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4.1. Introduction

In this chapter, we compiled the results of an extensive field research effort to
identify issues and concerns from potential users of a CBT that could influence
the demand for a cross-border connection to TIJ for U.S.-based passengers. The
research also developed a comprehensive understanding of users expectations
for a successful CBT that outlines the preferred type of facility and service.

The objectives of the work summarized in this chapter are to:

1 Identify issues and concerns that make residents from Southern California
cross the U.S.-Mexico border to fly out of TIJ.

1 Determine relevant factors that could potentially influence the use of a
CBT.

This chapter amasses findings from the research field effort, and it is divided into
the following five sections:

Section 4.2. Proposed Field Research Approach: Introduces the social
research techniques use in the research field.

Section 4.3. Focus Group Sessions: Presents the initial results of the field
research, which draw from four focus groups of potential
flyers in San Diego County on awareness, safety/security,
service/cost, and convenience of air travel out of SDIA and
T1J. Results of this work were used as the basis for other
field research work.

Section 4.4. Telephone Interviews: Presents the results of a thorough
analysis of 1007 telephone interviews to current and
potential air travelers residing in San Diego and Imperial
Counties, to determine the likelihood of usage of a CBT and
establish potential demand drivers.

Section 4.5. Passenger Surveys: Presents the results of 500 passenger
surveys at SDIA and 500 at T1J that served to enhance the
findings of the telephone interviews.

Section 4.6. Key User Group Interviews: Presents the results of 22
interviews to key user groups of SDIA and TIJ to gauge the
impact the CBT could have on their constituents and their
support to the concept.
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4.2. Proposed Field Research Approach

Four qualitative techniques were strategically selected by the IMG Team to
gather information on the potential use of a CBT as an alternative to increasing
air travel service in the San Diego Region. To increase the accuracy of results,
these techniques were developed in sequence and structured to obtain
guantifiable data. These techniques were carried out in consecutive order to:

1. Cross-reference information.
2. Refine the research based on identification of key elements.
3. Strengthen results.

As the diagram below depicts, field research began with discussions with four
pre-screened focus groups in the San Diego Region. Findings from these groups
led to the development of telephone interviews carried out randomly in San
Diego and Imperial Counties. Data from the telephone interviews was further
refined through passenger surveys in English and Spanish at both SDIA and TIJ.
Finally, assessment of the support to the CBT concept from local leading
businesses and industries, as well as the impact on the local economy, was
obtained from one-to-one interviews with key user groups in the region.

Field Research Approach

FOCUS GROUPS

. TELEPHONE .
San Diego g INTERVIEWS Imperial

County

PASSENGER
SURVEYS

KEY USER GROUPS
INTERVIEWS
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The findings of the field research came from a combined sample of over 2,000
adults that could potentially travel by air in the future and use the CBT as an
alternative. The research was carried out during a three-month period between
October 2007 and January 2008.

Sampling methodologies and survey instruments were designed in consultation
with staff from SDCRAA. A sample of each survey instrument is included in the
Appendix to this report.

DESCRIPTION OF TECHNIQUES EMPLOYED

A brief description of the four techniques used during the field research work are
presented below.

Focus Groups

A focus group is a technique by which a group of people is gathered in the same
room and is asked about their attitude towards a concept, a product, a service,
etc. Interaction could be facilitated by one or more moderators always in a group
setting, where participants are free to talk with other group members. It also
allows moderators to study people in a more natural environment than in a one-
to-one interview. The discussion is loosely structured and the moderator
encourages the free flow of ideas. In order to accomplish a dynamic interaction,
the moderator is typically given a list of objectives or an anticipated outline. This
interaction can provide invaluable information about the potential market
acceptance of the concept under discussion.

The IMG Team screened participants to ensure that they were part of the
relevant target market and that the group was a representative sub-group of this
market segment. This technique is commonly known as "Traditional Focus
Group" approach. A video camera was used to record the sessions to later
facilitate a thorough analysis and generate accurate transcripts. Groups were
facilitated by one moderator that used a scripted list of questions, and who
skillfully managed the group flow mitigating the effect of group pressure common
in focus groups. The moderator used the straight questioning technique assisted
by visual aids to stimulate the discussion.

Telephone Interviews

Telephone interviews is a type of social research technique. In this type of
interview, the interviewer initiates and controls the exchange to obtain
guantifiable and comparable information relevant to an emerging or previously
stated hypothesis, within a limited timeframe. For this purpose, a
guestionnaire is developed with a list of pre-set answers for easy tabulation
and analysis. When computer-assisted telephone dialing is used, the average
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response rate is approximately 40%-80%"° .

In order to remain as quantitative as possible, the IMG Team developed a 66-
guestion telephone interview based on information gathered from the focus
groups. The questionnaire is used to gather data on demographics, impressions
of SDIA and surrounding airports as well as their locations, usage drivers,
features of the CBT, likelihood of and barriers to using a CBT, and the preferred
name for this type of facility. As later discussed in Chapter 5, the questionnaire
was entered into a computer-assisted telephone interviewing system for quality
control, and data was analyzed through multiple regression analysis, ordinal
regression, factor analysis, Analysis of Variance test (ANOVA) and Chi-square
Automatic Interaction Detector (CHAID) - a statistical decision tree technique. As
in the focus groups, interviewees were also persons identified as a potential
source of information through a screening section at the beginning of the
guestionnaire.

Passenger Surveys

Besides telephone interviews, other commonly used survey methods are
administered by mail, online, personal in-home, or in a public place. The
passenger surveys, also known as intercept surveys, belong to this last category
and are probably the most socially acceptable amongst all categories.
Interviewees feel that a public place to conduct the survey, such as an airport,
does not invade their personal space. These surveys are usually administered
in the form of standardized and structured questions to reduce bias and
ensure reliability and validity. Every respondent is presented with the same
guestions and in the same order as other respondents. Quantifiable data is
also collected to be compared and contrasted with information from other
surveys. The estimated success response rate® in this type of survey is
approximately 50%.

Since passenger surveys took place both at TIJ and SDIA, the IMG Team
developed passenger survey guides in both English and Spanish for each
airport addressing the different elements involved with trips that originated
from T1J or SDIA. Visual aids were also used to aid the understanding of the
CBT concept.

User Group Interviews

Finally, key user groups interviews, also commonly known as research
interviews, are a social interaction between a researcher and a subject, who
is identified as a potential source of information. In this type of interview, the
interviewer initiates and controls the exchange to obtain quantifiable and

9 Based on fiResponse Rates in Random Digit DMadey,ng ( RDD)
O'Connor and Krotki (1997).

8 Success Response Rate: Interviewed people who answer and respond the entire questionnaire
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comparable information relevant to an emerging or previously stated
hypothesis. Although there are many types of interview methods used, in
general, they range from unstructured to structured. Unstructured interviews
allow for a holistic understanding of the interviewees point of view, thus
considered more a qualitative type of research. Structured interviews, on the
other hand, allow for the collection of actual data that can be compared and
contrasted with information from other interviews. However, the most
commonly used is perhaps the semi-structured technique, where the
researcher wants to obtain certain information following a flexible interview
schedule that allows for some free conversation on relevant issues, as it was
the case for the IMG Team.

In order to accurately gauge potential impact and industry buy-in to a CBT, the
IMG Team met with local leaders and representatives of 22 organizations that
provided invaluable information and insight into the views and needs of their
respective constituencies.

4.3. Focus Group Sessions

A total of four focus groups were held from October 2-4, 2007. Sessions took
place in south, east and central San Diego County locations. Each session lasted
one hour and thirty minutes.

4.3.1. Focus Group Discussion Guide

A single discussion guide was created for all sessions. The guide was divided
into subject sections. The following reflects the discussion categories:

1. Background / awareness
2. Security / safety

3. Convenience

4. Service / cost

Findings from the focus group sessions were intended to provide a more precise

understanding of the pivotal issues related to the CBT. Those findings were used

to guide the development of the telephone survey tool. Specifically, discussion

points included participantsd awareness and
experiences using the airport, and perspectives of safety and security at the

airport. Other discussion points referred to a convenience factor and its impact

on marketability of the airport, as well as the effect of crossing the international

border and the acceptability fees charged to use a CBT. A full version of the

Focus Group Guide is enclosed in the Appendix .
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4.3.2. Sampling Methodology

During the week of September 24, 2007, the IMG Team assigned screening
personnel to contact prospective participants at all three terminals at SDIA. More
than 300 passengers were contacted over a three-day period using a participant-
screening tool developed for this project and included in the Appendix. The tool
was designed to ensure that participants represented a correspondent cross-
section of the .Sgegalatentos was pap tolregidence n
location, frequency of and reasons for air travel, and mobility to the airport.

Additionally, particular attention was paid to the reasons for air travel. Nearly
equal numbers of individuals that fly for personal, business or both participated.
Age group representation was distributed throughout the four focus groups to
ensure that every age range was represented. Each group was composed by
seven to fifteen residents from San Diego County that conform to the area of
interest. The following chart details the demographic breakdown of the
participants for each of the group sessions.

Focus Groups Description

Location Date  Participants Gender Ethnicity/Color Age Travel Type TIJ Expe
M F White Hispanic A'or:::'iz;n Asian | Under 30  31-40 41-50 51-60  Over 60 | Business Leisure Both
South County 10/2/07 8 2 6 3 4 1 0 0 3 2 2 1 0 6 2 3
Central San Diego  10/3/07 11 5 6 9 2 0 0 3 1 4 3 0 1 4 7 2
North County 10/3/07 7 2 5 6 0 1 0 4 1 1 1 0 0 4 3 0
East County 10/4/07 15 6 9 12 3 0 0 2 0 3 6 4 11 1 3 6
Focus Group Totals 41 15 26 30 9 2 0 9 5 10 12 5 12 15 15 11
Focus Group % 37% 63% 73% 22% 5% 0% 22% 12% 24% 29% 12% 29% 37% 37% 27%
Regional Statistics 47% 31% 3% 11%
M F | White Hispanic Aﬁzﬁi‘:‘n Asian |Under30 3140 4150 5160 Over60 | Business Leisure  Both Y
Participants Gender Ethnicity/Color Age Travel Type TIJ Expe

4.3.3. Focus Group Sessions Key Findings

Following is a summary of key findings by discussion category.

Background/Awareness

WHEN YOU NEED TO FLY SOMEWHERE AND NON-STOP FLIGHTS ARE NOT
AVAILABLE AT SDIA, WHAT DO YOU DO?

The respondents were mixed in their approach to making travel decisions:

1 When considering choices, time appeared to be the most popular
driving factor.

‘l Infrastructure Final Report
Management Cross-Border Terminal - Market Demand Study Page 112
.‘ Group, Inc.




CHAPTER 4. FIELD RESEARCH ANALYSIS

1 There was an understanding on the limited nature of SDIA, when it
comes to the availability of long-haul non-stop flights, and they are
conditioned accordingly.

1 There was some concern expressed over the event of missing
connecting flights due to delays at SDIA.
Other participants talked about a process that compared travel time between
flights at SDIA and LAX:

91 Drive to LAX was an option, if it implies saving a minimum of three
hours in flight.

1 Length of the trip was a major factor in choosing between non-stop and
connecting flights; for quick turnaround trips (five days or less)
minimizing travel time was imperative.

1 Benefits available when flights were cancelled or missed.

1 Ability to rest on long flights with layovers.

HOW IMPORTANT IS COST IN TRAVEL DECISIONS?

1 Cost was a major factor in making travel decisions when traveling for
personal reasons, except family emergencies.

1 For many, booking a minimum of three months in advance provides
the traveler with a wider range of non-stop options at reasonable
prices.

Some travel to LAX for cheaper flight options.

Participants representing business interests stated that time, not cost,
was the primary factor.

THINKING ABOUT OPTIONS WHEN CHOOSING A FLIGHT, WHAT IS MORE
IMPORTANT TO YOU, THE AVAILABILITY OF NON-STOP FLIGHTS OR TICKET
COST?

Responses were varied:
1 The type of trip determined importance of non-stop flights.
T AUr gency wasthe fggmula to eldiermine decisions.

1 Convenience outweighed cost considerations, unless the savings were
significant, i.e. 50% reduction or more.
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Those that regularly use SDIA for long haul flights understand that
connections and longer travel times area reality. When time is of the
essence, some stated that they travel to LAX to board a non-stop flight.

HOow MANY OF YOU KNOW ABOUT TIJUANA INTERNATIONAL AIRPORT?
HoOw DO YOU KNOW ABOUT IT? WHAT DO YOU ALL THINK ABOUT THAT
AIRPORT?

The number of participants either familiar with or having used the airport
varied from group to group. Roughly one-half to two-thirds of the participants
had some perception of the airport, either directly or through someone they
knew:

1 Those that had experiences in excess of 20 years ago expressed
dissatisfaction with the airport and its operation: poor terminal
maintenance, chaotic passenger and baggage processing, and
unpredictable flight times were the common themes.

1 Those that had developed a perception of the airport more recently
(within the last five years), had varying opinions of the airport: many
felt that the fact that T1J had been improved and modernized would be
a reason to use the airport; some felt that TIJ offered similar service,
comfort and convenience as major U.S. airports; others believed TIJ to
be ok, but more i ncloiume rwidot mia pfotrhi.rd w

1 One respondent that had picked up friends at the airport felt the flow of
ground transportation was adequate, but inside the airport they
guestioned why so many people seemed to
They felt that the terminal was dirty, and there were no staff to assist
people.

1 There was consensus in that non-Spanish speaking customers may be
intimidated by the inability to communicate. Most felt that English-
speaking personnel at the airport to assist and direct passengers
would instill a level of confidence and comfort to breakdown a
significant barrier to attracting more passengers from the U.S.

HAVE YOU FLOWN OUT OF TIJUANA INTERNATIONAL AIRPORT?
WHAT DROVE YOUR DECISION TO USE THAT AIRPORT? WAS IT COST?
AVAILABLE SERVICE (FLIGHTS/DESTINATIONS)? WHEN WAS THAT?
WOULD YOU FLY OUT OF TIJ AIRPORT AGAIN? |F NOT, WHY?

A number of individuals that participated in the focus groups had used or
knew someone that had used the airport. The primary factors in decisions to
use the airport for those indicating past use include:
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Flight availability to numerous Mexican destinations and cost.

1 Flight availability to a number of destinations in Mexico, not available
through SDIA.

1 Flights lower in cost and more convenient since many are non-stop.

Security provided at the airport was professional and not a problem.

Those who believed that their experience was "bad" or "poor" stated:
1 Poor road conditions.

1 Heavy traffic in Tijuana getting to the airport.

1 Not enough direction givenover t he airportos public

system regarding flight status, change of gates, etc.

T AScaryo moments due to contact with

outside the airport.
9 Sanitary condition of the airport.

Security/Safety

WHAT IS YOUR OPINION OF AIR TRAVEL SAFETY IN MEXICO?

Opinions were broad, ranging from secure to unsure:

1 Those familiar with the operation of aircraft were confident that the
airspace management was safe. In fact, it was mentioned that
airplanes cross into U.S. airspace, occasionally, without any problem.

1 Some mentioned they had concerns with aircraft safety. These
individuals felt that Mexican-based airlines might not maintain their
equipment as often as necessary. One participant stated that the pilot,
while on duty on a flight, asked for an alcoholic beverage.

WHAT IS YOUR IMPRESSION OF SECURITY AT THE TIJUANA AIRPORT?

Participants expressed some level of concern regarding security at TIJ:

1 Many felt uneasy about leaving their car at the airport, while away on a
trip.

1 Views on the effectiveness of passenger and baggage screening were
mixed. One participant stated that, while not as comprehensive as in
the U.S., security at the airport has improved. Now all bags and
people are scanned.
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IS THERE ANY PARTICULAR ASPECT IN NEED OF IMPROVEMENT?

Participants mainly suggested the need for improvements in areas related to
accessibility to the airport, maintenance, security, baggage handling and
communications:

1 A shuttle to and from the airport would alleviate fears of leaving a car
at the airport.

1 Better maintenance and a cleaner environment at the airport would
create a higher perception of security and comfort.

Airport security appeared lax and vulnerable to manipulation.
The random light system of searching luggage seemed antiquated.

Among most, however, the need for English-speaking personnel at the
airport would do the most to generate an environment of comfort and
confidence in using the airport.

Convenience

AIRPORT

EXCLUDING ANY THOUGHTS ABOUT CROSSING THE BORDER, WHAT WAS
YOUR IMPRESSION OF THE FACILITIES AT THE TIJUANA AIRPORT?

Most participants that commented on using TI1J had a positive impression:

1 The services offered at the airport were as nice and comparable as
those in most airports in the U.S.

T APl easantly surprisedo at the modern ap

1 The addition of international flights at TIJ was believed to create a
more convenient alternative to driving or connecting to LAX.

T The experience was f oundefficentdearrityi ok ay o w
processing and good food available at the airport.

Comments relating to negative impressions were centered on:

1 Overcrowding and lack of customer service personnel to assist
passengers.

1T General f eel i thydworldcobmneryon gaiirmp oa ti They
commented that it was not particularly a bad experience, but not up to
U.S. standards.
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WHAT ARE YOUR IMPRESSIONS OF SAN DIEGO INTERNATIONAL AIRPORT?

Positive impressions dominated during the discussion:
1 Convenience of the location.
T AOkay o adfridndlnes er
1 Quick and easy boarding process due to the small size of the airport.
1 Recent improvements to the airport and the existence of adequate
restrooms in the terminal.
Negative impressions were mainly related to service limitations:

1 Concerns about the lack of parking and signage directing motorists to
the cellular phone parking lots.

Single-runway.
Limited flight options.

Delays caused by early morning fog.

= =2 = =

Curfew limitation was questioned.

THINKING ABOUT TRAVELERS WHO LIVE IN SAN DIEGO, WHAT COULD BE
DONE AT THE TIJUANA AIRPORT ITSELF TO MAKE THE PROCESS OF GETTING
ON A PLANE THERE SIMPLER OR MORE CONVENIENT?

Participants indicated that the time required crossing the international border
and the unpredictability of the wait was the greatest deterrent. Suggestions
were mainly related to ease the border-crossing and check in process:

1 Reduce the time required to get to the airport providing a shuttle with a
ffast-cross0 t h a ttranspom daskengers from LAX and SDIA, as
well as other central San Diego locations.

1 Provide ticketing and luggage check-in facilities located in the U.S. to
simplify the process and remove the hassle.

WOULD MORE DELAYS AND HIGHER FARES AT SDIA CAUSE YOU TO
CONSIDER USING OTHER AIRPORTS? WHAT ABOUT USING THE TIJUANA

AIRPORT?
Most participants agreed that more congestion at SDIA would cause travelers
to look to other facilities including LAX and TIJ.

1 One individual stated that they would never use TIJ.
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1 Most felt that, if crossing the border could be simplified and the airport
offered a greater range of flight and destinations including U.S.
options, T1J would be a serious alternative.

1 They felt that TIJ maybe a better alternative to those living closer to the
border.

1 If airlines offered discounted rates, it might cause some to come from
greater distances to use TIJ.

BORDER

WHAT ARE YOUR VIEWS ABOUT CROSSING THE BORDER? ARE WAIT TIMES
PREDICTABLE?

Views on crossing the border were negative:

1 A majority of participants felt that the time it takes to cross the border is
excessive and unpredictable.

1 Those that are somewhat accustomed to crossing stated that they do
so with significant planning.

1 No one seemed to be confident about predicting or relying on border
wait times.

1 In the opinion of many, there seems to be no justification to the line
lengths or the time required to cross.

HOw STRONGLY WOULD YOU CONSIDER FLYING OUT OF TIJUANA AIRPORT
IF AT ALL UNDER THE ASSUMPTION OF A DIRECT, TIMESAVING CROSSING?

Many felt that the difficulty or ease in crossing the border would be the most

important factor in using T1J. Most felt that a direct connection to the airport
would be a positive factor in making decisions to use the airport.

WHAT WOULD YOU THINK ABOUT PAYING A FEE?

Views on a fee-based system varied. Specific acceptable figures discussed
included a $17.00 fee to cross the border.
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WOULD ADDING INTERNATIONAL DESTINATIONS, INCLUDING U.S.
DESTINATIONS, MAKE THE TIJUANA AIRPORT A MORE ATTRACTIVE OPTION?

Most felt that a number of factors would cause them to take a serious look at
using TIJ:

1 Competitive or even cheaper ticket costs.

1 A wide range of flight choices.

1 Increasing the convenience and confidence in the service.

In each group, however, a small minority stated that under no circumstances
they would consider using TIJ.

HOw STRONGLY WOULD YOU CONSIDER FLYING OUT OF TIJUANA AIRPORT
IF AT ALL? WHAT PRICE DIFFERENTIAL WOULD CHANGE YOUR MIND?

Most stated that price and convenience would cause them to strongly
consider using the airport.

HOw MUCH LOWER WOULD COSTS HAVE TO BE TO SERIOUSLY CONSIDER
USING TIJUANA AIRPORT? 10%? 25%7? 509%"7

Some included flight ticket savings of at least 30%. Others ranged from
$100.00 to $150.00 in savings off a typical U.S. based ticket.

4.3.4. Conclusions

The following conclusions represent views from participants in the focus groups
to the implementation of the CBT concept.

Air Service: Respondents weighted convenience and time as the most popular
demand driving factors for the development of a CBT.

Incentives to increase TIJ usage: Lengthy cross-border waiting time and
safety/security concerns were perceived as the major deterrents to promote
travel through TI1J. Before being introduced to the CBT concept, the groups
identified two fundamental incentives to attract demand to TIJ: reduction in cross-
border waiting time, and ticketing and luggage check in facilities located in the
U.S. to simplify the process and remove the hassle.
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Service/cost: Price differential of at least 30% in savings would increase
passenger demand to cross the border.

Perception of the airports: Perceptions of TIJ were mixed. Passengers with
recent experiences had a better perception than those that had used the airport
20 years ago. Notwithstanding, many felt TIJ had been improved and
modernized, offered similar service, comfort and convenience as major U.S.
airports, but it still resembled a "third world country" airport. Perceptions of SDIA,
on the other hand, were positive. Convenience, user-friendly, quick and easy
boarding process, and recent improvements were dominant factors.

Cross-Border fee: Views from participants were varied, in general they would
agree to pay a small fee to be able to quickly cross the international border to fly
out of TIJ.

4.4. Telephone Interviews

As part of the field research work, telephone interviews of current and potential
air travelers residing in San Diego and Imperial Counties were conducted
between November 5-13, 2007.

4.4.1. The Interview Process

Based on the findings and discussions with the focus groups and interviews with
T1J and SDIA staff, a questionnaire for telephone interviews was developed. The
content of the questionnaire was discussed and approved by SDCRAA.

The questionnaire was administered through 1007 telephone surveys, of which,
905 were from San Diego County and 102 from Imperial County. Qualified
respondents were limited to current and potential air travelers residing in the two
counties. The random sampling was provided by Scientific Telephone Samples
of Foothill Ranch, California.

Responses were gathered by professional telephone interviewers during a seven
day process. Interviews lasted an average of 18 minutes and 39 seconds.
Verification procedures were followed and no surveys were rejected in the
process. Editing, coding, computer processing and tabulation of the data were
done at Competitive Edge's office in San Diego. The computer tabulations were
produced using SPSS PC+ version 15.0, a statistical package copyrighted by
SPSS, Inc. The maps were produced using ArcView.
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SUMMARY

Research Objectives:

Sample Size:

Margin of Sampling Error:

Confidence Level:
Sample Methodology:
Jurisdictions:
Eligibility:

Interview Method:
Average Duration:
Field Hours:

Field Dates:

Field Facility:

CHAPTER 4. FIELD RESEARCH ANALYSIS

1) Determine usage likelihood for the CBT.

2) Estimate potential usage for the CBT.

3) Gauge effect of various terminal elements
on usage likelihood.

4) Determine drivers of usage likelihood.

n=1007, 905 San Diego County, 102 Imperial
County

+3.1%

95%

Random Digit Dial

San Diego County and Imperial County
Air travelers and potential air travelers
Telephone

18 Minutes, 39 Seconds

From 5 p.m. to 9 p.m.

November 5-13, 2007

Competitive Edge Research, San Diego

4.4.2. Sampling Methodology

The sample is comprised of current and potential air travelers residing in San
Diego and Imperial Counties. Respondents were initially selected using a
random digit dialing technique from a file maintained by a professional list
vendor. An oversample of 102 Imperial County air travelers was collected to
obtain a more statistically reliable result when analyzing Imperial County alone.
Weighting on age and geographic location were necessary to ensure an accurate
representation of the population of current and potential air travelers.

MARGIN OF SAMPLING ERROR

According to statistical theory, the confidence level associated with a sample of
this type is such that, with a question where the respondents answer 50% "yes"
and 50% "no," 95% of the time the results are within £3.1% of the true value,
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where true value refers to the results obtained, if it were possible to interview
every possible qualified respondent. The degree of error is reduced when
responses have larger (e.g. 60%-40%, 70%-30%) percentage differences.
Conversely, the margin of sampling error increases when a subset of the entire
1007 responses is analyzed. The margin of sampling error is £3.3% for the sub-
sample of San Diego County residents and +9.8% for the sub-sample of Imperial
County residents.

AVOIDING BIAS

In addition to error introduced by sampling variability, there are many other
possible sources of bias, such as how a question is worded, the question
sequence or individual interviewer techniques. The IMG Team did everything in
its power to minimize these potential sources of bias.

Systematic position bias occurs when the order in which a series of questions is

asked, influences the r e é$thequedtiiens.tT6s answer < t
eliminate systematic position bias in the aggregate, the order of some questions

was randomized.

A SNAPSHOT IN TIME

A survey of this type is a good measure of current attitudes and likely behaviors
that may change over time. This survey should not necessarily serve as an
unqualified predictor of events, but as an indicator as to the situation in early
November 2007.

RESPONDENT SELECTION

In order to get the opinions of people who fly or who are willing to fly in the future,
all respondents who said that they would not fly in the future (Q3) were screened
out of participating in the survey. Overall, 227 were ineligible on this basis, 178
San Diego County residents and 49 Imperial County residents. Although these
Andmt ur ewerefterminatedsafter Q3, they still made a valuable
contribution to the final data set. At the outset of the study, there was reason to
believe that flyers are younger than non-flyers. In response to this hypothesis,
we recorded the age range of the non-flyers so the dataset could be properly
weighted.

WEIGHTING PROCEDURE

Data weighting is the procedure used to correct distributions in the sample data
so that they approximate those of the population from which the sample was
drawn. The data for San Diego County and the data for Imperial County were
weighted separately by age to bring them in line with the known proportions
basedonU. S. C e n sAmeritan ZArdnGnity Survey. San Diego County
and Imperial County account for 96% to 4%, respectively, of the region. After
interviewing 905 San Diego County and 102 Imperial County travelers (which
results in a 90% to 10% distribution), the dataset including both counties was
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weighted on geographic location, so that it would reflect the proportions of the
total base sample.

LEVEL OF PARTICIPATION

Of those contacted for the survey and who were eligible for the study, the
percentage that completed the survey was 55% in San Diego County and 75% in
Imperial County. As experience has shown, participation rates are higher in rural
areas, generally because residents of those areas are interviewed less
frequently. San Diego County, in particular, is surveyed frequently and
participation rates are relatively low, even compared to other urban areas. Only
9% of the respondents who began the interview terminated it midway through the
survey. Generally, a termination rate of 10% is average. This indicates the
survey was not inordinately fatiguing or uninteresting.

CATEGORIZING VERBATIM RESPONSES

Questions regarding U.S. destinations flown®!, impressions of SDIA%, and
likelihood of using the new CBT®, were asked in an open-ended fashion and
were subsequently coded for ease of analysis.

Questions regarding U.S. destinations flown were coded into four regions based
on the different time zones East, Central, Mountain and Pacific (which includes

Al aska and Hawai i) . Al | remaining verbatim
Uncodable responses for these questions are city names found in multiple
regions. Thisdoesnot i nclude the Aunsureo category,

respondent could not give an answer.

Codes for questions regarding impressions of SDIA and likelihood of using the

new CBT®* were created to best represent the information that was given in the

verbatim responses with like terms being grouped together. For a code to be

created, the categorization of responses must represent a minimum of one

percent of all verbatim responses. Al Il r ema
were subsequentdry. @ odtadweweri,otthhi s does not
responded Aunsure, 0o where the respondent cou
contain the word fpeeficsetermasl 0 refer t o non

GEOCODING AND MAPPING

The mapping for the CBT dataset was performed with ArcView 3.2, a geographic
information systems program. Each zip code with data in San Diego County or
Imperial County was represented; some zip codes were not populated with data,
and hence could not be represented with a non-zero value on a map. Each of
the maps uses data referring to the terminal usage initial test, final test or Otay

806, Q10, and Q14
82029-Q32

8 056-Q57

8 029-Q32 and Q56-Q57
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Air terminal usage, respectively. Classification boundaries were decided up
front; different classifications can produce different apparent patterns.
Progressive distance boundary rings were set at intervals of 20 miles, ranging up
to 80 miles, centered upon the area just north of TI1J at Britannia Court.

SPLIT SAMPLE TESTS

Split sample tests were used® regarding the level of comfort flying on U.S. and
Mexican carriers, and the use of a CBT along with identified factors that could
impact the demand. Split sample tests were used in this questionnaire to
experimentally measure the difference between two, three or four different
guestion wordings. Respondents were randomly selected by a computer to
receive the fAao fibo Aco or Ado treat ment . F
procedure. For example, in the case of Q33, respondents were randomly asked
their comfort level on one of four different Mexican carriers, which included
AeroMexico, Volaris Airlines, Mexicana and Avolar. The purpose of this was to
determine the general awareness and comfort level respondents had with
Mexican carriers, without focusing on only one or two carriers. Likewise, for Q34,
respondents were asked their comfort level on one of four randomly selected
U.S. carriers, which included Delta Air Lines, American Airlines, United Airlines,
and Southwest Airlines.

The splitsample®®i ncl uded three different names foi
CrossAirTermi nal at t he -Bordemr 0T e M@ir m@&dsOAr and fArFa
Terminal at the Border. o Respondents were r

names and were, subsequently, asked the same name throughout the survey.
This was done to discern the affect each name might have on following questions
and, in particular, usage likelihood.

Q38a and Q38b wer e, additionally, split rega
businesso or fAiCancun for vacationo; responde
two options. This was done to determine the effect of traveling to Mexico for

business or for pleasure would have on which airport the respondent would use.

Additionally, Q47 contained a split regarding the price of the user-fee to use the
CBT. Respondents were randomly asked one of three options, which included: a
fee of $15, $25 and $35. The purpose of this was to discern the effect each
individual fee would have on the use of the CBT.

The additional split in Q48 regards the potential savings the respondent would
receive if they used the CBT as opposed to using another airport. Respondents
were randomly asked one of four options, which included a savings of $50, $100,

8 gplit sample for questions regarding level of comfort flying on US and Mexican carriers: Q33-
Q34, Q37, Q38a-Q39a, Q38b-Q39h, and Q40-Q57

8 split sample for questions regarding proposed names for the CBT: Q37, Q38a-Q39a, Q38b-
Q39b, and Q40-Q57
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$200, or $300. The purpose of this was to discern the effect that each of the
price savings would have on CBT usage.

USE OF QUALITATIVE LEARNING IN DEVELOPING THE QUESTIONNAIRE
Qualitative research (focus groups) was conducted in order to explore issues
related to the CBT and to develop enhanced lines of inquiry for the following
guantitative research (telephone survey). The groups were helpful in three
specific areas.

First, the notion that the name of the terminal is important became apparent.
Participants seemed to have a difficult time with the possibly bureaucratici c r -0 s s
border t er sri Thadurvey questianraire was, therefore, designed to
rigorously test three alternative names. A second area where focus groups
influenced the line of questioning was with respect to pricing. Data from the
groups suggested that a savings of over $100 was necessary to boost usage
likelihood. Therefore, the survey was designed to test only one price below $100
($50) and three higher amounts. A third area of study suggested by the focus
groups related to the usage of TIJ. The suggestion, based on participant
comments, was that those who used the airport some time ago had worse
impressions of the airport than those who used it more recently. The
guestionnaire included a question to determine the last time that flyer used TIJ.

4.4.3. Telephone Interviews Key Findings

Introduction

San Diego County is a bustling 4,200 square mile region with, according to data

fromtheU. S. Census6 2006 Amer,iarceatmatégflo mmuni ty Sur
population of more than 2.9 million people, 2.2 million of which are adults.

Population density is 620 residents per square mile. Based on the survey

results, we estimate that about 400,000 of those adults are non-flyers. That is,

18% will not travel on a commercial airliner. Therefore, SanDiegoCount y6s adul t
air passenger population is about 1.8 million. The population has grown by more

than 400,000, since the year 1990.

Though located east of San Diego County and west of Arizona, Imperial County
bears little resemblance to its neighbor. Its population of only 160,000 people is

far smaller than San Di ego isCI8000 regiderss. The ad
Though almost exactly the same size as San Diego County, it is far less dense

(34 residents per square mile). Furtherre duci ng | mperi al Countyos
theregon 6s air travel is the finding that 30% o
i ntend to fly. Therefore, | mperi al Countyos
about 79,000. Moreover, the rate of population growth in Imperial County is

small in real numbers. Data fromtheU. S . Census6 2006 American
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Survey shows that the population has increased by 46%, since the year 1990,
but that only amounts to an additional 50,000 people.

With San Diego County accounting for 23 times the number of air passengers as
Imperial County, the former impacts our analysis to a much greater degree.

Attitudinal Background

IMPRESSIONS OF SAN DIEGO, LOS ANGELES AND ORANGE COUNTY

In studying the attitudinal background from potential passengers, the IMG Team
started from the hypothesis that impressions of Tijuana could influence opinions
and usage of TIJ. We also wanted to prove if the same relationship could apply
to the airports in the U.S. under study.

Impressions
H Very unfavorable 1 Somewhat unfavorable L1 Heard of/lunsure LI Somewhatfavorable & Veryfavorable

Not heard
<1%

| 34% 6%
18% |5% 44% 2%
- i
Otay Mesa O3 | 31% 7%

26% | 125 |  21% 2%

City of San Diegc

Orange County

Los Angeles

Country of Mexico

0% 20% 40% 60% 80% 100%

The City of San Diego comes out on top of all the items tested in the survey. It
has a good image, with 98% holding favorable impressions and 80% holding very
favorable impressions. Considering that 95% of the air travelers surveyed live in
San Diego County and 39% reside in the city itself, a healthy image is not
surprising. However, the intensity of the positive image is worth noting.

In contrast, Orange County is less well known and not nearly as well liked. That

i's not to say San Diego Countyds coast al nei
regard 1 58% register favorable opinions of Orange County, but positive feelings

are generally not intense, 15% hold unfavorable impressions and 26% do not

know enough about Orange County to have any impression.
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The City of Los Angel esd | oh@rgnge Gownty.dtisot her st
not about being less attractive to the air travelers. The city is better known than

Orange County, 94% have an opinion about it, and 62% say they have a positive

opinion of Los Angeles. However, only 18% report very favorable impressions

and 31% have unfavorable impressions of the city. So, on balance, flyers do not

regard it as favorably as Orange County.

IMPRESSIONS OF THE OTAY MESA AREA

The Otay Mesa area of San Diego County is a somewhat lightly populated area
just north of TIJ. The population of the corresponding zip code (92154) has only
69,000 people as of year 2000 (the last year for which U.S. Census figures are
available). The area is largely comprised of Hispanic residents.

Thirty-eight percent of air travelers do not have an impression of the Otay Mesa
area, making it the least known of the locales we tested. That being said, only
7% have never heard of the area at all, so the vast majority of air travelers at
least know where Otay Mesa is located. However, analysis shows that Asian-
Americans are significantly less likely to have heard of Otay Mesa. Among flyers
that have an opinion about the area, its basic image is between that of Orange
County and Los Angeles: more attractive than non-attractive, but the positive
intensity is not strong.

Those residing south of Interstate 8 tend to have more favorable opinions of Otay
Mesa than those living north of the traditional dividing line between the north and
south sides of the City of San Diego. Within the south suburbs (the portion of
San Diego County from National City to the international border), which contains
Otay Mesa, 74% have a favorable impression of the Otay Mesa area. Even in
what we label south San Diego City (south of Interstate 8 and north of National
City) 52% report positive opinions of Otay Mesa. Though no area in the two
counties reports mainly negative opinions of Otay Mesa, only 33% of those north
of Interstate 8 hold favorable views and 20% hold negative views of the area.
The survey also shows that Hispanics generally have more favorable opinions of
the area than do non-Hispanics.
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Otay Mesalmpression by Area
| ®Veryunfavorable 4 Somewhatunfavorable i Heard of/unsure 11 Somewhat favorable ® Very favorable |
Not heard
South Burbs (13% 17% 29% 1%
South City (17%, 52 20% 7%
East Burbs (13% 8% 9%
Imperial County (4%) [£% 15%
East County (9% &%) 5%
North Burbs (11%) BRI 5%
North City (22%) B2 11%
North Coastal (11%; 42% 9%
0% 20% 40% 60% 80% 100%

IMPRESSIONS OF THE CITY OF TIJUANA

Impressions of the City of Tijuana are generally poor compared to the other
areas and airports we tested. Nearly 60% have negative impressions of the City
and most of those are intensely unfavorable. Only 28% have positive
impressions of the city and 7% express very favorable opinions. Only 1% claim
they have ever heard of the city and another 12% do not have enough
information to rate it.

It is beyond the scope of this study to dete
image is impacted by impressions of Mexico or whether the opposite is true;

however, impressions flyers have of the City of Tijuana and Mexico are closely

intertwined. As the chart on the next page shows, very few air travelers that

have negative impressions of Mexico have positive feelings about the City of

Tijuana. While the relationship is not quite as tight among those with positive

impressions of Mexico, those that view the country very favorably, generally,

have positive impressions of the city as well.
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Impression of Tijuana by Impression of Mexico
| ®Veryunfavorable & Somewnhatunfavorable i Heard of/unsure i Somewhatfavorable B Very favorable |

: . Not heard
Impression of Mexico
Very Favorable (24% 21% 5% 35%
Somewhat Favorable (32% 33% | 9%] AU
Heard of/unsure (11%) 18% l 48% | 10%' 3%
Somewhat unfavorable (14% 47% | 700l 796] -

Very Unfavorable (17%

Never Heard (2%, 11%| 179 | 129 R 33%
0% 20% 40% 60% 80% 100%

Hispanics tend to be less critical of the City of Tijuana than non-Hispanics.
However, among the segments of the Hispanic population that access to a higher
educational attainment, impressions of Tijuana are negative and intensity is
somewhat strong.

Impression of Tijuana by Level of Hispanicity
| ®@Veryunfavorable & Somewhatunfavorable i Heard of/unsure i Somewhat favorable ® Very favorable |
Not heard

15% |6%I 34% 1%
35% 159 31%

31% | 13% | 19% 1%

Complete Hispanicity (3%

Substantial Hispanicity (14%

Moderate Hispanicity (7%

Slight Hispanicity (53%

Non-Hispanic (23%) 22% I 15% I 14%' 2%

0% 20% 40% 60% 80% 100%

The survey also shows that the City of Ti
those residing within 20 miles of the international border. While the results for

the nearby population are not very positive T more of these air travelers seem to

dislike the city more than like it i this perception intensifies outside the 20-mile

line. In areas more than 20 miles distant, 62% of air travelers have a negative

iImpression of the City and 34% say their impression is very negative.
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Al t hough the City of Tijuanads i mage picture
significant, though modest, recent gains may have been made. What detailed

analysis shows is that more recent users of TIJ have significantly better

impressions of the City itself. Although this finding falls far short of offering proof

that the City's image is improving, it does suggest this possibility since there is a

positive correlation between the image of T1J and that of the city.

Impression of Tijuana by Year of Last Flight out of Tijuana Int. Airport (n=196)
| ®Veryunfavorable K Somewhatunfavorable i Heard of/unsure K Somewhat favorable ® Very favorable |

Post 2005(32%) IEEL 6% 36% 21%

20042005 (12%) 26% 35% 13%
20022003 (12%) IEEL 50%
20002001 (10%) 26% 58% 11%
19901999 (16%) 10% BT
Pre 1990 (18%) 6% 24% 9%
0% 20% 40% 60% 80% 100%

IMPRESSIONS OF THE COUNTRY OF MEXICO

Impressions of Mexico are good in comparison to its border city of Tijuana. Fifty-
five percent have favorable impressions of the country, though 31% take an
opposing view. Seventeen percent say their impression of Mexico is very
unfavorable, so most of those on the negative side are intense in their criticism.
On the positive side, impressions are softer than firmer.

Affection for Mexico is more commonly manifested in respondents of Hispanic
origin (Hispanicity). Though 19% harbor very unfavorable views of Mexico, 49%
have favorable impressions of Mexico.
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Impression of Mexico by Level of Hispanicity
| ®Veryunfavorable & Somewhatunfavorable i Heard of/unsure & Somewhat favorable ® Very favorable |
Not heard

17% | 13% | 34% 2%
14% | 179 | 28% 1%

0% 20% 40% 60% 80% 100%

Complete Hispanicity (3%

Substantial Hispanicity (14%

Moderate Hispanicity (7%

Slight Hispanicity (53%

Non-Hispanic (23%)

Mexico has also more appeal between international travelers. Of those
interviewed, 55% have favorable impressions of Mexico and 23% view Mexico
unfavorably.

Among Asian travelers, 20% have positive impressions of the country, while 37%
hold unfavorable impressions. Another 48% express no opinion about Mexico,
so the Asian-American segment is an area where something is amiss.

As we found with the City of Tijuana, impressions of Mexico also seem to have

improved among more recent users of TIJ. Again, this finding falls far short of

of fering proof that Mexicods 1| magesainas, I n f
travelers. But it does suggest that more recent travelers may be leaving Mexico

with better impressions of the country.

Flying Comfort Levels

Il n view of the possibility that an air trave
Mexican aircraft may impact their desire to use the CBT, we gauged comfort
levels for four Mexican carriers as well as four U.S. carriers. Please refer to 5.2

Group, Inc.
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