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TRAVEL 
& RETAIL 

2025

THE GOOD, 

THE BAD, 

AND THE UGLY.



THE GOOD…

Source: Kearney’s “Travel Retail’s Next Chapter”, 2024
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TRAVEL RETAIL MARKET VALUE 
(IN USD BILLIONS)

ASIA PACIFIC EUROPE AMERICAS MEA

USD 
49.9B

USD 
61.0B

USD 
72.1B

Source: UN Tourism’s World Tourism 
Barometer (Jan 2025)

99% OF PRE-PANDEMIC 
LEVELS FOR 

INTERNATIONAL TRAVEL



THE BAD…

TARIFFS
RECESSION

TRADE-WARS



AND THE UGLY.

Source: Baker, Bloom & Davis, April 2025

TRADE & ECONOMIC POLICY UNCERTAINTY

TRADE POLICY UNCERTAINTY

ECONOMIC POLICY UNCERTAINTY

UNCERTAINTY

PANDEMIC



TECHNOLOGY
CAN FIX

EVERYTHING!
(ACTUALLY, IT CAN’T)



DILEMMA
MY PERSONAL





WE HAVE 

TECHNOLOGIES
AVAILABLE TODAY THAT CAN 

TRANSFORM 
THE WAY WE WORK, LIVE & PLAY…



OVER
HYPE

OVER
SIMPLIFY

UNDER
DELIVER



TECH FOR TECH’S SAKE
TOO MUCH



MORE TECH
NOT NECESSARILY 

INNOVATION
MORE



WHAT DOES IT TAKE TO INNOVATE?



WHAT DOES IT TAKE TO INNOVATE?

TELECOMS

CONSULTING

TECH 
ANALYST

VENTURE
CAPITAL

ACADEMIA

SMART 
CITIES

DESIGN
FIRM

INNOVATION 
ECOSYSTEM

PODCAST



ENVIRONMENT

PEOPLETECH

THE IMPORTANCE OF HUMAN OUTCOMES



IRRATIONAL LOYALTY

HUMAN OUTCOMES CAN CREATE…



WHAT IF…



TECHNOLOGY
HUMAN OUTCOMES

EXISTS TO DELIVER



HUMAN 
OUTCOME?

WHAT’S A



TRAVEL DELIVERS HUMAN OUTCOMES

DEVALUED NERVOUS ANGRY



VALUED INFORMED ENGAGED

TRAVEL DELIVERS HUMAN OUTCOMES



NRT
EAT

SIN
SHOP

DOH
RELAX

HUMAN OUTCOMES DRIVE BEHAVIOURS (AND SPEND!)



INFORMED ENGAGEDVALUED

WHY I LOVE DOHA’S AIRPORT

ENVIRONMENT

PEOPLETECH



OK, 
GET TO THE TECH…



MY THREE OBJECTIVES

WE HAVE THE

TECH
WHY WE DON’T

DELIVER
MORE 

INNOVATION

WHAT NEEDS TO 

CHANGE



MY THREE OBJECTIVES

WE HAVE THE

TECH
WHY WE DON’T

DELIVER
MORE 

INNOVATION

WHAT NEEDS TO 

CHANGE



DIGITAL 
SIGNAGE



WHY I LOVE DIGITAL SIGNAGE
FLIGHT STATUS

VALUED INFORMED ENGAGED

HUMAN OUTCOMES DELIVERED

WAYFINDING

LOCAL CULTURE / SITES

IMMERSIVE EXPERIENCES

PROMOTIONS

ADVERTISING

NEWS & WEATHER



Source: Kearney’s “Travel Retail’s Next Chapter”, July 2024 (n=3,706)

DIGITAL SIGNAGE TO ENGAGE YOUR CUSTOMERS

70% OF TRAVELLERS STATE 

DIGITAL SIGNAGE BOOSTS 
TRAVEL RETAIL APPEAL



TURN RISK INTO OPPORTUNITY

SOME IDEAS

AIRPORTS ON LOCAL TARIFFS
RETAIL BRANDS ON PRICE COMPETITIVENESS

CREATE PERCEIVED VALUE

30% OF TRAVELLERS STATE 

HIGH PRICES ARE THE MAIN REASON 
FOR NOT PURCHASING AIRPORT RETAIL

Source: Kearney’s “Travel Retail’s Next Chapter”, July 2024 (n=3,706)



ARTIFICIAL 
INTELLIGENCE



AI & RETAIL

Source: McKinsey Global AI Survey, 2024

57% OF RETAILERS 

INCREASED AI SPEND 
IN 2024

80%
OF RETAIL EXECS 
STATE AI WILL BE A 

CRITICAL INVESTMENT 
PRIORITY BY 2025

TOP USE CASES

PERSONALISATION
INVENTORY OPTIMISATION

CUSTOMER SERVICE



DIGITAL 
SIGNAGE

& AI?

WHAT IF WE COMBINED



DIGITAL-OUT-OF-HOME (DOOH) ADVERTISING

TRADITION MEETS TRANSFORMATION



BARRIERS FOR DOOH ADVERTISING

HIGH UP FRONT COSTS

UNCERTAIN ROI

CONTENT CREATION

HEADCOUNT COSTS

LOCAL VS. GLOBAL



USE MULTIPLE 
DATA SOURCES & AI 

TO IDENTIFY THE BEST…

AI: DRIVING DIGITAL ADVERTISING

TIMES

PRICE

AUDIENCE

LOCATIONS 1M+ SITES
GLOBALLY

20K+ CAMPAIGNS 
MANAGED



TARGET AUDIENCE

UPLOAD YOUR IMAGE

SET YOUR BUDGET

MAKING DOOH ADVERTISING ACCESSIBLE TO ALL

TARGET LOCATIONS

ADDED

 1,000+
 FIRST TIME 

ADVERTISERS 
TO THE DOOH 
ECOSYSTEM



LEVERAGING DATA TO MAXIMISE VALUE
HEALTH & BEAUTY RETAILERCLIENT:

67 STORES IN LONDONTARGET:

30,075 HOURSSCREEN TIME:

27,995,150IMPACTS:

DRIVE SALES OF HAYFEVER MEDICATION 
DURING 6-WEEK PEAK POLLEN SEASON

GOAL:

SHOW ADS ONLY ON DAYS WITH HIGH POLLEN COUNT
REQUIREMENT:

CAMPAIGN WAS INACTIVE FOR 7 DAYS DUE TO 
NO POLLEN COUNT, SAVING 18% OF BUDGET

RESULT:



DIGITAL SIGNAGE, 
AI & ESPRESSO?

WHAT IF WE COMBINED

(AND A ROBOT)



IT STARTS WITH GOOD ESPRESSO

Location: Changi Airport, 2025

PURPOSE

SERVE COFFEEMARKETING & ENGAGEMENT 
OPPORTUNITY



HOW TO LEVERAGE ELLA

Location: e& Stand, Mobile World Congress Barcelona, 2025

PURPOSE

MARKETING

CUSTOMER ENGAGEMENT

BRANDING

INCREASED FOOTFALL

PROMOTION



LEVERAGE THE INFLUENCERS

Location: Keukenhof, 2025

1.5M+ VISITORS 
OVER 
8 WEEKS

PURPOSE

SOCIAL MEDIA



Source: Kearney’s “Travel Retail’s Next Chapter”, 2024
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OPP

OTHER = SOCIAL MEDIA? 

THE COMPETITION FOR DWELL TIME



Source: Kearney’s “Travel Retail’s Next Chapter”, 2024

13 17

11 

25 

15 

26 

10 
3 

LOUNGE VISITOR NON-LOUNGE VISITOR

WAITING 
AREAS

OTHER

LOUNGE
 INCL F&B

DUTY-FREE 
& RETAIL

DUTY-FREE 
& RETAIL

WAITING 
AREAS

OTHER

F&B

60 MINUTES OF DWELL TIME

THE
OPP

IN-STORE ESPRESSO BENEFITS COMBINE DWELL TIME SEGMENTS

CUSTOMER DATA CAPTURE

FREE SOCIAL MEDIA

SIGNAGE FOR PROMOS

CUPS FOR BRANDING

INCREASED FOOTFALL

COSTS COVERED BY CHARGING



GEN AI



GEN AI:  TECHNOLOGY FINALLY SPEAKS OUR LANGUAGE



WE TEND TO 

OVERESTIMATE 

THE EFFECT OF 
TECHNOLOGY IN THE 

SHORT RUN…

…AND

UNDERESTIMATE 

THE EFFECT
IN THE 

LONG RUN…

GEN AI WILL FOLLOW AMARA’S LAW



GENERATIVE AIVS.TRADITIONAL AI



CHATBOT

AUTOMATE TASKS & 
IMPROVE EFFICIENCY

WHAT
EMPOWER HUMANS
TO DO MORE, FASTER

FOLLOWS RULES, LEARNS PATTERNS, 
REPLICATES HUMAN DECISION-MAKING

HOW
GENERATES NEW CONTENT 
FROM TRAINING DATA

AUTOMATION & OPTIMISATION GOAL HUMAN-MACHINE COLLABORATION

GENERATIVE AIVS.TRADITIONAL AI



CHATBOT

CHATBOT

RECOMMENDATIONS

TEACH ME ABOUT…

CREATE ME AN IMAGE OF…

SUMMARISE THESE …

HELP ME TROUBLESHOOT…

REWRITE THIS…

GENERATIVE AIVS.TRADITIONAL AI



CHATBOT

33%

71%

2023 2024

GEN AI USAGE

Source: McKinsey’s “State of AI Survey”, March 2025 (n=1,491)

20%

47%
58%

50%
56% 55%

72%
78%

2017 2018 2019 2020 2021 2022 2023 2024

AI USAGE
GENERATIVE AIVS.TRADITIONAL AI



GEN AI IN REAL LIFE

Source: Telstra, Feb 2024

“ONE SENTENCE” 
CUSTOMER 
OVERVIEW



GEN AI IN TRAVEL RETAIL: TIME = MONEY

STAFF 
TRAINING

LANGUAGE 
TRANSLATION

PRODUCT 
INFO

UP-SELL / 
CROSS-SELL

CUSTOMER 
SERVICE

PRODUCT 
RECS



WHAT DOES GEN AI HAVE IN COMMON WITH EXCEL?

SAME PROCESS, BUT FASTER



AGENTIC AI



AI
AUTOMATES

GEN AI
CREATES

AGENTIC AI
ACTS



WHAT IF…
AI COULD HELP WITH DINNER?



AI AUTOMATES: ORDERING INGREDIENTS ONLINE

I SELECT…

AI PROVIDES RECOMMENDATIONS



GEN AI CREATES: DINNER COOKING PLAN
MY REQUEST

GEN AI RESPONSE



AGENTIC AI ACTS: DINNER IS SORTED

WHAT’S THE

WEATHER?
WHAT’S IN 

THE

FRIDGE?
ORDER
MISSING 

INGREDIENTS

REVIEWS
MY 

CALENDAR

PREPARES
THE MEAL

SELECTS
THE WINE 
PAIRING

ACTION WITH CONTEXT

MY REQUEST

DISCLAIMER

EXAMPLE FOR ILLUSTRATIVE PURPOSES ONLY. 
AGENTIC AI CANNOT PREPARE YOUR DINNER.



SO, WHAT CAN AGENTIC AI DO?



HOW AGENTIC AI HELPS EDUCATE TRAVELLERS ON TARIFFS

INPUT THE 

GOAL
“KEEP TRAVELLERS 
UPDATED ON HOW 
TARIFFS IMPACT 

DUTY FREE PRICES”

DATA

INPUTS
LIVE 

TARIFF DATA
 

REAL-TIME
 PRICING DATA

FLIGHT DATA

FOOTFALL 
DATA

CONTEXTUAL 

MESSAGING
FLIGHT ARRIVAL/ 

DESTINATION

PRODUCT 
INTEREST ZONES 
(PERFUMES, 

ELECTRONICS, 
ALCOHOL)

TIME OF DAY, 
FLIGHT DELAYS, 

ETC. 

FEEDBACK

LOOP
MEASURE 

ENGAGEMENT 
(DWELL TIME, 

SALES)

LEARN WHAT 
RESONATES

(AUTO ADJUSTS 
TONE, 

MESSAGING, 
PRIORITY, ETC.) 

DELIVERY

INTERFACES
DIGITAL SIGNAGE
 (REAL-TIME 
MESSAGES, 
MULTIPLE 

LANGUAGES)

QR CODES

PUSH 
NOTIFICATIONS



AGENTIC AI: YOU DON’T NEED TO UNDERSTAND THE TECH!

DATA

INPUTS
LIVE 

TARIFF DATA
 

REAL-TIME
 PRICING DATA

FLIGHT DATA

FOOTFALL 
DATA

INPUT THE 

GOAL
“KEEP TRAVELLERS 
UPDATED ON HOW 
TARIFFS IMPACT 

DUTY FREE PRICES”

CONTEXTUAL 

MESSAGING
FLIGHT ARRIVAL/ 

DESTINATION

PRODUCT 
INTEREST ZONES 
(PERFUMES, 

ELECTRONICS, 
ALCOHOL)

TIME OF DAY, 
FLIGHT DELAYS, 

ETC. 

DELIVERY

INTERFACES
DIGITAL SIGNAGE
 (REAL-TIME 
MESSAGES, 
MULTIPLE 

LANGUAGES)

QR CODES

PUSH 
NOTIFICATIONS

FEEDBACK

LOOP
MEASURE 

ENGAGEMENT 
(DWELL TIME, 

SALES)

LEARN WHAT 
RESONATES

(AUTO ADJUSTS 
TONE, 

MESSAGING, 
PRIORITY, ETC.) 

TOO COMPLICATED



AGENTIC AI: UNDERSTAND THE CONCEPT AND WHAT IT DELIVERS

INPUT THE 

GOAL
“KEEP TRAVELLERS 
UPDATED ON HOW 
TARIFFS IMPACT 

DUTY FREE PRICES”

FLYING TO 
AUSTRALIA?
NEW IMPORT 
RULES MEAN 

EXTRA SAVINGS 
ON

SINGLE MALTS 
TODAY - 

UP TO $12 OFF.

飞往澳⼤
利亚？

新的进⼝规定让
您今天购买单⼀

⻨芽威⼠忌可享
更多优惠 ——

最⾼⽴减 $12。

LONG HAUL FLIGHT 
AHEAD?

STOCK UP ON 
HYDRATING SKINCARE

DUTY FREE 
PRICES REFLECT 

UPDATED 
IMPORT SAVINGS.

UP TO 20% OFF!



MY THREE OBJECTIVES

WE HAVE THE

TECH
WHY WE DON’T

DELIVER
MORE 

INNOVATION

WHAT NEEDS TO 

CHANGE



NOT EASY
DRIVING TRANSFORMATION IS



Source: Bain & Company, Apr 2024 (n=400)

88%
OF DIGITAL TRANSFORMATION 

PROJECTS FAIL 
TO ACHIEVE THEIR GOALS

WE ARE NOT LEARNING FROM OUR MISTAKES



TRANSFORMATION HAS A PEOPLE PROBLEM

INVEST 
HEAVILY IN 

USER 
TRAINING

CREATE 

FEEDBACK 
LOOPS

ADAPT 

JOB PROFILES 
& CUSTOMER 
EXPERIENCE

UNDERSTAND 
YOUR

USER
PROFILES



ASIA PACIFIC LEADS THE WAY WITH EMPLOYEE INVOLVEMENT IN GEN AI

Source: McKinsey & Company, Nov 2024 (n=3,002)



OVER
HYPE

OVER
SIMPLIFY

UNDER
DELIVER

THE INDUSTRY’S APPROACH TO AI



YOUR 

BUSINESS / 
USE CASE 

IS 
NOT PROPERLY 

DEFINED

STRATEGIC
YOUR SYSTEMS 

ARE 

NOT DESIGNED 
OR READY 

TO IMPLEMENT 
AI

TECHNICAL
THE 

HIGH COST OF 

DATA 
COLLECTION, 

WHICH CAN RUN

USD 30 - 100K

FINANCIAL

THREE AI CHALLENGES VENDORS DON’T TELL YOU ABOUT



67%
COMPLETELY 

CAPTURE 
CUSTOMER DATA

RETAIL’S DATA CHALLENGE

39%
CLEAN 

THE DATA

42%
HARMONISE 
THE DATA

Source: Salesforce & Retail AI Council Report, 2024 (N=1,300) 



THE RETAIL REALITY

17%
OF RETAILERS HAVE A 

COMPLETE, SINGLE VIEW 
OF THEIR CUSTOMERS 
AND CAN HARNESS 
THE DATA EFFECTIVELY

Source: Salesforce & Retail AI Council Report, 2024 (N=1,300) 



PERCEPTION
RISK OF NEGATIVE CUSTOMER



AI’S PERCEPTION PROBLEM

ASSISTED
WRITING

Source: Washington Post, July 2024

CONTENT 
GENERATION

Source: Forbes, Nov 2024

UNAUTHORISED 
USAGE

Source: The Guardian, Jan 2025

DATA
PRIVACY

Source: ABC, June 2019



RISKS
WHEN GOOD TECH CREATES 



TECHNOLOGY TRUST ISSUES
MY REQUEST

Source: CRA Gen AI Prompts, 2 May 2025

MY FOLLOW UP QUESTION

GEN AI RESPONSE

GEN AI RESPONSE



WHAT IF
THAT WAS YOUR COMPANY’S 

CHATBOT?



MY THREE OBJECTIVES

WE HAVE THE

TECH
WHY WE DON’T

DELIVER
MORE 

INNOVATION

WHAT NEEDS TO 

CHANGE



COLLABORATE



TECHNOLOGY

ONE SOLUTION = 
MULTIPLE PRODUCTS & VENDORS

ORGANISATION

MORE STAKEHOLDER
ENGAGEMENT



AIRPORT COLLABORATION

CHECK-IN SECURITY DWELL TIME BOARDING

VALUED INFORMED ENGAGED



ECOSYSTEM
ENGAGE THE



&

CUSTOMER 
ENGAGEMENT 
TOOLS LIKE 

GENERATIVE AI 
CHATBOTS 

TARGETS SME’S IN 

RETAIL, F&B, 
EDUCATION & 
HOSPITALITY

SALES & 
MARKETING

SOLUTIONS TO 
CREATE TAILORED 

MARKETING 
CONTENT

SINGAPORE’S GEN AI SANDBOX



INVESTIGATE & 
PREVENT

CRIME

TRACK VEHICLE & 
PEDESTRIAN

TRAFFIC

A LESSON FROM DARWIN’S SMART CITY AI DEPLOYMENT



IMPLEMENTED 

GOVERNANCE 
STRUCTURE

CITIZEN 

ENGAGEMENT 
PROGRAMMES

ENSURED FULL 

TRANSPARENCY

ETHICAL USE OF AI



PREPARED
BE



50%
BIAS

38%
HALLUCINATIONS

35%
TOXICITY

Source: Salesforce & Retail AI Council Report, 2024 (N=1,300) 

BRAND RISK!!!

TOP GEN AI RISKS FOR RETAILERS



THE RISE OF ETHICAL AI

88%
OF EXECS BELIEVE 

HUMAN OVERSIGHT 
IS ESSENTIAL TO 
REDUCE AI RISKS 

Source: Salesforce & Retail AI Council Report, 2024 (N=1,300) 



CLOSING…
IN



TECHNOLOGY WILL TRANSFORM
THE WAY WE WORK, LIVE, AND PLAY



IT’S ALL ABOUT

PEOPLE



TECHNOLOGY
HUMAN OUTCOMES

EXISTS TO DELIVER





CHARLES REED ANDERSON
CONNECT TO CRA SUBSCIBE TO THE PODCAST

instagram.com/charlesreedanderson

youtube.com/@charlesreedanderson

cra@charlesreedanderson.com

linkedin.com/in/charlesreedanderson


