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Airports in 
the news

Ensure that ACI EUROPE is up to speed with 
the latest news concerning your airport by 
contacting us via communique@aci-europe.org 
or via our Twitter feed @ACI_EUROPE

Athens  
International Airport
Athens International Airport was the 
award winner in the 4–20 million 
passengers category in recognition of 
its creativity and continuous dynamic 
support to its airline partners at Routes 
Europe 2013. This is the airport’s 
12th award at Routes Europe in nine 
years. Having received the airlines’ 
recognition for nine consecutive years, 
the airport is the most awarded for its 
marketing performance.

Pulkovo Airport
St Petersburg’s Pulkovo is seeking to 
become the Russian airport of choice 
for long-haul and low-cost airlines. 
As the gateway to Russia’s cultural 
capital, it is perhaps no surprise 
that St Petersburg’s Pulkovo Airport 
consistently posts double-digit growth 
in annual passenger numbers. Footfall 
at the airport grew by +16.1% last year 
to 11.2 million, and Director General 
Sergey Emdin says he is confident that 
figure will reach 12.5 million in 2013.

Brussels Airport
Brussels Airport is expected to 
generate 10,000 new jobs in 10 
years. Currently, the airport provides 
20,000 direct jobs and 40,000 indirect 
jobs. Two years ago, Brussels Airport 
announced an investment plan of 
€460 million for various development 
projects at the airport. Construction 
of the Connector recently started; 
the Connector is an underground 
link building that will connect the 
passenger terminal with Pier A from 
the beginning of 2015.

Frankfurt Airport
In line with the growing number of 
gateways offering free Wi-Fi, Frankfurt 
Airport has launched a complimentary 
internet service. Passengers can now get 
30 minutes of free Wi-Fi by logging on 
with their smartphone, tablet, or laptop.

Dublin Airport
Dublin Airport is piloting automated 
border control (ABC) gates to enable 
certain passengers to pass through 
immigration. The pilot – set to last 
until October 2013 – uses SITA’s 
iBorders biometric gates technology. 
SITA says the gates rapidly verify the 
passenger is the passport holder and is 
authorised to access the country. The 
gates have been implemented by the 
Irish Naturalisation and Immigration 
Service (INIS) and the Dublin Airport 
Authority (DAA).

Stansted Airport
London’s Stansted Airport could be 
transformed into a four-runway hub – 
replacing Heathrow Airport as the UK’s 
hub – according to leading architect 
Make. The scheme would cost £18 billion 
(€21bn) to deliver, according to the firm, 
making it one of the most affordable 
solutions to the UK’s hub capacity crisis. Vienna Airport

Vienna International Airport has 
laid out its ambitious plans for 
improvements within its retail 
operations over the coming years, 
after registering a solid 2012. The 
attractiveness of the shopping areas 
and convenience for passengers will be 
improved by structural renovation and 
the optimisation of the offering over 
the short- and medium-term. The plans 
for these areas include the optimisation 
of the shop mix, an increase in the 
offering, the redesign of shopping areas 
and the adaptation of passenger routes.

Copenhagen Airport
Copenhagen Airport has introduced a 
new wayfinding tool that allows users 
to visualise their trip through the airport 
using 360º photo panoramas of all the 
passenger areas. According to the airport 
it is the first in the world to introduce 
this type of interactive tool, allowing 
passengers to virtually travel from the 
Metro Station or car park, through the 
terminal and to the boarding gate from 
their PC or smartphone.

Stockholm-Arlanda 
Airport
Stockholm-Arlanda has officially 
inaugurated its new-look Terminal 2, 
claiming that a 2,000sqm expansion 
of the facility makes it bigger, better 
and more passenger-friendly. The near 
€50 million upgrade is expected to be 
completed in 2015 with the addition of a 
new baggage sorting system.

Istanbul
In early May, a consortium of Turkish 
construction firms made the winning 
€22 billion bid to build and operate a 
third airport in Istanbul, which Turkey 
hopes will become one of the world’s 
largest by passenger numbers. The 
consortium of Cengiz, Kolin, Limak, 
Mapa and Kalyon bid €22.15 billion for 
the build-operate-transfer project, which 
includes a 25-year lease, outbidding 
rivals including TAV Airports Holding 
and Germany’s Fraport. The consortium 
has a limited time to secure the 
necessary financing, as construction is 
due to be scheduled within a year.
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Finavia is a service company that provides all the requirements for air traffic. We enable comprehensive connections to 
the world via Finland’s 25 airports and thus also create the prerequisites for Finland’s success in international competition. 
We provide airport and air navigation services with safety, customer-orientation and cost efficiency as their cornerstones.

We are lucky to be located in the 
middle of everything. That is why we 
can offer you the shortest routes 
between East and West.

But location is just one thing. We also 
believe success is all about customer 
service and smooth travelling. And  
we have a passion for both.

No wonder that some 14 858 215 
passengers chose Helsinki last year.



skp.airports.com.mk

facebook.com/skopjeairport
twitter.com/skopjeairport 

MAKE A STRATEGIC
MOVE INTO SKOPJE 
Skopje’s Alexander the Great Airport (SKP) winning destination, providing cost 
advantages, new route opportunities and the highest quality service.
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2 yearS on:  
Stronger, more 
efficient and 
Service-minded
By declan Collier, 
Chief Executive, London City Airport 
& President of ACI EUROPE

the aCI europe annual 
congress and general assembly 
is always a special moment for our 
association and its members. This 
is when we come together as an 
industry and take a moment to look 
back at what we have done over the 
past year, analyse current trading 
conditions, and look into the indus-
try crystal ball, at future challenges.

This year’s event, which is hosted 
by TaV airports in istanbul on 10-12 
June, is a bit special. For the first 
time, our annual gathering takes 
place jointly with aci worLD’s 
annual congress and also 
includes the aci worLD general 
assembly. in welcoming the global 
airport community to the shores of 
the Bosphorus, we will, therefore, 
be displaying the increasing align-
ment and cooperation between the 
different aci organisations as well 
as their necessary complementarity.

For me, this will also be the oppor-
tunity to look back at the last 2 years, 
as i will be stepping down from my 
role as aci europe president 
when the event comes to a close. 
in those 2 years, with the support 
of the Board of aci europe, i 
have sought to consolidate the work 
done by my predecessors to build a 
strong, efficient and service-minded 
organisation – with a key focus on 
providing value to its members.

as ever, defending our industry’s 
collective interests has been a priority. 
with more than 80% of the regula-
tions impacting european airports 
originating in Brussels, there is little 
doubt that we do play a very relevant 

role in liaising on a daily basis with the 
different european institutions and 
industry stakeholders. our extensive 
network of key institutional contacts 
is second to none. This gives us the 
ability to access information in a timely 
manner and engage constructively 
with regulators and policy makers 
– feeding back our expertise and 
industry knowledge.

while influence can often be a 
delicate balancing act, we are never 
shy of standing firm for our members 
whenever core interests are at stake. 
i am proud of where aci europe 
is today and of the results achieved. 
in particular, thanks to a cooperative 
approach followed by the european 
commission in the last year, a more 
realistic and progressive timing 
for the lifting of the restrictions on 
the carriage of Liquids, aerosols 
and gels has been agreed. This 
has avoided operational chaos 

for airports, airlines and passen-
gers and we are closely monitoring  
progress towards a first step in 
January 2014.

clearly, when it comes to 
active advocacy, there is never 
a dull moment. currently, we are 
engaged on a wide range of regu-
latory issues spanning from safety 
(with the european aviation Safety 
agency), to State aid, passenger 
rights, open Skies agreements, 
aTM reform, ground handling, slots 
and aviation noise.

in my view, another key achieve-
ment of the last years has been the 
way in which aci europe has 
consistently raised the profile of the 
airport industry. This has been done 
through a wide range of initiatives, 
from our action plan on a-cDM and 
our manifesto for regional airports 
to the highly successful airport 
carbon accreditation programme 

and diverse publications – such as 
our Digital report and the indepen-
dent study on airport competition. 
all this, step by step, has been 
about addressing deep-rooted mis-
conceptions about our industry and 
demonstrating the key role that we 
play in the wider european and 
global aviation industry.

Today, aci europe is not 
only showcasing the fact that air-
ports are businesses in their own 
right focused on customer service, 
efficiency, performance, quality 
and community benefits. we are 
increasingly leading and effec-
tively supporting our members in 
their own business transformation 
process. The services we offer, in 
particular through benchmarking 
opportunities and industry know-
how exchange, are especially 
targeted to that end.

The fact that our membership 
has kept growing in the last years 
by more than 40 airports to a total 
of 451 airports is possibly the best 
rewards for these efforts. it shows 
that through its dynamic evolution, 
aci europe remains THe voice 
for europe’s airports.

at 17 people, the team at aci 
europe may be small, but from my 
tenure as president, i have seen first 
hand just how passionately they feel 
about our industry and how dedicated 
they are to supporting members’ 
needs. i am confident that my succes-
sor can take on their new role safe in 
the knowledge that the association is 
as dynamic, fit and service-driven as 
the industry it represents.

While influence can often be 
a delicate balancing act, we 
are never shy of standing firm 
for our members whenever 
core interests are at stake. 
I am proud of where aCI 
europe is today and of 
the results achieved.

eDiToriaL



Airports in 
the news

Ensure that ACI EUROPE is up to speed with 
the latest news concerning your airport by 
contacting us via communique@aci-europe.org 
or via our Twitter feed @ACI_EUROPE

Athens  
International Airport
Athens International Airport was the 
award winner in the 4–20 million 
passengers category in recognition of 
its creativity and continuous dynamic 
support to its airline partners at Routes 
Europe 2013. This is the airport’s 
12th award at Routes Europe in nine 
years. Having received the airlines’ 
recognition for nine consecutive years, 
the airport is the most awarded for its 
marketing performance.

Pulkovo Airport
St Petersburg’s Pulkovo is seeking to 
become the Russian airport of choice 
for long-haul and low-cost airlines. 
As the gateway to Russia’s cultural 
capital, it is perhaps no surprise 
that St Petersburg’s Pulkovo Airport 
consistently posts double-digit growth 
in annual passenger numbers. Footfall 
at the airport grew by +16.1% last year 
to 11.2 million, and Director General 
Sergey Emdin says he is confident that 
figure will reach 12.5 million in 2013.

Brussels Airport
Brussels Airport is expected to 
generate 10,000 new jobs in 10 
years. Currently, the airport provides 
20,000 direct jobs and 40,000 
indirect jobs. Two years ago, Brussels 
Airport announced an investment 
plan of €460 million for various 
development projects at the airport. 
Construction of the Connector will 
replace the current underground 
tunnel, by directly connecting the 
passenger terminal with Pier A 
from the beginning of 2015.

Frankfurt Airport
In line with the growing number of 
gateways offering free Wi-Fi, Frankfurt 
Airport has launched a complimentary 
internet service. Passengers can now get 
30 minutes of free Wi-Fi by logging on 
with their smartphone, tablet, or laptop.

Dublin Airport
Dublin Airport is piloting automated 
border control (ABC) gates to enable 
certain passengers to pass through 
immigration. The pilot – set to last until 
October 2013 – uses SITA’s iBorders 
biometric gates technology. SITA 
says the gates rapidly verify that the 
passenger is the passport holder and is 
authorised to access the country. The 
gates have been implemented by the 
Irish Naturalisation and Immigration 
Service (INIS) and the Dublin Airport 
Authority (DAA).

Stansted Airport
London’s Stansted Airport could be 
transformed into a four-runway hub – 
replacing Heathrow Airport as the UK’s 
hub – according to leading architect 
Make. The scheme would cost £18 billion 
(€21bn) to deliver, according to the firm, 
making it one of the most affordable 
solutions to the UK’s hub capacity crisis. Vienna Airport

Vienna International Airport has 
laid out its ambitious plans for 
improvements within its retail 
operations over the coming years, 
after registering a solid 2012. The 
attractiveness of the shopping areas 
and convenience for passengers will be 
improved by structural renovation and 
the optimisation of the offering over 
the short- and medium-term. The plans 
for these areas include the optimisation 
of the shop mix, an increase in the 
offering, the redesign of shopping areas 
and the adaptation of passenger routes.

Copenhagen Airport
Copenhagen Airport has introduced a 
new wayfinding tool that allows users 
to visualise their trip through the airport 
using 360º photo panoramas of all the 
passenger areas. According to the airport 
it is the first in the world to introduce 
this type of interactive tool, allowing 
passengers to virtually travel from the 
Metro Station or car park, through the 
terminal and to the boarding gate from 
their PC or smartphone.

Stockholm-Arlanda 
Airport
Stockholm-Arlanda has officially 
inaugurated its new-look Terminal 2, 
claiming that a 2,000sqm expansion 
of the facility makes it bigger, better 
and more passenger-friendly. The near 
€50 million upgrade is expected to be 
completed in 2015 with the addition of a 
new baggage sorting system.

Istanbul
In early May, a consortium of Turkish 
construction firms made the winning 
€22 billion bid to build and operate a 
third airport in Istanbul, which Turkey 
hopes will become one of the world’s 
largest by passenger numbers. The 
consortium of Cengiz, Kolin, Limak, 
Mapa and Kalyon bid €22.15 billion for 
the build-operate-transfer project, which 
includes a 25-year lease, outbidding 
rivals including TAV Airports Holding 
and Germany’s Fraport. The consortium 
has a limited time to secure the 
necessary financing, as construction is 
due to be scheduled within a year.
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dynamic young 
executiveS at 
the heart of the 
airport buSineSS
One of the ways in which the vibrant, exciting 
nature of the airport industry is best illustrated is 
by the people working within it. The dynamic young 
executives at the heart of many of Europe’s airports 
are testament to the attractiveness of the sector as 
a stimulating career choice. ross Falconer spoke 
with three senior executives – all aged under 40 – 
from different European airports to obtain their fresh 
perspectives on the industry.

our interview subjects 
represent three different airports, 
of varying sizes. alberto Martín 
(37) is Managing Director of gran 
canaria airport, which handled 
around 10 million passengers in 
2012; Lionel Bessard (37) is chief 
operating officer of aéroports de 
Lyon, which welcomed 8.5 million 
passengers last year; and alexander 
Laukenmann (39) is Senior Vice 
president, corporate Development, 
Sustainability and environment 
Management, Fraport ag – its 
Frankfurt hub handled 57.5 million 
passengers in 2012.

Martín, who was appointed Vice-
chair of the aci europe regional 
airports Forum on the day of our 
interview, has extensive airport expe-
rience attained from a career spent 
with aena since 1999. His progres-
sion within the aena aeropuertos 
portfolio saw him named Director of 
el Hierro airport in 2007, at the age 
of 32, before becoming Director 
of Fuerteventura airport later that 
year. Martín was then appointed 
Director of gran canaria airport 
in May 2011. “all of these airports 
have common factors; for example, 
they all make a contribution to con-
nectivity. gran canaria airport is 
fundamental to the social and eco-
nomic development of the islands, 

and to the movement of the island-
ers,” stated Martín.

Before entering the airport indus-
try, Laukenmann was a banker for six 
years, working as a credit analyst. 
in 2000, he had the opportunity to 
participate in the Fraport ipo (initial 
public offering), and was soon also 
running projects in Lima and Hong 

Kong. “it was just perfect; oppor-
tunities were there and if you were 
willing and daring enough, you could 
shape these projects and learn from 
them. i was 26  and was involved 
in very interesting projects that in 
normal business, especially at that 
time in banking, you would never get 
your hands on,” said Laukenmann. 

“while other industries are shrink-
ing, aviation is still growing and 
creating jobs, and that’s some-
thing very valuable nowadays. For 
example, Fra now provides direct 
employment for 78,000 people and 
ranks as germany’s largest employ-
ment complex at a single location. 
it’s good being in a business that 

Martín, bessard and Laukenmann spoke passionately about 
working in the airport sector; they each demonstrated a forward-
thinking vision and the ability to develop dynamic business plans.

Laukenmann: 
“Fraport nowadays is completely different to 12 years ago. It is still majority owned by public owners, but 
also now has private stakeholders, so we have to satisfy different interests.”
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is still able to realise projects, 
realise investments and create 
opportunities.”

prior to his present role with 
Fraport, Laukenmann was general 
Manager of icF airports – the ter-
minal operator at antalya airport. He 
held that position between March 
2009 and october 2012, when he 
took up his current role. icF airports 
is Fraport’s largest international sub-
sidiary, with annual revenue of €300 
million and 450 direct employees. 
antalya airport enjoyed consistently 
strong growth during Laukenmann’s 
tenure; double-digit increases in 
passenger traffic were recorded 
in 2010 (+18.8%) and 2011 
(+14.1%) and throughput currently 
stands at around 25 million passen-
gers a year. indeed, in 2011, antalya 
airport received the aci europe 
Best airport award in the 10-25 mil-
lion passengers category.

Laukenmann described Turkey as 
a “dynamic economy”, with a gov-
ernment that is “very supportive” 
of airports and airlines. Frankfurt 
airport, on the other hand, is a “mas-
ter of efficiency on a limited space”, 
with a carefully defined strategy 
more suited to a mature economy 
compared to the booming condi-
tions of Turkey.

Bessard’s career, meanwhile, 
began in the French public service, 
in the Department of public works: 
“it was less sexy than the airport 
industry, but there were similar 
operational issues.” His experience 
is both operational and institutional, 
having worked at the european 
commission and also been advisor 
to the French Minister of Transport 
Jean-claude gayssot, between 
1998 and 2001. “There is a signifi-
cant crossover between operational 
and institutional issues within the 
airport industry because of the large 
overlap between local and national 
authorities and other public serv-
ices,” he said. “indeed the nuts 
and bolts of running an airport are 
very similar to the workings of a city 
– some are physically the same size 
– many airport employment sites are 
much bigger than city populations 
and obviously more interdependent 
and – being one of the manag-
ers of an airport is like working for  
the government of a very well-run 
model city.”

Competitive environment
The challenging, competitive 

nature of the airport industry was 
a common theme throughout the 
interview, and one that was uni-
versally highlighted as being the 
most attractive, exciting element of 
working in the sector. Martín com-
mented: “we are living and working 

in the most economically-volatile 
conditions that have been known for 
decades. we must innovate; flex-
ibility is our key tool, as is creativity 
– all businesses have these chal-
lenges in common, not just airports, 
but because airports are especially 
large and expensive to run, the sheer 
scale of our tasks is exceptional.”

The fresh perspectives being 
applied include a more inquisitive 
nature, and a greater emphasis on 
clearly communicating the benefits 
of airports to their particular regions 
in terms of generating jobs, eco-
nomic growth and connectivity. “we 
have very professional, experienced 
colleagues, and perhaps what we 
can bring as young executives is to 
go further in terms of questioning 
habits and the way we do things,” 
said Bessard. “But we don’t fear 
going further. we know there are 
limits, but as we are in a the most 
difficult economic times now, we 
don’t have the choice – execu-
tives in the airport industry must 
go further, otherwise you can fail 
in this environment – and there are 
plenty of examples of air transport  
companies which have failed in 
recent years.”

Laukenmann added that new 
outlooks centre on a partnership 
approach to addressing the pres-
sures being faced in europe’s 
airports sector. “what i experi-
enced entering this business was 
a very clear separation between 
airlines and airports. what i believe 
is changing now is that it’s really 
more of a partnership. The situation 
we are facing at the moment – at 
least from the Frankfurt perspec-
tive – is not competition between 
one airport and another, but 

between airport-airline systems,” he 
explained. “That means, for example, 
with Frankfurt we’re talking about 
our main customers, plus Frankfurt 
airport competing mainly against 
the hubs and airlines to the east. 
The real competition for us is com-
ing from the east, with huge airport 
expansion and very strong airlines, 
and countries that regard aviation 

as a strategic national imperative. 
So, together with our customers, we 
must find a way to be competitive 
and successful in the future.”

The liberalised european avia-
tion market means airports are 
competing for traffic, with airlines, 
particularly the low-cost carriers, 
able to relocate their operations 
between airports very quickly. 

bessard: 
“there is a significant crossover between operational and 
institutional issues within the airport industry because of  
the large overlap between local and national authorities  
and other public services.”

Martín: 
“gran Canaria 
airport is 
fundamental 
to the social 
and economic 
development of 
the islands, and to 
the movement of 
the islanders.”
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Laukenmann explained that 
although Frankfurt primarily serves 
as a high-performance interconti-
nental hub, it is also under pressure 
like other hubs, as travellers do not 
mind which hub they use – price 
and service are the key factors. 
“it’s a very tough competition and 
just providing the infrastructure 
alone is not sufficient any more. 
airports must focus on what they 
can bring to that specific airline, 
and why they should bring their 
hub or service to your airport. and, 
of course, airports must also think 
about the passenger experience,” 
he said.

The german aviation Tax 
introduced in 2011 is another chal-
lenge. “The winners in all of this are 
asia, the gulf and the Middle east, 
because they are supporting their 
airlines and airports in a way that 
is really a competitive advantage 
for them. The european airports, 
big or small, are in the same 
boat – they are facing regulations 
and additional costs that those  
outside the eu are not facing,” 
stated Laukenmann.

Martín believes that the growth 
in asia and Latin america also 
has potential for european air-
ports to increase traffic to those 
regions. He also states that Spain 
has a strategic location and aena 
aeropuertos is being successful in 
increasing this traffic as a connec-
tion point. “in Spain, we believe 
that we have good airports, with 
good infrastructure and we can 
offer capacity. So, in Spain, it’s 

more a case of competing desti-
nations rather than just competing 
airports. our marketing plans bear 
that in mind. we have a strate-
gic location between europe and 
africa, and we are promoting new 
routes to africa. we now have 13 
routes to africa and more than 
120 to europe, and there is poten-
tial to further develop this traffic,” 
he commented. “capacity is vital – 
you must have sufficient capacity if 

you want to attract new traffic. we 
are working hard at that; at gran 
canaria we are investing €200 
million in a terminal extension.”

aéroports de Lyon also has a 
small air France hub, and is com-
peting with other european regional 
airports. “The biggest competition 
is to attract airlines,” commented 
Bessard. “we have moved to more 
marketing and more customer-
focused decisions, because before 

we were not like a hub, but a regional 
airport with a natural monopoly – 
that is simply not the case any more.”

Liberalised market
The transformation of europe’s 

airports over the past 20 years, in a 
liberalised market and with increas-
ing private sector involvement, 
means they are now fully-fledged 
businesses. Laukenmann has first-
hand experience of this, from his 
work on the Fraport ipo process 
completed in June 2001. “it’s not 
always an easy transformation, 
because suddenly a proportion 
of your shareholders are invest-
ment funds and they want a return 
on their investment as quickly as 
possible,” he commented. “Fraport 
nowadays is completely different 
to 12 years ago. it is still major-
ity owned by public owners, but 
also now has private stakehold-
ers, so we have to satisfy different 
interests. The public owners also 
want good infrastructure for the 
region with a balanced approach 
to the environment and sus-
tainability; other stakeholders 
want mainly dividends and stock  
price increases.”

in contrast aéroports de Lyon is 
a publicly owned company – 60% 
owned by the French State, 25% by 
the Lyon chamber of commerce and 
15% by three local authorities. “we 
have to be self-sufficient financially-
speaking, and coupled with the fact 
that we are a fully-fledged business, 
that means we have to be more inno-
vative to generate new sources of 

the new pier a-plus at Frankfurt airport – an extension of terminal 1 – opened in 2012.  
It was designed to create a stress-free atmosphere for passengers.

aéroports de Lyon has a small air France hub, and is competing with other european regional airports. 
bessard: “the biggest competition is to attract airlines.”
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revenues. we have to optimise the 
management of every single piece of 
our business, including commercial 
revenues,” explained Bessard.

aena aeropuertos was created 
in June 2011, when aena’s air-
ports and air navigation activities 
were separated. it is the world’s 
largest airport operator, manag-
ing 46 airports and two heliports 
in Spain. “of course we are not 
just infrastructure providers, and 
we are not just businesses – we 
are a more complex industry, but 
one that is totally fundamental to 
the whole economy’s prosperity,” 
commented Martín. “if we focus on 
the business aspect, we are going 
through a period of huge uncer-
tainty and there are many external 
forces over which we have little 
control, like the period of reces-
sion we are going through. This 
has, in some way, encouraged us 
to implement different business 
plans to minimise costs, to maxim-
ise our incomes and also to meet 
the challenge of continuing to pro-
vide a high level of service, which 
is our final mission.”

enhancing the  
passenger experience

There is a unanimous desire to 
provide a memorable experience 
for passengers travelling through 
each of the airports. The new pier 
a-plus at Frankfurt airport – an 
extension of Terminal 1 – opened 
in 2012. it features a walkthrough 
duty free store, recreation areas 
for children, ample seating (even 
for a380 flights) and quick trans-
fers between short and long haul 
flights – the aim being to cre-
ate a stress-free atmosphere. 
in December 2010, Fraport 
launched its ‘great to have you 

here!’ customer service initiative, 
signalling its long-term commit-
ment to enhancing the passenger 
experience. The programme fol-
lows every step along the travel 
process and aims to increase the 
level of service and provide a warm 
welcome to passengers. There has 
been an emphasis on reducing 
waiting times at security check-
points in the terminals, with more 
than 90% of passengers now 
queuing for less than 10 minutes. 
There has also been a focus on 
improving signage and wayfinding. 
This year, Fra was recognised 
by Skytrax as the ‘world’s Most 
improved airport’, which under-
scores its efforts to find innovative 
ways to meet the increasing expec-
tations of passengers.

gran canaria similarly strives for 
a smooth passenger process and 
welcoming atmosphere. as a tour-
istic airport, Martín explained that it 
provides the all-important first and 
last impression of the destination. 
Martín highlighted the immedi-
ate, tangible results that are seen 
when making enhancements to 
the passenger experience: “we 
are in direct contact with our cus-
tomers and their needs. we can 
see immediate results from the 
decisions we make – that is an 
important point. we are working 
to provide a smooth passenger 
process through our airport. we 
have to analyse passenger prefer-
ences and ensure that they enjoy 
travelling through our airports – 
new technologies are important in 
achieving this.”

aéroports de Lyon, meanwhile, 
is increasingly using mobile com-
munications to stay in touch with 
passengers, and to also cre-
ate a real sense of place, with a 

local flavour. “we must achieve 
excellence in the basic services 
provided to passengers, and we 
must be creative and provide a 
unique experience to differenti-
ate ourselves from other airports,” 
said Bessard. it is a successful 
strategy; in 2010, aéroports de 
Lyon won the aci europe Best 
airport award in the 5-10 million 
passengers category.

Commitment to local 
communities

while endeavouring to provide 
sufficient capacity and the facili-
ties to enable a smooth, stress-free 
travel experience, europe’s air-
ports are committed to sustainable 
development and to being respon-
sible neighbours. Frankfurt airport 
was the very first to become 
airport carbon accredited in 
September 2009 and is now cer-
tified at the optimisation level of 

the programme. Noise protection 
is also a key issue at Frankfurt 
and a number of noise abate-
ment measures are in place. “This 
is now an important factor as it 
decides elections and puts a lot 
of political pressure on all parties,” 
said Laukenmann. “That means a 
very open and transparent com-
munication, and very attractive 
programmes in order to compen-
sate local residents who suffer from 
aviation noise. at the same time, we 
have to clearly communicate the 
social and economic advantages 
of airports to their regions, and 
the sustainability initiatives being 
undertaken. Fraport has a €300 
million fund for buying houses in 
areas very close to Frankfurt airport 
and suffering from noise.”

Lyon-Saint exupéry airport also 
recently became airport carbon 
accredited at the Mapping level of 
the programme. Sustainable oper-
ations are a priority for aéroports 
de Lyon, with a particular focus on 
reducing carbon emissions. Lyon-
Saint exupéry airport is on course 
to progress to the reduction level 
of airport carbon accreditation 
this year, and will launch an action 
plan to achieve the optimisation 
level by late-2015.

The buzz inside an airport – driven 
by the movement of people and the 
connectivity – has a clear appeal 
to each of our interviewees. in a 
fast-moving, fast-changing indus-
try, these young airport executives 
demonstrated to us that they have 
developed the agility to adapt to 
changes, and to develop the dynamic 
business plans. But, most importantly 
they all have the passion, hope and 
vision which are essential to steering 
europe’s airports through the most  
challenging economic times in  
living memory.

Martín:
“Capacity is vital – you must have sufficient capacity if you 
want to attract new traffic. We are working hard at that; at gran 
Canaria we are investing €200 million in a terminal extension.”

Laukenmann explained that although Frankfurt primarily serves as a high-performance 
intercontinental hub, it is also under pressure like other hubs, as travellers do not mind which hub 
they use – price and service are the key factors.
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the issue of State aid is 
a major one within the european 
union, but nowhere is it more con-
tentious than within the aviation 
sector.

open and fair competition is 
a cornerstone of the eu and the 
Treaty which underpins it. This 
means that economic market forces 
alone should dictate the success or 
failure of any activities considered 
as ‘economic activities’. Member 
State governments cannot in princi-
ple give unfair advantages to such 
businesses, and in particular, public 
money cannot be provided, except 
under very specific circumstances. 
This issue is referred to as ‘State 
aid’. None of this directly concerned 
airports, until a 2000 judgement 
by the european court of Justice 
which decided that airports should 
be considered as such ‘economic 

activities’ and should therefore be 
submitted to the eu State aid rules.

The nature of the airport indus-
try made the application of these 
principles extremely complicated, 
for a number of reasons. First and 
foremost, public funding is an una-
voidably necessary component of 
the industry. primarily this is a con-
sequence of the fact that airports 
below a certain size are generally 
structurally unprofitable. indeed, in 
2011, aci europe reports that 
42.5% of europe’s airports were 
loss making. However it is also a 
reflection of the fact that larger air-
port projects are often of such scale 
that it is not credible to expect them 
to be 100% financed by private 
resources alone. as essential public 
transport infrastructure, airports also 
play a crucial role in the communi-
ties they serve, be they big or small. 

trouble brewing

As this issue goes to press, the European Commission is about to release new guidelines which 
severely restrict the public funding of European airports. In a worst case scenario, up to 80 smaller 
regional airports could risk closure in the medium term. This article gives some background to the 
situation, explains the content of the new rules and advises on how airports can best respond to these 
developments. Report by donagh Cagney.

after having first established a board-endorsed common 
position, aCI europe has had numerous meetings with 
a range of eC officials and political leaders, including 
Commissioner Joaquín almunia, who oversees the 
directorate general for Competition, which is driving the 
new guidelines.

as essential public transport infrastructure, airports also play a crucial role in the communities they serve, 
be they big or small. It is only reasonable that local and national government are allowed to provide some 
support to airports, in order to safeguard the major economic and social benefits which these airports deliver.
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it is only reasonable that local and 
national government are allowed to 
provide some support to airports, in 
order to safeguard the major eco-
nomic and social benefits which 
these airports deliver. Finally, since 
distortions of competition within the 
airline industry should be avoided, 
any possible transfer of public funds 
to airlines via publically-owned air-
ports could also come under eu 
scrutiny. Yet at the same time both 
publically and privately-owned 
airports are in a competitive land-
scape, and need the commercial 
freedom to be able to offer credible 
deals to their current and prospec-
tive airline customers.

The resulting complications led to 
a situation which to date has been 
extremely unclear. The european 
commission (ec) published guide-
lines in 2005 specifically to give 
guidance as to in what circum-
stances it would or would not 
consider public funding of the 
aviation sector to be acceptable. 
However a lack of enforcement and 
the further evolution of the industry 
meant that greater clarity always 
remained out of reach.

What lies beneath
The ec is about to produce new 

guidelines to replace the 2005 text. 
while the provision of greater clarity 
is a key component of the initiative, it 

is not the only driver. The continued 
rise of the low-cost carrier (Lcc) 
business model, and the extreme 
competitive pressures which this 
has placed upon smaller airports 
in particular, has led to a number of 
high profile legal cases where the 
ec has objected to arrangements 
between these Lccs and airports. 
alongside this, the recent domi-
nance of the politics of austerity 
dictates that public funding should 
be sharply reduced, and restrictions 
on the funding of airports is seen 
as a very visible means of achieving 
this. These have combined to cre-
ate a new political orthodoxy that 
there are ‘too many small airports 
in europe’. as a result, the new ec 
guidelines look set to be extremely 
restrictive, in terms of what public 
funding of airports will be consid-
ered acceptable.

with proposed new guidelines to 
be published early June, the latest 
available information indicates that 
only a very limited scope of public 
support to airports will be permitted, 
beyond which any measures will 
have to undergo rigorous scrutiny 
by the ec. of particular concern are 
the proposals concerning funding of 
day-to-day airport operations. after 
a transitional period of 10 years, 
only airports with less than 200,000 
passengers per annum could be 
entitled to such operating aid.

The financing of infrastructure is a 
key challenge for many regional air-
ports. Yet support for investments at 
airports will only be allowed at airports 
below 5mppa. within this threshold, 
the allowed intensity of aid will reduce 
as airports get larger, and there is also 
the possibility that any investment aid 
to airports above 3mppa will have to 
be repaid with interest, although this 
has yet to be confirmed.

New limitations may be imposed 
upon start-up aid for airlines, 
although this also has yet to be 
confirmed. as well as being only 
possible within a transitional period, 
only airports with less than 3mppa 
will be entitled to provide start-up 
aid to airlines. it cannot be paid for 
more than 2 years, and such aid 
might only cover up to 50% of allow-
able start-up costs.

What does it all mean  
for airports?

while the details of the new 
guidelines will impact different air-
ports in very different ways, the 
aggregate impact on the european 
airport industry will undoubtedly be 
harsh and negative. aci europe 
has estimated that new guidelines 
could force the closure of poten-
tially up to 80 small regional airports 
across europe. Many of these air-
ports cannot credibly be expected 
to cover their capital costs, let alone 

the proposal to limit operating aid only to airports with less than 200,000 passengers per annum is particularly damaging. this is all 
the more so since the draft guidelines themselves acknowledge that airports below 1mppa cannot be expected to cover such costs.

their operating costs – the market 
simply would not bear the level of 
airport charges which would be 
required to cover the considerable 
fixed costs inherent to the running 
of these airports. in this context the 
proposal to limit operating aid only 
to airports with less than 200,000 
passengers per annum is particu-
larly damaging. This is all the more 
so since the draft guidelines them-
selves acknowledge that airports 
below 1mppa cannot be expected 
to cover such costs.

at the other end of the market, 
the full preclusion of public support 
for large airport projects would put 
europe at a major competitive dis-
advantage, in particular relative to 
emerging economies, where aviation 
is being recognised as a strategi-
cally important industry, and massive 
volumes of public money are being 
pumped into the necessary support-
ing infrastructure. a case in point is 
the potential new gateway airport 
for London – a recent report by 
economic consultants oxera found 
that a new hub airport would not be 
commercially viable as a purely pri-
vate-sector venture.

in light of the potentially devas-
tating impact on airports and their 
communities, aci europe has 
been particularly active in this area 
over the last year. after having first 
established a Board-endorsed 
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aCI europe last year published a paper on the 
importance of regional airports in europe.

common position, aci europe 
has had numerous meetings with a 
range of ec officials and political 
leaders, across a number of relevant 
Directorate generals (departments 
within the ec). This included 
commissioner Joaquín almunia, 
who is in charge of the competition 
portfolio within the ec and thus 
oversees the Directorate general 
for competition, which is driving the 
new guidelines. aci europe has 
also worked to drive the debate, 
performing economic analysis to 
inform the ec’s deliberations, and 
publishing a paper on the impor-
tance of regional airports in europe. 
alongside this aci europe is also 
reaching out to wider stakeholders, 
presenting at an economic & Social 
committee hearing on the issue 
and partnering with the assembly 
of european regions – the largest 
independent network of regional 
authorities in wider europe. as part 
of these efforts, aci europe will 
also present at a special european 
parliament hearing on the issue on 
10 July in Brussels, organised in 
partnership with the French airport 
association – uaF.

the next phase: an oppor-
tunity for local, regional & 
national governments

while much work has been put 
into the issue to date, more can 
still be done to ensure that the air-
port perspective is better reflected 
in the guidelines. in particular the 
publication of the guidelines will 
be accompanied by a public con-
sultation during the summer. while 
aci europe will be making a 
comprehensive input to this con-
sultation, it also represents a very 
important opportunity for the ec 
to hear directly from regional air-
ports which are most likely to be hit 
by these policy changes. equally, if 
not more importantly, it is a chance 
for local, regional and national gov-
ernments to make clear that these 
guidelines will have a seriously 
detrimental impact on the health of 
those economies and communities 
which depend upon air connectivity 
to remain vibrant. Therefore airports 
who are potentially at risk should 
work closely with their local, regional 
and national authorities, to send a 
strong and unified response to the 
upcoming consultation.
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under new ownership 
and the leadership of Harrison (40), 
ambitious plans are being drawn 
up to build on London-Stansted’s 
past successes and excellent facili-
ties. Harrison is a man with serious 
drive, as his comprehensive expe-
rience within Mag attests. He 
initially joined Manchester airport 
as commercial Director in 2005 
and led the £80 million (€94m) 

london-StanSted enterS 
exciting development phaSe

London-Stansted Airport is entering a new and exciting phase in its development following the £1.5 
billion (€1.8bn) acquisition by Manchester Airports Group (MAG) in February this year. This new phase is 
being led by andrew Harrison, who was appointed Managing Director of London-Stansted in March. 
He outlined his plans to ross Falconer.

redevelopment of Terminals 1 and 2, 
the growth of the car park business 
through new products and distribu-
tion channels, and negotiations with 
key airlines, which included bring-
ing the a380 to Manchester. prior 
to his current role, he was chief 
operating officer of Manchester 
airports group from april 2012, and 
before that was Managing Director 
of Manchester airport – a position 

he had held since September 2010. 
His experience within Mag, com-
bined with external experience 
gained from a previous nine-year 
career with Marks & Spencer in the 
uK, europe and the Far east, makes 
him well-placed to drive Stansted’s 
development.

London-Stansted is the fourth 
biggest airport in the uK, with 
annual passenger traffic of 17.4 

million. it enhances the Mag portfo-
lio, which also includes Manchester, 
east Midlands and Bournemouth 
airports. Harrison explained that the 
current strategy involves growing 
passenger numbers by attracting 
new airlines, increasing the range of 
destinations with existing customers 
and “adding some ‘sparkle’ to the 
award-winning terminal building to 
improve the passenger experience”. 

Harrison: "Mag has made a significant investment in stansted as the airport offers huge potential. 
stansted is the only major airport in the south-east with space, permission and facilities to 
grow having gained planning consent to serve 35 million passengers a year in 2008."

Harrison: “£40 million (€47m) will be invested over the next two years to improve retail and provide more ‘sparkle’, and to ensure that the 
terminal experience for passengers befits that of a world-class airport and offers good value to users."
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andrew Harrison was appointed Managing director of London-
stansted in March and is driving an ambitious strategy that 
includes investing £230 million (€270m) in the airport over the 
next five years.

“London-Stansted is already estab-
lished as a world leader at serving 
the low-cost airline sector, has a 
route network stretching to around 
150 destinations and offers more 
direct scheduled european flights 
than any other airport in the uK. 
But the focus now is to broaden 
the route network, offer passengers 
more choice and create a richer mix 
of airlines operating out of Stansted, 
including long-haul carriers. our 
overall aim is to make Stansted the 
best airport in London,” he said.

World-class  
airport experience

as part of the merger under 
the enlarged Mag group, there 
are significant investment plans 
to develop and improve London-
Stansted. Mag will invest £230 
million (€270m) over the next five 
years, which will include upgrades 
to security, retail and car parking 
services. More retail space, and a 
better configuration in the departure 
lounge, will be created by reducing 
the landside check-in area, while 
the realigned security search area 
will speed-up the security process. 
“£40 million (€47m) will be invested 
over the next two years to improve 
retail and provide more ‘sparkle’, and 
to ensure that the terminal experi-
ence for passengers befits that of a 
world-class airport and offers good 
value to users,” explained Harrison. 
“we will also develop different car 
park options, such as meet & greet 

and low-cost options, as well as 
making Stansted easier to get to 
whether coming by train, by road, or 
parking at the airport.”

additional key goals include 
incentivising airline growth at 
London-Stansted through Mag’s 
relationship with more than 80 
existing airline partners at its other 
airports, and adding five million 
additional passengers at London-
Stansted by 2018. “Mag has made 
a significant investment in Stansted 
as the airport offers huge potential. 
Stansted is the only major airport in 
the south-east with space, permis-
sion and facilities to grow having 
gained planning consent to serve 
35 million passengers a year in 
2008,” commented Harrison. “The 
airport is currently operating at half 
its available capacity, so a lot can 
be done to offer a broader range of 
airlines and routes and accommo-
date future growth, a vital ingredient 
in the capacity-constrained London 
airport system.”

London-Stansted is in a prime 
location, with a large catchment 
area that complements Mag’s 
existing portfolio of airports. under 
new ownership and the progressive 
leadership of Harrison, it is recreat-
ing its identity, working to increase 
the range of destinations served, 
and enhancing the level of customer 
service to passengers. The already 
intense competition for London’s air 
travellers looks like it’s moving up 
another gear.
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this year’s report – the 
fourth of its kind – gives an insight 
into an industry which has found 
itself squeezed between both sup-
ply and demand-side forces in 
recent years. on the supply side, 
continued cost increases not only 
strained airports’ balance sheets, 
but also required cutbacks which 
may not be sustainable in the longer 
run. in particular, between 2009 and 
2011 interest costs alone rose by 
a shocking +45%. as infrastruc-
ture providers, such costs are a key 
component of airport viability, and 
it was therefore no surprise to see 
capital investment plans slashed 
for another consecutive year. it is 
becoming simply too expensive for 
airports to justify putting in place the 
necessary capacity required to meet 
future demand.

The fixed nature of airports’ costs 
means that airports have very limited 
room for manoeuvre where cutbacks 
are concerned. Most airport infra-
structure is considered as ‘sunk’ – it 
cannot be leased out or sold away. 
Similarly, many operating costs 
are inextricably linked to passen-
ger traffic volumes, or unavoidable 
regulatory requirements concerning 
safety and security.

aci europe releaSeS 
itS airport economicS 
report for 2012

In a business with such a variety of business models and 
shape-shifting partnerships, the airport industry relies on 
strong performance data more than ever. The newly released 
ACI EUROPE Economics Report 2012 – sponsored by TAV 
Airports Holding – analyses aggregate financial data for the 
European airport industry for the year 2011, and in doing so 
reveals some key trends and developments which airports 
are facing. Report by donagh Cagney.

This means that airport cost cut-
ting must be focused in a few key 
areas, and where it is focused, it 
must go deep. For example, staff 
costs alone have decreased by -8% 
or €660m between 2009 and 2011. 
Similarly sales and marketing costs 
decreased by -29% in the same 
period. while the overall immediate 
impact is positive – operating costs 
per passenger decreased by -6% 
since 2009 – the focused nature of 
these cuts risks unduly impacting 
service quality levels. airport users 
and in particular airlines need to 
engage closely with airlines to deter-
mine the optimal trade-off between 
price and quality. and cutbacks 
should not unduly undermine airport 
efforts to grow traffic, as the shar-
ing of fixed capital costs amongst a 
wider pool benefits all parties.

on the demand side, airports can 
no longer simply pass through these 
cost increases to users. The inten-
sity of airport competition continues 
to grow. with both airlines and pas-
sengers increasingly free to choose 
between individual airports, and 
with airlines enjoying greater buyer 
power, increasing aeronautical rev-
enue for airports is no longer simply 
a matter of rising airport charges. 

aeronautical revenues per passen-
ger only rose by +2.2% in 2011. 
eu inflation figures of +3.1% meant 
that this represented a decrease in 
real terms. This development was in 
the context of a pre-existing trend 
in 2009 and 2010, when 69% and 
64% of airports respectively low-
ered or froze their charges.

airports remain very much depen-
dent on non-aeronautical revenues 
to keep the business running – 
which accounted for 41% of overall 
revenues once ground handling 
and non-categorised income was 
excluded – but here also difficulties 
were being faced. consumer sen-
timent remained weak throughout 
2011, and the various commercial 
innovations and new approaches 
adopted by airports and their com-
mercial partners were sufficient only 
to maintain at a stable level passen-
gers’ propensity to spend. while 
this represents a considerable 

the newly released aCI europe 
economics report 2012 analyses 
aggregate financial data for the european 
airport industry for the year 2011.

achievement within a very difficult 
trading environment, it does not help 
airports escape with the wider finan-
cial squeeze they are experiencing.

The outcome of this situation 
was very visible when profitability 
was considered. in 2011, 42.5% 
of airports were loss making. 
once non-operating income was 
accounted for, this figure rose to 
50.9%. This in part reflects the 
reality that smaller airports are struc-
turally loss making. However, the 
pain was not restricted to these air-
ports, with a representative sample 
of airports recording a return on 
capital employed of just 4.3% – far 
below levels which can be consid-
ered sustainable.

The aci europe economics 
report 2012 sheds light on what 
was a difficult year for the majority of 
european airports. it is freely avail-
able to download from the policy 
Library on www.aci-europe.org.

In particular, between 2009 
and 2011 interest costs alone 
rose by a shocking +45%.
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GATEWAY TO THE MYTHICAL FRENCH RIVIERA
Fly out of Nice Côte d’Azur 
Airport to the world’s most 
beautiful places!
In addition to direct connections 
to over 100 destinations, Nice 
Côte d’Azur Airport offers daily 
flights to the major European 
capitals, New York and Dubai.

Book your flight on
www.nice.aeroport.fr
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hamburg-airport.de/en 

Details of our environmental projects and our
responsibility for nature can be found here: 

Environmental protection plays a central role in everything we do. As such, we have made a volun-

tary commitment to minimising our CO2 footprint and using ground-breaking technologies to reduce 

carbon dioxide emissions even further. This has helped us cut back on 14,000 tons of CO2 over the 

last few years.

And our environment department does even more – for example, we have made 

a commitment to improving noise protection for our neighbours, increasing air 

quality, reducing waste and disposing of it using environmentally friendly methods, 

protecting waterways, and preventing bird strikes.

Putting the environment
into proper perspective.
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this year’s event was hosted 
by Hamburg airport and sponsored 
by gebr. Heinemann, and success-
fully attracted over 320 delegates 
from 33 countries with 9 exhibitors 
throughout the 3 day event, under 
the theme ‘collaboration and inno-
vation to enhance the volume and 
quality of commercial opportuni-
ties for the passenger’. Sessions 
within the theme addressed how 
the airport industry in europe can 
evolve effectively, to drive passen-
ger spend in the current challenging 
economic environment. it also rec-
ognised the parts that profitable 
partnerships, creative concepts and 
cutting-edge technologies play, in 
generating non-aeronautical airport 

airport trading conference 
& exhibition: hamburg 2013
meeting the airport retail 
expectationS of today’S traveller

Germany’s second city Hamburg is famously vibrant, cosmopolitan and home to the second 
largest port in Europe. As Germany’s ‘Gateway to the World’, with a strong heritage dating 
back to the Hanseatic League, it is synonymous with trade. So, what better place to provide 
the backdrop for ACI EUROPE’s 22nd Annual Airport Trading Conference & Exhibition, which 
took place on 22-24 April. Report by Claire o’gorman & robert o’Meara.

operations. given the economic 
backdrop of sovereign debt crises, 
the rising cost of finance for airports 
and minimal new airline capacity 
entering the market, there is a grow-
ing emphasis on non-aeronautical 
revenues. with airports now under 
serious pressure to optimise these 
revenues, the theme was of particu-
lar relevance. The conference and 
exhibition allowed participants to 
look differently at a wider breadth 
of the airport business. over the 3 
day event, the conference sessions 
covered the myriad issues affect-
ing airport commercial activities, 
such as methods used to enhance 
new spending opportunities, the 
future of brands, how to become the 

Michael eggenschwiler, Ceo, Hamburg airport.

olivier Jankovec, director general, aCI europe.

gunnar Heinemann, 
Co-owner, gebr. 
Heinemann.

reference for travel retail, analysis 
of a low cost terminal, the value of 
multi-channel retailing, the e-com-
merce role of airports, leveraging 
technology in an airport environment 
and omni-channel retailing.

The turnout of delegates at the 
event in Hamburg clearly highlights 
the importance of commercial rev-
enues to the business models of 
airports of all sizes throughout 
europe and beyond. Senior airport 
commercial executives, operators 
and brands, as well as their busi-
ness partners, were united on the 
importance of collaborating to maxi-
mise opportunities through strategic 
partnerships and pioneering innova-
tion. The mood at the conference 

Muriel Zingraff-shariff, 
retail Concessions 
director, baa.
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aerosols and gels (Lags) and the 
timeframe for their removal.

The conference highlighted both 
the opportunities and challenges 
facing travel retail, as airports seek 
to maximise revenues. it is clear 
that europe’s airports, concession-
aires and brands are motivated and 
hard at work to deliver a great retail 
experience that meets the expecta-
tions of today’s airport passenger. 
Next year’s 23rd aci europe 
airport Trading conference & 
exhibition will be hosted by Zürich 
airport, in Spring 2014.

was one of optimism and resilience, 
despite the economic and political 
doom and gloom making headlines 
in many national newspapers.

aci europe Director general 
olivier Jankovec gave a detailed 
and insightful State of the industry 
address, in which he alluded to 
areas such as the economic crisis, 
a changing market structure, a two 
speed europe of changing traffic 
patterns and other current chal-
lenges facing the airport industry.

interestingly, aci europe fig-
ures show that non-aeronautical 
revenues have been resilient amid 
the global financial crisis. airports 
remain very much dependent on 
non-aeronautical revenues which, in 
2011, accounted for 41% of over-
all revenues once ground handling 
and non-categorised income was 
excluded. airport retail revenue in 
the european industry performed 

strongly, and grew by +6% in 2011 
compared to 2010 figures, repre-
senting an additional €0.25 billion 
to what was earned in 2010. retail 
concession revenue grew by +8% 
in 2011 compared to 2010 figures. 
overall, a positive trend for air-
ports in 2011 was evident, which is 
encouraging for the industry.

Speakers at the conference 
included representatives from vari-
ous european airports, including 
Hamburg, gatwick, Manchester, 
Zürich, Heathrow, aNa-aeroportos 
de portugal, aéroport de Bordeaux 
and aéroports de paris. Dubai 
airport was also in attendance. 
other inputs came from eTrc, 
SSp, The Moodie report, world 
Duty Free, Kraft Foods, gunnar 
Heinemann, ryanair Ltd, SiTa and 
interViSTaS consulting group.

The event also saw the return of 
the ‘unconference session’, in which 

José María palencia, Ceo, World duty Free group.

peter pullem, Managing director, Lufthansa Worldshop; 
Jean-Luc poiroux, Commercial development director, 
aéroport de bordeaux; garry Walsh, director of 
Commercial revenue, ryanair; and Ken o’toole, Chief 
Commercial officer, Manchester airports group.

patrick graf, senior vice president Commercial, Zürich 
airport and Chairman, aCI europe Commercial Forum.

the conference room broke out into 
separate working areas focusing on 
the different topics of ‘Leveraging 
technology to reach passen-
gers before and after their airport 
visit’ and  ‘Loyalty programmes’, 
before reconvening to share their 
conclusions and analysis. The inter-
active format certainly seemed 
popular resulting in plenty of ideas 
and strong interaction.

evidently, in the commercial air-
port sense, the fortunes of all players 
(airports, retailers and brands) are 
inextricably entwined. The consen-
sus across the trading conference 
& exhibition was that well-executed 
airport retail undoubtedly pres-
ents large growth opportunities. 
However, there are still challenges 
that need to be addressed such as 
the one bag policy adopted by some 
low-cost carriers, whereby a fine is 
imposed on passengers for every 
item they carry beyond a single piece 
of cabin baggage. it clearly poses a 
threat to duty free and travel retail, 
as many passengers are dissuaded 
from making purchases in the worry 
that they will be penalised upon 
boarding. another challenge is the 
world Health organization (wHo) 
proposals to ban duty free sales 
of liquor and tobacco at airports. 
another industry threat is security, 
particularly in terms of uncertainty 
by passengers about the exact rules 
governing the restrictions on liquids, 

20th meeting of the aCI europe Commercial Forum 
The 20th meeting of the aci europe commercial Forum took place on Monday 22 april at the Head office of gebr. Heinemann in Hamburg. 
The meeting provided an invaluable opportunity for the 64 participants of the commercial Forum to meet and discuss the topical commercial issues 
affecting airports today. The next meeting of the commercial Forum will be hosted by Vilnius international airport in September 2013.





Tomorrow’s airport has arrived.

High-tech solutions. Low-stress travel.

At Aéroports de Montréal, everything has gone high-tech, 
state-of-the-art, and cutting-edge.

In fact, we’ve been leading the way with all kinds of 
innovations. We were the fi rst in North America to offer 
bag self-tagging and self-serve baggage drop-off. 
We were among the fi rst to introduce mobile check-in 
with 2D tracking and automated border control. And 
you can now receive live updates and alerts regarding 

your fl ight status on your smartphone, and access 
information on wait times from any of our security 
checkpoints.

All these technologies offer more options for travellers 
and make it easier for them to fl y from, to and through 
Montréal, while allowing them more time to choose 
from our 90 restaurants and boutiques. And that 
makes everything so much better for everyone.
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regional airports are 
very much in the news these days 
and look like remaining there for the 
months to come. The boom times 
of dynamic growth across europe’s 
regional airport network (largely 
driven by the rapid expansion of low 
cost carriers) appear to be a thing of 
the past. regional airports are fight-
ing tooth and nail for a slice of the 

regional airportS 
gather in ‘capital 
of lightS’ - lyon

The 6th annual ACI EUROPE Regional Airports 
Conference & Exhibition, hosted by Aéroports de 
Lyon, was held from 15-17 April, and was preceded 
by a meeting of the Regional Airports Forum. 
This year’s event took place at a time of great 
significance for Europe’s regional airports, with the 
European Commission due to imminently release 
new guidelines on State Aid and airport financing. 
ross Falconer & robert o’Meara report.

little available new airline capacity 
in the market, while also grappling 
with suppressed demand due to 
the ongoing recession in a number 
of european countries. Financing 
costs have risen and regulatory con-
cerns are increasing.

So while regional airports provide 
essential connectivity and important 
social and economic benefits to 
the communities which they serve, 
they are facing challenges on all 
sides. This year’s regional airports 
conference provided a welcome 
opportunity to gather together and 
discuss how some of these chal-
lenges can be addressed.

The theme of the conference was 
in pursuit of regional excellence: 
improving the passenger experience 
and serving our communities. The 
event brought together more than 
200 delegates from regional airports, 
airlines, local and national authorities, 
the european commission and aci 
europe world Business partners 
and 34 exhibitors.

The six conference sessions 
examined the broad range of issues 
pertinent to europe’s regional 
airports, including relationships 
with local communities and busi-
nesses, the regulatory framework, 
marketing and social media, using 
iT to drive customer excellence, 
and environmental strategies. 
on the central theme of improv-
ing the passenger experience, 

the first session addressed this, 
notably with an announcement by 
aci europe of the creation of 
the Taskforce on the passenger 
experience. The Taskforce will pub-
lish its "guidelines for passenger 
experience at europe's airports" in 
the near future. Several airports out-
lined their own inventive measures, 
including dedicated recreational 
areas for children, live music in the 
terminal, indoor gardens, and air-
port helpers to assist travellers.

regional airports have experi-
enced a fragile recovery from the 
global financial crisis and 51% of 
airports handling fewer than five 
million annual passengers, and 
65% of those with less than one 
million passengers, are loss-mak-
ing. regional airports are meeting 
these challenges with a clear 

focus on improving all aspects 
of their operations. This includes 
enhancing the travel experience 
across all aspects of the passen-
ger journey, with innovation and 
quality at the forefront.

regulatory issues
Needless to say, the session on 

regulation was a highlight, cover-
ing Security, Safety (presented 
by eaSa), the French national 
situation (uaF), the airline per-
spective on limitations on route 
development (eraa) and the 
soon-to-be-released new guide-
lines on State aid. alain alexis, 
the european commission Head 
of unit on State aid, provided an 
overview of the State aid proposal.

Mr alexis participated in the ses-
sion Q&a as well, during which he 

Kirstin Kane, environment Manager, 
birmingham airport, took part in the 
session on enhancing relationships 
with the community/local businesses/
government. she emphasised the 
importance of maintaining positive 
community relationships during major 
airport development.

Fernando vieira, 
airport director, 
ana – aeroportos de 
portugal, participated 
in the first session on 
improving the passenger 
experience. He said the 
“small details make 
the difference”, such as 
dedicated recreational 
areas for children.

alain alexis, the european Commission Head of 
unit on state aid, provided an overview of the soon-
to-be-released new guidelines on state aid.
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received strong feedback from all 
sides of the air transport industry, 
not just airports. To Mr alexis’ reg-
ular refrain “There can be no free 
lunch” (comparing State aid to air-
ports, to a midday meal paid for by 
someone else), Simon McNamara 
of regional airline association 
eraa shot back “The rail sector in 
europe receives €32 billion in free 
public subsidies – how about that 
for a free lunch?” reacting to this, 
Mr alexis openly admitted that the 
european commission has a prefer-
ence for the rail sector. John Hanlon 
of the european Low Fare airline 
association (eLFaa) spoke from 
the floor, highlighting the wrong-
headedness of the commission’s 
approach and how entirely counter-
productive the proposed new rules 
will be, given the looming airport 
capacity crunch in the european air-
port network.

commenting on the State aid 
issue during the event, olivier 

Jankovec, Director general, aci 
europe, said “The stricter rules 
on the public funding of airport 
infrastructure, currently being 
contemplated by the european 
commission, risk having a detri-
mental impact on small regional 
airports – decreasing connectiv-
ity with understandably damaging 
consequences for surrounding com-
munities and economies. This would 
fly entirely in the face of the eu’s 
much talked about growth & Jobs 
agenda. given what’s at stake, we 
need full policy alignment.”

The fourth working session 
addressed regional airports’ market-
ing to airlines and also their use of 
social media in communications – not 
necessarily an immediate fit, but a 
very interesting session nonetheless. 
easyJet’s country Director for France 
Francois Bacchetta spoke first about 
the best way for airports to approach 
his airline. There were also excellent 
presentations by cork, Shannon and 

The 17th aci europe regional airports Forum meeting took 
place on Monday 15 april in Lyon and was followed by aci 
europe’s 6th regional airports conference and exhibition. a 
total of 40 participants from across europe were in attendance 
with several issues being discussed and debated including State 
aid, the eu airport package, Security and passenger rights. in the 
afternoon, an informative SeSar workshop took place, whereby 
representatives from aci europe, SeSar Ju and Düsseldorf 
airport briefed members on various SeSar topics and their 
relevance to regional airports. The new chair of the regional airports’ 
Forum is Thomas Langeland, Director of avinor Kristiansand airport 
and the new Vice chair of the regional airports’ Forum is alberto 
Martin, Director of gran canaria airport. The next aci europe 
regional airports’ Forum meeting will occur in autumn, hosted by 
avinor in Kristiansand, Norway.

erik perruche, Head of Quality Improvement, aéroports 
de Lyon, outlined the use of airport Helpers to enhance 
the passenger experience. they provide a warm 
welcome and useful information to passengers.

anders nielsen, vice 
president project & 
development, billund 
airport, addressed the 
session on regional 
airports using It to drive 
customer excellence. He 
outlined the prominent 
use of self-service 
technologies at the 
airport, including 
passengers self-
tagging their bags.

Kevin Cullinane, Marketing Manager, Cork airport, was on the panel discussing regional airport 
marketing and social media. Cork airport makes strong use of social media, combining integrated 
Facebook and twitter feeds to demonstrate the vibrancy of the airport among its customer base.

Tallinn airports and an enlightening 
presentation by David McMullen of 
the consultancy, Simpliflying. a short, 
but lively Q&a followed.

The fifth session, chaired by 
renaud irminger of SiTa, addressed 
the importance of new iT trends 
in helping regional airports gain a 
competitive edge through better 
performance. The final session on 
environmental strategy – moderated 
by Henri Hansson of Finavia – pro-
vided some very useful examples of 
initiatives and efficiency case studies 

presented by eurocoNTroL, 
Vinci airports, airport regions 
conference (arc) and DNV KeMa 
energy & Sustainability.

Building on the excellent work 
of aci europe’s regional 
airports’ Forum, the conference 
facilitated discussion of the most 
topical issues between all rele-
vant stakeholders. The 7th annual 
aci europe regional airports 
conference & exhibition, hosted by 
Madeira airports, takes place from 
12 to 14 May 2014.
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Innovation nonstop
STRAIGHTFORWARD

 Stuttgart Airport – Home of innovation 

  Boarding card controls are now fully automated

   Real time baggage claim information, thanks to a 
novel monitoring system

   Passengers and lines fl ow more freely, managed by the fi rst 
airport queue detection and control system

 Together, these airport management solutions form a unique system
  that spells one thing for all passengers: excellent customer service.
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When tav airports began 
life with the inauguration of its newly 
constructed international terminal 
at istanbul atatürk airport in 2000, 
it handled 9.5 million passengers. 
over the years that followed, TaV 
set in motion consistent and sub-
stantial growth in istanbul, together 
with the 10 other airports it has 
developed and operates, and in 
2012 handled 72 million passen-
gers, a +36% increase on the 
previous year. TaV airports Holding 
also saw a +28% increase on 2011 
in terms of movements – 575,000 
flights arrived at and departed 
from its istanbul atatürk, ankara 
esenboğa, İzmir adnan Menderes 
and antalya gazipaşa airports in 
Turkey; Tbilisi and Batumi airports 
in georgia; enfidha-Hammamet 
and Monastir Habib Bourguiba air-
ports in Tunisia; Skopje and ohrid 
airports in Macedonia; and riga 
airport in Latvia last year – and in 
2013, Youssef explained, numbers 
are continuing to escalate. “we 
continue to grow, and during the 
first quarter of 2013 we realised our 
highest first quarter in terms of pas-
sengers served, revenues, eBiTDa 
and net income,” he said. “This year, 
we expect to reach 85 million pas-
sengers through organic growth.”

synergetic expansion
with a steadfast foothold in 

Turkey, TaV airports Holding is now 
continuing to expand its increasingly 
powerful presence in the Middle 

tav airportS holding goeS 
from Strength to Strength

This year’s ACI EUROPE/World Annual 
Congress and Exhibition centres on ‘Dynamic 
airport business transformation’, a theme that 
couldn’t be more aptly tailored to its host, TAV 
Airports, an industry leader at the forefront of 
airport operation, financing and construction. 
dr. Waleed youssef, Director, Middle East 
Region at TAV Airports Holding, explained 
to amy Hanna the strategy behind the 
success of Turkey’s leading airport operator.

east. in May its sister company TaV 
construction was awarded a major 
contract to build the new uS$400 
million (€310 million) Terminal 5 at 
Saudi arabia’s King Khalid airport 
in riyadh, and is also constructing 
the Midfield Terminal at abu Dhabi 
international airport, as well as air-
side facilities at oman’s Muscat 
international airport. “we are opti-
mistic that our synergy with TaV 
construction will further enhance 
our regional position, especially 
following our success in Medina 
(Saudi arabia), the first fully pri-
vatised airport in the gulf region,” 
Youssef commented. 

Together with al rajhi Holding 

group, and construction firm Saudi 
oger, TaV signed a Build operate 
Transfer contract with gaca (the 
civil aviation authority of Saudi 
arabia) that will see the consortium 
manage Medina airport for 25 years 
following its construction of the new 
passenger terminal, which will be 
completed in early 2015. The state-
of-the-art terminal forms part of 
one of the most important airports 
in Saudi arabia, and will initially 
increase capacity to eight million 
passengers a year.

in addition, following its acqui-
sition of the international Terminal 
at İzmir adnan Menderes airport, 
TaV is also developing its new 

Domestic Terminal, and will operate 
it for 20 years. The environmentally 
friendly 200,000sqm terminal will 
have an initial capacity of 13 million, 
and will be equipped with the latest 
technology, due for completion in 
early 2014.

expansion throughout TaV’s port-
folio extends as far as its airports’ 
route networks too. “TaV airports 
places a great deal of emphasis 
on route development activities for 
all its airports. all major travel and 
tourism events, fairs and confer-
ences are attended by TaV with the 
purpose of scheduling face-to-face 
meetings with airlines’ network plan-
ners to discuss route development 

In 2012 tav airports Holding handled 72 million passengers – a 
+36% increase on 2011, and saw also 575,000 flights arrive at 
and depart from its 11 airports, +28% more than in 2011. this 
year, total throughput is expected to reach 85 million passengers 
through organic growth.

youssef:
“tav operates an 
unconventional 
business model that 
relies on the provision 
of integrated services 
to passengers. In fact, 
tav and its subsidiaries 
are engaged in all 
the passenger ‘touch 
points’, including airport 
security, check-in 
and boarding, food & 
beverage, passenger 
lounges, duty free, 
and airport It.” Most 
recently came the 
implementation of an 
innovative passenger 
Information system at 
Istanbul atatürk airport.
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opportunities,” Youssef explained. 
“istanbul, gazipaşa and Skopje 
airports all expanded their route net-
works last year by adding 26, eight 
and six new destinations to their 
networks respectively. we assess 
the opportunities to expand net-
works of every airport we operate.” 

tav quality and industry firsts
“TaV operates an unconventional 

business model that relies on the 
provision of integrated services 
to passengers,” Youssef said. “in 
fact, TaV and its subsidiaries are 
engaged in all the passenger ‘touch 
points’, including airport security, 
check-in and boarding, food & bev-
erage, passenger lounges, duty 
free, and airport iT.” The operator’s 
all-encompassing approach enables 
it to provide an exceptional airport 
experience for its passengers, as 
well as consistently reinvigorating 
and optimising its product, with min-
imal externalities.

recently, the operator reinforced 
the renowned ‘TaV quality’ for its 
passengers at istanbul atatürk 
airport with the implementation of 
an innovative passenger information 
System. Developed by TaV iT 

Systems, the interactive touch 
screen kiosks provide passengers 
with everything from wayfinding 
assistance to weather forecasts for 
a simplified airport journey. “we are 
furthermore harnessing information 
technology to not only ease the pas-
senger experience and operations, 
but also to maximise our commercial 
revenues. Finally, we are long-term 
investors and developers, so we 
don’t hesitate to make short-term 
investments where we expect long-
term gains,” Youssef added.

activities in project finance are 
also critical to TaV’s proliferating 
success and consistent growth. 
“we financed 10 major airport 
projects of more than uS$4 billion 
[€3.1bn] during the last 13 years,” 
Youssef said. ”we work with a pool 
of 30 international lenders and eight 
development institutions on the 
basis of structured/project finance, 
in addition to a range of short to 
long-term credit lines with almost all 
Turkish banks.”

as a result of its intelligent 
project financing strategy, TaV 
has achieved a long list of global 
firsts. in 2005 istanbul atatürk 
airport became the first lease-type 

public-private partnership (ppp) 
in Turkish financing, setting prec-
edents for numerous further 
infrastructure financings in the 
country. TaV also implemented 
the first long-term ppp financing 
in georgia and Macedonia, while 
in Tunisia, it brought about the first 
long-term private airport financ-
ing in North africa and in Saudi 
arabia realised the first fully Sharia-
compliant airport financing.

sustainability strategy
TaV’s vision for successful growth 

is one of clear-cut strategy, and one 
in which sustainability, environmen-
tal efficiency and corporate Social 
responsibility play a significant part. 
“in line with the company’s mission, 
vision and the sustainability strategy, 
TaV airports systematically moni-
tors, evaluates, reports and improves 
its performance through economic, 
environmental and social Kpis,” 
Youssef explained. “Believing in the 
collaborative nature of the issue, 
the company is reporting its sus-
tainability performance since 2010, 
adhering to the global standards set 
out by global reporting initiative. 
Furthermore, TaV is among the 32 

companies in Turkey that participate 
in the carbon Disclosure project.” 
in addition, TaV airports Holding has 
also been active in aci europe’s 
airport carbon accreditation since 
its launch. istanbul atatürk airport 
was upgraded to Level 2: reduction 
in october 2012, while İzmir adnan 
Menderes and ankara esenboğa 
airports are accredited at Level 1: 
Mapping. Through the initiatives 
and actions implemented by TaV, 
between 2011 and 2012 istanbul 
atatürk airport limited the increase 
of carbon emissions to +3.3% 
amid a +21% passenger growth. 
“ankara esenboğa and İzmir adnan 
Menderes airports have achieved 
-6.2% and -2.2% decreases in car-
bon emissions respectively, despite 
increasing passenger numbers, and 
TaV’s enfidha-Hammamet will soon 
become the first accredited airport 
in africa,” Youssef added. “in this 
respect, TaV persistently strives 
to meet the highest standards in 
corporate management, employee 
rights, efficient use of natural 
resources and minimising the envi-
ronmental impact of its operations 
and contributing to local communi-
ties,” he concluded.
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“If I am travelling to a new 
city or country for the first time, 
first impressions are the most 
important. airports and especially 
airport buildings are like the busi-
ness cards of a city or a country,” 
said Koch. “coming into a well-lit, 
spacious and comfortable airport 
building, with a friendly atmos-
phere, light colours and space to 
breathe; finding my destinations 
easily because of good orientation; 
professional and customer-friendly 
services and everything happen-
ing in a ‘stress-free’ manner is the 
perfect way to go positively into a 
new place!” 

while the implementation of 
innovative technologies such as 
self-check-in solutions, self-board-
ing gates and ‘easy pass’ facilities 
at passport control is streamlin-
ing passenger processes at K+p’s 
projects, the architect capitalises 
upon an airport’s unique culture, its 
40 years of experience, and a team 

the importance of 
innovative architecture
K+P takes a holistic, ecological, and climatically innovative approach to intelligent airport projects 
worldwide, enhancing operations through attractive architecture, a future-focus and sustainable 
development for balanced airport growth. amy Hanna discussed the relationship between intelligent 
airport design and an extraordinary passenger experience with Architect and Airport Planner norbert 
Koch, Managing Partner of K+P Architekten and Stadtplaner.

of architects with unmatchable tal-
ent, to create an airport experience 
that passengers will remember. 
passenger flow and enhanced 
capacity is enabled through the 
generation of common-sense ori-
entation and easily understandable 
signage concepts, and harmonious 
colour and lighting concepts, cen-
tralised airport buildings with logical 
passenger distribution and aestheti-
cally pleasing surroundings bring 
about an environment in which pas-
sengers want to be.

among other architectural and 
planning projects K+p has assem-
bled an accomplished airport 
portfolio. The german expert cre-
ated the “perfect” hub at urumqi 
international airport. K+p is also 
behind significant developments at 
Munich airport, where it planned 
the entire development of a central 
terminal hall, pier structure, central 
parking block and baggage sorting 
hall for its Terminal 2.

Following successful mas-
ter planning studies for Douala 
international and Yaoundé-Nsimalen 
international airports in cameroon, 

K+p’s present enterprise is the revi-
sion of the land and airside land-use 
planning study at Sir Seretse Khama 
international airport.

as well as the development of Munich airport’s new terminal 
2, K+p was responsible for the conversion and extension of the 
terminal, in which an extra floor was added to the pier building 
between 2007 and 2009. recently K+p has also commenced 
plans for Munich airport’s new satellite facility, the 
construction of which recently began during airport operations. 

K+p conducted the long-term 
development study, airport 
master plan and terminal design 
at Hangzhou International 
airport. beside the creation 
of optimal airport geometry 
landside and airside, the creation 
of a symbolic architectural form 
was of vital importance in one 
of China’s most attractive tourist 
locations, where prolific growth is 
being experienced.
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a touch of smart thinking
iberia’s project Ágora has trans-

formed Madrid Barajas airport’s 
Terminal 4 into a world-class air-
line hub. its all-encompassing, 
customer-centric approach makes 
use of revolutionary iT innovations 
to deliver a world-class service, for 
a new paradigm of customer with 
more demands and higher expecta-
tions than ever. 

as part of the project, more 
than 200 airport initiatives were 
assessed to identify the ways in 
which iberia could lead in on-time 
performance; streamline, simplify 
and improve the customer experi-
ence; continually improve airport 
efficiency; support and develop its 
employees; and leverage the ‘iberia 
spirit’ to make Madrid a global ref-
erence hub. all of project Ágora’s 
implementations are driven by their 
impact on the passenger’s ability to 
customise his airport journey, focus-
ing not only on one single touch 
point but being consistent across 
the whole value chain, to contribute 
to a stress free customer experience 
and to increase their satisfaction. 

“iT innovations, mobile solutions, 
proactive assistance and redefini-
tion of processes – with a touch of 
smart thinking and always with the 
support of iT solutions – will drive 
the change in core airport proc-
esses,” said alex rivera gil, airport 
Development project Manager. 

the new technologieS 
Set to revolutioniSe the 
airport journey

As increasingly empowered passengers seek new ways to take control of their own travel experience, 
the industry has embraced ever more ingenious technologies and intelligent innovations in answer to 
demands for an extraordinary airport journey. Be it to ease navigation, reduce waiting times in queues, 
provide flight information or help airports to plan, Information Technology and inventive solutions are 
shaping air travel as we know it. amy Hanna discussed the industry’s most cutting-edge next-
generation solutions with the companies at the forefront of today’s technological revolution.

“passengers want many different 
things – and that is actually driving 
the change – but they all have one 
thing in common: they want to feel 
independent and assisted at the 
same time.”

Spain’s largest airline has imple-
mented countless iT innovations 
to put the passenger in control, 
and deliver a quick and simple air-
port experience while creating a 
‘fit’ among iberia’s self-service 
and mobile solutions so that they 
interact and reinforce one another 
through the entire passenger proc-
ess. a next-generation visual queue 
management facility projects a 
six metre ‘floating’ image display-
ing the status of each check-in 
desk – showing green if a desk is 
free, red if it is occupied and grey 
if it is closed – and reducing queue 
times by six seconds for every pas-
senger; a saving of 10 minutes 
for every 100. iberia was also the 
first network carrier in the world 
to deploy virtual assistants – an 
advanced audiovisual system that 
aesthetically resembles a human 
agent – to provide information 
and capture the attention of pas-
sengers, encouraging them to use 
self-check-in kiosks. “another unex-
pected advantage of this initiative 
is that the customer leaves the area 
with a smile, and that is priceless,” 
rivera gil added. in addition, ‘Quick 
Service point’ touchscreen kiosks 

as part of Iberia’s project Ágora more than 200 airport initiatives were assessed, to identify the 
ways in which Iberia could lead in on-time performance; streamline, simplify and improve the 
customer experience; continually improve airport efficiency; support and develop its employees; and 
leverage the ‘Iberia spirit’ to make Madrid a global reference hub.

Leonidas daravelis, director, Information technology & 
telecommunications business unit of athens International 
airport: “In our days people are more familiar with 
technology enhancements. this in turn makes self-service 
a real service of preference for many of them, providing 
the ability to perform their airport-related transactions and 
fulfil their needs at their own pace and peace of mind, with 
minimum assistance. this is only possible through extensive 
use of the available It technology."
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allow passengers to autonomously 
navigate, obtain information on air-
port facilities and flights, print a new 
boarding pass for connecting flights, 
print coupons and file complaints 
over delayed luggage. Meanwhile, 
with all airport information automati-
cally updated across an integrated 
iT platform, roving customer service 
agents can assist with the process-
ing of passengers using ipads to 
help speed up throughput.

an extraordinary  
It experience 

industry-leading innovation is also 
taking place at athens international 
airport, where delivering an extraor-
dinary passenger experience is at 
the forefront of development. 

one of the latest additions 
to athens international airport’s 
diverse range of state-of-the art 
facilities is the Virtual assistant 
Holographic announcer, which 
provides travel information through 
projected videos, using the illusion 
of a human agent’s hologram, and 
next-generation solutions are being 
deployed airport-wide. in 2012 
a Queue Management system 
performing automated, real-time 
measurements of the screening 
point queues through cameras 
and video analytics was installed, 
and similarly the airport’s ‘Time to 
gate’ service has been recently 
introduced, to provide information 
to passengers regarding average 
queuing times at security screening 

points, as well as and the estimated 
walking time to boarding gates.

iT solutions are also enabling pas-
sengers to use their own devices 
and independently seek informa-
tion within the airport. a 60-minute 
free wireless internet connection is 
offered through the ‘wizFree’ serv-
ice, and a number of information 
and interactive information spots are 
available for public use, including 
all-in-one Kiosks – for telephone 

Innovative queue management expert blue eye video utilises existing CCtv systems, or 
implements dedicated video cameras in airports, using its ingenious technology measures and 
predicts waiting times at security checkpoints, check-in areas, passport control, taxi lanes and 
any crowded airport environment.

calls, flight information, free commu-
nication with the airport’s call centre, 
and automated destination weather 
forecasts, delivered simply by scan-
ning a boarding pass. 

Leonidas Daravelis, Director, 
information Technology & 
Telecommunications Business unit 
of athens international airport, said: 
"Brand new information points are 
planned to be deployed at both arrival 
and departure levels, supporting 

passenger interaction. These will 
provide real-time flight information, 
present food and beverage offers, 
allow real-time communication with 
the airport’s call centre, and finally 
greatly improve way finding using 
an airport map – as well as offering 
much more passenger-friendly infor-
mation. all information points will 
be equipped with state-of-the-art 
iT equipment like multi-touch moni-
tors, thin kiosks printers, Qr and 2D 
barcode scanners, to name a few.” 
The project is currently under imple-
mentation, with phased completion 
steps taking place throughout the 
year. also within 2013 the air-
port’s wayfinding Service will be 
introduced. This new develop-
ment provides dynamic information 
regarding the user’s current loca-
tion as well as directional guidance 
within the airport. The service will 
be implemented through new 
infokiosks and the updated aia 
Mobile app.

“in our days people are more 
and more familiar with technology 
enhancements,” Daravelis said. “This 
in turn makes self-service a real serv-
ice of preference for many of them, 
providing the ability to perform their 
airport-related transactions and ful-
fil their needs at their own pace and 
peace of mind, with minimum assist-
ance. This is only possible through 
extensive use of the available iT 
technology, therefore, it becomes of 
paramount importance to closely fol-
low its continuous evolution.”
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minimal waiting
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analytics can revolutionise queue 
management in airports, and to 
reduce waiting times for a better 
passenger experience. innovative 
queue management expert Blue 
eye Video utilises existing ccTV 
systems, or implements dedicated 
video cameras in airports, and using 
its ingenious technology measures 
and predicts waiting times at secu-
rity checkpoints, check-in areas, 
passport control, taxi lanes and 
any crowded airport environment. 
Blue eye Video’s boundary-break-
ing technology instantly counts 
the number of passengers in an 
image, and then calculates waiting 
times and predicts the amount of 
time passengers will lose in queue.  
“we give the passenger dynamic 
information to manage his time,” 
said pierre-Jean riviere, Founder & 
ceo, Blue eye Video. “our solution 
gives real-time data as a wayfind-
ing solution meaning all passengers 
know how long they will wait in each 
queue. They can choose walking 
longer to wait less, as the solution 
identifies every point of entry, mean-
ing some ‘hidden’ checkpoints may 
be revealed to passengers. The 
passenger knows if, for example, he 
has time to have a coffee with his 
friends before going to the security 

checkpoint. at passport control, he 
can be made aware if he will have 
a long wait and can be reassured 
about the time he needs to do make 
his connection between flights.” 
waiting times are displayed on 
a screen so that passengers are 
able to make an active decision 
about which queue to join, and 
when to join it. in this way the pas-
senger load is balanced between 
all checkpoints, meaning that air-
ports can allocate resources in 
real-time to avoid long queues, 
and are alerted when they need to 
reduce or increase the number of 
gates in relation to real-time meas-
urement, forecast and planning. 
in 2012 Blue eye Video deployed 
its technology at all security check-
points in washington Dulles 
international airport, and also equips 
immigration and security areas in 
two terminals at paris charles de 
gaulle airport. 

Led signage leading the way
epSiLoN aero – specialist in 

airport way finding systems and 
advertising boards – provides 
bespoke product development and 
high quality production all under 
one roof.

evolved as a joint venture 

pax2sIM provides airport capacity forecasts using airport 
database and process flow management. Hub performance 
is launching the new 2013 version of pax2sIM in July. It 
features an innovative new user interface for dynamic gantt 
chart, user process and new process flow management. 

between epSiLoN NV Visible 
Solutions, Belgium, and Noventis 
viscom ag, Switzerland, epSiLoN 
aero has a strong background, with 
experience in product development 
and production on the one hand, 
and in the airport business sector 
on the other, as well as nearly 22 
years of experience in the design, 
production and installation of a wide 
range of illuminated and non-illumi-
nated signs and displays, and street 
furniture in a variety of markets such 
as government, public transport, air-
ports, petro-chemistry, banking and 
insurance companies, dealer net-
works, and clients in both B2B and 
B2c sectors.

epSiLoN aero’s core business is 
based on the most recent LeD tech-
nologies for both edge and backlight 
applications, which result in products 
with high light output and low energy 
consumption. This technology is 
combined with attractive design sys-
tems, adjusted to customers’ specific 
project requirements. The installation 
of it signage elements is easy, and 
maintenance costs of the signs dur-
ing their life cycle are negligible, and 
furthermore, the wayfinding prod-
ucts are slim and customisable, and 
as a result fit everywhere. Due to 
their extremely bright light output, 
the signs offer wayfinding support 
to streamline passenger process. 
epSiLoN aero has worked with 
airports including geneva airport, 
copenhagen airport, Budapest 
airport, eindhoven airport and 
international airport Donetsk Sergey 
prokofiev, and is also globally present 
in travel retail.

in 2012 it equipped geneva 
airport with its wayfinding system, 
‘Show the way Magneto’, and its 
backlight advertising boards ‘Banner 
pTS’. about 600 Magneto wayfind-
ing systems enhance the passenger 
experience in an airport with limited 

space and a very fast growing pas-
senger flow, while the Banner pTS 
advertising concept not only func-
tions as an advertising sign but also 
as illumination for public areas – the 
perfect balance between these two 
products resulting in epSiLoN 
aero’s contribution to aig’s success.

considerable investment in its 
15,000sqm production facility ena-
bles epSiLoN aero to export its 
products and technologies on not only 
a european, but also a global level. 
Sustainability has always been highly 
valued, something translated not only 
in its products but also in its produc-
tion facilities, through intelligent energy, 
water, and recycling management.

planning for  
tomorrow today 

intelligent information Technology 
is enabling airports to accurately 
predict their future resource needs. 
HuB performance is an industry 
leader in the field, with its smart plan-
ning software for traffic forecasting. 

“our technology is used by airport 
staff to forecast, measure, compare 
and improve terminal operations 
from defined planning,” explained 
Jacques Natchia, Managing Director 
airport planning, HuB performance. 
“it makes it possible to visualise 
ideas and make objective decisions, 
rather than speculating.”

its pax2SiM facility is an 
advanced simulation software that 
calculates and forecasts traffic using 
airport database and process flow 
management, in a way unmatch-
able by a static calculator. “HuB 
performance’s job has been to 
search for the ideal balance between 
ease of use, accuracy of forecasts 
and the price of the software, so 
it brought to the airport planning 
Business the concept of Terminal 
Smart planning,” Natchia said.

The pax2SiM solution – which is 

epsiLon aero's 'banner pts' Led backlight advertising board 
with high brightness at low energy cost and low maintenance.

‘show the Way Magneto’ wayfinding edge-Led light panel by 
epsiLon aero, with high light output at low energy consumption.
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used weekly by aeroporti Di roma’s 
operational planning Team and 
in airports and businesses across 
europe – performs long, middle 
and short-term planning, from siz-
ing new projects and specifying 
needed space based on stand-
ards and capacity constraints, to 
enhancing existing operations by 
forecasting resource needs in rela-
tion to passenger dwell time targets 
and process flow optimisation. 

The ingenious software enables 
airports to plan at times when main-
taining an exceptional passenger 
experience is especially crucial. “By 
using pax2SiM it remains possible 
to anticipate operation bottlenecks 
and long waiting times of a spe-
cific planning or temporary event 
such olympic games,” Natchia said. 
“it helps minimising waiting times 
at check points so the passenger 
experience can be improved. it also 
optimises material handling equip-
ment systems in order to deliver 
bags in the best way.”

proactively managing 
passenger flow

acp-iT has been a backbone of 
support to Frankfurt airport since 
2011 when it began providing its 

innovative solution for real-time pas-
senger flow forecast and resource 
planning to europe’s third largest hub.

as well as enhancing its peak 
terminal capacity from 150,000 to 
200,000 passengers a day, allow-
ing the airport to vastly postpone 
significant planned investments 
in infrastructure, state-of-the-art 
gorDio airporTS™ system 
can significantly reduce the air-
port’s operational and investment 
costs. according to studies, the 
introduction of proactive passen-
ger flow management technology 
can achieve a 20% reduction in 
process costs at checkpoints. 

Fully integrated with the 
airport Bi System, gorDio 
airporTS™ provides Frankfurt’s 
Terminal operations centre with 
continuously updated information 

concerning threats to passenger 
flow – before they actually happen 
– giving it the means to manage 
and control passenger flow in a 
proactive manner. The operations 
team can therefore accurately 
plan the required resources 
and balance available ones, 
avoiding under or over-capacity sit-
uations. proactive passenger flow  
management at Frankfurt airport 
has led to an average reduction of 
20% in waiting times for passen-
gers  at process points in the last  
two years.

“passengers have important 
benefits from Terminal operations 
Management relying on gorDio 
airporTS™, especially reduced 
and predictable wait times at check 
points. This is clearly shown by the 
fact that during the last two years, 

customer satisfaction increased 
significantly by more than 10%, an 
important part of which is thanks 
to reduced waiting times,” said 
Laurentiu Maniu, Business unit 
Manager - gorDio airporTS™. 
“The staff also has advantages in the 
seasonal resource planning phase. 
our very fast and fully-integrated 
solution helped the planning team to 
reduce the complete planning proc-
ess from 5 days to a few hours.”

acp-iT is now working with 
other airports to start new projects 
in europe, the Middle east and 
asia, and continues to improving 
it solution. “recently we released 
a new version which includes 
an optimisation feature, giving 
operations Management a one-
click solution to make best decision 
in the case of foreseen problems 
with long queues and waiting 
times,” Maniu commented. “we 
are working on and soon releas-
ing the gorDio airporTS™ for 
airside, which will bring airports 
the same proven solution, but this 
time to accurately forecast and 
analyse the flight landing trajectory 
and landing time, ground move-
ments and departure procedure,” 
he concluded.

Iberia’s project Ágora 
takes a customer-centric 
approach, which makes use of 
revolutionary It innovations to 
deliver a world-class service. 

Website: www.naco.nl

With more than 60 years of global experience in 

airport development, NACO offers an extensive 

range of integrated airport planning, design and 

engineering services.      

Total Airport Solutions
Strategy - Planning - Design - Implementation
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the Minister for environment for sweden Lena ek and 
swedavia’s group Ceo torborg Chetkovich on the day that 
swedavia achieved the neutrality level of airport Carbon 
accreditation for all 10 of the airports in its network. 
stockholm arlanda airport was the first in the world to be 
recognised at the programme’s highest level.

designed to support the 
sustainable future growth of avia-
tion and its airports, airport carbon 
accreditation is testament to the 
industry’s commitment to limiting its 
impact on climate change. The pro-
gramme facilitates the assessment 
and recognition of participating 
airports’ efforts to manage and 
reduce their co2 emissions, as well 
as helping to deliver the financial 
benefits of heightened energy effi-
ciency, and providing a vehicle for 
the development of best practice. 
as airport carbon accreditation 
nears the end of its fourth year, 14 
airports have been accorded its 
highest accolade, and are continu-
ing to surpass their sustainability 
goals with ever more effective envi-
ronmental initiatives. airports that 
have achieved the Neutrality level 
of accreditation have demon-
strated the highest commitment to 
carbon reduction, having fulfilled 
the requirements of the Mapping, 
reduction, and optimisation levels, 

green giantS

ACI EUROPE launched Airport Carbon Accreditation in 2009, and today, 75 European airports have 
become Airport Carbon Accredited. They welcome over half of Europe’s air passenger traffic – more than 
900 million passengers each year. Of these airports, 14 have received the highest accreditation – Neutrality 
– and three pioneering operators, dedicated to minimising the aviation industry’s carbon footprint, are behind 
their success in sustainability. amy Hanna spoke to Swedavia, Avinor and SEA SpA, to find out how 
Europe’s most forward-thinking operators are leading the way for carbon neutral airports.

and offsetting residual emissions 
from those sources over which it 
has direct control, using interna-
tionally recognised offsets.

big steps in reducing the 
carbon footprint

with the accreditation of three 
of its airports, Norwegian operator 
avinor has established that it is ded-
icated to limiting its carbon footprint, 
with its oslo and Trondheim airports 
airport carbon accredited at the 
Neutrality level, and Kristiansand 
airport accredited at the reduction 
level. “of course, though safety is 
paramount, the environment is one of 
avinor’s five top priorities,” explained 
olav Mosvold Larsen, Senior 
environmental advisor, avinor. 
“our ceo Dag Falk-petersen has  
signed an ambitious company 
environmental policy, and there 
is consensus in the top manage-
ment and board that environmental 
issues, be it noise, carbon or other 
emissions, are potentially significant 

avinor’s emphasis on ecological 
electricity-powered vehicles has 
even seen it take part in the Zero 
rally 2012, a race for zero or low 
emissions cars. trondheim airport’s 
environmental adviser grethe 
Fremo participated with roy sagen, 
a fire fighter from the airport’s 
location in værnes, in the airport 
electrician’s electric car.
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constraints for developing the indus-
try, and that good environmental 
performance is advantageous to 
avinor’s reputation.”

The importance of carbon neu-
trality to the industry’s progress 
and reputation has also been felt 
at Swedavia, where environmental 
issues have been taken into the gov-
ernance of the company, together 
with social and economic concerns, 
and is considered in every part of 
its decision making. “our work is 
aiming to create a license to fly, 
and thereby enabling the country to 
grow,” said Swedavia group ceo 
Torborg chetkovich. “Sweden as 
a country is far away from many of 
the world’s important markets and 
we are extremely dependent on 
building bridges and strengthen-
ing our bonds with the rest of the 
world, so, of course, we need to do 
everything we can to minimise the 
negative impact on the environment. 
we perceive it as an opportunity to 
grow the airline industry, rather than 
letting people use it as an excuse 
not to fly. in Sweden, industry is 
very important, and tourism is also 
booming, and if we can’t fly in and 
out of the country efficiently it will 
be very difficult for these sectors  
to develop.”

as well as strengthening air travel 
accessibility in Sweden, the opera-
tor’s carbon reduction efforts are 
setting an industry-leading example 

in addressing climate change. 
Stockholm arlanda airport was the 
first to reach the Neutrality level in 
2009, and when Swedavia was cre-
ated in 2010, it was able to learn 
from the experience and apply 
its expertise to its remaining nine 
airports – göteborg-Landvetter, 
Bromma Stockholm, Malmö, Luleå, 
umeå, Åre Östersund, Visby, 
ronneby and Kiruna airports are all 
accredited at the Neutrality level. in 

sea energia was founded in 1992 to produce and sell 
energy, and is the main energy supplier of sea airports 
(for a particularly competitive pricing and a reliable power 
supply). sea promotes and manages all the actions of 
saving and rationalisation of energy consumption in its 
airport infrastructure.

since 2011, only taxis running on biofuels have been allowed to enter swedavia’s stockholm 
arlanda airport, and it was recently announced that the same policy would be applied to 
stockholm’s second airport, bromma – an example of how swedavia is instigating change not 
just airport-wide, but nationwide.

seven years, Swedavia has reduced 
its carbon dioxide emissions by 
more than -60%. its objective is 
now to achieve zero emissions 
across its airport network by 2020, 
and it is certainly on the right track 
– the operator has made significant 
advances in influencing change at 
its airports and beyond. as well as 
investing in heavy ground vehicles 
that run on renewable energies, 
since 2011, only taxis that run on 

biofuels are allowed to transport 
passengers to and from Stockholm 
arlanda. “we have also announced 
a similar commitment at Stockholm 
Bromma airport, so that’s an exam-
ple of how our actions are making 
big changes – we have forced the 
big taxi companies in Stockholm 
to change to more environmentally 
effective fuels,” chetkovich said.

environmentally effective ground 
vehicles also play a large part in 
reducing avinor’s co2 emissions. 
electric vehicles and bio-ethanol 
vehicles have been acquired at 
oslo airport, which is also embark-
ing on an investigative project 
on the use of hydrogen in airport 
vehicles. at Trondheim airport, 
environmental adviser grethe 
Fremo, explained: “we have been 
working actively on reducing emis-
sions from surface access to the 
airport. we are collaborating with 
bus companies and research insti-
tutes, and now demand that airport 
express coaches use bio-diesel. 
we also ran a programme termed 
‘use your own engine’, where 
prizes were awarded to employees 
who cycled, walked or ran to work. 
Trondheim airport is part of the 
local green Highway project too, 
and we have a fast electric vehicle 
recharger unit at the airport for pas-
sengers and other drivers.”

a clear-cut emission reducing 
strategy is also in place at Sea 
Spa, the developer and manager of 
Milan Malpensa and Milan Linate air-
ports, both of which have obtained 
the Neutrality level of accreditation. 
“Since 1992 Sea has felt obliged 
to act in the field of rationalisation 
of energy consumption and the 
search for positive benefits for 
the environment, and in particular 
also in the field of co2 emissions,” 
explained Dr. giovanni Falsina, 
Sea’s environment and airport 
Safety Manager. “in 1998 the new 
airport of Milan Malpensa was inau-
gurated and in later years, after the 
entry into force of emissions Trading 
Directive, numerous interven-
tions were carried out for gradually 
abandoning the energy production 
facilities existing in the Terminals 
1 and 2 of Malpensa airport. our 
company designed and built – with 
other institutional shareholders – an 
independent entity, Sea energia, 
with the aim of producing and sell-
ing energy to the market, and, of 
course, being the main energy 
supplier of the two Sea airports, 
Milan Linate and Milan Malpensa. 
Sea believes that certification by 
airport carbon accreditation is very 
important to confirm its historical air-
port commitment on the theme of  
climate change.”



Connecting with 
         customers

Bringing in local brands is one of the best ways to evoke the true atmosphere of 

the city an airport serves. When it comes to seeking out gems known only to locals, 

or partnering with the region’s renowned chefs such as Finland’s Michael Björklund, 

SSP is the expert. 

Michael Björklund designed the new HelsinkiMenu at SSP’s Fly Inn Restaurant and Deli at Helsinki Airport.

Taking local
global
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Sea’s environmental Management 
System (eMS) has been designed 
to efficiently handle all of the opera-
tor’s energy saving measures, and 
relies on the orientation of all airport 
stakeholders towards a responsi-
ble commitment to the environment 
in which they operate. The eMS 
considers every aspect of airport 
environmental responsibility, from 
co2 emissions, noise and air pol-
lution, and energy management, 
to water management, waste, light 
pollution, and the airport’s effect on 
the landscape. all new facilities, and 
the future of Sea’s infrastructure,  
will be influenced by its energy-sav-
ing criteria.

airport-wide initiatives
an airport is an ideal environment 

for the development of new and 
resourceful innovations in emission 
reduction and energy efficiency, 
and across its network avinor has 
developed a range of solutions. at 
oslo airport there is a continuous 
focus on energy efficiency invest-
ment, with the reconstruction of 
heat recovery in ventilation, the 
reconstruction of light armatures, 
and the mounting of LeD-spotlights 
at aircraft parking all playing their 
part in the airport’s attainment of 
carbon neutrality. Several inventive 
implementations at oslo airport are 
reducing energy consumption too, 
where an ingenious snow storage 
system will act as a cooling source 
for ventilation during the summer.

“The energy centre at oslo 
airport consists of a district heat-
ing plant, a district cooling plant 
and a ground water heat exchange 
system. The district heating plant 
provides heating for buildings in 
winter, while the cooling plant 
provides cooling for buildings in 

summer. The groundwater heat 
exchange system extracts heat from 
oslo airport’s buildings in summer 
and stores it for use underground 
in winter,” explained Hege ringnes, 
oslo airport’s environmental 
adviser. “There is a terminal expan-
sion ongoing at Terminal 2, and the 
new terminal is very energy efficient 
compared to the old terminal built in 
the 1990s. The demand for energy 
consumption is half that of the exist-
ing terminal building.”

Throughout Sea’s airport oper-
ations, a range of successful 
initiatives have been implemented 
for effective energy management, 
including different levels of termi-
nal conditioning; the introduction 
of low-consumption lamps; the 
replacement of the lighting towers 
on the Malpensa airport apron; and 
the renewal of shuttle bus services 
in Linate and Malpensa, and Sea 
is now investigating responsible 
sources of energy.

as well as launching its energy 
Saving campaign for the education 
of staff and customers on the use of 
energy and respect for the environ-
ment, it has also greatly increased 
its emphasis on the issue of renew-
able resources. “Sea is designing 
a new project related to a biomass 
plant in Malpensa and, in Linate, it 
is investigating the possibilities of 
using the artificial lake idroscalo, 
adjacent to the airport area, to install 
a heat pump,” explained Falsina.

at Swedavia, energy efficiency 
is a perfect example of its airports’ 
endeavors to reduce emissions, and 
at the same time strengthen their 
competiveness and the conditions 
for connectivity. Since 2005, energy 
consumption has been reduced 
by -20%, and its aim is to further 
reductions by -2% every year. its 

Swedavia energy sector has lead 
the way in this development, while 
much of its success comes down 
to the fact that it has put energy 
efficiency high up on the agenda 
in all of its departments as well as 
amongst its stakeholders.

Collaboration with airlines
Key to the success of airport car-

bon neutrality is the collaboration 
between operators and their third 
party stakeholders, and increas-
ingly airports and airlines are joining 
forces as allies in the battle against 
climate change. 

as the airport operator of a small 
country with three main airlines 
(network operator SaS; low cost 
carrier Norwegian; and regional air-
line widerøe), where it serves as 
both operator and aNSp, avinor 
operates in a landscape well suited 
to collaboration. “with regards 
to environment, collaboration has 
been very good over the last six to 
seven years,” said Mosvold Larsen. 
“we have been joking and term-
ing it ‘coopetition’ – a combination 
of cooperation and competition. 
airlines are fierce competitors on a 
daily basis, but manage to cooperate 
well to improve the environmental 
performance of the Norwegian avia-
tion industry. The latest addition to 
the collaboration is a comprehen-
sive project on biofuels for aviation 
published this spring. Following up 
a report from the project, avinor 
has committed to invest up to €13 
million over the next 10 years to pro-
mote production of aviation biofuels 
in Norway.”

in Sweden too, airlines are work-
ing alongside Swedavia’s airports to 
further the impact of its environmen-
tal actions. “Several of our airlines 

have ordered new aircraft that will 
start to enter the Swedish market 
from this year onwards,” chetkovich 
said. “The new aircraft will be less 
noisy, we are talking about a reduc-
tion of -20-25%, and they use fuel in 
a more efficient way – also around 
-20-25%.” chetkovich also hopes 
that Swedavia’s commitment to 
carbon neutrality will spread from 
the nation to around the world, with 
airlines using Swedavia as a bench-
mark to influence other airports’ 
emission reducing initiatives.

“we still have many steps to take. 
it’s an ongoing work and we must 
be successful to enable long-term 
growth and secure all the benefits 
of air travel. otherwise, sooner or 
later, we will reach a point where 
this growth is unwanted. and we 
really cannot do without flying. 
it brings us closer and creates 
social and economic opportuni-
ties throughout the world,” said 
chetkovich. “in many areas, such 
as more effective air traffic man-
agement and renewable jet fuel, we 
can see the development coming. 
as an airport group our responsibil-
ity lies in making this development 
possible as quickly as possible. at 
the same time we already feel that 
investments in new aircraft among 
airlines has significant public sup-
port – and when combining new 
techniques, new aircraft and better 
public transportation, the industry 
is really on the right track in deliv-
ering on demands upon a more 
sustainable transport sector.”

The final results of the co2 
reduction achieved for Year 4 of 
airport carbon accreditation will be 
announced at the 22nd aci europe 
& aci world annual congress in 
istanbul, 10-12 June 2013.

throughout sea’s airport operations, a range of successful 
initiatives have been implemented for effective energy 
management, including different levels of the terminal 
conditioning; the introduction of low-consumption lamps; 
the replacement of the lighting towers on the Malpensa 
airport apron; and the renewal of shuttle bus services in 
Linate and Malpensa.

trondheim airport’s environmental adviser grethe Fremo: “We have 
been working actively in reducing emissions from surface access to 
the airport. We are collaborating with bus companies and research 
institutes, and now demand that airport express coaches use bio-diesel.”
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HoCHtIeF airport is one 
of the world’s leading airport inves-
tors and managers, with interests 
in six airports – athens, Budapest, 
Düsseldorf, Hamburg, Sydney and 
Tirana. it is a strong portfolio – these 
airports handled a combined 95 mil-
lion passengers in 2012.

Budapest airport handled 8.5 
million passengers in 2012 – a 
strong performance in light of the 
Malév bankruptcy. The BuD Future 

hochtief SellS airportS diviSion
It was announced in May that a subsidiary of the Public Sector Pension Investment Board Canada (PSP 
Investments) had entered into a sale and purchase agreement for all shares in HOCHTIEF AirPort GmbH 
in a €1.1 billion transaction. Callum tennent reports on the development.

modernisation programme has seen 
€261 million invested in the airport 
in recent years – the centrepiece 
being the new BuD Skycourt ter-
minal building, which opened in 
March 2011 and links the existing 
Terminals 2a and 2B.

Hamburg airport has similarly 
embarked on an extensive expan-
sion programme known as HaM 
21, in which more than €350 mil-
lion has been invested in extension 

and modernisation measures. The 
airport grew passenger numbers 
to 13.7 million in 2012. Meanwhile, 
Düsseldorf airport increased 
throughput to 20.8 million passen-
gers in 2012, Tirana international 
handled 1.7 million passengers, and 
Sydney airport’s throughput rose to 
36.9 million.

Long-term investor
The sale is expected to be for-

mally completed in the second half 
of 2013. “The transaction is the 
result of a very competitive tendering 
process. we will use the released 
funds as planned to reduce debt 
and to invest in the operating infra-
structure business. The transaction 
will further strengthen HocHTieF’s 
financial and competitive position,” 
said Marcelino Fernández Verdes, 
ceo of HocHTieF.

peter Sassenfeld, member of the 
executive Board of HocHTieF, 
chief Financial officer and Labor 
Director of the group, added: 
“HocHTieF airport is passing 

into the hands of a long-term and 
trustworthy investor which will 
continue to support the airports 
business in a responsible manner. 
we have, thus, also achieved our 
goal of offering a perspective to 
the employees. we are particularly 
happy about this.”

commenting to airport 
Business, HocHTieF explained 
that the company has decided to 
focus on its core business of infra-
structure construction in future 
and, as a consequence, other 
business activities are being sold. 
HocHTieF commented: “on the 
whole, HocHTieF wants to realise 
a more rapid capital turnover in 
future. in addition, the assets 
had reached a degree of matu-
rity in the light of which a sale to  
another type of shareholder was 
a solution that made sense. as a 
construction group, HocHTieF 
is traditionally focused on the 
construction phase and the 
immediately following phase of  
value optimisation.”

the bud Future modernisation programme has seen €261 million 
invested in the airport in recent years – the centrepiece being the 
bud skyCourt terminal building.

athens International airport 
has introduced a number of 
initiatives to enhance the 
passenger experience, including 
an internet island in the intra-
schengen departures area and 
virtual assistants.



Growth needs experts

The SkyCourt at Budapest Airport – keystone for the success of this HTA holding. For Budapest, 
HOCHTIEF AirPort (HTA) is a strong partner, operating creatively and in line with customer requirements 
to move the airport forward and lastingly enhance its value. 

All six airports in our portfolio highlight our ability to recognize and tap potential. This is something we have also 
demonstrated in practice at many other airports in Europe, Asia, Australia and North America. It is an ability from 
which you, too, can benefi t. HOCHTIEF AirPort offers its clients made-to-measure solutions which enable them 
to position themselves perfectly in the aviation market.

For more information go to www.hochtief-airport.com 
or get in touch with us via consulting@hochtief-airport.de.

PURPOSE-DESIGNED 
SOLUTIONS – BY HTA
Integrated Services from HOCHTIEF AirPort 
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In 2012 bogotá’s el Dorado 
international airport handled nearly 
310,000 national and international 
flights – and almost 23 million pas-
sengers – and growth shows no 
sign of slowing. with throughput 
increasing at a rapid rate, its mod-
ernisation is both well timed and 
well considered.

The expansion programme has 
already seen the rigorous rejuvena-
tion of the airport’s existing facilities, 
as well as the inauguration of the 
state-of-the-art new international 
Terminal 2 in october 2012. work 
is currently underway on the final 
phase of the project – an extension 
of the remodelled terminal, which 

bogotá’S technologically 
advanced new terminal

El Dorado Airport’s passenger traffic has been growing by double-digits annually for a number of years. 
In order to support this consistent growth and enhance operational efficiency, a major modernisation and 
expansion programme is underway that is transforming the passenger experience in some exciting and 
innovative ways. amy Hanna reports.

will begin handling domestic flights 
when it is completed in July 2014. 
The transformed el Nuevo Dorado 
international airport will undoubt-
edly form the largest infrastructure 
project in colombia’s capital city, 
and, while, already one of the larg-
est air travel hubs in South america, 
the airport promises to become the 
most modern in the region.

when opaiN (operadora 
aeroportuaria internacional) – a 
consortium of Swiss Flughafen 
Zürich and a number of colombian 
engineering and construction com-
panies – became operator of the 
airport in 2007, it was quickly 
decided that fulfilling the needs of 

the region’s multiplying passenger 
traffic would mean developing a 
new facility with enhanced ameni-
ties for airport and passenger. $1 
billion (€770 million) has been 
invested in the elaborate modernisa-
tion and expansion project, which, 
with the construction of the new 
terminal, has seen the airport’s foot-
print expand from 50,000sqm to 
over 163,000sqm.

Juan pulido, general Manager, 
opaiN said: “in modernising and 
expanding the terminal we wanted 
to provide our passengers with 
greater comfort, better safety, faster 
and friendlier service, and more 
information as they journey through 
the airport. This requires reducing 
queues, introducing self-service 
check-in and providing real-time 
information along all points of the 
journey. we’re very happy with the 
progress made so far and we look 
forward to our next key milestone in 
2014.”

The new five-storey Terminal 2 
is certainly designed with the pas-
senger experience in mind. a +44% 
increase in the number of immi-
gration counters will considerably 
reduce waiting times for travellers, 
while augmented security filters 
have been implemented to enhance 
passenger comfort. in addition, 
the new terminal’s ‘Systematised 
airport’ concept has enabled 
the centralisation of in-terminal 

air conditioning, air injection and 
extraction, lighting and emergency 
measures for operational efficiency. 
an automated lighting system that 
reduces energy consumption and a 
rainfall water recycling system that 
reduces water usage have been 
installed to ensure environmentally 
sustainable airport activities.

as part of the programme, 
global air transport iT and com-
munications specialist SiTa – in 
collaboration with Johnson controls 
– has transformed the termi-
nal with 15 innovative passenger 
processing solutions. Designed to 
optimise infrastructure and opera-
tional efficiency, the technology 
has enhanced business intelligence 
in the terminal by automating and 
integrating airport processes. The 
airport’s airlines can now make use 
of the new common-use check-in 
and transfer counters, while passen-
gers can utilise self-service check-in 
kiosks, and the baggage manage-
ment system is entirely automated.

“our new international terminal is 
the most technologically advanced 
air terminal in colombia, thanks to 
SiTa and Johnson controls. Not 
only does it provide a gateway to 
our capital, Bogotá, it also serves as 
a symbol of the country’s desire to 
modernise and integrate with neigh-
bouring nations. This makes it one 
of colombia’s most important infra-
structure projects,” pulido added.

pulido: “In modernising and expanding the terminal, we wanted to provide 
our passengers with greater comfort, better safety, faster and friendlier 
service, and more information as they journey through the airport.”

$1 billion (€770 million) has been invested in the 
modernisation and expansion project, which, with the 
construction of the new terminal, has seen the airport’s 
footprint expand from 50,000sqm to over 163,000sqm.
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Improved passenger flow 
and shorter queues at immigration 
can have an important beneficial 
impact on airport efficiency and the 
passenger experience. 

“The main trend developing is 
indeed the optimisation of pas-
senger processes,” confirmed 
ute Nellen, Head of Marketing 
communication, Strategic 
Marketing, Kaba gallenschütz. 
“increasing self-service and pro-
viding more automated solutions 
at immigration can reduce queues 
and simplify processes for the 
passengers. This is an area where 
there is room for improvement in 
the industry. generally there is 
still a lot of room for passenger 

automated border 
control innovation
Some of the industry’s most innovative solutions 
providers are developing automated border 
control technologies to enhance the passenger 
experience. Callum tennent examines some of 
the latest developments.

self-service in airports. There 
needs to be more convergence, 
too – the sharing of information 
between airports, airlines and 
authorities. using biometrics for 
identification could lead to more 
secure, more comfortable and 
faster processes.”

Kaba’s automated border con-
trol unit is comprised of a barrier 
system with an internal document 
reader and an external biometric 
device. its ability to scan both pass-
ports and biometrics means that 
staff workload is reduced, docu-
ment fraud is better prevented and, 
most importantly, waiting times at 
border control are reduced. Nellen 
explained that if verification fails, 

the passenger is led directly to the 
manual passport control without 
blocking the passenger flow.

daa pilots automated 
border control

a pilot is underway of self-service 
immigration control at Dublin airport, 
where the irish Naturalisation and 
immigration Service and Dublin 
airport authority are collaborating 
on the introduction of automated 
border control gates. The pilot will 
last until october. as part of this 
project, SiTa’s iBorders biometric 
gates, which are provided by Kaba, 
use the latest biometric technology 
to identify each passenger through 
facial recognition. They rapidly verify 
that the passenger is the passport 
holder and is authorised to access 
the country. They are currently pro-
cessing up to 1,000 passengers 
per day, in as few as 7.5 seconds 
each. alan Shatter, Minister for 

Justice, equality and Defence, 
commented: “Border control 
arrangements at Dublin airport are 
currently undergoing major change. 
immigration control processes are 
being reviewed and leading-edge 
border technology such as auto-
mated gates is being tested. Many 
major european airports are adopt-
ing a similar trend towards the 
deployment of automated gates 
for immigration control functions 
to enhance passengers’ experi-
ence on arrival at airports while also 
strengthening border security. The 
trial period will test the suitability of 
e-gates for use at Dublin airport with 
a view to providing a more secure 
and efficient means for clearing 
passengers through immigration 
control. i look forward to receiving 
recommendations on the future use 
of such technology on conclusion of 
the trials.”

a core element in this solution 

ute nellen, Head of Marketing Communication, strategic 
Marketing, Kaba gallenschütz: “Increasing self-service and 
providing more automated solutions at immigration can 
reduce queues and simplify processes for the passengers.”

the Irish naturalisation and Immigration service and dublin 
airport authority are collaborating on a pilot of automated 
border control gates at dublin airport.
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is Nec’s NeoFace face recogni-
tion software, which is designed to 
provide high accuracy and selectiv-
ity regardless of the database size 
and image quality. This, combined 
with the gates provided by Kaba, 
results in a seamless experience for 
the passenger.

Dan ebbinghaus, SiTa Vice 
president, government Solutions, 
said: “SiTa has extensive experi-
ence in dealing with the challenges 
facing border control authorities 
around the globe; in the region 
of 30 governments use our iBor-
ders systems to keep their borders 
secure. our gates in use in Dublin 
provide a fast and seamless experi-
ence for the passenger. importantly, 
because they combine our air 
transport industry experience and 
market knowledge with the fastest 
and most accurate face recognition 
software in the market, they also 
ensure accuracy and speed for bor-
der control and airport authorities.”

To both cater to the modern 
mindset of heightened-security, 
whilst also working towards a 
quicker process, in 2006 Vision-
Box became the first company in 
europe to deploy automated border 
control egates at an airport. These 
egates are based on face match-
ing verification against epassports. 
“This use of biometrics is clearly 
one of the strongest trends today 
in terms of airport innovation. The 
passenger biometric validation 
only occurs at the border level, 
but expanding its use across the 
whole journey will empower the 

passenger in terms of self-service 
since the identification is automatic 
and gifts authorities a better control 
of the infrastructure,” commented 
Nuno periquito, Marketing Manager 
for Vision-Box. “what we are see-
ing more and more, is airports 
adopting automated border control 
technology in order to assure stron-
ger border integrity but at the same 
time provide a more pleasant and 

positive passenger experience.”
in January, Vision-Box celebrated 

the passage of one million travel-
lers through its automated border 
control e-gates at amsterdam 
airport Schiphol. There are a total 
of 36 units at the airport, located 
in the Departure 3, arrival 3 and 
transit areas between Schengen 
and non-Schengen. Vision-Box 
is also responsible for the gates 

transaction manager platform, which 
controls how they operate, defines 
the associated business rules and 
border checks processes.

Miguel Leitmann, Senior Vice 
president of Vision-Box S.a. 
explained that the large number 
of passengers that have passed 
through the automated border con-
trol e-gates reinforces the idea 
that this is the beginning of a new 
paradigm shift being witnessed in 
airports worldwide. “Border con-
trol today has evolved to a point 
where we can clearly improve the 
passenger experience, not only by 
facilitating the border crossing pro-
cess but also by making it as simple 
as possible, while still maintaining 
the security level required by border 
control agencies,” he said.

“using biometrics – facial recog-
nition, iris recognition, or fingerprint 
recognition – as the identification 
token, it is possible to consolidate 
the passenger information at each 
interaction and check, for example, 
if the person boarding went through 
border control,” added periquito, 
while Kaba’s Nellen summed it up 
as “Three words: Security, speed 
and simplification.”

Kaba’s automated border 
control unit is comprised 
of a barrier system with 
an internal document 
reader and an external 
biometric device.

nuno periquito, Marketing Manager, vision-box. “What we are seeing more and more, is 
airports adopting automated border control technology in order to assure stronger border 
integrity but at the same time provide a more pleasant and positive passenger experience.”
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safeskys is the world’s larg-
est provider of airport Bird control 
Services. it provides:

•  Bird Control Training for OPS / 
rescue & Fire Fighting Services 
staff. it can train staff at your air-
port or managers in the uK. The 
course lasts three days;

•  ICAO 13km bird hazard surveys. 
initial surveys and annual checks 
of all sites which attract birds 
and SafeSkys can propose 
measures to remove attractants;

•  Set up of a Bird Control Unit 
(Bcu). SafeSkys can set up a 
dedicated Bcu on your airport 
and manage your bird control 
effectively using local staff;

•  SafeSkys can advise on all 
forms of wildlife control;

•  SafeSkys is recognised by the UK 
caa and eurocoNTroL; and

•  SafeSkys is a member of  
aci europe.

SafeSkys was formed in 1993 
and provides bird control services to 
74 european airports. it is also an air 
Navigation Service provider (aNSp) 
and provides air Traffic control 
Services, including aTc engineering 
to uK airports. it has provided Bird 
control Services to every royal air 
Force airfield in the uK.

stand 62

safeskys provides bird 
control services to 74 
european airports.

bird control 
ServiceS

noiSe and track flight management
01db airport Monitoring 
is a unique solution for noise and 
track flight management designed by 
the users for the users. The acoeM 
system is based on an advanced 
noise monitoring station, Duo, and 
a user-friendly and modular software 
suite, Mapaero (high performance 
for noise and flight tracks correlation, 

advanced reporting module, google 
integration). as products are nothing 
without services, acoeM system-
atically provides local support for 
the best customer experience. in this 
way, the 01dB airport Monitoring 
solution has been designed to 
reduce costs linked with installa-
tion, use and maintenance. its local 

01db airport Monitoring 
is a unique solution 
for noise and track 
flight management 
designed by the 
users for the users.

altadona’s expertise is in real-time data integration 
from disparate sources through software that enables 
airports to make intelligent real time decisions based 
on this aggregated data to further improve operational 
efficiency, customer experience and security.

partners are chosen with experi-
ence in noise measurements and 
airport operations. Due to the quality 
of local services, it is proud to keep 
its airport customers satisfied and 
stay in close contact with them on a  
daily basis.

stand 10

altadona reports positive 
feedback on being an aci europe 
world Business partner, convey-
ing that the knowledge gained and 
networking opportunities provided 
have been invaluable to the com-
pany. This has enabled altadona to 
further evolve its solutions offering 
meeting the requirements and exact 
needs of airports around the world, 
thanks to vital feedback from aci 
members.

altadona’s expertise is in real-
time data integration from disparate 
sources through software that 
enables airports to make intelligent 
real-time decisions based on this 
aggregated data to further improve 
operational efficiency, customer 
experience and security.

altadona can provide custom-
ised software modules to perform 

real-time data 
integration

certain tasks or can also provide a full 
common operating environment plat-
form for total integration of one’s airport 
systems. recent projects include 

automation of billing for de-icing, and 
common use boarding gate checks.

stand 45
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amadeus is a leading pro-
vider of advanced technology for 
the global travel industry. a truly 
multinational company employing 
11,000 people, it is headquartered 
in europe and operates in 195 
countries. The company is a leader 
in electronic travel distribution and 
is a pioneer in community plat-
forms. Through its iT business 
division, amadeus offers an exten-
sive portfolio of solutions centered 
on streamlining the operational 
and distribution requirements of its 
diverse customer base. customer 
groups include airlines, hotels, rail-
way companies, ground handlers 
and airport operators to name just 
a few. The company invested over 

advanced 
technology

amadeus’ data centre in erding, germany.

14% of revenues in r&D in 2012, 
placing it first among european 
companies by total research and 
development investment in the area 
of travel and tourism. it is listed on 
the Spanish Stock exchange and 
is included in the indices iBex 35, 
euro SToxx and Dow Jones 

Sustainability index international 
and european. amadeus is the only 
company in its sector with its own 
global data processing centre – in 
2012 it processed over a billion 
searches per day.

stand 13

Zoeftig is showcasing 
a new range of in-seat 
power units designed 
for passengers’ 
convenience and 
accessibility at this 
year’s aCI europe 
/ WorLd annual 
Congress & exhibition.

doppstadt austria is a 
manufacturer of the heavy duty 
carrier vehicles, ‘griZZLY’. The 
company is located near Vienna, 
where the vehicles are developed, 
manufactured and after sales activi-
ties are performed.

a wide range of changeable high 
performance attachments is avail-
able – with increasing focus on airport 

heavy duty 
vehicleS

doppstadt austria is represented by strong partner companies worldwide, such as Forsen 
Makina servis ve ticaret a.s. in turkey.

demands – and allows for multi-purpose 
applications throughout the seasons, e. 
g. for snow clearing, green area care, 
forestry, and road construction.

The newest developments are 
airport jet sweepers and high per-
formance snow cutters/blowers.

The vehicles are highly eco-
nomical and attract more and more 
airports as significant savings can 

be achieved in the maintenance of 
airport areas without making com-
promises in performance compared 
to specialised equipment. 

Doppstadt austria is represented 
by strong partner companies world-
wide, such as ForSeN Makina 
Servis ve Ticaret a.S. in Turkey.

stand 14

Zoeftig is showcasing a 
new range of in-seat power units 
designed for passengers’ conven-
ience and accessibility at this year’s 
aci europe/worLD annual 
congress & exhibition. The inFiNiTe 
power range facilitates more widely 
available, convenient, ‘personal’ 
power across the airport. it also 
features an ‘intelligent charging’ 
system, which automatically recog-
nises different types of devices and 
provides the optimum power, short-
ening the charge time required for 
passengers in transit.

also on show is the powerarm 
for Zenky and Zenky+, which is 
already popular. it, too, delivers 
mains power via a range of inter-
national socket types, as well as a 
uSB port for charging handheld 
devices such as mobile phones. 
its modular nature means that 
additional powerarm units can be 
retro-fitted into any of the standard 
Zenky arms already installed on-site, 
so the number of power outlets can 
be increased easily to meet grow-
ing demand. This also means the 
unit is easily upgradable to cater for 
any future technology requirements, 
thus ensuring it is not outlived by the 
seating itself.

stand 02

in-Seat 
power unitS
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Committed to technologically 
advanced, cost-effective and very 
reliable display solutions, coNrac 
is a market leader for the supply of 
public displays and passenger infor-
mation systems.

coNrac’s philosophy is to 
provide customers not only with 
products, but with the best display 

diSplay 
SolutionS

ConraC installation at dubai International airport’s 
new Concourse 3: public displays 61xx series 
featuring energy efficient e-Led technology.

Hi-Lite offers an entire 
package of airfield 
maintenance services 
and uses the finest 
materials, equipment 
and manpower.

or system solution for their projects: 
professional project management 
from consulting and conceptual 
design to installation and service. 
Long-time business relationships 
and installations in over 200 airports 
worldwide clearly are testament to 
the success of this strategy.

coNrac’s HQ, r&D and pro-
duction are based in germany. a 
global network of subsidiaries, sales 
offices, as well as sales and service 
partners, make sure to be as close 
as possible to the customers.

stand 04

Hi-Lite global Corporation 
is one of the leading airport runway 
marking and maintenance com-
panies in the world. Hundreds of 
airports around the globe have 
trusted Hi-Lite to make their airfields 
safer. By offering an entire package 
of airfield maintenance services, and 
using the finest materials, equip-
ment and manpower, Hi-Lite has 
proven time and time again that 
it provides quality service and an 
incredible finished product that 
meets or exceeds Faa and icao 
guidelines and regulations.

Hi-Lite global’s airfield main-
tenance services include runway 
and taxiway markings, runway rub-
ber removal, paint removal, surface 
preparation, pavement rejuvena-
tion with rejuvaSeal, pavement 
maintenance, friction testing and 
airport consulting.

Hi-Lite’s professional, expe-
rienced team and modern 

runway marking and maintenance
equipment are among the best 
in the business. This powerful, 
effective combination of man and 
machine makes Hi-Lite global 
corporation the right choice and 

among the best value of any air-
port marking and maintenance 
company in the industry.

stand 52

vanderlande Industries 
designs, builds and services bag-
gage handling systems for airports 
of all sizes. its systems and ser-
vices focus on improving logistics 
processes and increasing logistics 
performance today, tomorrow and 
throughout the entire life cycle.

Visitors can find out about the 
latest innovations in baggage han-
dling systems and services at the 
aci europe/worLD annual 
congress & exhibition 2013. 
Vanderlande industries solutions 
combine operational effectiveness, 

baggage handling technologieS

vanderlande Industries 
designs, builds and services 
baggage handling systems for 
airports of all sizes.

short connection times and high 
conveyability. with a broad range 
of products and iT, it can meet any 
airport’s demands in full – from 
check-in through transportation and 
sorting systems to baggage reclaim.

with over 600 references from 
regional to large international airports 
worldwide, Vanderlande industries is 
a world leading supplier – and can 
offer all baggage handling technolo-
gies, including integration of robotics, 
vision technology and rFiD.

stand 01
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innovative training approacheS
A number of innovative approaches are being taken to staff training in the airport food & beverage 
business, as Lee sheldon, L&D Director, SSP Group, explained to ross Falconer.

people visiting airports 
are there primarily to travel and not 
to eat and drink, albeit that there 
are many travellers who arrive ear-
lier to eat, drink and shop. The 
travel environment has considerable 

across its business and has a com-
prehensive training structure in 
place called ‘SSp academy’. The 
company partners with some of 
the world’s leading institutions to 
deliver training, such as Franklin 
covey. Many of these initiatives are 
focused on local Hr requirements. 
SSp’s rosen college programme, 
developed in partnership with the 
university of central Florida, was 
devised to help management teams 
from all parts of the business. The 
week-long programme combines 
classroom theory and case studies 
in sessions led by some of the most 
respected figures in the catering 
business. These include restaurant 
business guru Jim Sullivan, whose 
cV includes some of the world’s 
biggest-name brands such as walt 
Disney, McDonald’s, coca-cola and 
wal-Mart, as well as Dr christopher 
Muller, a leading academic expert in 
the field of chain restaurant manage-
ment. Meanwhile, SSp also recently 
launched a programme that lead 
manager to a degree. “The new 
training programme was launched 
to provide a structured training path 
leading to a recognised qualification 

for SSp’s most talented managers. 
it has particular appeal as an alterna-
tive for those who choose not to go 
to university,” commented Sheldon.

alongside the logistical chal-
lenges of working in the airport 
environment, including late finishes 
and early starts, Sheldon highlighted 
the complexities of getting staff to 
the airport and through security, 
which he said can make recruitment 
a challenge. “all of the businesses 
at the airport are competing for 
high quality staff. However, we work 
hard to be an attractive employer, 
as working in food travel retail can 
be immensely rewarding with plen-
tiful opportunities,” said Sheldon. 
“SSp has a range of local and 
global initiatives in place and has 
invested heavily to attract, develop 
and retain the best in the business. 
These include internal programmes 
to develop front-line staff, building 
a reputation with leading hospitality 
and catering colleges, and maximis-
ing the flexibility of the workforce. 
in a service business, recruiting the 
right people is essential, and select-
ing those with a can-do attitude is 
essential, not an option.”

sheldon: 
“We work hard to be an 
attractive employer, as 
working in food travel retail 
can be immensely rewarding 
with plentiful opportunities.”

complexities for all concession busi-
nesses and food & beverage is no 
exception. at a busy airport, the 
pace is fast and the hours long, 
travellers may not speak the local 
language, may be in different time 
zones, or may be anxious about 
their journey, and these are very dif-
ferent challenges to the high street. 
“we therefore need to help and 
assist our customers as much as 
we can; this means that SSp has to 
recruit staff with a great attitude and 
train them with considerable care,” 
explained Sheldon.

SSp has a number of brands in 
its portfolio, ranging from Starbucks 
and caffè ritazza to Burger King 
and M&S Simply Food. Training and 
development is, therefore, more than 
at a mono-brand high-street chain.

SSp has a spread of training 
and development programmes 

pioneering duty free atu duty Free, founded in 
1999, is a joint venture between 
TaV airports Holding and unifree 
Duty Free/gebr. Heinemann Kg. 
aTu is professionally supported by 
the unifree/Heinemann partnership 
with effective logistics organisation 
and a strong purchasing power. 
aTu Duty Free has transformed into 
one of the pioneers in the duty free 
operations and travel-related retail 
sector, operating duty free stores 
including concept stores based on 
various international shopper pro-
files, sub-operators and separate 
stores at nine different airports in 
five countries.

it has been ranked among the top 
100 companies in Turkey, as well as 
the top 15 retail companies world-
wide, owing to its stabilisation policy 
and reputation, as well as its inter-
national experience acquired from 
numerous cooperations.

To ensure a constant quality of 
service, aTu Duty Free ensures that 

the most qualified employees with 
the right skills present the most pro-
fessional service to customers. as 
every single detail aTu focuses on 
is to assure maximum customer sat-
isfaction, utmost effort is shown to 
effectively manage and take major 
control of customer relationships. 
accomplishing this requires a busi-
ness model that guides the customer 
experience and understands the great 
impact of customer satisfaction on the 
success. aTu uses the most effective 
ways to reach this goal by capturing 
and properly analysing the right calls, 
soliciting customer feedback, provid-
ing timely coaching and guidance, 
and making process adjustments 
when necessary to help ensure cus-
tomer loyalty and commitment. aTu 
Duty Free’s business principle is 
to gain a true insight into customer 
satisfaction so as to boost the  
business performance.

stand 42

atu duty Free operates stores at nine 
different airports in five countries.
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groningen airport eelde 
is the airport of the northern 
Netherlands. groningen is at the 
heart of the Netherlands’ oil and 
gas industry, with a number of major 
companies, such as gasunie, based 
in the region. The airport saw an 
impressive +40% rise in passenger 
numbers in 2012 to 208,660. The 
summer 2013 schedule offers a 
wide range of destinations, including 
charter services from transavia.com 
and corendon to Spain, greece, 
portugal, Turkey and the canary 
islands. a recent addition to the 
route network is corendon’s twice-
weekly service to antalya, which 
was made possible by the opening 
of the extended runway. Meanwhile, 
ryanair has introduced three routes 
from groningen during this summer 
season – to Milan Bergamo, Mallorca 
and girona Barcelona.

Marco van de Kreeke, airport 
Director, said: “groningen airport 
eelde is of and for the northern 
Netherlands. we connect the north-
ern Netherlands with the world 
around us. within europe, the north-
ern Netherlands is an interesting 
region with more and more interna-
tional relationships. with the longer 
runway we can improve access to 

groningen airport 
completeS runway 
extenSion

Groningen Airport Eelde’s runway extension from 1,800m to 2,500m was officially opened on 24 April, 
enabling a wider range of destinations to be served from the airport. ross Falconer reports.

and from the region, which means 
more connections from groningen, 
but also new opportunities for 
incoming tourism.”

The year-long runway extension 
project included applying a new 
surface layer over the entire length 
of the runway. The runway was not 
treated with the usual tar asphalt 
surface layer, but rather with a top 
layer that consists of the innovative 
and more eco-friendly SMa-plus – a 

Stone Mastic asphalt that has been 
treated in such a way that it provides 
the skid resistance required for 
runways. Further enhancing the sus-
tainable credentials of the project, 
the electricity needed for the work 
was generated from wind power. 
The runway lighting is provided by 
energy-efficient LeD lights, which 
provide a 60% energy reduction on 
traditional runway lights. Meanwhile, 
it was necessary to raise the runway, 

for which a material known as bot-
tom ash was used – this is produced 
in a recycling incinerator. The airport 
also set aside seven hectares of 
land to the north and south of the 
runway, in which it has planted trees 
to compensate for those lost during 
the extension works.

The official opening was per-
formed by wilma Mansveld, State 
Secretary of infrastructure and 
environment. She commented: 
“The longer runway ensures better 
access and economic opportunities 
for the North. The presence of an 
airport with a range of destinations 
is an important location condition for 
many companies. The environment 
also benefits from a longer runway, 
because a refuelling stop some-
where else is no longer necessary.”

The runway extension opens 
up route opportunities to desti-
nations further afield in europe, 
without operating restrictions, 
making it a more attractive propo-
sition to airlines. it is expected to 
boost the economy of the northern 
Netherlands, resulting in additional 
jobs and incoming tourism, and con-
tribute to achieving the objective of 
becoming a fully-fledged regional 
airport of national importance.

Marco van de Kreeke, airport director: “groningen airport 
eelde is of and for the northern netherlands. We connect 
the northern netherlands with the world around us.”

groningen airport eelde’s 
runway extension from 1,800m 
to 2,500m will enable a wider 
range of destinations to be 
served from the airport.
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7.5 million passengers in 2012, nearly 3 million business travellers
No. 1 international gateway to the South-West of France, 

major player in economic development
No. 1 regional freight airpor t in France

2nd French airpor t to be cer tified for Airpor t Carbon Accreditation.
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