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iCARE Standards and Behaviors 

Created by Employees 





100% Mystery Shops 



“Friendliest Retail & Dining Terminal” 

 

 



www.flylax.com/stars 

http://www.flylax.com/stars


Quarterly Awards 
Mystery Shop Scores  

 Best Overall Terminal 

 Most Improved Terminal  

 Friendliest Terminal 

ASQ 

 Best Overall Terminal 

 Most Improved Terminal  

 Friendliest Terminal (courtesy 
scores) 

 Highest Satisfaction – Check-in, 
Security Process, Restrooms 

 Best Rated Airline 

 Most Improved Airline  
 

 

 
 

 

 



LAXtra Mile Awards 
11 





13 



Gold Star Video 

https://drive.google.com/file/d/1zYZs_Ytk6j9xChEqQENUcewgHtkRq89o/view


Is it making a difference?  YES! 

 ASQ (Airport Service Quality) overall guest satisfaction and courtesy scores 

are up 

 

 J.D. Power -- Increased by 56 points in the last four years (7.7% increase) 

 

 Skytrax -- Jumped 26 spots since 2015 and we are now in the Top 10 Best US 

Airports 

 

 



Not just a “feel good” initiative 

 Happier customers spend more time and money 

 

 Disappointed airport guests spend an average of $19 

Pleased airport guests spend $27 

Delighted airport guests spend $43 

 

 An increase of 1% in ASQ overall satisfaction generates an  

average of a 1.5%-increase in Non-Aeronautical Revenue 

 

Sources:  J.D. Power 

                ACI World 




