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Toronto is… 

• Direct service to over 160 international destinations across over 300 daily departures

• More international destinations and departures than any other airport in North America

• Connected to 60% of the world’s economies with non-stop, annual service

Canada’s Economic Driver

Canada’s Largest City and a Multicultural Mosaic

North America’s International Hub

• Largest contributor to the Canadian economy

• Home to 38% of Canada’s business headquarters, 20% of Canada’s GDP, 50% of Ontario’s GDP

• 2nd largest financial centre in North America

• Largest technology hub in Canada and 3rd largest in North America

• Home to a population of over 7 million, and is expected to grow to over 10 million by 2051, making it 

one of the largest and fastest-growing metropolitan regions in North America

• Home to a diverse population with 50 percent foreign-born and over 190 languages and major 

dialects are spoken across the Region

Canada’s Air Service Gateway

• 25% of Canada’s population within 160 km of Toronto​

• +200 million people within two-hour flight, Canada and the US

• Serves one-third of Canada’s air travel demand and over 40% of Canada’s International air travel demand



C O N F I D E N T I A L

Driving Success at Toronto Pearson.

Passenger Experience

Toronto Pearson was awarded 
“Best Airport Over 40 Million 
Passengers in North America” by 
Airports Council International 
(ACI) World for 2024. Toronto 
Pearson has achieved this 7 
times in the past 8 years.

International Powerhouse

International demand has 
surpassed 2019 levels and is 
expect to grow annually by 5% 
through 2035.

Growing Population

Toronto is the fastest growing 
region in North America. With a 
regional population of almost 7 
million, up 6% from 2019.

Pearson LIFT

Investing in the future of Toronto 
Pearson to meet demand and 
drive capacity to 65 million 
annual passengers. 
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C O N F I D E N T I A L

The future of air travel begins now, with a plan to increase 
connectivity and foster a diverse, creative and innovative economy.

The GTAA’s  mission to make Toronto Pearson a “global leader in airport performance, customer care and sustainability.” 
This will be anchored by our new program Pearson LIFT* (Long-Term Investments in Facilities and Terminals). With 
passenger numbers projected to grow to 65 million by early 2030’s, the GTAA has set out an ambitious plan to meet 
growing passenger demand and create a global transportation hub built for the digital age.  

Accelerator - UNDERWAY Gateway - HORIZON T1/T3 Revitalization - HORIZON

The first program under Pearson LIFT has 
begun 

and we are planning to have shovels 
in the ground in 2026. 

It will deliver vital upgrades and revitalization 
of our airport assets, aiming to improve our 

on-time performance, reduce emissions, 
mitigate climate-change impacts and 

accommodate near-term passenger growth.

We expect to see 65 million annual 
passengers per year by the early 2030s.

An increase from about 46.8 million annual 
passengers today. 

To prepare for this growth, we are 
evaluating options for expanding our 

terminal facilities.

We plan to invest in Terminals 1 and 3 with 
modernized retail, amenities and passenger 

processing spaces, increased digitalization of the 
passenger journey, renewal of critical assets and 

new employee areas.

 Additionally, we will invest in optimizing parking 
facilities and groundside access, ensuring a 
smoother arrival and departure experience.

Pearson LIFT - LEARN MORE ABOUT WHY WE NEED LIFT

https://www.torontopearson.com/en/pearson-lift/why-lift


C O N F I D E N T I A L

Toronto Pearson
Passenger and Program Highlights
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Toronto Pearson Highlights...

68
Countries Served

10

~200 
Destinations

55
Passenger Airlines

46.8M
Passengers
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Toronto Pearson Concessions Program and Passenger Highlights

#1 
Large Hub in 

North America,
ASQ

~$710M
Concession Sales

220 Concession Units

32 Operators

5 Strategic Partnerships

~46.8M 
Passengers in 2024

OD is 105% of 2019 levels, strong originating demand from YYZ



International Travel Driving Capacity Growth.
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Toronto Pearson welcomed more new airlines in 2024 
than any other large airport in North America.

Cargo

New Destinations in 2025

International demand continues to 
drive growth with Asia-Pacific, the 
Indian Subcontinent and the Middle 
East leading.

Cathay Pacific 18x weekly, double daily A380 to the 
UAE and new Air China Service to Beijing

Demand to the United States remains 
volatile with capacity being reduced.

California, Florida and Neveda have seen the largest 
reduction in demand resulting in notable capacity 
cuts for the summer.  
We saw some capacity pivot to international this 
past summer including eight daily flights to CUN and 
seven daily flights to LHR.

11 New Airlines in
2024 & 2025

+4% Domestic

-4% Transborder

+5% International



C O N F I D E N T I A L
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C O N F I D E N T I A L

Toronto Pearson 
Customer Experience (CX) Strategy
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Toronto Pearson - CX Mindset Shift.

From thinking of 
the airport as a 
place

To thinking of an 
airport as a service 
experience

To achieve the CX Vision of “Putting the joy back into travel” requires a mindset shift from viewing the airport 
as just a physical location to reimagining it as a seamless, customer-focused service experience.



C O N F I D E N T I A L

Leveraging CX drives satisfaction and loyalty, fuels 
growth, creates competitive advantage, and 

protects our collective reputation.

Why is Customer Experience (CX) critical to us all?

“Great customer experiences don’t happen by 
accident, they are designed”



C O N F I D E N T I A L

Putting the joy back into travel by making Toronto Pearson the 
chosen place to fly and work – Recent Achievements



C O N F I D E N T I A L

Thank you

Joe Daiello
Director, Concessions and Partnership Development
Toronto Pearson Airport
joey.daiello@GTAA.com
(647) 382-2104 

mailto:joey.daiello@GTAA.com


Non-Aeronautical Revenue: Benchmarking North America and Global Trends 

Catherine Joyal 

Manager, Airport Economics

ACI World



Non-aeronautical Revenue
Benchmarking North America 
against Global Trends



ACI: The Source of Credible Airport Data 
A comprehensive view of the airport industry’s economic performance

ACI World Airport Economics Database is a global 
collaboration across ACI regions and airports, 
combines data from:

• ACI World Airport Economic Survey
• ACI-NA Benchmarking Survey
• ACI Europe Benchmarking Platform
• Publicly available sources

Together, this unified effort covers 1,000+ airports, 
representing ~80% of global passenger traffic.

Region Coverage of 2024 
passenger traffic 

Number of 
airports

Africa 53% 54
Asia-Pacific 85% 343
Europe 70% 222
Latin America-
Caribbean 70% 172

Middle East 40% 5
North America 98% 228

World 80% 1024



Visit the IHUB for all your Traffic Data needs

• Consult Airport Ranking and the latest Traffic Data in the Executive module
• Access Annual and Monthly reports in the Library module
• Customize your own report in the Analyst module

Free for Airport Members

For more information on the IHUB contact Dayhe Han, Product Manager at ihub@aci.aero



Airport Revenue Trends (2016-2024*)
Passenger traffic growth outpaces revenues

*Preliminary

ACI World Economics Database 
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Distribution of Airport Revenues (2024*)
Aeronautical revenues as the primary source of total airport revenues

*Preliminary

ACI World Economics Database 

Aeronautical 
revenue

56%

Aeronautical 
revenue

49%

Non-aeronautical 
revenue

39%

Non-aeronautical 
revenue

33%

Non-operating 
revenue

5%

Non-operating 
revenue

18%

World excluding
North America

North America



Profitability Challenges (2024*)
Aeronautical revenues do not cover total costs per passenger, airports depend 
on non-aeronautical revenue to remain financially viable

*Preliminary

ACI World Economics Database 

Aeronautical revenue
 $11.22 

Aeronautical revenue
 $10.90 

Non-aeronautical 
revenue
 $7.59 

Non-aeronautical 
revenue
 $7.61 

Non-operating 
revenue
 $4.13 

Non-operating 
revenue
 $1.04 

Total operating 
expenses

 $9.99 

Total operating 
expenses

 $10.37 

Capital costs
 $7.50 Capital costs

 $4.39 

$1.31
$3.75

North America World excluding North America



Aeronautical revenue distribution (2024*)
Outside North America, Airports rely heavy on passenger-related revenues

*Preliminary

ACI World Economics Database 

Aircraft-related 
revenues

29%

Aircraft-related 
revenues

35%

Passenger-related 
revenues

70%

Passenger-related 
revenues

28%

Terminal 
rentals
0.7%

Terminal 
rentals

37%

World excluding
North America

North America



Aeronautical revenue per passenger (2017-2024*)
Declines across all regions

*Preliminary

Adjusted for inflation base year 2024

ACI World Economics Database 
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Non-aeronautical revenue per passenger (2017-2024*)
Diverging trends between North America and the rest of the world

*Preliminary

Adjusted for inflation base year 2024

ACI World Economics Database 
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Non-aeronautical 
revenue distribution 
(2024*)
Car-related revenues represent 
58% of non-aeronautical revenue 
in North America

*Preliminary

ACI World Economics Database 

Other non-
aeronautical 
revenue 19%

Other non-
aeronautical 
revenue 27%

Property and real 
estate revenue or 

rent 8%

Property and real 
estate revenue or 

rent 19%
Food and 

beverage 8%

Food and 
beverage 6%

Retail 
concessions 7%

Retail 
concessions 31%

Rental car 
concessions 15%

Rental car 
concessions 3%

Car parking 43%

Car parking 14%

North America World excluding North America



Retail Revenue Snapshot (2024*)

*Preliminary

ACI World Economics Database 

World excluding North 
America

45

North America
24

World excluding North 
America

 $2.39 

North America
 $0.53 

World excluding North 
America

 $5,108.58 

North America
 $6,276.83 

11%

North America's Contribution to 
Global Airport Retail Revenue

Average number of shops 

Retail revenue per passenger

Retail revenue per square meters



Retail revenue per passenger by airport size (USD, 2024*)
The Larger the Airport, the Greater the Disparity

*Preliminary

ACI World Economics Database 
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$0.62 
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Evolution of Retail Revenue
Retail revenue struggle to recover to 2019 levels

*Preliminary

ACI World Economics Database 
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Food and Beverage Revenue Snapshot (2024*)

*Preliminary

ACI World Economics Database 

Average number of food and beverage outlets

Food and beverage revenue per passenger

Food and beverage revenue per square meters

58%

North America's Contribution to 
Global Airport Food and Beverage 

Revenue 

World excluding 
North America

29

North America
27

World excluding North 
America

 $0.43 

North America
 $0.58 

World excluding North 
America

 $1,845.95 

North America
 $2,137.48 



Food and Beverage revenue per passenger by airport size (USD, 2024*) 
Airport size plays a minor role

*Preliminary

ACI World Economics Database 
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Evolution of Food and Beverage Revenue
On the path to healthy growth

*Preliminary

ACI World Economics Database 
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Car Parking Revenue Snapshot (2024*)

*Preliminary

ACI World Economics Database 

Average number of car parking space

Car parking revenue per passenger

Car parking revenue per parking space

World excluding 
North America

3037

North America
8355

World excluding 
North America

 $1.09 

North America
 $3.27 

62%

North America's Contribution to Global 
Airport Car Parking Revenue 

World excluding 
North America

 2,897.06 

North America
 $5,850.35 



Car Parking Revenue per Passenger by Airport Size (USD, 2024*)
Airport size influences Parking Revenue differently across regions

*Preliminary

ACI World Economics Database 
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Evolution of Car Parking Revenue
The only revenue source surpassing its 2019 levels globally

*Preliminary

ACI World Economics Database 
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Car Rental Revenue Snapshot (2024*)

*Preliminary

ACI World Economics Database 

$1.16 

$2.78 
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$1.56 
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$0.19 
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$0.07 
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Car Rental revenue per passenger by airport size
(USD, 2024*)

North America World excluding North America

76%

North America's Contribution to 
Global Airport Car Rental Revenue 



Evolution of Car Rental Revenue
North America trails global recovery in car rental revenue

*Preliminary

ACI World Economics Database 
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Property and Real Estate Revenue Snapshot (2024*)

*Preliminary

ACI World Economics Database 

Property and real estate income or rent revenue per passengers

Property and real estate income or rent revenue per square meter

World excluding 
North America

 $1.48 

North America
 $0.57 

World excluding 
North America

 $1.40 

North America
 $0.57 

17%

North America's Contribution to 
Global Airport Proprety and 

Real Estate Revenue 



Property and Real Estate Revenue per square meter (USD, 2024*)
Revenue per square meter increases with Airport size, yet North America lags behind

*Preliminary

ACI World Economics Database 
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Evolution of Property and Real Estate Revenue
North America shows modest growth while global trends remain uncertain

*Preliminary

ACI World Economics Database 
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Lounges access and premium experiences 
Interest in lounges is growing rapidly 

*Likelihood to access lounge in next 12 months

ASQ Database 

26%
24%

39%
43%

50%

33%
36%

44%
48%

55%

2021 2022 2023 2024 2025*

Likelihood to engage in airport premium experience   
(Lounge access and others exclusive zones) 

North America World

over 30%

North America's market share of 
Airport Lounges 

Desktop research



Recovery to 2019

2024
Passenger 

Traffic

2025
Total 

Revenue

2025
Aeronautical 

Revenue

mid-2026
Non -Aeronautical 

Revenue

Global Mid-Term Airport Revenue Forecast
Airport revenue recovery lags behind the recovery in passenger traffic

ACI World Economics Database 
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Thank you for your attention

Please fill in the form to receive this presentation

Catherine Joyal 
Manager, Airport Economics

Airports Council International (ACI) World

cjoyal@aci.aero



Innovation in the Field of In-Terminal Concessions

Shane Andreasen

Director of Real Estate & Commercial 

Development

Salt Lake City Department of Airports

Norbert Onkelbach

Chief Commercial Officer

Lima Airport

Eric Friedman

Sr. Associate, Global Aviation Commercial Advisory

ICF
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Which mega trend do you think will have the 
biggest impact on airport concessions in the next 
five years?

The Slido app must be installed on every computer you’re 
presenting from

https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
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What do you believe is most important 
to passengers when shopping or dining 
at an airport?

The Slido app must be installed on every computer you’re 
presenting from

https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design


ICF proprietary and confidential. Do not copy, distribute, or disclose.

Several trends rise to the top

Develop 
programming 
that supports 

consumers 
desire for 

value options

Maximize 
variety by 

incorporating 
store in store 

concepts, 
food forward 
markets, and 

hybrid 
concepts

Enhance the 
passenger 

experience by 
creating 

experiential 
moments

Incorporate 
café style and 
lounge seating 
found in local 
coffee shops 

to foster a 
comfortable 
and inviting 

environment

Discover 
methods to 

integrate 
elements of 

the outdoors 
into indoor 

spaces



Saturday, October 25: 10:45 AM – Noon

INNOVATION IN THE FIELD OF IN-TERMINAL CONCESSIONS



SLC – Background



My SLC airport experience:

The Slido app must be installed on every computer you’re 

presenting from

https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design


SLC Statistics



SLC Route Map



What We Had (2012)



What We Thought We Were Building (2014)



Old SLC & New SLC (September 2020)



What We Built (September 2025)



The Concessions Program

• 105 Locations When 

Complete

• 1 Third Party Lounge

• 158,335 square feet

  67% Food & Beverage

  18% Specialty Retail

  13% Convenience

  2% Services

• Growth Through 34 Million 

Annual Passengers (28.1M 

Current)

• $175M Gross Sales (FY25)

• $12.57 SPE (FY25)



Base-Build Innovations



Innovative Programming & Design



My airport has __ number of loading 

docks.

The Slido app must be installed on every computer you’re 

presenting from

https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design


Innovative Design Built for Efficiency

• Liquid Oil Waste Extraction & Grease Interception 

System (5,000 Gallon Tanks in Ramp)



Innovative Design Built for Efficiency

• Shared Back of House Service Elevators Lead Directly to Assigned Storage, 

Waste/Recycling & Receiving Docks



Innovative Concepts & Designs



How do you feel about concession 

queueing?

The Slido app must be installed on every computer you’re 

presenting from

https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design


More Grande Coffee 



Innovative Use of Awkward Spaces



I know what a dirty soda is.

The Slido app must be installed on every computer you’re 

presenting from

https://www.slido.com/powerpoint-polling?utm_source=powerpoint&utm_medium=placeholder-slide
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design
https://www.slido.com/support/ppi/how-to-change-the-design


For and From Utah

Opening 
October 2026 at 

SLC
“Utah is, like, land of the Mormon bar, which are all the soda shops that we 

have. There’s one on every corner,” said “Secret Lives” cast member Jessi 

Ngatikaura in the show’s fifth episode. – Salt Lake Tribune



Innovative (and Stunning) Brunch Concepts!



Stores Within Stores



Lounges with Access to the Outdoors

Delta Sky Clubs

- Concourse A

 31,000 sf featuring 

1,600 sf outdoors

- Concourse B

 35,000 sf

 Opening Tuesday!

The Centurion Lounge 

 16,000 sf featuring 

1,700 sf outdoors

 Opening Soon!



Other Innovations

Art of Aesthetics –  

“Med-Spa” Type 

Experience 

(including Botox)

Opening Tuesday!

Hudson Nonstop 
– Just Walk Out 
Technology

Minute Suites 
– New ish to 
SLC

Frozen 
Custard – 
Year Round



Takeaways

Embed Thoughtful Programming & Design

Use Non-Ideal Spaces Creatively

Passenger Preferences Continue to Evolve

Experimenting Leads to Learning



Thank You



Lima Airport

Innovation in the Field of In-Terminal 
Concessions: Case Study Lima

25 OCTOBER 2025
Norbert Onkelbach
CCO Lima Airport Partners



We are a Peruvian company responsible for the operation, 
maintenance, and enhancement of the infrastructure and 
services at Jorge Chávez International Airport in Lima, Peru.

Shareholders

Banks



LIMA AIRPORT TRAFFIC AND DESTINATIONS

LAX

YUL

YYZ JFK

EWR

MAD

CDG

AMS

ATL

IAH

MEX
HAV

CUN

FLL
MIA

MBJ

PTY
SJOSAL

LIM

BOGMDE

UIO

GYE

SDQ

PUJ

AUA

CTG

LPB

VVI
BSB

ASU
GIG

GRU

CWB

POA
ANF

MVD

SLA

COR

MDZ
ROS

SCL
EZE

LATAM 
56%

Sky 

Airlines 

14%

JetSmart 
9%

Avianca 
2%

Copa

Airlines 
3%

Star Peru
3%

Others 
13%

Top Airlines Share
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324 million passengers since the start of the concession with LAP in 2001

LIMA AIRPORT PASSENGER TRAFFIC EVOLUTION

CAGR:

7.7%

Domestic OD 

54%

D-D Transfer 

3%

7%

D-I & I-D Transfer

I-I Transfer 

5%

Destinations Served

60 (42 INT – 18 DOM)

Passenger Mix (%)

International 

OD

31%

LIMA AIRPORT IS SET TO SURPASS 25 

MILLION PASSENGERS IN 2025, DRIVEN BY 

ROBUST DOMESTIC GROWTH AND A 

STRONG INTERNATIONAL RECOVERY



WE REMAIN COMMITTED TO ENHANCING THE TRAVEL
EXPERIENCE FOR ALL OUR PASSENGERS

✓ Terminal bulding: 210 000 m2

✓ 27 jet bridges

✓ 40 boarding gates

✓ 22 CT scanners

✓ 3 check-in islands

✓ 93 check-in counters

✓ 6 baggage claim carousels

THE NEW JORGE CHÁVEZ 

INTERNATIONAL AIRPORT IS 

NOW CAPABLE OF HANDLING:

✓ Terminal building: 270 000 m2

✓ 46 contact boarding gates (with

jet bridges) and 13 remote gates

(with buses)

✓ 27 CT scanners

✓ 4 check-in islands

✓ 126 check-in counters

✓ 8 baggage claim carousels

WE CONTINUE 

EXPANDING THE NEW 

JORGE CHÁVEZ TO SERVE:

30 MILLION
PASSENGERS

40 MILLION
PASSENGERS

JUN 2025 JAN 2026*

* Estimated date, as per the schedule.



MASTER PLAN FOR FUTURE DEVELOPMENT
ALTERNATIVE DEVELOPED 2026- 2030

TODOS LOS DERECHOS RESERVADOS. INFORMACIÓN REFERENCIAL SUJETA A AJUSTES POR PARTE DEL CONCESIONARIO. 

PROPIEDAD DE LIMA AIRPORT. Imagen referencial



2022 2023 2024 2025

COMERCIAL RETAIL JOURNEY

Terminal Design & 
Tenant Implementation

PMO established; technical 

rules/specs defined for commercial

fit-outs (incl. Fast Track within single-

terminal design).

Commercial Development

Define strategy: space layout,

retail mix, tenant plan, tender

roadmap.

Prepare bid packages and 

governance for upcoming 

tenders.

Terminal Design & 
Tenant Implementation

Fast-track terminal works; 

participate in technical 

design/construction evaluations.

Commercial Development

Run tenders and evaluate 

proposals; award priority 

categories.

Execute tenant contracts; 

confirm final brand/mix.

Terminal Design & 
Tenant Implementation

Integrate systems; approve store 

designs; supervise fit-outs and 

handovers. Support on tenant 

construction supervision.

Commercial Development

Coordinate opening-readiness 

(training, merchandising, 

SOPs).

Align launch calendar, 

marketing, and sales targets 

with tenants.

Terminal Design &
Tenant Implementation

Complete deliveries; 

outlets ready for go-live.

Commercial Development

Open New Jorge Chavez 

commercial program; stabilize 

operations.

Optimize assortment, pricing, 

and promotions to lift sales.

2019-2021

Commercial Development

Employer Requirements defined 

and approved.

Retail marketplace designer

selected (SMART Design).

Terminal Design & 
Tenant Implementation

COVID-19 impact: forced a rethink of 

strategy and terminal design.

Strategic pivot from dual-terminal to 

single-terminal, positioned as a fast-

track solution.

Intipunku consortium selected.

Schematic marketplace 

concepts produced.



KEY SUCCESS DRIVERS

RETAIL REVENUES x CUSTOMER EXPERIENCE

Q U A N TI TY 

OF M 2
Q U AL I T Y 

O F M 2

D W ELL 

T I M E
S P E N D I N G

P R O P E N S I T Y

Optimum Space for 

development of 

concepts

Exposure to 

passengers journey –

flow

Layout of Retail area & 

Retail Mix

Time window to 

shop/Dine/Lounge 

– Call to gate

- Biometric Process

Attractive atmosphere 

Low stress Level 

Fresh and energetic



COMMERCIAL SQM MODEL
SQM PER MILLION PAX

Departures

90%

Arrivals

10%

720 80

Arrivals

40%

Departures

60%

160 40

Ratio Total Int PAX: 1,000

Airside:

80%

Landside:

20%

800 200

INTERNATIONAL

550
Ratio Total Dom 

PAX:

Airside:

80%

Landside:

20%

Departures

100%

Arrivals

0%

440 0

Arrivals

20%

Departures

80%

22 88

440 110

DOMESTIC



ALIGNING COMMERCIAL EXPANSION WITH PASSENGER GROWTH
COMMERCIAL AREA T1 VS T2 SQM

✓ A growth led by Food & Beverage – Positioning NewLim as a Gastronomic Hub

✓ An increase of Lounge area facing the increase demand of cardholders & home carrier lounge



LEARNINGS: SPP INCREASES

1.3

0.4

2.8

1.1

F&B SPEC RETAIL

T1 2024 T2 2025

6.6

3.9
3.4

7.2

5.2

4.1

DUTY FREE SPEC RETAILF&B 

T1 2024 T2 2025

✓ Food & Beverage is outperforming across both marketplaces, driven by expanded area and higher conversion rates

✓ Domestic Market Place is surging thanks to a greater variety of offerings and increased commercial space.

INTERNATIONAL DOMESTIC

9%

33%

21%

*SPP for Duty Free includes Departures + Arrivals

115%

175%



International Departure Domestic Departure

FROM CONCOURSE BOULEVARD…







International Departure Domestic Departure

…TOA RETAIL HUB EXPERIENCE







SENSE OF PLACE CONCEPT
INSTAGRAMMABLE ELEMENTS SHOWCASING PERU

PERUANIDAD

A representation of 3 Peruvian regions and show the identity of the

country. The Iconic Elements are sculptures by Peruvian artists integrated

in the concept.

EXPERIENCE

Signaling and wayfinding will help passenger to have a more pleasant and

stress-free journey, through technology and location systems.

1st AIRPORT COLLABORATION
LAP is the first airport in South America that establishes the Iconic

Artwork Projects. An art concept was developed by Mali strategic Alliance.

Peruvian culture has a central positioning, threading elements 

that exude a bespoke and unique SoP to leave the passenger 

with a memorable impression and connection to Peru.







WHAT WE OPENED AND HOW WE ORCHESTRATED IT

Commercial Area

15,825 m²
of strategically designed retail space

Outlets Open

64 shops
launched on opening day

Layout Optimization

Retail Hub Experience
flow maximizes passenger engagement





































Enable the

transformation

• All Initiatives with cx vision

• Service design adding value 

for customers

• Clear governance model for

CX iniciatives

• Project priorization based on 

customer needs

• Continuous improvement 

based company

3

• Dirty Restrooms

• Poor treatment (sec staff)

• Long queues

• Expensive prices

• Long bus waiting times

• Technical files

• Space allocation

• Late response

CSAT 2023-1|Complaints | Journey map

1
Awaren

PAX’s

pa
ess
in

Build aspiration

&Purpose2

• CX Definition 

Internalization

• Client service culture 

capacitation

• Mentality change

• LAP’s recognition of

the service culture

2023

2024

2025-26

ROADMAP
CX Project



Thank you



Innovation in Airport Ancillary and Alternative Revenue Programs

Chris Niergarth

General Manager Commercial and Retail Development

The Calgary Airport Authority

Emmanuel Baah

Deputy General Manager, Estates Planning & Business Development

Airports Authority of Trinidad and Tobago



Chris Niergarth
Calgary Airports

Innovation in 
Airport Ancillary 
and Alternate 
Revenue Streams



Highlights

➢Reaching our commercial needs today to accommodate 
tomorrow's passenger growth!

➢Passenger growth is increasing worldwide!

➢How will airports grow their revenue streams?

➢How will airports develop their ecosystems?



Terminal Space Strategy and Redevelopment

• Passenger traffic at Calgary Airport is projected to reach 
26 million by 2030.

• To accommodate this growth and incrementally increase 
our non-aeronautical revenue; we will invest significantly 
in commercial development.

• Relocating 70,000 sq. ft. of terminal space from pre-
security to post-security.

• We will expand our commercial footprint by repurposing 
and redeveloping underutilized space. 

• This development will also support passenger growth by 
adding much-needed dwelling space and hold-room 
seating.

Banff Hall 

Kananaskis Hall 



• YYC’s centralized retail node offers one of the biggest 

opportunities for commercial retail revenue in a North 

American airport.

• Calgary Airport currently generates sales per enplanement 

that are significantly below the North American average. 

• New development will be primarily focused on domestic duty-

paid retail and food and beverage.

• New food & beverage: 22,000 ft²

• New retail: 19,000 ft²

• Total concession space: 41,000 ft²

Terminal Space Strategy 
and Redevelopment



Lounges – Concession Balance

• We must identify the right 
solution to meet passenger 
needs without cannibalizing 
existing revenues.

• The Calgary Airport and its 
partners will invest 
significantly to relocate two 
lounges.

• Lounges are in high demand 

and continue to grow. 

• Currently, lounges are 

operating at capacity.



Technology-Driven 
Enhancements

• Online concession pre-ordering.

• Allowing guests to pre or while in line or during 

taxiing down the runway. 

• Guests can pick up their order at their preferred 

location, on the way to any flight.

• Developed with the connecting passenger in mind.

• Push notifications and targeted ads.

• Advertising & revenue opportunities, such as our 

Pattison Billboards.

Marketing & Streamlining

In-Terminal Digital Superboards (Concourse C)

Airport Exterior Digital Superboards



• Engine Workshop: ~120,000 ft² 

• Engine Test Cell: ~35,000 ft² 

• Land Area: Approximately 9 acres 

• This facility will generate appx. 160 

new jobs in the aviation sector.

Technology-Driven Enhancements

Lufthansa Tecknik Facility

• Lufthansa has partnered with YYC 

to develop a $140 million Canadian 

headquarters and test cell facility – 

the first of its kind in Canada.



Technology-Driven Enhancements
Aerospace innovation & aviation development for the future through local partnerships.

Incubation Stimulates Innovation

The Calgary Airport partnered with Innovate Calgary of the 

University of Calgary and WestJet to create a collaboration 

space for start up aviation business and Alberta’s growing 

aerospace sector.

Aerospace Innovation Hub

SAIT Campus Facility

SAIT’s Art Smith Aero Centre for Training and 

Technology is a dedicated aircraft hangar on YYC’s 

property, where hands-on learning takes place for 

students in the aviation and aerospace programs.



ACE Casino

• ACE Casino is located just a minute from the main 
terminal the Calgary Airport, making it a convenient 
and mutually beneficial partnership for both the 
airport and the casino.

• The addition of a casino on airport land creates a 
unique revenue stream and represents an excellent 
use of airport real estate.



Arrivals Duty-Free

• Arrivals Duty-Free is currently being advocated for with the Canadian 

Government. Canadian Duty-Free rules need to be modernized. We need a 

change to the legislation and the Canadian customs act.

• Over 60 countries already allow Arrivals Duty-Free, including Australia, Brazil, 

China, and Switzerland

• For Canadian Airports, this would:

• Allow us to repatriate over $760 million in sales over 5 years, which is currently being 

spent outside of Canada.

• Increase guest experience and convenience. 

• Create 400 new jobs for Canadians.

• Generate over $40 million in incremental federal revenues over 5 years over five 

years.

• Produce over $220 million in incremental airport concession rent generated over 5 

years.

We need to ensure Canada remains globally relevant



Emmanuel Baah
Airports Authority of 
Trinidad and Tobago

Innovation in 
Airport Ancillary 
and Alternate 
Revenue Streams



Outline

1. Trends impacting upon airport revenues

2. Innovative responses from airports

i. Creative use of existing spaces

ii. Responsive adjustments to terms and conditions

iii. Optimizing use of technology

iv.Attracting sales from non travelling  public

v. Revenue beyond the runway



Trends that will Impact Upon 
Airport Revenue to 2042

Steady growth in 

passenger movements

Passengers increasingly 

connected, and using 

technology for ordering

Rise of affluent passengers 

and passengers seeking 

unique experiences

Rising concerns about 

crowding



Innovative 
Revenue 
Initiatives



Creative Use of Existing Space

Arrivals duty free at the Piarco 

International Airport, Trinidad and Tobago

Initiative Examples of airports

Duty Free on arrival POS, Trinidad and Tobago

LHR, United Kingdom

SIN, Singapore and at over 60 countries

Pop up shops JFK, BWI, SFO, Grey Goose Pop up at YYZ, Geneva Airport

Lobsta, Food pop up at Nice Côte d’Azur Airport, France



Creative Use of Existing Space

Domestic duty free is one revolutionary way to increase through put of potential buyers is by adjusting 

regulations to facilitate duty free shopping by domestic passengers subject to changes to relevant legislation.

New Terminal in TAB, Tobago where 

consideration being considered for 

duty free shopping and shopping for 

cruise ship passengers 

At Hainan, in China, from 

November 1st 2025, all 

travellers over 18 will have 

a duty-free allowance of 

100,000 yuan a year.

T Galeria Mall in Okinawa 

where domestic travellers 

shop duty free



Creative and Flexible 
Adjustments to Lease 
Terms

How can lease terms be adjusted by airports to 

encourage:

• new products or new businesses

• larger investments

Is a fixed MAR always the best approach ?



Technology is Being Harvested at Some 
Airports to Create New Revenue Streams

What has been the experience of your airports with these? 

To what extent has airport revenue or car parking revenue grown from pre booking and /or dynamic pricing?

Offering pre-booking 

and security screening

Offering pre-booking of car 

parking and dynamic pricing

BOPIS (buy online and pick up in-

store) and BORIS (buy online and 

return in-store)



Attracting Non-travelers 
to Shop at Our Airports

Airports are seeking revenue growth by encouraging new 

persons to visit and shop: 

• Nashville International Airport (BNA): Offers the BNA 

PASSport, which is free and allows non-ticketed guests 

access to post-security areas.

• Tampa International Airport (TPA):

• Seattle-Tacoma International Airport (SEA):

• Louis Armstrong New Orleans International 

Airport (MSY): Offers a Guest Pass to access celebrity chef 

restaurants.



Revenue From Beyond the Runway
Airports with available land are also seeking to generate 

revenue through developing real estate, energy generation 

and:

• Remote airline check in (LAS, CHS, MSY, HOU, TPA)

• Real estate projects such as:

 Airport Hotels

Offices and conference facilities on airport land

Training centers

• Business incubators

• Power generation  solar, natural gas, jetblast turbines)

Dallas Love Field: turbine pods convert 

jet blasts to renewable energy

Above, 45 acre solar park at Cochin Airport, India



Hot Topics

• Does the increased usage of lounges lead to lower traffic at stores 
and lower airport revenue?

• Do shorter queues and prebooking of goods lead to passengers 
arriving just in time for their flights and shopping less, or do they 
use time saved to walk around and shop more?

• What has been the experience at your airports?

• What can be done to advance duty free on arrivals at North 
American airports?



Thank You



Closing Remarks

Jaimini Erskine

Vice President of Marketing and Concessions

Metropolitan Washington Airports Authority 
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