
 
 

 
 

Suite 600, 116 Lisgar Street / 116, rue Lisgar, Bureau 600 
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Tel: 613.560.9302   Fax: 613.560.6599 

 
August 20, 2018 
 
Canadian Transportation Agency 
15 Eddy Street 
Gatineau, QC J8X 4B3 
 
Via: consultations@otc-cta.gc.ca  
 
Re: Air Passenger Protection Regulations: Technical Questions 
 
The Canadian Airports Council (CAC) is the national trade association representing 
Canada’s airports.  Our 53 members include all of the non-governmentally operated 
National Airports System (NAS) airports and regional commercial airports throughout 
the country. 
 
The Transportation Modernization Act has amended the Canada Transportation Act to 
grant the Canadian Transportation Agency (CTA) the ability to define and regulate air 
carriers’ minimum obligations to passengers. On behalf of the CAC’s member airports, 
we submit the following comments in response to the CTA’s consultation document 
titled Air Passenger Protection Regulations: Technical Questions. 
 
CAC members include all privately operated National Airports System (NAS) airports.  
CAC member airports handle virtually all of the nation’s air cargo and international 
passenger traffic, and 95% of domestic passenger traffic.  
 
When responsibility for operation of 22 of Canada’s NAS airports was transferred from 
the federal government starting in the early 1990s, it was to locally accountable 
nonshare capital corporations.  With a mandate to invest in/maintain airport 
infrastructure to benefit of travellers and the community, these airports reinvest all 
operating surpluses back into the airport to benefit users.   
 
Canada’s airports place the traveller experience at the forefront of airport management 
and planning, not only at NAS airports but also at the CAC’s 32 regional airport members 
operated by non-federal levels of government and not-for-profit groups.  
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Canada’s Airports and International Collaboration in the Travel Experience 
 
Canada’s airports are world leaders in airport customer service.  As a division of Airports 
Council International-North America, the CAC is part of an international community of 
airports working together on areas of common concern.  This includes collaborative 
work with air carriers and other partners at the International Civil Aviation Organization 
(ICAO) on international standards and best practices of traveller care. 
 
ACI’s Airport Service Quality (ASQ) is the industry’s global benchmarking programme, 
measuring passengers’ satisfaction whilst they are travelling through an airport.  
Seventeen Canadian airports participate in the program and Canadian airports 
frequently appear in the top results in ASQ categories regionally and globally.    
 
Canadian airports participate in other internationally recognized programs, such as 
Skytrax, where they also receive top recognition.  
 
Public Reporting 
 
While airports see their roles as advocates for the traveller through their airport 
journey, airports are complex operating environments with many aspects of interrelated 
service delivery defined by legislation and regulation.  When irregular operations at one 
organization affects another, airports, air carriers and other partners must work 
cooperatively and collaboratively to address the situation.  After a major service 
disruption has occurred, those involved review what happened with a goal of avoiding 
and mitigating problems in the future.  This is important work that should continue.  
 
Involvement of the CTA introduces an approach that could increase financial risk, add 
costs and extend timelines for resolution. This may be of particular concern in smaller 
communities and air routes of marginal viability. Informal or mediated processes have 
proven to be effective, in outcome and cost, and could avoid an unintended 
consequence of CTA investigations: airport partners becoming less willing to work 
collaboratively to address service disruptions.  
 
Today the CTA engages with airports on investigations of complaints involving their 
airports.  Canadian airports will continue to participate in investigations and, support 
the work of the CTA to resolve complaints as appropriate. 
 
Maintaining Air Routes 
 
Canada has a diverse range of airports, including busy international gateways, smaller, 
remote airports with limited but essential commercial air routes, and airports seeking to 
carve a niche for themselves with specialized offerings.  Growing and maintaining 
valuable air routes is a common priority of Canada’s airports and the CTA’s regulatory 
approach must consider the potential impact on communities that have fought hard for 
the air links they are able to offer.  
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Airports are very active in seeking new and expanded air services from an equally 
diverse range of air carriers, including large international airlines, independent regional 
carriers, and a new “ultra low cost” service offerings.  A regime that is overly financially 
punitive may create too much cost/risk in the system for some carriers to maintain 
services, such as those in smaller communities where air services are fewer but 
tremendously important connections for travel and goods.   
 
This ongoing growth and evolution of airports reinforces their roles as major economic 
drivers, vital to Canada’s national economic competitiveness. 
 
Complexity of Airport Operations 
 
Airports are by their nature complex operations, with many different partners working 
to deliver a safe, secure, and comfortable journey for travellers.  In addition to airports, 
air carriers and government providers of services for screening and border services, this 
includes third party providers for baggage handling, catering, fueling and other ground 
services.  
 
Airports today work with these partners in the travel journey to plan for irregular 
operations and challenges. For many elements of airport operations, in particular safety 
and security, the planning, training and exercising of various problem scenarios are 
regulatory requirements. For other elements, like customer service and business 
continuity, the focus is on service to travellers and being a good corporate citizen, 
stakeholder, and partner. 
 
When the CAC met with the CTA on July 27th, the CAC was invited to provide insight into 
operational challenges that could occur as a result of new traveller rights regulations.  
While airports anticipate they would continue to work with partners to mitigate any 
negative impacts to operations that may occur, there could be an impact on airports if 
aircraft return to the terminal more frequently to off-load passengers when terminals 
are already full.  Under such a scenario, passengers may have to be kept aboard aircraft 
to avoid violating fire code and other health and safety regulations, particularly during 
major irregular operations due to storms or other disruptions. 
 
Government Services 
 
Continuing to serve the needs of travellers and communities during a time of 
tremendous growth is the biggest concern of many of Canada’s airports today.  In 2017 
Canada’s airports handled more than 147 million passengers, up 145 per cent from 
1987. This trend is expected to continue with an increase of more than 50 per cent, or 
75 million passengers, expected in the next decade.  
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By providing security screening and border services, Canadian Air Transport Security 
Authority (CATSA) and Canada Border Services Agency (CBSA) play a central role in the 
experience that airports and their partners are able to offer travellers. Given the strain 
passenger growth has had on systems in place for travellers, airports share the concerns 
expressed by Transport Minister Garneau and industry partners that the persistent 
underfunding of these government services at airports is already a major service 
challenge for the air transport sector.   
 
Canada’s airports note this is a well-documented problem that contributes to missed 
flights, delays, and passengers unnecessarily waiting in line-ups and on aircraft.  
Transport Minister Garneau pledged to make tangible changes to address long line-ups 
and passenger wait times in his Transportation 2030 plan, launched in November 2016.   
 
“Too many Canadians are waiting too long,” he said.  Airports could not agree more. It is 
incumbent upon the federal government to address this underfunding challenge with 
CATSA and CBSA, as a first step to improving the traveller experience and to reducing 
line-ups and wait times at Canada’s airports.   
 
Conclusion 
 
Canada’s airports put the passenger at the center of decision-making, planning and 
operations, and appreciate the government’s commitment to improve the traveller 
experience.  The CAC supports an appropriate and balanced approach to air passenger 
protection and encourages the CTA to approach development of the regime in a 
measured way to ensure that accountabilities and responsibilities are assigned 
appropriately. 
 
 
Sincerely, 

 
Daniel-Robert Gooch 
President 
 


