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3.1 Passenger Terminal EXPO 2012 F}l%f‘a’ﬁ
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2.%1%[3 T &35 Airport Design, Planning and Development
3 BSHBR 2 i85 Environment and sustainability
4.%?’@%“@%&?@ Security and facilitation
5. FVENAE! Operations and management
6. M & IR 55 M BF % @0 Customer Service and Passenger Experience

7. B35 Technology and processing
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Taoyuan Airport’s upcoming
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Deputy Manager,
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Project outline

1. Capacity expansion without adding new floor area
m adds 13,000 mZ2 in total to the 1st and 3™ floor.

2. After the structural reinforcement, Terminal 1 is expected
to operate for more than 50 years.

3. The ‘Steel Curtain Roof demonstrate the East Asian
characteristic also represent the advanced structural
technology

I.3F2 IV. 3F Departure/ CIQS

1. 1F Arrival/ CQS

\ /9 I 1F Departure hall
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3.3 ﬁ?i‘%r%?r*ﬁ% =8 % Airport design, planning and
development
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Public Procurement Procedure

m Euro
) 300 Initial Bids
Public Procurement was run by 7 jesssssssssssssssssssssssssssssnsnsnnannnnnnn
external project team composed of 280
construction manager and lawyer: 260
+ Average bid price for core project =~ 20
was reduced from Euro 291.6m to 220
Euro 160.7m through repeated 200
rounds of scope review and value 180
. . o
engineering (-45%) 160 1
» Contract was signed at a cost of 140 -
Euro 130.2m 120 4
* Public Procurement Procedure 100
remained without appeal 80 4
60 -
40 -
20 -
O -
g B g B g% ¢
p g & & & & 3
[ ~ w IS w =%

bud
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Budget Control

Project was delivered below W Variations, Claims

ariginal budget:

W Pier

- 120
+ Original contract foresaw cost of

Euro 130.3m + 5% contingency for
core project 100

B Terminals 24, 2B
W SkyCourt

+ Contract was amended to reflect
omission of pier, additional cost
reduction in spite of major
redesign and change of scope

Current budget situation at
98.5% physical completion:

+ 68 claims settled, currently no 40
open claim
+ 157 variation orders settled, 23 20

under settlement

+ Expected final cost Euro 1.2m
below budget

Original Amended Expected

“ Contract Contract Result
bud (2008) (2010) (2012)

Budget Control - Tools

Monthly review of cost versus budget:
« Progress payments
» Agreed claims and variation orders

= Claims and variation orders under discussion and potential claims
and variation orders in a best case / most likely / worst case
assessment

+ Variations to previous monthly report
+ Approved budget at hand

Schedule Control

01.01.2009 01.01.2010 01.01.2011 01.

.2012

Original contract: 34 months construction timeE 31.10.2011

ssssnzzsnane O

Late eh’ectié‘eness of constructien pérrm't: +5 months 31.03.2012

Contract amiendment: +1 month dueto redesign and 30.04.2012
more compléx work sequence H

Variation order for replacement of existing utilities : +1 month 30.04.2012 /
for Terminal 2B, Terminal 2A unchanged 30.04.2012 31.05.2012
Total construction time 35 (36) months

Total construction time remained stable despite:
= Appeal against construction permit and late start
N * Substantial redesign of terminal floor plans after omission of pier
bud, cope * Request to replace utilities within existing buildings
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Je Mike Foster - I') T ay £~ [Hi+Av3 = (How to be an excellent

aviation client ? ), EBfEV * fﬂ?*%i TR PN Ufiﬁﬂﬁﬁﬁﬁ*
1. Do you know what the question?

What do the airlines think?

. What do all the other stakeholders think?

. Getting a master plan in place.

. Program management not project management.

. Setting the requirements

. Good governance

What 1s the best procurement route

O o0 3 O B~ Lo

. Whose risk 1s 1t anyway?

—
o

. Progressive fixity

—_
—_

. Diligent trust- show me not tell me.

—_
[\&]

. Turning a project into an operating facility

. What did we learn?

—_
wo

o T A HERIE ] 0 7Y [F'Eji ikt i ST ’ﬂ%[ﬂ?‘i = [y
i PR TR PR E R S e 2 SRR A OR
fN Do the right thing is more important than do the thing right. IRy
AT I P R ARRLA S 2] RAOR T Y N N
FEFQ«&HﬁT}*TEJﬁJ&J

R A 1 Gy AR PV e g SN AT R B A
WS FJ%&?‘ﬁ:ﬁUU’%ﬁfﬁﬁiﬁiﬁﬂﬁﬁﬁﬁ3

LA ARG R  JRRCET ) S R

2UFURARI D PP 5 AL T RLHub ~ BERE Y  LpE

BRSPS R R - BRI (R R e -

A 2 HFZ‘H‘FI FOESIE [ T (A5, FTJI M) PRS- Eﬂﬁjﬂﬁﬁé .
R - e H -
FEHERY T Y T ST SLEE S RFos ter i 1S BRI 2 R
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management not project management j fV7HZV[EH o

EI}JE\JJ:E'” "Program

Programme for Masterplan assembly

Develop
Terminal
Options

Identify
Scenarios
and

Apron and

Strategic
Requirement

Evaluate,
eliminate
options and
form airport

Evaluate
options

Draw up

Airfield layout options

and
develop
Master-
plan
layout
options

s

final
Master-
[ED
and
approve

Develop
Terminal
Options

Develop
Apron and
Airfield options

Internal Project Boards

BN\ AP\ R\
Airline consultation , , ’ ’ ’ ’ ’ ’

meetings ~ Keygnvemanoe N o
points ! ~ ~ ™~

Evaluate your Masterplan through your Strategy

The vision should cascade to a set of strategic
intents and principles, which in turn link to a set of
airport level requirements

Vision Intents Principles Requirements

Become
Europe’s hub of
choice

by making i - H
every journey f et
better T

T T

b B VRS M AR PR P R A -
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Use a Tactical Prioritisation tool

Departures 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022
Journey

Forecourt

Check-in

Security

Baggage

Measured against 2012 planning forecast

%%:iﬂ Ii:j:EgJ;,UAj,U\’;FjiE‘_I ﬁﬁ“" —?5?['35,[‘7 l—fl a:{[‘%;lgilul:'#*‘l ’ [ J/:‘“ ?ﬁ b fl
Bz -

Briefing Methodology

Briefing Document

Strategic
Project Brief

Strategic
Project Brief

Planning Operational Operational
Forecast Strategies Strategies
o : Facility
N Facility Briefs Briefs

Facilities ) Facilities
Schedule Schedule

Room Data Room Data
Sheets Sheets

R R IR ST A R SRR -
TR 2R E ol » Fos ter =2 AIM = it I firfolas T - i 1 g
9 b R AL AR - T r%l?‘jﬁ‘_“ﬁ"ﬁ (R OPHA g
R O SRR S e A FEG I e R 10 T [l
FRIER = RY A o
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Good governance is essential

How the customer explained it ‘What the Business Analyst
specified

How the Business Case
described It

How the application was WWhat was eventuaily How the customer was billed
documented implemented

PSR PRI S KL B 2 B B
% -

Good governance is essential

Project

Brief
- f cor_nplet—

decision

PEIH~ TR K = s PR - SR BRALE S RS R -
G eIl SR AP e A EICRGNE SR da N Bt i
e IR o A R R AR R Y o )R

i fag g %t o
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Whose Risk is it anyway?

* You can not contract out all the risk

* Be clear what risks you are trying to contract out and which
you are managing

* Which ever way you cut it:
— identify the critical risks

— make sure the person nominated to manage each risk is the best
qualified and best positioned to do so

— monitor each risk closely

3.4 FEHIRSE JISE'E‘Customer service and experience

Rlliga < ﬁﬁiﬁ‘*%ﬁlJDlrector Industry Relations Mr. Rostworowski I'J
"Integrating airport technological projects to enhance customer service
and experience | (Kﬁ%ﬁz‘,” VR A TG AR BT ) ELRERIPE IJIJ
SRR I BB %ﬁéﬁﬁ@’iﬁrlﬁﬁ
K RO S R I -
EXAMPLE 1

Montréal’s passenger counting
system at international arrivals

Historical & live data (alerts)
for ADM & CBSA

B.l.

Integrate with other
data (BRS, arrival @

bag scanning, web

site, ete.)

Actual deployed
manpower

Validate pax flow,
gueuing options,
Arrival bags etc.
operations, adjust
delivery & carrousel
allocation

Wait time info. to pax & greeters Verify impact of new deployments
(on site, web, mobile, etc.) of other technology (ABC, Nexus)

= better service, better experience, better operations

FJ ER YA T o SRR | [ O 2 Fh@'ﬂ G AR
%@ (B gl o Y= et I e b ) “ﬁﬁfﬁ%ﬂrﬁfﬂ%wtgq RLo
ﬁ%fﬁéﬁme@%W%$o
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EXAMPLE 2
Airport geo-location

Directional information
(customized)

Link it to example # 1
{wait time data)
= live time to take

Integrate with
interactive
information kiosks

Augmented

reality location

|dentify & validate
complete pax
process flows

E-Marketing .

E-coupeons & offers

—» operations — pax experience — revenues

—» airlines — airport — passengers — retail

MeNTREAL PASSENGER TERMINAL EXPO - 2042 i AEROPORTS DE MONTREAL

Eﬁﬁlj%[ﬁ,ﬂip éﬁF{’LjﬂM’Irjl = e A 'l ghqﬂ, u\pj[iqjﬂg YF' A FL =y
i A TR S AR s -

Airport / Airline Process

More generic More choices Simplified

Ex. - Automatic check-in
Common use self service bag drops

= greater opportunity to focus on
customer service & passenger experience

Atmosphere Activities
- Entertainment - "Tools™
@ Bring the “fun” back into
travelling
Opportunity g
Generate more revenues
N MerNTREAL ASSENGER TERMINAL FXPO = 301,

y[l[ﬁﬁ“ R [ [BF [ % T S 4 El,f.\:lHl ,[ﬁﬂj@_{guj > A1 2 v e
A By A gulHEI [PV RREE IR T IR ) B FE AR Y
— f' J }i‘ETJDﬂFf?I’*iﬁj R pjgj\:tﬁﬁ[rﬁi%iﬂuj\ﬁl pq;r‘x o

4 5 PR R A RO R R )
KL P BT RO R ] B
#w*ﬁﬂiwrw YRR H TR A4 SRR
B [ EERS RLOROE » 7 2 (RS 200 2 s GRS
AT IO A S B UG RLS PTRB BR g

- R R A T 2 IR PR 2 U e S PR
R b -
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P4~ B
4.1 e B SLF R4

ij’fﬁ@@ﬁ" vy e UL (Schipol airport) fEUESH]FAEA7) -

pLIGLEF RS SR poded Ap) ‘IAJ M EEE VR HEYE THelp us to
recycle (R{ZS FIeXIpI)
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Wednesday 183 April

08:45 - 09:10 Welcome to Pasenger Terminal
CONFEREMNCE 2012 - Opening address and
keynote speech

Julien Jager, Chief Operating Ojficer (C00), Vierma
International Afrport, Austria

Gitrther Ofmer, Chiaf Finandial Officer (CRD), Vienna
International Airport, Austria

mud Developinict

08:15 - 09:20 Imtroduction by Cenference Chaira
Pat Askew, Sentior Director, Aviation+ Fransportation,
Gansier, DA

Ellen Crews, National Market Principal, Jocobs, 54

08:20 LAX: rebuflding for the future

Roger Johmson, Deputy Evecutive Director, Los Angelas
World Afrports, 154

The seven-year capital improvement programme is under
way at LAL with the renovation and moderrisation of
LAK's existing terminals and the Bradley West project,
wiich is comsidered to be the biggest public warks project
in the history of the City of Los Angeles. Costing T534.1
billicn, it is expected to create 4,000 corstruction-relabed
johs during the four-year project schedule. The Bradley
TWest project will provide greater capacity to the Tom
Bradley Intemnaticral Terminal (TBIT) west side, with the
addition of new gates to accommedate new-generation
aimraft and a Great Hall for dining, retail shopping and
PAsSEn)eT amerdties.

08:50 Ereping your terminal current threngh
changing times

Bill Restatl, Presiderst & (E0, Saskotoon Airpont Authority,
Comindia

The presentation will focus en the cortimzing growth
of Saskatoon Airpert during the cument economic baom
of our province. Throughout this growth there is a nesd
to maintain the functiorality of all elements of our
airport eritical to the passengers” travel experience. The
growth has resulted in a terminal expansion well ahead
of projected timelines. The expansion is dismptive as

it foruses on the core of our cumrent building. How we
deal with the disTuption to maintain a positive customer
experience is the challenge, as is incorpatating growth
opportunity in our terminal building.

10:20 Transforming DAA

(Otiver Cussen, Deputy Chief Exeartive, Dublin Afrport
Authority (DAA), Beland

An insight into the Dublin Airport Autheority's joumey
from its creation in 2005 to the present day, foosing
on how the crganisation and the infrastroctume that it
operates were mdically improwved duting the period.

D 10:50 - 11:15 Breake

11:15 Philadelphia International Airpert’s Capacity
Enhamcement Program: building for the future

Mark Gale, CEQ, Philadalphia Intermational Airport, 154
PHL's Capacity Enhancement Program (CEF) is the airport's
long-ranige plan to support the regions efforts to compete
in the empanding global marketplace. Although it is
primarily directed at reducing delays and enhancing
caparity through significant airfield imprevements, the
CEP will also develop new aitport facilities and modernise
existing anes with the goal of improving service for
domestic and international travellers. This T3$6.4 billion
programme will take an estimated 15 years to complete,
cTeate over 100,000 jobs and comtribute to the region’s
long-term economic viability, cormecting Philadelphia
mare efficientty to the world.

11:45 Flexible airport developments and sueccessful
terminal opening

Jost Lammers, CE, Budapest Airport, Humgary

The presentation will provide an overview of how
Budapest Airport adapted its capital investment plans

to cope with changing market conditicns and s=curing
stakeholder buy-in to re-phasing capital investment
programmes during an econemic dowmtum. Looking
ahead, it will address how to best factor customer and
market needs into development plars. An ovendew is also
provided of how Budapest Airport aiccessfully project
managed and implemented the operational readiness

of the award-winning < 100 million badget Skyoourt
termminal facility, which opened at the end of Mamch 2011
& a main development for the airport, along with irdtial
ENpETienCes.

12:15 Life of a passenger terminal and beyond

[Firan Merchant, Manager Aviation Flanning Division, Fort
Anthority of NFANT, 054

In 1961 TWA opened the doors to its brand-new terminal
at JFE, designed by world-renowned architect Bro
Sarrienen. In its fizst 50 yeam of existence this terrminal
saw the heydays of the airline ndustry and also its womst
times. After almost a decade of closure this terminal is
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onoe again ready to wow travellers in its new adaptive use 16:15 How to be an excellent aviation client

to serve the JFE commmnity. The presentation outlines Mike Forster, Director, Forster Associates, UF

the journey of a passenger terminal spanming five decades Adrpart development is complex and demanding for

and beyond. dients. To enaie mcoess they have to enmre that there
is the right strateqy and accompanying master plan,

“li:is-li:‘:-ﬂ]‘.nrlm the right project brief, the ight expectations in terms
af budget and timescales. They must bave an ability to

14:00 The ambitions Braziian airpert concession ampas optiors, drive contractor performance and finally

programme va. limited institntional framewerk tring the completed project inte operation. Many airports

Dy Ruhers Vieira, Infrastructure Director, ANAC, Brazil will anly embartk on a few large projects within the caresr

Dy Hemrique Genmari, Techraioal Advisor, G0A Group, Brazil af their exeatives. This presertation will illustrate the

The presentation will concentiate on the Brazilian air range af issues to be tackled and poirters for sucoess.

transport institutonal framework related to the existing

commercial airport netwark, as well as on the potential 16:45 - 1650 Brief imtermission for speaker

non-commercial aitport network with an innovative changeover

approach to the real importance of such actvity to a

continental country sach as Brazil, as related to physical 16:50 - 17530 PANEL DISCUSSI0N: Leaders” Forum
atcessibility and conmectivity provider towards socio- Bill Restll, President & CE0, Saskatoom Airport Auwthority,
eoonomic development. The actual econormic devels proent Canada

has promoted a significant two-digit traffic growth in the (Oitiver Cusgen, Deputy Chisf Exeastive, Dublin Atrport
last 10 years, causing constant congestion in terms of Authority (DAA), Ireland

passenger and aircraft meovement. Therefore the airport Mark Gale, CEQ. Philadelphia Intenational Airport, [754
concession programme iz the only way to provide capacity.  Jost Lammers, CE Budmpest Airport k., Humgary

14:30 The redevelopment of Helainki-Vantaa Airport ﬂ 17:30 Wrap up, followed by Opening Day Partyl
Heini Neromen-Juhola, Vice President, Helsinki Airport,

Finland
Plans for the future to increase growth, add an air-mil Wednesday 18 April

link and the terminal enovations to date
D845 - 09:10 Welcome to Passenger Terminal
15400 Skylink Terminal at Vienna Airport: function va.  CONFERENCE 2012 - Opening address and

architectare keynete gpeech

Peter Mzyerhofer, Head of Operational Readiness Skylink, Juiian Miger, Chief Operating Oficer (G), Vienna
Vierna Afrport ple, Austria International Airport, Austria

For the Skylink terminal expansion project, Vienna Gimther Ofner, Chief Finandal fficer (0F0), Vienna
Airport defined many cperational requitements. Some Internmtional Airport, Austria

of the most important cnes were short, quick transfers,

but at the same time high quality for passengers during Commercial Development

their stay. (One question was how to combine this with

the architect’s approach. The presentation therefore 09:15 - 17:15

foonses on how this challenge of balancing function and

amhitecture was mastered. 09215 - 0920 Intreductisn by Conference Chair
Almn Gk, Assodmte Mrector, AirProjeats, T84

D 15:30 - 15:45 Break
09:20 Adrpert city planning for a regienal eceonemie

15:45 Collaberatien between airport ewner and asget

designer results in umique sohatiens John Adkerman, Chieff Commerdial Officer, Dermver

David Fowell, Depanty Afrport Director - Fadlity Internstional Airport, 154

Development, Raleigh-Durham Airport Authority, 54 The presemtation will cover DEWs airport city planning
Thomas Theobald, ATA, LEET) AR, Principal, Fersvess efforts, with an emphasis on integrating the airpert plan
Architects, 54 with regional economic development efforts Topies:

The presentation concerrs the collaborative effort of the 1) Why plan an airport dty?; 2) Building stakeholder
airport opemator and designer to develop and implement support; 3) The planming process - land use and
creative sohutions in a new terminal uilding, while economics; 4) Altpert city
inimising the impact on operation of an exdsting a8 a compomnent of DIA%
terminal building during constmction of the new facility. commercial strategqy.

The project team will review Raleigh-Turham International

Airports recently completed Terminal 2 as a study in how
collaboration can provide unique, cost-effective sohabdons

to meet many different requirements in an ewver-changing

afrport emvironment.
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30



08:50 Schiphsl: from airport-centric to custemer-
centric

Mparten de Grogof, Executive Vice President & Chiaf
Commerdal Officer, Amsterdam Airport Schiphol-Schiphol
Group, Netherlands

Maarten de Groof will address the farther development of
the airport city. Key topics will be the intemrelationship
between aetonautical and non-aeronamtical activities,
the identification and seqmentation of various custemer
groups, value-based market positioning, and innovation
and irvestment to seoure a prefemed status.

10:20 Selection process: when precess trumps outcome
Deanmna Zachrizsson, Manager, Comcessions Business, Seattle-
Tacoma Fbermational Afrport, Port of Seattle, 54

i ome questions that restaurant and retail concessions
ame a key source of everme, And nearly sweryone involwed
in Belen:lrg concessiors for an airport would say that
maXirmising revenue is a top priority. Yet it is more
common among U5 airperts to place the emphasis on

the process of selecting operators and concepts, with the
assumption that process will yield the best outoome. In
fact, process becomes dicing up a pie among competitors,
where outoome becomes a by-preduct. If airports tuly
want to make the best choices for customer experience
and revenue, it starts with the outoome.

) 10:50 - 11:15 Break

11:15 Aéroports de Pars: a new strateqy for airport
retail

Mizthien Daubert, Retmil Divector, Aéroports de Paris, France
Aémwports de Patis has built a new strateqy for airport
tetail, based on five main stakes, and which aims to
becorne the reference for travel retail in Europe. The
presentation will irtmeduce these stakes, and will be
illagtrated by the most recent developments put in place
in 2012.

11:45 Cemmercial income: ddving retail grewth

Jotn Hollard-Eaye, Commerdal Director, BAA Airports Ltd,
1.4

Heathmow Airport has scme of the bighest retail spend
in the world, and has seen growth in spend per head of
amound 35% over the last thres years. This presertation
will discuss Heathrow's appmoach to retailing and some of
the activities it has used to goow retail income.

12:15 Regional airports and customers' needs

Mizrco Merriale, CEQ, Aerdorica Spa, Traly

The presentation will look at the development of regional
afrports, focusing on passengers' needs, with a case study
of Ancona Airport.

@) 12:45 - 14:00 Lunch

14200 Resource manual for in-terminal concessiana
Zenoln Campbell, Vice Presiderst, Concessions, Daflas/Fort
Worth International Afrport, 054

The presentation will imfroduce the new Airport Terminal
Concesgions Resource Mamual, which is the end product of
the Airport Cooperative Ressarch Program (ACRP).

Sachighal
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14:30 Beat practices to increase retail, foed and
beverage sales

Fiwrit Beinz Dietrich, Evecutive Vice Predident,

Fraport A&, Cermany

Passengers are a very heterogeneous group, but you
hawre to kmow them if you want to increase sales. Travel
patterns, the mental attitude, personal values and retail-
televant trends are the basis for every retail concept and
sales promotion.

15:00 The future of eating and drinking in travel hubs
Pat Murmay, Executive Vice President, S5F Ameriea, 54
The travel b is changing, both in air and rail. & 1aft of
trcader influences on the way people live - from sodio-
economic trends such as the mise in healthy eating and
the corsumption of Asian food to technological advances,
such as the mass usage of smartphenes and the wse of
apps - i influencing what people expect from food and
beverage in travel hubs and how they consume it. S5P
has uncevered a wealth of industry insights that net
only provide direction for the industry right now but alse
indicate a vision of the airport of the future.

© 1%30- 15:45 Break

1545 Reinmventing the heldreom (gate area)
experience

Rizymond Moore, Regional Director, Corporate Real Estate,
Delta Afr Lines, 154

Rick Blmtstein, CEGQ, OTG Management, [54

In conjunction with Fick Blatstein (0T Managemert),
Ray will dismis the redevelopment of the Delta gate areas
at JFE, LGA and MSP airports to inchude a new seating
degign with tables and counters as well as Apple iPads.
The Apple Pads are for guest entertainment and dindng -
guests may bave meals delivered to their holdroom seats.
The new holdmom design has beoome an integral part of
the Delta brand and has resulted in incressed revermes
and customer gatisfaction.

16:15 Teremte Pearson’s brand strateqy: more than
jast a loge changel

Rametn Griffith-fones, Chief Marketing and Commerdal
(fficer, Greater Toromto Airports Awthority, Canada

In 2010 the Greater Toronto Afrports Authority developed
a brand strateqy that focuses on Toronto Pearson
becoming Horth America’s leading international bub.

The brand strateqy positions Toronto Pearson as the
custorner facing brand and is serving as the catalyst

to transform the business practices and oulture of the
company as it moves from being an airport opemtor to a
service provider. This presentation outlines how the trand
strateqy is serving to drive real castomer change and
create a focus for and alignment with its employees and
many stakeholders that goes well beyond a new logo and
rehranding effort.

.,n!pra
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16:45 Tranaferming an airpert imte a customer brand
Eam Jend, Exeantive irector - Aviation, Fudapest Airport,
Humgary

Since 2009 Budapest Airport has reiterated its vision to
tecome the best aitport in the central/sastern Eutopean
Tegion in terms of quality, service and profitability. An
inteqmal part of this approach was to reposition from being
a conservative corporate identity into an airpart brand
leader to underpin the many investments being made

by the airport shareholders. The presentation will focus
on where the aitport has come from pre-privatisation

in 2005, to the pesition it cumently holds of being the
Best European Airport as voted for by the highest airline
authority for network decidon makers.

) 17:15 Wrap up, followed by Opening Day Partyl

Wednesday 18 April

08:45 - 09:10 Welcome te Pasenger Terminal
CONFEREMNCE 2012 - Opening addresa and
keynote speech

Julian Jager, Chief Operating Officer (000}, Vierma
International Airport, Austria

Gitrther Ofner, Chiaf Finandial Officer (CRD), Vienna
International Airport, Awstria

Customer Service and Passenger Experience

09:15 - 17:15

08:15 - 09:20 Introduction by Cemference Chairs
Hiosvary Muing, North America Area Manager, Copa
Airlines, 54

Catherine Mayer, Vice President, SITH, 54

09:20 How to improve passenger satisfaction at
Aéroports de Paris airports

Frangois Rubichon, Deputy CEO, Adroports de Reris, Framoe
In 2011 Aéroports de Patis welcomed 82 Mpax at
Paris-Charles de Gaulle and Paris-0dy airports. Whether
passengers are departing from, amiving in o1 transiting
thmugh our airperts, they deserve an enjoyable
experience. Therefore Afroports de Paris has implemented
mmerous actors to deliver high-quality services. The
presentation will give an ovenview of Afroports de Paris’
sirateqy regarding pessenger satisfaction.

09:50 Custemer experience strategy at a regiomal
airpert

Armando Briming, Managing Director, Aeroporto Mawoni
Bologna, fraly

The presentation will set the scene with key facts and
figures about Bologna Adrport. It will move on to cutline
the main issues and pressures that reqional aitports face
and that impact on anment ostomer experience. The key
trends will be explained, along with Bologna Aitports
strateqy for enhancing customer experience, and examples
of Tecent, fongaing implementations and firture projects.

10:20 The airpart metamorphesis

Armegret Reinhardt-Lehmamnn, Senior Vice President,
Fraport A, Germarny

Frankfurt Airport is an indispensable destination becanse
af its central location and its high degree of conmectivity
Mome than half of the over 50 million pessengers who
pass through FRA change planes here, and have a choice
of which hub they use. The crucial wle in the battle

for transfer passengers is the quality of their airport
emperiences. We ame committed to becoming better hosts
to our pessengers and truly treating them as our guesta.
This iz why we launched the service initiative “Great to
hawe you here!”™ - with numemnus measures to bring back
the charm of travelling.

) 10250 - 11115 Breal

11:15 Adepting a passemger-centric appreach te
service improvement at GWR

Jean-Luc Portier, Head of Airport Steering, Geméve Adroport,
Switzerland

GVA is ome of Bumope’s premier airports, handling over 12m
paz annually and priding itself cn delivering a superior
passenger experience. A key factor, as highlighted in

ACTs ASQ report, is passenger experience at security
screerdng. To contirme delivering an excellent passenget
emperience and reduce quens times, GVA is implementing
a system that will acomrately measure quene times at its
Central Search Area. This system will publish live data on
meriters within the terminal, ensuring passengers @an
make informed decisions regarding their airport joumey,
while allowing for demand-driven resounce allocation and
deployment and key process op timisation.

11:45 The change in quality management at Munich
Afrport

Anidregs Haugfe, Vice Presidert (uality Monegemenst, Mimich
Airport, Gemmany

Compared with other aitports, Murich Afrport started
irmplernentation of quality management very early, in
1996, Operaticnal and techrical processes focused on the
process of passenger and aireraft handling. More than
4500 employess were integrated into the quality system,
which was certified in accordance with 150 9001, In
recent years the landscape of airports has been changing.
Reduring costs and improving the passenger expetience
should be in a sstainable balance. Hew appreaches are
necessary to find a soluticn for this requirement. This

process is under way.

The 2011 conference was the best one yet;
both informative and enter taining while
providing valuable insight and potertial new
initiatives to bring back to cur operation.
I"m Looking forward to 2012 in Vienna!

Jomathan Bear, Manager Airport Services,
American Airlines, LIS&
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12:15 Certification as a loey factor for success at
Portuguese airporta

Twome Lopes, Airport Juality, ANA Airpont of Fortuigal 54,
Portugal

The pressntation will give an ovenview of the global
experience of the Portuguese’s Airport Authority with
quality mirpert maragement, and present the processes
imvolved with natonal finternational certification. In
2009 Portugal’s airports successfully completed the
certification process. The airports (0F0, FAD, LIS and
POL) are accredited under national and irtemational
quality standards (T30 9001, 150 14001, (HSAS 18001
and SA 8000). ANA is the first Buropean airport authority
to successfully pass the ASQ certification andit and
management review, and received the AS0 Assured
certification awards In 2010 ANA Airports of Portugal was
also recogrdsed with the Committed to Excellence award
by EFOM.

) 12:45 - 14:00 Lunch

14200 Driving imtelligent business solutions threugh
your customer's voice

Clawdia Lin Ramsden, Group Manager Customer Care,
Airports Company South Affica (ACSA), Sowth Africa
Making sense of the chace associated with customer
commmrication can seem daunting. How does one use

a sea of customer commurication to intelligertly drive
business sohations? The presentaticn will demonstrate
how ACSA uses the customer vodoe heard on a rttitode
of platforme to lead the way. Lagering intelligence from

a host af electronic and traditional platforms, aligning it
with insights gained from airport reseanch, creates a 3600
view of your customers’ reality. ACSs commurdcation
management programme, the Viewing Deck’, which in
2008 wan the Vodacom title of Best Innovation Anmal
Web Application Service Providers, will also be showcassd.

14:30 Engaging employees and creating a passion for
achieving expectations

Beverly Lewis, Afrport Station Manager (ATL & MCOQ),
Alaska Airlines, 54

Alagka Airlines has developed some great new tools that
am not enly making a difference for customer service
agents/wendors but are also enhancing the passenger
experience. The presentation will describe working with
vendors and making them feel 1ike a valued member of
the team, tools for suocessful team building, utilising
commurication tools effectively and employes recogrition
tips.

15200 Valoed partnership between the carrier and
greund handler

Thomas Enowles, Regiomal Vice Presiderst, Delta Adir Lines
Flobel Senvices, T4

As one of the global solutions to rising fuel ooets and an
economic dowdown, carriers confinue to outsource more
anid roore of their airport seTvices. This approach has seen
financial benefits; however, mary ol opeatiors, both
small and large, stmaggle to find lasting positive operatonal
performance due to the relationship betwesn the vendor

and camier. Finding a balance that benefits both parties
and an open and honest approach to cormmurdcation is
eagemtial for sustaining positive results.

O 1530 - 15:45 Break

15:45 Paseenger experience: pamenger welfare in
times of dismption

John Holland-Eaye, Commmercial Director, BAA Afrmports Ltd,
i

Heathrow Airport was significantly impacted by a
severe mnowfall in December 2010, with many flights
cancelled and several thousand passengers sleeping in
the terminals. Since then the airport has been working
with airlines, passengers and other agencies to redefine
hew it provides information and welfare to passengers
in times of dismuption. This presemtation will cutline the
issues Heathmow faced in 2010, the approach it took to
developing a welfare protocol with aiflines, how aitines
and Heathrow will regpond in future dismption, and the
experience g0 far of implementing the protocol.

16:15 Taing social media during a crisis

Brian Belcher, Director of Marketing & Air Service
Development, Yeager Airport, 54

A case study of an airport using sodal media during a
crisis and how the airport controlled the message the
media used when covering the event.

16:45 Leverage customere em diermption handling
Alicin Henvres Cobo, Hend of Airport Systems Unit, Iheria,
Spin

(r customers and employess request the provision of
mate information and greater acamacy, especially when
they are irnvolved in a dismption situation. IT engagement
has to be fomised on effective operative data integration
with customer real profile and status, but also on the
complete Tedesign of the different channels offered to the
oagtorner. The starting pednt of this project was leveraging
mgtormers on self-disTuption handling. Spread throughouat
ane of the major Buropean hubs, the planmed result i

the provision of a rumber of propositions and ap plication
mollovers: virtual assistance for castomens, TBFad
enhancements and overall back-office empowerment.

ﬂ 17:15 Wrap up, fellowed by Opening Day Partyl

Best PTX ever! Great opportunities tolearn
and to network. A very good conference.
Great speakers, pertinentsubject matter
and Copenhagen was a great Location. | look
forward toYienna!

Steve Wareham, Director of M5P Operations,
Metropolitan Airports Commission, USA
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08:45 - 09210 Welcome to Passenger Terminal
CONFEREMNCE 2012 - Otpening addresa and
keynote apeech

Julian Jager, Chief Operating Officer (C00), Vierma
International Airport, Awstria

Gitrather Ofner, Chiaf Finandial Officer {CRD), Vienna
International Aivport, Awstria

Environment and Sustainability

09:15 - 17:30

08:15 - 09:20 Introducton by Cemference Chair
Dave Tomber, Aviaion Planring Program Manager, Seattie-
Tacoma Fatermational Afrport, 054

09:20 Sustainable airpert development with high
profitability

(e Suradin, Airport Director, Swedmvia, Swedan

The Swedish aviaticon market & one of the fastest-
expanding in Europe. The secret to this suocess is due
in part to solid eccnomic grewth in the country, but
also to a large extent the increasing interest in Sweden
ghown by intemational travellers, A key stakeholder
in this development is Swedavia, the operator of 11
airports adoss Sweden. Swedavia is also leading the
way in minirmising dimate effect from aviation and
thus developing sustainable airporis. Lately this green
approach has been combined with substantial irestments
in order to secute increasing demand as well as
highlighting the traveller's experence.

09:50 U5 initiatives om airport environment and
sustainability

Benito De Leom, Director, Office of Planning and
FProgrammiryg, 0% Department of Transportation, Federal
Aviation Admirdstration, 54

The presentation will discies new emvironmerital
initiatives being undertaken in partmership with the 75
aviation industry and stakeholders, induding lessons
learned and best practices.

10:20 Enhancing passenger experience threugh
farility re-lifing - a sustainable appreach

Wayne Harvey, Direator, Facility Mznagement, San Dego
International Airport, 54

Elien Crews, National Market Principal, Jocobs, 54

Ageing constmacted assets make up the bulk of most
airport property portfolics. At a time when financial
constraints are the norm, the question is what realistic
Tneasures can be taken to breathe new life into

existing facilities without taking an asset back to its

tare bones. What improvements can be made to the
airport infrastmucture while still exceeding passenger
expectations? Airports today should consider re-lifing and
retmofitting their pessenger faclities and suppart buildings
- giving existing assets a second life and a new chance of
sugtainability.

) 10:50 - 11:15 Break

11:15 Reuse, repesitioning and achieving LEED Geld
at 5F0 Terminal 2

[Feith Thompson, Principal, Gersler, T4

Gensler was engaged under a degign-tuild contract to
undertake a major redevelopment of SF)%s Termminal 2. The
objective of updating this aged, abandoned intemational
terminal was to make it aztable for use as a domestic
terminal serving maintine and low-cost camiers. This
presertation will foos on Gensler's design response to
three goals: budget - the rensvation utilised muach of the
ariginal building, while adding new space where needed;
passengeT experience - the design reflects changing
attitudes to fravel by designing for specfic emotional
states of the traveller’s experience; sustainability - T2 is
the first teminal to be certified LEED Gold.

11:45 Including sustainability in major refurbishment
prejects

Emamiel Flewti, Head of Environment, Flughafen Sirich ARG,
Switzerland

Airpert terminal infrastmactures are repeatedly updated,
menovated o1 completely refurbished in the coumse of
airport opetation. Induding sustainability concepts

and elements helps enhance oistomer satisfaction and
meduce costs while coping with the latest industry best
practices, Terminal 2 of Durich Airport is completely
refurbished under full operation with a special emphasis
an eTeT]y-saving measures. The presentation disoisses
the challenges and how they have been overcome.

12:15 Lighting contrels in buildings

Feyran Baleells, Head of the Division of Remewabile Energy
and Energy Efficiency, AENA Aevopuertos, Spain

The presemtation will discuss traditionally used building
lighting techmologies; lighting compared to the owemall
building emergy corsumption; enerqy saving and energy
efficiency threugh control.

) 12:45 - 13245 Lunch

13:45 Afrpert sustainability: de our passengers care?
Douglas Waters, Best Pradtice Mmmager, Gatwick Airport, UE
We understand that the continued sucoess of our
sistainability stateqy is dependent on the airport
understanding the full potential of sustainability and
hew the concept can be used to enhance our eputation,
s well as future-proofing the airport’s ability to react to
change. The presertation will foois on definitions and
empectations as well as the meality of how sustainability is
understood at Gatwick. Does it need to be? Do passengers
need to know and will it enhance their joumey through
our airport if they know we are trying to reduce our
environmertal, sodal and finandal footprint?

14:05 Capital projects executed in alignment with the
airports everall sustainability com mitment

Betsy Hwigens, Afrport Planner, Bechtel Aviation Group,
54

We hawve worked with GAL emvironmertal, sustainability
and developmental staff to dewelop screening tools, design
chedklists and procedures to develop a mbust process by
which capital projects are emecuted in aligrment with

the airport’s everall sustainability commitment. Previous
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pocesses fooised on mdnimising capital costs of prejects
and awoiding emvironmental rsks, whereas this new
approach identifies opportunities to inteqrate sustainable
design techmologies based on their reduced lifegyde costs
when compared with standard designa.

14:25 The viability of sustainable infrastmeture at
Gatwick and other airperts

Nicola Morton, Aviation Sector Lead, BOE, UE

A presentation of the findings from a Teview of
gustainahle technologies that Gatwick Airport has
commissioned. The review identifies thoee metrics that
will help Gatwick Afrpart development teams decide
which technologies to employ in fisbure refurbishment
and new-build projects. A summary of the most popular
technologies cumently being employed will be presented,
together with the benefits that have been messured and
achieved by mumerous airport operators. The presentation
will concude with relevant strategies that can be dawn
from this review, and how airport design needs to evobve
to respand to the sustainable challenges that all airperts
currertly encounter

14:45 Alrport sustainability: an internatiemal
benchmarking market review of leading airperts
Ciawol Lurie, Principal/Serdor Environmerstal Plarmer, VHE/
Vnesse Hamgen Brustlin fnc, 54

Gatwick Airport Ltd is embarking on a major capital
programme: the orgarisation is honing its sustainability
vision, setting performance targets and formalising project
deselopmert procedures. To support that effort Gatwick
conducted an international market benchmarking review
to learn foom the best practices of 12 Eumpean and U5
airports, and explare how they incorporate sustainability
into their capital project development process.

15:05 - 15:25 PANEL DISCUSSION: Gatwick:
sustainability — hew it affects eur business and our
PassEmgers

Doniglas Witers, Best Practice Manager, Gatwick Afrport, T
Ciarol Lurie, Principal/semior Emvironmental Planner, VHE/
vamaesse Hangen Brustlin Inc, 754

Nicola Morton, Aviation Sector Lead, HOE, UE

Betzy Hudgens, Airport Planney, Bechtel Avistion Group,
A

g- 15:25 - 15:40 Break

15:40 Energy roadmap 2020
Patrick Janssen, Semior Manager Energy, Adroports de Paris,
France

The presentation will give information regarding the
energy ambitions of Afmoports de Paris towards 2020 and
BNETYY MATEement.,

2E4

16210 Innovative water management for airports
Talel Joowad, Airport Environment Engineer, ADPI, France
Water management is one of the key elemernts of
environmental management, along with energy and
waste. Due to their actvities, airports are large corsumers
and often the source of water pollution. Efficient water
managernert is therefore crudal to reduce consumption,
adapt water usage with quality required, mirdmise
pellution before dischanging, and enhance recycling.
The presertation will first Teview all the elements
required to establish a water management strateqy
adapted to individual airports” contexts. Then a sst of
adequate actiors will be presented to build a suocessfil
water management strateqy. Finally, the pressntation
will provide inmovative case studies for airport water
Managernert.

) 1640 - 16:50 084

16:50 - 1655 Brief intermission for speaker
changeover

16:55 - 17:30 PANEL DISCUESI0N: In 2050 we will
preduce enengy with terminal buildings

Ermamuel Fleuti, Head of Envirornrmerst, Flnghafen Sivich AG,
Switzerland

Patrick Janssen, Serdor Manager Energy, Adroports de Paris,
Framee

Carol Lurie, Principal/ Semior Emvironmental Planner, VHE/
Vanasse Hangen Brustlin Inc, [5A

Ferran Balcells, Head of the Division of Remewable Energy
anud Energy Efficiency, AENA Aevopuertos, Spain

) 17:30 Opening Day Partyl

Wednesday 18 Aprl

045 - 09:10 Welcome to Passenger Terminal
CONFERENCE 2012 - Opening address and
keynete gpeech

Julian Miger, Chief Operating Officer (000), Vienna
Internmtional Airport, Austric

Gimther Ofner, (hief Fnandal Qficer ((F0), Wenna
Internmional Airport, Austric

Operations and Management

09:15 - 13:45

09215 - 08:20 [ntraduction by Conference Chair
Almistair Deacon, Chbef Aviation Fachmologis, Amor Group,
i

09220 The Next-Gen Airport: passenger processes at
the eemtre of operatiems

Almistair Dewcon, Chief Aviation Fechmologist, Amor Group,
4

Airpert operators are under increasing pressure to gain
for passengers and airlines. To realise this goal, operators
must achieve an inteqrated view of operations that joins
up terminal and aiside processes. Alaistait will exarmine
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the benefits of implementing a fully integrated set of
operational systems, incorporating ACDE, FIDS, RMS,
demard forecasting and passenger tracking, providing

a congolidated, real-time data source that can be made
available to all gtakeholders. This enhanced situational
awameness provides in-depth historical, corrent and
forecast operational data, facilitating enhanced strategic
planning and tactical opemtional managemert, both

09:50 Development of the Tetal Airpert Managememt
Concept

Peter Eriksen, Head of Unit, Eurocontrol, Framee

The presentation will explain how it is envizaged to
inteqrate the airport into the future air transpart
network, and how performance-bassd airport maragement:
can be implemented.

10:20 Transparency in delaye aviation anthedty to
afrlines and back

Mmdmillian Ferveira, Air Traffic Comtroller, Federal Aviation
Administration, T4

Hon-transparency in delays costs aitlines and aviation
authorities each year. This cost ism"t just measared in
rillions of dollars to the bottom line, but also in lost
time, productvity and efficdency to the mepectie
operatiors and, just as importantly, credibility of

the flying public. With better transparency of delays
between aviation authorities, airflines, airport op ezatons
and passengers, better decigions can be made that will
lead to savings, qreater efficiencies and cooperation
understanding from the flying public. Combined with
tangeted marketing, airlines and airport operators can
achieve addidonal revemes through marketing to
passengers experiencing delays.

10:50 Usage of advanced technolegies and intelligent
amalytices for airport COM

Gerald Schinagl, KT Architect, Viennae Airport, Austria

In this preserntation the concept of airport CDM is
enhanced with advanced analytical functions as well

as self-learning algorithms and pattem detection to
demonstrate the benefits of thess technical approaches.
‘With these usage scenarios an existing airport COM

can be taken to a new level of quality and informative
value without the need for new or additional data.

This presentation covers the concept, technalogy,
implememtation approaches and demonstration of selectad
usae SCETATIOE.

) 11:20 - 11:45 Break

11:45 Runway rehabilitation under full flight
eperation: Nuremberg Airport example

[Elmis Bawmgariner, Head of Airport Departraert,
(bermeyer Planen + Beraten GmbH, Genmany
Rehabilitation of the airside is an increasing forus of
afrports, due to lack of property for expansion and
lifecycle of the inflastructure. To not lose airlines, also

for marketing reasons, flight operations need to be in
full operation. Therefore several procedures need to be
realised, &q. educton of the mnway length, ete. to
optimise the construction activity. The same procedurs
was Necessary at Vienna Airport.

12:15 Regilience and business cemtinuity - an airline
emergency plan
To be announced, Vigin Atlartic Airways, [E

12:45 Stress teating of airpert eperations

Dir Raoul Schild, Managing Partmer, Schld & Partmer,
Anatria

A snowstorm strikes the aitpert. A termr waming
Tequites tighter seourity measures. Every player at the
airport is affected - not least the passengers. What if you
could test the consequences on the complete operation
{landside and airside) in one goin near real time, and
collaboratively develop coordinated mitigation strategies?
Druring the developmert of Skylink, Sustrian Airlines
and Vienna Intemational Airport immbeed all aitical
stakeholders to do just that. This presentation explains
hew it was done and provides results.

13:15 The airpert-community partnership for
reailiency

Dr Jemes Fieliding Smith, Professor, American Public
Dhnivergity System, US4

In disasters and catastrophes, aitperts may have to
amgume non-reutine, non-traditional operational moles and
may nead outside assistance to recover from damage or
streas at the airport. Relationships boilt in advance with
surrrunding jurisdictiors, airpart stakeholders and other
airports can protect an airperts contimuity of operations
and its mesiliency. This is true for airports of all sizes
and in all lncations. Relatiorehip-tuilding irneotbves joint
planrdng, drilling and exercizing as well as resolution of
such issues as liability and cost reimbursement.

iy 13:45 - 15:00 Lunch
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08:45 - 09210 Welcome to Passenger Terminal
CONFERENCE 2012 - Opening address and
keynote speech

Julian Jager, Chief Operating Officer (C00), Vierma
International Airport, Awstria

Gitrather Ofner, Chiaf Finandial Gfficer (CRD), Vienna
International Airport, Awstria

Security and Facilitation

09:15 - 17:30

08:15 - 09:20 Imtroducton by Cemference Chairs
Art Eosatia, CEO, TranSecure Ing, 54
Brian Engle, Station Manager, Sowthwest Airlines, 54

08220 A vigion fer a checkpoint of the foture
Eenneth Dumlap, Global Director Security & Travel
Facilitation, TATA, [5A
‘Ome size fits all” screening has outlived its usefulness,
Today's aviation security threat is both greater and mare
complex than security threats that edsted when the
currert checkpaint was originally designed and deployed
1'111:11: 19708 to catch hijackers with metal weapons. With
growing passenger numbers and constantly changing
ucmgthmﬂ'mmamedimamwmptm
passenger and cabin baggage security screening that
emphasises enhanced ssmrity and mere efficient
thmoughput.

08:45 To be confirmed

10:10 A checkpednt of the futore

Ronaild Avgustin, Deputy Serdor Vice President Security
Services, KLM Royal Dutch dirlines, Netherlands

Can we find a balance betwesn security and passenger
facilitation? We must be able to adapt to changing
ciroimstances in the security ervironment. Indeed, the
concept of mass controls due to the current one-gize-fits-
all appmach comes to its end of being sufficient, both
from an economic as well as a secutity point of view.
We have an obligation to explore and develop complete
niew principles of aviation ssoirity methedology. Walls
between governments, antherities, aitlines, airports and
marmfacturers need to be demolished. Public and private
common ertreprensurship is the only mwad to aiccess,
The checkpoint of the fature will have to overcome
mnany tmrdles - practical and emotioral, political and
eoonomical - but we have no other chodce.

10:35 - 10:40 Brief intermisgion fer speaker
changeever

10240 - 11:30 PANEL DISCUSSION: Checkpoint of the
Future - mederated by Ken Dunlap

Een Duniap, Global Direator of Security and Travel
Facilitation, M, Canada

Ronaid Avigustin, Deputy Serdor Vioe President Security
Services, KLM Royal Dutch Airlines, Netherlands

Steve Jadkson, Head of Group Security & Fadlitation,
Qamtas Airways, Austrefa

i ¥,
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Johnnie Muller, Head of Security, Copenhagen Afrports,
Demmuzri

Lee Edir, Regional Director - EuopeyAfrica, UF
Transportation Security Administration (T54), Germany
Yies Duguay, Senior Vioe Presiderst Operations and
Cuestomer Experience, Canadion Air Transport Security
Authority (CATRA), Coneda

@ 11:30 - 11:55 Break

11:55 Aviation security: threats on the horizem

Steve Jacksom, Head of Group Seaumity and Facilitation,
zrtas Airways Ld, Australia

It is time to comsider “over-the-horizon threats” into the
next decade, which could impact on the commenzal
aviation industry. Aviation as a "systern’ is viewed as the
target, ather than the morme linear view of an cutcome
such as destroying an airoaft or maximising casualties at
a place of mass gathering. This presertation will propose
what these emerging threats may look like and will
challenge the industry to recalibrate its frame of reference
to combat them - a vitally important challenge so we are
better pasidoned to undermine the reslience of thass
wighing to canse 18 harm.

12:25 T5A's risk-based security

Lee K, Regional Director - Europe/Africa, U5
Transportation Security Administration (T54), Germany
This presentation will describe TS4s efforts to balance
passenger rigk with security. T3A has a varety of pilots
under way to test various aspects of risk-based sequity.
This session will provide detail on the strateqy and early
results of thess pilots.

12:55 The process of implementing quality
management in security

Johnnie Miler, Head of Security, Copenhagen Afrports AS,
Denmurk

All @n agres that quality in the way we perform seqrity
isa pamamount e, But how do we ensure that our
performance and fooe are steady, reliable and always
high quality? For more than a year Copenhagen Aitport
has worked on developing and implementing a seority
managemert syetem (SeM5), and is now in the final phase
af implemerting it. How was the process, what are the
benefits expected and how does CPH see the future, using
amd Living with 557

) 13:25 - 14:30 Lunch

14:30 Meeting our customers’ needs from a securty
pempective

Dr Mary Coveney, Head of Health & Safety, Security and
Complianee, DA, Freland

As girpart operators, our objective is to ensure that the
experience of our passengems and our aitline customers
at our aitports is & effident and enjoyable a8 possible.
Hawever, with increasing concerns regarding sscurity, the
process of clearing sscutity is becoming an increasingly
anerous one. Ate we approaching a situation where
the process itself will deter potential passengers from
travelling? What measures can we take to ensure that
in our efforts to mest our obligations to safeguand our

By ——#daoE B i
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passengers and airports, we dort alierate those on whom
our business depends?

15400 Creating peaitive values for passengers theugh
security contrel

Ofte Sundin, Airport Director, Swedavia AB, Sweden

The presentation will discues ways to create positive
values for passengers through seoarity control. Tt will
indude process, acting as hast and ambience in security

15:30 Better Security: a jeint initiative of ACI Burope
and AEA

FPhilipp Eriegham, Senior Sacurity Coordinator, Froport A5,
Germany

Margreet Lornmerts, Manager Security & Cargo, Association
of Ewropean Airines, Belgium

Seourity experts of the leading European airports and
airlines have deweloped their ideas for a new appmach

to aviation security, beginming with the seomity process
for passengers and carry-on baggage. Core elements are
tisk-based legidation, unpredictability and passenger
differentiation.

15:55 The future of airpert security: less is more
Mizreel Plawrm, Semior Exvecutive Manager, Fraport AG,
Germany

Heidnm Holin, Project Manager, Dewtsche Lujftharsa AG,
Garmany

The aitport seourity checkpednt is the bottlenede in
passenger flows at most airports in the world. Security
checkpoints have changed in recent yeams, always reacting
to new threats of terrorism and becoming mere and more
complex with a focus on providing better technology. It is
time for a general change - leas should be more! How can
we create the same or even better security for flights and
increase passenger corvenience at the same time?

@ 16:25 - 16:35 084
O 16:35 - 16:50 Break

16:50 - 17:30 PANEL DISCUSSI0N: Airpert security:
stagnant er evelving?

Lee Eair, Regional Director - Ewropey/Africa, Trensportation
Seamity Administration (TS4), GCermary

FPhiltipp Erieghmm, Senior Sacurity Coordinator, Froport,
Germany

Heidnm Holin, Project Manager, Dewtsche Lujftharsa,
Germany

Thomas Fenmer, Vice President, Mumich Airport, Germany
Mizreel Plawrm, Semior Executive Manager, Fraport, Germany

{E) 17:30 Opening Day Partyl

08:45 - 09210 Weleemne to Passenger Terminal
CONFERENCE 2012 - Opening address and
keynete speech

Juilian Miger, Chief Operating Officer (0], Vienna
Internmtional Airport, Austria

Ginther Ofner, Chief Finandal Qficer ((F0), Wenna
Internmtional Airport, Austria

Technology and Processing

09:15 - 17:15

09:15 - 09:20 Intreduction by Conferemce Chaire
Al Lyons, Principal, Arup, 54

Brian Keene, Director - Worldwide Baggage Performance,
Dinited Afrines, 754

09220 Fully antemated handling of baggage en airgide
Andders Nielsem, Vice President Project & Development,
Bilhumd Atrport, Deronark

Airparts and handling companies struggle to move tons
af baggage with a manual labour force. Billund Airport,
which mns the handling on-site, has overcome most of
the demanding heavy lifts using low-key technology

09:50 Fast and Secure Baggage: what you need to
kmew

Andrew Price, Head of Baggage Services, TATA, Switzerland
The Fast and Seoire Baggage project aime to enable the
industry to meet the five new StB goals: distrintion,
pazsenger data, real-time information, hassle-free tawel
and end-to-end processes. To do this the entire baggage
handling process reeds to be reimagined, from a new
licence plate to new ways of sharing baggage information.

10:20 Fallback echemes of the baggage handling
syatem at Incheen Airpert

Bysong-nam You, Semior Manager, Incheom International
Airport Corporation, Konen

Incheon Airport’s EHS performance target (EFT) i very high
compared with similar-size airports worldwide. To maintain
its goal, it has been equipped with ploysical backup lines
a8 well @ systematic emergency drills with 15 possible
scenarics. The presentation will explain the hardware and
suftware measures to handle the situation of system down
ar deadlock of system beyond its designed antomatic mode.
It will alao share the basic plan and features of BHS in the
new Terminal 2, which & planned to open in 2017,

(D 10:50 - 11215 Break

11:15 Baggage performance: accident or science?
Brian Keeme, Director - Worldwide Baggage Performance,

Dinited Airtines, DSA
NEF

The presentation will review
lg% [TETFS Y re)

a variety of baggage handling
strateqgies and techniques
anrently under study ot
actually deployed. These
creative methods will inchade
the latest on FFID, inline
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enhancemnerts, bag kiasks, scarmer arays and resohition
techniques,

11:45 Self-service baggage drep-off at Schiphel
Mizrierme van Scherpenzes!, Development Manager,
Amsterdam Airport Schiphol, Netherlands

After saveral developments and pilots, Amsterdam
Afrport Schiphol and ELM bawve put self-service baggage
dwp-off into full operation. This presertation will offer
insights inte the process, technical aspects and passenger
eIpETience.

12:15 Flumicino Airpert: will [ receive my baggage?
Marco Strenni, Head of Terminal (perations at Fiumicing-
Rome, AIR - Aeroporti di Roma Spd, Raly

The presentation will explain the detailed analyss of
transit baggage delivery camied out by AdR to sobee the
tishandled baggage izaue. After an aralysis of baggage
flow (transit and local) conduded with IATA | at the
beginning of 2010 we invested in inteqrated soluticns
such as Bag Manager, BRS and Pseundo BSM Generator,
wiich enabled us to have full vidhility of the whale
airport baggage flow. We also invested in a HET 6000
automatic scrting system for transit baggage, and we
totally abolished marmal baggage sorting. Thanks to
this great innovaticon, lost luggage in FCO has decreased
damatically to 11.8 per thousand.

@ 12:45 - 14:00 Lunch

14200 Every bag countsl

Muark van Goalen, Strategic Advisor, Amsterdam Afrport
Schiphal, Netherlands

After commissioning the mest modern baggage handling
gystem in the world, Amsterdam Airport Schiphol has set
out on a progamme of continmous service improvement in
automated baggage handling, employing technigues and
methods commen in the supply chain industry, such as
Leam and Six Sigma. As the anchitect of this conimious
improvement programme, Mark will share insights and key
factors that will make the baggage handling mission of
Amsterdam Airport Schiphol a suocess: reliable and hassle-
free baggage handling at Amsterdam Airport Schiphol,
becanse every bag counts!

14230 Innevation in baggage at ANA Airports

Sérgio Miranda, Lishon Airport Baggege Handing System
Miznager, ANA - Aevoportos de Portugal 54, Portugal
Taabel Gomgalves, Head of Regulatery Affrirs, ANA -
Aeroportos de Fortugal SA, Portugal

The presentation will describe the successful introduction
of RFID into the baggage process at Lishon Airpart.

The development of a mordtering system for baggage
terminals (SABT) has been a eritical tool for managing
the opemtion, reducing imeqularities and decreasing the
tmumber of left-behind items. The juint venture between
these two projects resulted in a new monitoring and
anaging tool: DITHBO. This tool will allow us to get
information based cn FFID technolagy and in the future
uz the information gathered to inform passengers about
the statuz of their bags.

15200 Daing mere with less: inereasing the capacity of
an exigting BHS

Soeren Elgaer, Head of Baggage Hendling, Copenhagen
Airports, Deranark

Dearaien Breier, Vice Presiderst, BNP Assodates Inc, U54

A joirt presertation from Copenbagen Airport and BHP
Associates, the talk will forus on a case study of the
Copenhagen Airport BHS. The CPH BHS is undengo ing

a sigrificant upgrade that will increase ite capacity

by appredimately 50% within the same building
footprint. Through mecharical, electrical, contmols,
lagout modifications and operational improvements, the
upgraded BHS will allow CPH to acoommedate sigrificant
growth. From changing belting material to providing new
load balancing conveyor lines, different enhancement
methods applicable to all BHS will be described in detail.
Opermtonally orentated improvements like increasing
efficiencies of ground handler operations will also be
discussed.

™ 1530 - 15:45 Break

1545 Self-tapging in Canada case sindy: public
acceptance and operatiemal ROT

Mike Hafichuk, Director - Planning, Guest Senvices, Westlet,
Canaia

Westdet launched self-baggage tagging in one base in
Aungust 2010; today we have added 10 more bases in our
domestic Canada operation. With more than 500,000
bags tagged a morth, leamn how Westdet operationalised
the processes and worked through requlatory hurdles
while #till maintairing high guest satisfaction scores and
warking through the next steps for self-activation in a
hightly requlated landscape.

16:15 AdP's inmevative new antematic twe-step
baggage drop-off project

Sehastien Pichereau, Strateqy Semior Manager, Adroports de
Baris, Franee

The global implementation of e-gervices simplified the
passenger chedk-in. But hold baggage check-in remains
a major constraint for passengers, as well as airlines and
airports. To meet this challenge, Aftoports de Paris has
developed a simple and innovative antomatic baggage
drop-off soluten. In order to improve baggage chede-in
speed and passengers” antonomy, the schition cffered by
Afroports de Paris is based on a two-step haggage check-
in process.

16245 - 1650 Brief imtermission for speaker
changeover

16:50 - 17:15 PANEL DISCUSSI0N: What does the
future hold for baggage check-in?

Pl Mewiett, Divector, Stmplified Passenger Travel
Vamcouver Airport Authority, Canada

Rob Broerg, VP - IT Passenger Services Systems & Passenger
Expevience, Emirates Groug IT, United Arab Emgirates
Andrew Price, Head of Baggage Services, TATA, Switzerland

() 17:30 Opening Day Party!
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09:00 - 09:05 Imtroduction by Cemference Chair
Satyaki Roghunath, Maneging Director, LeighFisher Limited,
K

08:05 Evolutien and future pessibilities of passenger
terminals

Eemichi Fukaya, Semior Vice Presiderst, Narvita Internationa]
Airport Corporation (NAA), Japan

Harita Airport has evolved as Japan's main gateway,
expanding its global aviation network under the genemal
‘temmer of WOELD SEY GATE_HARITA. The presentation
aims to analyse the future possibilities of passenger
terminals that will provide higher levels of services

and converdence to its customers. For passengers this
indudes facilities and services based on state-of-the-art
IT and security technologies. For aidine users it inchades
possibilities to accommedate a wide ange of business
models to mest diverse demands.

09:35 ATH: supperting Ak Dhabi 2030 with state-of-
the-art airport infrastracture

Haytham Huiday, Chief Development Officer, Abu Dhabi
Abrports Comparty (ADAC), ited Arab Eminates

‘Within the next few years, 20 million people are expected
touse Abu Dhabi International Airport as their origin,
destination or transit point for intemational and domestic
journeys. Abu Dhabi Atrports Company is tasked with
ensuring that the airport is able to provide world-dass
services that meet this demand over the coming years.
This is patt of the government’s Plan Abu Dhabi 2030, an
Emirate-wide strategy to cater for Abu Dhabi’s business
and tourism growth.

10:05 Aviation in India: which way ferward?

Ansgar Sickert, Managing Director, Fraport India, India
The presentation will look at recent developments in
the wolatile Indian aviztion market. Partioalar emphasis
will be given to the gladal pace of airport infastmacture
development, which has failed to take off since the
privatization of Delhi and Mumbai airports. The discussion
will proceed to look at the precarious situation of India’s
airlines and what this means for the industry as a whole
Finally, the presentation will condude by charting a way
out of the cument paralysis by proposing a rmmber of
policy changes.
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Q 10:35 - 11:00 Break

11:00 - 11:30 PANEL DISCUSSI0N: Flanning fer change
in the world's fastest-growing regiems — different
airports, similar prablems

Haytham Haidar, Chisf Developmenst Officer, Abu Dhalbi
Airports Company (ADAC), United Arah Emirates

Walead Youssef, Chisf Strateqy Oficer, TAV Airports Holding,
Turkey

Arsgar Sickert, Managing Director, Fraport India, India

11230 - 1135 Brief imtermission for spealer
changeover

11:35 SP2020: overview of master plan dewel spment
programme for Dubai Airports

James Robinson, Head of Strategic Flanning, Duba
Airports, Dhited Arab Fmirates

The presentation will address the overall master plan
development programme for Dubai Airports. Included will
be an overview of demand;/capacity analyss, fomsing

on the agqressive growth plans for Emirates airline. The
presentation will indude the overall terminal development
programme requited to address this gmwth, as well as
other functiors such as cango and other suppert faclities.

In addition, the phasing programme will be presented.

12:05 Planning for growth at Bengalum Internatiemal
Airport, Bangalore, India

Chai Teck Phuia, Semior Vice President / Head - Airport
Flzrming, GVE, Indiz

Passenger volumes have grown mpidly at Bengahim
Interrational Airport (BLE) since its inception in 2008,
Growth in pessenger traffic at HLR is drven by the

rapid developmert of the Indian economy, with positive
implications for the propensity for air tavel. The purpose
of the 2011 master plarming efforts centred around three
primary drivers: incressed passenger demand, alignment
of facility reeds and the reassessment of terminal
facilities to improve land-use effidendes. Plarming
efforts defined future airport needs and development
opporturities, providing the framewark for growth in line
with projected demand and ensuring economic viability of
the airport in the long term.

12:35 Growth strategy for Cairo Airport: MEHA
competition

(iver Weizs, Chigf Operations (fficer Cmiro Afrport, Cmiroy
Eigypt Fraport A&, Eqypt

The presentation covers the anment status - gince the
Hovember elections and the partial recovery of Eqypt's
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tourism industry - of Caino Airport, deseribing mid- and
long-term developments @ well as strateqies to cope
with stremg competition from fast-qrowing hubs in the
immediate vidnity. It also indicates how Cairo is dealing
with different passenger groups such as tourists, pilgrims,
tusiness and tmbbing quests.

i 12:05 - 14:15 Lunch

14:15 New Deha [mternational Airport: frem
conception te completion

Bernardo Gogna, Director, New Doha International Afrport,
Datizr

The presentaticn will outline Hew Doha Inte mational
Afrport from its conception to its completion, induding
the vision for the 21% century by His Highness the Emir
Sheikh Hamad Bin Ehatifa 41 Thang; the role of NDIA

in Oatar’s national development; the formation of the
HIDIA Steering Committee tasked to oversee and provide
direction for the project; the preject crganisation; project
mangers, consultants and cortractors; the master plan,
gite giateqy, connectivity to the city, opening day
scenario, ultimate development; design features of key
farilities within HDIA; the development process, tender
Process, construction process; strategies for integration of
NIDIA into the exdsting fabric of the diy.

14:45 The BT0 of Madinah Afrpert in Sawdi Arabda
Waleed Youssef, Chief Srateqy Officer, TV dirports Holding,
Thrdey

The Tihah Corsortium was recently awarded a 25-year
tuild-transfer-opeate (BT0) concession for Medinah
Airport, Saudi Arabia, which represents the first fully
fledged airport FFF in the GOC region. Together with

its local partrers Sandi Oger and Al Bajhi, T8V Afrports
Hulding will irovest ahout U5§1.4 billion in a new state-
of-the-art passenger terminal building and other ancillary
facilities, Ir Waleed Youssef will present the project
gtructure and development plars.

15:15 New terminal development programme at Male
International Afrpert
Andrew Harrison, CEQ, Male International Airport, Maldives

@ 15:65 - 1555 084
) 15:55 - 16:10 Break

16:10 Taeyuan Airpert Terminal 1 renevation

Jenmy Chin-ling P, Depanty Manager, Froyuan Mternational
Airport Corporation, Bniwan

Taoyuzm Intemnational Airport Terminal 1 began
opertors in 1979. At that time its main purpose was

to move passengers through the processes to reach the
gates as quickly as possible. Now the airport is mere than
an aviation port, and terminal seTvice limited to a mere
transportation functon is unacceptable to pessengers.
After planring and design works, Tenovation started in
2009. To maintain daily eperation during comstraction
work is very challenging. The whole project was divided
into more than five phases and was completed in June

2011.

- >
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16:35 Conatroetion of an aireraft bridge over a water
chanmel

Peng Kiat Tom, Assistant Manager, Changi Airport Group (5)
PteLtd, Singapore

Seletar Airport is anrently undergoing expansion and
upgrading to auppart asreapace-Telated industries in its
surrounding aress. Due to the close prodmity of the end
af Rureay 21 to a water chanmel, the runway end safety
area could not meet the eoommended distance of 240m.
This issue of whether to introduce EMAS o1 construct a
new aircraft bridge over the water channel to meet the
recormmended distance was discussed at length. The
tridge was finally selected over the EMAS due to long-
term consideratiors.

17:00 Innovative airport design for India

Frederic Schwartz, Prindpal, Frederic Schwartr Architects,
msa

Frederic will discuss the design, approach, influences and
collaborative strategies for intermnational architecture
and planning work, and how to get the job done. He will
focus on the design of an innovative new aistainable
airport for Chenrai, India (rearing completion), which
will handle 30 million passengers a year. The talk will also
feature prototypical plans for regional airports in India
and Africa.

@ 1mes- 1735088
g Fellowed by the Skytrax WORLD AIRFORT AWARDE]

Thursday 19 April

Airport Connections

09:00 - 17:30

09200 - 0905 Intreduction by Conference Chaire
Steven Pertiss, Prindpal, Lea+Blott Inc, 54

Denvid Holderoft, Director of ATRA Europe, ATRA I
(Advarced Franait Associotion Industry Group), T

09:05 EU Working Group Imtermodality at Airports:
fimst comclusions

Lég Bodossian, Secretary Gemeral, Airport Regions
Conference, Belgium

The ARL chairs the Warking Group 3 (Intermodality at
Airperts) of the Eumpean Commission’s is active within
the Community Observatory of Airport Capacity (2008
2013). This group is trying to answer questions like:
does air-rail intermodality really create capacity® Is it
environmentally friendly? What is needed for an efficient
intermedal service? Is it applicable to any airport? WG3
members come mainly from the aidine, airport, il
and transport mirdstries sector. External experts are
requlatly imvited to mestings for specific pressantations
and disoassicn. The deliverable will be a docament for
the European Commission containing conchasions and
suggestions in the field of air-ril intermodality.
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08:35 Rome Airpert imtermodal eemtre

Paolo Combule, Head of Airport Planning, Aeroport] di
Roma, Ttaly

ADR is working not only on the developmert of airport
gubsystems but alss airport accessibility improvement.
In 2008 ADR initiated a study of all possible intermodal
improvements to quarantes for the fiuture an adequate
level of acceasibility to the new tub. The airport traffic
forecast provided by ADR led to a proposal for rail,
toad and metm soluticrs to improve the current level
of accessibility to serve the airport and sumounding
community, inclading the right balance of people-mover,
1ailway, highway and public road. The consequences in
terms of envimrmental tangets to reduce emissiors will
also be discussed.

10:05 Comnecting fanada’s busiest huba

Eathy Haley, Presiderst, Ar Rail Link, Metroling, Canada
Eathy will explain how Canada’s langest city is deweloping
a reliable and rapid express mil link between Canada’s
busiest transportation tmbs: Union Staton in dewntown
Tomorto and Tororto Peamson Intematicnal Afrport.

© 10:35 - 11:00 Break

1100 Taeyuan Airpert’s upcoming MET service

Jemmy Chin-ling P, Depucty Manager, Taoyuan International
Airport Corporation, Rniwan

An MRT system will connect Taoyuan Interrational Airport
with Taiped city. The total route length is 51.03km, with
22 statiors. To meet the demands of different passengers,
expreas traire and commuter trairs are provided. The
express fTain makes fewer stops; mnning time from Taipei
Main Station to the airport will be about 35 roimates.
Services will be prowided with the headway of 10 mimites
for one express tain and one commmuter train. In-town
check-in and porter senvice will be provided at stations
A1, A3 and A1, to give more convenience for passengers.

11:30 APH system eperation management for Beijing
Intermnatienal Airpert

Yu Wamg, Vice Manager, Feifing Capital fnternmtional
Airport Co Ltd, Chima

The APM gystem at Beifing Airport is the fisst automated
people mover gystem to be used in a Chiness airport.
The presentation will share the management experience
of airport AFM system operation and maintenance with
the audience. The speaket will focus on factors aach as
opemtion mede, maintenance management, system faiture
opemtion mode and emergent repair, system eEnovation
and spare parts purchase, etc. to give the andience a
complete understanding of the operation of the Beijing
Airport AP system.

12:00 How PRT can transfoerm the passemger
experience at your airpert

Diarvid Holderoft, Mirector of ATRA Europe, ATRA I2
(Advaneed Transit Association Industry Goup), UK

The presentation will explain why the established
technology of PRT can provide an economical and
tansformative passenger transportation experience to an
existing constrained airport. It will Look at the benefits of
PRT with partioular reference to the Heathrow pod system.

Topics covered will include integration in congested and
corstmained areas, potential passenger service, state of
the industry, gairdng further information and future
passengeT enhancements

) 12:30 - 13245 Lunch

13:45 Connecting rail to rumway at Phoenix
International Airport Sky Train

James (Jim) Robert Bruce J, Vice President, HOE, USA
The PHE Sky Train connects Fhoenin METRO light mil

by an antomated people mover (APM) system. The new
gateway to Sky Harbor is the 44th Street Statdon, which
cormects the light ail station by moving sidewalk to the
APM platform, also allowing for bus, ghuttle and car drop-
off. Similar services ate provided at the East Economy
Parking Gamges followed by stations at each of the
long-term termirals. The ultimate five-mile APM system
will commect further west to the ConBAC afrer connecting
a future terminal and ground trarsportation centre, then
allowing removal of all private vehicles from terminal
Toadways.

14:15 Overceming rail access challenges

Mike Noakes, Semior Consubtars, Optimem Consubtancy, UE
The presertation will look at the cament challenges faced
by an airport owner in enhancing or developing new radl
services. These challenges inchade ladk of state funding
for irnvestrnent in track and trains, capadty constraints
on existing ailways, getting the right prodoct and senvice
quality, and planming links to the city centre and airport
correctly The second half of the presentation will look
at how to overcome the challenges. Sohutions offered will
inchade alternative funding, how to select and manage the
service apetation, and how and where to provide rmttiple
products. The presentation will se case studies from
amounid the world.

14:45 Paseengers enjoy easy, seamless travel
connecting between air/APM /rail

Alfred Stefan Fruehwirth, Director Operations, DCC
Doppetmayr Cable Car GmbH & Co BE, Awstria

Three case studies will show how an APM can provide

the missing link between public tareportation and air
travel. These installations (Birmingham Airport, UE;
Teronto Airport, Canads; and Oakland Adrport, California)
prove not only how passengers benefit from the seamless
transport from il to AP to air, t will also show hew
tratfic and pollution are reduced. The imtroduction of such
systems into an existing environment can be accomplished
in & very cost- and time-effident way.

O 1515 - 15:30 Break

15:30 Bus & Fy: a new Spanish sirateqy intermedal
praduct

Mamuel Higweras, Jperation Support & Improvement
FProjects Manager, Iheria Airlines (TAG Group), Spain
Gurllerme Gomzaler Valling, Business Development Director,
Alsa National Express, Spain

The momentum of transport and mobility today creates
the neceasity to face the future of our business in other
ways Comparies are foreed to face these new situations
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by trying to offer castomens a full service, dot to dot. This
is why Iberia and Alsa bave developed a new tus+ly,/
flyprbue product, c@alled Bus & Fly. I offers fully integrated
travel, inchading complex airport developments to ensure
the connection.

16:00 Case ptudies in inter- and intra-airpert-radl 1inks
Andrew Sharp, Director-General, International Air Ral
(rganisation,

This presentation will review use of il for links within
and between airports. It will briefly eview automated
people movers, and then laok at lessons from airports
whete rail is used for inter-terminal transfers. There

ame a few airports directly cormected by 1ail, although

its use for interlinking traffic is likely to be small. The
presentation will then look at proposals for new inter-
afrport and inter-terminal links, inchoding RATH at Hewark
Liberty, the TGV link between CDG and Orly, and finally
the ‘Heathowick” proposal for Londor.

16:30 - 17:30 PANEL DISCUSSI0N: Creating airport
commections into and around the airpert for
passengers and staff

Léa Bodessian, Secretary General, Airport Regions
Comference, Belgium

Gregory Ohwens, Division Director - Real Estmte Maonagement
& Developmerst, Mimmi Dade Avigtion Department, 54
Eathy Haley, Presiderst Air Rail Link, Metroling, Comnda
Andrew Sharp, Director-General, International Air Rl
(rganisation, K

&) Wrap up, follewed by the Skytrax WORLD
AIRPORT AWARDS!

Commercial Development

09:00 - 17:30

09:00 - 09=05 Imtroduction by Conference Chair
Alan Glick, Assodate Divector, AirProjects, 54

09:05 Creating a leyal customer base threugh social
media

Mitthew Hall, CEQ - Cormmercial Department, Lomdon City
Adrport, TE

The presentation will outline London City Airport’s sodial
media experience to date, inchading its darelopment and
the pitfalls. It will also explain how the airport has ussd
social media as a platform for a digital CEM strategy for
its customer base.

09:35 Social media in the marketing mix

Fergus Boyd, Head of eBusiness (ncting), Vigin Atlantic, [
Wiy social media is dght for Virgin Atlantic. What we
have dome. What we have leamed.

10:05 Mumbai Internatismal Airpert’s experience with
social mediaz Facebook and Twitter

Meenaksid Agrawal, Vice President, Mumba International
Airport, Fndia

The presemtation cowers MIALs journey into Facebook
and Twitter. It will explain the initial thoughts and views
within the organisation about Facebook and Twitter, the
changing landscape of passengers in India and usage

af social media, and the kind of planning this venture
requires. Iz it more about processes than tools? How is it
moritored? What are the benefits ssen ao far? Where does
IT help in bringing urified commurdcation to handle swdh
feadback? The presentation will also degcribe the next
stepe on this journey.

) 10235 - 11:00 Break

11200 How can eCemmerce and mCommerce improve
passenger experience?
D Marisa Sikva, Oniline Business Mmager, Asroportos De
Rortwegal (ANA), Portugal

11:30 Commercial challenges of airports with LCC
traffic belew one million passengers per year
Arnjandias Shiupas, General Maager, Ezunas Airport,
Lithwaria

The presemtation will addmess the ismaes and challenges
aof airports with a deminance of LOC traffic and relatively
small turnover.

12:00 Birmingham Airport’s terminal merger frem a
retail pempective

Richard Gill, Head of Market Development - Commerdal,
Birmingham Airport, UK

The presemtation outlines what is probably the biggest
retail and food and beverage development ever to take
place at the airport. In conjuncton with the recent
airport rebranding, it has taken the airport to a new lewel
and made it ready for fitture passenger growth.

D 12:30 - 13:45 Lunch

13:45 Implementing a saccessful strategy to grow
ANKs retail revermes

Carlos Nunes Madeira, Vice President, ANA Aeroportos de
Fortiegal 54, Portugal

HWowadaye it is almost impossible to imagine an arport
without retail and the tmge variety of services made
anailable to passengers: first becanse passengers actually
dernand these services, and second because it is an
important source of reverme for airports, and therefore,
competition. But getting it right is diffioalt, so a strabegic
plan, involving all key stake holders, is an essential tool
for success. (ur previows strategic plan in 2006 delivered
a 30% growth in revenues despite an advemse economic
climate, but now the bar is higher. AHA is happy to
present FLIGHT 555, our new stategic plan to 2016,
which meflects cur ambition to become a reference in
airport retaiting.

14215 Why experiential retail matters to airport
concessioms programmes

Douglazs Tomiinsom, Foumder & CEQ, Vino Volo, 54

Many icomic brands today aeate highly experential retail
enviromments to win astomers and drive revenues. This
presertation will exzamine leading experiential conoepts
like Apple, Express Spa and Vino Volo, to explore how such
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concepts drive higher Tevemaes and present irmovation
opportunities for airports.

14:4 5 Creating the dght mix — even with limited
TRBOTITT &3

Franz Svoboda, Head of Cemter Manogement, Vienna Airport
plc, Austria

This presentation explaire the development of nom-
aviation areas within the project of the new Skylink
terminal at VIE. It especially highlights the difficulty in
desigring the designated retail areas during permanent:
dimimitions of the building. Moreover, there was a
break of several months within the tender process for
the commercial concessions due to a seven-meonth
interrupticn of the construrtdon work. After the award of
contracts a completely new logistic procedure was sstup
in onder to handle the just as limited delivery zone.

) 15:15 - 15:30 Break

15:30 Comtrolling your concession programme’s
destimy

Mitch Nadler, Director, Concession Programs, JetBive
Airways Covporation, 054

Airport comcesgion programmes are shaped by competing
interests, The final pmgmamme is often either a
compromise among different comstituents or the vision
of a single group or individual. In either scenario, the
programme, and the oistomers it serves, may suffer,
leawing the airport with a sub-optimal concession
experience for years. This presentation will offer
sirategies for navigating through concession prograrmms
deselopment to achieve a dynamic programme that
exeeds oastomer expectations, satisfies constituents,
eams industry acclaim and affords flexbility. It will
explore the following topics: ceating objectives,
identifying stakeholders and soliciting feedback, chocsing
a model, developing a branding strategy and measuring

BuCCess.

16:00 Narita Airpert’s digital signage Sy Eate Visien
Bungo Nishiura, Manager, Narita Intemnational Airport
Comporation, Japan

A project is under way at Narita Airport aimed at using
digital signage to effidently provide highly visible
information in approprate locations, We hawve thres
perspectives in the incorporation of signage: provide
information more effectvely, provide more information
to promote sales and make and improve the atmesphers
in the terminals. Our objective is to use signage as a
medinm to expand the airport’s advertising usiness. The
presentation will focus on the Sky Gate Vision initiatives
for digital signage at Narita Airport.

16.30 PAMEL DISCUSSION: Latest, greatest ideas in
making meney in airperts: new,/different and helps
increase mom-aviation revenue

# Food service # Retall (non duty-free) « Retadl (duty-
free) » In-terminal passenger services # Ground
transportation,/ parking « Advertizing

Panellists to be annownced

a 17:30 Wrap up, followed by the Skytrax WORLD
AIRPORT AWARDS!

Thursday 19 Apnl
Customer Service and
Passenger Experience
00:00 - 13:15

09:00 - 09205 Intreduction by Conference Chaire
Hiosvany Muina, North America Area Manager, Copa
Afrlines, 54

Beverly Lewis, Airport Station Manager (AIL & MCO),
Alnsha Afrlines, 54

09:05 Paseenger firet: the key to YOE s success
Gadtan Gagmé, CEQ, Adroport de (udbec Inc, Canade
Oébec City Jean-Lesage Intemnational Airport is one
af the fastest-growing airports in Horth America, with
an increase in taffic of 75% in the last five yeam.
This suooess story is defined by a devoted team, and
mast especially by the concept of Passenger First. More
than just a motto, it's a philosophy that quides us

in everything we do. Passenger traffic bas inaeased
significantly in the last few years, and the level of
satisfaction of passengers using our services has reached
new heights, making us the Best Regional Aitpart in
Horth America according to ASQ 2010,

09:35 Olympic preparations at LCY

Richard Gooding, Chief Executive, London City Afrpert, UK
Teanes oovered in this presentation will inchude dealing
with a change in pasgenger profile and ensuring
coTeistent passenger service (shift from very reqular
Isiness travellers to many frst-time leisure trawelles);
engaging with other bodies and their voluntesr)
information systems (Boriss London Ambassadors);
ENCOUTaging visitors onte public transpert (new Stratford
DLR link}; security, induding airspace foverflying vermes,
licemces, private aircratt, heads of state

10:05 Warld Airport VIP Forum

Thomas Permney, Vice President, Munich Afrport, Germany
Thirty-five airports have cooperated to enaire very best
service and top performance for the most important
travellers on the ground. This presertation will provide
facts and figures, examples and a case stmdy.

10:35 How caring and kindness can strengthen yeur
airport’s bettom line

Peter Spurway, Vice President, Airport Experience, Hulifax
Intemnational Afrport dutherity, Canada

Ton many airports rely too heavily on facilities and
techmology, thinking these will solve their customer-
service issues. Although these elements are important,
they are only a small part of the formula to winring over
your passengers’ and visitors” hearts, minds - and wallets.
Aitperts can use genaine, heartfelt caring and kindness to
meach out to their passengers and visitors, to create a more
positive - and profitable - airport experience. Learn from
Halifax Stanfield International Aitport’s comprehensive,
collabarative, customer-centric appreach to making its
airport experience one of the best in the word.

) 11:05 - 11:25 Brealke
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11:25 Evolutiem of the pasenger experience

Jotm Trupdano, Vice President, Corgan Assodiates Ing, 54
In today's fast-paced woild, many passengers view flying
as just another hassle. The arodety and stress that a
typical passenger experiences not only affects their
well-being but leaves them with a lass than favourable
impression of their tavel experence. As airports look to
provide an increasingly exceptional passenger experience,
the modetn terminal strives to positdvely impact the
passenger through the terminalk design and amerities
provided. The case study will disoass hew the terminal
experience can be enhanced through the combination of
the building design and passenger amerities.

11:50 Passenger experience and on-time performance
at Gatwick

Nedl Horvey, Airfield Improvement Manager, Gatwick Airport
Limgited, 0F

The presentation will demonstrate and explain what
activity has coomed at London Gatwick (since purchase
by Global Infragtructure Partners) to enbance the
passenger experience. In particular we will s@mine our
currert Airfield Performance Programme and detail how
we are breaking down historical and oultural barriers

to improve the passenger experience here at London
Gatwick.

12:15 New passenger experience (gangways and
aerobrdges) at Singapore Changi Airpert

Zhi Wen Seoh, Manager, Changi Airport Group (Singapore)
Pea Lid, Singapore

Changi Afrport is cumently replacing some fined gangways
and aerebridges in Terminal 2. Besides redesigning

the new fixed gangways to be wider to provide a more
pleasant and welcoming experience, Changi Aitpert has
taken a step further to bring the Changi Experience’ to a
greater height by incotporating interier design features
to the fined gangways and aerobridges. Additional
advertising spaces were blended with the futuristic
intericr degign to bring an enhanced travelling experience
to passengers embarking/disembarking. In this project

we have also taken the opportunity to introduce Changi
Airport's first ruttiple-aincaft receiving stands (MARS)
optimise capacity.

12:40 - 13:15 O&A + PANEL DISCUSSI0N: Callaboration
for a better cusbomer experience - creative ways of
reducing customer stress pror to travelling with a
variety of strategies in our environment

Doniplas Stolls, Station Manager, Virgin America, 54
Gattan Gagnd, (ED, Adopont de (udbee Ine, Canada
Richard Gooding, Chief Brecwtive, Lomdon City Afrport, UE
Nedl Harvey, Airfield Improvement Manager, Gatwick Airport
Limited, OF

Zhi Wen Seoh, Manager, Changi Airport Group (Singapore)
Pea Ltd, Singapore

Johm Trupdano, Vice President, Corgan Assodates Ing, 1534

@ 13:15 - 14215 Lonch

Thursday 19 April

Customer Service and Passenger
Experience - Ageing Passengers

14:15 - 17:40

Imtreduction by Comference Chair
Sreve Wareham, Director of MSP Operations, Matropolitan
Airports Commission, US54

14:15 Ageing travellers: an opportunity? A challenge?
{0r beth?)

Sreve Wareham, Director of MSP Operations, Matropolitan
Airports Commission, US54

The demnographics of mary western countries show a
generally ageing population om the horizon. In the TS
this group is known & the Baby Boomers, and they make
up about 406 of today's aifline passengers. Relatively tech
savvy with discretionary incorme, these folks will want to
travel well inte their retirement years. But subject to the
oncorming physiclogical challenges of getting older, some
may find it is just toe difficult to contirme to fiy. Airports,
airlines and afreraft marmfacturers must begin planming
today te meet the needs of this gmoup, or peassenger
mumbers and resulting revermes will eventually suffer.

14240 The costs asseciated with an ageing populatien
at T3 airparts

Amyy Waaver, Manager - Properties, Soutfwest Airlines (o,
=

As part of a larger panel discusson, Amy will present

the airline perspective on how to deal with the nesds

of an ageing population of travellers at IS airports.
Possible accommedation solutions may indude faclity
medificatiors and/or providing senvice enhancements, both
of which will increase operating costs for airlines. Higher
casts could compromise air service levels and cause air fares
to incresse. Amy will discuss some ideas and give examples
of how aitlines can avoid these undesimble matcomes and
take care of their customers at the same time.

15:05 Global ageing: undemstanding the future
paBssenger

Vicki Curtis, Semior Engineer, The Boeing Company, [54
The world is experiencing a demographic shift. People
are living longer and having fewer children, leading

to an ageing society. By 2050, approximately 25% of
the population will be over 60 in the United States,
Asia and Desards; 33% in Europe and China; 40r% in
Japan. Globally, there will be more serdor ctizens than
children. Ageing brings inevitable physical, sensory and
psycholagical changes, making travel more difficutt. This
increass in older travellers will affect our products and
services. We need to have an understanding of who these
future trawvellers are, and how to keep them flying.

45



15:30 - 16:00 PANEL DISCUSSI0N: The futare ia
todayl Induetry impacte from the next wave of ageing
travelleral

Ay Wamver, Manager - Properties, Southwest dirfines Co, 154
Vicki Cumtis, Sersior Engineer, The Boeing Company, 54

Rick Feltrer, Comporate Director - Airport Senvices, Delta Afr
Lines, 54

John Mok, Prindpal, Jambs, (54

Jaruz Vimighm, Evecutive Director, Airport Foumdation MSF, 54

) 16:00 - 16:15 Break

16:15 Ageing travellere. An eppertunity? A challenge?
{0z both?)

John Mok, Principel, Jacobs, 54

The speaker will present a case study on the challenges
faced by CWG in serving the needs of ageing and mobility-
impaired passengers. (WG terminal and parking facilities
were commissioned in the 15708, 19808 and 19906, The
challenges confronting each successive geneation of
facility degign are different, and 20 too are the customer
gervice solutions to be implemented.

16:40 Providing great eustomer service to ageing
fiyers

Rick Feltmer, Corpormte Diractor - Afrport Services, Delte Air
Lines, 54

Eoonormic prosperity coupled with living longer, healthier
lives means that the demographics of airline oistomers
will contirme to shift to a more sendor population. Airlines
need to recognise the urdque needs of this impertant
customer base and find innovative ways to ensure air
travel remains a pleasant, safe and sought-after means

of transportation for everyone. The entire travel rbbeon,
induding booking reservations, checking in, navigating
airports and cennecting flights, enbeard experience and
luggage retrieval needs to be considered and optimised
for more elderly travellers. How is the time to consider the
options and opportunities available.

17:05 Airport Foundatisn MSP

Jana Vmeghm, Evecutive Director, Afrport Foundation MSE,
i

Listeners will leamn of the 30+ year history of the Airport
Foundation at M5F, and will get a dmaft template as to
hiow to introduce this concept in their own airports.

@ 17:30 - 17:40 0EA

G Eollewed by the Skytrax WORLD AIRPORT AWARDSI

Environment and Sustainability

09:00 - 17:15

09:00 - 09:05 Imtroduction by Cenference Chair
Etienmne Rouverand, Head of Sustainable Design, ADPT,
Framee

09205 AENA Aetepuertes emvirenmental artien plan
Jose Manwe! Hesse Martin, Director of Enviromment, AENA
Aeropuertos, Spain

ABNA Aeropuertos has launched an action plan to
mirimise the impact of the airport operations on the
EnViTnmEnt.

019235 Sea-Tac Airperts Enviremmental Strategy Flan/A
Vislon 2014 and Beyond

Dawve Tomber, Aviation Planing Progrem Manager, Seattle-
Tacoma Mnternational Afrpert, [84

In 2009 Sea-Tar developed a plan to define the airports
environmental leadership strateqy by identifying
environmental goals to be achieved by 2014, The plan
induded performance metrics for key environmertal
indicator areas, which has allowed Sea-Tac to quandtatively
measure envirmrmental performance acmss time and
against its goals. This endeawour has become an anmaal
undertaking that genemtes a soore card of achievemerts
and re-envisions the goals and strategies nesded to keep
the plan relevant. Sea-Tacs Ervimnmental Strateqy Flan
is, in large part, aspimtional. Hewever, it identifies specific
actions and strategies to allow for success.

10205 Hew to impreve ecological standards in a ahert
space of time

Michael Eggenschwiler, Chigl Exeantive Ojfficer, Hamburg
Airport, Germany

Tsing Hamburg Airport as an exarnple, the presentation
demonstrates how airport environmental issues conld

be assessed, addmased and subsequently reduced in a
systemnatic and reqular way. It shows the necessity of
envirermental targets or goals as well as of a systematic
approach when developing environmental progmammes.
The presentation explains which persons within the
airport are to be integrated into this process, to seaire
that these goals are acknowledged thooughout the entire
company. This is the most important prerequisite for
improving airpert envircnmental standards. Furthemmore,
the presentation gives practical emamples to gain quick
results for improvements in energy consumption,
greenhouse gas emissions, water quality levels, waste
reduction, et

O 10:35 - 11:00 Break

11200 Obtaining senaible envirenmental sohrtions
Anders Nielsen, Vice President Project & Development,
Filtumd Airport, Deramark

Hew can cormmercial development shake hands with
envirenmertal solutions and clese cooperation with the
surrounding society? As a partner in Green Sustainable
Airport, a El cooperation project betwesn a number of
airports around the Horth Sea, Billund Afrport aims at
improving the envimnmental solutions and minimising its
carbon footprint.

11:30 Terminal development strategies for low and
net zeTo enengy use

Dawve Tomber, Aviation Plamning Progrem Manager, Seattle-
Tacoma Mnternational Afrpert, [84

Normmn Strong, Pariner, The Miller-Hull Partnership, 054
Airports and airlines are seeking ways to improve
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environmental and finandal performance. Low and net
zer0 enengy strategies for development and erewal of
airport terminal concourses Tepresent an excellent way
to meet these goals. Buildings are anrently a major
contributor to carbon emissons and a souree of energy
s, It is likely that airport terminals will be designed
to geretate electridty in the future. Seattle-Tacoma
Intemnatioral Airport will be used as an example of
gtrategies for a business case for low and net zero energy
terminal design for new concourse expansion and renewal
of the edsting terminal.

12:00 Envirenmental benefite of public transpertation
te airports

Emaraiel Flewti, Head of Envirorment, Frighafen Zarich AF,
Switzerlmnd

Public transportation is an important element for

surface access to airports in the cument envircnmental
discussions. In this cortext it is important that public
access means not anly having a bus or frain accessing the
airpart, but actually deweloping an intermodal hub that
serves airport users and comrmters alike. Zurich Airport
is a prime example of an intermodal bub. This in tum
suppaorts efforts to reduce ervironmental impacts from
toad traffic and enhances passenger comfort at the same
time.

) 12:30 - 13:30 Lunch

13230 Chicage leads the Airports Geing &reen
movement

Rosemarie Andoline, Commmissioner, Chicago Departmers of
Aviation, 054

interrationally recognised leaders for sustainability. The
presentation will cower how the Chicago Department of
Aviation implements the Sustainable Airport Mamal
(SAM) acoss all aspects of Chicago's airports. It will
provide an overview of the (D&s recent and fuoture
sugtainability initiatives induding the ceation of

gre=n moof space and LEED-certified buildings; reuse of
construction materials; energy effidency and Tenewable
enerqy initiatives; food waste composting; and beekesping
and asmwporic gardening at ('Hare. Andoling will also
discuss how Chicage collaborates with other airports,
gevernmental agencies and organisations acmss the globe
to promote the Airports Gaing Green movement.

14200 Changing eperational entture to deliver
environmental efficiency and sustainability

Heateal Golal, Fusiness Improvement Manager, Fritish
Airways, I

There is incressing presame for the aitine industry to
teduce its carbon footprint. Ervimonmental experts ses
emenging airaaft and fuel techmologies s the primary
meares of reduring aviaton-related carbon emissions mver
the coming few decades. However, operational process
improvernent and cuthare change can poterntially deliver
Tnassive benefits in the short to medium term while new
technologies are developed and scaled up. In oxder to
achieve operational efficendies, traditional appoaches
to process improvement and culture diange nesd to be
angmented with strategies to implement practices that take

environmertal targets fincertives into consideration while
protecting the customer proposition and health and safety.

14:30 The impartance of corporate reaponaibility
reporting fer community engagement

Sandra Anani, Senior Manager Corporate Responsibility ard
Intemnational Affuirs, Abu Dhebi Airports Compary, United
Arab Eminates

Aitports have a critical mwle in the lecal community, as
links to the world and as economic engines for growth.
Corporate responsibility reporting and disdesure
demonstrates the level of maturity attained by airport
operators. Reporting and disclesing targets and
achiesvernerts, 2 well as any faihares to achieve slements
af targets, engenders trust and promotes contimaous
improvemernt through open dialogue with the comrmmnity.
Materiality and transparent commurication through
regular reporting lead to agreed areas for foous and
immprovemernt that are critical for an airport to tackle. In
the Long term, reporting will suppart the delivery of a
sustainable aitport operation.

@ 1500 - 15015 Break

1515 - 16:15

PANEL DISCUSSI0N: Sustainable sirports: how te make
it work with all stakeholders (govermments, airport
authority, passengers, airlines, tenante, emplayees,
lecal communities)

Benito De Leon, Director, Office of PMianning and
Frogramaming, U5 Department of Fransportation, Federal
Avigtion Administrotion, [54

Jose Mamwel Hesse Martin, Director of Environment, AENA
Aeropuertos, Spain

Rosemarie Andoling, Commissiomer, (hicage Department of
Aviation, 54

16:15 Airperts, landscape and sustainability: tewards
an ecological airport urbanism

D Lavra Cipriani, Marie Cwrie Reseancher, Architect
specialired in landscape whanism, Urbversity of Tento,
Superiondseape, Taly

Aitperts have an incaeasingly impertant role in cities
and in regional development. Aviation itself generates
social and economic benefits to the territory it serves,
tuat also brings with it considerable envirenmental and
social costs. Starting with case sudies, the presentation
seeks to address rmitiple issues related to urban and
environmental airport impacts, and to identify possible
interventiors to achieve an ‘sco-airport gystem” - an
infrastracture model with reduced landscape and
environmental impact to be applied in regional contexts.
The aim ig to propese a working methodology and
strategic-planming propesal to guide the planring and
desgign of an ecological airport system.

16:45 AIRCLIP - airperts and climate preservation
Manfred Schremk, Managing Director, CEIT Alanova,
Austria

The research project ATRCLIP fooased on potential
imtematiomal best practices related to land-based
activides imtmeduced at airports {induding all poasible




aimide and landside activides), which reduce the airports
environmental impact in terms of C02 emissions. The
pmoject consisted of an enline survey/ questionmaire, the
quantitative and qualitative description of best practices,
and conduded with recormmendations that could be
applied to the operatiors of Vierma International Afrport
{VIE) as well as to other airports in Austria. Through such
measures, the main geal of ATRCLIP is to help VIE and
other Anstrian aitports become mone envimnmentally
friendly in terms of 002 emissions.

(&) 17:15 Wrap up, followed by the Sicytrax WORLD
AIRPORT AWARTS!

Security and Facilitation

0900 - 17:15

09:00 - 09:05 Introduction by Cemference Chairs: A
collective approach te aviation security and border
management

Iy Jeam Salomon, Principal, J5(E France

Alan Cratg, Specialist Adwiser, Awgmentig, UE

09:05 Trends in leveraging bismetrics towards
imprevements in berder comtrol tallying

Dy Framk Pail, Head of Dnit, Evropaan Cormmizsion
(terstative), Belginm

Biometrics are being incorporated more than ever in the
Eampean Union's Integrated Border Management policy,
beginning with e-passports and residence permits to
the second-generation Schengen Information System to
the Viza Information System and beyond. Biometries,
in particular fingerprints, will feature in the European
Commission’s propasals in the Smart Borders package,
consisting of a Burope-wide Entry/Exit System and
Reqistered Traweller Programme. Ensuring data integrity,
high quality of fingerprints and data protection and
privacy i key to the acoeptance and usability of

‘biome trics in border control applications.

09:30 Proa and cems of third-generation travel
decuments: bridge to exit/entry systeme, or else?

Dy Detief Houdeau, Semior Divector Business Development,
Infinson Technologies AG, GCermany

CY 2010: ICAD defines the second standard on e METD,
with ICAD_SAL (third genemtion for ET). CY 2002 It is
expected that ICAD will define LIG2.0 with extended data
et and extended application. CY 2014: Deadline for 27 EO
member gtates to change from MRTD/2G to «MRTD/36.
CY 2o16: B has 100% eMEPs in use. CY 2017: Exit /Entry
Schengen could be implemented.

09:55 NL experences with private-public coeperation
in intermational berder ¢rossing projects

Marty Messerschmidt, Programme Manager - Innovation
Border Management, Ministry of the Interior and Fingdom
Relations, Netherlands

) 10:20 - 10:35 084
D 10:35 - 1100 Break

11:00 Asaesaing threats and managing emerging risks
Anidy Blaciwell, Hoad of Security and Resiience, Vingin
Atlamtic Airways, T

Ally Shearer, Manager, Border Security and Fadlitation,
Virgin Atlantic Airways, UK

Identifying the real potential risks to aviation sscurity
from the high volume of threats that are amrently ot
there. How Virgin Atlantic takes steps to manage those
risks and what ae the challenges in deing s0. Future
thinking - how and why Virgin Atlantic is embracing the
mave towards outcome-focused risk-based security.

11:30 CATSA's commitment te securing a greater
paBeenger experience — one passenger at a time - in
collaboration with partnems

Yves Dugway, Semior Vice President, Operations and
(uestomer Experience, Canadian Air Franspont Seamity
Authority, Carada

The Canadian Air Trareport Sacutity Authority's (CATSA)
vizion is to excel @8 a world leader in air transport seourity
by delivering and creating more valae for pesssngers.
Ta achieve this, CATSA iz building programmes, services
and alliances focused on collaboration, learning and
inmovation to create a service approach that effectively
and efficently balances the need to secure passengers,
fadilitate their journey and improve their overall end-to-
end experience. From the HEEWS pre-qualified tranveller
lanes and the new wait-time displays for passengers
travelling through major Canadian airports, to the

new seourity screening contracts ecently launched at
89 airports, CATSA has a number of tools and seTvices
degigned to ensure a mare consistent national approach
for airport security saoeening and to ‘seore a great
PAsSENQET EXpETience — ONe [EESenger at a time - in
collaboration with partners.

11:55 Automating the berder

P! Meviett, Divector, Simplified Passenger Travel
Vamcouver Airport Autharity, Canadia

Working in close collaboration with Canada Bonder
Services Agency (CBSA), TVE led an industry-leading
inditiative, whereby all returring residents hawe the option
to use self-service kineks ingide the amivals hall in lien
af traditional processing. To maintain national sequrity
lewels, a brief interaction with a CBEA officer still validates
the individual and the transaction. However, wait times
hanre been drastically reduced and satisfaction levels ate
at an all-time high. This presentation will focus on the
process of getting from concept to implementation and
the challenges along the way

12:20 Aviation Security Operatien Center in Israel
Ivir Rubvinshtein, Aviation Seamity Operation Gerter
Mamaiger, ASOC, Treell Mindstry of Tansport, Tareel

The presertation will discuss how to implemnent bigh-
tech security meaames and technolagies, the mle of the
Aviation Security Operation Cemter, sequrity onde system
procedures, and how to mange secutity information for all
the aircraft, flights, crews and passengers.
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0 1245 - 13:00 024
@ 13:00 - 14:10 Lunch

14:10 Securing the berder and securing aviation: a
concerted way forward

Miztthew Finn, Managing Divector, Angmenstig, 0

The presentation will look at the work being undertaken
om the IATA Checkpoint of the Future indtathee, which
seeks to transform the oxment aviation ssomity screening
checkpoint in order to enhance the passenger experience
and deliver higher levels of security. Aligning some of
the risk-based approaches undertaken at the border with
aviation seourity irterests should mean both anthorties
working mote dosely together. The challenges and
opportunities such an approach presents will be disouesed
in sorne detail, with examples taken from the labest
initiatives both at the border and at seamity sceening.

14235 Checkpoint of the future: getting into the
details

Steve Wolff, Presiderst, Wolfff Consuiting Services, 054

In the past year the Chedepaint of the Future vision
outlined by IATA has been widely droalated and has
teceived extensive warldwide support from virtually all
aviation seourity stakeholders. As one of the co-anthars
and irventons of the IATA vision, the presenter will
dig more deeply into the developments and challenges
needed to implement it. He will explore the make-up
of the different lanes, why specific technologies have
teen selected, and disouss critical processes that are
crucial te make the system not only more convenient for
passengers, but also provide better security.

15200 The future of ABC in Schengen:

human factors agpects

Dy Momica Gariup, Ressarch Officer, Frontex, Poland
Hew technologies and the human factor in a barder
control operational emvironment: changing the job of
beorder gquards?

15:25 Managing majer events: the UEBA Lemden 2012
(lympic Pregramme

Torzy Smith, Semior Director, UE Border Agency, 0

This presentation sets out the challenges facing the TE
Border Agency in hosting the biggest sporting event

in the world. In particular: the scale and profile of

the Olympic Games; the challenges in managing the
conflict between facilitation and security; meeting the
Tequirernents of the host city contract in the context of
barder and immgration comtrols; establishing a ssoimre
and effective accreditation system; managing idemntities,
induding bicmetrics; managing interrational arrivals and
departures, inchading dignitary management; identifying
links between border sequrity systems, accreditation
gystems, idertity systems and special lanes at the border

) 15:50 - 16:05 0z

) 16:05 - 16:20 Break

&
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16:20 - 17:15 PANEL DISCUSEI0N: A& collective
approach to aviation security and berder management
Tomy Smith, Sersior Director, UK Border Agency, UK

Ivir Rubinshtein, Aviation Seamity Operation (enter
Manager, ASOC - State of Isael Security Department, Tsroel
Marty Messerachmidt, Programme Manager - Irmovation
Border Manogement, Ministry of the Enterior and Eingdiom
Relations, Netherlands

Dir Frank Paul, Head of Unit, Euoopean Commisson
(temtative), Belgitm

Dr Monica Gariup, Research Officer, Frovstex, Poland

Thursday 19 April

Tachnology and Processing

09:00 - 09405 Intreduction by Conferemce Chaire
Brian Eeene, Director - Worldwide Baggage Performance,
Dinited Afriines, T34

Al Lyons, Principal, Arup, 5

09:05 Enhancing passenger experience at DXB
through real-time process monitoring

Sujata Suri, Vice President of Service Development, Dulsai
Airports, Diited Arab Eminmtes

Based on aurrent pace of growth, Dubad International

will become the world's busiest airport for intemational
passenger traffic as early & 2015, when passenger
mumbers are expected to exceed 75 million. With such
rapid expansion, it is Iagely important to Dubai Airports
to deliver a premier customer experience that contributes
pesitively to the overall perception of Dubai. The
presentation will outline how Dubai Atrports has embarked
an the world's largest service delivery measurement
project, monitoring critical passenger processes acmoss the
airport with the aim of driving innovation, cperational
efficiency and, ultimately, an enhanced airport experience
through a pessenger-certric approach.

09:35 Compreh eneive passenger flow management at
Frankdfurt Airpert

Dir Rolf Felkel, Senior Exeautive Manager Airside Landside
and Security Applications, Frapont, Germany

Lavrentie Marui, Fusimess et Momager, ACP-IT Ag, Cemmary
In designing the comprehensive passenger flow
management programme, Fraport followed the basic
insight that ‘you cannot control what you canmot
measure!’, At this starting podrt, a nomber of projects
covering three basic disdiplines were lannched. From

the wvery beginning they have covered the disdplines of
measuring, forecasting and contmolling the passenger flow.
It tumed out that ferecasting is one of the key suocess
factors. To achieve high-quality forecast infoomation

for passenger demand at process points in the terminal
tuildings, Frapart cooperated sucoessfully with acp-

it, a supplier of high-performing and state-of-the-art
simulation solutions.

| llocp untml ARUP
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10:05 Use of technelogy in passenger processing

D Pervy Hailey, Technology Lead, Gatwick Afrport Lid, 0K
How the use of technology is assisting the processing of
passengers through Gatwick Afrport.

) 10:35 - 11:00 Break

11400 Fast Travel initiative
Stephan Copart, Projeat Manager, Fast Travel Programme,
IATA, Switrerland

11:30 Copenhagen Airport: meeting eur passengems’
expectations for the future, tedayl

Steve Tarbuck, Fusiness Development Manager, Copenhagen
Airports AS, Denmark

TUnderstanding Copenhagen Aitport’s strategic challenge,
by focusing on operational efficiency and sohations for the
digital traveller.

12:00 Ome platferm, many advantages: wiy airperts
are adopting common-use technology

Paul Behan, Herd of Passenger Experience, TATA,
Switzeriand

Tiler Crig, Vice Presiderst and General Manager, Travel,
NCR Comporation, [54

With passenger loads on the rise and airport Teal estate at
a preminm, airports of all sizes are beginning to take the
lead on adopting a common-use strategy to quickly adapt
to the dhanging needs of airlines, optimise nen-aviation
Tevenue and improve the experience for their traellem
Get the latest update on CUUPPS foorn IATA and learn

how (mange Countylohn Wagne Aitport in Califomia is
implementing a common-use infrastmucture to address
these challenges and transform the passenger experience.

) 12:30 - 13:45 Lunch

13:45 Self-service check-in evohition in Vancouver
Pawl Mewett, Directos, Simplified Possenger Fravel,
Vencouver Airport Awthority, Canada

An overview of the history behind the world’s fist

(U155 airport and hew check-in evolved o include both
self-tagging and, sepamtely, a common-use bag drop

for passengers departing on pre-cleared U5-destined
flights. Discussion will sumound some of the hurdles and
challenges along the way and amrment plans for the nert-
generation chedk-in currently being cortemplated.

14:15 All stakeholders must join tegether to

service the travelling custemer

Rob Broere, VP - IT Faasenger Services Systems & Passenger
Experience, Emirates Group IT, Dhited Aroh Emirates

In today’s world the travel joumey from A to B {wia C)
has so mary stakeholders: travel agents, airlines, hotels,
airports, transport providers, immdgration, oistoms,

security, to name just a few of them. The customer
interacts with nearly all of these touch-points on a regular
trip. But there is not much working tegether. This leads
to duplication, fmstrating experiences and cost. What

is needed is a joined-up approach where all stakeholdems
wark together mach more diosely for the benefit of the
oagtomer and themsehoes @ well.

14:45 Less is more: optimisation through technolegy
Derwin Cady, Manager, Aimport Techmology & Product
Development, Air Canads, Canadiz

Ttilising techmology to streamline and reduce processing
at airports. The reduction goal is not enly targeted at
procesging times, but also a reduction in equipment and
footprint traditionally used for afrport processes.

) 15815 - 15:30 Break

15:30 Airline and airport: working tegether to
improve passengers’ experience

Bromwen Jomes, Change Leader, Gatwick Airport Limited, 0
Horwegian Airlines and Gatwick Airpart Ltd have been
warking closely together on a rmmber of initiatives

to improve the passenger experience at Gatwick. The
adoption of self-tagging of baggage and a fast bag drop
hanre sigrificantly reduced transacton times at chede-in
and eliminated quenes.

16:00 What's next for self-service with Fraport and
Viemma Afrport?

Diirk Elanm, Senior Exeqotive Manager Information and
Punctuality Managemerst, Fraport, Germany

Peter Mayerhofer, Head of Operational Readiness Skylink,
Viemna Airport ple, Awstria

Cathy Stam, Director Strategy & Market Istelligence, STTA,
Switrerland

With over half of all interviewed passengers now camying
a smartphone, travellers are starting to use handheld
devices to manage their joumey, and they eapect WiFi
acoess at the aitpert, as well as a flow of information
frorm airlines and airports. Discover how passenger mobile
adoption is becoming an integral part of passenger self-
service at Fraport and Vienma Afrport.

16:30 - 16:35 Brief intermission for
speaker changeever

16:35 - 17400

PANEL DISCUSSION: Predicting and capitalising on
passenger trends

Sreve Tarbuck, Business Development Manager, Copenhagen
Airports A5, Dermmark

Pl Behan, Hend of Passenger Experience, TATA,
Switzerland

Peter Mayerhofer, Head of Operational Readiness Skylink,
Viemna dirport ple, Awstria

& Wrap up, followed by the Skytrax WORLD
ATRPORT AWARDS!

& W -

E m‘fﬁ tes
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Friday 20 Apnl

Airport Design, Planning and Devealopment

09:00 - 13:25

08:00 - 09:05 Intreduction by Cemference Chair
Pat Askew, Semior Director, Aviation+ Transportation,
Gensler, 54

Ellen Crews, National Markst Prindpal Jooobs, 54

08:05 Redevelopment of Birmingham Airpert for future

grewth

William Heynes, Development Director, Birmingham
Afrport, TE

This presemtation will cover the recent redevelopmert:

of the main terminal site at the airport with a new pier
construction, the combination of passenger terminal
facilities, intoducteon of new passenger faclities and
further deselopment of new passenger lounges. In addition
there will be a detailed explanation of the proposed nimsay
extension project with reference to the derdopment and
implementation phases of the scheme. The presentation
will comclude with a description of the development of the
new air traffic contwl facilities at Birmingham Adrport.

08:35 Warp speed: the future requirements and trends
of airpert eccupiers

Jarmes Berry, Principal - Director of Public, Instit tional and
Tramsportation, Woods Baget, TE

This talk analyses the global research undertaken by
leading airport designers Woods Bagot into the future
Tequitemerts of key airline and retail tenants, to gie an
insight into what will make the mest effective airport

of the firhue. For many years the commercial 1=al estate
market has made a substantial imestment in undemstanding
the futare requirements and trends of their astomers: the
workplace tenants. The very best developers hawe used
this a8 a sigrificant cormmercial advantage to ersure their
buildings meet the futume nesds of the market. The Woods
Bagot Airport Research Programme builds on two decades of
‘tenant rsearch

10:05 The airpert of the future: an airline perepective
Dimiiris Bowmtolos Mortabes, Hend of Coordination & Hub,
Theria Afrtines (TAG Group), Spain

The momentum of the aviation sector raises the necessity
to face the fitture of our business in other ways. Technology
and the social media mode of work have dramatically
changed the previous pamadigms. We have been called to
tebuild the airpert of the future, and this firture i nearer
than ever before. This presentation gathers all Iherias

vigion of which path to take, and the core opportunities to
capture from a hub perspective. Techmolegy trends and new
services to be provided will be scanmed thwough the entire

oustomer added-value chain.

10:35 The airport restroom of the future

Doug Cooley, Exerutive Vice President, Michaud Cooley
Eriicizom, 154

Eri: Peterson, Prindipal, Architecture] Alance Faternational,
Ine, 54

Based on the latest desgn for Minneapolis 5t. Faul (MSF)
Internatiomal , this presertation will foar on what the
restrooms of the fitture need to look like in airports. This
degign was developed ower the last 18 months and invobred
irput: from muttiple sources and the commurity induding
passenier surveys, meetings with advocacy groupe for
blind, deaf and mobility-challenged travellers, and
irnventory of staff, feedback from the police department,
ouT Energy management group, maintenance staff and
ontdde comsultarts,

™ 11:05 - 1195 Break

11:25 Bergamo Internatienal Afrpert: redesigning and
rebuilding a fast-growing terminal

Emitio Bellingardi, CO0, SACED Spd, Ttaly

Rapid traffic growth makes Bengame Airport a case study
at a Buropean level, with an increased volume of traffic

of 333%% in eight years. This outstanding incresse in
passenigers made necessary significant changes to the
structure of the terminal, kesping the airport always
operating and especially managing the taffic picks, specific
af the LCC. This inclnded larger spaces, an upgrade of

the lavel of services and a geneml rethink of the travel
experience for passengers: new retail and food court, higher
cedlings and wider window that allow vistas to Bergamo
historic city centre and natural light to flew in.

11:55 Status report en current trial operations at
Vienna Airport's Skoplink terminal

Romana Hasler, Project Manager - (perational Rendiness
Siplink, Vierma Airport pic, Avstria

The Skylink terminal expansion project is in its final phase.
T be prepared for the opening in June 2012, Vienma
Airport has set up a wide operational readiness project.
More than 3,700 empleyees will take partin a trairdng
programme to get to know the new environment with

the support of modem mutimedia took. Trhal operations
with all operaticral units have also been taking place
gince December 2011, This presertation will provide some
irsight into the status of the final phase of Vienna's biggest
project.
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12:25 Stepping up ag hub and all-round aviatien
grewth readiness

Anu Gupta, Exeative, GMR Delhi International Airport (F)
Ltd, India

GME Delhi International Airport has service and operational
Teadiness as a glotal hub. The underlying growth stateqy
of the airport lub busineas model is all-round development:
in Indian aviaticon. Vital factors for suceess inchude a local
qualified workforce, political stability and a strategic
lecation in a lucrative economy to foreign investors

and airlines sesking business and space for expansion.
TUnique challenges faced indude other aitports, a young
and underdeveloped airline industry, and seasonal issues
like fog, high traffic and govemment aviation polices.
Readiness with service, cn-time performance and network
connections reduce passenger ground time.

1255 Pergpectives in delivering execellent

aviatiem projecta

Michael (Callaghan, Director of Aviation, Morgan Sindail, [E
In spite of a variety of appmoaches to capital works

at airports for many years, it still seems that mamny
orgardsations delivering projects miss the mark. Projects
Tun the risk of being late, over budget, disTuptive or simply
niot mesting the original requirements or specification.
Sometimes project experiences can be paintul for the
airport as a custormer, and for passengers travelling through
the airport. What can be dore to prevent this? Speaking
from a construetion and enginesring perspectie, this
presentation will Teflect on where things have gome wrong
anid right, and what actiors we all might consider to
improve.

@) 13:25 - 2640 Luneh

Friday 20 April

Airort C b

08:00 - 09:05 Intreduction by Cenference Chaire

Divid Littie, Principal, Lee+Elliott Ine, 154

Diavid Holdoroft, Director of Atra Furope, ATRA IG (Advanced
Transit Association Induwstry

Group ), 0K

08:05 More than just inereasing public transpert
Elisaheth Lemdrichter, Managing Director, (ity Air Teminal

Betrichageselachaft mbH, Austria

City Airport Train is affering a 16-mirmte non-stop
connection to Vierma city centre. The indroduction of this
high-quality service has brought a sigrificant increase in
public trarsport to the airport together with a remarkable
reduction of carbon divxide. CAT has also acquited the
exchisie rights for the wse of RailwayPower zemo emission
for 2011. Furthermore, Vienma Airport has come to the dty
with the City Chece-In at the CAT station - a service unique
in Barope.

09235 High-speed rail at airports

Wayne Harvey, Director, Facility Managemerst, San Diego
International Airport, U154

For many in the air transportation feld, high-speed il
(HSR] s viewed as a usiness competiter in serving various
city paims. Although there are advantages to this method
aof travel as it relates to air travel competition, there are
also many complementary aspects of high-speed 1ail. As
plannems begin to embrace a more regional transportation
network they ame beginning to see advantages to the
mixing of various transportation types. Ho longer a divect
competitor to air travel, HSR can complement and even
enhance the ovemll air travel experience.

10:05 Creating a master plam with airpert conmections
for the werld's largest airpert

Pl Wessels, Semior Airport Plarmery/ Architeat, NACD,
Netherbands Afrport Gonsultants BY, Netherlands

The current airport, Befjing Capital International Airport,
will be reaching its design capacity within a few years,
making the nesd for a new airport imminert. The Beijing
Hew Internatioral Airport (BHIA) will be built near the
Chiness capital of Befjing in the Daxing district. Since the
new airpart will predominantly handle domestic tratfic, the
BNIA team was faced with the challenge of fitting in 100
million passenger mevements to the bndside areas of the
new airport. It was important for the design to have the
right balance between aimide and landside. Incorporated
into the design are all modes of public tarsport (inchading
high-speed taire, metw and inter-airport trains), whidh
will be processad in a Ground Tarsportation Center in front
of the new terminals.

10235 Conception te reality: the Miami International
Airport Rental Car Center

Gregory Owens, Division Director - Real Estate Manogement &
Development, Miami Dade Aviation Department, 54
Disomsion will foas on the origins of the concept to
hawve a ental car facility to the formation of a financing
mecharism created towards realisation of the project.
The presentation will also exarnine the challenges
associated with identifying the car rental compardes that
would occupy the fadlity, and will disoass the features
and berefits of the fadlity including the people-mover
connecting the faclity to the terminal.

) 11:05 - 11:25 Break

11:25 Linate afrpert: hew intermedality impreves the
quality of the terminal

Gianpacla Pirand, Head of Marming and Design Department,
SEA Spd, Ttaiy

Gl De Carli, Managing Partner, One Works, Faly
Linate is part of the Milan Airports system, within which it
plays the mle of the City Airport, with a forecast capacity
that will remain stable arund 12 MAT, Located Skm from.
dowrtowm, it is axmently accessible only by road. Thanks to
the airport-city metro link that has been planned, Linate
will become the preferred access door to the dty, which is
why SEA, the afrport operating cormpany, decided to imeest
in the refurbishmert of part of the PT and the landside
areas, in order to upgrade the lael of services offered to
the passengers and the ammounding territory.
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1155 The derign of T5: the ultimate multi-modal

]
Alan Lemond, Aviation Director, Pescalb-Watson architerts,
1.4
Terminal 5 at Heathrow is the lamest terminal at the
world's langest intemational airport. & key aspect of the
design considerations bas been the desite to ceate the
“warlds most refreshing interchange’, embracing aviation
tansfer and also mil and road interchange requirements.
Landon Heathrow has tecognised that a key component
of its emAronmental strateqy must be to maximise the
wse of public transport. This presentation will explore the
implications of such complex interchange requirements.

12:75 Passenger feedback on the Heathrow pad

PRT aystem

Fraser Brown, Head of Trawel Serviceg/Managing Director,
BA4/TRtra Clobal PRT, 0K

For the Heathrow pod system to be a saocess, passenger
focus has been the corstant geal, with considerable
effort concentrated on ensuring that it mests passengerd
needs. Customer resporse shows we've got that right

and passengers love it: the design of the vebicle; the
interior lagout; the touchsoreen planner; the in-car
comrmnications; the service that waits for you rather than
you for it, and only goes where you want; takes all of five
Tirmtes to reach your destination; the slesk stations; the
funky, stylish and fisturistic whicles.

1255 Intra-airpert mobility modes

David Little, Principal Lee+Ellictt, [A4

There are a range of frandt modes that meet the rigomous
Tobility demands of major airports around the world. There
are also a rmmber of different assessment factors that
airports consider when deterrmining the mest appropriate
transit mode to meet their particular mobility needs. This
presentation will describe the state of the art in intra-
airport transport modes and hew these medes perform in

@ 12:25 - 14:25 Lunch

Frday 20 Apnl

Capacity Development

09:00 - 09:05 Intreduction by Cenference Chair
Graham Boltom, Director, Aviation, Arup, UE

08205 Strategies to emhance eapacity and service within
the comptraints of Heathrow

Sean Horkan, Master Plan and Capacity Director,

BAA Heattwow, UE

Heathrow has been improving its standing as Enrope’a
leading bub airpeort, bt there is a long way to go. Looking
ahead, areative stiategies are required to mest the
considerable dhallenges of the next 10 yeam. Rising airline
ani pessenger service expectations, the need to mirdmise
increases in airport charges, increasing airline consolidation

and major physical constrairts ave a few of the dallenges.
This presentation will explain the strategies that Heathrow
is imvestigating to meet the challenge of the next 10 years.

09:30 Strategies for accommodating airline growth,
increased capacity and passenger convenience

Dave Tomsher, Avimtion Flanning Program Manager, Seattle-
Tacoma nternational Airport, 54

Airports and airlines ate seeking ways to strengthen
alliances, inctease efficiency and capacity, and improve
passenger correrdence. Seattle-Tacoma Intemational
Adrport will be used a case study for a major realignment of
airlines that affects virtually all 100 aircraft contact gates
in the terminal comples.. The ealignment, spumed by the
airport® dominant carrier, inclides strateqies for increasing
airline financial performance, collocating recently menged
airlines, facilitating airline alliances, improving passenger
convenience, increasing flewdhility for industry change,
and integmating technolbogy. The mverall strategic approach
optimises the existing termiral footprint prior to exparsion
for aircraft gates and a new intemational ammivals facility.

09:55 Leat in perfection: passengers in the maze of
alrpert facilities

Michae! Spova, Vice President Infrastructure Development,
Denrtache Lufthansa AZ, Carmany

An increasing mamber of eccnomic, legal and functional
Tequirements for airport terminal infrastructure are in
conflict with passenge s’ expectations for seamleas, speady

and convenient ground senvice.
10:20 Guidelines for terminal refurbishment
vi rebuilding

Firan Merchant, Manager Svistion Flanning Division, Fort
Anthority Of NYENT, 054

Airport operators and airlines are challenged to present
altematives to strictly cost-driven appreaches to evaluate
options for refurbishing or replacing the terminal. The
presemtation covers the methodologies for making an
educated decision.

10:45 - 11:15 (&A + PANEL DISCUESI0N: Balancing
priorities: airline and airpert views

Sean Horkan, Master Plan and Capacity Director, BA4
Hemttwow, UK

Dz Torsher, Avimthion Flamrding Program Manager, Seattle-
Tacoma nternational Airport, 54

Michael Spovs, Vice President Infrastructure Development,
Dentache Lufthansa A, Cermamy

Firan Merchant, Manager Avition Flarming Division, Fort
Anthority of NTENT, 54

O 11115 - 1130 Breake

11:30 Enhancing aimide capacity at Dubai Imternational
Airport

Jemes Robinsom, Head of Strategic Pliamning, Dubai Aimports,
i ted Arab Emirmtes

The presentation will address aimide aptimisation
irdtiatives to increase aimide apacity. These irdtiatives
include airmide rad simalation modelling, vehicle muting
strateqgies, stakeholder management initatives and other
inmovative technologies.
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11:55 A new appreach to airport pasaenger

terminal eapacity

(Mawdia Sobreira, Landside Anatysiz Coordinator,

Infreer, Brazil

The success of demand maragement depends on an
acourate and reliable determination of airport amival

and departure capacity. Howewer, the determination

of passeniger terminal capacity is a complex task. The
processes are confimunely changing and should be
eaaned taking ssenl performance indicators into
account. Simmilation is useful, hat under certain conditions
itis not worth all the efforts needed. We present a method
to egtimate passenger terrminal capacity that can be
adjusted to different operational conditions. The me thed is
conceived to aveid long periods of under-utilisation of the
airport mesounces, as well as entended periods of exoessive
delays.

12:20 Baggage handling system capacity
enhancement at Hong Keng International Airport
Ricky Leursg, General Manger, Fachmical Services, dimport
Authowity Hong Eorg, Homg Eomg

To cope with the growth in passenger throughput, Hong
Eong International Afrport (HELA) embarked on a BHS
capacity enhancement project in 2006 to increase the
capacity of the ewisting gystem from & 000 bags per hour
to 16,000 bags per hour. The project was divided into more
than 10 design, proamement and works contract packages
anil was completed in 2011. In this season, Ridoy Leung
would like to share with the andience his experience in
managing the system integration among these works
packages, all of which were carmied out on the existing life
operating system within the existing building footprint.

12:45 Delivering capacity and improved service threugh
operational process tmprovemend

Sargei Likharey, CEG, Basel Aero, Rusvia

Basel Aeto is Bussia’s lsading airport group, managing

five aitports: Erasnodar, Sochi, Gelendzhik, Anapa and
Teisk. Cumulative passenger flow exceeded 5.3 million in
2011, Since 2008 the focus of management has been on
increasing the commercial and opemtional effidency of the
group. With the implemertation of Lean Mamifacturing
principals we have increased labour effidency by 49%,
Tevene by 146% , ERITDA by 277% and net income by
3389,

@ 13:10 - 13:30 084

() 12:30 - 14:30 Luneh

Itis networking, itis benchmarking, it is
controversy, it is friendly chatter andit
is information exchange altogether. But
most of all itis inspirational
Michael Rumpf; Senior Consultant Baggage
Operations, MunichAirpart - Flughafen Miinchen
GmbH - Oman Branch, 0 man

Friday 20 April

Commercial Development

09:00 - 13:25

09200 - 09405 Introductieon by the Cenference Chair
Alan Fhick, Azsociate Director, Airfrofacts, T84

019205 Nem-airline reverme and its effect on yeur costs
Fergt Goorge, Director of Avimtion, Broward Coursty Avimtion
Department, 154

The Tunming of a large airport is expensive and the cost of
doing so is generally believed to be borne by the ailines
that operate at that airport. Besides the airlines, an airport
has mamy other optiore for generating money from its
facilities and should take advantage of them to offsst)
reduce the cost of operations. This presentation will explore
the varos other sources of mverme that are utilised o
affect,/educe the costs of operatiors to the aviation sers
of an airport.

019235 The privatisation of infrastructures and ether
forms of ewnership: performances

Gizelio Leward, Developrerst Armalyst, Business Developer,
SACAT, Torin Airport (presented independently), Fraly

The type of ownership has a direct impact on the
performance of an airport. Cumently there are varos
forms of ownemship for airport infestructures. The United
States i home to the lamgest privatised airline market,
but its airports are mostly public entities. Europs, on the
other hand, has the lamgest portion of privatised airports,
with more being privatised recently. The most dynarmic
and upcoming aviation markets (China, India, Brazil,
Middle East) show a combination of solutions for aitpert
owremsbip.

10=05 Tranaforming Florida state's capital city airpert
into an econemic pewerhense

Sumil Harman, Director of Avigtion, Tafshassee Regional
Airport, B4

Tallahassee Regional Airport is embarking on a commercial,
nan-aerarantical economic development master plan to
tramsform surphas land inte a business hub. The purposs is
to diversify the lines of lhsiness and revenue to tansform
the airport into a resilient enterprise that underpirs the
cost of operating a 2,750 acre commencial airport.

10=35 Reimventing the airport commercial medel
Thratsne Mratim, Maonaging Director, Portland, TE

The presentation will examine how we can reiment the
airport commercial model - not just from a business
perspective but aleo from the passenger perspective. It will
show wiy it's Impertant to shift from high street to high
engagement. What is the rew model? Historically the model
has been about dirty and free. How the lines have been
bharred and its more about hooiry, tavel essentials and
entertainment. We will look at some different medels and
why airports need to think and act more like shopping-
centre landlords.

O 11:05 - 11:25 Break
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11:25 Handling feathers (and dreppinga) frem the
golden geoss of concessions

Steve Wareham, Direator of MSP Opermtions, Metropolitan
Airports Commizsion, 54

Airport concession programmeas are meart to be eye-
catching amd attractive for the travelling public. But woe
betide the faclity that places all of its attention on the
glamorous aspects of this ‘golden goose’. HSP went behind
the scenes and arafted a unique approach to the areas of
concession deaning, logistics, grease handling, deliveries,
utility managemnent and activities that genetally divert the
concessionaire from its primary tasks (making and serving
great foed, retail selling, etc.). As a reault, we hawve an
awanl-wining programme that offers vendor efficiences
ani Tesults in smart terminal decsions reganding the use of
gpace and resouTces.

1155 Creating commercial epportunities: finding
gpace creative ideas for older terminals

Randy Goodman, General Manager - Concessions, Houston
Atrport System, 054

The presentation will discuss ways of identifying
opporturities to increase revenaes through picking the
Tow-hanging fruit’, expanding seating areas, building the
noaks, and filling gaps with advertizing.

12:25 How to turn airride disadvantages to advantages
a commercial strateqgy

Jenmy Chim-ling B, Depurty Mamager, Teoywan Jnternational
Airport Corporation, Taiwan

Iae to the configuration of terminal concourses, passengeTs
pessing immigration have to turn dght or left inte the
linear type concourse. These linear concourses were built in
1979, without considering the commercial facilities at that
time The presentation will describe the intreduction of a
private commerdial expert by ROT contract to omanise the
duty fres, retail, books and local products. The contractor
waas also requined to provide the public service fcilitiss in
their area. B brought mary innevative concepts combined
with activities to make the waiting area very different and
also increase revenue.

1255 How design marximises the commercial revenne
of airperts werldwide

David Hobm, Director Architect, Cor Architecture, Anstratia
Degign mamimises cormmerdial revemae of airports in three
areas: 1) Urban catalysts - ‘airport cities” are long-term
catalysts for urkan growth and job stimulation, capturing a
city's aspimtions; 2) Egalitarian passenger tmwel - 217
century air travel belangs to every permson. Low-ooet camiers
and increadng affluence mean air travel is cormmonplace,
making passenger foms and customer experience
paramount; 3) The airport business model - airports were
originally government-owned processing centres serving
public duty. They are now complexas of businesses in
urigon, creating a sum greater than their corsttuent parts.
The successful design of thess three elements maxirmises
cornmercial revemies.

Dy 13:25 - 14:25 Lunch

-
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Customer Sarvice amd
Passenger Experience

06:00 - 13:25

Comference Chair: Catherine Mayer, Wee President,
S, 54

Conference Chair: Hiomamy Muing, Nonth Amerion Area
Manager, Copa Airtines, 054

09200 - 09405 Introduction by Conference Chairs

09205 Service imprevement journey at Dubai Airpart
Mazhar Butt, Head of Service Development, Dubai Airports,
Dited Arab Emirmtes
Improving the oustomer experience at an airport is

a challenging proposition at the best of times, at
atternpting to impreve this during sustained grosrth and
infrastmacture constraints brings a new dimension of
challenges. Tubai Airport bas experienced unparalleled
passenger growth over the past decade, but compromised
an its service offerings. This presentation demonstrates
hew and why this happered, and what bas been done to
addreas this and to ename its corporate objective of being
the biggest and best that can be achieved.

09:35 Walls Fall: seli-service and mebdle solutions in
the airport

Sandra Stelling, Managing Director, Airport Services, Alaska
Airfines, 54

Traditionally website /mobile solutions originate in
marketing departments, while airport solations are typically
developed by operations departments. This appmach can
and has deliversd competing, instead of complemnertary,
sirategies. In addition, these divergent efforts tend to
deliver urintended negatie consequences for employess
and oustomers. Alaska decided to change the playbook
and took this challenge head on. The most critical finding:
this is a people business; the relationship must come first.
Suhsequent benefits of this approach inchade achieving
treakttoough ideas and results.

10:05 Delivering the next-generation passenger
ExpeTience

Bl Behany, Head of Passenger Experience, TATA, Switzerland
(e the last 10 years the passenger process has changed
radically from mainly agent based, to self-managed trarel.
However, simply asking passengers to do more themsslwes
does not tanskate to a good experience. Leam how the
next-generation passenger experience is not only adding
value to the passenger, but creating a better expetience
throughouat: the jumey.

10:35 Imtegrating airport technological prejects te
enhance customer service and experience

Antoine Rostworowski, Director, Trdiwstry Relmtions, Adroports
e Momiréal, Canada

Several technologies are being deployed at airports

to enhance operational efficdency and precess. Thess
technologies can often also be integrated and adapted to
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directly improve oastomer service and pessenger experience.
They inchade things sach as wait time information (on-
site, web, mobile), passenger and baggage tracking tools,
airport infermation data available through smart mobile
devices, mach as directional, transacioral or premotional
functionalities. Most new technological airport projects aim
at impreving operatiors for airport and airlines, bt they
can now often also offer new customer-senvice tools placed
at the dispesal of passengers and greeters.

) 11:05 - 11:25 Break

11:25 It's all abeut mel The me-centric passenger
Cathering Mayer, Vice Presiders, 51T, 054

Passengers are increasingly managing their own joumeys:
from destiration research through aitport processes. How
tmaly at the centre of the joumey, passengers expect up-
to-the mimite, mstomised information at their fingertips
through an ever-growing rmmber of portals and devices.
A this game-changing shift of cortrol takes place,
airports, ailines and service providers are inceasingly
wying to grab the attertden of the ‘me-centric passenger
- creating completely new awtomer service challenges.
This ‘me-centric” presentation will examine anticipated
trends (ie. passenger demographdcs, economy s passenger
expectations; and how aocess to contimious, customised,
digital information is changing the notion of castomer
BETViCE,

1155 Smart selutiens for a smosth pasenger
experience at Helsinki Afrpert

Heird Noronen-Jufwla, Vice President, Helsinki dirport,
Finland

Helsinki Airport has worked for a long tdme on user-friendly
layout of the terrminal and interior design. However, just a
Finlard has been a leading country in mamy technolegical
innovations, Helsinki Airport has also tested and piloted
new techmological systems in order to improve the
smocthmess of travelling as well as ersure that flights

can operate with mirdmm delays. Helsinkd Airport is
implermenting several sohiticrs that are especially critical
for trareferring passengers. However, sirong leadership is
gtill the key to make rew innovations sacceasful.

12:25 MyWay: an indoer-pesitioning mabfle application
to emhance pamengen’ s dentation

Bermard Cathelain, Evecutive Director & Chief Development
{fficer, Aéroports de Paris, France

(Crientation is a key topic for ADP while thousands

of passengers joumney daily in CIG termdnals. As GFS
gignals are not usable inside terminal buildings, AP has
been testing different technolagies to provide a eliable
posiioning soltion. The presentation will go over thess
testa After a trial pericod, the MyWay mobile application
wias 1eleased for Android smartphone usem in July 2011
Tsing WiFi sigrals, MyWay provides multiple senvices
fich as accumate positioning, navigation insde terminals,
information on services and much mere. The presentation
will discuss in detail the capabilities of ADFs application
anud give an insight inte future developmerts,

12:55 InfeGate: new waye in pamsenger guidance and
infermation services

Meamfred I8, Manager Infolmte, Munich Airport, Germany
In February 2011 Murdch Airport put a new system in
operation: Infofate was infroduced & an innovative
solution for passenger quidance and oost-effectie
information services. How, after one year in operation,
Munich Afrpert allows a look behind the scenes.

) 13:25 - 1625 Lunch

Friday 20 April

Sacurity and Facilitation
08:00 - 13:30

09200 - 0905 Introduction by Conference Chairs
Arnt Enstkn, (E0, Tran Seame Inc, O54
Brian Engle, Station Manager, Southwest Airtines, 054

09:05 Effective mitigation of threats to landeide
Patrida Reverdy, Deputy Executive Secetary of ECAC,
Evwropean Civil Avistion Comference (ECAC), France

The aim of this presentation i to desoibe the threats to
landside areas of airparts, and likely methods of attade.
The wse of vulnembility assessments enables states and
opematoms to identify any gaps in their landside security
amangements and put in place effectire mitigation, as part
of their risk maragement.

09230 Building an information security framewerk for
2 European international airport
George Delikouras, Head Mnformation Saourity, Athens
International Afrport, Gresoe
Athers International Airport was a greenfield constmuction
project. The seoarity famework for information
technologies and telecommunications at the airport has
hean dauelnped with an irmovative appreach combining
existing requlations, international standards, best usiness
mﬁ:eaarﬂhudmm The methodology, challenges,
lessons learned and the operational results are presented
here.

10205 Implementation of integrated PIDS/CCTY for
Changi Airport perimeter protection

Gobinath Thangavelbo, Serior Manager, Changi Airport
rou, Singapore

The presentation provides a case study of Changi Atrpert’s
decision-making prcess, which incuded technology scan,
actual field trials and cost-benefit analysis, and resulted
in Chamgi Airport’s decision to deploy the AgilFence PIDS
solution based on Fibre Bragq Grating techmology for
perimeter protecton - the first of its kind in the word.

Well organised conference amd best vendor
show floor I've seen at any conference

Richard Kolodner, TS4 Repressntative
to the ELI, TSA, Belgium
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10=30 Airport-in-a-Beec interactive simmlatisn for
mutti-person, mmalti-level crisis management traiming
Ricardo Ratelis, Head of Fire and Emergency Service, ANA -
Aeroportos de Portugal, Portugal

Enauring opemtional readiness of airport crisis managers
ani first regpondets and their commanders through
frequert trairing is difficult, costly and can canse
gigmificant pessenger dismption if carried out with the
frequency needed to ersune competent trained Tegponse
during actual crises. The project will develop a competency
to gimulation tool-chain for taking taining scenarios from
conoept to gystem configuration to target key competencies
fich as assessing risk, communication, coordination and
information flows. The project: will teach end users to train
with the system and will assess if and how the CRISIS ARE
ahmnces the quality of crisis management at aitports.

@ 10:55 - 11:085 08A
) 11:05 - 11:20 Breake

11:20 Security staff performance: the impertance of
risk awareness

Dan Lavason, Secvrity Manager, Swedavia, Sweden
Seourity staff performance is, of orse, affected by
motietion. Risk awareness is one of the mest important
factors when it comes to motbration of security staff. To
motivate staff, cormmunication is the mest important tool
available,

11:45 Canines in public areas

Eleena Yagorova, AvSec Manager, Aevoflot - Russian Airlines,
Rumsia

ST uses a unique breed of dogs named after its areator

- Soviet professcr Elim T. Soulimov (Soulimevs dogs)

- widch is a hybrid of the laika (Siberan vemion of the
tmsky) and the jackal. Profeasor Soulimov is scentific
leader of the 511 K9 project, and his younger colleagues are
cortimiing to work an the developmert of the breed.

12:10 Pelice and airport partnership — effective
security methed that airlines and airporte can adept
Neville Hay, Detective Sevgeant, Sussex Folioe, UE
Delegates will learn how a simple community engagemert:
programme @n enhance their own sequrity and aeate a
tme partnership approach to the threat of termorist attacks
and crime at airports: temmorist pre-attack planning and
hostile recormaissance. The adoption of a project such as
Griffin will provide the epportunity for these whe work
ak an airport to get a better understanding of the elevant
threats our airports anmently face. There will be a sharing
of terromiam, crirme and local intelligence at a greater level,

Well organized and interesting speakers.
Moreover a great opportunity to network with
like minds. Here you have the only opportunity

to experience all aspects of aviation.

Ronald Augustin, Deputy SeniorVice President Security
Services, KLM Royal Dutch Airlines, The Hetherlands
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and an increased knowledge and understanding of peesible
terrorist behaviour, which will heighten the chance of
interdiction.

12:35 To be confirmed

13:00 - 13:30 Q&A + PANEL DISCUSSI0ON: Airport
security: are we meeting the challenge? Security
planning for the day before, not the day after
Patrida Reverdy, Deputy Exerutive Searetary of ECAC,
Ewropean (il Aviation Comference, France

Dan Larsson, Security Mannger, Swedavia, Swedan
Eleena Yegorova, Aviec Mmager, Aeroflot - Russian Airfines,
Russia

Ihvir Rubinshtein, Aviation Secuvity Operation Cemter
Manager, ASOC, Frasl Ministry of Trarsport, Trasl
Neville Hizy, Detective Sergeant, Sussex Police, [E

D 13:30 - 14:30 Lunch

Friday 20 April

Technology and Processing

06:00 - 13:00

09:00 - 0905 Introduction by Conference Chairs
Al Lyons, Principal, Arup, D54

Brian Keene, Director - Worldwide Baggage Performmnce,
[Ddted Afriines, IS4

09:05 Enhancing passenger experience using IT
systems at amall commercial airports

John Cable, Informmtion Systems Manager, Melboume
International Airpart, 54

The presentation will describe the IT systems used at MLB,
a small commereial aitport, and how mary of the same
gystems used at larger hub airports are scalable and not
excdusive. Taking advantage of this concept allows small
commercial airports the ability to offer a better passenger
experience by offering the same modern conveniences they
have become acoastomed to at larger hub airports, while
providing a less congested and much less strassful travel
experience. Creating a pleasant, stress-free enviromment
where passengers can actually enjoy their journeys should
be the goal.

09:30 IT rutseurcing as a mechaniam te drve
organisational change

Daie Roomey, Chief Information (fficer, Toronto Pearsom
Intermational Afrport, Camanda

This presentation presemts Toromto Pearson's outsourcing
journey and fooases on how this mechanism dwowve
organizatioral change within the airports IT organisation
and airport ueiness areas. The presemtation describes the
aligrment: of the outsouncing with the corporate strateqy at
the airport, and the dhallenges that IT needed to address.
Given the complexity of the outsonrcing, we will highlight
key sacoess factors in executing the cutsourcing, and how
we used seven onjanisational change levers’ to mitigate
tramsition ek and adoption of the dhanges the outsourcing
impesed. Finally, we will look at how successful the
ontsourcing bas been in meeting its objectives.
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10=00 An integrated approach towards improving
greund-handling efficiency and on-time performance
Souray Sinha, Senior Vice President & (T0, Eingfisher
Airlines, India

The various activides contributing to scheduled aidines
opeTations at airports ate key events, timely action of
wiiich enables airlines to mairtain theit opemational
schedules and provide their passengers with a pleasurable
experience throughmat their joomey, through enhanced
services and dmely updates at various passenger
touchpoints within aitports such & airport chede-in
counters, lounges, beanding gates, transit, transfer airports,
destination ammival airperts as well as while onboard. The
airtines will benefit from data analytics from the near real-
time capture of aents; real-time availability of information
at varions passenger touchpoints; improved cansal factor
analysis towards OTR

) 10:30 - 10x50 Breake

10=50 Implementing technologies (IT and security) in
adrport capital development programmes

Karim Taher Fadialiah, Director of Bohmology, Abu Dhabi
Airports Compary (ADAC), United Arab Ermirates

The presentation will cover ADAC and its capital programms
overview; aligning IT and security with organdsation
struckure, budgets and processes; choosing the ‘right’
technologies; and govemance and contmol ersuring delivery
of syetems.

11:20 Visionair: real-time data visualisation at Vienna
Adrpert

Ir Amdreas Singer, CR0, Viemna Frternational Airport, Auwstria
The goal of the presentation is to intreduce the new
airport processes in real time on an airport map il

by Vienna Airport IT. The user interaction model will be
preserted in a live demonstration with touchsoresns,

1150 Effective integration of physical construction
with [TC systeme implementation

Ryan Marmillo, Deputy Program Director - JFE
Redevelopmenst, Deltn Air Lines, 54

The presentation will discuss management methods and
tisk mitigation measures to integrate physical constmuction
with ITT systems implemertation to suocessfully delher
large terminal projects. It will discuss the design and
construction process from pmject nception to project
handover, with the foois being en the end-user opetation;
assigning management resources as well as developing

and wsing the project schedule to bridge the gap between
physical constnaction and IV systems implemertation; and
using the ITC systems delivery to more effidently phase and
drive the congtruction schedule, all to protect the testing,
cornmissioning, integration and operational readiness
phases to enaire a moceasful poject transibon.

12:20 - 12:25 Brief intermissien for spealoer
changemer

12:25 - 13:00 PANEL DISCUSSI0M: Working together —

how airports, airlines and government agencies create
parinemships

Daie Roomey, Chief Information (fficer, Toromto Fearson
International Afrport, Coneda

Sowrav Sinha, Serdor Vice Presiderst & CR, Kingfisher
Airlines, India

Stephan Copart, Project Manager Fast Travel Progromme,
IATA, Switzerland

Ryan Marmullo, Degeaty Program Director - K
Redevelopment, Delta Air Lines, U854

i) 13:00 - 14:00 Lunch

Firstof all the number of atterdding
delagates inspires - you have a Lot of
people attending your conferences. The
wide range of representatives from all
over the world gives you awide range
of views on the different subjects at
airports. That gives you abig opportunity
to take inother airports’ concepts or
ideas and add them or reshape them
a little bit for your own airport. That's
business development!

OleSundin, Managing Director, SwedaviaAB, Sweden

“¥ery interesting items in the conference
and verywellstructured "

Birgit Karl, Senior Mansger IT- Develapmient,
Deutsche Lufthansas, Germany

"It has been a fantastic show, full of great
conferences to attend. A very positive
experience, lot of different subjects
amd topics are veryimportant for the
industry both for airline and airport
authorities. |V's been great to see the
exhibition, alot of Interesting products
ard new technology for the industry
and | recommend any airport or airline
personnel to come to this show and | look
forward to Yienna®™

Allen Lainez, Dirsctor S=rvice Excellence,
Copa Airlines, Fanama
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