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“In Khun Vichai, the world has lost a great man. A man of kindness, of generosity 
and a man whose life was defined by the love he devoted to his family and those he 

so successfully led.” – Leicester City Football Club
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In loving memory
Vichai Srivaddhanaprabha



The changing airport and travel retail 
commercial eco-system































The Time-Honoured Trinity ‘Thorn’! 
The tender model



“The airport does not demand or extort 
the rent from the retailer, hold a gun to 
their head, threaten to take their 
firstborn or hold them to ransom. The 
duty free operators offer a number 
which they believe they can afford, and 
one, you would think, which will bring 
them EBITDA.”
– Andrew Gardiner, 
Chief of Retail, Melbourne Airport

“The	investments	are	going	to	need	to	
shift,	for	example	from	in-store	
communication	to	the	full	journey.	

“The	tender	model	needs	to	adapt	to	allow	
those	investments	in	the	different	channels	
which	will	drive	penetration.”

– Dayalan Nayager, Managing 
Director, Diageo Global Travel



“We	need	to	change	the	relationships	we	
have	today	with	airports.	The	concession	
business	should	evolve.”

“We	have	a	concession	contract	structure	
today	that	doesn’t	allow	the	right	tools	to	
allow	us	to	create	value	and	invest	in	being	
different.”

– Julián	Díaz
CEO, Dufry

“We	hear	a	lot	about	partnership,	but	real	
partnership	is	to	understand	the	problems,	
conditions	and	consequences,	then	to	
adapt	the	concession	portfolio	and	
relationships	with	brands	and	drive	the	
business	forward.	

“We	can	create	a	sustainable	business,	but	
the	basics	are	not	right	because	we	focus	
too	much	on	the	Minimum	Guarantee.”

















Humanisation vs Digitalisation

























“The omni-channel model – led by an 
airline, because you need to be in 

partnership with the airline, and you need 
to be able to use the consumer data that 
the airline has – is the way forward.” –

Roberto Graziani





“The sky is 
falling down!”




























