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THE GOOD...

OF PRE-PANDEMIC
LEVELS FOR
INTERNATIONAL TRAVEL

Source: UN Tourism's World Tourism 32 3['_] 32.]
Barometer (Jan 2025)

TRAVEL RETAIL MARKET VALUE
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THE BAD... FINANCIAL TIMES

m 0 D on Why Arm'’s chief does not fear DeepSeek

RENE HAAS INTERVIEW, PAGE 19

US and China set for trade war as CT—
Beijing launches retaliatory tariffs

® S14bn of American goods targeted o Expected talks fail to emerge & Doubts over Trump's tactics
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AND THE UGLY.
TRADE & ECONOMIC PoLICY [TTB&MTTT
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MY PERSONAL
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HAPIfork

TOO MUCH

TEGH FOR TEGH'S SAKE
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MORE NOT NECESSARILY

INNOVATION ~ MORE TECH
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WHAT DOES IT TAKE TO INNOVATE?




WHAT DOES IT TAKE TO INNOVATE?

ECOSYSTEM

ACADEMIA

VENTURE
GAPITAL

TALKS
PODGAST

.
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THE IMPORTANGE OF HUMAN OUTCOMES
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HUMAN OUTGOMES GAN GREATE...

IRRATIONAL LOYALTY
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WHAT IE...
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TEGHNOLOGY

EXISTS TO DELIVER

HUMAN OUTGOMES

=crd) CHARLES REED ANDERSON






TRAVEL DELIVERS HUMAN QUTGOMES

DEVALUED
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NERVOUS

ANGRY




TRAVEL DELIVERS HUMAN QUTGOMES

VALUED
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INFORMED

ENGAGED




HUMAN OUTCOMES DRIVE BEHAVIOURS (AND SPEND!)

NRT ~ SIN . DOH

EAT SHOP RELAX
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WHY | LOVE DOHA'S AIRPORT

VALUED
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MY THREE OBJEGTIVES

WE HAVE THE

WHY WE DON'T

DELIVER

MORE
INNOVATION

WHAT NEEDS TO

GHANGE




MY THREE OBJEGTIVES

WE HAVE THE

TEGH
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WHY WE DON'T

DELIVER

MORE
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WHAT NEEDS TO
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DIGHAL
SIGNAGE

(€FQ) CHARLES REED ANDERSON



WHY | LOVE DIGITAL SIGNAGE

FLIGHT STATUS
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DIGITAL SIGNAGE TO ENGAGE YOUR GUSTOMERS

OF TRAVELLERS STATE

DIGITAL SIGNAGE BOOSTS

TRAVEL RETAIL APPEAL

“ Crd> CHARLES REED ANDERSON Source: Kearney's "Travel Retail's Next Chapter”, July 2024 (n=3,706)



OF TRAVELLERS STATE

HIGH PRICES ARE THE MAIN REASON

FOR NOT PURCHASING AIRPORT RETAIL

SOME IDEAS

AIRPORTS ON LOCAL TARIFFS

TURN RISK INTO OPPORTUNITY
RETAILBRANDS ON PRICE COMPETITIVENESS

GREATE PERGEIVED VALUE

(Cf'Q) CHARLES REED ANDERSON Source: Kearney's "Travel Retail's Next Chapter”, July 2024 (n=3,706)
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Al & RETAIL

OF RETAILERS IBRINSEREA >t S
PERSONALISATION

INGREASED AI SPEND INVENTORY OPTIMISATION

IN 2024 CUSTOMER SERVIGE

OF RETAIL EXECS
STATE Al WILL BE A
GRITIGAL INVESTMENT
PRIORITY BY 2025

=1,:cr0> CHARLES REED ANDERSON Source: McKinsey Global Al Survey, 2024




WHAT IF WE COMBINED

DIGITAL
SIGNAGE
& Al?
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BARRIERS FOR DOOH ADVERTISING

 HIGH UP FRONT COSTS
' UNCERTAIN RO

. mcmvé GLOBAL |
HEAI]I}I]UNTB[ISTS

CONTENT [:REATI[]N
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Al: DRIVING DIGITAL ADVERTISING

USE MUISRIFSEE
DATA SOURCES & Al
TO IDENTIFY THE BES I8

AUDIENCE
lﬂBATIUNS
TIMES

2L ==
GLOBALLY

CAMPAIGNS
MANAGED



MAKING DOOH ADVERTISING AC

UPLOAD YOURIMAGE.
SETYOURBUDGET -
TARGET AUDIENCE >
TARGETLOCATIONS

ADVE

. TO THE DOOH

| PECOSYSTEM .
| B - =
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LEVERAGING DATA TO MAXIMISE VALUE

CLIENT: HEALTH & BEAUTY RETAILER
GOAL: TARGET: §] STORES IN LONDON

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

ScrReeN TIME: 30,075 HOURS

IMPACTS: 27,995,]5[]
REQUIREMENT:

SHOW ADS ONLY ON DAYS WITH HIGH POLLEN GOUNT

RESISISIE

CAMPAIGN WAS INACTIVE FOR 7 DAYS DUETO
NO POLLEN GOUNT, SAVING 18% OF BUDGET
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I]IGITAl SIGNAGE,
Al & ESPRESSD?
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THE GOMPETITION FOR DWELL TIME
60 MINUTES OF DWELL TIME OTHER = SOCIAL MEDIA?

OTHER
OTHER
F&B ~
Influencers At The Airport < /
LOUNGE ¥ )
INCL F&B OPP
WAITING
AREAS
WAITING
AREAS
17 DUTY-FREE
DUTY-FREE 13 & RETAIL

& RETAIL

LOUNGEVISITOR ~ NON-LOUNGE VISITOR
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ce: Kearney's "Travel Retail's Next Chapter”, 2024



IN-STORE ESPRESS0 BENEFITS
60 MINUTES OF DWELL TIME

R
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WAITING
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OTHER

| THE _
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LOUNGE
INCL F&B

AAAAA

DUTY-FREE

DUTY-FREE 13 17 & RETAIL

LOUNGEVISITOR ~ NON-LOUNGE VISITOR
\
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GOMBINE DWELL TIME SEGMENTS
INGREASE[:] FOOTFALL
CUSTOMER I]:ATA CAPTURE
GUPS FOR :BHANI]ING
S|GNAGE FliR PROMOS

COSTS COVERED BY CHARGING
FREE SOCIAL MEDIA

Source: Kearney's "Travel Retail's Next Chapter”, 2024
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TEGHNOLOGY rinaLcy speaxs OUR LANGUAGE
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WILL FOLLOW AMARA'S LAW

WE TEND TO ..AND
THE BRFECT OF TWE BFF2ees

TECHNOLOGY IN THE IN THE
SHORT RUN... LONG RUN...
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TRADITIONALAI vs. GENERATIVE Al

AUTOMATE TASKS &
IMPROVE EFFIGIENGY

FOLLOWS RULES, LEARNS PATTERNS,
REPLICATES HUMAN DEGISION-MAKING

AUTOMATION & OPTIMISATION

=:fcro> EEEEEEEEEEEEEEEEEEE

EMPOWER HUMANS
T0 DO MORE, FASTER

GENERATES NEW GONTENT
FROM TRAINING DATA

HUMAN-MACHINE GOLLABORATION



TRADITIONALAI vs. GENERATIVE Al

Hello

my name is

RECOMMENDATIONS INTERN

I ‘ TEACH ME ABOUT...

CREATE ME AN IMAGE OF..
HELP ME TROUBLESHOOT..

SUMMARISE THESE...

={crci> CHARLES REED ANDERSON REWRITE THIS...



TRADITIONALAI vs. GENERATIVE Al

Al USAGE

o 18%

08%
& 0%, 06% 55%

20%

2017 2018 2013 2020 2021 2022 2023 2024

=:_"'cro> CHARLES REED ANDERSON

GEN Al USAGE
Nn%
33%
2023 2024

Source: McKinsey's "State of Al Survey”, March 2025 (n=1,491)



IN REAL LIFE

Jdeistra

“ONE SENTENGE”
CUSTOMER
OVERVIEW

l Cf'Q> CHARLES REED ANDERSON

Source: Telstra, Feb 2024



IN TRAVEL RETAIL: TIME = MONEY

GUSTOMER
SERVICE

UP-SELL /
GROSS-SELL

PRODUCT
INFO

PRODUCT
REGS

LANGUAGE
TRANSLATION

STAFF
TRAINING
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WHAT DOES GEN ATHAVE IN COMMONWITH EXCEL?

Filee Home Insert Draw Pagelayout Formulg

LQ.‘ & Arial v 11 v A" A
Paste[Dv B I U+ Hv &0v A
y
Clipboard N Font ~
B4 v fx =PV(B2,81,0,83)
T PROM Fi RO . FRETS ! A B C D
R/S SST | 1 Years 10
2 Interest Rate 0.05
oN n B ™ * 3 Future Value $50,000
HEWLETT PACKARD ‘ 4 |Present Value |($30,695.66)|

]

-

¢

O 00



GEN

CHARLES REED ANDERSON ‘ ”




. . * e X . el 2
) 3 u_'\. , N : LB : .
. » \.. .‘\‘ - - - T e T . .
. ~ NN \,..’ NS\ AW, . e 5 ¢
n : " . U\ { M / T E S
- X . l s :}. x - l s .
L s " o '\’L .‘.' ‘ £ ; v :. = ;
By S B QN SR e, AT
. - O =" > _
-_\'_ N by - -

S e s
,‘F\\.“‘%‘?.-““_‘:\‘ n y




WHAT IE...

Al COULD HELP WITH DINNER?
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AUTOMATES: ORDERING INGREDIENTS ONLINE

Lo E | F Gl

[ recmart

Sasha's Fine Foods Chicken Breast Boneless
Skinless - Frozen

Al PROVIDES RECOMMENDATIONS

oF 3~ o ; l :m.»um
’(V, o (‘(/, E !‘i'.’-:ﬂ‘ié’

Ratings 27

F
:., \ n i 7 | 5
g NG et

Sasha's Fine Foods | More Frozen from Sasha's Fine Foods
Sasha's Fine Foods Sasha's Fine Foods AW'S Market The Meat Club Master Grocer 99% Sasha's Fine Foods Sasha's Fine Foods
Fox River Free Chicken Mince - Kampong Chicken Cage Free Chicken Fat Free Chicken Salmon Skin-On 2 Toh Thye San Farm
Range Chicken Frozen Breast Breast - Australia Breast Skinless Portions - Frozen Chicken Mince -

Pack Size Place of Origin Product Type
400g Malaysia Frozen

$15.64
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CREATES: DINNER COOKING PLAN

| have chicken breast, white asparagus and
potatoes in the fridge. | have an oven and VAN OVI=ST)
sous vide. What should | make for dinner?

That's a fantastic combo — here's a refined but easy spring-inspired
dinner using your chicken breast, white asparagus, and potatoes,
with both sous vide and oven techniques:

Sous Vide Chicken Breast with Roasted Potatoes &
White Asparagus with Hollandaise

("} Total time: 1.5 hrs (hands-on time ~30 mins)

{ Step 1: Sous Vide the Chicken
GEN Al RESPONSE & e —
« Time: 1 hour

- Seasoning: Salt, pepper, a sprig of thyme or rosemary, and a bit of
garlic or lemon zest if you have it

- Vacuum seal or use a Ziploc with the water displacement method.

@ Step 2: Roast the Potatoes

+ Cut into small cubes or wedges.

‘cr0> CHARLES REED AN DERSON - Toss with olive oil, salt, pepper, rosemary (or whatever herbs you
> like).




ACTS: DINNER IS SORTED

\
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EXAMPLE FOR ILLUSTRATIVE PURPOSES ONLY.
GCANNOT PREPARE YOUR DINNER.

MY REQUEST
AGTION WITH CONTEXT
A DISCLAIMER A




ol, WHAT GAN D0?
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HOW

HELPS EDUGATE TRAVELLERS ON TARIFFS

INPUT THE DATA CONTEXTUAL
GOAL INPUTS MESSAGING
“KEEP TRAVELLERS LIVE FLIGHT ARRIVAL/
UPDATED ON HOW TARIFF DATA DESTINATION

TARIFFS IMPACT REALTIME PRODUCT
DUTY FREE PRIGES” PRICING DATA INTEREST ZONES
(PERFUMES,

FLIGHT DATA ELECTRONICS,

ALCC_)“Ij_OL)

FODTFALL TIME OF DAY

DATA FLIGHT DELAYS,

ETC.

(€rQ) CHARLES REED ANDERSON
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DELIVERY

INTERFAGES

DIGITAL SIGNAGE

(REAL-TIME
\ISSISVNCISSY
MULTIPLE
LANGUAGES)

OR GODES

PUSH
NOTIFICATIONS

FEEDBACK

L0OP

MEASURE
ENGAGEMENT

(DWELL TIME,
SALES)

LEARN WHAT
RESONATES

(AUTO ADJUSTS
TONE,
MESSAGING,
PRIORITY, ETC.)




YOU DON'T NEED TO UNDERSTAND THE TECH!

INPUT THE DATA

GOAL INPUTS

DELIVERY

% "RFAGES

“KEEP TRAVELLERS
UPDATED ON HOW
TARIFFS IMPAGT
DUTY FREE PRICES™

' 1 IGNAGE

(PERFUME!

ALCOHOL)

TIME OF DAY,
FLIGHT DELAYS,

@ CHARLES REED ANDERSON -

FOOTFAL
DATA

FEEDBACK

L0OP

MEASURE
ENGAGEMENT

(DWELL TIME,
SALES)

LEARN WHAT
RESONATES

(AUTO ADJUSTS
TONE,
MESSAGING,
PRIORITY, ETC.)




UNDERSTAND THE CONGEPT AND WHAT IT DELIVERS

7~ A = YRY

INPUT THE
GOAL FLYING TO “K{EE | || LONG HAULFLIGHT
?
“KEEP TRAVELLERS AUSTHA”A‘? *IJ S[IZ ? STOA(IZ.I}EAUDF: N
UPDATED ON HOW NEW IMPORT 2E a0 33t O IR L HYDRATING SKINGARE
TARIFFS IMPAGT RULES MEAN 18 5 g 5 85 —
" AT DUTY FREE
DUTY FREE PRIGES EXTRA SAVINGS e
g TN TN UPDATED
SINGI.E MAI.TS EEIE —— IMPORT SAVINGS.
e o BEILA $12, UPTO 20% OFF!
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MY THREE OBJEGTIVES

WE HAVE THE

TEGH
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WHY WE DON'T

DELIVER

MORE
INNOVATION

WHAT NEEDS TO

GHANGE




DRIVING TRANSFORMATION IS

NOT EASY
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WE ARE NOT LEARNING FROM OUR MISTAKES

OF DIGITAL TRANSFORMATION

38 PROJECTS FAIL

RO ACHIEVE THREIRGOALS

il_CrQ\ CHARLES REED ANDERSON Source: Bain & Company, Apr 2024 (n=400)
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TRANSFORMATION HAS A PEOPLE PROBLEM

UNDERSTAND
YOUR

USER
PROFILES

ADAPT

JOB PROFILES
& GUSTOMER
EXPERIENGE

CREATE

FEEDBACK
LOOPS

INVEST
HEAVILY IN

USER
TRAINING




ASIA PACIFIC LEADS THE WAY WITH EMPLOYEE INVOLVEMENT IN GEN Al

Employee involvement in developing gen Al tools, % of respondents

(O Australiaand New Zealand ~ @ India @ Singapore @ UK  (QUS

0] 20 40

Provide feedback OO [ )

in tool itself

Provide feedback via O (D 00

other channels

Beta testing or O . ‘ O

pilot program

Submit specific requests
for features 0 .

({Cf‘@ CHARLES REED ANDERSON Source: McKinsey & Company, Nov 2024 (n=3,002)




THE INDUSTRY’S APPROACH TO Al

OVER

OVER

UNDER




THREE

VG

BUSINESS /
USE GASE
1S

NOT PROPERLY
BISINISD

EEEEEEEEEEEEEEEEEEE

AR SY SRRIVIS
ARE

NOT DESIGNED
OR READY

TO IMPLEMENT
Al

VENDORS DON'T TELL YOU ABOUT

JEIE
HIGH COST OF

DATA
COLLECTION,

WHICH CAN RUN

USD 30 - 100K




RETAIL'S DATA CHALLENGE

b/v 3% _ 4%

COMPLETELY CLEAN HARMONISE
CAPTURE THE DATA THE DATA
CUSTOMER DATA

=‘ cm} CHARLES REED ANDERSON Source: Salesforce & Retail Al Council Report, 2024 (N=1,300)



OF RETAILERS HAVE A

COMPLETE, SINGLE VIEW

OF THEIR CUSTOMERS
AND CAN HARNESS
THE DATA EFFECTIVELY

i ’. | ! 1 a3 ) L ‘-
CHA L'ES‘RE&D ANDERSON LN O N Source: Salesforce & Retail Al Council Report, 2024 (N=1,300)
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RISK OF NEGATIVE CUSTOMER

PERGEPTION
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AI'S PERGEPTION PROBLEM

ASSISTED
WRITING

Ehe Washington Post m

V) Opinion
\lexandra Petri

| hate the Gemini ‘Dear Sydney” ad more
every passing moment

e missing it! You're missing all of it

you about the Gemini “Dear Sydney” ad. This ad for Google's

ct is very bad

Source: Washington Post, July 2024

CHARLES REED ANDERSON

CONTENT
GENERATION

UNAUTHORISED

Coca Cola’s Al-Generated Ad
Controversy, Explained

This year, Coca-Cola’s Christmas ads are Al-generated and deeply uncanny,

sparking online backlash from those who claimed the magic had been lost.

Source: Forbes, Nov 2024

UUSAGE
Gl}‘a;lrediamli

News Opinion Sport Culture Lifestyle e

Australia World AU politics Environment Climate crisis Indigenous Australia Immigration  Media  Busic

han 7 months old

craping users' photos and posts.
Europeans can opt out, but Australians cannot

Meta's director of privacy policy declines to say whether suchan
option would be offered to Australians in the future

Source: The Guardian, Jan 2025

DATA
PRIVAGY

 KaNEws

Darwin's Lord Mayor dismisses privacy fears of 'smart city
conspiracy theorists'

Source: ABC, June 2019




WHEN GOOD TECH CREATES

RISKS

=ijf'cro> CHARLES REED ANDERSON



TECHNOLOGY TRUST ISSUES

MY REQUEST

| need a few examples of Chatbots behaving badly.

GEN AI'RESPONSE
G Uber Eats Japan (2021): Racist Chatbot Responses

« What happened: Users interacting with Uber Eats Japan's support chatbot were served racially insensitive responses
when asking questions in mixed languages or slang.

- Impact: Social media backlash was swift. Uber had to issue a public apology and temporarily shut down the chatbot for

retraining.

- Why it matters: Demonstrates the risk of bias and inappropriate training data—especially in multicultural or multilingual

contexts.

MY FOLLOW UP QUESTION

Can you give me more info on the Uber Eats example? | don't remember it.

GEN Al RESPONSE

| apologize for any confusion earlier. Upon further investigation, there doesn’t appear to be a documented incident involving

Uber Eats Japan’'s chatbot providing racially insensitive responses in 2021.

s

'ffcra/ CHARLES REED ANDERSON Source: CRA Gen Al Prompts, 2 May 2025
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WHAT I

THAT WAS YOUR COMPANY'S

GHATBOT?
_
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MY THREE OBJECTIVES

WHY WE DON'T
WE HAVE THE DELIVEH WHAT NEEDS TO
G MORE G G
INNOVATION
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GOLLABORATE
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TECHNOLOGY

INTEGRATION

SECURTY Q SUPPORT

CONNECTIVITY PLATFORMS APPLICATIONS

(‘[’) it

ONE SOLUTION =
MULTIPLE PRODUCTS & VENDORS

@@ CHARLES REED ANDERSON

DRGANISATION
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INNOVATION SUSTAINABILITY
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STRATEGY FINANCE
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SALES MARKETING
MORE STAKEHOLDER
ENGAGEMENT



AIRPORT COLLABORATION

VALUED INFORMED ENGAGED

GHEGK-IN SEGURITY DWELL TIME BOARDING
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ENGAGE THE

EGOSYSTEM
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SINGAPORE'S GEN Al SANDBOX

TARGETS SME'S IN

RETAIL, F&B,
EDUCATION &
HOSPITALITY

SALES &
MARKETING

SOLUTIONS TO
CREATE TAILORED
MARKETING
CONTENT

CUSTOMER
ENGAGEMENT

TOOLS LIKE
GENERATIVE Al
CHATBOTS

EEEEEEEEEEEEEEEEEEEE

terpri Eoco
Egiﬁrgrgggfe & I I m De\z-:iz PPPPP

TTTTTTTTT




A LESSON FROM DARWIN'S SMART GITY Al DEPLOYMENT

INVESTIGATE &
PREVENT

CRIME

(€Q) CHARLES REED ANDERSON

TRACK VEHICLE &
PEDESTRIAN

TRAFFIC

DS
o*"’
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A Smart and Prosperous City



ETHICAL USE OF A MPLEMENTED
GOVERNANGE

STRUCTURE

CITIZEN

ENGAGEMENT

PROGRAMMES

ENSURED FULL

IVt == TRANSPARENCY
&
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BE

PREPARED
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TOP GEN Al RISKS FOR RETAILERS

5[]% 38% 3%

BIAS HALLUCINATIONS TOXICITY

/ BRAND RISK!!

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



THE RISE OF ETHIGAL Al

=cr0\/ CHARLES REED ANDERSON

OF EXECS BELIEVE

HUMAN OVERSIGHT

IS ESSENTIAL TO
REDUCE Al RISKS

Sourc

e: Salesforce & Retail Al Council Report, 2024 (N=1,300)



IN

GLOSING...
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TEGHNOLOGY WILL TRANSFORM

THE WAY WE WORK, LIVE, AND PLAY
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IT'S ALL ABOUT

PEOPLE
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TEGHNOLDGY

EXISTS TO DELIVER

HUMAN OUTGOMES
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cra@charlesreedanderson.com

CONNECT T0 CRA SUBSCIBE TO THE PODCAST

TECH
TALKS

youtube.com/@charlesreedanderson

instagram.com/charlesreedanderson

5@ - K

linkedin.com/in/charlesreedanderson



GHARLES REED ANDERSON

GONNECT TO CRA
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SUBSCIBE T0 THE PODCAST
TECH
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@ instagram.com/charlesreedanderson

[ J
ln linkedin.com/in/charlesreedanderson



