) 11.19%| 379 | 336 [ 150 ss 339 342
|
Si?:line 1 1) - Emirates [Middle East / Africal (n=100) 36.0 | 430 | 14.0 6_0]_1.0 407 403
\
2 (3) 1 JAL [Japanese] (n=100) 210 | 55.0 200 40 — 3.93 3.99
1
3 (4) 1 ANA [Japanese] (n=100) 130 | 63.0 200 40 — 3.85 3.94
]
4 [@)] 1 Qatar Airways [Middle East / Africal (n=100) 230 | 420 26.0 | 90 — 3.79 3.72
\ 1
5 (2) l Singapore Airlines [Asian] (n=100) 240 | 410 240 | 100 1.0 3.77 4.02
|
6 (5) 1 Air New Zealand [Pacific / Oceania] (n=100) 18.0 | 46.0 | 290 50 20 373 3.84
\ \
7 (8) 1 Eva Air [Asian] (n=100) 19.0 | 38.0 | 370 5010 3.69 3.67
[l
8 (8) - Turkish Airlines [European] (n=100) 120 | 470 | 31.0 | 8.0/20 359 3.67
\l
9 (20) 1 Cathay Pacific Airways [Asian] (n=100) 130 440 | 30.0 | 12010 356 3.41
1l
9 (11) ) Lufthansa [European] (n=100) 13.0 410 | 36.0 | 90 1.0 356 358
i
11 (12) 1 Thai Airways [Asian] (n=100) 7.0 l 55.0 | 26.0 | 100 20 3.55 3.55
JA|
12 (20) ) KLM Royal Dutch Airlines [European] (n=100) 100 | 490 | 270 | 11030 352 3.41
\ / N
13 (8) l Air France [European] (n=100) 120 | 420 | 310 | 150 — 351 3.67
/ / |
13 (15) 1 Etihad Airways [Middle East / Africal (n=100) 18.0 | 35.0 | 31.0 | 120(40 351 350
\ \ |
15 (14) | Austrian Airlines [European] (n=100) 130 | 410 | 310 | 130 20 3.50 353
/1
16 (22) ) China Airlines [Asian] (n=100) 50 51.0 | 340 I 70 E.O 348 3.40
/ |
16 (23) 1 Hawaiian Airlines [Pacific / Oceania] (n=100) 8.0 | 440 | 370 | 10010 348 337
/ |
18 (15) | Delta Air Lines [South / North American] (n=100) 13.0 | 370 | 350 | 120 30 345 3.50
/ \ |
19 (18) l Asiana Airlines [Asian] (n=100) 6.0] 430 | 37.0 | 130 1.0 3.40 343
/ |
20 (18) l Garuda [Asian] (n=100) 100 36.0 | 39.0 | 130 20 3.39 3.43
\ \l
20 (12) l British Airways [European] (n=100) 100 370 | 36.0 | 160 10 3.39 3.55
1 Satisfaction points are the weighted average based on calculations of "Am satisfied" as +5, "More satisfied than not" as +4,
"Can't say either way" as +3, "More dissatisfied than not" as +2, and "Am dissatisfied" as +1.
1 Vanilla Air, Peach Aviation, Air Asian X, Jeju Airport, and HK Express were excluded from the user tabulation
because there were fewer than 80 users of each.
B Reasons for Satisfaction / Reasons for Dissatisfaction with In-flight Entertainment
(in-flight entertainment users / Multiple Answer)
(%)
Extent of the .
. Prices,
Number of TV | Movies/TV N“mbe" °f | Music program Game In—flight Magazines, | On-demand ﬁ'?je selection, etc. Nothing in
channels and programs music Seatback TV | entertainment - Other
content  |types/content| magazine newspapers | broadcasts ! of in—flight particular
movies available channels that is sales
Sample available
Reasons for satisfaction 1,705 440 525 149 114 10.7 9.7 76 45 58 10.0 3.7 04 16.8
Reasons for dissatisfaction 1,776 243 36.5 7.0 8.3 50 6.8 57 26 3.4 56 23 42 36.8

1 "Reasons for satisfaction" were asked to those who gave "Am satisfied" or "More satisfied than not."
1 "Reasons for dissatisfaction" were asked to those who gave "Can’t say either way", "More dissatisfied than not" or "Am dissatisfied."
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Part 2: Airline Evaluations

3. Intention to Use Again

@ The intention to use again total (i.e., "Would very much like to use” was 14% and "Would like to
use“ was 51%) was 65%.

@A look by airline shows that in terms of the “intention to use again - total” ANA scored highest at
91%. This was followed by Japan Airlines (86%) and Singapore Airlines (83%).

@Among LCC, Peach Aviation scored 5" overall for “intention to use again - total” at 78%. Vanilla

Air finished in 12t with 71%.

M Intention to Use Again (Total / Single Answer)

Wouldvvery Would like to Can't say Woultvi not Would not like Intention
much like to ° reall like to i
use either way to use again to Use
use use )
Again
Legend | | | ! Total
Total (n=4000) | 143% | 506 | 26.7 [60 25 | 648
B AN
v ANA (n=100) 280 | 630 80 10—| 910
airline q
2 JAL (n=100) 340 | 520 [ 1a0 ——| 860
s —
5 @ VanilaAr (n=100) 10| 540 [ 180 Jeolso | 710
I
® Peach Aviation (n=100) 210 | 570 [ 150 4030 | 780
1
- American Airlines =100 [80] 470 | 310 [ 90][50 55.0
s
o |
>y Air Canada (=100 | 110 | 520 | 310 5010 | 630
s £ AN 1
=
Ss Delta Air Lines =100 [ 120 ] 570 [ 220 Jsoi0 | 60
S /[ |
= United Airines =100 [ 110]] 470 | 280 [[o0]50 580
@ Jetstar =100 | 130]] 430 | 280 [[o0][ 70 560
.
oS
£§ Air New Zealand (n=100) 210 | 590 [ 17020 10 | 800
838 ||
& Hawaiian Airlines =100 | 140 | 510 [ 270 [7010 | 650
|
Asiana Airlines w=100) [ 100 ] 450 | 200 [ 130 50 550
1
® ArAsiaX w=1000 | 140 | 520 ENRTIED 66.0
———
Eva Air (n=100) 180 | 530 | 280 10 —| 710
)|
Garuda w=100 [ 90]] 610 200  —10 | 700
1
Cathay Pacific Airways (n=100) 140 | 56.0 230 40 30 70.0
AN}
Singapore Airines (n=100) 340 | 490 [ 160 10— &30
il
Korean Air (n=100) 40 530 [ 350 [60 20 | 570
1]
< Thai Airways (n=100) 210 | 550 [ 210 1o]20 | 760
= |
P
< @ JeiuAr (=100) | 120 570 [ 230 40[40 | so0
AN |
China Airlines (n=100) | 120 480 [ 340 30 30 | 600
Air China (n=100) 40 280 | 500 [ 120[]60 320
!
China Eastern Airlines (h=100) 20 400 | 350 [ 14000 420
L
Philppines Airines =100 60| 410 | 410 [10020 | 470
L \ \ 1
Vietnam Airines (n=100) 40 440 | 410 [[10010 | 480
1l
@ Hong Kong Express Airways (h=100) 200 | 490 | 250 5010 | 690
1
Malaysia Airines w=100 [70] 330 [ 410 [ 13060 400
1
KLM Royal Dutch Ailines w=100) | 150 | 56.0 [ 230 s010| 710
Altalia (h=100) 50 510 [ 280 [80] 80 560
Air France (n=100) 190 | 530 [ 220 Jeo—| 720
2
Austrian Airlines @=100) | 150 | 470 | 320 40 20 | 620
|
§ Swiss International Airlines (n=100) 1.0 | 55.0 | 300 3010 66.0
g i |
5
5 Scandiavian Airlines =100 | 100 ] 420 [ 340 [[110]30 | s20
Turkish Airlines w=100) | 160 | 570 [ 210 Jeo —| 730
7 Y 1
Finnair w=100 | 150 | 59.0 [ 210 4010 740
1
British Airways m=100) | 120]] 480 [ 330 [60 10| 600
il
Lufthansa @=100) | 100 680 [ 170 3020 780
— v |
> Etihad Airways w=100) | 110]] 510 [ 290 8010 620
I 1
&8
u Emirates (n=100) 300 | 440 [ 170 Jsol10]| 740
s = 7
3 )
= Qatar Airways (n=100) 200 | 46.0 | 26.0 60 20 66.0

T "@" indicates a low-cost carrier (LCC)
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Part 2: Airline Evaluations

4. Airlines Desired for Future Use

@®When respondents were asked about airlines they would like fly in the future, the highest
percentage gave ANA (63%), which was also the case last year. This was followed by Japan Airlines
(50%), which means that the two Japanese airlines maintained high levels of use intention.

@AMONG LCC, Peach Aviation (5%) was 8.

B Airlines Desired for Future Use (Total / Up to 3) "

2015 Survey 2014 Survey Rate of
0 0 40 50 60 70 [(1=4000) (%) | |Ranking (n=4,000) || increase
1 ANA [Japanese] ] n=2,501 62.5 1 58.3
2 JAL [Japanese] n=1,993 | 498 2 448
3 Singapore Airlines [Asian] n=804 20.1 3 226
4 Emirates [Middle East / Africa] ] n=590 14.8 4 15.6 —
5 Lufthansa [European] n=291 73 5 75 —
6 Air France [European] n=259 65 6 72 —
7 Delta Air Lines [South / North American] n=212 53 9 54 el
8 @ Peach Aviation [Japanese] n=197 49 7 7.0 ]
9 Cathay Pacific Airways [Asian] n=190 48 14 38 1
10 KLM Royal Dutch Airlines [European] n=185 4.6 10 4.9 —
1 Thai Airways [Asian] n=169 42 13 39 —
12 United Airlines [South / North American] n=160 40 12 42 —
13 Qatar Airways [Middle East / Africa] n=152 3.8 17 32 —
14 Finnair [European] n=147 3.7 16 3.2 —
15 @ Jetstar Japan n=134 34 8 6.1 |
16 Virgin Atlantic n=119 30 11 4.6 ]
17 Qantas n=103 26 23 22 —
18 Air New Zealand [Pacific / Oceania] n=101 25 19 29 —
19 Air Canada [South / North American] n=100 25 21 29 —
20 Hawaiian Airlines [Pacific / Oceania] n=99 25 18 3.1 —
21 Swiss International Airlines [European] n=96 24 27 20 —
22 @ Vanilla Air [Japanese] n=90 23 15 34 1
23 British Airways [European] n=87 22 28 1.9 el
24 |© @ AirAsia Japan n=83 2.1 * * *
25 Turkish Airlines [European] n=77 19 26 21 -
American Airlines [South / North American] n=77 1.9 29 1.7 —
27 Etihad Airways [Middle East / Africal n=76 19 25 21 —
28 Korean Air [Asian] n=73 1.8 22 26 et
29 |© Star Flyer n=71 18 24 22
30 Alitalia [European] n=67 17 31 16 —
31 Austrian Airlines [European] n=57 1.4 30 1.6 —
32 Asiana Airlines [Asian] n=54 1.4 19 29 1
33 Eva Air [Asian] n=42 1.1 34 1.2 —
34 Scandinavian Airlines [European] n=38 1.0 35 1.1 —
35 Malaysia Airlines [Asian] n=31 08 39 09 -
China Airlines [Asian] n=31 0.8 36 1.0 —
37 Air Tahiti Nui n=28 0.7 37 1.0 —
38 Garuda [Asian] n=27 0.7 38 1.0 —
39 Vietnam Airlines [Asian] n=26 07 40 05 —_
@ Jetstar [Pacific / Oceania) n=26 07 32 14 —
41 @ Cebu Pacific Air n=23 0.6 42 0.4 —
42 Philippines Airlines [Asian] n=19 05 44 04 —
@ AirAsia X [Asian] n=19 0.5 33 12 —
44 @ Hong Kong Express Airways [Asian] n=18 05 52 0.2 et
45 China Eastern Airlines [Asian] n=17 04 46 03 —
Aero Mexico n=17 0.4 43 0.4 —
47 @ Jeju Air [Asian] n=14 0.4 41 0.5 —
48 @ Thai AirAsia X n=11 03 * * *
Aeroflot n=11 03 54 0.2 —
50 Air China [Asian] n=10 03 60 0.1 -
Air Caledonia International n=10 03 48 03 —
US Airways n=10 0.3 48 0.3 —
53 @ Spring Airlines n=9 0.2 51 0.3 —
54 Dragonair n=8 0.2 58 0.1 —
@ Scoot n=8 02 44 04 el
56 @ Jetstar Asia Airways n=6 0.2 46 03 —
57 Bangkok Airways n=5 0.1 * * *
SriLankan Airlines n=5 0.1 48 0.3 —
59 Air Niugini n=4 0.1 68 — —
EgyptAir n=4 0.1 56 0.2 —
61 South African Airways n=3 0.1 * * *
China Southern Airlines n=3 0.1 68 - -
Hong Kong Airlines n=3 0.1 60 0.1 -
Hainan Airlines n=3 0.1 68 — —
Air Macau n=3 0.1 60 0.1 —
@ TWay Airlines n=3 0.1 68 — —
@ Jin Air n=3 0.1 75 - -
Ethiopian Airlines n=3 0.1 * * *
@ Air Busan n=3 0.1 53 0.2 —
Iran Air n=3 0.1 60 0.1 —
@ Eastar Jet n=3 0.1 54 02 el
72 Miat Mongolian Airlines n=2 0.1 68 —
Aurora (previously SAT Airlines and Vladivostok Avia) n=2 0.1 60 0.1 —
Air Berlin n=2 0.1 * * *
75 Xiamen Air n=1 — 7% — —
Shanghai Airlines n=1 — 59 0.1
TransAsia Airways n=1 — 60 0.1 —
Siberia Airlines (S7 Airlines) n=1 — 60 0.1 —
Jet Airways n=1 — * * *
Asian Air n=1 — * * *
81 Shinzhen Air n=0 — 75 —
Juneyao Airlines n=0 — * *
Shandong Airlines n=0 — 75 — —
Pakistan International Airlines n=0 — 68 — -
Jet Asia Airways n=0 — * * *
Air Indian n=0 — 57 0.1 —
Uzbekistan Airways n=0 —_ 75 —_ —_
Asia Atlantic Airlines n=0 — 60 0.1 —
Other n=18 0.5 0.6 —
Don’t know n=253 6.3 6.2 —

1 Respondents were asked about airlines they would like to try using for international flights.
T "©@" indicates airlines without international flights and "@" indicates low-cost carriers (LCC), both at the time of the study (April 2015).
1 Airlines noted with an asterisk are those for which comparisons are not available because they were not included in the prior survey.
1 Rate of increase: The arrow indicates increases/decreases for airlines for which there were changes of plus or minus one point
between the 2014 survey and 2015 survey.
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Reference : From Results of the “2015 AB-ROAD Overseas Travel Survey”

Reference: From Results of the “2015 AB-ROAD Overseas Travel Survey”

1. Low-cost Carriers (LCC): Awareness, Ever Use, Intention to Use

"2015 AB-ROAD Overseas Travel Survey" Outline
OObjective

To provide related parties with reference data by ascertaining the facts regarding overseas travelers’ booking practices,
consumer behavior, popular destinations, and destinations desired for visit.

ORespondents

Selected from the INTAGE'’s Net Monitor Panel of INTAGE Inc., these were Japanese citizens aged 18 years and over
who traveled overseas in the year 2014 (the month of departure being in 2014).

OTiming
Mon. 23 Mar through Thu. 26 Mar, 2015
OResearch Method
Internet survey
ONumbers Tabulated
5,000 respondents (respondents contacted: 7,992; samples collected: 5,225 (successful collection rate of: 65.4%))
OMethod of Tabulation

The survey results were weighted to correspond with the breakdown of leisure travelers (by gender and age).
The weightings used are as follows.

Male Female
18-29 yrs | 30-39 yrs | 40-49 yrs 50 yrs+ 18-29 yrs | 30-39 yrs | 40-49 yrs 50 yrs+
0.527 0.876 1.036 1.751 0.946 0.801 0.666 1.381

OAnalysis Axes
The following are the definitions of "light," "middle," and "heavy," which were the classifications used for data categorized
"by number of previous trips."
Light: Those who have traveled overseas one to three times before
Middle: Those who have traveled overseas four to nine times before
Heavy: Those who have traveled overseas ten times or more before

@The intention to use low-cost carriers was 47%, including both “l would like to use aggressively”
(12%) and “I would like to use somewhat” (36%).

@A breakdown by age shows that among both males and females, the sum of "I would like to use
aggressively" and "l would like to use somewhat" was higher the younger respondents were and
the less overseas travel experience they had.

HIntention to Use Low-cost Carriers (Total / Single Answer)

1 would like to use I would like to use |Iwould not really like | 1 would not like to
aggressively somewhat to use use at all
Legend | | |
Total (n=5000) [ 115% | 359 | 382 [ 144
Gener  ptate (n=2,602) | 126 \| 36.1 \| 364 |/ 149
\
Female =239 [ 103]] 356 | 401 [ 140
:ea"gie' Male 18-29 yrs (n=319) 165 408 | 343 [ a4
Male 30-39 yrs (h=536) 162 454 | 284 | 100
Male 40-49 yrs (n=645) 159 | 37.1 | 321 [ 140
Male 50 yrs or older  (n=1,101) | 7.8 | 29.7 434 19.1
Female 18-20 yrs  (n=588) 138 | 474 | 325 [ 63
/
Female 30-39 yrs (n=508) 13.1 | 404 | 37.1 | 95
Female 40-49 yrs (n=426) 105 | 33.1 | 419 | 145
Female 50 yrs or older (n=876) 6.3 | 26.0 | 46.2 | 215
N Ligh (n=841) | 122 /l 456 | 33.1 /| 9.1
trips
taken  Middie (n=1.260) | 117 /l 3838 | 395 | 100
Heavy (n=2900) |_112_| 318 | 39.1 R

1 Respondents were asked about their intention to use low-cost carriers when going overseas for travel/leisure purposes.
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1. Low-cost Carriers (LCC): Awareness, Ever Use, Intention to Use

@When respondents were asked about their awareness of low-cost carriers, the highest percentage
gave Peach Aviation (63%). This was followed by Vanilla Air (57%).

@In terms of ever-use of flights arriving at or departing from Japan to go overseas, Jetstar (7%) was
given most. The percentage of those who have never used any LCC (the “None of the above”
percentage) was less than 80%.

@When asked about the airlines they would like to use for future travel overseas, the highest
percentage of respondents gave Peach Aviation (15%). This was followed by Jetstar (13%).

B Low-cost Carrier Awareness / Prior Use / Intention to Use (Total / Multiple Answers for each)
(%)
100

@Airline known of
80

DOAirline used for flights arriving at or departing from Japan to go overseas

DAirline would like to try using for going overseas

©
Peach Vanilla Jetstar | Jetstar | AirAsia Spring | Jetstar |AirAsia X| Jeju Air Air Eastar Cebu Scoot Thai Hong Jin Air TWay | None of
Aviation Air Japan Japan Airlines Asia Busan Jet Pacific AirAsia X| Kong Airlines the
Airways Air Express above
Airways
Sample

Airline known of (n=5,000) 633 56.7 519 449 36.6 28.1 222 214 134 1.7 1.1 109 86 83 8.1 42 18 153
Airline used for flights
arriving at or departing from | (n=5,000) 53 32 6.8 — 20 08 20 28 19 10 12 08 12 0.7 09 — 0.1 786
Japan to go overseas
Airli Id like to ti i
e oreens "¢ | =500 152 | 108 | 130 95 70 21 50 47 22 19 18 23 24 22 25 06 04 | 672
for going overseas

T "©" indicates airlines without international flights at the time of the study (Mar. 2015).
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2. Evaluations of Low-cost Carriers (LCC)

@ The degree of satisfaction with use of low-cost carriers was 75%: “Very satisfied” (14%),
“Somewhat satisfied” (61%).

@By demographic, the degree of satisfaction was low among females 40-49 years old and 50
years old and over (the combined “Very satisfied” and “Somewhat satisfied” scores were 67%

and 65%, respectively).

@Regarding future priority use intention for low-cost carriers, the “Will use LCC only” score was
7%. The combined total with “Though | will give preference to LCC, | will also consider legacy
carriers” was 41%.

@By number of previous trips, the sum of " | will use LCC only" and "Though | will give preference
to LCC, I will also consider legacy carriers" was higher the less the travel experience.

H Satisfaction with Low-cost Carriers (ever-users of low-cost carriers / Single Answer)

Very satisfied Somewhat satisfied Z::a:i‘:z:; Very dissatisfied
Legend |

|

Total (n=1069) | 1389% | 61.4 [ 209 38
Gender oo (n=590) 150 | 627 [ 185 Is.sl
|

Female (=478 | 124 ] 599 [ 38

1

gea';:e' Male 18-29 yrs ®=72) 210 | 55.6 [ 203 ?,ol
Male 30-39 yrs (n=166) 155 | 67.4 [ 139 32

|

Male 40-49 yrs (n=157) 178 | 61.2 D)

1

Mals 50 yrs or older  (n=194) | 10.1 ] 624 | 229 46

1

Female 18-29 yrs (n=131) 16.1 | 63.5 | 18.2 22

|

Female 30-39 yrs (n=129) 134 | 624 | 217 25

Female 40-49 yrs  (n=82) | 118 | 55.5 | 269 [59

\
Female 50 yrs or older (n=137) 8.2 | 56.7 | 299 52
NAmBr gt (n=157) 161 | 66.6 [ e 09
trips

taken  Midde (=226) | 145 | 605 e
Heavy n=es5) | 131] | 606 [ 2r 4

1 Those who had used low-cost carriers for international flights arriving at or departing from Japan were asked about
their satisfaction when using.

M Future priority use intention for low cost carriers (ever-users of low-cost carriers / Single Answer)

Though I will give Lwil ider both Though I will give
preference to LCC, | Wit consicer bo preference to legacy T will use legacy
Will use LCC only . | LCC and legacy ) } .
will also consider ) " carriers, [ will also carriers only
legacy carriers camers equaly consider LCC
Legend |
y
Total (n=1069) [6.6% | 340 | 293 | 218 83
]
Gender ke =590) | 80| 355 [ 26.1 | 22.1 83
\
Female =478) | 48] 322 [ 332 | 215 83
Gender
G Male 18-29yrs (n=72) 165 | 33.1 | 27.1 [ 1 120
Male 30-39 yrs w=166) | 102] | 422 [ 219 [ 171 856
Male 40-49 yrs w=157) | 72]] 349 [ 283 [ 276 20
Male 50 yrs or older  (1=104) 3.7 312 [ 275 [ 25.7 119
Female 18-20yrs (=131 | 66 ] 445 | 217 [ e 5.1
Female 30-39 yrs (n=129) 8.9 | 280 | 35.0
Female 40-49 yrs (n=82) 1.7 211 | 36.1 |
Wi
Female 50 yrs or older (n=137) 1.0 26.8 | 35.1 |
?;’mber Light n=157) 146 | 454 197
trips
taken  Midde (n=226) |45 |\ 457 [ 254
Heavy (n=685) | 54] 277 [ 327 [

T Those who had used low-cost carriers for international flights arriving at or departing from Japan were asked about which
they would rather use for future overseas travel for leisure between low-cost carriers and legacy carriers.
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3. Status of Mileage Program Membership

@For both the mileage program a member of and mileage program mainly used, ANA’s “ANA
Mileage Club” was given more. This was followed by Japan Airlines’ “Mileage Bank.” The two
changed places in the 2010 ranking.

Bl Status of mileage program membership
*Mileage program a member of (Total / Multiple Answers)
*Mileage program mainly used (Total / Single Answer)

Mileage programs I belong to

My main mileage program

Airline Satisfaction Survey 2015

2015 2010 2015 2010
(n=5,000) (n=5,280) (n=5,000) (n=5,280)
Airline name Name of mileage program Ranking (%) |[Ranking (%) |Ranking (%) |Ranking (%)
ANA ANA Mileage Club 1 54.5 2 55.7 1 33.3 2 28.4
Japanese
JAL JAL Mileage Bank 2 52.0 1 61.0 2 26.3 1 34.2
US Airways Dividend Miles 22 04 * * 13 0.1 * *
South Aero Mexico Club Premier 33 0.1 * * 24 - * *
/ American Airlines Advantage 8 21 7 3.3 0.4 10 0.3
North  |Air Canada Aeroplan 18 0.6 19 0.6 13 0.1 13 0.1
American | peia Air Lines SkyMiles 3 150 * * 43 * *
United Airlines Mileage Plus 7.7 3 13.5 3.0 3 4.6
Air Tahiti Nui Club Tiare 33 0.1 29 0.2 24 - 24 -
Pajiﬁ" Qantas Qantas Frequent Flyer 16] 08 14 13 13 o1 13 o
Oceania Air New Zealand Airpoints 33 0.1 33 0.1 24 - 24 -
Hawaiian Airlines HawaiianMiles 17 0.7 * * 13 0.1 * *
Asiana Airlines Asiana Club 9 1.8 9 2.2 7 0.4 10 0.3
Uzbekistan Airways UZAIRPLUS 33 0.1 * * 24 - *
AirAsia X BIG 22 0.4 * * 24 - *
Eva Air Infinity Mileage Land 27 0.3 22 0.5 24 - 24 -
Garuda Garuda Miles 22 0.4 19 0.6 13 0.1 13 0.1
Cathay Pacific Airways Asia Miles 7 2.3 6 3.6 10 0.3 8 0.4
Jet Airways JetPrivilege 33 0.1 * * 24 - * *
Spring Airlines Spring Path 42 - * * 24 - * *
Singapore Airlines KrisFlyer 12 11 10 1.8 13 0.1 12 0.2
Asian  |Korean Air SKYPASS 5 4.2 4 5.6 5 0.8 5 1.0
Thai Airways Royal Orchid Plus 14 1.0 12 1.7 10 0.3 8 0.4
China Airlines Dynasty Flyer Program 11 1.2 10 1.8 10 0.3 6 0.5
Air China PhoenixMiles 28 0.2 19 0.6 24 - 24 -
China Eastern Airlines Eastern Miles 28 0.2 16 0.7 24 - 13 0.1
China Southern Airlines Sky Pearl Club 28 0.2 29 0.2 24 - 13 0.1
Pakistan International Airlines Awards + Plus 42 - * * 24 - * *
Philippines Airlines Mabuhay Miles 22 04 15 0.9 13 0.1 13 0.1
Vietnam Airlines Golden Lotus Plus 28 0.2 27 0.3 24 - 24 -
Malaysia Airlines Enrich 22 04 25 0.4 24 - 24 -
Air France Flying Blue 6 3.0 5 42 6 07 4 1.1
KLM Royal Dutch Airlines
Aeroflot Russian Airlines Aeroflot Bonus 33 0.1 * * 24 - * *
Alitalia MilleMiglia 15 0.9 13 1.4 13 0.1 13 0.1
Iran Air Sky Gift 42 - * * 24 - * *
Virgin Atlantic Flying Club 19 0.5 16 0.7 13 0.1 13 0.1
European | ufthansa
Austrian Airlines Miles & More 10 1.7 8 2.5 7 0.4 6 0.5
Swiss International Airlines
Scandinavian Airlines Euro Bonus 33 0.1 25 0.4 24 - 13 0.1
Turkish Airlines Miles & Smiles 33 0.1 27 0.3 24 - 24 -
Finnair Finnair Plus 19 0.5 22 0.5 13 0.1 24 -
British Airways Executive Club 19 0.5 16 0.7 24 - 13 0.1
EgyptAir Egypt Air Plus 42 - 29 0.2 24 - 24 -
Middle |Etihad Airways Etihad Guest 33 0.1 * * 24 - * *
EjSt Emirates Skywards 12 1.1 22 0.5 13 0.1 13 0.1
Africa |Qatar Airways Privilege Club 28 0.2 29 0.2 24 - 24 -
South African Airways Voyager 42 - * * 24 - * *
Other 0.2 59 - 3.0
Don't belong to a mileage program 28.3 229 28.3 22.9
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