AIRPORTS ECONOMIC REGULATORY AUTHORITY OF INDIA

MINUTES OF THE STAKEHOLDERS® CONSULTATION MEETING HELD ON 10.09.2025%
AT 1:30 PM IN HYBRID MODE AT INDIAN AVIATION ACADEMY, REGARDING THE
CONSULTATION PAPER 03/2025-26 IN THE MATTER OF FORMULATION OF UNIFORM
PERFORMANCE STANDARDS OF MAJOR AIRPORTS RELATING TO QUALITY,
CONTINUITY AND RELIABILITY OF SERVICE AND ASSUCIATED ACTIVITIES

[

For the monftoring of Performance Standards of Major Airports, section 13(1)(d) of the Airports
Feonomic Regulstory Authority of India Act, 2008 mandstes AERA 10 monitor the set
performance standards relating to quality, continuity and relisbility of service as may be specified
by the Central Government or any authority authorized by it in this behalf, On behalf of Ministry
of Civil Aviation (MoCA), AERA has undentaken the exercise of identifving and formulating a
uniform set of service quality parameters and their performance standards after doing thorough
analysis and following a due diligence process and has accordingly issued # Consulttion Paper
No. 03/2025-26 dated 18.08 2025 calling for Stakeholders’ comments on the said performance
standards of Major Alrports relating to Quality, Continuity and Reliability of services and
associaled activities, Also, as siated in the Consultation Paper & Stakeholders’ Consuliation
mueeting has been convened by the Authority on 10.092025 at 1230 PM at Indian Aviation
Academy, Vasant Kunj, New Delhi on a hybrid mode w elicit the views! suggestions! comments
of the stakeholders on the proposals made in the Consultation Paper.

The List of participants is enclosed at Annexure 1.

Al the outset, Secretary, AERA welcomed all the participants attending the Stakcholder
Consultation meeting. He acknowledged the presence of all the stakceholders such as DGCA,
BCAS, CISF, NPC, QCI, Airport Operalors, Airlines, Industry Associations, Passenger
Associations, Independent Service Providers, Members of the Public, and key partners of the
Indian aviation ecosystem. He expressed appreciation for the presence of a diverse and
distinguished group of stukeholders. He stated that the proposed framework for performance
standards aims to enhance service delivery {or pussengers. He concluded by inviting valuable
views from stakeholders and thanked evervone for their participation.

Member - 11, AERA, while welcoming all the participants stated that the aviation sector in India
has undergone significant transformation over the pagt decades, driven by technological
advancements, increasing passenger volumes, and the emergence of varied alrport concession
models. These developments have reshaped service delivery expectations and highlighted the
need for revising existing frameworks, She outlined the consultation”s purpose was 1o establish
uniform performance standards across airports, linked 1o tarifl mechanisms through rebates and
incentives. The framework aims 1o enhance efficiency, accountability, and global competitiveness
while improving passenger experience. She highlighted inclusivity measures for Persons with
Reduced Mobility (PRM) and plans for a robust monitoring system transitioning 1o automated,
real-time data capture. She explained that the draft standards are based on extensive rescarch and
international benchmarking. She invited valuable stakeholder feedback on the consultation paper,
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4.

Member = 1, AERA, emphasized AERA's mandate under the Act fo monitor performance
standards, and the need for a uniform framework across all major airports as per the directive from
MoCA. He noted that new technologies such as Digi-Yatra and self-service baggage drops have
transformed airport operations and the proposed framework has incorporated them. He stated that
the proposed standards will cover major sirports handling ~50% of passenger iraffic. He clarified
that the presentation would provide a detailed overview of the performance standards framework.
He encournged stakeholder foedback and concluded by thanking participants for their

engagement.

Chairperson, AERA, in his address to the participating stakeholders, first welcomed them all and
reiterated that these standards pertain to the quality, continuity, and relability of services provided
ai airports, and there is a need to benchmark these standards as existing in all major airports agaimst
international best practices and asccordingly evaluate the performance of these airports against
those benchmarks. He emphasized that the framework is fundamentally user-centric, focusing on
passengers who, in effect, fund airport infrastructure through user charges. The goal is 1o ensure
continuous improvernent i airport facilities and service delivery. He provided context on the
genesis of the initiative, noting that while performance standards do exist neross various airports,
they are currently fragmented and governed by different concession agreements. These
agreements vary widely, leading 1o a lack of uniformity. The objective of the current exercise is
to consolidate and harmonize these standards into a single, structured, and enforceable framework
applicable to all major airports including those operated under PPP, JVC, AAL and stute
governments.

The Chairperson highlighted that AERA had engaged an Independent Consultant with the
mandate 10 study existing performance standards across concession agreements and develop a
uniform, practical, and implementable framework. He stated that the presentation to follow, would
elaborate on the nuances of this exereise. He also stressed the importance of stakeholder feedback
in finalizing the framework. Special emphasis has been placed on inclusivity, particularly for
Persons with Reduced Mobility (PRM), recognizing the reputational impact of service failures in
this area. The framework integrates objective metrics with user experience indicators and embeds
performance standards within the Al regulatory structure to enshle ongoing monitoring.

The Chairperson also mentioned the incentive mechanisms, noting that while previous guidelines
Incked such provisions and the new proposed framework includes non-monetary incentives o
recognize consistently high-performing airports. These mechanisms are expected to enhance the
image and functioning of airports within their respective ecosystems.

The Chairperson also apprised that AERA is also in the process of finalzing the evaluation and
monitoring mechanism by firstly engaging a third-party measurement agency. In the end,
Chairperson, AERA again exiended o warm welcome to all participants and expressed sincens
appreciation to all for sparing their time, further emphasizing that the consultation exercise woull
not be complete without the valuable suggestions and insightful inputs from stekeholders. For
refining and improving further the framework outlined in the consultation paper from the point of
view of mobustness and implementation, he advised all stakeholders to attentively follow the
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presentation o be given by the Consultant and contribute thelr valuable inputs, suggestions and
comments.

Director (TarilTy, AERA, then invited Mr. Jodhbir Sachdeva, representating M/s KPMG, (AERA
Independent Consultant), to deliver the presentation. He informed the participants that after the
presentution, stukeholders present al the meeting, both physically and virtually, would be given
the opponunity 1o offer their comments, feedback, and views on the proposals outlined.

M/s KPMG (AERA Independent Consultant)

Mr. Sachdeva thanked AERA for the opportunity to present on behalfl of the Authority and
extended greetings (o all stakeholders panticipating both online and ofMline. KPMG made a
presentation on Consultation Paper No. 032025-26, isseed by AERA on 18.08.2023, titled
“Formulation of Performance Standards of Major Airports relating 1o Quality, Continuity and
Reliability of Service and Associnted Activities.” The presentation covered the following aress:
I}  Background

a) He introduced the fopic by stating thai the Indian alrport ecosysiem reflects a strong
commitment 1o performance standards through various frameworks such as OMDA,
Concession Agreements (CAs), and the AERA Guidelines of 2011, However, he
emphasized that these standards are currently diffused. non-centralized. and vary
significantly in terms of regulatory, procedural, and operational aspects.

b) He highlighted the need for a uniform national-level framework for performance
standards at major airports, especially in light of evolving iviation dynamies.

¢} He elaborated on the drivers of change. meluding:

e [Doubling of passenger volumes over the last decade and rising passenger
expecialions,

* Increased adoption of technologies like Digl Yutra, Sell check-in (CUSS), Self-
bagguage drop (SBDs), and e-gates,

e Infrastructure expansion funded through regulated tarifTs and user charges.

d) Mr. Sachdeva then explained the policy response and regulatory action tsken by AERA:
¢  AERA developed 4 comprehensive Performance Standards Framework.

o The framework wis shared with MoCA and formed the basis of the Consultation
Paper.
e MoCA directed AERA 10 establish uniform performance standards and monitor
ACTURS MAJOr Rirpons.
e} He emphasized that the framework was buili upon:
o A detailed study of existing service guality nomms,

»  Benchmarking against international best practices.
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i)

o Review of global regulatory Frameworks.
) He then referred o the legislative mandate under the AERA Act, 2008, stating that:
¢ Chapter VIl empowers the Centml Governmenl to preseribe performance standards,
s Section |1 mandates AERA 10 monitor these standards and consider them while
determining tariffs,
o  Section 51 allows MoCA w make rules regarding quality, continuity, and reliability
of service,

gl M. Sachdeva concluded the section by stating that the proposed framework aligns with
the statutory responstbilities of AERA and MoCA and sims io bring consistency,
transparency, and accountability m service delivery across all major airports.

Proposed Performance Standards Summary

&) Me Sachdeva introduced this section by stating that the proposed performance standards
were develaped through i comprehensive and multi-lavered approach, He emphasized
that the framework is designed 1o be relishle, comprehensive, future-ready, technology-
enabled, and passenger-centric, covering all major touchpoints in the airpon journey,

b) He explained that the formulation of standards was based on: ¢

o A detailed review of AERA documents, Concession Agreements, and miernational
benchmarks including 1CAD principles, ACI AS(Q pamameters, and IATA service
guality frameworks.

&  Comparative analysis of global regulatory practices from airpons such as Heathrow
(LK), Kuala Lumpur (Malaysia), and Brishane/Sydney (Australia),

e Integration of provisions from the Nathonal Civil Aviation Policy (2016) and the
AERA Act, 2008,

¢} Mr. Sachdeva highlighted that eight magor airports were visited by KPMG team as part
of the study, including Delhi, Bengaluru, Hyderabad, Kolkata, Ahmedabad, Jaipur,
Trivandrum, and Patna. These visits involved:

o Infrastructure and facility asscssments
¢ AOCC and terminal walkthroughs
o  Passenger feedback surveys
o Sukecholder meetings
d) He then introduced the objectives of the proposed performance standards, which include:
®  Leveraging technology for real-time monitoring and service delivery
*  Ensuring relubility and consistency in data caplure
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1)

)

h)

"

» Covering all aspects of passenger experience, including PRM (Persons with Reduced
Mobility)

He stated that the framework includes rebates in case of service deficiencies. which
would be applied through reductions in the User Development Fee (UDF) payable by
passengers, Additionally, incentives are proposed for airports that exceed performance
targets.

He fusther explained that the standards incorporate emerging technologics such as Digi
Yatra, Immigration e-gates, Self check-in (CUSS), Self-baggage drop (SBDs).

Mr. Sachdeva concluded this section by presenting the summary of proposed parameters,
which includes a total of 50 parameters:

o 32 Objective Parameters (quantifiable)
o | Subjective Parameters (qualitative)

He clarified that the “Help Desk™ parameter includes three sub-components:
Infrastructure availability ot check-in, SHA & wrrival, personnel availability, and
uploading of complaints via Air Sewa.

Mr. Sachdeva concluded the second part by reiierating that the proposed performance
standards are nol just a regulstory exercise but a strategic shift towards service
excellence, passenger satisfaction, and global benchmarking. He emphasized that the
Iramework is designed to be inclusive, scalable, and responsive 10 the evolving needs of
the aviation sector. He invited stakeholders to provide constructive feedback 1o further
refine and stréngthen the framework.

Calegorization of Alrpors

a)

b)

Mr, Sochdeva introduced this section by explaining the rationale behind categorizing
nirports for performance monitoring. He emphasized tht categorization is essential to
ensure fasrness, scalability, and contextual relevance in applying performance standards.

He explained that airports have been divided into two categories:

o Cutegory A: Airports handling more than 6 million passengers per annum (mppa)
o Category B: Alrports handling less than 6 mppa

He highlighted that this categorization enables:

*  Fase of regulation and performance measurement

s Copst optimEzation

o Uniformity in technology-driven passenger facilitation

o Consistency in customer services and accessibility

»  Consideration of operational complexity and mfrastructure requirements
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d) Mr. Sachdeva then presented the parameter distribution scross the two categories:

Category A Alrports (Total: 50 Parameters): 32 Othjective and |8 Subjective
Category B Alrports (Total: 4 paorameters): 28 Objective and 16 Subjective

¢} He explained thal cerfain parameters e modified, optional, or not applicable for
Category B airports due 1o their scale and infrastructure limitations. For example:

Modified Objective parameters: Security Check (Terminal Entry Gate), Check-in,
Security Check (Terminal), Immigration / Emigration, Seating Availability (at
Boarding gates)

Optional  Ohjective parameterss MCT, Misconneel passengers and  baggage,
Availability of Baby care and Sensory rooms

Nol applicable Ohjective parameters: land side assess. Passenger Boarding Bridges
Unilization, Availability of Cloak Room / Extended Baggage Storage and Cargo
sarvices
Mot applicable Subjective parameters: Transportation between terminals and Buggy
SErVICes.

) Mr. Sachdeva coneluded this section by stating that the categorization ensures balanced
implementation of  performance  standards  while  maintaining regulalory,
inegrity and passenger-centricity.

V)  Parameter Details and Monitoring Mechanism

a) Mr. Sachdeva introduced the section by stating thal the core of the framework lies in the
identification, definition, and monitering of performence parameters. He emphasized that
these parameters are designed to be objective, mensurnble, and actionuble, ensuring
transparency and accountability in service delivery.

He explained that the parameters are divided into below calegories:

k)

€)

Ohjective Parameters - Alrport Core Processes

Objective Pararmeters - Airport Facilities (including for PRM passengers)
Objective Parameters - Customer Service / Grievance Redressal System
Objective Parameters - Other Parameters (for information gathering)
Subjective Purameters (based on passenger feedback)

Subjective Parameters (based on PRM passenger feedback)

Mr. Sachdeva claborated that 15 objective parameters have been identified, which are
quantifisble and linked to rehates and incentives ond monthly assessments will be
conducted for all such parameters. These nclude:
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d)

e

4]

h)

* Airport Core Processes: Security cheek (Terminal entry gate) (traditional and Digi-
Yatra), Check-in (economy, business, and self-baggage drop), Immigration/
Emigration, Security Check (Terminal), Baggnge delivery (domestic and
international), and Passenger arrival time from aircraft to terminal

*  Alrport Facllities: Uptime of FIDS, lifts, escalstors, travellators, sutomated
services; Availability of boarding bridges. baggage trolleys, seating: PRM services
and pre-booked wheelchair availability

*  Customer Service / Grievance Redressal System: Help desks

Mr. Sachdeva explained that |7 additional parameters are included for data collection
and analysis, These are not linked to rebates/incentives but are eritical for understanding
operational trends. He stated that these parameters will be issessed annually, with the
possibility of future integration into the rebate/incentive model. Examples include:

¢  Other Parameters (Information Gathering): Minimum Connect Time (MCT),
Misconnect passengers and baggage, Land side acoess, Medical facilitics, Digital
information centers, Lost & found services, Baby care und semsory rooms, Charging
points, Cango services, Technology adoption metrics (Digi Yatra, SBDs, e-gates),
Sustunability (green accreditation)

M. Sachdeva then detailed the measurement methodology, emphasizing the use of

technology and third-party validation. He explained:

*  Oueue times will be measured wsing CCTV footage and manual review during
“sample hours™ (1 10 2 hours before peak howrs),

s Uptime of assets will be caleulsted using SCADA systems, IT logs, and maintenance
records.

*  Wheelchair requests will be tmcked via centralized systems generating service
tickets,

¢ Complaints will be monitored for timely upload on Air Sewa,
Mr. Sachdeva explained that | 8 subjective parsmeters will be assessed through passenger
SUrVEYs, covering:

*  Cleanliness, Courtesy and Helpfulness of sill, Ease of wayfinding. Ambience,
Transporution, Walking Distance, Buggy services, Potable water, Value for money,
PRM satisfaction, Udan Yairi Café, Overall airpon experience

He stated that monthly surveys will be conducted for rebate-linked parameters and annual
surveys for others. Surveys will be randomized, multilingual, and conducted during
sample hours.

Mr. Sachdeva concluded this section by emphasizing that the robust monitoring
mechanism ensures that performance standards are not just aspirational but enforceable
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and verifiable. He reiterated that the use of third-party assessors and technology-driven
tools will ensure faimess, transparency, and consistency acrss all airports.

V) Rebate and Incentive Mechanism

a)

b

€)

d)

)

h)

i)

M. Sechdeva introduced the section by stating that the proposed framework incorporates
a dual model — one that balances penalties for underperformance and with rewards for
performance exceeding expectations. He emphasized that this marks a significant shifi
from the earlier rehate-only model 1o a more performance-linked tariff structure.

He explained that the mechanism is designed to:

*  Encourge conlinuous improvemenl

*  Ensure sccountability

*  Align airport charges with service delivery levels

Mr. Sachdeva elaborated that rebates are applicable when an aimpont Giils 10 meet the
defined performance Lirgets, He stated:

®  The otal rebate is capped at $%, broken down as: 4% for objective parameters and
1% for subjective parameters,

He clarificd that rebates arc applicd through tanff reductions, specifically User

Development Fee (LIDF) and Landing charges.

He further explaimed the conditions for rebate apphicabiliny:

e Il performance falls below target for three or more consecutive months, the
rehate cannot be offset by any earned incentives.

o |l underperformance Is less than three months, the rebate can be adjusiod against
incenlives,

o [l incentives exceed rebates, the surplus can be carried forward to the next evaluation
period.

Mr. Sachdeva emphasized that this structure ensures persisient non-compliance is

penalized, while occasional lapses are treated with flexibility.

He then introduced the incentive model, stating that airports exceeding performance

thresholds will be rewarded through wriff-linked incentives. The ol incentive is

capped at 1.25%, comprising (.6% for objective parameters and 0.65% for subjective

parnmeters

He explained that incentives are earmmed when performance exceeds upper

thresholds defined for ench parameter.
Mr. Sachdeva presented detailed tables showing parameter-wise rebate and incentive

values.
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Vi)

k)

)

He explained how rebates and incentives translate into tariff revisions along with
examples:

*  Inairports where UDF is applicable, rebites are applied to reduce UDF charges,

*  Inairports where UDF is not applicable, rebates are applied 1o landing charges.

He provided examples showing how a 1.6% rebate would be distributed aceoss UDF and
landing charges based on their share in seronautical revenues.

He concluded this section by stating that the rebate and incentive mechanism s designed
to be fuir, transparent, and performance-driven. He emphasized that it will not only
improve service delivery but also reduce airfares for passengers. therchy making the
aviation ecosystemn more efficient and passenger-centric.

m) He invited stakeholders o share their views on the proposed throsholds, applicability

conditions, and financial impact 1o ensure the framework is balanced and inclusive.

Frumework — Assessmeni Timelines

al

b}

e}

d

c)

Mr. Sachdeva introduced the section by stating that timely and structured assessment is
critical to the success of the performance standards framework. He emphasized thai the

proposed model ensures regular monitoring, transparent reporting, and predictable tari(T

adjustments.

He explained that the framework is built around a biannual review cycle, supparted by

monthly performance assessments. This ensures that airports are evaluated consistently

and that any rebates or incentives are applied in 4 timely manner.

Mr. Sachdeva elaborated that for each month:

* A Monthly Assessment Report will be prepared comparing sctual performance
agninst defined targets.

*  These reports will determine parameter-wise rebates and incentives.

*  The report for a particular month will be finalized by the end of the following month,
allowing time for data validation and stakeholder review.

He then presented the two six-month review periods:
* Review Period |; February | to July 3|
*  Tarilf Adjustment and Rebate Compliance Order; Released by Seplember |3
*  Revised Acronautical Tariffs: Effective from October | 1o March 31
o Review Period 2: August 1 1o January 3]
*  Tarift Adjustment and Rebate Complinnce Order: Released by March 15
*  Revised Aeronautical Tariffs: Effective from April | to Septernber 30

Mr. Sachdeva emphasized that this timeline ensures predictability for sirport operators,
transparcncy for passengers, and regulatory consistency for AERA.
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M Mr. Sachdeva concluded this section by stating that the asscssment timeling framework
is designed 1o be practical, enforceable, and aligned with the beginning of the financial
year. He reiterated that the structured framework of monthly and biannual reviews will
help maintain service quality, and stakeholder conlidence,

YII)  Monitoring of Airport Performance Parnmeters vin Third-Party Assessor

a) M. Sachdeva introduced the seventh and final section by gmphasizing the importance of
independent oversight in ensuring the credibility and transparency of the performance
standards framework. He stated that third-party assessors will play a centrl role in
monitoring airport performance across all identified parameters.

b} He explained that the appointment of third-party asséssors is intended 1o
« Avoid conflicts of interest that may arise from self-assessment by airpor] operalors.
« Ensure unbiased, transparent, and consistent evaluntion of service delivery.
* Build stakeholder trust in the monitoring process.
¢) Mr Sachdeva elaborated that third-party assessors will be responsible for:
* Developing airport-specific performance measurement plans based on AERA's
guidelines.
» Monitoring Performance Standards as per measurement mechanism  and
measurement frequency

o Collecting and analyzing data through Recorded CCTV footage, Passenger surveys
and Manual checks and field observations

»  Verifying the timeliness and accuracy of data uploads, especially for parameters
linked o rebates and incentives.

d) He emphasized that the assessors will be trained and equipped 10 handle both objective
und subjoctive paramcters, ensuring 8 holistic view of airport performance.

¢) Mr. Sachdeva concluded the presentation by stating that the imvobvement of third-party
assessors 15 a comerstone of the framework’s integrity. He reiterated that this mechanism
would ensure that performance standards are not only defined and measured but also
enforced in o manner that is fair, independent, and aligned with global best practices.
8. He thanked all stakeholders for their anention and invited them to share their feedback on the
proposed monitoring approach, stressing that collaboentive implementation is key o achieving
service excellence across India’s major airports.

VIIl) Concluding Summary of the Presentation

a) Mr. Jodhbir Sachdeva concluded the presentation by summarizing the key pillars of the
proposed framework. He emphusized that the entire approach is passenger-cemtric,
designed to cover every touchpoint in the airport journey — from arrival o departure,
and everything in belween.

Page 10 of 40




b) He highlighted the following four strategic themes:

o  Passenger-Centric Approach: Mr, Suchdeva reiterated that the framework is buils
around the needs and expectations of passengers, ensuring that service delivery is
consistent, inclusive, and responsive across all major airports.

* Technology-Enabled Monitoring: He emphasized the use of advanced technologies
such as Al-based queue monitoring, CCTV analytics, and centralized service racking

syslems o ensure relisble and transparont measurement of performance.

* Balanced Financial Model: Mr. Sachdeva explained that the shift from a rebate-only
mode! 1o a dunl structure of rebates and incentives is aimed at fostering service
excellence while maintaining financial discipline. This model rewards high-
performing airports and penalizes consistent underperformance.

* Ferformance-Linked Tariffs: He concluded by stating that the framework aligns
airport charges with the level of service delivered, thereby directly impacting the
User Development Fee (UDF). This linkage ensures that passengers benefit from
improved services through reduced airfares.
9. Director (Tarifl) told that as the meeting is being conducted in hybrid mode (both physical and
anline), all the panticipants may please present their views one by one.

Views / Comments of Stakeholders

A. Alrport Operators
I} Adrports Amthority of India (AAl)

10. Mr. Khurram Nascem, representing AAL raised concerns mainly on three practical
implementations issues related 1o the proposed performance standards:

a) Air Sewa Portal - Complaint Upload Requirement: He referred 1o the proposed standard
that requires 100% of passenger complaints to be uploaded on the Air Sewa portal within 24
hours. He acknowledged the operational challenges of this requirement, highlighting that
passenger typically initiste complaints by themselves, He raised the question of how airport
operators might be able to upload of such complaints on behalf of passengers, since air sewa
portal requires registration to be done by passengers for filling complaints,

b) Availability of Buggy Services at Smaller Airports; He highlighted that many AAl-operated
mirports are smaller in scale, where buggy services may not be feasible or necessary, He
requested AERA not to consider the applicability of this standard for such irpons,

€} Wi-Fi Services for Domestic Passengers: He stated that Wi-Fi services, while imporuant for
international travelers, may not be as critical for domestic passengers, many of whom rely on
mobile data. He suggested this standard to be re-ovaluated in light of current usage patterns.

1. Me Jodhbir Sachdeva, on behalf of the Authority, responded:
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13.

14.

a) Onthe Alr Sewa portal, he clarified that the requiremient 1o upload complaints would be from
the Customer Cirlevance Desk/Help Desk which the Airport Operutor will set up with
necessary Jogistics support and the uploading of complaints would apply once this desk is
integrated with the Air Sewa Portal.

b) Regarding buggy services, he confirmed that the performance standard is applicable only to
Category A airports, Le., those with more than 6 million passengers per annum (MPPA).

¢) On the Wi-Fi parsmeter, he scknowledged the point mised and stated that the feedback has
been noted.

Andther representative from AAL Mr. Vikmm Singh thanked AERA for organizing the session

and providing a platform for operational stakeholders to share their views. He raised several

operational concerns regarding the formulation and implementation of performance standards:

a) Infrastructure-Based vs. Process-Based Standards: He suggesied that perfomance
standards should be Infrastructure-oriented, such as specilving the number of check-in
counters allocated per aireraft type (e.g., 3 10 5 counters for an A320), rather than being solely
process/time-based. He proposed that process-related standards be consolidated under a single
clause for clarity and ease of implementation by airport operators.

b) Reslistic Baggage and Passenger Arrival Timelines: He highlighted a practical challenge
at Chennai Airport, where the parking stand 15 located betwoen two runways, making it
impossible for passengers or haggage to resch the terminal within 15 minutes, He suggested
that such location-specific constraints be considered while defining arrival jouney standards,

¢} Aerobridge Allocation and Respoasibility: He reflected on the current approach where
perobridge usage is based on alrline request and suggested that the responsibility should lie
with the airport operator, as it is a pussenger-ceniric facility. He also sought clarification
regurding the calculation of the 90% metric for the acrobridge usage standard and requested
AERA to review the suggestions already submitted by AAL on this matier. He pointed out that
during night operations, many airceafl are parked ot remote bays due to limited serobridge
uvailability, which should be factored into the stundard.

d) Medical Facilities Standard: He stated that the consultation paper mentions availability of
100% medical facility, but referred to ICAD Anpex 9, which mandates only First aid and
referral arrangements. He emphasized that airports are not equipped to provide full medical
assistence and requested that the standard be aligned with intemational norms.

AERA Member-1 responded 1o the concern regarding acrobridge allocation, clanfying that:

a) Airlines currently request either aerobridge or remote bay usage based on their operational
preferences.

b) Penalizing airports for not providing aerobridge access when it is not requested by the airline
woild be unjustified,

¢) The 0% metric is based on the number and nature of sirline requests, and any sugpestions
for improvement are welcome,

The Chairperson. AERA emphasized that:
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a)

b)

¢)

The Performance standards are designed with a passenger-centric approach. While
infrastracture constraints and airline preferences are acknowledged, the primary objective
remains enhancing the overall passenger experience.

The irport serves ms the coordinating entity for service delivery, and all other service
providers are expected 1o align with the standards set for the adrport.

Segregating standards based on individual airlines or aircraft types is neither feasible nor
practical, especially at large airports and would complicate implementation.

Regarding the medical facilitics, the Chairperson, AERA acknowledged the point raised.

15, Me 8. 5. Raju, ED (Ops), AAI continued the discussion. He raised several critical operational and
implementation-related concems, particularly regarding the role of government service providers
and the practicality of certain performance standards.

i)

kb

€l

dj

e

Compensation for Deficiencies by Government Agencies: He mised considerations around
the: feasibility of implementing compensation mechanisms for service deficiencies involving
government agencies. He observed that significant outstanding payments already exist and
stated that expectations around compensation may differ from those applicable to private
service providers operating under SLAs.

Sample Siee and Survey Methodology: Referring 1o the Q) = B - A formula used in the
presentation, ED{Ops), AAL sought clarification on the sample size calculation, which
appeared to consider only 42 passengers per week in a single queve, He observed that this was
too small a sample 1o yield sttistically valid insights and requested fanther elarification on
how broader passenger feedback would be captured.

Wheelchair Service Challenges: He rased a concern sbout the pre-booked wheelchair
service, noting that in some cases, especinlly with wide-body aircraft up 10 75 w 80
wheelchairs may be requested. He sought 1o understand whether it was realistically possible
for airfines or airpont operators 1o meet such high demand consistenily,

Dynamic Airport Environment and Survey Validity: He emphasized that airport operations
are highly dynamic, with frequent emergency situations and downtimes. He sought insights
whether surveys conducted during such periods would yield realistic and representative
results, and whether the framework accounted for such variability.

Feedback Collection for Facilities Usage: He also raised o query regarding the 90% metric
for facilities like washrooms and lounges, asking how feedback would be collected, He secks
clarification whether passengers would be voluntarily providing feedback, or if surveyors
woild be pctively engaging with users, and whether it was feasible 1o capture feedback from
all users of a particular feility,

16. The Chairperson, AERA provided clarification on the mentioned issues by stating that;

a)

The compensation mechanism mentioned earlier was in reference w specific services like
wheelchair assistance, where the airline is responsible. In case of deficiencics, the airpont
operator, being the coordinating agency, may seck compensation from the airfine.
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17.

I8.

b) For governmeni agencies, any limitations or deficiencies would be addressed through the
Ministry of Civil Aviation (MoCA ), which being the nodal Ministry would pro-actively ensure
that such agencies adopt a professional and accountable approach once the Govt. statitorily
notifies the said performance standards.

Mr. Sachdeva, on behalf of the Authonity, responded to the technical queries raised:

) On the sample size, he clurified that the example of 42 passengers was for one single queue,
and that the assessment would cover multiple queues, with dain pomts scaled according o
airport size and traffic volume.

b} Regarding wheelchair services, he acknowledged the operational challenges raised by the
stnkeholder.

¢} On the 90% metric, he explained tha this figure is derived from the sample of passengers
surveyed by third-party assessors. Nod all passengers use every facility, so the standard applics
to the subset of passengers who have used a particular service. The feedback s collected
through structured surveys, and the methodology will be refined 1o ensure representative and
relinbhe data,

1) Adani Alrports

Me, Ashu Madan, representing Adani Airports, thanked AERA and its members for the opportunity
1o present comments on behall of Adani Group. He also appreciated the detarled presentation and
ncknowledged the depth of analvss provided. He mised the following key points and suggestions:

a) Rebate and Incentive Framework for Third-Party Service Providers: Mr. Madan stated
that while airport services Involve multiple stakeholders such as CISF, immigrution, ground
handlers, and airline, the current rebate and penalty framework for the said service stundards
appeurs 1o apply only 1o the airport operator, He suggesied that if the standards are 10 be
notified by the Minkstry of Civil Aviation, there should be a provision allowing airport
operstors W enter into formal agreements with thisd-party service providers, enabling shared
sccountability and performance-linked mechanisms.

b} Fuirness in Rebate and Incentive Structure: He pointed out that the current structure is
skewed, with a 5% penalty and only 1.25% incentive, which is often delayed or can get lapsed.
He proposed a more balanced approach, where incentives could be provided in cash 1o the
airport operator for consistently high service quality.

¢} CapEx and OpEx Recognition in MYTP: He emphasized that achieving higher service
levels often reguires additional capital and operational expenditure, which may not be feasible
under current constraints. He requested that such investments be automatically recognized and
approved as part of the Multi-Year Tariff Proposal (MYTP) framework, once the rules are
notified.

d) Implementation for Airports Withont Fxisting Guidelines: He raised a concem regarding
Delhi and Mumbai airports, which have been operational since 2006 but do not yet have
AERA guidelines applicable to them. He sought clarity on how the proposed guidelines would
be implemented for these airports and requested further details on this aspect,
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¢) Phased Implementation of Performance Standards: Mr. Madan suggesied a phased rollow
ol the performance standards over a 2-o-3-vear period, especially since many airpon
operators already conduct intermal surveys and monitor service parmmeters under their
eoncession agreements. He proposed that in the initinl phase, existing parsmeters be adopled
by the regulator or third-party assessors, with new standards introduced gradually.

) Extension of Submission Timeline: Given the comprehensive nuture of the consuliation
paper and the proximity 1o the submission deadline, Mr. Madan made a request for a 30 1o 45
days extension of the last date of submission 1 allow for more detniled and thoughtful
feedback.

The Chatrperson, AERA clarified that:

a) The mirpont is considered the coordinating entity for service delivery and primary service
provider 1o the wsers, including passengers and airlines. Therelore, accountability is placed on
the airport operator for maintaining the airport as the focal point for services responsibility,
However, the suggestions for allowing airport operators 1o seek reimbursement or
compensation for the penalty applicable 1o airport operator for service deficiencies primarily
falling under the responsibility of airline/thind party service providers, deserves merit and
would be examined for suitably incorporating in the overall framework.

b) Regarding the phased implementation, a detailed written justification and comments outlining
the implementation over a time period may be submitted to AERA for examining the same.

3) Delhi International Alrport Limited (DIAL)

Mr. Harsh Gulat, representing DIAL mised two key concerns regarding the proposed
performance standards framework, particularly in the context of Delhi Airpont's operational and
contractual structure;

a) Alignment with Existing Concession Agrecments: He pointed out that Delhi Airport’s
concession  agreement  includes  specific provisions and  dispensations across  various
compensation periods (CPI, CP2, CP3 and CP4), These contrctual terms may not align with
the proposed performance standards. He requested AERA to carefully review the concession
agreement before finaliving the framework 1o ensure consistency, legal compatibility, and
laimess.

b} Sampling Methodology for Performance Measurement: Mr. Harsh expressed concemn over
the current sampling approach, which focuses on busiest hours of the busiest days. He
cautioned that this could skew results by capturing outlier conditions, mther than typical
operational performance. He recommended adopting a broader sampling technique, aligned
with international best practices and airport master planning norms, which typically design
infrastructure for the 30 or 407 busiest hour, not the absolute peak. He emphasized that
measuring only peak conditions could lead 1o overbuilding ond unnecessary capital
expenditure.

¢} Reguoest for Extension of Submission Timeline: Given the financial and operational
implications of the proposed framework, Mr. Harsh requested a 30 1o 45 doy extension of the
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last date of submission of written inputs to allow DIAL to conduct a thorough review and
submit in writing detailed feedback and additional comments,
The Chairperson, AERA on the contractunl provisions stated that the proposed framework will be
sddressing all relevant issues in the light of the stwtutory requirements and the regulatory mandate.

Regarding the sampling methodology, the Chairperson asked DIAL to submit a detailed written
note explaining the implications in relation 1o infrastructure planning and capital expenditure. He
ensured that AERA's objective is to develop a balanced and realistic framework that avoids
overdesign and unnecessary infrastructure expansion,

On the extension of the subimission timeline, the Chairperson noted the request.
4) Bangalore International Airport Limited (BIAL)

Mr. Shobhit Agarwal, representing BIAL, began by congrutulating AERA for initiating the
development of lodia-specific airport performance standards, recognizing the signilicance of such
a framework for the world's third-largest aviation market. He expressed support for the inclusion
of incentives in the proposed model, noting that it would encourage airport operatorns to enhance
service delivery.

However, he raised following concerns and suggestions:

a) Methodology for Performance Measurement - Peak Howr Sampling: Mr. Shobhit
highlighted the importance of not relying solely on peak-hour sampling for performance
measuremnent, particularly during festive periods like Diwali or Christmas, when passenger
patterns may vary significantly. He explained that sirport infrastructure s typically designed
for the 30™ or 40™ peak hour, not the absolute peak. Measuring performance during extreme
peak hours could unfairly penalize airports and fead o overbuilding infrastructure for limited
high-tralTic dayy. He recommended revisiting this methodology to ensure fairmess and
practicality,

b} Concession Agreemeont Limitations and Phased Implementation: He stated that certain
congession agreements, including BIAL'Y, currently include only subjective parameters. He
requested o phased implementation of the new performance standards, allowing alrports
sufficient time to invest in infrastructure and opertional upgrades reguired to meet the new
benchmarks,

¢) Financial Impact of Rebate Mechanism: He expressed concern over the proposed 5% rebate
mechanism, highlighting its potential to cause significant revenue impact for airport operators.
He requested that the financial implicotions be carefully considered and balanced within the
framework.

d) Request for Extension of Submission Timeline: Given the complexity and depth of the
consultation paper, and the proximity 1o the submission deadling, Mr. Shobhit made & formal
requiest for a 30 10 45-day extension of the last date of submission of comments o allow BIAL
to submit & comprehensive and well-rescarched response.
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The Chairperson, AERA acknowledged the concern regarding peak-hour sampling and its impact
on airport infrastructure and capital expenditure planning. He invited BIAL to submit a detailed
writlen note explaining this point, along with its implications on infrastructure design and
investment. He informed that AERA’s objective is w develop a practical and balanced framework
that does not lead 1o overbuilding or inefficiencies.

On the extension of the submission timeline, the Chairperson noted the request.
5) GMR Group

Mr. K. Narayana Rao, Director, GMR Group, acknowledged that several points had already been
raised by his colleagues, but wished to add a few observations:

a) He appreciated the concept of uniform performance standards, noting its potential benefits.
However, he raised a concern about the use of the term “Rebate”, explaining that in certain
situations especinfly during the true up process, it could effectively operate like a penalty rather
than adjustment in the el He requested AERA to re-cxamine the terminology and jts
implications.

b} Mr. Rao also commented on the rebate-to-incentive rtio of 5:1.25, expressing that it may not
appear equitable. He requested AERA to review the structure and consider whether
the incentive component could be made encashable, to enhance its effectiveness.

) Lastly, he ruised a point reganding the role of the third-party assessor. He suggested that if third
party agencies conduct surveys independently, there may be discrepancies in data such
s passenger numbers of other operational metrics which could potentially lead fo dispules or
litigation. He requested that any third-party assessments be validated or clarified with the
airport operator o maintain accuracy and transparency,

6) Noida International Airport (NIA)

Ms. Trisha Bedi, representing NIA expressed appreciation for AERA's initintive 1o establish
uniform Service Level Agreements (SLAS) across major airports. She acknowledged that many
of her points had already been covered by other airport operators but emphasized a specific
concemn relevant to Greenfield airports,

She highlighted that newly developed airports, such as Noida International Aimport, require time
1o stabilize infmstructure, operational processes, and systems belore being evaluated pgainst
performance standards. She requested AERA to consader granting a grace or moratorium period
during the initial months or years of operation to allow for effective stabilization and fair
manitoring.

Additionally, Ms. Trisha requested an exiension in the deadline for submisting written comments,
citing the need for a thorough review of the framework and its implications. She confinmed that
Noids International Airport will be submitting detailed feedbock in writing,
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The Chairperson, AERA acknowledged the unique challenges faced by Greenfield airports 1o
odapt 10 the new framework of performance standards during their initial operational phase and
noted the request for a moratorium period. AERA shall examine this aspect for nocessary action,

On the extension of the submission timeline, the Chairperson noted the request,
7} Adrport Director, Fune Alrport

Airport Director, Pune, raised specific concemns related 1o the unique operational challenges faced
by civil enclave airports, using Pune Airport as a case study.

a) Civil Enclave Constraints — Land and Infrastracture: He highlighted that Pune Atrport,
despite being categorized as o Category A airport, operates as a civil enclave within a limited
aren of 42 acres, handling over 10,5 million passengers annually, He pointed out that city-side
mfrastructure and car parking facilities are severely constrained compared (o larger standalone
airpons, making i challenging to meet cenain performance standards.

b) Limited Control Over ATC Operations: He stted that Air Traffic Control (ATC) at Pune
Airpart is managed by the Indian Air Force, and the airport operator does not have dinect
control over ATC-related operations. This limits the ability of the airport to influence certain
performance outcomes.

c) Slot Allocation and Terminal Utilkeation: He explained that daytime slots are allocated 1o
the Indian Air Force, resulting in low passenger traffic during the day, while night slots arc
albocated to commercial operations, leading 1o high passenger density at night. This uneven
distribution affects terminal utilization and service delivery,

d) Need for a Separate Category for Civil Enclave Alrports: Based on the above points, he
requested AERA 1o consider creating o separste category for civil enclave airports,
recognizing their unique operational limitations for ensuring that performance standards are
tailored sceordingly.

¢) Limited Control Over Other Agencies: He also raised o concern that airport operators do
not have direet control over other sgencies working at the airport, which can impact service
delivery. He suggested that if provisions could be made 10 strengthen coordination or
oversight, it would help improve compliance with performance standards,

The Chairperson, AERA scknowledged the unique chalkenges faced by civil enclive airports,
particularly in terms of walch hours and space constraints, inter-agency coondination, snd slot
allocation dynamics. He stnted that the suggestion for a separate category for civil enclave airports
has been noted and AERA shall examine this aspect within the overall performance standards
framework.

8) Airport Director - Port Blair Airpart

Mr. Devender Yadav, APD, Port Blair Airport, highlighted the mfrastructural challenges faced in
maintuining performance standards at the Port Blair Airport, being a civil enclave and located on
an island, The nature and geographical location of the nirport present unique logistical and
operational constraints that moke it difficult o implement all prescribed infrastructiore
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requirements. He requesied AERA 1o take cognizance of these limitations while evaluating
performance parameters applicable to such mirports,

The Chairperson, AERA acknowledged the concerns raised and stated that AERA will assess how
regulatory expectations align with the operational realities of such type of airports.

Airlines and Assoctations

1) Fly Dubai

Mr. Abdul Raheem, representing Fly Dubai, thanked AERA for organizing the meeting and
exiending an invitation to Fly Dubai, He appreciated the structured and well-conducted nature of
the consubtation and acknowledged the importance of such forums for improving passenger
experience and operational efficiency. He rised the following key points for consideration:

n) Inclusion of Immigration Clearance in Arrival Jowrney Parameters: Mr Raheem
observed that while the arrival journey has been mapped in the performance standards
framewark, it cumently does not include immigration cleamance as o parumeter. He
emphasized that immigration is a critical part of the passenger experience and should be
incorporated islo the arrival journey metrics.

b) Clarification on Baggage Timelines in Belt-Sharing Scenarios: He stated that al several
metro airports, baggage belts are shared between multiple airlines. n such cases, the current
definitions of “frst bag™ and “last bag™ may not accuraiely reflect the passenger experience.
He requested that the framework provide clear guidelines on how baggage delivery timelines
should be measured in beli-sharing scenarios.

¢) Lost Baggage and Customs Clearance Challenges: Mr. Raheem highlighted operational
challenges faced during lost baggage recovery, particularly in siuations involving mass
offloading or delaved baggage arrivals. He pointed oul that customs clearance for such
baggage s often restricted 1o general working hours, which casses delays in delivery
passengers. He recommended that the framework consider mechanisms 1o minimize the
impact of such delays, ensuring & more seambess experience for passengers even in
exceplionnl cases.

He concluded by reiterating Fly Dubai's commitment (o enhancing passenger satisfaction and

thanked AERA once again for the opponunity to present these concemds.

The Chairperson, AERA scknowledged the points raised, particulardy regarding immigration

clearance, baggage handling in beli-sharing scenarios, and customs-related deluys in lost baggage

recovery and stated that the same shall be examined by AERA for appropriate action,

1) Alr India Express

Mr. Sunil Joshi, representing Air India Express, mised a concern regarding the provision of

medical lacilities at Port Blair Airport. He stated that it would not be feasible to establish 10086

medical facilities ot the airport. considering it operates as a civil enclave and has inherent

infrastructural limitations.
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Mr, Joshi further requesied that AERA should ensure consultation with airlines prior 1w
tmplementing any parameters or standards that directly impact airline operntions.

The Chairperson, AERA acknowledged the concern raised by Mr. Joshi and stuted that AERA
always remains committed 10 engaging with all relevant stakeholders, including airlines, during
the formulation and implementation of performance standards and its regulatory framework and
today's stakeholder consubtation meeting has been sccordingly organized by inviting all
stukeholders including aiflines so as 1o get their first-hand inputs’comments/suggestions for
finalizing this framework.

3} Federation of Indian Airlines (FIA)

Mr. Ujjwal Dey, representing FIA, began by thanking the Chairperson and AERA for organizing
this important stakeholder consuliation meeting. He appreciated the authority for preparing a
detailed and comprehensive framework, which he acknowledged covers all major touchpoints,
including those relevant 1o airline operations.

He stated that since the framewirk involves multiple service providers, especially airlines, F1A
would require sdditional time to thoroughly review the document and its implications. He
lformally requested an extension of the deadline for submitting written comments and confirmed
that FIA will be submitting detailed feedback in writing.

On the extension of the submission timeline, the Chairperson noted the request.
4) International Air Transport Association (IATA)

Mr. Dermot Casey, representing LATA, raised a specific concern regarding the inclugion of check-
in processes within the rehate mechanism of the proposed performance standards framewaork. He
argued that airlines already operate efficiently in this area due 1o competitive pressures and market
dynamics, and therefore, check-in should not be part of rebate-linked parameters. He cautioned
that this could misrepresent alrport performance and unfairly penalize aifines for factors beyvond
their contral,

Another representative from IATA, Mr. Amitabh Khosla commended AERA for initiating the
development of a comprehensive framework for airport service quality standards, noting ity
importance given that passengers directly fund infrastructure through user charges. He appreciated
the work done by the Authority and acknowledged that the framework addresses a long-standing
gap in AERAs legislative mandate.

He raised the lollowing key concerns and suggestions:

a) Appropriateness of Incentive Mechanism: Mr. Khosla questioned whether it 1s approprinte
o offer incentives for service levels that passengers are already paying for through existing
nirport charges. He suggested that the framework should carefully evaluate how incentives
nre distributed peross service areas, coutioning that overperformance in one arca could mask
underperformance in another, given the interlinked nature of airport processes.
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b) Involvemeni of Governmeni Agencies: He siressed (he importance of involving govermment
agencies such as security, customs, and immigration in the performance standands [rmework,
us they play a entical role in shaping passenger experience.

¢) Infrastructure Quality and Resilience: Mr. Khosla highlighted the need o include
infrastructure quality in the performance standards, He chled past incidents where poor asset
maintenance led o passenger inconvenience and proposed that AERA consider mandating
infrastructure quality audits and resilience metrics, such as structural integrity, Mood-proofing,
and fire safety, He also recommended public disclosure of failures and corrective actions o
ensure trensparency and accountability.

He concluded by stating that LATA will be submitting detailed written feedback on the proposed

framework.

The Chairperson acknowledged the concern regarding the inclusion of check-in processes in the
rebate mechanism, especially in light of the aicline-airport interface and  operational
responsibilities. However, the entire performance standards framework is based on the foundation
that Airport being the Nodal entity and hub for all the sikeholders including airlines and
passengers, hence the primary responsibility for services and services quality directly or indirectly
provided at the airport rests on the concemed airport itsell. He appreciated the emphasis on
passenger-funded infrstructure and stated that the incentive structure is designed 10 reward
genuine service improvements without duplicating what is already expected. The Chairperson
also acknowledged the importance of inter-apency coordination and clarified that AERA =
sctively enpaging with MoCA/government stakeholders for their sctive onboarding in the overall
performance standards framework so as 10 ensure o holistic and integrated framework.

AERA noted the suggestion on audits and resilience metrics for enhancing passenger safety and
service relinbifity.

C. Other Regulatory/Indusirial Bodies

1) Directorate General of Civil Aviation (DGCA)

Mr, C.M. Pandey, representing DGCA, informed the Authority that DGCA has already submitted
writlen comments on the proposed framework. In addition to the written feedback, he raised the
following three specific points for conmderation;

a) Inclusion of Damaged Baggage as o Performance Parameter: Mr. Pandey stated that while
the framework includes parameters for baggage delivery and lost & found services, it docs
not include any metric Tor damaged baggage. He sugpested that o dedicated parimeter be
introduced to mondlor and address incidents of baggage damage.

b) Parameter Disparity Between Category A and Category B Airports: He observed that
Category B nirports have fewer performance parameters compared to Category A airports. He
questioned whether this implies an acceptance of degraded performance standards for
Category B airports and urged AERA to ensure cquitable expectations across airport
calegories,

¢) Operationsl Resilience Parameter for All Airport Categories: Mr. Pandey emphasived thai
operational resilience is critical for all airports, regardless of category, He recommended tha

Page 21 of 40




41

42

41,

4

this parameter be uniformly applied to both Category A and Category B airports to ensure
consistent service reliability.
The Chairperson, AERA acknowledged the comments given by DGCA and suated that AERA will
review the inputs shared.

2} Burean of Civil Aviation Security (BCAS)

Mrs. Chandan Chowdhary, representing BCAS, informed the Authority that BCAS has already
submitted written feedback pertaining 1o the proposed framework. She thanked AERA for
facilitating the consultation and confirmed that BCAS inputs have been shared for consideration.

3) Construction Industry Development Council (CIDC)

Mr. Decpak Majumder, representing CIDC, expressed his appreciation for the opportunity 1o
participate in the consultation and acknowledged the quality of the presentation delivered. He
shared several observations and suggestions based on CIDC's extensive expenence in providing
third-party services across infrastructure sectors for over two decades. His key points were as
follows:

a) Infrastructure Rating System: Mr, Majumder emphasized the need for a structured rating
mechanism for alrport infrastructure, similar 1 existing models used in other sectors, He
sugpested that each parameter—both subjective and objective—presented in the consultation
should be rated to ensure transparency and accourtability.

b) Capacity Building and Training: He highlighted the importance of capacity building across
all personnel involved in airfpon operations. He recommended that comprehensive training
programs be instituled to enhance service delivery and operational efficiency.

¢) Mnuintenance and Utility Management: Citing examples such as non-functional toibets, Mr.
Majumder stressed the need for robust maintenance protocols 10 ensure that facilines remain
operational and user-frendly.

d) Baggage Handling EfMiciency: He pointed out that baggage retrieval post-truvel ofien takes
45 minutes to an hour and suggested that this process be reviewed and optimized to reduce
passenger wail times.

e} Security Screening Improvemenis: Mr. Majumder proposed that all baggage—including
small carry-ons—be screened prior to entering the airport security zone. He stated that this
could potentially streamline the secunity process and save time,

N Last-Mile Connectivity: He raised concemns regarding the lack of efficient transportation
options from the airport 10 nearby metro stations, which often require a 1-1.5 km walk and
ke up 10 30 minuies. He recommended exploring solutions to improve last-mile connectivity
lor passengers.

Mr. Majumder also thanked AERA for the comprehensive presentation and reflerated that the
suggestions were intended 1o support and strengthen the framework being developed.

The Chairperson, AERA acknowledged the points ratsed and stated that AERA will examine the
suggestions for appropriale kction,
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4) Business Aircrall Operators Associntion (BAOA)

Group Caplain R. K. Bali, representing BAOA, thanked AERA for initiating this crucial
consultation on performance standards for Indien airports and appreciated the comprehensive
presentation, He emphasized that Geneml Aviation (GA) and Business Aviation (BA) are vital
cnablers of regional connectivity, emengency services, corporate mobility, and the integration of
advanced air mobility. Accondingly, he recommended that performance standards must also
encompass GA/BA infrastructure and services 1o ensure balanced growth across the aviation
ecosystem. His specific observations and recommendations were as follows:

a) Inclusion of GA/BA Facilities in Performance Parameters: The current fmmework
primarily addresses passenger terminals. Group Captain Bali suggested that GA/BA terminalbs
and operations—including parking, ground handling. hangars, and MRO) support—shoild be
incorporated into the ohjective parameters.

b) Operational Standards for GA/BA Flights: He recommended that GA/BA terminals must
ensure propet allocation of parking, access, and ground support services for GA/BA flights,

¢) Slot Allotment System: A transparent, online, first-come-first-serve slot allotment
mechanism should be implemented for GA/BA operations. He emphasized the need for a fair
and equitsble ratio of slots for non-scheduled GA/BA operations, comparable to schedubed
OPErnIS,

d) Global Benchmarking: Referring to intermational practices in countries like the UK and
Malaysta, he stated that their service quality schemes explicitly include business aviation
services. He advocated for India to adopt & similar integrated model backed by minimum
support standards for all airport users.

¢) Expanded Scope and Imdependent Aundits: He proposed that the scope of performance
stzndards be expanded to include GA/BA terminals, hangars, MRO, and associated services.
Tailored service parameters should be defined for GA/BA operations, including parking,
fueling, and ground handling, Independent audits should be conducted 1o ensure transparency
and service gquality,

N Financial Incentives and Penalties: Group Captain Bali recommended mcorporating

financial incentives and penalties applicable to GA/BA facilities as part of the regulatory
framework.

He concluded by reiterating that BAOA has already submitted detailed feedback and supporting
information nnd expressed confidence that further action would be taken following the
consuliation,

5) Grahak Bharti - an Alrport Services Consumers' Association onder "Council for

Protection of Rights"

Mr. Vinodji Tiwarl, representing Grahak Bharti, made a detailed and structured submission ratsing
legal, procedural, and policy-level concerns regarding the ongoing exercise of formulating
performance standards for major airports. He began by acknowledging the importance of the
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consultation and thanked AERA for the opportunity to present his views. He highlighted the
following key points:

a} Statutory Framework and Legal Mandate: Mr. Tiwari referred to the Airports Economic
Regulatory Authority of India Act, 2008, specifically Chapter 11 and Section 13(1)d), which
outlines the Authority's function 10 monitor performance standards relating 1o guality,
continuity, and reliability of service, He emphasized that this function is conditional upon the
prescription of statutory rules by the Central Government under Section 3 1{2)HT).

b) Absence of Notified Rules: He pointed out that, as of date, no rules have been prescribed or
notified by the Central Government under Section 51, nor have they been laid before
Parliament as mandated under Section 53 of the Act. In his view, this renders the current
exercise of formubating performance standards legally untenable and void, as the Authority
lncks the statuiory backing 1o undertake such functbons in the absence of these rules,

¢} Urgent Request o Pursue Rule Notifieation: Mr. Tiwari urged AERA to actively pursue the
Central Government for the expeditious notification of statutory rubes, which have been
pending since 2009. He stated that several provisions of the Act remain uncaforccable due o
this delav.

The Chairperson clarified that, in accordance with the statutory provisions of the AERA Act, the
AERA and Ministry of Civil Aviation have the legal basis and sanctity’to initiate the process for
natifying the statutory rules required for the formulation of performance standards.

6) UPES University
Representative: Mr. Vippan Raj Dutt

Mr. Vippan Raj Dutt addressed the consultation and thanked AERA for organizing the mecting
and providing a platform for academic and industry stakeholders 1o contribute. He shared a set of
three key observations related to service quality messurement, resource adequacy, and capacity
CONSIrnints atl Mirports:

a) Multiple Service Providers and Accountability: Mr. Dutt maised o query regarding the
computation of service quality parameters in scenanos where multiple service providers are
involved, sach as CISF, ground handlers, and other agencies. He asked how performance-
linked incentives or rebates would be accounted for when services are delivered by different
entities, some of which may not be directly under the airport operator’s control.

b) Adequacy of Resources and Cost Implications: He emphasized that optimum resource
provisioning is essential o maintain service quality. In cases where resources are
inadequate—whether manpower, equipment, or infrastructure—service delivery suffers, He
dsked who would be responsible for ensuring adequale resources and how the cost of
provisioning such resources would be managed, especially considering that AERA has already
fixed charges for various services.

e} Passenger Volame va, Alrpori Capacity: Mre Dutl pointed out that passenger volumes al
many airports are exceeding their design capacity, leading o deterioration in scrvice quality,
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He stated that building new terminals or expanding infrastruciure takes time and asked how
service quality would be maintained during periods of capacity bottlenecks.

He requested that these observations be considered in the formulation of performance standards
and thanked the Authority for the opportunity to contribute.

The Chairperson, AERA acknowledged the complexity involved in managing service quality
across multiple service providers, including both government and private entities. He clarified
that:

a) Independent service providers st the airport operate under Service Level Agreements (SLAs)
with the airport operator, which include provisions for maintaining adequate resources and
meeting performance benchmarks.

b) Government agencies such as CISF, Customs, and Immigration follow n systematic protocol
based on workflow analysis and peak-hour demand. These agencies ensure that adequute
manpower and facilities are deployed during critical time slots to maintain required service
standards.,

The Director Tariff further added that while there are muhtiple service providers at airports, entities
such as Ground Handling and Cargo opérators function under separate service sgreements. These
ngreements  define their scope of work, performance expectations, and accountability
mechanisms,

D. Passenger / Pablic Representative

1} Rajat Gupta

Mr. Rajat Gupta, a frequent flyer, began by congmtulating AERA for their detailed and well-
structured presentation, He raised a specific concem regarding the sampling methodology for
subjective pammeters, particularly the passenger survey component,

He pointed out that the presentation mentioned a sample size of 400 passengers for survey-based
feedback. He questionsd the faimess and statistical validity of this number, especially in the
context of large airports handling over 6 million passengers annually. He stated that such a small
sample would ropresent less than 0.01% of the total passenger base, potentially leading to skewed
results and misrepresentation of the broader passenger experience,

Mr. Gupta further highlighted a scenario where o single delayed {light or poor airline staff
behavior could disproportionately influence the survey outcome if the sample size is too small.
He emphasized the need for o robust, representative, and unbinsed sampling mechanism 1o ensure
that passenger feedback is accurately captured and reflected in performance assessments.

The Chairperson, AERA clarified that the figure of 400 passengers was merely illustrative, used
for explanation purposes during the presentation. It is not a finalized number, and the actual
sample size will be determined based on statistical principles and operational feasibility to ensure
meaningful and representative feedback. He further indicated that the final methodology is
intended to reflect diverse puosenger experiences across different segments and airport types.
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Mr. Jodhbir Sachdeva, on behalf of the Authority, further clarified the sampling methodology. He

explained that:

u) The sample size will be determined based on population size and statistically significam
sampling technigques al a defined confidence level.

b} The survey will be conducted using o mndom sampling approach to eliminate bias and ensure
coverage across all relevant passenger segments.

¢) While the initial sample size may appear limited, systematic checks and balances will be
incorporated to ensure authenticity and relinbility of the dat.

d) Ower time, the frmmework will evolve to include mmtomated data capture systems, such as
queuing time trackers and digital feedback tools, which will enhance the accuracy and
scalability of passenger expenence measarement.

He emphasized that while current systems may have limitations, the long-tenm vision includes
technology-driven enhancements to ensure robust and unbiased feedback collection,

1) Alr Cargo RBusiness, Ahmedabad

Mt. Chinmay Kothari, representing Air Cargo Business, introduced himselfl as a second-
gencration entreprencur and an active participant in the air cango business m Ahmedabad, He
appreciated the detliled and well-articulated presentation focused on passenger services and
acknowledged the efforts made by AERA and its consultants,

He raised a key concern regarding the alr cargo sector, noting thit while the current consultation
focused on passenger services, there are numerous ongoing issues with cargo custodians, for
whom AERA also regulates tanffs. He emphasized that the cargo sector faces persistent
grievances, and there Is a pressing need for a formal grievance redressal mechanism specifically
for nir cargo stakeholders.

Mr. Kothari recommended that such a mechanism be established at the Ministry level, allowing
cargo operators and agents o represent their concerns and suggestions in a structured and
transparent manner, He stressed that the cargo sector is a critical part of airport operations and
deserves equal attention in regulatory consultations and performance frameworks.

The Chairperson, AERA acknowledged the points raised and clarified that the current session
focuses on passenger-related performance standards, The cargo sector is also included in AERA's
broader regulatory roadmap. He invited Mr. Kothari to share any specific suggestions in writing
for future discussions on performance standards for the cargo segment. It was acknowledged that
the concerns of cargo stakeholders form part of the broader context for ongoing consultations.

3 Delhi Customs Brokers Associution (DCBA)

Me. Devendra Singh Bhadoria, representing DCBA, raised # strong concern regarding the lack of
focus on cargo-related matters in the current consultation paper, He emphasized that air cargo
plays a vital role in airport operations and contributes significantly to the economy, generating
erores of rupees in business daily.
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57. The Chairperson, AERA clarified that: -

58

a) Under the AERA Act, 2008, the Authority is mandmted (o set und monitor performance
standards across airpont services,

b) While separate concession agreements exist for different airports, efforts are underway 1w
work townrds greater uniformity in standards over time.

€) In the initial phase, the focus has been on airport performance standards directly impacting
the wavelling passengers who majorly fund the airport infrastruciure and cargo-specific
stnndards are expected to be taken up in subsequent phases.

The Chairperson also mentioned that AERA recently beld o comprehensive discussion with cargo

stakeholders to understand their various issues and also to simplify the cargo tariff card, and many

of the points mised by DCBA are already under active consideration, He also mentioned that some

of the objective parameters related to Cargo Dwell Time has been kept under Information

Gathering for monitoring the performance of the Cargo Service Providers.

4) Market Insight Consultants

Mr. Sanjoy Nagi. representing Market Insight Consultants, begun by commending AERA for
initinting the development of a robust and India-specific framework for airport performance
sandards. He stated that while the model itself was well-conceived, his concem was focused on
the independence and selection process of third-party nssessors, who will be responsible for
manitoring and evalualing airpont performance,

He emphasized the need for transparent and impartial selection of these assessors to ensure
credibility and faimess in the evaluation process. Specifically, he rised the following queries:
a) Will the selection of third-party assessors be conducted through a public tender process?

) Will the selection follow a Quality and Cost-Based Selection (QUBS) mechanism or a simpler
alternative’

¢) Will there be clear guidelines and eriteria to ensure independence and objectivity in the
assessment process?

Mr. Nagi suggested that providing clarity on these aspects would enable stakeholders like his

organization o offer more informed and constructive suggestions. He concluded by once agaln

appreciating AERA's efforts in initinting this important regulatory framework.

The Chairperson, AERA acknowledged the importance of ensuring transparency and

mdependence in the selection of third-party assessors, He remarked that credibility and faimess

are intended as guiding considerations for AERA’s monitoring process, and that options for the

assessor selection process and mechanism as per the extant guidelines are being explored with

these principles in mind,

The Chairpersan encotraged stakeholders 10 share written suggestions on this to help the

development of a transparent, objective and efective selection process.

5} Freedom of Movement Coalition
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6. Ms. Vaishnavi, representing Freedom of Movement Coalition, ralsed a senes of critical concerns

6l.

6.

regarding accessibility for passengers with reduced mobility (FRM), particularly those requiring
wheelehair assistance. She emphasized the need for a more inclusive and responsive framework
that reflects the realities faced by PRM passengers across Indian airports. Her key points included:

#) Arbitrary Capping of Wheelchair Passengers: Ms, Vaishnavi cited o recent incident where
only three wheelkchair passengers were allowed per flight, questioning the basis and faimess
of such limstations, She stressed that this practice is discrimmatory and lacks transparency.

b) Contingous Wheelchair Support and Infrastructure Needs: She highlighted the need for
continuous assistance, including support up to the aircrall seat, and stated that passengers fall
under categories such as WOH (wheelchair 1o alteraft) and WCC {wheelchair to climb steps),
These eategories require sero bridges or rmps, which are often unavailable or unused due w0
structural constraints, as seen in a case at Mumbai Airpoen.

¢} Infrastructure Barriers: Ms, Vaishnavi Magged accessibility gaps at airports, including the
absence of ramps at certain gates in Dethi's Terminal 3 and inadequately designed tollets for
disabled passengers. She urged AERA to emsure that infrastructure meets universal design
slandands,

d) Security Screening for FRM Passengers: She proposed streamlining security chocks for
wheelchair users by installing wider X-ray machines and creating dedicated queucs, to reduce
discomfon and delays.

¢) lmproved Dain Collection and Recognition of Mobility Needs: Ms, Vaishnavi emphasized
that many elderly or mobility-impaired individuals do not identify as disabled but still require
assistance. She advocated for better data collection on passengers using wheelchairs and
buggics, 10 ensure services are approprintely scaled and delivered.

fi Call for Inclusion and Awnreness: She urged AERA to challenge prevailing misconceptions
ond ensure that sccessibility concerns are inlegrated into the performance standards
framework and are not treated as secondary or aptional,

Ms, Vaishnavi concluded by stating that the Freedom of Movement Coalition will submit a

detailed written representation, and thanked AERA for the opportunity to raise these concerms.

The Chairperson, AERA acknowledged the wide-ranging accessibility issues raised and
emphasized that AERA is committed 1o ensure that the performance standards framework is
inclusive and responsive (o the needs of PRM passengers. He further requested the Freedom of
Movement Coalition 1o submit detailed written comments for examining the concems thoroughly
and appropristely,

6) Air Travelers Association (ATA)

Mr. Satendra Singh, representing ATA, rised foundational concems reganding the financial and
legal structure underpinning airport charges and passenger rights, Drawing from his long-standing
experience in the civil aviation sector, he traced the historical evolution of sirport funding, noting
that acrodromes were previously maintiined by the government, with costs recovered from
airlines, Over time, with privatizntion and the establishment of regulatory bodies like AERA, the
financinl burden shified 10 passengers through mechanisms such as the User Development Fee
(UDF),
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He raised the following key points:

i) Lack of Legal Provision for Passenger Refunds: Mr. Singh questioned the absence of 4
legnl mechanism that mandates refunds or compensation 1o passengers when airports (ail 1o
meet performance stundards. He cited provisions under OMDA, where penalties for pon-
compliance are paid to the government, not to the passengers who bear the cost. He urged
AERA 1o consider i framework where penalties are redirected to passengers, thereby aligning
financial accountability with passenger rights.

b) Cost of Monitoring and Financial Burden on Passengers: He expressed concern over the
cost of implementing digital and third-party monitoring systems, emphasizing that these
expenses would ultimately be passed on to passengers, He advocated for a model where such
investments are justified by tangible retumns 1o passengers, and where penalties for non-
compliance (e.g.. 4% of airport revenue) are used 1o compensale passengers directly,

c) Need for Legal Clarity and Passenger-Centric Enforcement: Mr Singh siressed the
importance of legal clarity in the framework and called for passenger-centric enforcement
mechanisms that ensure sccountability and transparcncy in service delivery,

He concluded by reiterating the need for a regulatory approach that protects passenger intencsts,

both financially and operationally.

The Chairperson, AERA clarified that the proposed robale and incentive mechanism for
monitoring performance/service quality standards is in line with the standard mechanism under
implementation in various airports globally and has the statutory backing as per the provisions of
the AERA Act. However, it was highlighted that the proposed framework of ours is fundamentally
passenger-centric with very clear provisions to mtionalize/reduce the User Development Fee
(UDF) in case of underperfomance, thereby providing direct financial benefit 1o passengors. He
reiternted that the framework is fundamentally designed to protect passenger interests while
maintaming legul and operational integrity and welcomed further suggestions in writing from the
Air Travelers Association,

7) Air India Airport Services Limited (AIASL)

Mr. Amit Mishra, representing AIASL, acknowledged that many relevant points have already been
raised by other stakeholders. He added specific operational concerns from the perspective of
ground handling and apron-side services:

a) Compliance with DGCA Regulations ~ Airport Driving Permits (ADPs): Mr. Mishra
emphasized the importance of ensuring that Ground Support Equipment (GSE) operators
driving vehicles on the apron possess valid Alrport Driving Permits {ADPs), as mandated by
DGCA regulations. He suggested that breathalyzer tests, currently conducted by nirlines or
Ground Handling Agents (GHAs), should be made the responsibility of airport operstors to
ensure uniform compliance across all service providers,

bl Differentinted Baggage Delivery Time Standards: He recommended that baggage delivery
time standards be differentiated based on remote hays versus contact stands, as operational
realitics vary significantly between the two. He proposed that sampling and data struciures be
adjusted to reflect these differences for more accurate performance measurement.
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¢} Pushback Equipment Availability for Diversions and Alreraft Types: Mr, Mishey
highlighted that aircraft diversions and the presence of varied asircrafl types often require
specific pushback equipment (towbars), which may not always be available with GHAs, He
recomimiended that airport operators be mandated o maintain g minimum inventory of such
equipment, based on the permitted aircrafl codes at their airport, to ensure operational
readiness.

He concluded by stating that further comments will be submitted in writing by AIASL.

The Chairperson, AERA acknowledged the points rised and stated that AERA shall duly examine
these issues for taking appropriste measures while finalizing the performance framework.

E. Conclusion

The Chairperson, AERA in his concluding remarks thanked all the stakeholders for their active
participation and stted that the deliberations during the Consultation Meeting were very
insightful and comprehensive. AERA has taken note of all the comments and issues mised by
various stakeholders. He requested all stakeholders 1o submit within the stipulated time, their
written comments, feedback, and any also additional tssues, identified independently and could
not be rmised during the meeting so as to enable a comprehensive review of all inputs.

Syrap

{Ram Krishan) -
Diirecior { Tariff)
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