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An alrport on the wupe gcompetingg

A 8 years of competition in strong independent ownership
A Increase from 31 to 46 million passengers since 2009

A £1.6 billion of investment in capacity, service, technology and
commercial projects

Our big challenges and opportunities

A Runway and airspace capacity Very strong demand
A Core service capacity Constrained infrastructure
A Growing sales per passenger Online competition

A Consumer landscape Rapid change, increased
demands, higher expectations

Efficient, effective service outcomes delivered with a friendly human touch requires
rigorous focus on process, technology and people




Gatwick Airport by numbers: the most productive airport
Infrastructure on the planet

A The worl doés busiest single
days 900+ aircraft movements

A The UK6s | argest networ k:
74 countries

A 46 million passengers per year

A 130,000 passengers per day
A 12,000 per hour through security



http://www.gatwickairport.com/business-community/about-gatwick/transforming-gatwick/Improvements-Planned-For-the-Future/
http://www.gatwickairport.com/business-community/about-gatwick/transforming-gatwick/Improvements-Planned-For-the-Future/

How have our passengertsnd need:

ldonot want P | want to feel in control

Technology improves 2011 2016 Technology provides
passenger processes & flow personalised experiences

Every day >120k empowered, informed, demanding, tech-enabled consumers come
through our doors




Relaxed, happy customers need a great environment, fast and
predictable processes, finger tip information and a human touch

Physical journey

Investment in terminals & operations to deliver

capacity, quick core processes and a quality
customer environment
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Digital journey
Trained staff curate and deliver memorable Automation, digital technologies are powerful
experiences to gain customer advocacy and build consumer realities which need to be exploited in the
reputation Interests of customers and our bottom line
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http://www.bing.com/images/search?q=happy&view=detailv2&&id=42493F3E2BF8757F3833BAB6488ABB2EA2BE309A&selectedIndex=7&ccid=pQAPthfL&simid=608038882128432152&thid=OIP.Ma5000fb617cbdc2fc6016e437ffae53bH0
http://www.bing.com/images/search?q=GBP&view=detailv2&&id=E1E25E21DBB3F87BABCCFFE5D17755D9C6912AAD&selectedIndex=7&ccid=iogs8Amy&simid=608002422155379133&thid=OIP.M8a882cf009b2951ea6763b552be14398o0
http://www.bing.com/images/search?q=GBP&view=detailv2&&id=E1E25E21DBB3F87BABCCFFE5D17755D9C6912AAD&selectedIndex=7&ccid=iogs8Amy&simid=608002422155379133&thid=OIP.M8a882cf009b2951ea6763b552be14398o0

Technology has transformed our passenger journey and service
delivery
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