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At Toronto Pearson, our shared vision is simple: to put the joy back into travel. 
The Passenger First Recognition Program brings that vision to life by celebrating 
the airport employees who make it a reality every day through consistent, 
high-quality, passenger-focused service. 

Rooted in our Service Behaviours — Show you care, Own the moment and Go 
above & beyond — the program shines a spotlight on individuals and teams who 
consistently go the extra mile to deliver first-class passenger experiences.  

Recognizing the individuals and teams who go above and beyond does more 
than celebrate achievement, it shapes the culture of our entire airport community. 
When exceptional service is seen, named and celebrated, it inspires others to bring 
that same commitment to every passenger interaction. Together, we build an 
airport experience that reflects our vision.  

All employees, leaders and teams operating at Toronto Pearson are encouraged 
to take part. Colleagues and teammates can nominate individuals or teams who 
demonstrates an exceptional commitment to passenger experience. Nominations 
are open year-round, with monthly winners recognized throughout the year and an 
annual Passenger First Awards Ceremony held each summer to celebrate the 
experience makers nominated over the previous 12 months. 

Individual recognition
This recognition celebrates individuals whose actions exemplify 
our Service Behaviours. The categories include: 
Show you care, Own the moment and Go above & beyond.  

Team recognition
This recognition celebrates a team that has come together 
to deliver exceptional passenger experiences through collective 
commitment and collaboration. There is one category: 
Making customer experience better together.    

Section 1: 
About the program



Individual recognition

Show you care
For airport employees who consistently demonstrate empathy, 
kindness and thoughtfulness, making passengers feel valued, 
supported and genuinely cared for.  

Own the moment
For airport employees who stay calm and confident under 
pressure, take responsibility and offer clarity to passengers 
and colleagues when it matters most.  

Go above & beyond 
For someone who consistently goes the extra mile, finding 
creative ways to improve the passenger experience 
and exceed expectations.   

Team recognition
Making Customer Experience 
Better Together 
For a team that collaborates to deliver exceptional passenger 
experiences, showing the power of teamwork, 
empathy and initiative.   

Section 2: 
Recognition categories



Anyone working at Toronto Pearson can nominate a colleague or team 
who made a difference for a passenger — big or small. The best nominations
are rooted in everyday moments: a kind word at the right time, stepping up 
when it wasn't expected or simply making someone's journey a little easier. 

The nomination form must be filled out including a description of the moment.
Not sure what to write? Here are some examples:   

Individual recognition
Show you care · Own the moment · Go above & beyond 

Nomination examples: 
•   Noticing a passenger who seemed stressed or confused and taking the time 
     to check in, offer reassurance or walk them to where they needed to go 

•   Stepping outside of their usual role to help resolve a passenger's 
     problem on the spot, without waiting to be asked 

•   Delivering a small but meaningful gesture — a kind note, a helping hand, an 
     extra effort — that made a lasting impression on a passenger's experience 

Section 3: 
How to write a nomination

Team recognition
Making customer experience better together 

Nomination examples: 
•   Working across departments or organizations to resolve a passenger issue 
     that no single team member could have solved alone 

•   Developing or piloting a new approach or process that improved 
     the day-to-day passenger experience 

•   Consistently showing up as a team to deliver reliable, high-quality 
     service that passengers and colleagues notice and appreciate 



Step 1:    

Step 2:      

Step 3:      

Step 4:     

Step 5:    

Step 6:         

Section 5: Terms and conditions 
Passenger First Recognition Program rules

Section 4: 
Selection process

Nomination received  

Nomination screened to ensure mandatory eligibility criteria  

Toronto Pearson Customer Experience team approves nomination request 

Congratulations email is sent to the nominee  

Nominee is added to the monthly prize draw, to be contacted if selected 

Nominations will be entered into the annual Passenger First Awards.


