
Quality of service monitoring report 
for price-monitored airports

2003–04 | December 2004

 

 



  QUALITY OF SERVICE REPORT: 2003—04ii

© Commonwealth of Australia 2004

This work is copyright. Apart from any use as permitted 

under the Copyright Act 1968 no part may be reproduced 

by any process without permission from the Australian 

Competition and Consumer Commission. Requests and 

inquiries concerning reproduction and rights should 

be addressed to the Director Publishing, Australian 

Competition and Consumer Commission, PO Box 1199, 

Dickson ACT 2602.

Produced by the ACCC Publishing Unit 12/04.



QUALITY OF SERVICE REPORT: 2003—04   iii

Contents
Summary 1 1

Runway traffi c—demand and delays 1
Objective indicators 1
Passenger surveys 2
Airline surveys 3
Australian Customs Service survey 5
Airport overview 5
Adelaide airport  5
Brisbane airport  6
Canberra airport 6
Darwin airport 6
Melbourne airport 7
Perth airport 7
Sydney airport 7

1  Introduction 9

2  The ACCC’s role and approach in quality monitoring 11
2.1  Regulatory framework 11
2.2 The ACCC’s approach 11

Airport operators 12
Passenger perception surveys 12
Airline surveys 13
Airservices Australia 13
Airservices Australia’s aircraft traffi c measures 13
Interpretation of Airservices Australia’s measures 14
Australian Customs Service  14

2.3 Issues concerning interpretation of results 15

3 Adelaide airport 17
3.1  Objective indicators for quality of service 17
3.2 Passenger survey 18
3.3 Airline survey 20
3.4  Australian Customs Service survey 24

4 Brisbane airport 25
4.1 Runway traffi c—demand and delays 25
4.2  Objective indicators for quality of service 26
4.3  Passenger survey 27
4.4  Airline survey 29
4.5  Australian Customs Service survey 31

5  Canberra airport 33
5.1  Objective indicators for quality of service 33
5.2  Passenger survey 33
5.3  Airline survey 33
5.4  Australian Customs Service survey 35



  QUALITY OF SERVICE REPORT: 2003—04iv

6  Darwin airport 37
6.1  Objective indicators for quality of service 37
6.2  Passenger survey 38
6.3  Airline survey 38
6.3  Australian Customs Service survey 40

7  Melbourne airport 41
7.1  Runway traffi c—demand and delays 41
7.2  Objective indicators for quality of service 42
7.3  Passenger survey 43
7.4  Airline survey 45
7.5  Australian Customs Service survey 48

8  Perth airport 51
8.1  Objective indicators for quality of service 51
8.2  Passenger survey 52
8.3  Airline survey 54
8.4  Australian Customs Service survey 58

9  Sydney airport 59
9.1  Runway traffi c—demand and delays 59
9.2  Objective indicators for quality of service 60
9.3  Passenger survey 61
9.4  Airline survey 63
9.5  Australian Customs Service survey 67

Appendix 1     Indicators of airport quality of service 9
Objective measures 69
Passenger perception surveys 71
Airline user survey 72

Appendix 2     Base data for objective indicators 73
Airport traffi c 73
Airport scale of provision of service 74
Airside facilities 74
Terminal facilities 75
Car parking 76
Adelaide airport 76
Brisbane airport 80
Canberra airport 83
Melbourne airport 87
Perth airport 90
Sydney airport  94

ACCC contacts 99
 



QUALITY OF SERVICE REPORT: 2003—04  SUMMARY 1

Summary
This report presents the results of the Australian Competition and Consumer Commission’s (ACCC’s) 
quality of service monitoring at the seven price-monitored airports—Adelaide, Brisbane, Canberra, Darwin, 
Melbourne, Perth and Sydney—for the 12 months from July 2003 to June 2004.

In undertaking its quality of service monitoring role, the ACCC draws on a number of different sources 
of information:

• runway traffi c information from Airservices Australia

• objective information from airport operators

• passenger perception surveys

• surveys of airlines

• surveys of the Australian Customs Service (ACS).

Overall in 2003–04 Brisbane and Melbourne airports performed relatively well on average across the range 
of quality of service indicators examined, while Adelaide airport generally achieved ratings lower than the 
other airports.

Notwithstanding Brisbane airport’s strong performance overall, it achieved relatively lower ratings from the 
ACS, while the ACS rated facilities at Darwin and Sydney airports as good.

While Adelaide airport rated below other airports for most quality of service indicators, it should be noted 
that it is currently constructing new terminal facilities, which may have affected its results.

Results have been relatively stable over the last few years, with no obvious trends apparent in the average 
results from passenger or airline surveys to date. However, the ACS ratings have been more variable, with 
signifi cant increases in results for Darwin and Canberra airports, and reductions in Brisbane’s ratings.

Runway traffi c—demand and delays
The ACCC collects information on runway traffi c and demand from Airservices Australia. Currently, this 
information is only available for Brisbane, Melbourne and Sydney airports and is presented in the individual 
airport chapters. 

The runway demand in 2003–04 at both Brisbane and Melbourne was well within the agreed operational 
capacity during morning peak hour and delay times remained relatively low over the fi nancial year.

Runway demand at Sydney represented a higher proportion of the agreed operational capacity during 
morning peak hour and at times during the morning peak hour the agreed operational capacity was 
exceeded. Reported delay times (which may not be caused by the airport) were generally longer than 
for Brisbane and Melbourne. Sydney generally has higher peak movement rates and more operational 
constraints than other airports and its ability to respond to peak periods is therefore limited.

Objective indicators
Airport operators provide the ACCC with objective data on the number or size of various facilities, from 
which the ACCC derives objective indicators for quality of service. For the most part, variations in the 
objective indicators for all airports refl ected increases in passenger volumes during peak hour, rather 
than changes in the number of facilities provided. The objective indicators are shown in the individual 
airport chapters. 
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Passenger surveys
Chart S1 shows the average passenger ratings for the international terminals at Adelaide, Brisbane, 
Melbourne, Perth and Sydney airports. These airports, with the exception of Adelaide, are required 
to conduct passenger perception surveys as part of the ACCC’s monitoring role. Adelaide airport has 
voluntarily provided the ACCC this information. 

More detail on survey results are shown in the individual airport chapters.

Chart S1  Average passengers ratings for the international terminal—Phase I airports, Sydney airport 
and Adelaide airport 

Note: Sydney airport’s passenger perception ratings have been converted from the IATA 1–5 scale to an equivalent ACCC 
1–5 scale. The IATA passenger survey relates to calendar years.

Passengers’ average ratings of the international terminal facilities were generally good. Ratings have 
remained relatively stable since surveys began.

The ACCC only recently started to collect results from passenger surveys on domestic terminals following 
the collapse of Ansett and the transfer of control of Ansett’s terminals to the airport operator. The available 
time series is therefore shorter and results are shown in the individual airport chapters. These results were 
generally good. 
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Airline surveys
Chart S2 shows the average ratings by airlines of airside facilities for all airports. 

Chart S2 Average airline ratings for airside facilities—all airports

The average ratings of airside facilities at Brisbane and Melbourne for 2003–04 was good. Airside facilities 
at Perth and Sydney were rated between satisfactory and good, and Adelaide, Canberra and Darwin were 
rated satisfactory.

There have been some minor variations in average ratings over the reported period, but there are no 
obvious trends at this point in time.

Chart S3 shows the average airline ratings of the international terminal facilities at all airports.
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Chart S3  Average airline ratings for international terminal facilities—all airports

Note: the average airline rating for Canberra airport refers to its domestic terminal facilities.

The international terminal facilities at Brisbane and Melbourne were generally rated as good, although there 
have been slight downward trends in these airports’ ratings. Canberra airport’s domestic terminal facilities 
were rated as good, slightly down on last year’s rating. Sydney airport’s international facilities were generally 
rated as satisfactory; while Adelaide, Darwin and Perth airports were rated between poor and satisfactory. It 
should be noted that the latter three airports have a relatively small amount of international traffi c.

In general, airports’ ratings have not substantially changed over the reporting period.

The ACCC only recently started to collect results from airline surveys relating to domestic terminals 
following the collapse of Ansett and the transfer of control of such terminals to the airport operator. The 
available time series is therefore shorter and results are shown in the individual airport chapters. Results 
ranged from generally good to excellent for Canberra, good for Melbourne, satisfactory for Perth and 
Sydney, and between very poor and satisfactory for Adelaide and Darwin airports.
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Australian Customs Service survey
Chart S4 shows the average ratings of terminal facilities by the ACS for all airports.

Chart S4 Average ACS ratings for terminal facilities—all airports

The average rating by the ACS for Darwin and Sydney airports in 2003–04 was good. This was a continuation 
in the results for Sydney, while Darwin’s ratings improved from 2000–01. In 2003–04 the ACS rated 
Adelaide, Canberra, Melbourne and Perth airports as satisfactory and Brisbane airport as poor. Canberra’s 
rating improved markedly, while Brisbane’s rating declined. The ACS attributed Brisbane’s lower rating to 
increased passenger numbers causing congestion.

Airport overview
An overview of each airport’s performance is provided below.

Adelaide airport 
The objective measures for Adelaide airport remained stable for most measures between 2002–03 and 
2003–04.

For 2003–04 passengers rated Adelaide airport’s international terminal facilities between satisfactory and 
good. Most ratings were slightly down on those achieved in 2002–03. Passengers rated Adelaide airport’s 
domestic terminal as good.
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For 2003–04 the average rating by airlines of airside facilities at Adelaide airport was from poor to 
satisfactory. These ratings were down from the 2002–03 ratings for all indicators. The international 
terminal facilities were generally rated as poor with the exception of management responsiveness which 
was satisfactory; and the availability and standard of aerobridges, which was rated very poor. The domestic 
terminal facilities were rated between poor and satisfactory.

The ACS rated the facilities at Adelaide airport generally between poor to satisfactory, but rated management 
approach as excellent.

Brisbane airport
Runway demand at Brisbane airport was well within the agreed operational capacity during morning 
peak hour. Average system delay times have remained low, with the maximum average delay averaging 
two minutes.

The majority of the objective indicators for Brisbane airport’s international terminal showed a higher 
number of passengers per service indicator due to an increase in peak hour passenger numbers. Brisbane 
airport increased the number of security deterrence systems, reducing the number of passengers per 
security system. 

Passengers rated both the international and domestic terminal facilities as good or better. Brisbane airport 
continues to achieve high ratings by passengers for its international terminal, with ratings remaining 
relatively stable over the reporting period.

On the whole, airlines rated the airside facilities at Brisbane airport as good, with the standard and 
availability of runways, taxiways and aprons achieving slightly improved ratings on 2002–03, while gates 
and ground service site ratings fell. The international terminal facilities and management responsiveness 
were rated from satisfactory to good, with ratings down on last year. 

The ACS rated Brisbane airport’s facilities as poor or very poor.

Canberra airport
The airlines rated Canberra airport’s airside facilities as satisfactory, except for the availability of ground 
service sites, which was rated poor. Generally, the domestic terminal facilities were rated good, save for 
the availability of aerobridges which was considered excellent, and the standard of aerobridges which was 
rated poor.

The ACS ratings for Canberra airport all improved in 2003–04. However, the availability and standard of 
baggage inspection facilities for arrivals remained below satisfactory.

Darwin airport
Changes in the results for the objective measures for both the international and domestic terminal refl ected 
changing passenger volumes.

Airlines rated the airside facilities at Darwin airport between poor (for ground service sites availability) 
and good (for aprons standard). The terminal facilities were rated from very poor to satisfactory and were 
generally down on the 2002–03 ratings. 

The ACS rated Darwin airport’s facilities higher than 2002–03, with all facilities rated as good for standard 
and for availability, except for the standard of immigration facilities for departing passengers, which was 
rated excellent.
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Melbourne airport
Runway demand at Melbourne airport was within agreed operational capacity during morning peak hour. 
The average system delay times were low, averaging two minutes and the maximum delay time averaged 
fi ve minutes.

The objective indicators generally showed an increase in the number of passengers per indicator due to 
the increase in the number of international passengers during peak hour. Melbourne airport also provided 
information on its domestic terminal for the fi rst time this year.

Generally, passengers rated the international and domestic terminals as good. Melbourne airport’s 
international terminal continues to achieve high ratings from passengers, with ratings remaining relatively 
stable since 1997–98.

Melbourne airport’s airside facilities were rated as good by the airlines, save for ground service sites which 
were rated satisfactory for both standard and availability. The international terminal facilities were rated 
between satisfactory and good with most ratings decreasing slightly in 2003–04 and the domestic terminal 
facilities rated from poor to good.

The ACS rated the facilities between poor and good. Most indicators remained stable; however, the standard 
of immigration facilities for departures fell, while the ratings for the standard of baggage inspection facilities 
for arrivals and availability of immigration facilities for departures increased.

Perth airport
The objective indicators for quality of service at Perth airport remained relatively stable from 2002–03 
to 2003–04.

On the whole, passengers rated both the international and domestic terminals as good. Passengers 
have continued to rate the international terminals at a high level, with ratings remaining fairly stable 
since 1997–98.

Perth airport’s airside facilities were rated by airlines between satisfactory and good. The international 
terminal facilities were rated from poor to satisfactory while the domestic terminal facilities were rated 
satisfactory.

The ACS rated Perth airport’s facilities from poor to good, with ratings either improving or remaining 
constant in 2003–04.

Sydney airport
Runway demand at Sydney airport was relatively high compared with operational capacity during the 
morning peak hour. The average system delay was fi ve minutes, with maximum delays in the peak hour 
averaging 14 minutes.

The number of international passengers at Sydney airport decreased during peak hour; however, some 
indicators showed an increase in the number of passengers per indicator because Sydney airport reduced 
the number of facilities.

The international and domestic terminal facilities were rated by passengers as good to very good. 
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The airside facilities at Sydney airport were rated from satisfactory to good by airlines. The international 
terminal facilities were generally rated as satisfactory. Both the aerobridges and baggage facilities received 
improved ratings, while the ratings for check-in facilities fell. The domestic terminal facilities were generally 
rated as satisfactory. The availability and standard of the check-in facilities fell from excellent to satisfactory.

The ACS rated the facilities at Sydney airport as good, unchanged from recent years.
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1  Introduction
This report presents the results of the Australian Competition and Consumer Commission’s (ACCC’s) 
quality of service monitoring at the seven price-monitored airports—Adelaide, Brisbane, Canberra, Darwin, 
Melbourne, Perth and Sydney—for the twelve months from July 2003 to June 2004.

The ACCC has been monitoring the quality of service at airports since the privatisation of airports began 
in 1997. Before 2002–03 it reported the results of quality of service monitoring in fi ve separate reports 
each year. One report for each for the three phase I airports (Brisbane, Melbourne, Perth), one report for 
Sydney airport, and one report for the phase II airports (Adelaide, Alice Springs, Canberra, Gold Coast 
(Coolangatta), Darwin, Hobart, Launceston and Townsville).1

This is the second year the results of the quality of service monitoring for the price-monitored airports have 
been released in a single report (this format change coincided with the removal of price controls and the 
introduction of price monitoring). A separate report, presenting the results of the ACCC’s price monitoring 
and airport company fi nancial reporting for these airports is expected to be released in early 2005.

Quality of service monitoring, along with reporting of airport fi nancial accounts was introduced to increase 
the transparency of airport performance. It is intended to discourage airports from providing unsatisfactory 
service standards, provide information to airport users that will assist them in their commercial negotiations 
with airports, and assist the government to address public interest matters relating to the regulation 
of airports.

Originally introduced as a complement and input to price regulation,2 quality of service monitoring is 
now considered an important complement to price monitoring: it continues to provide an incentive (in 
addition to commercial incentives) to airports to maintain appropriate service standards and adds a level 
of transparency and comparability (between airports) that would not otherwise exist.

The new reporting format, which was introduced in 2002–03, also coincided with an increase in the number 
of measures of service quality reported. In particular, a number of ‘objective measures’ were introduced 
to complement the (largely subjective) surveys of airport users’ perceptions. Basic measures of number, 
or size, of facility have been converted to indicators of adequacy or quality of service (e.g. by expressing 
as an amount per passenger at peak hour). The introduction of these objective measures followed 
a consultative process with airports and other stakeholders in response to comments made in the 
Productivity Commission’s report on Price regulation of airport services.3 

The report begins with an overview of the ACCC’s role and approach to quality of service monitoring. 
This is followed by a presentation of the 2003–04 quality of service results for the price-monitored airports. 
Objective indicators and survey results are shown in sections devoted to each airport in turn. The items 
monitored are listed in appendix 1, while the base data for the objective measures are shown in appendix 2.

 

1   These regulatory reports contained each airport’s fi nancial reports, quality of service monitoring, price monitoring and 
reported on price cap compliance as required for particular airports.

2 The ACCC was required to consider the quality of service in its deliberations on airport pricing proposals.

3 Productivity Commission, 2002, Price regulation of airport services: inquiry report, pp. 265–271.
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2  The ACCC’s role and approach
in quality monitoring

Quality of service monitoring by the ACCC was introduced in 1997 as a complement to price controls when 
airport privatisations began. Its key function is to ensure that airport operators do not degrade service 
standards as a means to reduce costs and increase profi t.

2.1  Regulatory framework
Part 8 of the Airports Act 1996 requires the ACCC to monitor and evaluate the quality of airport services and 
facilities against certain indicators that are prescribed by regulations made under section 153 of the Airports 
Act and by ‘such other criteria as the ACCC determines in writing’.4

Part 8 of the Airports Regulations 1997 sets out a number of prescribed performance indicators which the 
ACCC uses to monitor and evaluate the quality of airport services and facilities of particular airports. They 
include several objective or ‘static’ indicators about the number, availability and adequacy of particular 
facilities; and a number of subjective satisfaction ratings by airport users (airlines and passengers). Generally, 
the regulations require that Brisbane, Melbourne, Perth and Sydney airports provide more, or more detailed 
information than Adelaide, Canberra and Darwin airports. In particular, Adelaide, Canberra and Darwin are 
not required to conduct passenger surveys. Adelaide airport does, however, survey passengers for its own 
purposes and provides this information to the ACCC voluntarily.

Following signifi cant changes to the regulation of airports in 2002,5 the ACCC reviewed the indicators 
that were used in its quality monitoring in the period to 30 June 2002 in consultation with airports, other 
stakeholders and the Department of Transport and Regional Services. The result of this consultation is 
the ACCC publication, Guidelines for quality of service monitoring at airports. The guidelines and an 
accompanying template provide the details of information that airports should supply to the ACCC.

The regulations have not yet been updated to refl ect the new requirements developed by the ACCC’s review. 
The Airports Act is currently subject to review and the ACCC anticipates that, following fi nalisation of the 
review, the regulations will be amended to refl ect the quality of service indicators outlined in the guidelines.

2.2 The ACCC’s approach
The ACCC monitors only those facilities and services provided by, or which could be infl uenced by, the 
airport operator. These facilities and services include: airside facilities such as runways, taxiways and aprons; 
terminal facilities, such as international departure lounges and baggage claim; car parking; and taxi and bus 
pick up and drop off points. Domestic terminals owned and/or operated by airlines are not included. 

The ACCC has tried to cover in its quality monitoring the range of facilities that are subject to price 
monitoring. These include both aeronautical and aeronautical-related services as defi ned in Direction 27 
under the Trade Practices Act 1974, where ‘aeronautical-related services’ includes, for example, landside 
vehicle access and check-in counters. 

This report draws on information from a number of different sources:

• airport operators

• passengers of the airport

• airlines

• Airservices Australia

• Australian Customs Service (ACS).

4   subsection 155(1) of the Airports Act.

5  Price cap and price notifi cation regulation of aeronautical services (with the exception of aeronautical services to ‘regional 
air services’ at Sydney airport, which remain subject to a price cap) was replaced by price monitoring from 1 June 2002.
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Airport operators
Airport operators provide the ACCC with a range of objective data on the number or size of various facilities. 
These include the number of passengers at peak hours, the number of aerobridges and the size of gate 
lounges. The ACCC has converted these numbers and sizes to indicators of adequacy or quality of service, 
such as the area of lounge per passenger at peak hours, and percentage of passengers using aerobridges. 
These objective indicators, listed in appendix 1, follow the ACCC’s Guidelines for quality of service 

monitoring at airports. 

The derived objective indicators are shown in tables in the body of the report for each airport for both years 
they have been calculated (2002–03 and 2003–04). The data on which these objective indicators are based is 
detailed in appendix 2.

Measures that relate to the size of facilities generally relate to the end of the fi nancial year 2003–04, whereas 
measures of throughput, such as numbers of passengers or bags, relate to the whole fi nancial year, unless 
specifi ed as daily or for peak hour.

Passenger perception surveys
The passenger perception surveys arranged by each airport differ somewhat in their coverage and detail, but 
all broadly provide the information specifi ed in the regulations and guidelines. The areas covered include 
passenger check-in, security clearance, government inspection, lounges, washrooms, baggage collection, 
signage, car parking, and vehicle access for arriving and departing passengers. 

Surveys at most airports ask respondents to rate their level of satisfaction with facilities on a scale from 
1 to 5:

1 2 3 4 5

very poor poor average, fair, or 
satisfactory

good excellent

There are two main deviations from the approach: Perth airport uses a 1–7 rating scale and Sydney airport 
uses a global survey conducted by the International Air Transport Association (IATA).

Perth airport converted its 1–7 rating scale to the ACCC’s 1–5 rating scale and this process is detailed in 
section 8.2 of this report.

The ACCC accepted Sydney airport using the IATA survey because it is an authoritative independent survey 
by a user group that allows benchmarking against major world airports. Questions in the IATA survey are 
broadly equivalent, but not identical, to those expected in the Australian regulations. While a consistent 
methodology across all airports is desirable, the IATA survey does allow international comparisons and there 
is a time series back to 2000.

As noted above, the regulations do not require Adelaide, Canberra or Darwin airports to undertake 
passenger surveys. Accordingly, the ACCC’s guidelines do not require these airports to undertake passenger 
surveys. Adelaide airport does, however, survey passengers for its own purposes and provides this 
information to the ACCC voluntarily.

The average ratings for each indicator in the passenger perception surveys are shown for each airport. The 
average ratings for domestic terminals and international terminals are shown, with a time series where this 
data is available.
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Airline surveys
The ACCC has conducted a survey of airlines6 to gain information on their perception of the quality 
of facilities they use at the monitored airports. The facilities and services covered include:

• airside facilities—runways, taxiways, aprons, aircraft gates and ground equipment sites

• terminal facilities—aerobridges, check-in and baggage handling.

Airlines were asked to rate two aspects of these facilities:

•  availability—the availability of infrastructure and equipment and the occurrence of delays in gaining 
access to those things

•  standard—the ability of equipment to perform the function intended, the reliability of the equipment 
and the possibility of it breaking down.

The airlines were also asked to rate the airport operator’s responsiveness or approach to addressing 
problems and concerns with the above facilities.

Full details of the questions are contained in appendix 1.

The scale used for airlines’ ratings, shown below, was essentially the same as that sought for passenger 
survey responses. 

1 2 3 4 5

very poor poor satisfactory good excellent

Ratings given by airlines have been averaged (with equal weights) to give an overall rating for each facility 
at each airport.

Airservices Australia
Airservices Australia was asked to provide certain data to indicate the adequacy of airport runways to handle 
the traffi c. Airservices currently records a number of measures regarding peak hour arrival performance on 
a monthly basis at Brisbane, Melbourne, and Sydney airports. The facilities necessary to gather this data have 
not yet been installed at any of the other airports. Airservices has advised that the next expansion of this 
system is likely to be to Adelaide and Perth airports; however, the timing of this expansion has not been set.

Airservices Australia’s aircraft traffi c measures

Airservices’ measures relate to the busiest morning peak hour at each of the three airports, generally 
7.30–8.30 am, averaged across all days in the month or year specifi ed.

Demand—counts the number of aircraft that once airborne, have an estimated time of arrival within 
the measured period (morning peak hour).

Actual arrivals—counts the actual number of aircraft that land during the measured period. This is 
always close to ‘demand’ since demand refers to aircraft already airborne, which will generally land 
at the destination airport close to the estimated time of arrival.

Agreed arrival rate—or operationally agreed capacity (OAC), is derived from modelling and expert 
consensus. It indicates the maximum number of aircraft that can land at the airport within the measured 
period. This varies for several different runway modes and depends on weather conditions.

Peak demand within hour—demand for that part of the hour where demand equals, or exceeds, the 
agreed OAC, expressed as a pro-rata hourly rate.

6   The airlines that responded are identifi ed in each airport section.
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Maximum pro rata arrival rate—the highest arrival rate achieved for the part of the measured period 
where demand did equal or exceed the agreed OAC, expressed as a pro rata hourly rate.

Average system delay—the average of all airborne delay experienced by those aircraft that land during the 
measured period. This is the difference between the estimated time of landing after the aircraft becomes 
airborne and the actual time of arrival. ‘System delay’ covers all reasons for delays such as airspace 
limitations, weather, arrival clustering, air traffi c control air crew operations, and airport infrastructure 
limitations, but it does not refl ect delays at the airport from which the aircraft left. The data currently 
collected does not apportion the reasons for delays.

Maximum system delay—the maximum delay experienced by a fl ight during the measured period. The 
maximum delay for a monthly period is not the maximum delay experienced by an individual fl ight during 
the whole month, but an average of the maximum delays for all the daily peak hours in the month.

Interpretation of Airservices Australia’s measures

Airservices’ measures have been devised as a guide to its own performance in handling air traffi c, but do give 
some indication of airport constraints and therefore the adequacy of runway infrastructure or management. 
In particular, if demand is consistently close to OAC for the peak hour, it would suggest that there is little 
spare capacity for increased traffi c at that time.

When high demand (relative to OAC) is combined with consistently long system delays, it is an indication of 
capacity constraints. However, where the peak demand is limited to a short period, it would not necessarily 
point to the need to expand the infrastructure as other measures to spread the demand more evenly could 
be more appropriate. 

The full extent of capacity constraints cannot be seen from this data, because the agreed arrival rate has 
already been limited by constraints such as airport infrastructure. Potential economic demand in excess of 
capacity, which might, for example, indicate the need for new infrastructure may therefore not be observed 
in this data. Airlines may not attempt to or may not be permitted to schedule extra aircraft when capacity is 
clearly limited.

Australian Customs Service 
The ACCC conducted a survey of the ACS, asking it to rate facilities in the following areas provided by 
airports: 

•  arrivals (immigration)—adequacy of areas for circulation and queuing, signage, lighting, desks and 
passenger facilities (e.g. seating, toilets)

•  arrivals (baggage inspection or examination area)—adequacy of space to avoid congestion, signage, 
provision for passenger privacy, appropriate access and security, passenger facilities and inspection 
facilities

•  departures (immigration)—adequacy of circulation space to avoid congestion, signage and appropriate 
provision of desks.

ACS was asked to give separate ratings for each area for:

•  adequacy—the space and facilities made available for their operations, covering the amount of space 
provided; and the likelihood of congestion and delays in passenger processing

•  standard and condition in which it is generally maintained.

ACS was also asked to rate the airport operator’s responsiveness or approach to addressing problems and 
concerns with the above facilities.
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Results from this survey are included in each airport’s section. 

2.3 Issues concerning interpretation of results
In assessing the quality of service for airports, it is important to note that there are a variety of factors 
outside the immediate control of the airport operator that are likely to infl uence the quality of service 
results.

The fi rst of these is the staffi ng of check-in services by airlines, and similarly, staffi ng of immigration services 
by ACS, which may affect the quality results obtained for related services. Secondly, airlines, Airservices and 
other service providers might contribute to quality outcomes, for example, with regard to delays in aircraft 
departure. 

Investment in terminal infrastructure is also ‘lumpy’ and there may therefore be a lag between an increase in 
passenger and fl ight numbers and an increase in the capacity of the terminal infrastructure. Such a lag could 
refl ect adversely in the results of some quality of service indicators.
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3 Adelaide airport

3.1  Objective indicators for quality of service
Table 3.1 shows the objective indicators for quality of service provided at Adelaide airport for 2002–03 
and 2003–04.

Table 3.1 Objective indicators for quality of service

Indicator

Terminal International Domestic

2002–03 2003–04 2002–03 2003–04

Percentage of international passengers arriving 
using an aerobridge

75% 75% N/A N/A

Percentage of international passengers departing 
using an aerobridge

75% 75% N/A N/A

Percentage of hours with more than 80 per cent of 
check-in desks in use

25% 25% 60% 60%

Number of arriving passengers per inbound 
immigration desk during peak hour

46 48 N/A N/A

Number of arriving passengers per baggage 
inspection desk during peak hour

38 40 N/A N/A

Number of departing passengers per outbound 
migration desk during peak hour

92 86 N/A N/A

Number of departing passengers per security 
clearance system during peak hour

230 216 250 233

Number of departing passengers per seat in gate 
lounges during peak hour

1.4 1.3 2.1 1.9

Number of departing passengers per square metre 
of lounge area during peak hour

0.8 0.7 0.4 0.4

Average throughput of outbound baggage system, 
bags per hour

43 74 N/P N/P

Number of passengers per baggage trolley during 
peak hour

4 4 9 9

Number of passengers per fl ight information 
display screen during peak hour

153 152 143 39

Number of passengers per information point 
during peak hour

460 912 1000 486

Car parking at terminals

Average daily throughput, short-term car park, cars 
per day

296 310 2192 2647

Notes: Measures of throughput are based on the fi nancial year unless otherwise specifi ed as peak hour or daily, whereas 
measures of availability and capacity are as at the last day of the fi nancial year.

N/A = not applicable; N/P = not provided
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Both domestic and international passengers arriving and departing during peak hour decreased slightly in 
2003–04. The number of arriving and departing passengers during peak hour for the international terminal 
decreased from 920 to 912, while the number of arriving and departing passengers for the domestic terminal 
decreased from 1000 passengers to 972. This resulted in most objective indicators remaining stable. 

However, the number of passengers per FID (fl ight information display) screen during peak hour for the 
domestic terminal decreased signifi cantly because FID screens were increased from 7 to 25. Also, the 
number of information points for the international terminal decreased from 2 to 1, while for the domestic 
terminal increased from 1 to 2, explaining the reversal in results for the number of passengers per 
information point in 2003–04.

Furthermore, the average throughput of the outbound baggage system increased from 43 bags per hour to 
74 bags per hour due to an increase in the number of outbound bags handled from 141 447 to 171 948 and 
a decrease in the number of hours the outbound baggage system was in use from 3285 to 2340.

3.2 Passenger survey
Chart 3.1 shows the results for the passenger surveys for the international and domestic terminals at 
Adelaide airport for 2003–04. Five hundred and sixteen survey responses were completed for arriving 
and departing international passengers and 1168 survey responses for arriving and departing domestic 
passengers.

Chart 3.1   Passenger survey results for international and domestic terminals 
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The passenger surveys conducted for the international and domestic terminals for 2003–04 rated the 
international terminal facilities between satisfactory and good, and the domestic terminal facilities as broadly 
good. Generally, the domestic terminal facilities rated higher than the international terminal facilities with 
the exception of the car parks and the standard of washrooms.

The reported average check-in waiting time during peak hour at the international terminal increased from 
3.2 minutes to 14.2 minutes in 2002–03, and at the domestic terminal remained at 2.2 minutes. 

Charts 3.2 and 3.3 show the passenger survey results for international terminal facilities at Adelaide airport 
from 2000–01 to 2003–04.

Chart 3.2   Passenger survey results for the international terminal immigration inspection 
and baggage reclaim 

C
he

ck
-in

 - 
w
ai
tin

g 
tim

e

Im
m

ig
ra

tio
n 

ar
ea

 - 
in
bo

un
d 

- w
ai
tin

g 
tim

e

B
ag

ga
ge

 in
sp

ec
tio

n 
- i

nb
ou

nd
 - 

w
ai
tin

g 
tim

e

G
ov

er
nm

en
t i
ns

pe
ct
io
n 

- o
ut

bo
un

d 
- w

ai
tin

g 
tim

e

S
ec

ur
ity

 c
le
ar

an
ce

 - 
qu

al
ity

 o
f s

ea
rc

h 
pr

oc
es

s

B
ag

ga
ge

 re
cl
ai
m

 - 
w
ai
tin

g 
tim

e

B
ag

ga
ge

 re
cl
ai
m

 - 
in
fo

rm
at

io
n 

di
sp

la
y

B
ag

ga
ge

 re
cl
ai
m

 - 
ci
rc

ul
at

io
n 

sp
ac

e

B
ag

ga
ge

 tr
ol
le
ys

 - 
fin

da
bi
lit
y

A
v
e
ra

g
e
 r

a
ti

n
g

 (
1
-5

)

2000-01 2001-02 2002-03 2003-04

Very poor

Poor

Satisfactory

Good

Excellent



ADELAIDE AIRPORT QUALITY OF SERVICE REPORT: 2003—0420

Chart 3.3  Passenger survey results for the international terminal general facilities and car parks 

The passenger survey results for the international terminal facilities over the reported period range from 
satisfactory to good, with the 2003–04 ratings generally being slightly down on ratings achieved in previous 
years. Adelaide airport advised that passenger ratings were generally down due to the knowledge that a new 
terminal is being constructed.

3.3 Airline survey
Three airlines provided responses to the airline survey in 2003–04: Qantas, Virgin Blue and Cathay Pacifi c. 
Of these, Qantas and Cathay Pacifi c responded with respect to the international terminal and Qantas and 
Virgin Blue responded with respect to the domestic terminal.

Chart 3.4 shows the average ratings by airlines of airside facilities at Adelaide airport for the period 2000–01 
to 2003–04.
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Chart 3.4  Average ratings by airlines of airside facilities 

All ratings fell in 2003–04 with the average ratings of airside facilities by airlines ranging from poor 
to satisfactory. 

Chart 3.5 shows the average ratings by airlines of the international terminal and management responsiveness 
at Adelaide airport for the period 2000–01 to 2003–04.
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Chart 3.5   Average ratings by airlines of the international terminal and management responsiveness 

Airlines’ average ratings of the international terminal facilities were down on last year’s results, with 
international terminal facilities rated poor and management responsiveness rated satisfactory. The average 
rating for aerobridges was very poor; however, it was noted by an airline that this was due to the removal 
of aerobridges while construction for the new terminal was underway.

Chart 3.6 shows the average ratings by airlines of the domestic terminal at Adelaide airport for 2002–03 
and 2003–04.
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Chart 3.6  Average ratings by airlines of domestic terminal facilities 

The average ratings by airlines for the domestic terminal facilities were between poor and satisfactory. 
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3.4  Australian Customs Service survey
Chart 3.7 shows the ratings by ACS of the facilities at Adelaide airport for 2000–01 to 2003–04.

Chart 3.7  Ratings by ACS of terminal facilities 

The ACS ratings ranged between poor and satisfactory for 2003–04 with the exception of management 
approach which was rated as excellent. Ratings were equal to or better than for 2002–03. Of particular note 
is the improvement in the rating for management approach which increased from satisfactory to excellent.

In summary
The objective measures for Adelaide airport remained stable for most measures between 2002–03 
and 2003–04.

For 2003–04 passengers rated Adelaide airport’s international terminal facilities between satisfactory 
and good. Most ratings were slightly down on those achieved in 2002–03. Passengers rated Adelaide 
airport’s domestic terminal as good.

For 2003–04 the average rating by airlines of airside facilities at Adelaide airport was from poor to 
satisfactory. These ratings were down from the 2002–03 ratings for all indicators. The international 
terminal facilities were generally rated as poor with the exception of management responsiveness 
which was satisfactory, and the availability and standard of aerobridges, which was rated very poor. 
The domestic terminal facilities were rated between poor and satisfactory.

The ACS rated the facilities at Adelaide airport generally between poor to satisfactory, but rated 
management approach as excellent.
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4 Brisbane airport

4.1 Runway traffi c—demand and delays
Chart 4.1 shows the aircraft traffi c measures for Brisbane airport’s morning peak hour.

Chart 4.1  Peak hour aircraft traffi c

Source: Airservices Australia

Notes: Rate means agreed arrival rate or operational capacity.
  Demand, arrivals and agreed rate are measures of aircraft per hour. Delays are in minutes.
  Measures are further explained earlier in section 2.

Runway demand was well within the agreed operational capacity in the morning peak hour. The capacity 
rate has been broadly constant. Peak demand within parts of the peak hour has shown an increasing trend 
over the 12 months of 2003–04 and exceeds the measure of capacity shown by the pro-rata arrival rate by an 
average of 28 per cent, down from 40 per cent in 2003–03. However, delay times have remained low, with 
delay times slightly decreasing over the period, with the maximum average delay being around two minutes.
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4.2  Objective indicators for quality of service
Table 4.1 shows the objective indicators for quality of service provided by Brisbane airport for 2002–03 
to 2003–04. This was the fi rst year Brisbane airport provided data on objective indicators for the 
domestic terminal.

Table 4.1  Objective indicators for quality of service 

Indicator

Terminal International Domestic

2002–03 2003–04 2002–03 2003–04

Percentage of international passengers arriving 
using an aerobridge

92% 100% N/A N/A

Percentage of international passengers departing 
using an aerobridge

92% 100% N/A N/A

Percentage of hours with more than 80 per cent 
of check-in desks in use(a)

0% 0% N/P N/P

Number of arriving passengers per inbound 
immigration desk during peak hour

43 52 N/A N/A

Number of arriving passengers per baggage 
inspection desk during peak hour

47 52 N/A N/A

Number of departing passengers per outbound 
migration desk during peak hour

43 44 N/A N/A

Number of departing passengers per security 
clearance system during peak hour

215 97 N/P 169

Number of departing passengers per seat in gate 
lounges during peak hour

0.6 0.6 N/P 0.8

Number of departing passengers per square metre 
of lounge area during peak hour

N/P 0.1 N/P 0.1

Average throughput of outbound baggage system, 
bags per hour

262 308 N/P N/P

Number of passengers per baggage trolley during 
peak hour

N/P 1.5 N/P 18

Number of passengers per fl ight information 
display screen during peak hour

N/P 10.5 N/P 25

Number of passengers per information point 
during peak hour

N/P 247 N/P 179

Car parking at terminals

Average daily throughput, short-term car park,
cars per day

1679 1811 3181 3171

Average daily throughput, long-term car park, 
cars per day

520

Notes: Measures of throughput are based on the fi nancial year unless otherwise specifi ed as peak hour or daily, whereas 
measures of availability and capacity are as at the last day of the fi nancial year.

N/A = not applicable; N/P = not provided

(a)  Brisbane airport advised that no information was available for the domestic terminal because charges to airlines are 
per passenger based not the number of hours in use.
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This year there was an increase in the number of arriving passengers during peak hour for the international 
terminal, increasing from 1975 in 2002–03 to 2220 in 2003–04. This resulted in most objective indicators 
refl ecting a higher number of passengers per service indicator. The number of departing passengers per 
security clearance systems during peak hour decreased from 215 to 97, due to Brisbane airport increasing 
the number of security clearance systems from 4 to 9. 

4.3  Passenger survey
Chart 4.2 shows the results for the passenger surveys for the international and domestic terminal at Brisbane 
airport for 2003–04. Five hundred passengers were surveyed within the terminal or car parks, with a further 
76 passengers interviewed near taxi ranks.

Chart 4.2  Passenger survey results for the international and domestic terminal 

Passenger ratings for both the international and domestic terminal facilities were all above satisfactory and 
were generally rated good or better.

The average check-in waiting time during peak hour for the international terminal was 9.6 minutes, while 
the average check–in waiting time for the domestic terminal was 10.1 minutes. The average check-in waiting 
time during peak hour was not provided in 2002–03.

Charts 4.3 and 4.4 show the passenger survey results for the international terminal at Brisbane airport from 
1997–98 to 2003–04.
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Chart 4.3   Passenger survey results for the international terminal immigration inspection 
and baggage reclaim

Chart 4.4  Passenger survey results for the international terminal general facilities and car park 
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The international terminal facilities at Brisbane airport continue to achieve a high rating, with ratings 
generally between good and excellent. 

4.4  Airline survey
Six responses to the airline survey were received. Qantas, Air Pacifi c, Air Vanuatu, Cathay Pacifi c, Japan 
Airlines and Virgin Blue provided responses for the international terminal. There were no responses 
provided for the domestic terminal because both Qantas and Virgin Blue lease domestic terminal space, 
with Brisbane Airport Corporation operating only a small multi-user domestic terminal.

Chart 4.5 shows the average ratings by airlines of airside facilities at Brisbane airport for the period 1997–98 
to 2003–04.

Chart 4.5  Average ratings by airlines of airside facilities 

The average airline rating for airside facilities at Brisbane airport for 2003–04 was good. The ratings for 
standard and availability of runways, taxiways and aprons improved slightly, while ratings for the standard 
and availability of gates and ground service sites fell. 

Chart 4.6 shows the average ratings by airlines of the international terminal and management responsiveness 
at Brisbane airport for 1997–98 to 2003–04.
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Chart 4.6  Average ratings by airlines of the international terminal and management responsiveness 

This year saw a fall in the average airline ratings of international terminal facilities and management 
responsiveness from 2002–03. However, all ratings remain satisfactory.
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4.5  Australian Customs Service survey
Chart 4.7 shows the ratings by ACS of facilities at Brisbane airport for 1998–99 to 2003–04.

Chart 4.7  Ratings by ACS of terminal facilities 

The ACS ratings of facilities at Brisbane airport for 2003–04 were poor, except for the availability of baggage 
inspection for arrivals, which was rated very poor.

The ACS noted that growing passenger numbers was leading to crowding in the customs inspection areas, 
and while facilities are rated as poor, the ACS acknowledged that the airport operator is making some 
attempt to resolve the issues.

Brisbane airport advised that signifi cant work has been undertaken to accommodate the increasing 
passenger volume, including the expansion of the area for declaring and not declaring items when going 
through customs, and the current expansion of the baggage search area.
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In summary:
Runway demand at Brisbane airport was well within the agreed operational capacity during morning peak 
hour. Average system delay times have remained low, with the maximum average delay averaging two 
minutes.

The majority of the objective indicators for Brisbane airport’s international terminal showed a higher 
number of passengers per service indicator due to an increase in peak hour passenger numbers. Brisbane 
airport increased the number of security deterrence systems, reducing the number of passengers per 
security system. 

Passengers rated both the international and domestic terminal facilities as good or better. Brisbane airport 
continues to achieve high ratings by passengers for its international terminal, with ratings remaining 
relatively stable over the reporting period.

On the whole, the airlines rated the airside facilities at Brisbane airport as good, with the standard and 
availability of runways, taxiways and aprons achieving slightly improved ratings on 2002–03, while gates 
and ground service site ratings fell. The international terminal facilities and management responsiveness 
were rated from satisfactory to good, with ratings down on last year. 

The ACS rated Brisbane airport’s facilities as poor or very poor.
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5  Canberra airport

5.1  Objective indicators for quality of service
While Canberra airport was able to provide data for some objective measures, as seen in tables A11 and 
A12 in appendix 2, it has not provided the number of passengers arriving and departing during peak hour, 
meaning there is insuffi cient information to provide a table of objective measures for quality of service. 

Canberra airport has advised that it is working to improve the quality of its information systems. More 
information has been provided in 2003–04 than was provided in 2002–03 and Canberra airport has 
indicated that it will be able to provide more detailed information for 2004–05. 

5.2  Passenger survey
As a Phase II airport, Canberra airport is not required to undertake passenger surveys. 

5.3  Airline survey
Two airlines provided responses for Canberra airport. Virgin Blue responded for the domestic terminal, 
while Qantas responded for the international terminal. Qantas did not respond for the domestic terminal 
because it operates its own domestic terminal under a leasing agreement with Canberra airport.

Chart 5.1  Average ratings by airlines of airside facilities 
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For the most part, the average ratings of airside facilities at Canberra airport were satisfactory. However, the 
availability of ground service sites in the last two years was rated as poor, the availability of runways, taxiways 
and aprons received slightly lower ratings than last year, while the perceived standard of ground service sites 
improved.

Chart 5.2 shows the airline’s average ratings of domestic terminal facilities and management responsiveness 
at Canberra airport for 2002–03 to 2003–04.

Chart 5.2  Average ratings by airlines of domestic terminal facilities and management responsiveness 

With the exception of the standard of aerobridges, Canberra airport’s domestic terminal facilities rated 
good or excellent. The standard of aerobridges was rated poor, falling from last year’s rating of good.

While most ratings were lower than for 2002–03, management responsiveness increased slightly and 
availability of aerobridges remained unchanged at excellent.
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5.4  Australian Customs Service survey
Chart 5.3 shows the ratings by ACS of the facilities at Canberra airport for 2002–03 to 2003–04.

Chart 5.3  Ratings by ACS of terminal facilities

All ratings improved from 2002–03; however, the ratings for availability and standard of baggage inspection 
facilities for arrivals remained below satisfactory.

Canberra airport advised that up until June 2003 no facilities were provided for the ACS because no 
international fl ights were being processed by Canberra airport. It stated that earlier this fi nancial year, it 
made signifi cant investment in new border control facilities to provide the ACS with dedicated facilities for 
customs inspection. Up until June 2003 Canberra airport did not provide any customs inspection facilities.
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In summary:
The airlines rated Canberra airport’s airside facilities as satisfactory, except for the availability of ground 
service sites, which was rated poor. Generally, the domestic terminal facilities were rated as good, save for 
the availability of aerobridges which was considered excellent, and the standard of aerobridges which was 
rated as poor.

The ACS ratings for Canberra airport all improved in 2003–04. However, the availability and standard of 
baggage inspection facilities for arrivals remained below satisfactory.
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6  Darwin airport

6.1  Objective indicators for quality of service
Darwin airport has an integrated terminal serving both international and domestic fl ights.

Table 6.1 shows the objective indicators for quality of service provided at Darwin airport for 2002–03 
and 2003–04.

Table 6.1  Objective indicators for quality of service 

Indicator

Terminal International Domestic

2002–03 2003–04 2002–03 2003–04

Percentage of international passengers arriving 
using an aerobridge

N/P N/P N/A N/A

Percentage of international passengers departing 
using an aerobridge

N/P N/P N/A N/A

Percentage of hours with more than 80% of 
check–in desks in use(a)

N/A N/A N/A N/A

Number of arriving passengers per inbound 
immigration desk during peak hour

28 20 N/A N/A

Number of arriving passengers per baggage 
inspection desk during peak hour

20 15 N/A N/A

Number of departing passengers per outbound 
migration desk during peak hour

37 32 N/A N/A

Number of departing passengers per security 
clearance system during peak hour

220 160 470 338

Number of departing passengers per seat in gate 
lounges during peak hour

1.0 0.7 1.2 1.7

Number of departing passengers per square metre 
of lounge area during peak hour

0.3 0.2 0.5 0.6

Number of passengers per baggage trolley during 
peak hour

3 2

Number of passengers per fl ight information 
display screen during peak hour

220 160 47 68

Number of passengers per information point 
during peak hour

440 320 55 79

Car parking at terminals—total airport

Average daily throughput, short-term car park, 
cars per day

603 672

 

Notes: Measures of throughput are based on the fi nancial year unless otherwise specifi ed as peak hour or daily, whereas 
measures of availability and capacity are as at the last day of the fi nancial year.

N/A = not applicable; N/P = not provided

(a)  Darwin airport was unable to provide information on check-in facilities, which are airline operated.
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Darwin airport had a fall in the number of international passengers during peak hour from 440 in 2002–03 
to 320 in 2003–04, refl ecting a lower number of passengers per service indicator. In contrast, the number 
of domestic passengers during peak hour increased from 940 to 1350, refl ecting a higher number of 
passengers per service indicator. In both cases, terminal facilities remain unchanged.

6.2  Passenger survey
As a Phase II airport Darwin airport is not required to undertake passenger surveys.

6.3  Airline survey
Both Qantas and Virgin Blue provided responses to the airline survey for Darwin airport. Chart 6.1 shows 
their ratings for airside facilities from 2000–01 to 2003–04.

Chart 6.1   Average ratings by airlines of airside facilities 

The average ratings of airside facilities by airlines for 2003–04 ranged from poor to good and were generally 
up on the 2002–03 rating. However, the rating for runway availability continues a downward trend, and is 
now rated below satisfactory.

Darwin airport is a joint user facility where the civilian airport shares runway areas and associated 
infrastructure with the Royal Australian Air Force. As a result, Darwin airport advised that it does not have 
the ability to control runway availability, especially during times of peak military activity.

Chart 6.2 shows the airlines’ ratings for terminal facilities and the responsiveness of management at Darwin 
airport over the period 2000–01 to 2003–04.7
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7   A separate chart has not been presented for international terminal facilities and domestic facilities because Darwin airport is 
a single user terminal, using the same facilities for both domestic and international fl ights.
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Chart 6.2  Average ratings by airlines of terminal facilities and management responsiveness 

Average ratings ranged from very poor to satisfactory and most indicators were rated lower than last year. In 
particular, the standard of check-in facilities fell from satisfactory to very poor and the standard of baggage 
facilities decreased from satisfactory to poor. In contrast, the rating for the aerobridge standard improved to 
satisfactory.

Darwin airport advised that it is currently upgrading its check-in and baggage facilities as part of the Checked 
Bag Screening security initiative.
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6.3  Australian Customs Service survey
Chart 6.3 shows the ratings by ACS of facilities at Darwin airport for 2000–01 to 2003–04.

Chart 6.3  Ratings by ACS of terminal facilities 

All ratings increased for Darwin airport’s facilities and are rated good or better by the ACS. The ACS noted 
that the standard of the immigration area improved this year with the new primary line modules and the 
repositioning of cameras.

In summary:
Changes in the results for the objective measures for both the international and domestic terminal 
refl ected changing passenger volumes.

The airside facilities at Darwin airport were rated by airlines between poor (for ground service sites 
availability) to good (for aprons standard). The terminal facilities were rated from very poor to 
satisfactory and were generally down on the 2002–03 ratings. 

The ACS rated Darwin airport’s facilities higher than 2002–03, with all facilities rated as good 
for standard and for availability, except for the standard of immigration facilities for departing 
passengers which was rated excellent. 
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7  Melbourne airport

7.1  Runway traffi c—demand and delays
Aircraft traffi c measures for Melbourne airport’s morning peak are shown in chart 7.1.

Chart 7.1  Peak hour air traffi c

Source: Airservices Australia 

Notes:  Rate means agreed arrival rate, or operational capacity. Demand, arrivals and agreed rate are measures of aircraft per 
hour. Delays are in minutes. Measures are explained in chapter 2.

Runway demand was well within the operational peak capacity. Peak demand for periods within the peak 
hour fl uctuated over the 12 months of 2003–04, with the peak demand exceeding the pro-rata arrival rate by 
an average of 41 per cent, down from 48 per cent in 2002–03. The delay times remained low, between two 
minutes and a maximum of fi ve minutes.
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7.2  Objective indicators for quality of service
Table 7.1 shows the objective indicators for quality of service provided at Melbourne airport for 2002–03 
and 2003–04. This was the fi rst year Melbourne airport provided data on objective indicators for the 
domestic terminal.

Table 7.1  Objective indicators for quality of service 

Indicator

Terminal International Domestic

2002–03 2003–04 2002–03 2003–04

Percentage of international passengers arriving 
using an aerobridge

100% 100% N/A N/A

Percentage of international passengers departing 
using an aerobridge

100% 100% N/A N/A

Percentage of hours with more than 80 per cent 
of check-in desks in use

0% 0% N/P N/P

Number of arriving passengers per inbound 
immigration desk during peak hour

38 53 N/A N/A

Number of arriving passengers per baggage 
inspection desk during peak hour

62 86 N/A N/A

Number of departing passengers per outbound 
migration desk during peak hour

64 71 N/A N/A

Number of departing passengers per security 
clearance system during peak hour

385 426 N/P 231

Number of departing passengers per seat in gate 
lounges during peak hour

0.5 0.6 N/P 1.1

Number of departing passengers per square metre 
of lounge area during peak hour

0.3 0.3 N/P 0.3

Average throughput of outbound baggage system, 
bags per hour

256 276 N/P N/P

Number of passengers per baggage trolley during 
peak hour

1 2 N/P 13

Number of passengers per fl ight information 
display screen during peak hour

32 40 N/P 51

Number of passengers per information point 
during peak hour

2141 2660 N/P N/P

Car parking at terminals—total airport

Average daily throughput, short-term car park, 
cars per day

6798 7307

Average daily throughput, long-term car park, 
cars per day

958 1131

  

Notes: Measures of throughput are based on the fi nancial year unless otherwise specifi ed as peak hour or daily, whereas 
measures of availability and capacity are as at the last day of the fi nancial year.

N/A = not applicable; N/P = not provided
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The number of international passengers arriving and departing during peak hour at Melbourne 
airport increased in 2003–04 from 2141 to 2660, resulting in an increase in the number of passengers 
per indicator.8

7.3  Passenger survey
Chart 7.2 shows the passenger survey results for the international and domestic terminals at Melbourne 
airport for 2003–04.

Approximately 2000 departing and arriving passengers were interviewed during the year for each terminal. 
Melbourne airport also interviewed approximately 820 users of the short-term and long-term car parks 
throughout the year.

Chart 7.2  Passenger survey results for the international and domestic terminals 

Overall, the passenger ratings of the international and domestic terminals at Melbourne airport were rated 
good. The international terminal generally received a slightly higher rating than the domestic terminal.

The average check-in waiting time per peak hour for the international terminal was 9.6 minutes, about the 
same as last year (9.9 minutes), while the average check-in waiting time for the domestic terminal was 7.1 
minutes, up from 6.3 minutes.

Charts 7.3 and 7.4 show the passenger survey results for the international terminals at Melbourne airport 
from 1997–98 to 2003–04. 

C
he

ck
-in

 - 
w
ai
tin

g 
tim

e

Im
m

ig
ra

tio
n 

ar
ea

 - 
in
bo

un
d 

- w
ai
tin

g 
tim

e

B
ag

ga
ge

 in
sp

ec
tio

n 
- i

nb
ou

nd
 - 

w
ai

tin
g 

tim
e

G
ov

er
nm

en
t i
ns

pe
ct
io

n 
- o

ut
bo

un
d 

- w
ai
tin

g 
tim

e

S
ec

ur
ity

 c
le
ar

an
ce

 - 
qu

al
ity

 o
f s

ea
rc

h 
pr

oc
es

s

G
at

e 
lo
un

ge
s 
- q

ua
lit
y 
an

d 
av

ai
la
bi

lit
y 
of

 s
ea

tin
g

G
at

e 
lo
un

ge
s 
- c

ro
w
di
ng

B
ag

ga
ge

 re
cl
ai
m

 - 
w
ai
tin

g 
tim

e

B
ag

ga
ge

 re
cl
ai
m

 - 
in
fo

rm
at

io
n 

di
sp

la
y

B
ag

ga
ge

 re
cl
ai
m

 - 
ci
rc

ul
at

io
n 

sp
ac

e

B
ag

ga
ge

 tr
ol
le
ys

 - 
fin

da
bi
lit
y

Flig
ht

 in
fo

rm
at

io
n 

di
sp

la
y 
sc

re
en

s

S
ig
na

ge
 a

nd
 w

ay
fin

di
ng

W
as

hr
oo

m
s 
- s

ta
nd

ar
d

C
ar

-p
ar

ki
ng

 - 
st
an

da
rd

C
ar

-p
ar

ki
ng

 - 
av

ai
la
bi
lit
y

C
ar

-p
ar

ki
ng

 - 
tim

e 
ta

ke
n 

to
 e

nt
er

K
er

bs
id
e 

dr
op

-o
ff 

an
d 

pi
ck

-u
p 

fa
ci
lit
ie
s

A
v

e
ra

g
e

 r
a

ti
n

g
s

 (
1

-5
 s

c
a

le
)

International Domestic

Very poor

Poor

Satisfactory

Good

Excellent

8   Melbourne airport advised that in 2002–03, the busy hour was calculated on a block hour approach. In 2003–04 the busy 
hour was calculated on a rolling hour approach. Melbourne airport stated that this is the primary reason for the shift in 
passenger numbers.
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Chart 7.3   Passenger survey results for the international terminal immigration inspection and baggage 
reclaim facilities

Chart 7.4  Passenger survey results for the international terminal general facilities and car park
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Melbourne airport’s international facilities continue to achieve a high rating from passengers, on average 
rating good. The ratings for each indicator have remained relatively stable over the reporting period.

7.4  Airline survey
Eight airlines responded to the airline survey for Melbourne airport. All eight responded for the 
international terminals. These were Air Pacifi c, British Airways, Cathay Pacifi c, Emirates, Unites Airlines, 
Vietnam Airlines, Virgin Blue and Qantas. Only Virgin Blue provided a response for the domestic terminal 
because Qantas operates its own terminal facilities.

Chart 7.5 shows the average ratings by airlines of airside facilities at Melbourne airport for 1997–98 to 
2003–04.

Chart 7.5  Average ratings by airlines of airside facilities

On average, the airside facilities at Melbourne airport were rated as good, with the exception of standard 
and availability of ground service sites which rated satisfactory. Results changed little from 2002–03, except 
in the case of the availability of aprons, where the rating fell below good.

Melbourne airport advised that apron availability and standard, and the standard of ground service sites 
have all been affected by passenger and aircraft growth in 2003–04 and that it is investing in apron and 
ground service site areas.9 Melbourne airport expects the works to be completed by the end of the June 
2005 fi nancial year.

Chart 7.6 shows the average ratings by airlines of international terminal facilities and management 
responsiveness for Melbourne airport for 1997–98 to 2003–04.
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9   The number of arriving passengers increased by 25 per cent from 3 726 943 to 4 665 290 and aircraft movements increased 
by 5 per cent from 157 914 to 165 258
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Chart 7.6   Average ratings by airlines of international terminal facilities and management responsiveness 

Melbourne airport’s international terminal facilities in 2003–04 were, in general, rated between satisfactory 
and good by the airlines. Most ratings decreased slightly in 2003–04, most notably aerobridges’ and check-in 
availability both fell from a strong rating of good to satisfactory. 

Chart 7.7 shows the average ratings by airlines of domestic terminal facilities at Melbourne airport for 
2002–03 to 2003–04.
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Chart 7.7  Average ratings by airlines of domestic terminal facilities 

The airline ratings for the domestic terminal ranged between poor and good. Most indicators had higher 
ratings than last year, except for the standard of aerobridges, which dropped slightly, and the standard of 
check-in facilities which remained constant.
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7.5  Australian Customs Service survey
Chart 7.8 shows the rating by ACS of facilities at Melbourne airport for the period 1998–99 to 2003–04.

Chart 7.8  Ratings by ACS of terminal facilities 

The ACS rated the facilities at Melbourne airport for 2003–04 as between poor and good. The ratings for the 
standard of baggage inspection facilities for arrivals improved to good, as did the availability of immigration 
facilities for departures, while the standard of immigration departure facilities fell to poor. 

The ACS noted that signage was poor for immigration departures. Melbourne airport stated that it was 
reviewing this and that changes were underway. 

A
rr
iv
al
 - 

im
m

ig
ra

tio
n 

- a
va

ila
bi
lit
y

A
rr
iv
al
 - 

im
m

ig
ra

tio
n 

- s
ta

nd
ar

d

A
rr
iv
al
 - 

ba
gg

ag
e 

in
sp

ec
tio

n 
- a

va
ila

bi
lit
y

A
rr
iv
al
 - 

ba
gg

ag
e 

in
sp

ec
tio

n 
- s

ta
nd

ar
d

D
ep

ar
tu

re
s 
- i

m
m

ig
ra

tio
n 

- a
va

ila
bi
lit
y

D
ep

ar
tu

re
s 
- i

m
m

ig
ra

tio
n 

- s
ta

nd
ar

d

M
an

ag
em

en
t a

pp
ro

ac
h 

to
 c
on

ce
rn

s

A
v

e
ra

g
e

 r
a

ti
n

g
s

 (
1

-5
)

1998-99 1999-2000 2000-01 2001-02 2002-03 2003-04

Very poor

Poor

Satisfactory

Good

Excellent



QUALITY OF SERVICE REPORT: 2003—04  MELBOURNE AIRPORT 49

In summary:
Runway demand at Melbourne airport was within agreed operational capacity during morning peak 
hour. The average system delay times were low, averaging two minutes and the maximum system delay 
time averaged fi ve minutes.

The objective indicators generally showed an increase in the number of passengers per indicator due 
to the increase in the number of international passengers during peak hour. Melbourne airport also 
provided information on its domestic terminal for the fi rst time this year.

Generally, passengers rated the international and domestic terminals as good. Melbourne airport’s 
international terminal continues to achieve high ratings from passengers, with ratings remaining 
relatively stable since 1997–98.

Melbourne airport’s airside facilities were rated as good by the airlines, save for ground service sites 
which rated satisfactory for both standard and availability. The international terminal facilities were 
rated between satisfactory and good with most ratings decreasing slightly in 2003–04 and the domestic 
terminal facilities rated from poor to good.

The ACS rated the facilities between poor and good. Most indicators remained stable; however, the 
standard of immigration facilities for departures fell, and while the ratings for the standard of baggage 
inspection facilities for arrivals and availability of immigration facilities for departures increased.
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8  Perth airport

8.1  Objective indicators for quality of service
Table 8.1 provides the objective indicators for quality of service at Perth airport for 2002–03 to 2003–04. 
Perth airport did not provide the survey data for its domestic terminal in 2002–03.

Table 8.1 Objective indicators for quality of service 

Indicator

Terminal International Domestic

2002–03 2003–04 2002–03 2003–04

Percentage of international passengers arriving 
using an aerobridge

97% 99% N/A N/A

Percentage of international passengers departing 
using an aerobridge

97% 99% N/A N/A

Percentage of hours with more than 80% of check-
in desks in use

0 0 N/P 2%

Number of arriving passengers per inbound 
immigration desk during peak hour

44 43 N/A N/A

Number of arriving passengers per baggage 
inspection desk during peak hour

25 28 N/A N/A

Number of departing passengers per outbound 
migration desk during peak hour

79 79 N/A N/A

Number of departing passengers per security 
clearance system during peak hour

397 395 N/P 366

Number of departing passengers per seat in gate 
lounges during peak hour

1.8 1.8 N/P 0.7

Number of departing passengers per square metre 
of lounge area during peak hour

0.4 0.4 N/P 0.2

Average throughput of outbound baggage system, 
bags per hour

119 114 N/P 115

Number of passengers per baggage trolley during 
peak hour

2 2 N/P 3

Number of passengers per fl ight information 
display screen during peak hour

26 27 N/P 49

Number of passengers per information point 
during peak hour

1502 1572 N/P 780

Car parking at terminals

Average daily throughput, short-term car park, cars 
per day

1878 1755 2511 2747

Notes: Measures of throughput are based on the fi nancial year unless otherwise specifi ed as peak hour or daily, whereas 
measures of availability and capacity are as at the last day of the fi nancial year.

N/A = not applicable; N/P = not provided
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Perth airport has used a 95th percentile methodology when calculating its average peak hour 
passenger numbers.

Perth airport had a slight increase in the number of international passengers during peak hour from 
1502 in 2002–03 to 1572 this year leading to little change in the results for the international terminal. 
The number of domestic passengers during peak hour this year was 780. 

8.2  Passenger survey
Perth airport used a sample size of 600 passengers for both the international and domestic terminals 
in its passenger surveys. In both cases 400 arriving and departing passengers were interviewed, with 
a further 200 passengers interviewed while queuing in the taxi line after arriving.

As noted in the earlier chapter on the ACCC’s role and approach, Perth airport uses a 1–7 rating scale 
which it then converts to a 1–5 rating to meet the ACCC’s requirements. This 1–7 rating scale and its 
conversion to the 1–5 rating is outlined below. 

Perth airport 
7 point scale

1 2 3 4 5 6 7

Very poor Fair Excellent

Conversion 
to ACCC 
5 point scale

1 2 3 4 5 6 7

Very poor Poor Satisfactory Good Excellent

Chart 8.1 shows the passenger survey results for the international and domestic terminal at Perth airport 
for 2003–04.

Chart 8.1  Passenger survey results for the international and domestic terminals
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Overall, passengers rated the international and domestic terminals as good, although the standard and 
availability of car parking for the domestic terminal was rated satisfactory.

The average check-in waiting time during peak hour for the international terminal was 11.8 minutes, while 
the average check-in waiting time during peak hour for the domestic terminal was 0.8 minutes. These fi gures 
were not available for 2002–03.

Charts 8.2 and 8.3 show the passenger survey results for international terminal facilities at Perth airport from 
1997–98 to 2003–04.10

Chart 8.2   Passenger survey results for the international terminal immigration inspection 
and baggage reclaim 
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10   Last year, the ACCC converted Perth airport’s 1–7 scale by fi rstly calculating a weighted average for each facility on the 1–7 
scale, and converting to an equivalent 1–5 scale by multiplying by 5/7. This year, the ACCC converted the original 2002–03 
data using the scale provided above.
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Chart 8.3  Passenger survey results for the international terminal general facilities and car park

Most indicators were largely unchanged as passengers continue to rate the facilities at Perth airport at a high 
standard. Facilities were, on average, rated as good.

8.3  Airline survey
Seven airlines supplied responses to the survey. Air Mauritius, Cathay Pacifi c, Emirates, South African 
Airlines, Qantas and Air New Zealand responded for the international terminal, while Virgin Blue responded 
for the domestic terminal. Qantas did not respond for the domestic terminals because it leases domestic 
terminal space.

Chart 8.4 shows the average ratings by airlines of the airside facilities at Perth airport from 1997–98 
to 2003–04.
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Chart 8.4   Average ratings by airlines of airside facilities 

Perth airport’s airside facilities for 2003–04 were rated between satisfactory and good by airlines. The 
ground service sites availability has seen a slight decline in ratings over recent years, while the ratings for 
all other facilities either slightly improved or remained constant.

Chart 8.5 shows the average ratings by airlines of the international terminal facilities at Perth airport and 
management responsiveness from 1997–98 to 2003–04.
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Chart 8.5   Average ratings by airlines of international terminal facilities and management responsiveness 

The average airline ratings of the international terminal facilities were between poor and satisfactory. Only 
the availability of baggage facilities had a slight fall in its rating, with the remaining indicators receiving a 
higher rating or remaining constant.

Chart 8.6 shows the average ratings by airlines of domestic terminal facilities at Perth airport for 2002–03 to 
2003–04.
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Chart 8.6  Average ratings by airlines of domestic terminal facilities 

The ratings for the domestic terminal facilities fell in 2003–04 from good to satisfactory, except for the 
standard of aerobridges which remained at satisfactory. 
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8.4  Australian Customs Service survey
Chart 8.7 shows the ratings by ACS of the facilities at Perth airport for 1998–99 to 2003–04.

Chart 8.7  Ratings by ACS of facilities 

The ACS rated the facilities at Perth airport between poor and good for 2003–04. The immigration facilities 
for arrivals had an improved rating along with management responsiveness, while the remaining indicators 
remained constant.

In summary:
The objective indicators for quality of service at Perth airport remained relatively stable from 2002–03 to 
2003–04.

On the whole, passengers rated both the international and domestic terminals as good. Passengers have 
continued to rate the international terminals at a high level, with ratings remaining fairly stable since 
1997–98.

Perth airport’s airside facilities were rated by airlines between satisfactory and good. The international 
terminal facilities were rated from poor to satisfactory while the domestic terminal facilities were rated 
satisfactory.

The ACS rated Perth airport’s facilities from poor to good, with ratings either improving or remaining 
constant in 2003–04.
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9  Sydney airport

9.1  Runway traffi c—demand and delays
Chart 9.1 shows the aircraft traffi c measures for Sydney airport’s morning peak.

Chart 9.1  Peak hour aircraft traffi c 

Source: Airservices Australia

Notes:  Rate means agreed arrival rate, or operational capacity. Demand, arrivals and agreed rate are measures of aircraft per 
hour. Delays are in minutes. Measures are explained in chapter 2.

Runway demand was relatively high compared to operational capacity during the morning peak hour, 
averaging around 84 per cent. The peak demand within parts of that hour exceeded the maximum pro-rata 
arrival rate by 35 per cent. This is an increase from 25 per cent reported in 2002–03. The average system 
delay over the 12 months was on average fi ve minutes, with maximum delays in the peak hour averaging 
14 minutes (up from 12 minutes in 2002–03). This indicates a concentration of demand in the peak hour, 
but not necessarily inadequate capacity, because the runway may be underutilised at other times. Sydney 
airport has advised that it tends to experience greater average delays than other Australian airports because 
of external factors, such as higher peak movement rates, terminal area constraints and the government 
noise–sharing policy.

Sydney’s capacity rates are limited by the scheduling cap of 80 movements per hour. The data does not 
show the potential economic demand which is suppressed through the existence of the slot controls, 
as ‘demand’ relates only to aircraft already scheduled to land.
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9.2  Objective indicators for quality of service
Table 9.1 shows the objective indicators for quality of service at Sydney airport for 2002–03 and 2003–04.

Table 9.1  Objective indicators for quality of service 

Indicator

Terminal International Domestic

2002–03 2003–04 2002–03 2003–04

Percentage of international passengers arriving 
using an aerobridge

98% 99% N/A N/A

Percentage of international passengers departing 
using an aerobridge

98% 99% N/A N/A

Percentage of hours with more than 80 per cent 
of check-in desks in use

0 N/P N/A N/A

Number of arriving passengers per inbound 
immigration desk during peak hour

39 35 N/A N/A

Number of arriving passengers per baggage 
inspection desk during peak hour

28 83 N/A N/A

Number of departing passengers per outbound 
migration desk during peak hour

30 27 N/A N/A

Number of departing passengers per security 
clearance system during peak hour

80 73 N/P 104

Number of departing passengers per seat in gate 
lounges during peak hour

0.4 0.4 N/P 1

Number of departing passengers per square metre 
of lounge area during peak hour

0.3 0.2 N/P 0

Average throughput of outbound baggage system, 
bags per hour

795 883 290 497

Number of passengers per baggage trolley during 
peak hour

1 1 N/P 7

Number of passengers per fl ight information 
display screen during peak hour

4 3 N/P 5

Number of passengers per information point 
during peak hour

1007 903 N/P N/P

Car parking at terminals

Average daily throughput, short-term car park, 
cars per day

4048 4393 2997 3077

Average daily throughput, long-term car park, 
cars per day

247 390

Notes: Measures of throughput are based on the fi nancial year unless otherwise specifi ed as peak hour or daily, whereas 
measures of availability and capacity are as at the last day of the fi nancial year.

N/A = not applicable; N/P = not provided
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Sydney airport had a decrease in the number of international passengers during peak hour from 4029 last 
year to 3612. Despite this decrease, some indicators show a higher number of passengers per indicator 
because Sydney airport reduced the number of certain facilities, particularly the number of inbound baggage 
inspection desks from 87 to 26 as well as the number of baggage trolleys from 3980 to 3400. While an 
increase in the number of passengers per baggage inspection desks has been reported because the number 
of desks has decreased from 87 to 26, Sydney airport has advised that it has not decreased the number 
of service facilities; rather this apparent reduction is due to a defi nitional change in reporting.11

9.3  Passenger survey
As noted in the earlier chapter on the ACCC’s role and approach, the approach for passenger surveys at 
Sydney airport is unique in that Sydney Airport Corporation Ltd (SACL) requested that its performance be 
assessed on the basis of a global airport monitoring survey undertaken annually by IATA (International Air 
Transport Association) rather than the ACCC’s guidelines. Although a consistent methodology across all 
airports would be preferable, the ACCC accepted this approach because the IATA survey was an authoritative 
independent survey by a user group which allows benchmarking against the world’s best airports. Questions 
in the IATA survey are broadly equivalent but not identical to those expected in the Australian regulations.

Note that, although IATA uses a 1–5 rating scale like the ACCC’s, the meaning of the scores is different 
as shown in the comparison below:

IATA scale
1 2 3 4 5 

Poor Fair Good Very good Excellent

ACCC scale
1 2 3 4 5 

Very poor Poor Satisfactory  Good Excellent

Chart 9. shows passenger survey results for the international and domestic airport-operated terminals 
at Sydney airport for 2003–04.

11  In previous years, Sydney airport has reported on the basis of the number of positions which can be accommodated on the 
desks. This year, Sydney airport has reported on the number of physical desks.
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Chart 9.2  Passenger survey results for the international and domestic terminals 

Note: Sydney airport was only able to provide passenger ratings of the domestic terminal facilities for the six months from 
January to June 2004.

The passenger survey results rated the international and domestic terminals at Sydney airport between good 
and very good. 

The average check-in waiting time for the international terminal was 16 minutes. This information was not 
provided for the domestic terminal.

Chart 9.3 shows Sydney airport’s passenger survey results for international terminal services for 2000–03. 
These are based on the IATA survey and relate to calendar years rather than fi nancial years.
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Chart 9.3  Passenger survey results for the international terminal 

Passengers have rated the international terminal facilities on average as being good to very good, with 
cleanliness of the airport terminal rated as very good. Generally, the ratings have been falling slightly over 
recent years.

9.4  Airline survey
Twelve airlines responded to the survey for Sydney airport. Eleven airlines provided responses for the 
international terminal and three for the domestic terminal.

The airlines that responded for the international terminal were Qantas, Virgin Blue, Air Mauritius, Air 
Vanuatu, British Airways, Cathay Pacifi c, Gulf Air, Philippine Airlines, Thai Airways, United Airlines and 
Vietnam Airlines. For the domestic terminal, responses were received from Rex, Virgin Blue and Qantas 
who responded for the T2 terminal only.

Chart 9.4 shows the average ratings by airlines of airside facilities at Sydney airport for 1998–99 to 2003–04.
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Chart 9.4  Average ratings by airlines of airside facilities 

The average airline ratings for airside facilities at Sydney airport for 2003–04 were between satisfactory and 
good. Ratings were largely unchanged from 2002–03, with the exception of the standard of aprons and gates 
which had a strong improvement in ratings. 

Chart 9.5 shows the average ratings by airlines of the international terminal facilities and management 
responsiveness at Sydney airport for 1998–99 to 2003–04.
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Chart 9.5   Average ratings by airlines of international terminal facilities and management responsiveness 

This year, airlines generally rated international terminal facilities as satisfactory. The availability and standard 
of baggage facilities had an improved rating, while ratings for the check-in facilities and management 
responsiveness have decreased in recent years. 

Chart 9.6 shows the average ratings by airlines of domestic terminal facilities at Sydney airport for 2002–03 
to 2003–04.
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Chart 9.6  Average ratings by airlines of domestic terminal facilities at Sydney airport

The average ratings by airlines for the domestic terminal facilities in 2003–04 are generally satisfactory. 
Ratings slightly improved this year, with the exception of check-in facilities which fell from excellent 
to satisfactory.
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9.5  Australian Customs Service survey
Chart 9.7 shows the ratings by ACS of facilities at Sydney airport for 1998–99 to 2003–04.

Chart 9.7  Ratings by ACS of facilities at Sydney airport

The ACS rating of facilities at Sydney airport remained constant, with all indicators achieving a rating 
of good.
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In summary:
Runway demand at Sydney airport was relatively high compared to operational capacity during the 
morning peak hour. The average system delay was fi ve minutes, with maximum delays in the peak hour 
averaging 14 minutes.

Sydney airport’s number of international passengers decreased during peak hour; however, some 
indicators showed an increase in the number of passengers per indicator because of a reduction in certain 
facilities.

The international and domestic terminal facilities were rated by passengers as good to very good. 

The airside facilities at Sydney airport were rated from satisfactory to good by airlines. The international 
terminal facilities were generally rated as satisfactory. Both the aerobridges and baggage facilities received 
improved ratings, while the ratings for check-in facilities fell. The domestic terminal facilities were 
generally rated as satisfactory. The availability and standard of the check-in facilities fell from excellent to 
satisfactory.

The ACS rated the facilities at Sydney airport as good, unchanged from recent years.
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Appendix 1   Indicators of airport quality of 
service

Objective measures
The ACCC requested the measures in the table below from airports and Airservices Australia in light of the 
airports regulations and the government objectives for monitoring. The measures in column (1) are base 
data largely related to the size or scale of the airport, while the indicators in column (2) are derived from 
the base data to give a better indicator of relative adequacy of facilities; that is, relative to the number of 
passengers or aircraft. 

Apart from the runway data which was sought from Airservices Australia, the d ata was sought from the 
airport operators. In some cases, it was not possible to obtain this data, as indicated in the relevant chapters 
of this report.

Facility (1) Base data (2) Objective indicators

Runway system Number of arrivals/departures 
per hour:

—morning peak

—evening peak

—monthly average

—day of week average

Runway system capacity

Arriving/departing aircraft delay:

—morning peak

—evening peak

—monthly average

—day of week average

Number of arriving/departing aircraft 
delayed by length of delay

Aerobridges

—for arrivals 

—for departures

Number of aerobridges

—international terminal

—domestic terminal

Number of passengers arriving from 
international aircraft via aerobridges

Number of arriving international 
aircraft using aerobridges

Number of passengers departing in 
international aircraft via aerobridges

% of international passengers arriving 
via aerobridges

% of international passengers 
departing via aerobridges

Apron system

Parking

—for aircraft

Number of aircraft parking bays Number of aircraft parking bays 
per arriving aircraft at peak hour
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Check-in Number of hours with more than 
80 per cent of desks in use

Number of hours any desks are open

Number of desks

% of hours with more than 80 per cent 
of desks in use

Facility (1) Base data (2) Objective indicators

Government 

inspection

(at international 
terminals)

—inbound

Number of inbound 
immigration desks

Number of baggage 
inspection desks

Number of inbound immigration 
desks per arriving passenger during 
peak hour

Number of baggage inspection 
desks per arriving passenger during 
peak hour

—outbound Number of outbound 
immigration desks

Number of outbound immigration 
desks per departing passenger during 
peak hour

Security clearance Number of security clearance systems Number of security clearance systems 
per departing passenger during 
peak hour

Gate lounges Number of seats in gate lounge

Square metres of lounge area

Lounge area per departing passenger 
during peak hour

Seats per departing passenger during 
peak hour

Baggage processing

—outbound baggage 
systems

Capacity of outbound baggage 
handling system

Number of bags handled

Number of hours system is in use

Number and duration of planned/
unplanned interruptions to outbound 
baggage handling system

Average throughput of the outbound 
baggage system

—inbound baggage 
systems

Capacity of inbound baggage 
handling system

Number and duration of planned/
unplanned interruptions to inbound 
baggage handling system

Baggage trolleys Number of baggage trolleys Number of baggage trolleys per 
[arriving/departing] passenger 
during peak hour

Signage and 

way-fi nding

Number of FID screens

Number of information points

Number of FID screens per 
[arriving/departing] passenger 
during peak hour

Number of information points per 
[arriving/departing] passenger during 
peak hour4

Other—traffi c Total number of arriving passengers 
from international aircraft

Total number of departing passengers 
in international aircraft

Number of arriving/departing 
passengers during peak hour

Average number of arriving/departing 
passengers during peak hour
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Facility (1) Base data (2) Objective indicators

Car parking Number of days car park is open

Number of parking spaces available 
to the public

Total annual throughput of car park

Average daily throughput of car park

Number of parking spaces available 
to staff

Average daily throughput/number 
of spaces

Note on peak hour: Advice provided to the ACCC by airport operators recommended the use of an average peak measure as a quality of service 
performance indicator which is recommended to be defi ned as the peak hour in the average day of the peak month. The ACCC also recognises that 
there are other peak measures such as 30th busiest hour per month or 95th percentile traffi c levels that may be used by airports to approximate 
peak hour passenger traffi c levels in airport terminals.

 

Passenger perception surveys
Airports were expected to conduct passenger surveys eliciting passengers’ satisfaction with each of the 
facilities in the following table at each terminal managed by the airport operator.

Service Satisfaction with…

Check-in Check-in waiting time

Average waiting time per passenger during peak hour 
(number of minutes)

Government inspection

 —Inbound

 —Outbound

Waiting time in inbound immigration area

Waiting time in inbound baggage inspection area

Waiting time in outbound immigration area

Security clearance Quality of security search process

Gate lounges Quality and availability of seating in lounge area

Crowding in lounge area

Baggage processing Waiting time for inbound baggage arrival

Information display regarding inbound baggage location

Circulation space for baggage pick up

Baggage trolleys Findability of baggage trolleys

Signage and way-fi nding FID (fl ight information display) screens

Signage and way-fi nding

Wash rooms Standard of wash room facilities

Car parking Standard of car park facilities 

Availability of car parking spaces 

Time taken to enter car park 

airport access Congestion at kerbside taxi drop-off and pick-up

Facilities for kerbside taxi drop-off and pick-up

—for taxis Standard of facilities for taxis

Waiting time to get a taxi 
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Airline user survey
The ACCC’s survey of airlines using monitored airports asked questions about each airline’s satisfaction with 
the following items:

Facility Satisfaction with…

Airside

Runways 1. Standard; 2. Availability

Taxiways 1. Standard; 2. Availability

Apron system 1. Standard; 2. Availability

Gates (including hardstand)
/aircraft facilities (including parking bays)

1. Standard; 2. Availability

Ground service equipment storage sites 1. Standard; 2. Availability

Terminal

Aerobridges 1. Standard; 2. Availability

Check-in facilities
including counters, IT systems 
and queuing areas

1. Standard; 2. Availability

Baggage processing facilities 1. Standard; 2. Availability

Management

Overall system for addressing quality 
of service concerns

Notes:

1.   Availability: the amount of the service made available to an airline relative to demands for the service. May include whether facilities are 
available or restricted due to congestion, positioning, maintenance, or repairs, the accessibility or usefulness of the facility/service provided, 
and the effi ciency of the system to allocate usage.

2.    Standard: the standard/condition of the facility supplied, and condition in which it is generally maintained.

3.   Management and consultation provided by airport operator in relation to the listed services—relates to airport operator’s responsiveness and 
approach when dealing with quality of service issues with the airline, including addressing new and recurring quality concerns, and keeping 
airlines informed of imminent changes.
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Appendix 2   Base data for 
objective indicators

This appendix sets out the base data for objective indicators. The indicators of adequacy derived from the 
base data are shown earlier in each airport’s section.

Airport traffi c
Table A1 sets out the key traffi c fi gures at price-monitored airports. The table shows the average peak hour 
times at each airport, number of passengers at peak hour, and the total number of passengers for the year. 
Owing to the fl exibility in determining what the average peak hour is, the measures may not be strictly 
comparable between airports.

Table A1  Number of passengers at peak hour, and total annual number of passengers, 2003–04

Airport Terminal Arriving/ 

departing

Peak hour 

time

Number of 

passengers in 

peak hour

Year total 

passengers, 

2003–04

Adelaide International Arriving 0600–0700 481 149 576

Departing 1400–1500 431 176 958

Domestic Arriving 1900–2000 507 2 163 002

Departing 0600–0700 465 2 170 525

Brisbane International Arriving 0700–0800 1 347 1 859 853

Departing 0800–0900 873 1 861 049

Domestic Arriving 1800–1900 380 234 268

Departing 0800–0900 337

Canberra Domestic Arriving 0750–0845 N/P N/P

Departing 0815–0915 N/P N/P

Darwin International Arriving 0400 – 0500 160 68 400

Departing 0500 – 0600 160 68 300

Domestic Arriving 0030 – 0130 675 475 800

Departing 0130 – 0230 675 480 300

Melbourne International Arriving 0748–0848 1 383 1 969 899

Departing 1740–1840 1 277 1 915 590

Domestic Arriving 1712–1812 999 2 695 391

Departing 0743–0843 923

Perth International Arriving 1400 – 1500 782 902 070

Departing 1500 – 1600 790 864 547

Domestic Arriving 1400 – 1500 414 1 182 492

Departing 1400 – 1500 366

Sydney International Arriving 0700 2 154 4 446 838

Departing 0900 1 458 4 525 943

Domestic Arriving 1800 N/P 8 727 230

Departing 0800 N/P
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Airport scale of provision of service
The following table shows some indicators of the number or size of key facilities at each airport. This data 
indicates the scale of provision of service, but cannot be taken as indicators of the adequacy or quality of 
facilities. The adequacy of facilities depends on the level of demand which they are required to meet. Quality 
is also a refl ection of the condition of facilities, wear and tear and so on.

Notes:

Measures of throughput are based on the fi nancial year unless otherwise specifi ed as peak hour or daily, whereas measures of availability and 
capacity are as at the last day of the fi nancial year.

N/A = not applicable; N/P = not provided

Airside facilities
Table A2 shows the provision of aircraft parking bays and aerobridges at terminals.

Table A2  Airside facilities, 2003–04

Airport Terminal Number of aircraft 

parking bays

Number of aerobridges

Adelaide International 5 N/A

Domestic 13 0(a)

Brisbane International 13 10

Domestic 9 2

Canberra Domestic 13 2

Darwin International/Domestic 10 RPT 3

Other 90 GA

Melbourne International 14 11

Domestic 16 8

Perth International 9 5

Domestic 7 2

Sydney International 39 27

Domestic 27 13

(a) Adelaide airport noted that in April 2004 the aerobridge was removed to make way for the new terminal development of the northern pier.
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Car parking
Table A4 shows the number of short and long-term car parking spaces at each airport. Some are identifi ed as 
terminal specifi c.

Table A4  Car parking facilities, price monitored airports, 2003–04

Airport Terminal Number of short-

term car park 

spaces

Number of long- 

term car park 

spaces

Number of staff 

car park spaces

Adelaide International 430 0 80

Domestic 740 0 360

Brisbane International 950 N/P 708

Domestic 938 1 500 1 569

Canberra Domestic 359 697 136

Darwin Total airport 556 12 177

Melbourne Total airport 2 522 5 623 1 300

Perth International 1 077 N//P 446

Domestic 1 195 N/P 481

Sydney International 1 700 2 688 1 202

Domestic 2 700 N/P 283
 

Adelaide airport
As a Phase II airport, Adelaide airport has provided quality of service information since 2000–01. 

Table A5 shows the objective measures at the international terminal at Adelaide airport for the period 
between 2000–01 to 2003–04, where available.

Table A5  Objective measures for the international terminal at Adelaide airport

Indicator 2000–01 2001–02 2002–03 2003–04

Number of aircraft parking bays 5 5 5 

Number of aerobridges 1 1  N/A 

Number of passengers arriving from international 
aircraft via aerobridges

84 741  112 317 

Total number of arriving passengers from 
international aircraft 

 112 988  149 576 

Number of arriving passengers  112 988  149 576 

Number of arriving international aircraft using 
aerobridges

 858  624 

Number of passengers departing in international 
aircraft via aerobridges

 76 738  132 718 

Total number of departing passengers in 
international aircraft

 102 318  176 958 

Total number of check-in desks  12  12  12  12 

Number of hours with more than 80 per cent of 
check-in desks staffed

 821  585 
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Indicator 2000–01 2001–02 2002–03 2003–04

Total number of hours any check-in desks are open  3 285  2 340 

Number of inbound immigration desks  10  10 

Number of inbound baggage inspection desks  1  1  12  12 

Number of outbound migration desks  5  5 

Number of security clearance systems  1  2  2  2 

Number of seats in gate lounges  333  333  340 

Square metres of lounge area  608  610 

Capacity of outbound baggage handling system, 
bags per hour

 360  360 

Number of outbound bags handled  141 447  171 948 

Number of hours outbound baggage system 
is in use

 3 285  2 340 

Number of planned interruptions to outbound 
baggage system

0  0 

Total number of hours of planned interruption to 
outbound baggage system

 0  0 

Number of unplanned interruptions to outbound 
baggage system

 0  0 

Number of hours of unplanned interruption to 
outbound baggage system

 0  0 

Number of hours inbound baggage handling system 
is in use

 1 326  1 326 

Number of planned interruptions to inbound 
baggage system

 0  0 

Total number of hours of planned interruption to 
inbound baggage system

 0 0 

Number of unplanned interruptions to inbound 
baggage system

 0  0 

Total number of hours of unplanned interruption to 
inbound baggage system

 0 0 

Number of working accessible baggage trolleys  230  240 

Number of FID (fl ight information display) screens  3  7  6  6 

Number of information points  3  7  2  1 

Time of average peak hour for arriving passengers  0 0600–0700 

Time of average peak hour for departing passengers  0 1400–1500 

Total number of passengers arriving during average 
peak hour

 460  481 

Total number of passengers departing during 
average peak hour

 460  431 
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Table A6 shows the objective measures at Adelaide airport for the domestic terminals for 2002–03 
to 2003–04.

Table A6  Objective measures for the domestic terminal at Adelaide airport

Indicator 2002–03 2003–04

Number of aircraft parking bays  13  13 

Number of aerobridges  0  0 

Number of arriving passengers  438 678 2 295 585 

Total number of check-in desks  12  12 

Number of hours with more than 80 per cent of check-in desks staffed  3 285  3 395 

Total number of hours any check-in desks are open  5 475  5 658 

Number of security clearance systems  2  2 

Number of seats in gate lounges  240  240 

Square metres of lounge area  1 200  1 200 

Capacity of outbound baggage handling system, bags per hour  360  360 

Number of hours outbound baggage system is in use  5 475  5 658 

Number of planned interruptions to outbound baggage system  0 0 

Total number of hours of planned interruption to outbound baggage system  0 0 

Number of unplanned interruptions to outbound baggage system  0 0 

Number of hours of unplanned interruption to outbound baggage system, 
including extra hours where interruptions longer than planned

 0 0 

Number of hours inbound baggage handling system is in use  4 927  4 927 

Number of planned interruptions to inbound baggage system  0 0 

Total number of hours of planned interruption to inbound baggage system  0  0 

Number of unplanned interruptions to inbound baggage system  0 0 

Total number of hours of unplanned interruption to inbound baggage system, 
including extra hours where interruptions longer than planned

 0  0 

Number of working accessible baggage trolleys  110  110 

Number of FID (fl ight information display) screens  7  25 

Number of information points  1  2 

Time of average peak hour for arriving passengers  0  1900–2000 

Time of average peak hour for departing passengers  0  0600–0700 

Total number of passengers arriving during average peak hour  500  507 

Total number of passengers departing during average peak hour  500  465 

Table A7 shows the number of short and long-term car parking spaces at Adelaide airport.
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Table A7  Objective measures for car parking at Adelaide airport

Short term car park—international terminal 2002–03 2003–04

Number of days short-term car park is open 365 365

Number of spaces available(a) 450 430

Total annual throughput 108 000 144 701

Short-term car park—domestic terminal

Number of days short-term car park is open 365 365

Number of spaces available 740 740

Total annual throughput 800 000 910 831

(a) Adelaide airport advised that the reduction in short-term car park spaces available was due to the commencement of terminal works
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Table A9 shows the objective measures for the international and domestic terminals at Brisbane airport 
for 2003–04.

Table A9  Objective measures for domestic terminal facilities at Brisbane airport

Indicator 2003–04

Number of aircraft parking bays  9 

Number of aerobridges 2

Number of arriving passengers  234 268 

Total number of check-in desks  12 

Number of security clearance systems  2 

Number of seats in gate lounges  427 

Square metres of lounge area  3 744 

Capacity of outbound baggage handling system, bags per hour  3 000 

Number of unplanned interruptions to outbound baggage system  9 

Number of hours of unplanned interruption to outbound baggage system, including extra 
hours where interruptions longer than planned

 4 

Capacity of inbound baggage handling system, bags per hour  1 700 

Number of working accessible baggage trolleys  40 

Number of FID (fl ight information display) screens  29 

Number of information points  4 

Time of average peak hour for arriving passengers  1800–1900 

Time of average peak hour for departing passengers  0800–0900 

Total number of passengers arriving during average peak hour  380 

Total number of passengers departing during average peak hour  337 
 

Table A10 shows the objective measures for the car park facilities at Brisbane airport for 2002–03 
to 2003–04.

Table A10  Objective measures for car parking at Brisbane airport

Short-term car park—international terminal 2002–03 2003–04

Number of days short-term car park is open 365 365

Number of spaces available 1 000 950

Total annual throughput 612 740 661 163

Short-term car park—domestic terminal

Number of days short-term car park is open 365 365

Number of spaces available 985 938

Total annual throughput 1 160 903 1 157 220

Long-term car park—domestic terminal

Number of days long-term domestic car park is open 365 365

Number of spaces available 2 350 1 500

Total annual throughput 142 621 189 828

Staff car parking

Number of parking spaces for staff 2 263 2 277
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Canberra airport
Table A11 shows the objective measures for the domestic terminal at Canberra airport for the period 
2000–01 to 2003–04, where available.

Table A11  Objective measures for domestic terminal at Canberra airport

Indicator 2000–01 2001–02 2002–03 2003–04

Number of aircraft parking bays  12 13 13 13

Number of aerobridges 2 2

Number of arriving passengers 960 496 Unknown

Total number of check-in desks 4 4 8 10

Number of hours with more than 80 per cent of 
check-in desks staffed

Unknown Unknown

Total number of hours any check-in desks are open Unknown Unknown

Number of security clearance systems  1 1 1 0

Number of seats in gate lounges  64 332 356 376

Square metres of lounge area 1 591 1 591

Number of planned interruptions to outbound 
baggage system

0 0

Total number of hours of planned interruption to 
outbound baggage system

0 0

Number of unplanned interruptions to outbound 
baggage system

0 0

Number of hours of unplanned interruption to 
outbound baggage system

0 0

Number of planned interruptions to inbound 
baggage system

0 0

Total number of hours of planned interruption to 
inbound baggage system

0 0

Number of unplanned interruptions to inbound 
baggage system

0 0

Total number of hours of unplanned interruption to 
inbound baggage system

0 0

Number of working accessible baggage trolleys 100 100

Number of FID (fl ight information display) screens  5 7 9 19

Number of information points  1 1 1 1

Time of average peak hour for arriving passengers 0750–0845 0750–0845

Time of average peak hour for departing passengers 0815–0915 0815–0915

Total number of passengers arriving during average 
peak hour

Unknown Unknown

Total number of passengers departing during 
average peak hour

Unknown Unknown
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Table A12 shows the objective measures for car parking at Canberra airport for 2002–03 and 2003–04.

Table A12  Objective measures for car parking at Canberra airport

Short-term car park 2002–03 2003–04

Number of days short-term car park is open, fi nancial year 365 365

Number of short-term parking spaces available to the public, 30 June 266 359

Total annual throughput of short-term car park, fi nancial year Unknown 487 847

Long-term car park

Number of days long-term car park is open, fi nancial year 365 365

Number of long-term parking spaces available to the public, 30 June 790 697

Total annual throughput of long-term car park, fi nancial year Unknown 91 242

Staff car park

Number of parking spaces for staff 122 136
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Table A14 shows the objective measures for the domestic terminal at Darwin airport for 2002–03 
to 2003–04.

Table A14  Objective measures for the domestic terminal at Darwin airport

Indicator 2002–03 2003–04

Number of arriving passengers  425 000  475 800 

Number of hours with more than 80 per cent of check-in desks staffed Airline 
operated

Airline 
operated

Total number of hours any check-in desks are open Airline 
operated

Airline 
operated

Number of security clearance systems  1  2 

Number of seats in gate lounges  397  397 

Square metres of lounge area  922  1 053 

Capacity of outbound baggage handling equipment, bags per hour N/P 1 100

Number of outbound bags handled Airline 
operated

Airline 
operated

Number of hours outbound baggage system is in use Airline 
operated

Airline 
operated

Capacity of inbound baggage handling equipment, bags per hour N/P N/P

Number of inbound bags handled Airline 
operated

Airline 
operated

Number of hours inbound baggage system is in use Airline 
operated

Airline 
operated

Number of FID (fl ight information display) screens  20  20 

Number of information points  17  17 

Time of average peak hour for arriving passengers  0010–0110  0030–0130 

Time of average peak hour for departing passengers  0100–0200  0130–0230 

Total number of passengers arriving during average peak hour  470  675 

Total number of passengers departing during average peak hour  470  675 

Table A15 shows the objective measures for car parking at Darwin airport for 2002–03 and 2003–04.

Table A15  Objective measures for car parking at Darwin airport

Short-term car park 2002–03 2003–04

Number of days short-term car park is open 365 365

Number of short-term parking spaces available to the public 556 556

Total annual throughput of short-term car park 220 000 245 300

Long-term car park

Number of days long-term car park is open 365 365

Number of long-term parking spaces available to the public 12 12

Total annual throughput of long-term car park N/P N/P

Staff car parking

Number of parking spaces for staff 177 177
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Table A17  Objective measures for the domestic terminal at Melbourne airport

Indicator 2002–03 2003–04

Number of aircraft parking bays  10  16 

Number of aerobridges  8  8 

Number of arriving passengers  1 989 876  2 695 391 

Total number of check-in desks  22  27 

Number of security clearance systems  2  4 

Number of seats in gate lounges  853  851 

Square metres of lounge area  2 325  3 195 

Total number of hours of planned interruption to inbound baggage system(a)  20  N/P 

Total number of hours of unplanned interruption to inbound baggage system, 
including extra hours where interruptions longer than planned(b)

 5  N/P 

Number of working accessible baggage trolleys  150  150 

Number of FID (fl ight information display) screens  38  38 

Time of average peak hour for arriving passengers  N/P  1712–1812 

Time of average peak hour for departing passengers  N/P 0743–0843 

Total number of passengers arriving during average peak hour  N/P  999 

Total number of passengers departing during average peak hour  N/P  923 

(a)  Melbourne airport advised that the number of hours of planned interruption to the inbound baggage system was not collected in 2003–04 due 
to in-line check bag screening works.

(b)  Melbourne airport advised that the number of hours of unplanned interruption to the inbound baggage system was not collected in 2003–04 
due to in-line check bag screening works.

Table A18 shows the objective measures for car parking at Melbourne airport from 1997–98 to 2003–04.

Table A18  Objective measures for car parking at Melbourne airport

Short term car parking 1997–

98

1998–

99

1999–

2000

2000–

01

2001–

02

2002–

03

2003–

04

Number of days short-term car 
park is open, fi nancial year

365 365 365 365 365 365 365

Number of short-term parking 
spaces available to the public, 
30 June

2 729 2 763 2 760 3 100 3 100 3 088 2 522

Total annual throughput of short-
term car park, fi nancial year

2 472 
875

2 553 
540

2 645 
520

2 377 
610

2 481 
173

2 667 
214

Long-term car parking

Number of days long-term car park 
is open, fi nancial year

365 365 365 365 365 365 365

Number of long-term parking 
spaces available to the public, 
30 June

3 439 3 439 4 189 4 789 4 789 4 928 5 623

Total annual throughput of long-
term car park, fi nancial year

247 835 266 815 303 315 327 040 349 737 412 973

Staff car parking

Number of parking spaces for staff 1 092 1 300
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Table A20 shows the objective measures for the domestic terminal at Perth airport for the year 2003–04. 

Table A20  Objective measures for the domestic terminal at Perth airport

Indicator 2003–04

Number of aircraft parking bays  7 

Number of aerobridges  2 

Number of arriving passengers  1 182 492 

Total number of check-in desks  16 

Number of hours with more than 80 per cent of check-in desks staffed  183 

Total number of hours any check-in desks are open  10 669 

Number of security clearance systems  1 

Number of seats in gate lounges  510 

Square metres of lounge area  1 877 

Capacity of outbound baggage handling system, bags per hour  4 230 

Number of outbound bags handled  772 950 

Number of hours outbound baggage system is in use  6 752 

Number of planned interruptions to outbound baggage system  4 

Total number of hours of planned interruption to outbound baggage system  60 

Number of unplanned interruptions to outbound baggage system  20 

Number of hours of unplanned interruption to outbound baggage system, including extra 
hours where interruptions longer than planned

 70 

Capacity of inbound baggage handling system, bags per hour  4 013 

Number of inbound bags handled  753 942 

Number of hours inbound baggage handling system is in use  1 449 

Number of planned interruptions to inbound baggage system  4 

Total number of hours of planned interruption to inbound baggage system  60 

Number of unplanned interruptions to inbound baggage system  2 

Total number of hours of unplanned interruption to inbound baggage system, including 
extra hours where interruptions longer than planned

 55 

Number of working accessible baggage trolleys  300 

Number of FID (Flight Information Display) screens  16 

Number of information points  1 

Time of average peak hour for arriving passengers  1400–1500 

Time of average peak hour for departing passengers  1400–1500 

Total number of passengers arriving during average peak hour  414 

Total number of passengers departing during average peak hour  366 
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Table A21 shows the objective measures for car parking at Perth airport for 2002–03 to 2003–04.

Table A21  Objective measures for car parking at Perth airport

Short-term car park—International terminal 2002–03 2003–04

Number of days short-term car park is open, fi nancial year 365 365

Number of short-term parking spaces available to the public, 30 June 1 077 1 077

Total annual throughput of short-term car–park, fi nancial year 685 316 640 673

Short-term car park—Domestic terminal

Number of days short-term car park is open, fi nancial year 365 365

Number of short-term parking spaces available to the public, 30 June 1 030 1 195

Total annual throughput of short-term car park, fi nancial year 916 494 1 002 611

Staff car parking

Number of car parking spaces for staff 927
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Table A23 shows the objective measures for the domestic terminal which Sydney airport operates for 2002–03 
to 2003–04.

Table A23  Objective measures for the domestic terminal at Sydney airport

Indicator 2002–03 2003–04

Number of aircraft parking bays  27  27 

Number of aerobridges  13  13 

Number of arriving passengers  7 974 100  8 727 230 

Total number of check-in desks  33  39 

Number of hours with more than 80 per cent of check-in desks staffed  N/A  N/P 

Total number of hours any check-in desks are open  N/A  240 597 

Number of security clearance systems  6  10 

Number of seats in gate lounges  1 630  1 630 

Square metres of lounge area  4 457  4 457 

Capacity of outbound baggage handling system, bags per hour  3 500  3 500 

Number of outbound bags handled  1 391 101  3 276 885 

Number of hours outbound baggage system is in use  4 794  6 588 

Number of planned interruptions to outbound baggage system N/A  N/A 

Total number of hours of planned interruption to outbound baggage system  N/A  N/A 

Number of unplanned interruptions to outbound baggage system  40  27 

Number of hours of unplanned interruption to outbound baggage system  23  15 

Capacity of inbound baggage handling system, bags per hour  3 533  3 533 

Number of inbound bags handled  1 380 000  1 183 183 

Number of hours inbound baggage handling system is in use  4 794  6 588 

Number of planned interruptions to inbound baggage system  N/P  N/P 

Total number of hours of planned interruption to inbound baggage system  N/P  N/P 

Number of unplanned interruptions to inbound baggage system  11  6 

Total number of hours of unplanned interruption to inbound baggage system  6  3 

Number of working accessible baggage trolleys  300  300 

Number of FID (fl ight information display) screens  450  450 

Number of information points  N/P  N/P 

Time of average peak hour for arriving passengers  1800  1800 

Time of average peak hour for departing passengers  0800  0800 

Total number of passengers arriving during average peak hour   N/P 1038 

Total number of passengers departing during average peak hour  N/P  1038 
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ACT (national offi ce)

PO Box 1199
DICKSON ACT 2602

Tel: (02) 6243 1111
Fax: (02) 6243 1199

New South Wales

GPO Box 3648
SYDNEY NSW 2001

Tel: (02) 9230 9133
Fax: (02) 9223 1092

Victoria

GPO Box 520J
MELBOURNE 
VIC 3001

Tel: (03) 9290 1800
Fax: (03) 9663 3699

Western Australia

PO Box 6381
EAST PERTH WA 6892

Tel: (08) 9325 0600
Fax: (08) 9325 5976

South Australia

GPO Box 922
ADELAIDE SA 5001

Tel: (08) 8213 3444
Fax: (08) 8410 4155

Queensland

PO Box 10048 
Adelaide Street Post Offi ce
BRISBANE QLD 4000

Tel: (07) 3835 4666
Fax: (07) 3832 0372

North Queensland

PO Box 2016
TOWNSVILLE QLD 4810

Tel: (07) 4729 2666
Fax: (07) 4721 1538

Tasmania

GPO Box 1210
HOBART TAS 7001

Tel: (03) 6215 9333
Fax: (03) 6234 7796

Northern Territory

GPO Box 3056
DARWIN NT 0801

Tel: (08) 8946 9666
Fax: (08) 8946 9600

ACCC contacts
For all business and consumer inquiries

Infoline: 1300 302 502

Website: www.accc.gov.au
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>> setdistillerparams
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  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


