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J.D. Power and Associates Reports:
AsLow-Cost Airlines Continueto I mprove Passenger Satisfaction, Traditional CarriersLose Altitude

Alaska Airlines and JetBlue Airways Maintain thegHeést Rankings in Their Respective Segment

WESTLAKE VILLAGE, Calif.: 13 June 2012 — Although low-cost carriers continue to lead thenin
improving passenger satisfaction, traditional easstill struggle to meet travelers’ expectati@tsording to
the J.D. Power and Associates 2012 North Americtngi Satisfaction Study released today.

The study finds that after two years of consecutideistry improvements, overall passenger satisfiadtas
declined slightly to 681 index points on a 1,000spscale—down from 683 in 2011. Although satistatiwith
low-cost carriers improves for a third consecugiear (increasing 3 index points from 2011 to averasy),
satisfaction with traditional carriers declinesains to 647.

“The airline industry is caught between trying &isfy customers who demand low prices, high-qualitrvice
and comfort, and contending with the economic emgjés of profitably operating an airline,” saidéBtuGreif,
vice president and general manager of the glohaétrand hospitality practice at J.D. Power ando8sges.
“Passengers want it all, but they are not necdgsaitling to pay for it all. Carriers often mustake decisions
for financial reasons that they know will negativehpact passenger satisfaction, and therein fies t
conundrum.”

The study measures overall custorsaisfaction based on performance in seven faitoder of
importance): cost and fees; in-flight services;rdoay/deplaning/baggage; flight crew; aircraft; ckén; and
reservation.

The cost and fees factor continues to play a kky Ehecked baggage fees are a customer soreguairitave a
notable impact, with satisfaction averaging 85 fiower among passengers who pay to check bags. Fo
example, two carriers with the highest satisfactioores in the study—JetBlue Airways and Southwest
Airlines—do not charge passengers to check thelfag. Additionally, Air Canada, which also does clwarge
for the first bad, performs particularly well among the traditionabwork carriers in the cost and fees factor.

While the cost and fees factor is important, mbent70 percent of passenger satisfaction is didyesther
parts of the overall experience. The study findd the attributes pertaining to a carrier’s procaass people,
rather than price, are more highly correlated walksengers’ intentions to fly with an airline agaithe future.

“Despite the need for some carriers to charge umpofees, they can gain a competitive advantagedwysing
their efforts on process efficiency and positivieractions with the staff and crew,” said Jessic&kégor,
senior manager of the global travel and hospitgliictice at J.D. Power and Associates. “Carrleasfind
innovative ways to provide passengers with greaiatrol, save them time, reduce hassles and makaiine
experience more enjoyable and comfortable will restpsfaction benefits.”

! All domestic Air Canada flights allow one free cked bag per passenger. Passengers traveling retiet).S. and Canada
were allowed one free checked bag per passengeBGeptember 2011.



For example, a large majority of travelers remasgitively on their experience and use of mobilertivey
passed.The North America Airline Satisfaction Study fintgt while online check-in rates remain relatively
consistent year over year (34% in 2012 compareld 3@f6 in 2011), the use of mobile devices to chedkr a
flight has more than doubled to 11 percent in 2042 5 percent in 2011. Overall satisfaction whie theck-in
process is highest when passengers check in usimapee device (845), compared with curbside (848)ng a
traditional computer/laptop (825); kiosk (793); andin counter (778).

Traditional Network Carrier Rankings

Alaska Airlines ranks highest in the traditionatwerk carrier segment for a fifth consecutive ygsarforming
particularly well in four of the seven factors: bdiag/deplaning/baggage; flight crew; check-in; aeservation.
Air Canada follows just 1 index point behind Alagkidlines in the segment, performing particularlgiin the
cost and fees, in-flight services and aircraftdetDelta Air Lines, which moved up two rank pimsis to third,
is the only traditional carrier to improve from 20by 9 index points.

Low-Cost Carrier Rankings

JetBlue Airways ranks highest among low-cost cesrier a seventh consecutive year, performing @aleily
well in two factors: in-flight services and airdraBouthwest Airlines follows closely behind, penfing
particularly well in four factors: cost and feesabding/deplaning/baggage; check-in; and resemabespite
Southwest performing higher in more factors thaBlde this year, JetBlue’s strong performance, dipa
combined with its large advantage in aircraft amndlight services over Southwest, has enabled detBi retain
its highest ranking.

J.D. Power and Associates offers the following tgpsonsumers regarding mobile boarding passes:

* Some airports provide a separate security linenfbile boarding pass travelers, greatly reducing
waiting time. However, not all airports are equigpe read them. Check with your carrier to deteamin
rules, restrictions and access prior to foregoipger copy.

» If traveling in parties of two or more, test mobilearding pass download and viewing options before
leaving for the airport. If your party includes ettiravelers, sticking with paper copies may bebidst
option.

The 2012 North America Airline Satisfaction Studgasures passenger satisfaction among both busindss
leisure passengers of major carriers in North AcgerThe study is based on responses from morel$a0
passengers who flew on a major North Americanrarbietween May 2011 and April 2012. The study was
fielded between July 2011 and April 2012.

About J.D. Power and Associates

Headquartered in Westlake Village, Calif., J.D. Boand Associates is a global marketing informasiervices
company providing performance improvement, sociadlim and customer satisfaction insights and saistio
The company'’s quality and satisfaction measurenagt®ased on responses from millions of consumers
annually. For more information airlines, hotels and rental car reviews and ratiogsreviews and ratingsar
insurancehealth insurangesell phone ratingsand more, please visiDPower.comJ.D. Power and Associates
is a business unit of The McGraw-Hill Companies.

About The McGraw-Hill Companies

McGraw-Hill announced on September 12, 2011, i@ntion to separate into two public companies: MaGr
Hill Financial, a leading provider of content anthbytics to global financial markets, and McGrawkHi
Education, a leading education company focusedgitatlearning and education services worldwide.
McGraw-Hill Financial's leading brands include Stand & Poor’s Ratings Services, S&P Capital 1Q, S&P

2 Research conducted by J.D. Power’s Consumer lnaigh Strategy Group to track social media actiwigjudes information
gathered online from June 2011 through May 2012¢hvbonsisted of more than 4,000 online commurocetiacross various
social media.



Indices, Platts energy information services and Pdver and Associates. With sales of $6.2 biliilo2011, the
Corporation has approximately 23,000 employeessaamwre than 280 offices in 40 countries. Additiona
information is available dtttp://www.mcgraw-hill.com/
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Overall Airline Satisfaction Index Scores

Traditional Network Carrier Segment
(Based on a 1,000-point scale)
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Note: United Airlines and Continental Airlines merged in October 2010, under
United Continental Holdings, Inc. The Federal Aviation Administration (FAA)
approved their Single Operating Certificate, however United and Continental did Power Circle Ratings Legend
not begin to merge their operations/systems until the last month of fielding for
this study, and thus are both included in the study but evaluated and ranked
separately.
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QOO CO About average
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Source: J.D. Power and Associates 2012 North America Airline Satisfaction Studysv

Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 North America Airline Satisfaction StudySM as the
source. Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power
Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings,
visit jdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.
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Overall Airline Satisfaction Index Scores

Low-Cost Carrier Segment
(Based on a 1,000-point scale)
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Note: Southwest Airlines and AirTran Airways merged in April 2011, under
Southwest Airlines. The Federal Aviation Administration (FAA) approved their

Single Operating Certificate, however Southwest and AirTran have not yet Power Circle Ratings Legend
merged tlheir operations/systems, and thus are evaluated and ranked © OO0 Amang the best
separately. © OO QO Bettor than most
Source: J.D. Power and Associates 2012 North America Airline Satisfaction 000 CO Abou! average
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Charts and graphs extracted from this press release must be accompanied by a statement identifying J.D. Power and
Associates as the publisher and the J.D. Power and Associates 2012 North America Airline Satisfaction StudyS™ as the
source. Rankings are based on numerical scores, and not necessarily on statistical significance. JDPower.com Power
Circle Ratings™ are derived from consumer ratings in J.D. Power studies. For more information on Power Circle Ratings,
visit jdpower.com/fags. No advertising or other promotional use can be made of the information in this release or

J.D. Power and Associates survey results without the express prior written consent of J.D. Power and Associates.



