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INTRODUCTION

Ladies and Gentlemen,

| am deligihted to- be here at the CTO event on tire beawtiful
sland of St Martini Ity fair to- say that not many of my
speaking occasions have el o sfunining backorop to- them!

Ay yow kinow, Wlllie Walsiv, my predecessor, attended Hilsy event
wn 2010 and committed that we would refurn this year so- 'm
pleased to- be able to- represent Britusihv Alrwaysy i 2011,

The towrism ndwstry sy never one to- stay st ande much hag
changed since Wllie spoke last year. 2010 was predicted to- be
a difflendt year for trovel and tourism, and oF wos:

The latest ABTA trowvel report indicates that the number of
holidayy taken unv 2010 dropped from the previows year and



soles v 2011 howve been slow-to- recover. Our oww sales figures
support that trend.

Althowghv we have seen o ruse uv premivan ficket sales, mostly
supported by an ncrease Un corporate spending, Uy true to say
that lessure sales are stUL governed by price.

Trowvel hay not beenw the only sector to- suffer, the Britishv Retail
Covsortunm recently reported thot despite a modest mprovement un
salesy during the past few monthy, overall conditions remain very
Aiffienlt for retailers

Growtiv v the UK has been stagnant and only last week The Britisiv
Chambery of Commerce downgraded sy forecast for UK economic
growtiv thisy yeor for the thivd tume: I+ now- expects the economy fo-
expand just 1.1 per cent v 2011, compared withe iy 1.3 per cent
estumate b June and 1.9 per cent at the stourt of the year.

IAG/IBERIA

The global recession continunes to- cost a shadow over the trovel
sector with Ky Flightsy and. towr operator Holidaysy 4 U being
the latest victums un He UK.



To achienve stability and nerease growthv, we're seeing move of o
trend towards business consolidation across the travel inoustry.
Most recently we've seen a merger between Thomas Cook and
Co—op and of cowrse the creation of Infernational Aurlines
Growp, wirich now- includes Britisiv Alrways.

Merging witr Iberia makes wsy o bigger ployer un global
atation — U fact, the uxtiv largest growp un e world by

reveinil,

I+ meany that we are better able to- withustond the wncertainties
and. occasional shotks of the world economy, and better able fo-

We will buidd on botiv airlines strengtiv and leadersivip un
thelr respective markets: [peria b Latin America anod Britishv
Abrwaysy v Nortv America and Asia Pacifie - and jointly

strengtiven our posiftion v Europe and Africo

And witiv spare capacity availaple ot Iberid’s iy un Madarid,
we howve room to- expoand significantly furthver — portienlorly
U ferms of services to- Soutiv America, wiriche i likely to- be one

of the foastest—growing anviation regions Un the decades ajreadl.



Of course Here has oalso- been hunge wwestment from Midole -~
Easternw carriers, ond withv unereosed volume and copacity
comes keenw pricing and  greoater consumer cdrotce. Withe
marketing spend v the Middle and For East at an all tume

high, competition iy intense.

Together we wuwst work hard too emswre the Carlbbhean
mainfoing Uy positlonn as one of the worldly most popular
o,

TRANSATLANTIC JOINT BUSINESS

Owr merger witiv lberia way tihe cudlbmination of a 12-year
relatiovshup, and we waited even longer for owr travsotlontic
Jjount bwsiness withv American Alrlinesy to- receive regulatory
approvol.

Together, these two strafege milestones guwe owr customers
smoother connectivity to- the wider worlds We can now offer
access to- a global network of more than SO0 destinations.

Ay well ay more destinations, owr travsatlantic partnersivip
offery customersy a wider chotce of fores, and e abiity to- mi
and mattiv their tinerary bosed on sehedude or cost:



Owr new structures wnderpin owr abUlity to- grows For example,
we recently lawnched a rowte from London to- Puertor Rico,
withv easy Amerwconw Aurliney connectionsy to- senvenv other
destinations v the reglon, widch o great news for the
Cowrihphean.

Under the new [AG banner, we look forwowd fo- reaping the
benefits and we expect furtiver consolidation within the leisure
wwstry will help secinre Hhe futres of many other businesses.
SALES GROWTH

The good news from Bruuiv Auwaysy o that despite tire
economie downturn, there v sl a sgnificant demand for
preminm travel, wiriel allows wy to- refute claims that Hrere Uy
no- market for Furst class un today’s climate.

Britsiv Arways has also- just seen He best travel sale resudts un
Uy hWistory, wirich indicates Hat Uf Hhe price B right, people are

st prepaved to- travel.

CUSTOMER EXPERIENCE



To create added valune, westment v owr cusfomers Uy cruciol
and, as we stoat thuis new chapter, | am absolutely determined
to- put ounr customers at the heart of everytiving we do-

It shhowldnlt just be Britsihv Alrways focuns Hough £y sometiving
everyone v He touriom inowstry shhowlde be working on. We
need to- work togeter to- provide owr customers witiv seamless

trowel experiences.

Witiv finances Hight, customers are looking for competitively
priced, added-value services and sustainaiple trovel. Even owr

preminmw travellers expect to- see every pouwno working.

Ay o orline, we are uwesting heardy over the next fve yeors
U new alrcraft; new cabing, cmstomer service  training
progromumes, new- prodlets to- make Uife more comfortable un e

oir ond new techunologies to- redunce hassle on the growno

My new managing divector of customer experience U Fronk Van
der Post, wirom | hawve browght v from the Jumeiraiv hotel
growp to- ntfroduce new Hhinking about how best we provide
cwstomer service for our ever-more discerning clientfele.

GATWICK



We're vastly mproving the airport experience, porticnlarly at
Gatwick wiere most of owr Caribbhean flighty originate. In fact
P joned here today by Colm Lacy, owr head of commercial at

Gatwick:

£73 million has been bwested i extending BA’y home un e
Nortiv Terminal of e airport: I+ wll provide an tnnovative
travelling experience wing the most adwvanced technology and
o new appronciv to- customer seirvice:

Built on time and on budget by alrport operotor Gatwick
Alrport Lumited, e terminal extension allows passengers to- oo
everytiving for themselves, from checking-un and choosing seats
to- printing thewr oww bag fags It also provides o smootiv
experence for cmstomery connectung from otiver covntries.

And Britsiv Alrways customer service staff will be on hand to-
meet and assist customers, helping them from one of He 30 self
service kiosks, 11 bag deop desks and s full service ticketing
andl soles oesks.

TECHNoOLOGY



That foecns on technology fo- help owr people deliver great
cwstomer service extends on boowd wiere weve untfroduced
WPads for owr cabin crews

It will enable them to- offer o more personalised service by
guickly ldentifying where each customer s seated, wiror ey
are trovelling with, their Execntive Cluh sfotusy and any
special meal requests:

It gwes cabin crew a wivole Ubrary of uinformation ot tireir
service updates. It also means any sues con be logged witiv
grovmnd-based colleagues around tive network priovr to- deporture

And Husy U just the stort The possibillities for future

development are enormouns and cmstomers and crew have

aliready receinved Hily nitHatve very positively.

CATERING

Were also bwvesting supstontially un owr catering, including
the champagne and winesy on boord. For example Lawrent-



Perrier’s Grand Siecle sy now avallable un Furst: We wlll also- be
announcing o new- chompagne for Cluk World next montn.

BA.COM

We are also- making crhanges to- ba.com to- make U easier for
cwstomers to- use, offerung Hreme more choiees U an unfelligent

ande wser—friendly way.

We have lamwnched a new functionality tHhat ddustrotes the
produrety on offer U each cabin. It aso telly Hhem wivat they
wowld get and for wiat price f Hey chose to- upgrade.

We've also- introduced a new way of searcihving for holidays for
cwstomers whor may be wndecided about when they want to
troavel or where they want to- go- It allows them to- searciv by
consideration, such ay duvation of flught and typical
temperature ot their potential destination.

SOCIAL MEDIA

Ay travellersy become more techunology-sonvy, | dowt Hunk any
of wy are under any Wusion abouwt the role and tHie unfluence
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Wit competition between rival companies to- develop smaller,
foster and more infuitive smartpihones, notepooks and, uinfernet
services, we too are U o race to- develop sales tooly that wll

matthv o ever -exponding number of new- techunologies.

By the end of 2011 over 85 per cent of all mobile handsets
globally wll provide access to- He nternet, and 8 trilion SMS

text messages wlll be sent across Hhe world

Owr customersy camn now buidd their holidays tHhwoughh their
phones withv specially -designed applications or ‘apps witlch
provide services rangng from fourut unformation to- checking -
v serviees anodl tunerary ploanning.

British Arways launched Uy first app in 2010, and after UF
proved. tremendowsly successful, we hove snce lawncired
mobile boarding passes, wirieh for example | saw- being used on
my flght out to- e Caribbean just yesterday.

Sotlal networks also- sometumes breaks top news stories: Well-
known flgures ovre being guoted on tihe bosiy of ‘tweetsy and
people  wnereasingly wse  social media fo- dewvelop  their
professional  relatlonsiipsy n tHheir own orvganisations ano
beyond.
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At Britshv Alrways we have recently decided to- offer a preview
of owwr new adaertising compaign online thuwougl Facebook.

We are more aware than ever that owr repuwfation can be
affected by commumnication on the uintfernet: Our customersy are
the new jowrnalusty ay they speak to- eacih ofiver, share

experiences ono campoign across the worldwioe wel-

A World Travel Market siurvey found tat 65 per cent of sendor
tourism executives believed Hhat Hhe biggest treno over Hhe next
fue yeary would be the wse of new technologles i booking
holidays:  So- i Huis new world, Ly up to- all of ws to- work
togetiver to- find new media stratfegies, wirich cut tharoughh the

nose and reache o customery un ar meaningful way.

SUSTAINABLE TOURISM

ln additlon to- new- techunology, one of Hie most lmportant Lsues
for ws to- discunss today U sustainable towrum.

Now- consmmenry live v a world wiere they are being educated
about how Heir actiony can affect the worldly frague ecosystems
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and the global cdimate, we howve seen a significont shift i He
demand for etivcal travel and green holidays.

UK charity ‘The Travel Foundation tell wsy Hat customery are
more concerned than ever that the money they spend un local

To respond fo- demand and fo- protect beantiful destunations
Uke tie Coribbean, £y up to- us to- ensure that we put policies

For the ariation wdwstry, blofuely represent a great
opportunity to- reduce owr Umpact ovw clumate change. At Britusiv
Alrwaysy we are already embarking on plans for Ewrope’s flrst
sustodnabple jet fuel plant un 2015 and we hope nitlatives Like
U will encowrage otirver airlines to- follow- owr Lead.

Resporsible  fowrusm  offery  companies many  practical
adwantoges including potentiol for cost-saxings, bramd value,
and of cowrse preservation of mportant assets, which v the
case of the Caribbean U the owbtonding natural beaunty of the
ulandy

TAX/ENVIRONMENT
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So- we are very consclows of ownr enwironmental responsibilities,
ond we are absolutely committed to- meeting them: We aim to-
reduce owr net CO2 emissionsy by SO per cent by 2050. We are
olready wmaking progressy towawrds tHus - Hwowghe cleaner

oadrcroft, uwestment un biofuels and emissions trading.

AW Hrese are mucie more effective woyy of addiressing anviation’s
umpact on mate change than togoation — yet airlines U the
UK st face the highest tox leaels i the worlol

Last year Wllie Walsiv pointed. out that APD on longhaul
rowtes had tripled n four years and that Coaribbean rowtes
suffereds  disproportlonately due to- tihe anomaliey of the
banding structure. This ways shortly before we saw- yet anotirer

Aur Passenger Duty ncerease ov flights from tive UK.

Now- a family of four trovelling to- Hhe Coaribbean sy toxed a
hefty £300 before they even leave Hrie cowntry.

Withe additional frequency, the Coribbean Ulands we serve
hawe introduced furthver tox witichv has to- be collected asy an
addiflonal surcharge.
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Tax levely are already excessive, and they are getting worse. We
are bracing owrselves in the UK for a further increase in APD
to- be annownced v Hie auntumn budget, f not before. This
will furtiver jeopardise rowtes from the UK, and to- the

The Caribbean b o very umportant destination for Britisiv
Alrwoys and we have o long and prowd history of serving tre
reglon. However, we cant deny the reality that demand in not
a8 highv as F has been. Taxation (s most cerfoindy a foctor unv
Huy and sadly, a factor n owr decision to reduce ounr
frequency to- the Coripbhean next summer.

We do- hope to- put some capacity back v from Winter 2012.
But even Huiy winter Britishv Alrwaysy will remain the biggest
Ewropeon corrier to- the Corlbbean witiv 62 flUghtsy to- 15
destunations every week.

i+ U no concidence that owr reduction un the number of
services to- the Carlbbean  accompanied by a rise un services
to- Florida — anotirer desirable holiday destination for UK spun~-
seekers, ande o destinotion thot B taxed ot a rote 20 per cent
Less thaw Hhe Caribbheon.
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Rest assupred. Hat we, withv the help of many of yow un Hus
ondience today, have protested. agaivut tihe rises v APD, and
lobbled for o fairer tax on flying. We expect too hear the
owfeome of Hhe Government's recent consultotion ow He reform
of APD nest montiv and | sincerely hope that this will lead fo-
o more equitable banding system that does not wnfoirly

We will be making strong representations to- Government to-
protect the towrism and astation wnwdwstry from yetr move
wnereases v APD. | know that yow will support all efforts to-
stop Huy destructive taw juggernant uv Uy trocks:

Sadly APD U wnot the only cost bwrden that the arviation
wndmstry faces.  From tHie beginning of next yeor, we, along
withe all airlines operating to- and from tie Ewropean Union
will be part of He Emissions Trading System. While we have
olwoys supported emissionsy trading n principle as the most
effective economic strument for reducing asiatlows impact on
dimate change, there v wno denying thet b wll have an
umpoact o owr business. Partlewdoarly so- f the scheme
untroduced n the flawed woy tie EU proposes and b &
coupled. with funtier rises in APD.
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We wll be fighting for the costy assotiated witiv the EU ETS to-
be offset by a decrease i APD. I+ s only fair gven that botiv
ore leied for evuwironmental purposes and the suwmy we pay v
APD are already twice the equvalent of owr actual corbon
costy

| hope that Uf | have the pleasure of standing before yow again
next yeor, | wll hawe a rosier tale to-tell.

CONCLUSION

| want to- endr onw o move positve note ay | feel we really are

We must remind owrselves tHiat Hus indwstry odoey a huge
amount of goodl — Ut generates huwndireds of Hhouwsands of jobs
ande provides the nternotional alr bnks and infrostructure
that are critical for buwsinesses and fourism to- succeed. Move
than tHiat, U creates sotial and cwdtural opportunities and
brings fomilies and. friends togetirer.

| am optimiustic that, uv tume, owr economice and social
contribution wlll be properly recognised. and we will be able to-
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develop b further witiv the help of a supportwe policy
evwrovumendt:

For Britsiv Alrways, | am very optimistic: We are writing a new-
chapter and. have huge opportunities ahead of us.

We have restrnctured owr business and token great strategic
steps forwowds For the furst tume v a decade, we are v a
positlon fo- pursue growtiv — and aim for the margunsg we need
for sustoined nwestment for the benefit of our customers:

Pwv also- extremely prowd to- annownce Hrat next week we will
lannchv o new adwertising campaign in the UK, wiich | hope
we will all benefit from. It will be accessible to- wotchv o tie
untfernet from September 21, and | hope yow wll enjoy
wotthuing U oy muche ay we hawve enjoyed making Ut

Thank yow very wmuch for lstening. My Britsihv Aurways
colleagues Sumon Brooks, head of leisure salesy and Colm Lacy,
commercial head of Gatwick, are also here today and, withv

their help, | wll answer any guestionsy yow may have.

END



