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2013 DPW Focus Area Averages
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i Promptness W Knowledge M Helpfulness W Courtesy M Overall Operations | |Average

DPW Focus Brackett Compton El Monte Fox Whiteman
Area

Above [Average| Below | Above |Average| Below | Above |Average| Below | Above |Average| Below | Above [Average| Below
Average Average|Average Average | Average Average | Average Average | Average Average|

Promptness | ' 74% | 19% | 7% | 73% | 23% | 4% | 12% | 22% 1% | 88% 7% 5% | 71% | 17% | 12%
Knowledge | 73% | 23% | 4% | 78% | 20% [ 2% | 66% | 28% | 6% | 85% [ 15% | 0% | 64% | 26% | 10%
Helpfulness| 70% | 26% | 4% | 79% | 16% | 5% | 70% | 26% | 4% | 85% | 12% [ 2% | 67% | 28% | 5%
Courtesy 79% | 17% | 4% | 83% | 17% | 0% | 78% | 16% | 6% | 95% | 3% 2% | 79% | 16% | 5%
OverallOps| 74% | 23% | 4% | 83% | 15% | 2% | 69% | 27% | 4% | 88% | 12% | 0% | 71% | 26% | 3%




Contract Focus Areas:

14

86 %

M Above Average M Average

M Below Average

32

0,

M Above Average M Average

M Below Average

Above Below Above Below
Average Average Average Average Average Average
Brackett Field Airport 41 15 2 Brackett Field Airport 30 23 4
Compton/Woodley Compton/Woodley
Airport 34 11 4 Airport 33 12 2
El Monte Airport 50 21 2 El Monte Airport 46 19 8
General Wm. J. Fox General Wm. J. Fox
Airfield 32 8 1 Airfield 26 12 2
Whiteman Airport 59 31 5 Whiteman Airport 48 28 16




Contract Focus Areas:

31 58

M Above Average M Average M Above Average M Average
M Below Average M Below Average
Above Below Above Below
Average Average Average Average Average Average
Brackett Field Airport 35 15 8 Brackett Field Airport 27 20 11
Compton/Woodley Compton/Woodley
Airport 29 12 8 Airport 17 19 12
El Monte Airport 51 20 2 El Monte Airport 28 26 14
General Wm. J. Fox General Wm. J. Fox
Airfield 28 9 4 Airfield 23 14 2
Whiteman Airport 53 35 9 Whiteman Airport 35 39 19
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Contract Focus Areas:

Pilots Lounge/
Flight Planning Facilities

34

Availability of Pilot Supplies

M Above Average M Average M Above Average M Average
M Below Average M Below Average
Above Below Above Below
Average Average Average Average Average Average
Brackett Field Airport 27 21 6 Brackett Field Airport 24 25 5
Compton/Woodley Compton/Woodley
Airport 22 18 6 Airport 7 6 15
El Monte Airport 47 18 1 El Monte Airport 25 14 28
General Wm. J. Fox General Wm. J. Fox
Airfield 20 16 2 Airfield 9 13 15
Whiteman Airport 25 40 19 Whiteman Airport 29 33 23




Contract Focus Areas:

Aircraft Services Aircraft Washing Facilities

43 21

M Above Average M Average M Above Average M Average
M Below Average M Below Average
Above Below Above Below
Average Average Average Average Average Average
Brackett Field Airport 31 22 2 Brackett Field Airport 21 27 5
Compton/Woodley Compton/Woodley
Airport 6 18 15 Airport 15 27 3
El Monte Airport 24 25 17 El Monte Airport 33 25 3
General Wm. J. Fox General Wm. J. Fox
Airfield 25 14 1 Airfield 18 18 3
Whiteman Airport 49 34 8 Whiteman Airport 37 51 7




Contract Focus Areas:

Lighting/Marking/
Airfield Guidance Systems

Runways/Taxiways

M Above Average M Average M Above Average M Average
M Below Average M Below Average
Above Below Above Below
Average Average Average Average Average Average
Brackett Field Airport 40 17 0 Brackett Field Airport 46 9 0
Compton/Woodley Compton/Woodley
Airport 20 22 2 Airport 22 13 10
El Monte Airport 51 14 2 El Monte Airport 52 16 1
General Wm. J. Fox General Wm. J. Fox
Airfield 25 12 3 Airfield 28 12 1
Whiteman Airport 63 25 7 Whiteman Airport 71 23 1
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Fuel Facilities

Contract Focus Areas:

Public Viewing/Recreation Area

22

M Above Average M Average M Above Average M Average
M Below Average M Below Average
Above Below Above Below
Average Average Average Average Average Average
Brackett Field Airport 28 23 3 Brackett Field Airport 47 8 0
Compton/Woodley Compton/Woodley
Airport 22 18 4 Airport 10 14 11
El Monte Airport 31 27 6 El Monte Airport 52 13 3
General Wm. J. Fox General Wm. J. Fox
Airfield 24 14 2 Airfield 29 12 0
Whiteman Airport 46 40 7 Whiteman Airport 38 38 12




Contract Focus Area:
Restaurant Services

Above Below
Average Average Average

Brackett Field
Airport 32 11 14

El Monte Airport 58 8 2

General Wm. J. Fox
M Above Average M Average Airfield 25 14 2

M Below Average

Whiteman Airport 8 5 20




Rates:

Hangar Rental, Tiedown Rental, and Fuel
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2013 Average of Overall
Customer Satisfaction
Division Goal: 3.5

Survey Average History

2005-2013
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Brackett Survey Average History 2005-2013

Overall service(s) 3.73 3.12 3.68 4.20 4.18 4.19 4.30 4.20 | 4.07
?Hbéll';‘f’utlf‘:;sd Ve D B E R SR 348 | 274 | 3.20 393 | 3.97 | 420 | 427 | 4.00
,(Apbrioli;\]/;&zz)cess your request(s) in a timely manner 4.05 411 | 3.94
(ng,/ﬁIrf;sf,o/f:j:s;gi:ﬁ?:f;smnahsm 379 | 331 | 3.93 | 439 | 444 | 421 | 442 | 427 | 4.20
Knowledge related to your request(s) (Knowledge) 4.10 4.16 | 4.13
Overall safety at the airport 4.05 3.62 3.69 3.96 4.00 4.06 4.18 4.04 | 3.95
Overall security at the airport 3.74 3.25 3.36 3.77 3.65 3.79 3.82 3.75 | 3.63
Overall appearance of the airport 3.56 3.33 3.49 3.75 3.93 3.92 3.91 3.45 | 3.57
Amenities 3.32 3.25 3.11 3.45 3.53 3.70 3.69* | 3.58* | 3.58*
Public restrooms 3.62 3.39 | 3.36
Public pilots lounge/flight planning facilities 3.80 3.67 | 3.57
Availability of pilot supplies 3.82 3.54 | 3.46
Availability of aircraft services 3.77 3.80 | 3.75
Restaurant at the airport 3.49 3.48 | 3.42
Public viewing/recreation area 4.02 4.02 | 4.16
Aircraft washing facilities 3.35 3.15 | 3.34
Condition of the fuel facilities 3.08 3.48 3.62 3.63 3.61 3.64 3.52 | 3.56
Condition of the runways/taxiway 3.47 3.73 3.87 4.01 4.00 4.11 4.02 | 4.09
Lighting/marking/airfield guidance systems 3.66 3.90 3.97 4.07 4.05 409 | 4.12 | 3.96

*Average of the Amenities subcategories (Public Restrooms through Aircraft Washing Facilities)
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Overall service(s) 3.19 3.30 3.6 3.65 3.98 3.63 3.43 | 4.06 | 4.40
?Hb;'l';‘f’utlf\:;:;“ you to the appropriate services 285 | 327 | 353 | 356 | 383 | 354 | 3.32 | 3.86 | 4.16
,(Apbrlollgpttonzz)cess your request(s) in a timely manner 296 | 357 | 411
(LEZE'rt";ff/‘;,r:j:gs;';i:l'lfsr‘;e)s‘s'ma"Sm 343 | 385 | 3.98 | 413 | 4.41 | 4.00 | 3.44 | 4.06 | 4.40
Knowledge related to your request(s) (Knowledge) 3.32 | 3.86 | 4.20
Overall safety at the airport 3.10 3.48 3.37 3.49 3.62 3.21 3.21 3.7 | 3.86
Overall security at the airport 3.13 3.29 3.49 3.37 3.51 3.24 353 | 3.59 | 3.91
Overall appearance of the airport 3.11 3.16 3.27 3.09 3.13 2.95 297 | 3.41 | 3.59
Amenities 2.65 2.35 2.80 2.57 2.64 2.28 2.19* | 2.60* | 2.97*
Public restrooms 2.88 | 3.17 | 3.19
Public pilots lounge/flight planning facilities 2.84 | 3.20 | 3.54
Availability of pilot supplies 155 | 210 | 2.43
Availability of aircraft services 1.74 | 213 | 2.69
Restaurant at the airport 1.17 | 2.00 | 2.60
Public viewing/recreation area 2.38 | 256 | 2.97
Aircraft washing facilities 279 | 3.04 | 34
Condition of the fuel facilities 3.10 3.37 3.03 3.27 3.11 3.24 | 3.29 | 3.59
Condition of the runways/taxiway 3.14 3.24 3.14 3.27 2.97 342 | 3.46 | 3.44
Lighting/marking/airfield guidance systems 3.60 3.42 3.36 3.58 3.24 3.26 | 3.71 | 3.55

AIRPORTAVERAGE 307 325 341 334 352 322 286 327 356

*Average of the Amenities subcategories (Public Restrooms through Aircraft Washing Facilities)
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Overall service(s) 3.64 3.63 3.53 3.97 3.98 3.87 4.17 | 4.22 | 4.09
Ability to direct you to the appropriate services 353 351 331 383 371 368 3.9 410 | 410
(Helpfulness)
Ability to process your request(s) in a timely manner 396 | 406 | 4.06
(Promptness)
Level of courtesy and professionalism 3.96 | 3.88 | 385 | 421 | 433 | 415 | 422 | 434 | 4.28
(Courtesy /Professionalism)
Knowledge related to your request(s) (Knowledge) 3.96 | 3.19 | 3.97
Overall safety at the airport 3.75 3.77 3.78 4.02 3.98 3.79 4.00 | 4.06 | 3.99
Overall security at the airport 3.42 3.42 3.48 3.64 3.67 3.56 3.73 | 3.81 | 3.86
Overall appearance of the airport 3.68 3.55 3.52 3.58 3.73 3.68 3.89 | 3.97 | 3.97
Amenities 2.84 | 4.06 3.88 4.03 3.83 3.84 | 3.38* | 3.63*| 3.70*
Public restrooms 3.18 | 3.36 | 3.35
Public pilots lounge/flight planning facilities 3.74 | 4.14 | 4.08
Availability of pilot supplies 2.63 2.85 | 3.06
Availability of aircraft services 2.89 29 | 3.18
Restaurant at the airport 395 | 438 | 431
Public viewing/recreation area 3.85 | 4.24 | 4.15
Aircraft washing facilities 3.45 | 356 | 3.79
Condition of the fuel facilities 3.33 3.45 3.59 3.51 3.51 351 | 3.61 | 3.63
Condition of the runways/taxiway 3.83 3.83 3.9 3.89 3.97 421 | 423 | 410
Lighting/marking/airfield guidance systems 3.78 3.77 3.89 3.85 4.03 416 | 4.08 | 4.10
AIRPORTAVERAGE 355 368 364 387 385 381 375 384 389

*Average of the Amenities subcategories (Public Restrooms through Aircraft Washing Facilities)
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Fox Survey Average History 20035-2013

Overall service(s) 3.87 4.00 3.97 4.16 4.63 4.5 430 | 4.37 | 4.44
?Hbélllg¥utlz:;£(;Ct you to the appropriate services 409 | 390 | 381 | 366 | 437 | 415 | 425 | 45 | 439
?Piglg;;zg)cess your request(s) in a timely manner 496 | 429 | 432
(ng’ﬁ'rt"ssio/‘;f:jfgssigi:lf;e)s‘s'ma"Sm 426 | 422 | 446 | 448 | 467 | 479 | 447 | 446 | 4.61
Knowledge related to your request(s) (Knowledge) 435 | 4.42 | 4.37
Overall safety at the airport 3.65 4.04 4.03 3.85 4.22 4.25 408 | 4.10 | 4.22
Overall security at the airport 3.45 3.63 3.29 3.29 3.7 3.75 3.79 | 3.73 | 3.88
Overall appearance of the airport 3.52 3.39 3.42 3.35 3.78 3.52 3.74 | 3.78 | 3.80
Amenities 3.74 3.49 3.35 3.33 3.84 3.63 | 3.55* | 3.54*| 3.64*
Public restrooms 3.67 | 3.73 | 3.77
Public pilots lounge/flight planning facilities 343 | 3.41 | 3.68
Availability of pilot supplies 297 | 2.65 | 2.86
Availability of aircraft services 3.68 | 3.71 | 3.8
Restaurant at the airport 3.97 | 3.68 | 3.83
Public viewing/recreation area 3.89 | 3.97 | 4.02
Aircraft washing facilities 3.29 | 3.62 | 351
Condition of the fuel facilities 3.84 3.65 3.5 3.82 3.77 3.50 | 3.40 | 3.70
Condition of the runways/taxiway 4.04 4.2 4.12 4.41 4.25 4.11 | 4.02 | 3.95
Lighting/marking/airfield guidance systems 4.04 4.14 3.91 4.16 3.88 3.81 | 3.83 | 3.75

*Average of the Amenities subcategories (Public Restrooms through Aircraft Washing Facilities)
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Overall service(s) 3.54 3.45 3.76 3.99 4.16 4.00 3.66 | 3.63 | 4.07
be;'l';}’utlf]:;:;Ct you to the appropriate services 3.46 | 342 | 349 | 3.76 | 393 | 382 | 352 | 358 | 3.97
?Piglg;;zg)cess your request(s) in a timely manner 351 | 352 | 3.86
(ng’ﬁ'rt"ssio/‘;f:jfgssigi:lf;e)s‘s'ma"Sm 3.84 | 3.70 | 408 | 422 | 439 | 429 | 3.79 | 3.74 | 417
Knowledge related to your request(s) (Knowledge) 3.64 | 3.64 | 3.85
Overall safety at the airport 3.39 3.58 3.50 3.64 3.62 3.68 3.46 | 3.48 | 3.82
Overall security at the airport 3.23 3.16 3.09 3.17 3.20 3.28 3.07 | 3.15 | 351
Overall appearance of the airport 3.19 3.29 3.47 3.46 3.37 3.47 3.18 | 3.16 | 3.64
Amenities 2.93 3.00 3.01 3.00 3.06 3.02 | 3.03* | 3.00*| 3.20*
Public restrooms 292 | 292 | 3.29
Public pilots lounge/flight planning facilities 291 | 291 | 3.19
Availability of pilot supplies 3.02 | 295 | 3.12
Availability of aircraft services 3.30 | 3.38 | 3.68
Restaurant at the airport 2.69 | 249 | 2.33
Public viewing/recreation area 3.22 | 3.15 | 3.42
Aircraft washing facilities 3.16 | 3.16 | 3.40
Condition of the fuel facilities 3.39 3.49 3.59 3.35 3.59 3.42 | 3.40 | 3.59
Condition of the runways/taxiway 3.67 4.15 4.04 3.81 3.79 3.72 | 3.56 | 4.03
Lighting/marking/airfield guidance systems 3.54 3.93 3.82 3.82 3.60 3.53 | 3.45 | 3.84
AIRPORTAVERAGE 337 342 360 367 367 366 3.32 329 360

*Average of the Amenities subcategories (Public Restrooms through Aircraft Washing Facilities)
2013 Airport Customer Service Survey 17



County of Los Angeles Department of Public Works

Slide Presentation by: Victoria Frausto
Reviewed by: Richard L. Smith
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