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A leading corporate leader with 
strong f inancial background and 
extensive experience in various 

f ields, he is currently steering 
Malaysia Airports to greater 

heights.

This month, Raja Azmi Raja 
Nazuddin recaps some of the recent 

achievements made by the airport 
operator as it moves into 2019 such 
as its improved third quarter results 

and continued higher passengers’ 
growth.   

As we greet another New Year, I cannot but help recount some of 
our more recent accomplishments. They include the incorporation of 
Malaysia Airports (Subang) Sdn Bhd, which is expected to further 
spur the growth of our aerospace industry into a regional hub. This 
wholly-owned subsidiary will look into our immediate plans within 
the next five to 10 years related to Subang Airport’s regeneration.   

Subang Airport currently serves three million passengers per 
annum (mppa). Over the past decade, it has developed a matured 
aerospace ecosystem that attracted the presence of top global 
players and created over 3,000 job opportunities. We plan to 
increase the capacity to five mppa and equip its industrial aviation 
park with state-of-the-art smart facilities that champion Industry 4.0. 
In our plans lined up to 2025, we have clearly defined the spatial 
and operational demarcation for its city airport, business aviation 
hub and aerospace clusters.  

Bracing ourselves for 2019, we recognise the global macro 
economic pressures arising from trade restrictions between  
China and the United States and tightening global financing 
conditions. Nevertheless, we are confident of improved financial 
performance for 2018. Our recently released third quarter results 
ended 30 September 2018 showed Malaysia Airports’ net profit 
surging 108% to RM168.49 million, thanks to higher international 
passenger traffic for Malaysia and growth momentum at our airport 
operations in Turkey.   

We are happy to note our latest data for November showed 
continued growth with 8.27 million passengers passing through the 
39 airports operated by us in Malaysia, up from 7.93 million from 
the previous corresponding period. Our flagship KL International 
Airport (KLIA) also saw higher passenger growth of 3.3% to 4.99 
million in November.   

Ever mindful of improving our airport guests’ experience and taking 
note of their feedback from the surveys we conducted, we joined 
the worldwide ‘Silent Airport’ movement of reducing the number 
of public announcements made. We implemented this initiative last 
month at both terminals in KLIA, KLIA Main and klia2, and plan to 
extend this to our other airports in the near future.

We continue in our efforts to encourage our passengers to embrace 
technology for their travel needs via the usage of the MYairports 
mobile apps that we have introduced not too long ago. This handy 
tool provides them with real-time flight status updates, boarding 
gates information and wayfinding features.  
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Aviation Industry 2019 
Outlook and Prospects 
Given the challenging 
economic and political 
environment globally, 
industries, aviation included, 
are facing a number of 
headwinds that will impact 
their performance in 2019. 
However, the strength of the 
aviation industry cannot be 
discounted with air travel 
demand remaining buoyant 
and given the expansion of its 
markets.

According to International Air Transport 
Association’s (IATA) Director General and CEO 
Alexandre de Juniac, some 1,300 new direct 
links between cities were opened in 2018, 
with 250 million more journeys by air in 2018 
compared to 2017. 

IATA latest year-end report for 2018 released 
on 12 December showed that commercial 
airlines’ fleet is forecast to increase by over 
1,000 aircraft to almost 31,000 by end-2019 
compared to over 1,780 delivery of new 
aircraft with investment of US$80 billion by the 
industry projected for 2018. 

It also noted that the average size of aircraft in 
the fleet will continue to rise slowly, estimating 
around 4.8 million available seats by end-
2019. 

With passenger traffic expected to grow 
6% in 2019, de Juniac envisaged that this 
will increase load factors, which have been 
projected to rise from 2018 levels to 82.1% 
on average in 2019 and support a 1.4% gain 
in yields. 

Likewise, passenger revenues, excluding 
ancillaries, will be higher at US$606 billion, 
up from US$564 billion in 2018. 

With scheduled aircraft departures forecast to 
reach 39.8 million, IATA chief economist Brian 
Pearce said this means an average of 76 
aircraft departing each minute in 2019. 

However, painting a “cautiously optimistic” 
picture of the aviation industry’s performance 

at IATA’s recent Global Media Day, de Juniac 
said, “We had expected rising costs would 
weaken profitability in 2019” but the sharp fall 
in oil prices and solid gross domestic product 
(GDP) growth projections provided a buffer.
IATA forecast global airline industry net profit 
to be at US$35.5 billion in 2019, higher than 
the US$32.3 billion expected net profit for 
2018, which has been revised down from its 
earlier June forecast of US$33.8 billion. 

Pearce quipped that the airlines are expected 
to contribute 5.8% higher in tax revenue to 
US$136 billion into the government coffers 
in 2019. This will represent over 44% of 
the gross value added generated by airline 
businesses.

However, de Juniac cautioned, “Governments 
should not view the industry’s better financial 
footing as a blanket bill of health nor (as) a 
blank check!” Although the aviation industry is 
on a more solid financial footing than at any 
time in its history, he believes that a business-
friendly policy framework is necessary to 
support its competitiveness.

The aviation industry remains a “critical 
enabler” of the economy with global spend 
by consumers and businesses on air transport 
expected to reach US$919 billion in 2019, 
up 7.6% from 2018. This is equivalent to 1% 
of the GDP worldwide,

The Air Transport Action Group’s Benefits 
Beyond Borders 2018 report released in 
October predicted 65 million jobs coming from 
the aviation industry’s own direct employment, 
airlines and via their supply chain, among 
other factors.
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While Pearce anticipated this figure to grow 
to over 70 million in 2019, de Juniac said 
total employment by airlines is expected to 
rise 2.2% to 2.9 million in 2019 on top of its 
3.1% and 3.3% growth in 2018 and 2017 
respectively. 

Wages will also increase, reflecting the 
tightness of the labour markets. There will also 
be a rise in productivity in aviation jobs.
Summarising the requirements for airline 
infrastructure, he listed sufficient capacity, 
affordability and aligning both the airlines’ 
technical and service level needs, “Getting 
these (things) right, however, is a difficult 
long-term challenge. Decisions must be made 
today if we want infrastructure to be in place a 
decade from now.” 

de Juniac believes that planning by most 
governments is not ambitious enough to meet 
that demand. A recent IATA poll showed 70% 
of the travellers sense overcrowding at airports, 
with over half of them supporting plans to 
expand their community’s airport.

Closer home, a number of airports in Malaysia 
have reached their capacity and are due for 
expansion. They include Penang International 
Airport, which is expected to record over 
7.8 million arrivals and departures in 2018, 
surpassing its 7.2 million record set a year 
ago. The plans are to have a bigger capacity 
of 16 million passengers per annum (mppa) 
instead of 10 mppa.

Besides going on an expansionary mode, 
Malaysia Airports acting group chief executive 
officer Raja Azmi Raja Nazuddin also sees 
2019 as a “major replacement year” for many 
of its facilities such as aerotrains and baggage 
handling system in the country. A commercial 
reset has also been mapped out by the airport 
operator.

APAC Scenario
In Asia Pacific (APAC), how will the airlines be 
faring in 2019? IATA expects them to report a 

US$10.4 billion net profit in 2019, up from 
US$9.6 billion in 2018, with average profit 
per passenger at US$6.15 and net margins 
kept at 3.8%. 

Given APAC’s diverse market performances, 
some of these airlines are seeing strong growth 
from the entry of new low-cost carriers while 
others are more dependent on outbound cargo 
from key manufacturing centres. Although 
cargo revenue growth slowed down from 
2017’s strong performance, it will remain 
positive for airlines in this region. 

IATA cites that lower fuel costs, low levels of 
fuel hedging and strong regional economic 
growth to be supporting profitability in 2019 
in APAC. Pearce, who sees considerable 
momentum to travel growth as we go into 
2019, said the first 10 months of 2018 
already showed strong growth in air travel, 
particularly in Asian domestic markets.  

According to Glenn B Maguire, principal of 
APAC Economist Visa Business and Economic 
Insights, markets in APAC are reaching a 
tipping point in cross-border travel. This 
happens when a city reaches 800,000 
travelling class household. 

Travellers from emerging Asia will be the key 
driver of global tourism growth. It will be led 
by China, which will be adding 80 million 
more households to the global travelling class, 
which is defined as those earning more than 
US$20,000 a year in constant 2015 US 
dollars.

In his special address on “The future of travel 
and tourism in a more physically and digitally 
connected world” at the recent World Tourism 
Destinations Forum 2018 held in Kuala Lumpur, 
Maguire said from China itself, there has been 
a 14% increase in terms of year-to-date arrivals 
as of August 2018.

Travel Trend—boosters
In APAC, he sees the new and young middle-
class consumers driving consumption, thanks 
to rising affluence, smaller family structures 
and increased connectivity, which have all 
helped to boost long-haul travel demand and 
will continue to do so in 2019.

Over 60% of the growth will occur in cities 
with consumer spending growth led by 
electronics, package holidays, household 
appliances, food, postal services and 
tobacco. Maguire observed that airport 
upgrades and construction are also reshaping 
travel patterns with over US$160 billion 
estimated for planned spending on more than 
340 new airports, saying that 178 of the 
planned new airports are coming from APAC. 

With half of these new facilities located in 
Asia, international air travel patterns are 
expected to shift from Atlantic to the Pacific.
As for Malaysia’s tourism and travel, the 
country has performed well positioning 
itself as a preferred tourism destination both 
regionally and globally via its major cities. 
A recent survey by online travel booking 
operator Agoda listed Malaysia as the 
third most popular Asian country in terms 
of accommodation bookings in 2018 after 
Japan and Thailand.

The same survey also showed Kuala Lumpur 
to be the third most visited Asian city after 
Bangkok and Tokyo. Other local cities 
that made the cut into Agoda’s list include 
Penang, Melaka, Johor Bahru, Kota Kinabalu, 
Ipoh, Kuching and Kuantan where air 
connectivity  
is present.

The Minister of Tourism, Culture and Arts 
Mohamaddin Ketapi recently announced that 
Malaysia is on track to meet its projected 
26.1 million tourist arrivals by end-2018. 
Together with its marketing arm, Tourism 
Malaysia, the ministry is now gearing for Visit 
Malaysia Year 2020.
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Datuk Musa Yusof is 
the New Tourism 
Malaysia Director 
General
On 3 December 2018, the 
Minister of Tourism, Arts and 
Culture, Datuk Mohamaddin 
bin Ketapi announced the 
appointment of Datuk Musa 
bin Yusof as the Director 
General of Tourism Malaysia.

He succeeded Datuk Seri Mirza Mohammad 
Taiyab who officially retired from the post on  
2 December 2018.

In appreciation of Datuk Mirza’s 36 years 
of service, the Honorable Minister said, 
“We have lost a figure who has made great 
contributions to the growth of Malaysia’s 
tourism industry. 

“We wish him all the success and hope that 
his vast experience in tourism will continue 
to benefit and elevate Malaysia’s tourism 
industry”.

The Minister added, “I hope Datuk Musa will 
bring Tourism Malaysia to greater heights 
and assist the Ministry of Tourism, Arts and 
Culture in our efforts to achieve our targets. I 
also hope that under this new leadership, we 

can enhance the cooperation 
among all agencies under the 
Ministry of Tourism, Arts and 
Culture, and work together as 
one to achieve excellence”.

Datuk Musa joined Tourism 
Malaysia (then known as 
Tourism Corporation of 
Malaysia or TDC) in July 
1990 as Assistant Director of 
Enforcement and Facilitation 
Division.

His other key positions in 
Tourism Malaysia included 
Special Officer (Tourism) to 
the Honorable Minister of 
Culture Arts and Tourism of Malaysia, YB Dato’ 
Sabbaruddin Chik (1997-1998). He was also 
Director of Tourism Malaysia Paris office from 
1998 to 2003.

His experience in Tourism Malaysia included 
market development, corporate, international 
promotion, promotional support and 
domestic marketing. He was Senior Director, 
International Promotion Division (Asia/Africa) 
prior to his appointment as Director General.

Datuk Musa received a Diploma in Tourism 
Management from Schloss Klessheim, 
Salzburg, Austria. He also received a  
Bachelor of Science in Economics with 
International Business from the University  
of Southern Mississippi, USA.

He was granted the Darjah Pangkuan Seri 
Melaka (DPSM) with the title of Datuk in 
October 2013 by Tuan Yang Terutama,  
Yang Dipertua Negeri Melaka.
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In October 2018, SriLankan 
Airlines received a prestigious 
Four Star Rating in the major 
Regional Airline category 
from the Airline Passenger 
Experience Association (APEX) 
for the second year running. 
The ceremony was held in 
Boston, USA.  

The ratings were based 
on the feedback of 
passengers from around 
the world, who rated 
airlines based on overall  

flight experience; seat comfort; cabin  
service; food and beverage; entertainment 
and Wi-Fi. The overall passenger ratings 
were then certified by an external auditing 
service hired by APEX.

In addition to a Four Star Rating, APEX 
nominated SriLankan video advertisement  
‘Epic Journey of Sri Lanka on SriLankan’ in 
the Best Original Video category over major 
airlines in the industry.

SriLankan Airlines Rated Four Star 
For Second Consecutive Year

Air Astana to Launch 
New Low Cost Airline FlyArystan

In November 2018, Air Astana announced  
the launch of a low-cost airline in the first  
half of 2019. Called FlyArystan, it will operate 
a fleet of Airbus A320 aircraft configured 
to all-economy class of 180 seats. The low-
cost airline will offer airfares approximately 
half of what Air Astana offers. It starts its 
operations on mostly domestic routes, with 
plans to expand onto regional international 
routes.

FlyArystan will operate a classic LCC model, following examples of 
highly successful airlines such as Easyjet, Indigo, Cebu Pacific and 
AirAsia. All safety standards and regulatory processes to which Air 
Astana is subject to, will automatically apply to FlyArystan.

The routes are to be announced over the coming months; however the 
new airline will operate 4 aircraft initially, growing to a fleet of at least 
15 by 2022. Air Astana currently operates thrice weekly flights from 
KLIA to Almaty International Airport and in the near future, Malaysian 
travellers can make domestic connections in Kazakhstan with FlyArystan.

Peter Foster, President and CEO of Air Astana said, “FlyArystan is the 
result of much serious thought and internal business planning, and 
comes as a result of a rapidly changing local and regional airline 
business environment. It will be good for the mid to long-term prospects 
of Air Astana, and we hope, well received by the Kazakhstan travelling 
public, who will be able to benefit from significantly cheaper airfares on 
domestic and regional routes”.

In Malaysia, AVIAREPS Global Alliance Travel Sdn Bhd is the GSA for 
Air Astana.

For more information, please call 03 – 2144 1571

SriLankan other recent accolades included 
‘World’s Leading Airline to the Indian Ocean’ 
at the World Travel Awards world ceremony, 
‘Asia’s Leading Airline To The Indian Ocean 
– 2018’ and ‘Asia’s Leading Marketing 
Campaign – 2018’ at the World Travel 
Awards for Asia and Australasia. 

The airline operates twice daily flights  
between Kuala Lumpur and Colombo and 
the accolades will augur well with Malaysian 
passengers.

For more information, 
please call 03 – 2697 2100
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IndiGo Chooses Kuala Lumpur as  
Next International Destination

KL International Airport (KLIA) 
is continuously reaffirmed as 
a preferred global hub in this 
region, this time by India’s 
largest airline and the 4th 
largest low-cost airline in the 
world – IndiGo. The airline’s 
inaugural flight to KLIA on 
the morning of 15 November 
2018 flew 180 passengers 
on its Airbus A320 aircraft 
from Delhi, India. This new 
milestone for IndiGo was 
witnessed by the Minister of 
Transport, YB Loke Siew Fook; 
Acting Group Chief Executive 
Officer of Malaysia Airports, 
Raja Azmi Raja Nazuddin;  
and the Chief Commercial 
Officer of IndiGo, William 
Boulter at klia2. 

YB Loke stated in his officiating speech, “klia2 
has seen a tremendous growth with a 6.9% 
passenger growth as at October 2018 for the 
last twelve-month cycle. In 2017, Malaysia 
has received more than 1.4 million inbound 
passengers from India through our local 
carriers. It was a 13.5% growth from 2016. 
India has always been an attractive market to 
Malaysian carriers. It is my aspiration to see 
the continued growth of Malaysian Aviation 
and I have no doubt that the addition of India’s 
largest airline to KLIA family will help contribute 
to strengthening the airport’s and Malaysia’s 
position as a strong hub within the region”. 

Azmi in congratulating the new airline partner 
pointed out, “India is one of our target 
destination markets in growing the connectivity 
at KLIA. In its traffic forecast for 2017-2040, 
Airports Council International projects that 
India will be the second fastest growing 
country in the world for passenger traffic at 
7.5%. In an effort to increase based on this, 
Malaysia Airports has increased connectivity 
at KLIA, we have joined hands with Tourism 
Malaysia through the Joint International Tourism 
Development Programme (JITDP). JITDP will have 
a combined fund of RM15 million, RM7.5 
million of which is contributed by Malaysia 
Airports. Beneficiaries of this fund will include 
airlines, tour operators, charterers, travel 
management companies, travel agencies”. 

Boulter spoke proudly, “We are delighted to 
receive a warm welcome from Kuala Lumpur 
International Airport and the Malaysia  
Tourism Promotion Board. IndiGo will operate 
its daily non-stop flights from Kuala Lumpur-
Bengaluru and Kuala Lumpur-Delhi. Malaysia 
provides a complete package for business 
travellers, holidaymakers and the meeting  
and conference segment. We see great 
potential on the India-Malaysia route due to  

the extensive cultural, business and tourism  
links between the two countries”. 

He added further, “IndiGo has completed 
12 years of successful operations in the 
India market and adding Kuala Lumpur to its 
network will further augment the international 
connectivity that we provide to our customers. 
IndiGo will continue to provide an on-time, 
courteous and hassle-free service, and 
affordable fares to our customers, as always”. 

Passengers departing to Delhi from klia2  
were treated to a cake-cutting ceremony 
hosted by the senior management of IndiGo 
at the check-in counters. This commemoration 
was followed by the arrival of the flight at 
10.40am local time. IndiGo will be operating 
its non-stop flights between Kuala Lumpur (KUL)-
Bengaluru (BLR) and Kuala Lumpur (KUL)-Delhi 
(DEL) daily from klia2, the second terminal of 
KL International Airport.

In Malaysia, AVIAREPS is the General Sales 
Agent (GSA) for IndiGo.

For more information, 
please call 03 – 2148 8033
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Emirates Raises Bar with World’s First 
Integrated ‘Biometric Path’

Keeping ahead with 
customers’ experience, 
Emirates announced in 
October 2018 that they will 
be launching the world’s 
first ‘biometric path’ which 
offers its customers a smooth, 
seamless airport journey at 
the airline’s hub in Dubai 
International Airport. 

Using a mix of facial and iris recognition 
biometric technology, Emirates passengers 
can soon check in for their flight, complete 
immigration formalities, enter the Emirates 
Lounge, and board their flights, by just 
seamlessly strolling past the airport.

Emirates passengers are beginning to 
experience this at Emirates Terminal 3, Dubai 
International Airport where the latest biometric 
equipment has already been installed. This 
equipment can be found at selected check-in 
counters at the Emirates Lounge in Concourse 
B for premium passengers, and at selected 
boarding gates. Areas where biometric 
equipment are installed will be clearly marked. 

Trials for the Smart Tunnel, a project by 
the General Directorate of Residence and 

Foreigners Affairs in Dubai (GDRFA) in 
collaboration with Emirates, was launched 
in October 2018. This pioneering form of 
passport control simply allows passengers to 
walk through a tunnel for passport clearance 
without human intervention or the need for a 
physical passport stamp. 

For the moment, these initiatives are still  
live trials. Once the internal tests are 
completed, Emirates will shortly launch trials 
for biometric processing at the other key 
customer points at the airport check-in, lounge 
and boarding gates, and subsequently at 
transit counters/gates, and for its chauffeur 

driven services. All biometric data will be 
stored with GDRFA, and customers invited  
to participate in the trials will be asked for 
their consent. 

Once fully operational, the seamless 
experience with the latest biometric  
technology will benefit Emirates passengers 
transiting at Dubai, including its many 
Malaysian travellers. Currently, Emirates 
operates thrice daily flights from KLIA to  
Dubai International Airport. 

For more information, 
please call 03 – 2058 5899
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Etihad Introduces  
New Economy Space and 787 
to Kuala Lumpur and Brussels

In December 2018, Etihad 
Airways introduced its 
Economy Space, a new seating 
option across its wide-body 
fleet, enhancing its product 
offering and providing more 
choice to its customers on 
longer flights.  

Its 10 Airbus A380s are fitted with Economy 
Space seats, which feature an increased pitch 
of up to 36 inches. The redesign increases 
the number of extra legroom seats in Economy 
from 20 seats to 80 seats on this aircraft type. 

Jamal Ahmed Al Awadhi, Etihad Airways 
Head of Guest Experience said, “We 
recognise that no two travellers are alike, 
and today’s customers demand more choice 
and personalisation during their travels. In 
response to the popularity and demand for 
extra legroom seats, we have reconfigured our 
Economy cabin to allow travellers to enhance 
their overall experience”.

Apart of modifying its A380s, Etihad Airways 
will provide additional Economy Space seats 
to 12 Boeing 777s and 21 Boeing 787 
Dreamliners by the end of 2019, increasing 
the total number of extra legroom seats by  
560 percent. 

Mr Al Awadhi explained further, “While  
many airlines have been squeezing more  
seats into economy class, we continue to 
focus on providing our guests with exceptional 
products and services that meet and exceed 
the demands and budgets of different types  
of travellers”. 

Malaysian travellers are further privileged with 
the introduction of Boeing 787-9 on Etihad’s 
daily scheduled services between Abu Dhabi 
and Kuala Lumpur from 20 December 2018. 
Flights between Abu Dhabi and Brussels would 
follow suit from 3 January 2019.

The new two-class 787 Dreamliner services 
features Etihad Airways’ next generation 

Business and Economy Class cabins, 
configured with 299 seats – 28 Business 
Studios and 271 Economy Smart Seats. 

Robin Kamark, Etihad Aviation Group Chief 
Commercial Officer said, “Kuala Lumpur and 
Brussels are two very important destinations on 
the Etihad network, popular with both business 
and leisure customers and we are delighted to 
be introducing the 787-9 Dreamliner on these 
routes. Our customers can expect the quietest 
cabins and our latest in-flight products and 
technology, one of the world’s most technology 
advanced and fuel-efficient aircraft”.

For more information, 
please call 03 – 2687 2222
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Garuda 
Indonesia 
Takes 
on New 
Blood 
Presenting a new level of 
service excellence in air 
travel, Garuda Indonesia, 
the national flag carrier of 
Indonesia, connects more than 
90 destinations worldwide 
including an array of exotic 
destinations in the archipelago 
of Indonesia. 

With more than 600 daily flights, Garuda 
Indonesia proudly serves its passengers 
with the award-winning “Garuda Indonesia 
Experience” service, which highlights the warm 
Indonesian Hospitality and rich diverse culture. 

Born in Jakarta, Fredrik Kasiepo is now 
Garuda Indonesia’s new General Manager 
for Malaysia. As of November 2018, Fredrik 
has the highest of hopes for the airline and 
seeks to improve traffic between Malaysia and 
Indonesia despite intense competition from her 
peers in the Asia-Pacific region. 

A month before Fredrik entered his new 
office, Garuda Indonesia recorded the best 
on-time performance (OTP) in Asia Pacific 
with 90.4% of 10,000 flights landing 
on time. Fredrik points out that this is a 
result of Garuda Indonesia’s commitment 
to providing impeccable service to their 
customers. The airline intends to maintain 
their OTP by maintaining close coordination 
with their partners in the service line; 
prioritising ‘operational excellence’ above 
all else. Another contributing factor is their 
enhancements to pre-flight service facilities 
to provide faster and more efficient ways for 
passengers to check-in through their smart 
phones as well as better self check-in facilities. 
 
In addition, the airline continuously strives 
through its ongoing transformation programme 
to provide better and even more convenient 

services. The achievement of Garuda 
Indonesia’s transformation programme can  
be seen from global recognition with  
Skytrax’s 5-star airline rating since 2014, 
where the airline was ranked as ‘Top 10 
World’s Best’ airline in the world, as well 
as winning the prestigious ‘The World’s Best 
Cabin Crew’ award for five consecutive years 
from 2014. Additionally, Garuda Indonesia 
was awarded the “5-star Airline” recognition 
from the Airline Passenger Experience 
Association (APEX), a non-profit association 
for enhanced passenger flight experience 
based in New York, USA. 

Garuda Indonesia group currently operates 
202 aircraft with an average age less than 
five years. This consists of Garuda Indonesia’s 
fleet with a total of 144 aircraft and another 
58 aircraft operated by their low-cost carrier 
airline, Citilink.

Garuda Indonesia is also proud to  
confirm that they will be re-launching  
their direct flight from Jakarta to London on  
13 December 2018. Fredrik remarks, “This 
is the company’s on-going commitment to 
strengthening international flight networks, 

especially by providing direct connectivity 
access from Jakarta to London Heathrow (LHR) 
International Airport with our B777 dual class 
configuration”. In addition, they will operate 
three times a week: Tuesdays, Thursdays and 
Saturdays.  

Lastly, Fredrik highlights Garuda Indonesia’s 
plans for the Malaysian market, “we hope 
to be able to demonstrate the beauty of 
Indonesian hospitality to Malaysians through 
premium comfort and safety of our airline. 
Furthermore, we aim to connect Malaysians 
with more major cities in Indonesia through  
our networks. Garuda Indonesia, at the 
moment, serves 14 flights per week to 
Malaysia. These numbers will be increased 
along with growth of Malaysian traffic in  
the future. In order for growth to occur, 
we believe that providing seamless travel 
experiences with competitive 5-star service 
and integrated hospitality industry with our 
holding company is the key. Hence, we are 
very optimistic for Garuda Indonesia in the 
Malaysian market”. 
 
For more information about Garuda Indonesia, 
please call 03 – 2162 2811
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Malaysia Airports Gears Towards 
Future of Travel Retail with Latest 

Concessionaires Conference
In November 2018, Malaysia Airports hosted 
the 9th edition of Concessionaires Conference 
and brought together airport professionals 
and concessionaires to network and share 
insights in a common platform. 

The theme for the conference was ‘Gearing Towards the Future of Travel 
Retail’. Discussions included the challenges and opportunities of the 
industry and strategy to future-proof Malaysia Airports’ travel retail and 
airport experience. 

Increased tourist arrivals was recognised as one of the main 
opportunities that needed to be leveraged by the travel retail segment. 
With its network of airports and landing ports in the country, Malaysia 
Airports plays a significant role in facilitating tourist arrivals. As at 
October 2018, the Group’s Malaysia operations registered 89 million 
passenger movements with KUL contributing to 49 million. Of these 49 
million, 70 percent are international passenger traffic movements. 

Malaysia Airports senior general manager for Commercial Services, 
Nazli Aziz said, “Malaysia Airports is committed in growing the 
airports’ connectivity as we believe that Malaysia’s strategic location in 
the heart of ASEAN is a huge advantage for the travel retail industry”.

He added, “With the latest instalment of Malaysia Airports Commercial 
RESET Strategy, Malaysia Airports aims to raise the retail profile of 
airports in Malaysia through real estate improvement, brand positioning 
and new retail mix. The strategy will change the current travel retail 
landscape through constant innovation of retail spaces with the 
introduction of various new retail formats”.

Malaysia Airports is targetting to increase average spending per pax 
(SPP) by four-fold, from the current RM35 to about RM140 in five years. 
Non-aeronautical to aeronautical revenue is projected to be boosted up 
from the current 50 percent split to 60:40 ratio.

Nazli Aziz said, “We also need to rethink travel retail as there are 
changes in passenger buying behaviour where they are now more 
informed than ever. Digitisation and e-commerce are very important, 
and we need to move forward beyond our traditional retail business 
model. At Malaysia Airports, we believe that creating the right 
environment to provide innovative and memorable experience will 
generate more revenue for passengers to spend, leading to increase  
in retail sales”.

Malaysia Airports also held the Concessionaires Awards Night to 
recognise outstanding concessionaires and to encourage them to set 
industry-breaking standards of service. The awards aimed to inspire 
creativity and excellence in innovative approach towards raising the 
retail profile of Malaysia Airports.
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Sama-Sama 
Tops Airport Hotels 
for Six Consecutive Years

In November 2018, during the 
World Luxury Hotel Awards 
for 2018 held at Ayana Resort 
& Spa, Bali, Sama-Sama Hotel 
KL International Airport was 
awarded the ‘Best Luxury 
Airport Hotel’ in South East 
Asia for the sixth consecutive 
year. 

The gala ceremony was attended by over  
350 guests who flew in from around the 
world. The award was to honour the world’s 
finest hotels for their luxury offerings and 
exceptional service delivery.

At the same ceremony, Sama-Sama Express 
KLIA was awarded the ‘Best Air Transit Hotel’ 
in Asia and Sama-Sama Express klia2 received 
an astounding achievement for ‘Best Luxury Eco 
Green Hotel’ in Southeast Asia.

Sama-Sama Hotel KL International Airport 
Acting General Manager, Sundra Kulendra 
said in recognition to the contribution of its 
employees, “Sama-Sama Hotels group as a 
local brand strive to offer the best service in a 
great environment. I applaud these prestigious 
awards to the constant perseverance and 
attentiveness of the Hotel’s employees in 
upholding our brand promise in making 
meaningful connections to the guests who 
stayed at our hotel”. 

He continued, “It’s not just the brand of our 
hotel, but also the brand of Malaysia. In 
order to strive for a general improvement in 
the development of tourism in the country, it is 
necessary to promote the individual facilities 
as much as possible, as well as the destination 
as a whole. So, whether it is for business or 
pleasure, we will always try to give you a 
memorable stay; the Sama-Sama way”.

Earlier in the same month, Sama-Sama Hotel 
KL International Airport was also recognised 
as the ‘Best Business Hotel in Malaysia’ and 
‘Best Airport Hotel in Malaysia’ by Haute 
Grandeur Global Hotel Awards. The award-
giving body determined the winners based on 
the quality feedback from guests rather than 
the number of votes by a panel of judges or 
the general public.

Sama-Sama Hotel KL International Airport 
is located adjacent and linked to the Kuala 
Lumpur International Airport (KLIA). The hotel 
is connected by a covered sky bridge to the 
main terminal building which houses the arrival 
and departure hall.

The 442 luxury guestrooms and suites at 
Sama-Sama Hotel KL International Airport  
is the preferred hotel choice for transit air 
travellers with long-haul flights.

67

AIRPORT SHOPPING



INTERVIEW WITH AZMIR ZAIN
Chief Operating Officer, Malaysian Aviation Commission (MAVCOM)  

How would you describe 
your journey following your 
appointment as MAVCOM COO?
I would say the challenges that come with 
a growing market and the desire to see 
Malaysia’s aviation sector as a whole succeed 
makes every day different. I am glad to be 
part of a team of passionate professionals, 
comprising aviation specialists, financial 
analysts, economists, lawyers and consumer 
professionals amongst others, who are as 
keen as I am about developing the sector and 
creating meaningful change.

To what extent has MAVCOM been 
able to drive the development of 
the aviation industry since it was 
established in March 2016?  
MAVCOM’s mandate is to create long-term 
benefits for the consumers and industry 
through its many initiatives. They include 
the introduction of the Malaysian Aviation 
Consumer Protection Code (MACPC) rolled 
out in July 2016, which lays out legal 
consumer rights of air travellers in Malaysia. 
So far, we have handled more than 4,300 
consumer complaints related to air travel in the 
country, where 99% of the complaints have 
been resolved.

Tell us more about the MACPC?
It is the first consumer protection code in 
Malaysia’s aviation industry. Adapted from 
international guidelines such as the Montreal 
Convention 1999 and the International Civil 
Aviation Organisation’s Core Principles on 
Consumer Protection, it ensures that the rights 
of consumers, who travel by air in and 
from Malaysia, are clearly defined and 
protected under the national law. Prior to 
MAVCOM’s establishment, consumers 
rights for air travel in Malaysia were 
less clearly defined. 

These rights cover dealings with 
airlines, airports and other aviation 
service providers, which include 
foreign airlines operating in and 
out of Malaysia. 

The MACPC also ensures that 
consumers are entitled to 
compensation in the event of 
flight delays, cancellations 
and mishandled baggage. 
Airlines and airports are now 
given 30 days to resolve 
consumer complaints.

Brought in since April 2016 to formulate and drive MAVCOM’s strategic direction within the 
parameters of the Malaysian Aviation Commission Act 2015, the subject matters he has to 
tackle are diverse. They run from licensing, traffic rights, economic development, consumer 
welfare to airport charges and competition matters. Considering the many industry stakeholders 
and their varied interests, Azmir’s responsibilities become quite elaborate.

Leading MAVCOM’s management team in the development of our civil aviation industry via 
economic regulation while protecting consumers’ interests have kept Azmir busy over the last 
few years. The man is not new to the aviation sector. Prior to joining MAVCOM, he was 
Director of Investments at Khazanah Nasional Bhd, overseeing its investments in aviation.
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There is thus more transparency and clearer 
guidance on consumer rights and how 
consumers can exercise their rights. With 
the MACPC, airlines are now prohibited 
from automatically adding on services when 
consumers make a booking. As a result of 
this mandatory ‘opt in’ approach, consumers 
now only pay for services that they actively 
choose. 

Please share with us the other 
initiatives introduced by MAVCOM. 
We implemented a reduced Passenger 
Service Charge for travels from Malaysia to 
ASEAN destinations from RM65 to RM35 
per passenger. We are also working towards 
having an internationally accepted framework 
for calculation of airport charges, which 
will result in differentiated airport charges 
at airports in Malaysia according to service 
levels and simultaneously resolve airport 
development funding for the country.

MAVCOM has also introduced AeroFile, 
an automated filing system that simplifies 
the application process of landing permits 
for airlines, thus reducing the application 
processing from 14 days to three. We are 
also developing an economic master plan for 
the aviation industry in Malaysia and working 
towards improving the service levels for the 
Rural Air Services programme in Sabah and 
Sarawak. 

Can you elaborate on the  
Airports Quality of Service 
(QoS) Framework introduced by 
MAVCOM to raise service standards 
at airports in Malaysia? How it 
will benefit consumers and the 
industry?
The Airports QoS Framework will be  
gradually implemented, commencing with  
the KL International Airport and klia2 in the 
third quarter of 2018. Its implementation is 
part of our efforts to protect consumers and 
ensure a better travel experience overall 
by holding airport operators accountable 
for improving standards. The objective is to 
ensure airport operators prioritise consumer 
service levels and facilitate improved airport 
user experience for air travellers, airlines, 
ground handlers and other users of airports  
in Malaysia.

Developed via an industry consultation 
process, the Airports QoS Framework sets 
service standards and key performance 

indicators for various airport user experiences. 
They include cleanliness of washrooms, 
wayfinding, availability as well as quality of 
infrastructure, queuing times and timeliness of 
baggage handling. If these service standards 
are not maintained or achieved, the airport 
operator could be imposed a financial 
penalty of up to 5% of its aeronautical 
revenues. 

The Airports QoS Framework also ensures 
that the interests of airport investors, board 
members and management are aligned with 
those of the consumers. 

Please tell us more about your 
consumer-friendly initiative, 
FlySmart.
FlySmart was launched after we conducted 
a passenger survey and found that 85% of 
air travellers are interested to learn about 
consumer rights through online sources such 
as social media platforms. Taking greater 
advantage of social media to pursue our 
consumer education objectives, our focus is 
to drive awareness, educate and empower 
travellers of their rights via the FlySmart 
website, Facebook page and mobile app.

Available in both English and Bahasa 
Malaysia, the website offers quick and easy 
access to essential information on consumer 
rights and feature handy tips and informative 
videos. It also acts as a platform for travellers 
to help one another as it features stories of 
travellers who have received MAVCOM’s 
assistance. FlySmart’s Facebook page allows 
consumers to learn more about their travel 
rights in an interactive manner through the 
sharing of travel tips and articles, related 
video content as well as sharing of travel 
experiences.

Meanwhile, our FlySmart mobile app will 
enable travellers to easily access information 
and submit feedback to MAVCOM on the 
go. We will continue our educational efforts 
through reminders and notices at airports, 
infographics and educational articles, travel 
and in-flight magazines as well as on the 
ground activities such as our presence at 
MATTA Fairs. 

Besides working with airport operators  
to position FlySmart notices and videos at  
our airports nationwide, we will also be 
reaching out to communities in Sabah and 
Sarawak. 

How do you view the outlook and 
challenges for the aviation industry 
in 2019? In particular, how will our 
local carriers fare amid rising jet 
fuel cost?
While international passenger traffic continues 
to grow, I expect our Malaysian carriers to 
be conscious of the volatility in global jet 
fuel prices threatening the profitability of all 
carriers. This factor contributes greatly to a 
challenging operating environment for our 
local carriers.

Malaysia’s passenger traffic is projected to 
grow between 100.3 million and 101.1 
million passengers in 2018 at a relatively  
low rate of between 1.1 and 2.2% compared 
to 2017 due to, amongst others, a reduction 
in domestic capacity by some of our local 
carriers. 

We forecast the country’s passenger traffic to 
grow by 2.2% to 3.3% in 2019, translating 
into passenger traffic of between 102.5 
million and 103.5 million. This growth will 
be supported by private consumption and 
potentially lower airfares as Malaysian airlines 
continue to focus on short- and medium-haul 
destinations rather than long-haul destinations.

On the personal front, how do  
you unwind? 
I love reading and also enjoy photography. 
Sometimes I wish I could do it full-time!
As an avid fan of Liverpool Football Club, I 
certainly hope to watch more of their matches 
live. At the end of the day, spending time with 
family makes me happiest.
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Breeze through your journey from 
home to the departure gate with 
our new MYairports app!

HAVE A HAPPY JOURNEY!

TRAVEL EASY AND QUICK
Download the MYairports app today for a 
more joyful airport experience.

MYairports

Navigate easily with the dynamic 
way finding feature

Manage your journey step by step 
through the airport

Customise your app preferences 
by creating your own profile 
 
Share your feedback to enhance 
your experience and satisfaction

*ANDROID VER 6 & ABOVE


