
A World of
responsibilities

GTAA COrPOrATe resPOnsIBILITy rePOrT 2011
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The GreATer TOrOnTO AIrPOrTs AuThOrITy (GTAA)  
WAs InCOrPOrATeD In 1993 AnD MAnAGes TOrOnTO 
PeArsOn InTernATIOnAL AIrPOrT unDer TerMs seT 
OuT In Our DeCeMBer 1996 LeAse WITh The CAnADIAn 
FeDerAL GOvernMenT.

our Vision

Toronto Pearson will be North America’s premier portal to a  
world of possibilities.

our Mission

Together, we will attract, serve and delight our customers by consistently 
delivering value through innovative products and services.

our VAlues

integrity: Say what you mean; mean what you say.

Accountability: Walk the talk.

pursuit of excellence: Reach higher.

Collaboration/teamwork: Stronger together.

stewardship: Responsibility to others.

our beliefs

We believe our employees are our most valuable asset.

We will succeed by consistently exceeding our customers’ expectations.

We are responsible leaders of the community we serve.

We make safety and security our top priorities.

We are proud of our airport and passionate about aviation.

The Greater Toronto Airports Authority is proud to announce that the Global 
reporting Initiative (GrI) has confirmed that this report meets the disclosure 
requirements of a Level A report. This report is the first in north America to 
follow the new G3.1 Guidelines and Airport Operators sector supplement and 
receive a Level A confirmation from GrI (see inside back cover of this report).
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The GTAA’s vision for Toronto Pearson, 
to make our airport North America’s 
premier portal to a world of possibilities, 
takes in many dimensions of responsibility. 
We’re dedicated to serving our guests  
and airline customers, yet we’re also 
keenly aware of our broader impact on 
employees’ well-being, community life,  
economic growth and the future of our  
planet. It’s a commitment that challenges 
us constantly to do more, as we try to 
lead by example while maintaining critical 
balance in a world of responsibilities. 

TAble of ConTenTs

The social world p2  |  The environmental world p10  |  The economic world p14  |  Message from the Chair p18  
About this report p20  |  environmental responsibility p27  |  social responsibility p35  |  economic responsibility p42  
Global reporting Initiative (“GrI”) Index p45  
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Last year more than 11 million international travellers passed through Toronto Pearson. Of those 
arriving on inbound flights, many were visitors from around the globe who came to explore the cultural 

attractions and natural wonders of Ontario and the rest of Canada. Others flew in to pursue  
promising business, investment and career opportunities. And still more came to reconnect with friends 

and family in a vibrant, multicultural city where half of all residents were born abroad. 

It’s good to have the 
neighbours over
The sOCIAL IMPACT OF TOrOnTO PeArsOn enCOMPAsses BOTh The GuesTs WhO 
use Our AIrPOrT AnD The MAny COMMunITIes We serve As The GATeWAy TO 
TOrOnTO, CAnADA, nOrTh AMerICA AnD The WOrLD. InTerACTInG WITh These 
vArIOus COnsTITuenCIes Are 40,000 AIrPOrT eMPLOyees – WhO TheMseLves 
Are enGAGeD In COMMunITy LIFe ArOunD Our reGIOn.

168-181
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Toronto Pearson hosted its first street Festival in september 2011, welcoming some 1,500 people from 
neighbouring communities onto the airfield. volunteers representing every operational area, from 

facilities and maintenance to firefighters and the canine unit, provided a behind-the-scenes look at the 
airport, while carriers welcomed visitors aboard their aircraft and local musical groups performed.  

This highly successful experiment has now become an annual event.

The soCiAl World
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We have a responsibility  
to our guests
Our MAny InITIATIves TO enhAnCe The GuesT exPerIenCe AT TOrOnTO 
PeArsOn Are CenTrAL TO Our vIsIOn OF BeCOMInG A GLOBAL huB. BuT These 
OnGOInG eFFOrTs ALsO hAve A BrOADer sOCIAL DIMensIOn. We’re ensurInG 
ThAT Our COMMunITIes hAve MOre eFFICIenT, COMFOrTABLe ACCess TO The 
WOrLD – AnD ThAT vIsITOrs FrOM eLseWhere reCeIve The BesT POssIBLe 
WeLCOMe TO Our CITy.

In 2011 we introduced a wide array of guest service 
enhancements at Toronto Pearson, all aimed at 
achieving our immediate marketing goals while 
also reinforcing our commitment to serving 
the community better and contributing to its 
economic prosperity. 

The airport’s improved Guest Information Centres 
are staffed by service representatives who provide 
directions and assistance through the terminals 
(including for travellers with special needs), as well 
as Toronto-area tourist information. These centres 
are integrated with the new Digital Advertising 
and Wayfinding Network (DAWN), which features 
interactive kiosks that help guests quickly find 
departure gates and other airport services. And for 
those experiencing the airport online, in June 2011 
we launched a new website – TorontoPearson.com – 
which offers quicker flight searches and many other 
improvements on a platform designed for easy 
migration to planned mobile services.

MAkInG PArkInG eAsIer

For millions of Toronto Pearson guests, the first or 
last stop on a visit to the airport is the parking lot. 
In 2011 we made the entire parking process simpler 
and also introduced a number of value-added 
services. For example, both terminals extended a 
30 per cent parking discount to all guests travelling 
during the year-end holiday season. In addition, 
Terminal 1 now offers valet parking – with optional 
vehicle detailing – for guests who appreciate this 
level of premium service. And for travellers seeking 
the most economical parking choice for a longer-
term stay, Toronto Pearson’s new Value Park Lot 
offers highly competitive pricing and quick access 
to the terminals on the free LINK train.

200,000 guests
cast ballots – at interactive kiosks in the terminals, 
as well as via Facebook and the Toronto 
Pearson Wi-Fi landing page – voting for airport 
enhancements they’d like to see implemented. 

The soCiAl World
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A neW rAIL LInk

Each year an estimated 5 million vehicles travel 
between Toronto Pearson and the downtown 
core; volume is projected to reach 9 million by 
2020. To provide a more efficient alternative to 
road travel, in December 2011 the Government of 
Ontario announced the creation of a new express 
rail service between the airport and Union Station. 
The Air Rail Link will transport airport guests – and 
employees – quickly and reliably, adding a crucial 
ground transport component in support of Toronto 
Pearson’s global hub strategy. 

Specific plans for the rail service reflect a key theme 
of our strategy: the Toronto Pearson experience 
begins before guests even reach the terminals. 
Features being considered for the comfortably 
appointed trains include Wi-Fi access and laptop 
power outlets; self-service airline ticketing and 
check-in; flight information screens; and onboard 
refreshment service. Trains will depart Union Station 
and Toronto Pearson every 15 minutes.

The Air Rail Link will also have a major impact on 
regional economic development. In the near term, 
the project is expected to create approximately 
10,000 construction jobs. And once the service is 
operating, the reduction in traffic – by an estimated 
1.2 million vehicle trips annually – will help to ease 
the social, environmental and economic burdens  
of road congestion across the Greater Toronto Area. 
Part of a wide-ranging initiative to get people to 
and from our airport more efficiently, the rail service 
is scheduled to begin in 2015, in time for the  
Pan/Parapan American Games.

bAlAnCinG ACT

Investing in the best possible services and 
amenities is essential if we’re going to make 
Toronto Pearson the airport of choice for 
guests considering their travel options – 
and for airlines weighing the advantages of 
competing hubs.

At the same time, we have to keep our 
carrier fees attractive while ensuring that  
our financial outlook upholds the GTAA’s 
commitment to sustainability. This 
means finding innovative ways to work 
productively and keep costs under control. 
And it means looking for opportunities  
to earn additional revenues in areas  
where guests can see the added value  
we’re delivering.

33.4 million
guests passed through Toronto 
Pearson terminals in 2011.
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We have a responsibility  
to our employees
GTAA eMPLOyees WOrk ArOunD The CLOCk TO MeeT The neeDs OF Our 
GuesTs AnD CusTOMers. They Are The keePers OF Our vALues AnD The 
ChAMPIOns OF Our sTrATeGy As They PuT IT InTO ACTIOn. We hAve A DuTy 
TO CreATe A suPPOrTIve AnD equITABLe WOrkPLACe In WhICh everyOne  
Is enCOurAGeD TO Pursue hIs Or her FuLL POTenTIAL.

In our 2011 internal survey, the GTAA achieved an 
employee engagement score of 67 per cent, up 
12 points from two years earlier. As we strive to 
create an engaged workforce rivalling the best in 
our sector, the principal driver of our success is 
more transparent communications: our executive 
team is committed to ensuring that employees fully 
understand the strategy for Toronto Pearson and 
their role in making it a reality.

This deepening dialogue focuses not only on 
individual responsibilities, but also on the shared 
passion for our airport that distinguishes the 
GTAA’s unique culture. In the past year we sought 
to better define that culture by articulating a set of 
core beliefs. More than 50 employees collaborated 
over several months to arrive at the fundamental 
principles that guide us (see the inside front cover 
of this report). And to better recognize individuals 
who express those beliefs through action, we’ve 
also introduced a new program of employee 
service awards.

neW MODeLs, neW exPeCTATIOns

Various other initiatives launched in 2011 reflect 
the GTAA’s evolution as an enterprise that fosters 
engagement while encouraging employees to 
expand their horizons. A pilot career development 
program, for example, invited unionized employees 
in the finance and marketing areas to map 
out their future paths. And at the semi-annual 
People Leaders’ Summit, 200 management 
team members discussed what they needed to 
stop doing, continue doing and start doing to 
deliver on our strategy. Underlining the vital role 
of communications in an effective organization, 
the summit gave emerging leaders new tools for 
managing relationships, setting expectations and 
inspiring people to embrace accountability. 

We also continued to enhance the GTAA’s learning 
management system (LMS) over the past year. 
Many technical subjects that apply to large 
numbers of employees, such as the handling of 
hazardous materials, are shifting from classroom 
courses to a blend of face-to-face and online 
education. Flexible e-learning helps employees 
allocate their time more productively and makes 
courses more accessible to all. 

The soCiAl World
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We’ll be further upgrading the LMS to support 
the recertification of employees in technical roles, 
such as electricians and plumbers, and to give 
managers better tools for scheduling study time 
and monitoring progress. We’re also expanding our 
curriculum to develop skills in areas such as time 
management and written communications, offering 
new learning opportunities cost-effectively to a 
broader base of employees.

BusIness-OrIenTeD, CusTOMer-FOCuseD

The evolution of the GTAA’s culture is visible across 
the spectrum of human resources initiatives, 
from the introduction of a business-casual dress 
code as our teams become less hierarchical, to 
the negotiation of a new three-year collective 
agreement with the Pearson Airport Professional 
Firefighters Association – the first such contract  
in the airport’s history that is forward-looking rather 
than retrospective.

These changes are unfolding within an enterprise 
that is more business-oriented than ever. GTAA 
employees are working to maximize our return on 
investment by making the best use of the assets we 
have. And for any new process or idea they explore, 
the final measure of success is whether it advances 
the cause of our customers. 

bAlAnCinG ACT

The GTAA has been evolving to help 
employees work even more effectively 
on behalf of our customers. That means 
placing greater emphasis on collaboration, 
encouraging teams from different areas to 
work together on smarter, more efficient 
ways of doing things. It also means 
empowering individuals to assume a higher 
degree of responsibility as they put their 
good ideas into action.

Of course, as we encourage people to 
widen their scope, we have a responsibility 
to provide more tools and programs to help 
them advance in their careers and develop 
as potential leaders. And for employees, the 
satisfaction of taking on more responsibility 
brings with it the need to be more 
accountable for the initiatives they take.

40,000 people
work at Toronto Pearson, including about  
1,100 direct employees of the GTAA.

67%  
of respondents in the 2011 GTAA employee 
survey reported feeling deeply engaged in 
their jobs, up from 55% in 2009. 
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We have a responsibility  
to our communities
TOrOnTO PeArsOn’s PrInCIPAL resPOnsIBILITy TO The COMMunITIes We serve –  
BeyOnD Our rOLe As A GATeWAy TO nOrTh AMerICA AnD The WOrLD – Is  
TO ensure ThAT PeOPLe Are FuLLy InFOrMeD On ALL key AsPeCTs OF Our 
OPerATIOns AnD On The PrOCess By WhICh We GAuGe The IMPACT AnD  
LOnG-TerM BeneFITs OF Any InITIATIve We unDerTAke.

The cornerstone of our community engagement 
strategy is a commitment to straightforward, 
transparent communications. We want the residents 
of surrounding communities to understand exactly 
what we’re doing on a daily basis, and why.

Of the millions of people who travel and conduct 
business through Toronto Pearson each year, many 
live in the immediate area – including thousands 
who work for airport-related businesses and 
organizations. To build better relationships with 
our neighbours, in 2011 the GTAA created a new 
position, Community Engagement Manager, to 
coordinate all education, outreach and charitable 
initiatives within the framework of our five-year 
strategic plan.

The centrepiece of our engagement effort in 2011 
was the first Toronto Pearson Street Festival (see 
page 3), which invited area residents to discover 
various dimensions of a facility that is virtually a city 
within a city. Among the many participants who 
later provided feedback, a frequent comment was 
that the airport’s inner operations were far more 
complicated than they’d imagined. Indeed, this is a 
familiar refrain at the many community events – from 
street celebrations to meetings of local residents’ 
groups – where airport representatives are on hand 
to provide information and answer questions.

TrAnsPArenCy AnD COnTexT

We try to bring the same spirit of openness and 
dialogue to more formal interactions with the 
public, notably at meetings of the Community 
Environment and Noise Advisory Committee 
(CENAC). Consisting of residents and elected 
representatives from Brampton, Mississauga and 
Toronto, CENAC meets four or five times a year to 
provide a public forum for discussing noise-related 
and environmental issues at Toronto Pearson. 

The soCiAl World

$143,055
was donated by the GTAA to various charitable causes in 2011.  
We also supported the annual runway run in raising $150,000 for  
the William Osler health system, which provides hospital services  
in several communities bordering the airport.



09

GT
AA

CR
11

One topic that attracted a great deal of interest in 
2011 was a potential increase in the number of night 
flights. From the GTAA’s perspective, the primary 
communications goal was to ensure that members 
of the community had all the facts. For instance, 
many area residents did not realize that Toronto 
Pearson has been a 24/7 operation for many years. 
Of the roughly 1,100 flights taking off and landing 
daily, an average of 36 – or about 3 per cent – occur 
between 12:30 a.m. and 6:30 a.m. 

The proposed addition of between three and five 
flights per night reflects our need to accommodate 
a growing number of direct international routes  
whose flying times make daylight arrivals impossible.  
Our goal is to ensure that all stakeholders, and 
particularly concerned community members, 
understand why the flights are necessary. We’re 
not simply fulfilling our global hub strategy – we’re 
meeting the needs of a changing community in 
which more and more people of diverse cultural 
backgrounds are travelling to and from distant 
parts of the globe. In our outreach efforts we also 
highlight our enforcement of Toronto Pearson’s 
preferential runway policy and other noise mitigation 
strategies with our carrier partners. 

bAlAnCinG ACT

Our commitment to being a good neighbour 
to surrounding communities is fundamental 
to Toronto Pearson’s culture and values, and 
a pillar of our strategy. We have an important 
role to play in community life, whether 
by lending our support to popular events 
or addressing potential concerns about 
airport operations by explaining, fully and 
transparently, the reasons for our actions.

We also have a larger community to 
consider: the millions of airport guests – 
many of whom live and work nearby – who 
count on us to provide vital connections to 
the world. Being a good neighbour means 
balancing diverse and sometimes competing 
priorities among the constituencies we’re  
in business to serve.

98% 
of at-risk and newcomer children remain in  
school with support from their youth mentors 
in The Peer Project – a charitable initiative 
supported by the GTAA in partnership with  
the Community Foundations of Canada. 

We understand that these are sensitive issues 
requiring clear, proactive explanations of the GTAA’s  
policies and practices. With our renewed focus on 
this aspect of stakeholder engagement – including 
an entire area of our website devoted to providing 
context around night flights – we’re making 
community education and dialogue even more 
central to our sustainable growth strategy.
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In 2011 we installed our first charging stations for electric vehicles in the Terminal 1 valet parking area.  
As public interest grows, we plan to add more: fast-charging Level 2 (240v) units in the short-term 

section, and lower-voltage Level 1 units in the longer-term lot. Our own use of eco-conscious vehicles has 
earned the GTAA industry recognition, including a 2011 Green Fleet Leadership Award. supporting  

like-minded guests is a key part of our sustainability commitment.

We both get a charge  
out of it
We evALuATe TOrOnTO PeArsOn’s envIrOnMenTAL IMPACT WITh The sAMe 
sense OF COnneCTeDness ThAT shAPes ALL AsPeCTs OF Our BusIness. sO  
As We DeveLOP Green PrACTICes In Our OWn OPerATIOns, We enCOurAGe 
Our CusTOMers AnD PArTners TO DO The sAMe. AnD We suPPOrT Our 
GuesTs’ eCO-COnsCIOusness AT every Turn – rIGhT DOWn TO PrOvIDInG 
sPOTs TO PLuG In TheIr eLeCTrIC CArs.
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Working with our airline partners, Toronto Pearson pioneered greener approaches to baggage handling 
when Terminal 1 opened in 2004. Today the carriers’ electric baggage tugs can be recharged in as  

little as 30 minutes, thanks to one of the largest Level 3 (600v) charging facilities in the world. In addition 
to significantly lowering fuel costs, we’ve eliminated exhaust fumes to create a healthier work  

environment – and reduced our collective carbon footprint.

The enVironMenTAl World
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We have a responsibility  
to the planet
A COMMITMenT TO envIrOnMenTAL susTAInABILITy hAs LOnG Been A 
CenTrAL PILLAr OF The GTAA’s sTrATeGIC PLAn. We seT CLeAr GOALs FOr 
enerGy COnsuMPTIOn, WAsTe DIversIOn AnD OTher AreAs Where We 
hAve An IMPACT On The PLAneT. AT The sAMe TIMe, We LOOk FOr hOLIsTIC 
sOLuTIOns ThAT nOT OnLy MAke Our AIrPOrT Greener BuT ALsO reDuCe 
COsTs AnD IMPrOve The GuesT exPerIenCe.

As part of our long-term Energy Management 
Program, the GTAA has pledged to meet the widely 
adopted “20/2020” target: a 20 per cent reduction 
in greenhouse gas emissions by the end of the 
decade, relative to our 2006 baseline. In our annual 
operating budget, funds are explicitly allocated 
for initiatives that will reduce our carbon footprint 
while meeting our cost-efficiency goals. 

In 2011 we launched several projects to maintain 
momentum toward our 20/2020 goal, including 
the installation of new lighting in the Terminal 3 
parking garage. Previously, most of this 20-year-
old structure was lit by high-pressure sodium 
lamps, which were extremely inefficient by today’s 
standards: the original fixtures consumed 190W of 
power, compared to 47W for comparable, up-to-
date LED units.

The outmoded system also posed other problems. 
Its distinctive pinkish-orange glow, which most 
guests found unattractively dim, also made many 
colours difficult to distinguish – a potential security 
concern when it came to quickly identifying 
vehicles of interest. What’s more, a lack of spare 
parts was making the fixtures increasingly 
expensive to maintain; if an acrylic lens became 
damaged, a replacement had to be custom made  
at a unit cost of about $200.

The phased conversion to LED lighting began 
in the original Terminal 3 garage and ultimately 
extended to a more recent addition lit by metal 
halide lamps (which emit a brighter white light but 
are still energy-inefficient). As well, a large number 
of redundant fixtures were eliminated where the 
original and newer parking areas converged. The  
net result was a reduction in energy consumption  
of more than 75 per cent and a cost saving of  
about $200,000 a year.

Factoring in reduced maintenance costs plus a 
one-time rebate from the Ontario Power Authority, 
the lighting upgrade will pay for itself in less than 
four years. Just as important, it has created a more 
secure and welcoming environment for guests.

20/2020 
The GTAA has committed to a 20% reduction 
in greenhouse gas emissions (from 2006 
levels) by the end of the decade.

The enVironMenTAl World
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MuLTI-LeveL sOLuTIOns 

Across Toronto Pearson, the quest to meet our 
ambitious 20/2020 target is gaining added 
dimensions as we find long-term solutions that 
serve multiple needs. In Terminal 1, for example, 
we’ve developed a five-year plan to implement 
LED lighting while improving the ambience of all 
guest-facing areas. Another multi-year undertaking 
focuses on groundside roadway lighting – again, 
balancing the objectives of greater cost-efficiency, 
lower energy use and a more inviting nighttime 
approach to Toronto Pearson.

Even in areas that involve less interaction with 
the public, the same holistic thinking prevails. A 
case in point is the fleet of cars and light trucks 
used by GTAA employees to move around our 
facilities. In the past, vehicles were allocated 
to specific departments; now they’re managed 
cost-effectively as a shared pool. Employees can 
book vehicles from their desktops using an online 
reservation system, then pick up the keys from  
self-service electronic kiosks. 

The fleet is also growing greener as we complement 
a range of hybrid vehicles with fully electric models – 
all of which are in high demand. By embodying 
our commitment to the environment in these 
prominently branded vehicles, we send a strong 
message to customers, business partners and our 
own employees – who appreciate the opportunity  
to try out vehicles they’re also considering at home. bAlAnCinG ACT

We work constantly to mitigate our airport’s 
environmental impact by addressing variables 
we can control, from electricity consumption 
to the use of recyclable packaging and 
recycled paper products. We also encourage 
our customers and partners to adopt greener 
practices with policies such as the anti-idling 
restriction for airside vehicles.

At the same time, we pursue all of these 
initiatives in the context of a facility that 
exists to provide faster, easier global access 
to tens of millions of travellers annually. 
so even as we reward carriers for service 
improvements that entail more fuel-efficient 
aircraft, such measures must always be 
weighed against our fundamental obligation 
to remain an economically viable provider 
of a necessary service.

59% 
of non-hazardous waste from day-to-day 
airport operations was diverted to recycling 
programs in 2011.
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The vital role our airport plays in creating economic prosperity is evident throughout the communities we 
serve. Local supermarkets, for instance, are filled with items – from fresh fruit to seafood – that are flown 

in daily and distributed by specialized companies around Toronto Pearson. even more fundamentally, 
the billions of dollars that flow from our operations each year translate into higher demand for goods and 

services across the region – and the ability to add a few extra treats to the family grocery cart.

Good deals,  
great selection
TWO key IDeAs FrAMe Our unDersTAnDInG OF TOrOnTO PeArsOn’s eCOnOMIC 
IMPACT. FIrsT, susTAInABILITy Is nOT OnLy An envIrOnMenTAL COnCePT; Our 
BusIness MusT Be FInAnCIALLy susTAInABLe FOr The LOnG TerM. AnD seCOnD, 
every DeCIsIOn AFFeCTs The eCOnOMIC heALTh OF Our COMMunITy. Our 
AIrPOrT CreATes jOBs, OPPOrTunITIes, neW GrOWTh AnD FuTure PrOsPerITy.

FRESH SEAFOOD
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every aircraft at Toronto Pearson is a generator of economic growth. International travellers arrive 
constantly to do business, while Canadian companies send people abroad in pursuit of new markets. 

Cargo flights carry everything from high-tech prototypes to livestock, plus all the couriered paperwork by 
which deals happen. And the thousands of people who help at every stage, from passenger services to 

aircraft maintenance to security, take home paycheques that help to fuel the region’s economy.

The eConoMiC World



16

GT
AA

CR
11

We have a responsibility  
to the economy
IF We DOn’T Pursue Our sTrATeGy OF MAkInG TOrOnTO PeArsOn A nOrTh 
AMerICAn GATeWAy, BusInesses WILL LACk vITAL COnneCTIOns TO neW 
MArkeTs, PArTnershIPs AnD IDeAs. The reGIOn AnD The COunTry WILL FOrGO 
vALuABLe InvesTMenT CAPITAL, As WeLL As TOurIsM DOLLArs. FAMILIes AnD 
enTIre COMMunITIes WILL LOse PreCIOus LInks TO PLACes ArOunD The GLOBe. 
AnD Tens OF ThOusAnDs OF jOBs WILL Be AT rIsk.

The principle of balance that defines the GTAA’s 
approach to corporate responsibility is nowhere 
more evident than in our financial management 
practices. On the one hand, to attract and retain 
carriers in support of our global hub strategy, we’ve 
been steadily lowering our aeronautical rates and 
charges – for a total reduction of about 15 per cent 
from 2007 through 2011. We expect that this 
continuing effort to boost traffic will also generate 
new employment and other economic benefits 
throughout the region.

On the other hand, we can only decrease carrier 
fees in step with our ability to grow new sources of 
revenue. It will take a significant investment over the 
next few years to enhance the guest experience at 
Toronto Pearson in support of our strategic agenda. 
At the same time, we’re committed to creating a 
more empowered and engaged workforce, and to 
meeting our targets for environmental sustainability – 
all while doing nothing to compromise our long-term 
financial sustainability.

The MeTrICs OF suCCess 

In December 2011, Moody’s Investors Service 
upgraded the rating of the GTAA’s senior secured 
debt from A2 to A1. This latest sign of confidence 
from capital markets reinforced the steady 
improvement in our credit rating over the previous 
two years. Even during the low point of the 
2008 global financial crisis, we were successful 
in attracting investors when many comparable 
infrastructure companies were not.

In their reports on the GTAA’s performance, 
investment analysts cite our success in growing 
traffic, with 9 new routes added in 2011 (see sidebar 
on facing page). Analysts also point to the tangible 
cost savings from business process improvements. 
Last year, operating and maintenance expenses were 
down more than $60 million compared to 2008.

The GTAA’s financial strength has enabled us to 
repay some of our debt early, yielding further 
long-term gains. For example, a bond redemption 
in 2011 entailed approximately $27 million in costs; 
however, through this redemption and refinancing 
we expect to save future interest and financing 
costs in excess of the $27 million charge.

The eConoMiC World

185,000 people
have jobs that are indirectly supported by  
Toronto Pearson – in addition to 40,000 who  
are employed directly by the airport.
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The BIGGer eCOnOMIC PICTure

Toronto Pearson has an enormous impact on the 
regional economy, generating an estimated  
$26.4 billion in GDP annually. Our airport is the 
largest single employer in Peel Region and a leading 
employer in York, Halton and other nearby regions 
as well. With each new initiative to enhance the 
guest experience – for instance, the announced 
arrival of a dozen high-profile retail and restaurant 
brands in 2011 – we help to create even more jobs, 
as well as new revenue streams for an expanding 
network of local suppliers. 

The GTAA’s financial performance is intricately 
linked to the bigger economic picture. As we steadily 
reduce the average cost per enplaned passenger –  
a key measure of operational efficiency – the savings  
are shared with carriers in the form of reduced 
fees, which attract additional airline services to 
our airport. This increased traffic in turn creates 
employment, boosts tourism, stimulates new 
business ventures and contributes in countless other 
ways to a virtuous circle of economic improvement. 

bAlAnCinG ACT

Toronto Pearson’s global hub strategy 
requires a material investment in services 
and amenities that will attract new  
guests and retain existing ones. We also 
need to remain as competitive as possible 
in the costs we pass on to air carriers 
through aeronautical rates and charges. 
And we’re always conscious of our broader 
responsibility to help stimulate economic 
growth in our region.

But while the GTAA is not a classic for-
profit corporation, we nevertheless have 
a clearly defined obligation to operate 
a financially sustainable enterprise, 
maintaining strict fiscal controls and a 
judicious approach to risk management. 
Part of running a truly great airport is  
being financially prudent.

$6.8 billion
in employment income is generated 
annually by Toronto Pearson.

 
neW ToronTo peArson  
desTinATions in 2011

Hamburg germany
Lamezia-Terme iTaLy
manzaniLLo  mexico
marseiLLe  France
new orLeans  usa
Pescara  iTaLy
PorLamar  VenezueLa
san Diego  usa
Terceira azores
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The new world of 
responsibility
COrPOrATe resPOnsIBILITy useD TO Be jusT One MOre ITeM On An 
OrGAnIzATIOn’s AGenDA, TO Be WeIGheD AGAInsT OTher PrIOrITIes.  
BuT In The neW WOrLD Where The GTAA AnD sIMILAr PrOGressIve  
COMPAnIes OPerATe, resPOnsIBILITy Is The TesT We APPLy TO ensure  
all OF Our PrIOrITIes Are PrOPerLy BALAnCeD. As A resPOnsIBLy  
MAnAGeD BusIness, We MusT MAke sOunD DeCIsIOns TODAy TO  
suPPOrT The LOnG-TerM COMPeTITIveness AnD PrOsPerITy OF The 
COMMunITIes We serve. 

The GTAA is in the first phase of a five-year plan to 
realize our global hub strategy at Toronto Pearson. 
Following the transition in leadership that was 
officially completed in April 2012, the fundamental 
vision and goals of our company remain firmly in 
place. However, as our business continues to evolve, 
certain themes become more dominant. As we 
sharpen our focus on better meeting the needs of 
airport guests and airline customers, we gain new 
perspectives on Toronto Pearson’s relationships 
with all of our stakeholder communities – and on 
our broader responsibilities as a business.

First and foremost, we understand more than ever 
that the measures of our success must extend 
beyond the GTAA’s balance sheet to gauge our 
impact on economic growth, competitiveness 
and long-term prosperity in the communities that 
depend on us. This is why we are in business.

People don’t visit airports – they visit destinations. 
Our surrounding communities count on Toronto 
Pearson to provide easy access and a warm 
welcome to tourists, business travellers and other 
visitors from around the globe. By the same token, 
we must ensure that our own travelling public has 
ready access to the wider world, whether to do 
business, explore the planet or keep up the vibrant 
multicultural connections that distinguish our city.

The POWer OF 40,000 

As we work to meet these high expectations, we’re 
also refining how we think about our own Toronto 
Pearson community, which extends far beyond  
the 1,100 people directly employed by the GTAA.  
Our community includes everyone who works at 
the airport – whether for airlines, at retail stores and 
restaurants, in ground services or for government 
departments and agencies. We all work at Toronto 
Pearson – some 40,000 of us – serving the same 
customers and addressing the same needs. Only by 
combining our efforts toward common goals will we 
fulfill our overall objectives. 
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It’s well within our collective power to make Toronto 
Pearson a global hub and one of the great airports 
of the world. Based on the deep sense of pride 
that’s evident in every corner of this huge, complex 
facility, the Toronto Pearson community is ready to 
take on that challenge. What will continue to build 
momentum is our shared commitment to focusing 
on the little things that matter – things we all 
understand and can do something about right now: 
a guest who needs directions, a sign that could 
be clearer, a power outlet that should be easier to 
reach, a scrap of paper that missed the recycling 
bin. If we work constantly to get these little things 
right, the bigger ones will follow.

A FuTure BeyOnD TOMOrrOW

As we hope this report makes clear, in pursuing 
our vision for Toronto Pearson we have many 
responsibilities that must be kept in balance. What’s 
more, we know that there are new challenges 
ahead. As our passenger traffic grows from the 
current 33.4 million to, say, 40 million guests a year, 
we anticipate that the increased volume will place 
corresponding demands on our resources. Our 
success in managing this growth will come down to 
two critical points:

1. We’re operating a business. The GTAA does 
not have shareholders, but we do have a bottom 
line. When we look for new sources of revenue by 
attracting more traffic and enhancing the airport 
experience, it’s not to pay a dividend but to better 
serve our guests, our airline partners and our 
communities. When we manage our company with 
fiscal prudence and sound governance, we generate 
more value and can better fulfill our responsibilities –  
to the people who work at Toronto Pearson, to our 
neighbouring communities and, ultimately, to the 
economic prosperity of Canada.

2. We’re here for the long term. The GTAA’s 
commitment to our various stakeholders assumes 
a timeline that is measured not in quarters or even 
years, but decades. Whatever specific challenges we 
may face collectively, our communities are counting 
on Toronto Pearson to be here as an international 
gateway and an engine of economic growth. They 
need an airport, and our job is to provide one 
that is economically, socially and environmentally 
sustainable – in a world of responsibilities.

MArilynne e. dAy-linTon
Chair

MessAGe froM The ChAir

When we manage our company with 
fiscal prudence and sound governance, 
we generate more value and can better 
fulfill our responsibilities.
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About this report
The GTAA produces A corporATe responsibiliTy reporT on An 
AnnuAl bAsis To provide An updATe for our sTAkeholders. The key 
sTAkeholders expecTed To use This reporT Are The surroundinG 
communiTy, AirporT GuesTs And our employees. We hope The reporT 
provides Them WiTh insiGhT inTo WhAT We hAve GAined so fAr on our 
journey ToWArds susTAinAbiliTy. 

Our 2011 Corporate Responsibility Report covers our operations and activities that occurred between 
January and December 2011, with the exception of performance data related to winter operations, 
which are presented following the operational season running from July 1, 2010, to June 30, 2011. This 
is indicated accordingly in the tables. Our last report published was for the 2010 calendar year and is 
available on our website.

The Global Reporting Initiative (“GRI”) recently updated its reporting guidelines to the new G3.1 Sustainability 
Reporting Guidelines. The Airport Operators Sector Supplement (“AOSS”) was also completed in 2011.  
Our report will reflect the requirements of both these documents. A content index located at the end of this 
report outlines where the required GRI and AOSS information can be found. To avoid duplication of data, 
some requirements are reported in the GTAA’s 2011 Annual Report, printed in May of 2012.

On the back cover of this report is the contact information for providing your feedback. Please let us know 
what information and topics you would like to see covered in our future reports.
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reporT boundAry
The GTAA operates Toronto Pearson International Airport, located within the boundaries of the cities of 
Toronto and Mississauga, in Ontario, Canada. The GTAA, through its lease with the federal government, 
manages only the airport operation and the leased lands on which it operates. The GTAA sub-leases various 
lands, facilities and operations to other private entities for the purpose of aviation. Those operations are not 
the subject of this report. 

All information contained in this report focuses on the facilities and operations owned and/or operated 
by the Greater Toronto Airports Authority at the Toronto Pearson International Airport. Any information 
provided that does not include the entire facility is clearly labelled.

Toronto Pearson International Airport occupies approximately 1,882 hectares of land and includes the 
airside, terminal and groundside facilities. There are five runways. All runways are 60 metres in width 
and the two longest runways are 3,389 metres and 3,368 metres in length, allowing the largest existing 
commercial aircraft types to take off and land. All five runways have sufficient length, width and pavement 
strength to handle all commercial passenger aircraft types used on international flights, although certain 
aircraft carrying heavier loads may be required to use the longer runways. Full instrument landing systems 
are available that allow the airport to remain open during most weather conditions. A network of parallel 
taxiways, aircraft hold bays and deicing areas supports the runway system. 

The airport has three parallel runways in the east-west direction and two parallel runways in the north-south 
direction. Multiple parallel runway operations increase an airport’s aircraft operations capacity compared 
to an airport with a single runway or intersecting runways. The east-west runways offer a higher aircraft 
movement capacity than the north-south runways and are used more frequently because of the prevailing 
wind conditions. The two parallel north-south runways mitigate the adverse impact on airport capacity due 
to high crosswind conditions, which tend to be limited to less than 5% of the time, and occur primarily in 
the lower demand winter season.

The airport has two main commercial passenger terminals: Terminal 1 and Terminal 3. Each terminal 
provides international, transborder and domestic services. In 2011, 68 airlines provided air passenger service 
at the airport.

meAsurinG And reporTinG our performAnce
Again this year, an internal verification program was used to assess our data, including, but not limited to, 
how this information is captured, collected, reviewed and reported. A sample of the information and data 
related to the performance indicators was evaluated to ensure that a documented process and adequate 
controls were in place, to help us ensure the data we are presenting is consistent and accurate.

As this is our first year reporting to the updated G3.1 standard and the AOSS, it will take some time to 
completely align our data with the additional reporting requirements. As such, in the tables that follow 
towards the end of this report, there are several indicators that we are reporting on for the first time this 
year. As a result of the change in standard, there are also some indicators for which the type of data now 
required is not available at this time. We continue to provide the information we have available and take 
each year as an opportunity to improve on the details of the data. Some values have been restated as a 
result of a change in unit of measurement being used or a change in how the data was compiled. This has 
been clearly indicated in the respective sections. 

about this report



22

GT
AA

CR
11

Materiality

The mATeriAliTy AssessmenT conducTed in 2011 consisTed of A revieW 
of boTh The previous yeAr’s AssessmenT And Any neW sTAkeholder 
inpuT, collecTed primArily ThrouGh surveys, And The corporATe risk 
mAnAGemenT And sTrATeGic plAn documenTs. 

Stakeholder surveys were not designed specifically for the purposes of corporate responsibility reporting, 
but the results do provide an overview of what most concerns our guests, tenants and partners. The new 
GTAA strategic plan provides a roadmap for the airport to achieve its corporate goals, and the Enterprise 
Risk Management System helps ensure that management is aware of ongoing and new areas of risk or 
concern for Toronto Pearson and the airport/aviation industry as a whole.

The results of these documents were compiled and ranked by issues and topics raised externally and 
internally. The materiality assessment then prioritized topics based on their importance to the stakeholder 
and to the company. The report contains stories and information on the topics listed in the upper right 
quadrant of the matrix below, as these were identified as most material; it also covers, in less detail, all 
identified topics presented in the materiality matrix.

The figure shows increasing corporate 
focus from left to right, and increasing 
stakeholder interest from bottom to top, 
such that issues in the top right portion of 
the matrix are of paramount interest at both 
the stakeholder and corporate levels.
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corporate Focus

•  Transportation  
options

• Biodiversity

• Customer Focus

• Noise

• Environment

• Safety and Security

• Brand and Reputation

• Night Flights

• Climate Change

• Corporate Culture

•   Community 
Outreach

• Partners

•  Employee 
Engagement
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Engaging our stakeholders

poTenTiAl sTAkeholders include Any person or Group ThAT hAs direcT 
deAlinGs WiTh The AirporT, or hAs influence over or is impAcTed by 
AirporT operATions. 

Groups specifically identified fell into four categories: those with economic ties to the airport, our 
community, our partners and our people. Identified stakeholder groups are shown in the figure below.

key stakeholder Groups

Guests

industry

employees media

Government

community 
residents

airport
tenants

and 
partners

The GTAA, having realized the extent to which our operations can affect employees, partners and tenants, 
and the communities around the airport, has taken a broad-based approach to communicating with, and 
receiving feedback from our stakeholders.

The following is a breakdown of some of the forms of communication employed with the different 
stakeholder groups and how we engage with these groups. Engagement with these stakeholder groups  
has been undertaken to meet the needs of the airport.

about this report
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employees
how we engage how often

Updates on corporate intranet Continuously
Company-wide meetings Annually
Leaders forum Quarterly
Employee surveys Annually
Anonymous complaints and “whistle-blowing” Continuously
Informal meetings with the CEO Regularly

The GTAA understands the value its employees can add to the organization and realizes the need to 
engage them not only to find out what they think but also to communicate with them about the company. 
On May 25, 2011, we hosted our first Annual Employee Meeting, which successfully reached more than 
450 employees, including more than 300 who attended in person. The rest attended remotely at locations 
across the campus, where the meeting was broadcast live, and they could participate in real time. “Coffee 
with Lloyd”, our informal meetings that facilitate two-way communication between employees and senior 
leadership, also continued this year. “Your Voice at the GTAA” is an employee feedback program providing 
responses to questions or comments employees may have. An employee survey was conducted in the  
fall with an 85% response rate – the highest yet. The results show that we’ve made significant progress  
since last year. The company’s values, commitment and customer service all ranked high with employees. 
Areas that we can focus on improving are trust, teamwork and the work environment, as well as continuing 
to improve employee engagement.

communiTy residenTs
how we engage how often

Noise complaints line and online complaint form Continuously
General community engagement line and email  Continuously
Web portal for the community Continuously
Community Environment and Noise Advisory Committee Quarterly
Email newsletter Monthly
Events, town halls and meetings (in community) At request
Events, workshops and meetings (at the GTAA) At request
Community tours (airside and terminal) At request

As part of our growing Community Engagement Program, we want to communicate more directly with 
our neighbours about how we work. When we launched our new Toronto Pearson brand, we identified 
stewardship – or responsibility to others – as one of our core values. We want to be a good corporate 
neighbour – and we want to make sure our neighbours know what we’re doing. We believe that by 
understanding more about our business, members of the community can in turn help us continue to  
grow into an even better corporate neighbour. (Refer to page 38 in the Social Responsibility section for 
more details.)

Community concerns typically revolve around noise and air quality issues. The GTAA has established 
the Community Environment and Noise Advisory Committee (“CENAC”) as a forum with community 
representation on these matters. In 2011, the Environmental Stewardship department received and responded 
to one air quality complaint related to odour, three indoor air complaints (carbon monoxide and mould issues),  
one complaint related to contrails, three complaints related to fuel being “dumped” by aircraft, one inquiry 
regarding the GTAA’s plan for electric vehicle charging stations and one inquiry related to the GTAA’s 
Cogeneration facility. Toronto Pearson is sensitive to the issues of aircraft noise and air quality. The GTAA 
balances safety and airport operations with the interests of area residents and works with the aviation 
community. The GTAA Noise Management Office receives, analyzes and responds to community concerns 
regarding aircraft noise and air quality. In 2011, 793 noise complaints from 275 individuals were registered.
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GuesTs
how we engage how often

Guest surveys by the GTAA, Airport Service Quality (“ASQ”), etc. Regularly
Noise complaints line and online complaint form Continuously
Web portal for passengers, visitors and the community Continuously

Our central complaints management system ensures that we address all comments and complaints 
received from guests and community members in a timely and appropriate manner, taking remedial 
action wherever appropriate, and responding where possible. In 2011, the GTAA handled 2,251 complaints, 
252 compliments and 1,704 inquiries through our customer feedback system. The following highlight some 
of the key events that contributed to a rise in complaints in some areas:

The beginning of the year saw an increased number of complaints regarding the GTAA’s website. A new 
website, TorontoPearson.com, was launched in June and resulted in an increased number of complaints 
for that month as users of the site sometimes require time to adjust. All comments and suggestions 
received were shared with the subject matter expert for continual improvement of the website. In February 
and March, we received numerous complaints related to the queuing concerns and waiting times guests 
experienced in the Customs Hall. Several initiatives were put in place for the busy summer months to 
mitigate arrival issues for guests, including opening another Satellite Primary Inspection Line for connecting 
guests. The runway construction in May not only generated media attention but also resulted in several 
complaints from guests whose travel was impacted. Following that, the summer months saw long queues 
for U.S.-bound guests to clear security, which again affected the overall airport experience. A labour 
unrest situation occurring with one of our partners/stakeholders in October produced record complaints. 
November showed great improvements, with the number of complaints decreasing to single digits and 
the opening of Lounge Q containing a children’s play area. The year ended with holiday spirit, with several 
events to delight our guests including “Tweet a Carol” and Mrs. Claus story time.

The GTAA participates in the Airport Council International’s (“ACI”) Airport Service Quality (“ASQ”) main 
program. Using standardized sample sizes, questions and methodology as outlined in the ASQ program, 
the GTAA consults with departing passengers on a daily basis in an effort to gain feedback on their 
experience at Toronto Pearson International Airport. The GTAA reports the survey results monthly to 
the ACI. The ACI generates quarterly reports that can be used to compare service level performance of 
participating airports worldwide. Our ASQ scores continue to climb, but they lagged behind industry 
benchmarks throughout 2011.

AirporT TenAnTs And pArTners
how we engage how often

Airline consultative committee Quarterly
One-on-one meetings Regularly

In response to concerns raised by the airlines and other tenants and partners regarding the handling 
of comments and complaints, the GTAA created the position of Tenant Airlines Representative. These 
dedicated individuals at the GTAA are designated contacts for the airlines and other tenants and partners 
who wish to voice their concerns, which will be followed through with appropriate remedial action.

about this report
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GovernmenT
how we engage how often

Meetings Regularly
Lobbying Continuously

The GTAA actively engages the municipal, provincial and federal levels of government regarding issues 
that have an impact on the Corporation and the air transportation industry. The GTAA’s Public Affairs 
department maintains constant ties with government officials, policymakers and industry associations, to 
represent the interests of the airport authority and Toronto Pearson in improving political, economic and 
legal conditions at all levels of government. In 2011, the GTAA met with more than 150 elected officials 
to share the Toronto Pearson Global Hub Strategy. We also collaboratively work with industry partners, 
including the Canadian Airports Council (“CAC”), Airports Council International (“ACI”) – North America  
and air carriers that operate at Toronto Pearson, to achieve collective policy objectives regarding the  
air transportation industry. The GTAA registers its lobbying activities in accordance with federal, provincial 
and municipal regulations. Further information regarding specific policy issues is contained in the GTAA 
registrations on the federal, provincial and City of Toronto lobbyist registration websites.

indusTry
how we engage how often

Industry association meetings and conferences Regularly

The GTAA is very active in the CAC, ACI, the International Civil Aviation Organization (“ICAO”), the 
International Air Transportation Association (“IATA”) and other aviation and airport industry groups. 
Regular communications between association members and attendance at industry meetings help keep  
the GTAA informed on issues affecting the aviation industry and airports around the world.

mediA
how we engage how often

Interviews Continuously
Press releases Continuously

The GTAA receives many inquiries from the media regarding airport and aviation issues, airlines, air traffic, 
weather and other issues related to all facets of airport operation and aviation in general. Each inquiry 
is handled by an appropriate GTAA spokesperson, who responds specifically to the issue raised. Such 
correspondence is generally released to the public by the media, in print or on radio or television. Social 
networking and the release of information through online media have become more regular over the  
course of the last two years.



Environmental 
responsibility
Environmental management 

operATinG An AirporT cAn hAve siGnificAnT environmenTAl impAcTs if 
noT mAnAGed AppropriATely. The environmenTAl mAndATe for The GTAA 
is To miTiGATe The environmenTAl effecTs of operATinG An AirporT 
While improvinG or mAinTAininG The physicAl World We live in. in 2011, 
We hAd A neW exTernAl reGisTrATion compAny perform our exTernAl 
recerTificATion AudiT for our environmenTAl mAnAGemenT sysTem 
(“ems”). We Were successful in mAinTAininG our cerTificATion To The 
iso 14001 sTAndArd. one minor non-conformAnce WAs idenTified WiTh 
reGArds To The conTrol of documenTs: mATeriAl sAfeTy dATA sheeTs  
in some buildinGs Were ouTdATed.

Our EMS covers the operation, maintenance and development of the facilities owned and operated by the 
GTAA at Toronto Pearson International Airport. The purpose of our management system is to ensure  
the required policies and procedures are in place and continually being reviewed, so that our impacts on  
our surrounding environment are minimized and we remain compliant with regulatory requirements.  
These policies – including High-Performance Buildings, Greenhouse Gas Reduction, Green Procurement,  
and Low Emission Internal Combustion and Electrical Vehicle Use in and under the Terminals – provide 
additional guidance in specific areas of importance.
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Targets are set and reviewed annually to ensure we are continually improving our performance. The table 
below outlines our 2011 EMS Targets and Status.

short-term targets (due 2011 or 2011–2012) status details

Develop Greenhouse Gas Reduction Master Plan based * Refer to page 10–11, 13.
on the progression of the Electric Vehicle Program and 
exploration of alternative energies for fleet replacement vehicles. 

Publish Anti-Idling Policy for GTAA fleet vehicles. * Policy included in the  
  Employee Handbook.

Determine quantity of potable water used for non-potable  * Report from contractor
purposes that could be sourced from alternative sources such   outstanding, to be
as rainwater, process water or grey water.  provided in 2012.

Maintain a 60% diversion from solid waste for all GTAA facilities. *  Diversion rate of 59%.

medium-term targets (due 2013–2017) status details

Reduce paper usage year over year by 10%, while continuing  * Several of our print jobs
to improve our paper practices.  are undertaken by 
  contractor and delivered
  as carbon neutral.

Provide quarterly updates on our progress in introducing  *  Refer to page 10–11, 13.
electric vehicles into the GTAA fleet through our partnership  
with FleetWise EV300 and in the development of a public   
charging system infrastructure. 

Complete aquatic and riparian habitat improvements on * Monitoring completed
Etobicoke and Spring creeks, as per master plan.  in 2011 identified no
  areas requiring
  immediate attention.

Develop and implement a habitat management plan. * Due to organizational
  changes, minimal 
  progress was made on
  this target in 2011.

long-term targets (due 2020) status details

Achieve a 20% reduction in GHG emissions from 2006 * Refer to page 12–13.
emissions by the year 2020 by reducing our electrical   
consumption by 2% per year.  

* 
Achieved    * 

On track    * 
Extended 
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climATe chAnGe And Air QuAliTy
The GTAA has committed to reducing GHG emissions (direct and indirect) by 20% below 2006 numbers by 
2020. As part of the Greenhouse Gas Policy and this initiative, a committee has been formed to consider 
different projects that might help Toronto Pearson reduce its energy use and/or greenhouse gas emissions. 

Since a portion of Ontario’s electricity comes from coal and natural gas–fired utilities, our energy use also results 
in greenhouse gas emissions. Anything we can do to reduce our energy consumption lowers the greenhouse 
gas emissions attributable to our operations, and helps us meet our greenhouse gas target for 2020.

The table below highlights a few of the energy-saving initiatives that have taken place in 2011. This also 
translates into a savings of greenhouse gas emissions released.

 energy reduction GhG savings  
initiatives (gigajoules/year) (tonnes co2e)

Completed Terminal 3 transfer-level fluorescent lighting upgrade 1,183 47

Installed a bypass circulation pump at the Cogeneration facility 5,015 199

Replaced eight 400-watt highbay fixtures with 10 87-watt LEDs  
in the Airfield Maintenance Facility washbay  86 3

Retrofitted 173 red obstruction lights with LEDs and removed  
423 unnecessary units  1,828 73

Completed LED retrofit of all GTAA traffic lights (approximately 40 units)  114 5

Installed new LED fixtures in tunnels under Taxiways T, M, and F 208 8

Installed LED roadway pole lighting on Britannia Road 101 4

Replaced all high-intensity discharge lighting in the Terminal 3  
parking garage with LEDs  7,325 291

Replaced heating system with geothermal at the North Firehall  not quantified not quantified

The GTAA maintains a permanent air quality monitoring station at the southeast of the airport property. In 
2011, 11 gases and PM10 were measured at this location. Those shown in the table on page 33 have National 
Ambient Air Quality Objectives.

The concentrations measured on site are typical of large urban areas and resemble concentrations measured 
elsewhere along Highway 401. Toronto Pearson is located in Southern Ontario, in the most populous region 
of Canada (the Greater Toronto Area and Golden Horseshoe) and at the junction of two large highways 
(Highways 401 and 427).

On September 19, 2011, the GTAA was issued a Written Warning from Environment Canada that the 
Greater Toronto Airports Authority was in violation of the Federal Halocarbon Regulations 2003. There was 
a significant loss of coolant from the preconditioned air chillers at Terminal 3. This resulted in significant 
maintenance to these two units and a further three chillers containing R-11 were emptied and upgraded to 
use R134A coolant. Losses reported during the maintenance are expected to be the result of slow system 
losses over a period of more than a decade. These units were the last on site to use R-11. The GTAA replied 
to this letter outlining the following steps, which were implemented after the reported release: all chillers at 
Terminal 3 were serviced immediately to complete the repairs necessary to last through the cooling season, 
and arrangements were made to convert all remaining chillers from R-11 to R134A coolant; all contractors on 
site were reminded in writing of their requirements under the Federal Halocarbon Regulations; we made a 
commitment to update the GTAA’s maintenance management system to track maintenance for HVAC systems. 

The GTAA continues to participate in the Mississauga Smart Commute program, which encourages more 
sustainable commuting options. In 2011, it is estimated that this program reduced 5,396 round trips, for a 
total savings of 87,334 kg of CO2e.

In 2011, the GTAA began installing electric vehicle recharge stations for consumer electric or electric/hybrid 
vehicles. This is expected to reduce emissions due to gasoline combustion both for the GTAA’s vehicle fleet and 
for passengers and tenant employees. These are in addition to the long-existing fast-charge stations located 
beneath the airport terminals, which are dedicated to airline baggage tugs and similar commercial vehicles.

environmental responsibility
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noise mAnAGemenT
The GTAA and local municipalities have established the Toronto Pearson Airport Operating Area (“AOA”), 
which uses well-defined natural and human-made boundaries to approximate the 30 Noise Exposure 
Forecast (“NEF”) contour on the ground. Surrounding municipalities have included this operating area in 
their official plans and have approved associated policies that limit incompatible land uses within these 
areas. Based on 2006 population data, 57,000 people reside within the AOA. An NEF model is used to 
calculate long-term aircraft noise exposure based on actual and forecasted flights, and the assessed level 
of noise annoyance in those areas. NEF contours do not measure decibel levels for individual flights, but do 
provide a cumulative noise value of overall actual and forecasted flights, and noise annoyance. Transport 
Canada (the federal government) has taken the position that areas with an NEF as low as 25 may be 
affected by aircraft noise. Areas of 30 NEF or greater are considered incompatible for sensitive land uses, 
such as residential development.

The GTAA is required to develop and maintain a comprehensive noise management program to mitigate 
the impact of aircraft noise on the surrounding communities in the vicinity of Toronto Pearson. The primary 
elements of the program are as follows:

• Noise abatement procedures
• Noise operating restrictions
• Night Flight Restriction Program
• Preferential runway assignment
• Engine run-up procedures

The GTAA’s Noise Management Office (“NMO”) receives, analyzes and responds to complaints concerning 
aircraft noise from the public. To do this, they utilize an Airport Noise and Flight Track Monitoring System 
(“NFTMS”) that combines radar data from Nav Canada with mapping from a geographical information 
system. This data is then correlated with noise readings collected at the Noise Monitoring Terminals (“NMTs”) 
in the surrounding communities. The NMO also monitors aircraft operations, identifies potential violations  
of operating restrictions and noise abatement procedures and recommends changes to our noise 
management policies.

For more information on our noise program, please refer to the Noise Management section on our website 
at http://www.torontopearson.com/en/noise.
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WAsTe mAnAGemenT
Our Logistics Program continues to assist retail tenants in the terminals to return their reusable products –  
such as pallets, crates, trays, kegs and beer bottles – and recycle the shrink-wrap used in product packaging 
and transporting.

In 2011, the Terminal 2 parking garage was demolished. The recycling of concrete, asphalt and ferrous 
materials from the site contributed to the 99.8% diversion rate achieved for the project. 

sTormWATer mAnAGemenT 
The GTAA’s significant infrastructure investment in its Stormwater Management Plan is complemented by 
an extensive sampling program. The sampling program was developed in the late 1980s and has continued 
to evolve based on environmental concerns and the expansion of Toronto Pearson. Currently, there are 
four “end-of-pipe” stormwater facilities that have been identified for water sampling and reporting. These 
stormwater facilities have been selected as they normally represent the final control point prior to leaving 
airport property and also contain the ability to divert the stormwater to the sanitary sewer system. 

At the stormwater facilities, weekly sampling occurs year-round for daily composite general samples, which 
are analyzed for total glycol, Biological Oxygen Demand (“BOD”) and other parameters. During the deicing 
season (approximately October 1 to April 30), daily composite samples are taken when discharging water 
off airport property. Additional grab samples are taken at locations upstream of the stormwater facilities 
when investigating poor water quality at those facilities.

We have chosen to report on the following parameters: total glycol and BOD exceedances at the end-of-
pipe locations, as they represent both water quality impact of a specific airport operation and a general 
water quality parameter that is indicative of overall water quality leaving the airport property.

The majority of the storage, spraying and recovery of glycol-based deicing fluid occurs at the Central 
Deicing Facility (“CDF”), which consists of six deicing pads with each pad divided into a deicing bay and a 
staging bay. Each bay can accommodate one wide body or two narrow body aircraft. The entire facility has 
a high-density polyethylene liner installed underneath to collect any fluids that seep through the surface.

environmental responsibility
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Spent deicing fluid is collected and segregated by level of glycol concentration, then transferred into 
a series of underground storage tanks. Fluid containing a concentration of glycol greater than 3% is 
processed to bring the concentration up to approximately 50% and then sold into secondary markets. 
Inland Technologies is contracted to process the high-concentrate spent glycol for resale.

In 2011, 7,334,842 litres of feed generated sales of 1,617,764 litres of fluid (50% glycol concentration), all of 
which was sold to two customers. Both customers distilled the product and in both cases the end fluid was 
used to produce recycled automotive antifreeze.

QuAliTy of sTormWATer (by cAnAdiAn council of minisTers  
of The environmenT WATer QuAliTy Guidelines)(1)

   total number 
  number of of samples 
parameter Guideline exceedances from facility

Glycol   

 WM4A  100 mg/L 3 182
 Carlingview  100 mg/L 0 86
 Moores Creek  100 mg/L 0 96
 Etobicoke  100 mg/L 1 47
Total glycol exceedances   4
Total number of glycol samples taken    411

bod   

 WM4A  20 mg/L 6 51
 Carlingview  20 mg/L 6 37
 Moores Creek  20 mg/L 3 39
 Etobicoke  20 mg/L 3 22
Total BOD exceedances   18
Total number of BOD samples taken    149
(1) New indicator – reporting started in 2011.
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environmenTAl dATA 

 2009 2010 2011

mATeriAls used

Pesticides – selective and non-selective (litres of concentrate)  60 125 139
Larvicide – West Nile (kg)  0.774 0.023 0.501
 (ml of concentrate)  173.00 0.20 0.00
Road salt – granular (tonnes)(2)  3,350 2,655 1,990
Road salt – salt brine (litres)(2)  235,318 160,751 173,400
Road salt – sodium formate (kg)(2)  44,000 39,000 0
Paper purchased – sheets  4,473,780 3,826,251 3,813,365
 sheets per employee  3,834 3,466 3,248

direcT enerGy consumpTion

Natural gas consumption (gigajoules)  2,146,119 1,404,993 1,232,384
Unleaded fuel consumption (litres)(7)  614,019 581,205 536,604
Diesel fuel consumption (litres)(7)  1,222,440 711,583 1,118,385

indirecT enerGy consumpTion

Total electrical consumption (megawatt hours)  267,894 281,344 277,926

enerGy sAved due To conservATion And efficiency improvemenTs 

(gigajoules)(6)  89,892 97,045 105,938

ToTAl direcT And indirecT Greenhouse GAs emissions   

Total CO2 equivalent (tonnes)(3)  133,031 113,134 100,388

oTher relevAnT indirecT Greenhouse GAs emissions

By weight (tonnes)(1), (4)    375,183

emissions of ozone-depleTinG subsTAnces (“ods”)

Total ODS released (CFC-11 equivalent) (tonnes)  0.0087 0.0027 0.96

oTher siGnificAnT Air emissions(5)   

Does not include mobile sources.   
VOC emissions (tonnes)  3 2 20
NOx emissions (tonnes)  52 40 37
SO2 emissions (tonnes)  1 2 2
CO emissions (tonnes)  40 31 42
Total particulate matter (tonnes)  19 18 16
PM10 (tonnes)  17 18 16
PM2.5 (tonnes)  8 6 5

AmbienT Air QuAliTy levels 

According to pollutant concentrations by Canada-wide maximum  
 acceptable limits (shown in brackets)(1)

PM10 24-hour (25 µg/m3) reference level    53
SO2 1-hour (900 µg/m3)    114
SO2 24-hour (300 µg/m3)    22
SO2 annual (60 µg/m3)    6
NO2 1-hour (400 µg/m3)    172
NO2 24-hour (200 µg/m3)    108
CO 1-hour (35,000 µg/m3)    16,949
CO 8-hour (15,000 µg/m3)    5,840
Ozone (O3) 1-hour (160 µg/m3)    165
Ozone (O3) 24-hour (50 µg/m3)    112
Ozone (O3) annual (30 µg/m3)    48

ToTAl WATer WiThdrAWAl from lAke onTArio  

(cubic metres)  926,174 1,060,710 1,084,970

(Environmental Data continued next page)

environmental responsibility



(Environmental Data continued)

 2009 2010 2011

ToTAl WATer dischArGe(2)

To Lakeview Plant sanitary system
 from stormwater facilities (cubic metres)  64,123 65,435 83,683
 (kg of BOD)  13,828 21,636 15,171
 from Central Deicing Facility (cubic metres)   64,815 46,239 39,036
 (kg of BOD)  399,886 276,122 301,371
To Humber Plant sanitary system   
 from Central Deicing Facility (cubic metres)   149,979 124,216 119,765
 (kg of BOD)  963,610 702,542 1,030,704
 from Terminal 3 stormwater collection (cubic metres)  58,181 35,951 9,280
 (kg of BOD)  3,922 1,931 755

AircrAfT And pAvemenT deicinG/AnTi-icinG fluid used(2)   

Total glycol – for winter period 2009–10 (cubic metres)  9,073 5,179 8,788
 Type I    6,902
 Type IV    1,886
Potassium acetate – quantity purchased (litres 2009, kg 2010, 2011)  175,044 283,617 117,960
Sodium formate – quantity purchased (kg)   710,000 475,075 540,000

non-hAzArdous WAsTe   

Landfill – general buildings (tonnes)  2,903 2,649 2,456
Landfill – demolition waste (tonnes)  23 3 292
Recycled – general building (tonnes)  2,573 2,915 3,492
Recycled – demolition waste (tonnes)  15,748 2,771 171,873
Recycled – Logistics Program shrink-wrap (tonnes)  11 13 11

hAzArdous WAsTe   

Disposal – total amount (litres)   371,463 222,981 633,301
 (kg)  20 988 2,768
Recycled – computers/batteries (tonnes)  6 25 10
Remediated and disposed of in landfill – contaminated soil (tonnes) 0 0 12,838

siGnificAnT spills   

(number)  0 0 1
Wildlife sTrikes per 10,000 AircrAfT movemenTs   1.37 1.98 1.74
(1) New indicator – reporting started in 2011.
(2) All values are based on the winter season due to their relationship to the winter operations of an airport.
(3) 2010 data have been restated to reflect latest emissions information from OPG (published after the release of the GTAA’s 2010 Corporate 

Responsibility Report). The 2011 estimate is based on currently available data and may be updated in future. 
(4)  The 2011 data are related to aircraft operations (landing/takeoff). Additional data, such as airline and tenant vehicles, tenant-operated 

buildings and others, will be added in future years as information becomes available. These data were calculated using the Transport  
Canada Airport Greenhouse Gas Inventory tool (released in 2012).

(5)  Calculations for 2011 include the use of road marking paints for the first time. This has significantly increased the reportable amount of  
VOCs at the airport.

(6) Unit change.
(7) Includes mobile usage.
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Social responsibility
The GTAA hAs A responsibiliTy To iTs employees, iTs pArTners And To The 
surroundinG communiTy Where iT operATes. To Guide These complex 
dAily inTerAcTions, The GTAA esTAblishes policies ThAT implemenT 
TrAininG And revieW performAnce To help meAsure Where We Are And 
deTermine Where We need To Go. 

people
The People and Culture division has taken steps to foster a culture that encourages collaboration, 
breaking down silos within the organization and creating a more nimble corporation that is open to 
doing business differently and challenging the status quo. The People and Culture strategy focuses on 
organizational effectiveness and improving the efficiency of human resources services. The strategy  
also aims to evolve the culture of the GTAA to support our Vision, Mission, Values and new Strategic Plan, 
and to improve union relations as we build stronger partnerships founded on trust.

Policies and guidance documents exist to uphold our commitments to providing a workplace free of 
discrimination or harassment, lay out the details of the collective agreements between the unions and 
the GTAA, and support employee active learning programs. 
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Labour reLations

Freedom of association and collective bargaining by GTAA employees are not at risk. Non-managerial 
employees of the GTAA are represented by two unions, which are recognized by the GTAA and with whom 
the GTAA has negotiated collective agreements.

Both collective agreements include language pertaining to minimum notice periods, which are to be 
provided to the Union in the event of operational changes that will result in workforce reductions. At the 
commencement of the notice periods, the parties meet to consult on adverse effects to employees and to 
explore possible alternatives.

The GTAA embraces its obligations under federal employment equity and human rights legislation. 
Employee salaries are determined based on the value of work performed, regardless of the gender of 
employees. All starting salaries exceed the local minimum wage rate specified under labour legislation.

Permanent, full-time employees are provided a comprehensive compensation package that includes group 
health benefits, paid and unpaid leave, and participation in a Defined Contribution Pension Plan. (Some 
employees whose employment transferred to the GTAA are grandfathered in a Defined Benefit Pension 
Plan; however, new enrolments are not permitted in this plan.) 

There is a legislated obligation under the Canada Labour Code (Part III) to provide an employee with 
parental leave upon their request (provided they are eligible as the birth parent of a newborn, or parent 
of an adopted child) and to ensure any employee who takes maternity or parental leave is reinstated in 
the position that the employee occupied when the leave commenced. If there is a valid reason that the 
employee cannot be reinstated, the GTAA is still obligated to reinstate the employee in a comparable 
position with the same wages and benefits and in the same location. In addition, the GTAA tops up the 
equivalent to the difference between Canada’s Employment Insurance benefits and 93% of the employee’s 
normal weekly rate up to a maximum of 30 weeks. (The employee must have completed six (6) months of 
service to be eligible.) In 2011, there were 28 employees who took maternity/parental leave, eight of whom 
were men.

occupationaL HeaLtH and safety

Both collective agreements with unionized employee groups affirm that the GTAA has the primary 
responsibility for ensuring that safe conditions prevail within the workplace and for taking appropriate and 
effective measures (preventative and corrective) to protect the health and safety of employees. Both the 
GTAA and the unions jointly declared their intent to develop and maintain a safe workplace and that work 
practices shall be governed by the Canada Labour Code and Regulations.

All GTAA employees are represented by both a Workplace Health and Safety Committee (“WHSC”) and a 
Policy Occupational Safety and Health (“POSH”) Committee. These committees meet regularly to discuss 
health and safety concerns, review progress and make recommendations to improve health and safety in 
the workplace, ensuring that the underlying principles of the internal responsibility system are followed 
at all times. Monthly safety talks are given to employees on a variety of topics, including slips and falls, 
personal protective equipment, materials handling and back care, and the Employee Assistance Program.

The GTAA provides a confidential counselling and referral service to all employees and their families in 
order to foster and maintain wellness and productivity. Our Employee Assistance Program is fully funded 
by the GTAA, administered by an external vendor, and available to employees and their family members 
24 hours a day, 365 days per year, online or via a toll-free 1-800 number.
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social responsibility

training and education

The GTAA provides employees with a wide range of both job-specific and developmental training 
opportunities, based on training plans that are created for them based on their specific, identified training 
needs. Regular performance and career development reviews are conducted for non-unionized employees. 
As per the collective agreement, unionized staff are not subject to reviews.

The GTAA also regularly provides information sessions to employees on a range of topics, including 
retirement planning.

corruption and anti-competitive beHaviour

All GTAA employees, contracted staff and Board members know, understand and adhere to the GTAA Code 
of Business Conduct and Ethics, which addresses the issue of corruption. During employee orientation, 
all GTAA staff are required to review the Code and sign a statement affirming that they shall conduct 
themselves in accordance with the Code and to proactively disclose any potential conflicts of interest.

In 2011, there were no legal actions for anti-competitive behaviour, anti-trust and monopoly practices taken 
against the GTAA.

The GTAA has made a confidential, anonymous ethics hotline available to employees, which is administered 
by an independent third party. Through the CARE program (Confidential, Anonymous, Reporting 
Employees), employees may report any perceived instances of unethical or illegal business practices.

Human rigHts

The GTAA does not screen significant suppliers on human rights and actions taken. Virtually all our 
suppliers are located in Canada and the United States, where this is not seen as an issue. As companies 
operating in Canada, the GTAA and its contractors are obligated to comply with all applicable laws 
including, but not limited to, Canadian human rights legislation.

In 2011, none of our operations was subject to human rights reviews or impact assessments. There was 
one incident of discrimination and one grievance related to human rights files. Both of these have been 
resolved. There were no incidents of violations involving the rights of indigenous people. 

 Permanent, full time
 Employee turnover

Workforce
nu

m
b

er
 o

f 
em

p
lo

ye
es

p
er

ce
nt

ag
e 

(%
)

1,000

1,050

1,100

1,150

1,200

0

3

6

9

12

201120102009
0

4

8

12

0

4

8

12

201120102009

 Women
 Indigenous people
 Persons with disabilities
 Visible minorities

Employee diversity (%)

0

5

10

15

20

25

30

201120102009



38

GT
AA

CR
11

communiTy
Charged with communicating our plan – we are open for business – the GTAA strives to expand our 
expertise and capabilities in the areas of public affairs and internal and external communications. We are 
building the Toronto Pearson community into a place for innovation, work and play. 

The GTAA strongly believes in sharing information and encouraging communications, both internal and 
external. The GTAA actively encourages strong relationships by fostering respect, confidence and trust 
between the Corporation and the municipalities we impact.

community engagement

We’re constantly looking for ways that we can make things better, not just for travelling guests, but for the 
community too. These include hosting unique, large-scale events, such as our annual Runway Run or Street 
Festival, as well as our involvement in important environmental initiatives such as the Toronto and Region 
Conservation Authority’s Partners in Project Green. 

They also include more proactive updates and outreach around our activities and initiatives. For example,  
in 2011 we conducted an outreach program around our request to Transport Canada to amend the annual  
cap – or “budget” – to allow for a modest increase in the number of flights permitted during the night. The 
outreach focused on the Toronto, Brampton and Mississauga neighbourhoods that traditionally generate 
the most noise complaints. 

The objective of the community outreach was to inform residents of the proposal to increase night flights, 
and ensure that the airport’s neighbours were familiar with the avenues available to voice their feedback, 
including a website developed specifically to share the background and details of night flights at Toronto 
Pearson: www.torontopearson.com/nightflightsoutreach. 

In addition, three community open houses were hosted by the GTAA. These gave those who prefer 
attending community meetings an opportunity to review materials and speak to members of the Toronto 
Pearson team one-on-one to learn more. In total, more than 50 residents attended the three open houses. 

Our submission to Transport Canada – including all comments from residents and stakeholders – is 
available on our website under the Community Engagement section at www.torontopearson.com/
nightflightsoutreach/talking.
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social responsibility

corporate giving

In 2011, an Employee Committee for Sponsorship and Donation was established to set strategic direction for 
corporate giving and manage donations and sponsorships.

In 2011, we gave a total of $143,055 to the following initiatives:

•	 Scholarships and bursaries – Georgian College, Family Bursary Program.
•	 Employee donations – Supports employees’ participation in fundraising events and youth sports.
•	 Casual for a Cause – Employees can dress down with a donation of $2.00, and the monies raised are 

donated to our local charities.
•	 Major campaign – A series of internal fundraising events which raise monies that are then matched 

through a corporate donation. These funds are used to establish a flow-through fund with the community 
foundations of Toronto, Mississauga and Brampton to support grassroots community initiatives that 
match our donor profile and objectives. 

•	 Community sponsorships – Support a broad range of community needs, including environmental, 
arts and culture, and location community services (Martin Grove Baseball League, Sheridan Centre for 
Workforce Development, Earth Rangers).

In addition to financial donations, the GTAA provides several in-kind donations throughout the year to 
support others in their charitable causes, such as waived landing fees, airport tours as auction items, and 
toy drives.

pArTners
Emerging from a past that was focused on construction and operations, the GTAA’s objective is to 
now become a more customer-focused, commercially driven enterprise. The GTAA is working to build 
more meaningful and productive partnerships with all our service providers. To accomplish this and to 
foster better communication and improve our responsiveness in meeting the needs of partners (airlines, 
concessions, service providers and others), the GTAA has restructured to provide clearer points of contact 
for partners, allowing for stronger relationships between the GTAA and our partners, and ensuring that the 
GTAA can more quickly address and respond to concerns raised by our partners.
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sociAl performAnce dATA 

 2009 2010 2011

lAbour indicATors

total workforce    
Total full-time employees, permanent  1,167 1,072 1,134
Male – full-time employees, permanent(1)      817
Female – full-time employees, permanent(1)      317
Full-time employees, term (contract)  31 32 40
Part-time employees, permanent  0 0 0
rate of employee turnover (%)  6.7 10.1 6.5
new employee hires      84
breakdown of employees (%)    
Women  25.5 26.2 27.1
Indigenous people  1.4 1.1 1
Persons with disabilities  1.2 0.9 0.9
Visible minorities   17.1 16.3 16.4
percentage of employees covered by collective  
 bargaining agreements  76.5 78.3 78.5
employees receiving regular performance and  
 career development reviews (%)  23.5 21.7 21.5
average salary ($)(2)    
Women  62,890     
 Managers    100,958 100,672
 Non-managers    58,369 59,906
Men   70,910     
 Managers    106,611 111,486
 Non-managers     64,360 66,723
Workplace accidents    
No lost-time injuries (cases)  84 75 65
 Male      49
 Female      18
Lost-time injuries (cases)  13 10 20
 Male      16
 Female      4
Lost-time injury frequency (injuries/200,000 hours worked)  1.01 0.84 1.7
 Male      1.36
 Female      0.34
Lost-time injury severity (hours lost/200,000 hours worked)  5.65 15.9 4.35
 Male      2.82
 Female       1.53
average hours of training per year by employee category (hours)(1) 25 31.1  
Executives     6.2
Senior Management     18.8
Managers     27.6
Supervisors     31.9
Employees – Facilities      12.2
Employees – Operations     21.3
Employees – Corporate Services      15.2
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(Social Performance Data continued)

 2009 2010 2011

humAn riGhTs indicATors      

employee training on policies and procedures concerning  
 aspects of human rights that are relevant to operations(3) 
Accessibility and sensitivity 
 Number of hours  69 0 535
 Percentage of employees  24 29 73
Harassment awareness
 Number of hours  165 391 396
 Percentage of employees   91 100 68
Violence in the workplace 
 Number of hours  90 87 280
 Percentage of employees  57 73 50

socieTy indicATors    

total value of financial and in-kind contributions to political parties,  
 politicians and related institutions ($)  
Federal  0 0 0
Provincial  5,700 11,300 9,425
Municipal  0 0 0
Total  5,700 11,300 9,425
(1) New breakdown of data for reporting started in 2011.  
(2) New breakdown of data for reporting started in 2010.  
(3) Values for 2009 and 2010 are cumulative % of employees; value for 2011 is % of employees training in the reporting period (2011). 

social responsibility
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Economic responsibility
our economic focus is To ensure The lonG-Term finAnciAl viAbiliTy of 
ToronTo peArson inTernATionAl AirporT. To This end, key prioriTies 
hAve been idenTified ThAT impAcT on All AreAs of AirporT mAnAGemenT 
And ThAT cross All orGAnizATionAl sTrucTures:

•	 Provide employees with a challenging and engaging work environment.

•	 Maintain sufficient cash in the business to ensure day-to-day operations.

•	 Understand the risks we face and develop proactive strategies to manage risk.

•	 Enable intelligent business choices.

•	 Build our competence as intelligent buyers and managers of contracts.

•	 Provide air carriers with appropriate pricing signals.

•	 Improve financial and business processes.

•	 Implement an internal audit program that aligns with  
management values.

•	 Reduce our debt.
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procuremenT prAcTices
The GTAA’s contracting and purchasing policies and procedures contain a section pertaining to local 
supplier preference. The GTAA will give preference to purchasing goods and services from Greater Toronto 
Area local contractors if all factors of cost, quality and service are comparable. 

economic performAnce dATA 

$ in thousands 2009 2010 2011

expenses

Ground rent  140,615 120,317 131,049
Goods and services  223,871 227,911 215,995
Salaries, wages and benefits  123,948 108,593 110,987
Property taxes (payments-in-lieu of taxes – PILT)  25,041 26,293 27,591
Amortization of property and equipment,  
 investment property and intangible assets  205,547 222,799 210,186
Interest expense on debt instruments and  
 other financing costs, net  414,757 433,269 431,343
Premium on early retirement of debt  0 0 27,565
Total operating expenses   1,133,779 1,139,182 1,154,716

$ in thousands 2009(2) 2010(1) 2011(1)

revenues

Landing fees  415,320 362,734 345,687
General terminal charges(3)  170,801 176,812 218,180
  586,121 539,546 563,867
Airport improvement fees  262,331 304,918 300,878
Car parking and ground transportation  117,491 122,234 124,186
Concessions and rentals  131,173 134,347 138,197
Other  17,423 11,129 10,464
Total  1,114,539 1,112,174 1,137,592
(1) Prepared in accordance with IFRS.
(2) Prepared in accordance with previous Canadian GAAP.
(3) General terminal charges include the turnaround fees and check-in fees.
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mArkeT presence

sector enplaned and deplaned passengers

2011 pAssenGers (ToronTo peArson inTernATionAl AirporT)

Domestic     13,078,513 
Transborder     8,979,103 
International (Other)    11,377,661
Total     33,435,277 

passenger category enplaned and deplaned passengers percentages

2011 pAssenGers (ToronTo peArson inTernATionAl AirporT)

Origin and destination    24,247,346  72.5%
Connecting     9,187,931  27.5%
Total    33,435,277  100.0%

  day  night 
aircraft movement category (0700–2159) (2200–0659)   total

2011 AnnuAl AircrAfT movemenTs (ToronTo peArson inTernATionAl AirporT)

Commercial passenger   329,409   59,001   388,410 
Commercial cargo   2,353   3,662   6,015 
State (government)   474   25   499 
General aviation    30,362   3,478   33,840 
Total   362,598   66,166   428,764 

 Note: Day/Night definitions are consistent with Transport Canada’s Noise Exposure Forecast (“NEF”) definitions.

  

2011 cArGo hAndlinG

Total amount of cargo tonnage    487,451

memberships And AffiliATions
•	 Smart Commute Mississauga board member and on a committee to study Transportation Demand 

Management programs for the airport area 
•	 Canadian Airports Council
•	 Airports Council International North America 
•	 International Association of Airport Executives Canada

AWArds And recoGniTion
In 2011, the GTAA was recognized for the following achievements:

•	 Smart Commute Pearson Airport Area Employer of the Year
•	 Green Fleet Leadership Award



Global Reporting Initiative 
(“GRI”) Index
The Gri G3.1 susTAinAbiliTy reporTinG Guidelines, AlonG WiTh The Aoss, 
Were folloWed in prepArinG This reporT. The Gri provides An 
inTernATionAlly recoGnized frAmeWork for corporATe responsibiliTy 
(“cr”) reporTinG. The index found beloW is A brief ouTline of Where  
The informATion cAn be found in This reporT. To Avoid duplicATion of 
informATion, some reQuiremenTs of The Gri Are reporTed in The 2011 
AnnuAl reporT (“Ar”) (WWW.ToronTopeArson.com/en/AnnuAlreporTs), 
As indicATed in The cr reporT index. AddiTionAl informATion And pAsT cr 
reporTs Are locATed on The GTAA’s WebsiTe (WWW.ToronTopeArson.com/ 
en/GTAA/corporATe-sociAl-responsibiliTy). 

For more detailed information on how we comply with the GRI G3.1 Guidelines and AOSS, and for explanations 
about the indicators we do not report on, please refer to our “Supplement: Reporting in accordance with  
the GRI” on our website at www.torontopearson.com/en/gtaa/corporate-social-responsibility.
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section  Gri references  page

Vision and Strategy  1.1  18–19
 1.2  1–17, AR 48–56
Organizational Profile  2.1  IFC
 2.2, 2.3, 3.6  AR 29
 2.4  21, Back cover
 2.5, 2.9  Supplement
 2.8, 2.7  17, 21, AR 31–32
 2.10  44
Report Parameters  3.1, 3.2, 3.3, 3.4  20
 3.5  22
 3.6, 3.9, 3.10  21
 3.7, 3.8, 3.11, 3.13  Supplement
 3.12  45–48
Governance  4.1, 4.2, 4.3, 4.7, 4.9  AR 25–27
 4.4, 4.5, 4.6  AR 25–27
 4.8  IFC, AR 29
 4.10  AR 25–27
 4.11, 4.12  Supplement
 4.13  44
 4.14, 4.15, 4.16, 4.17  23–26

performAnce indicATors
economic performAnce 

Management Disclosure   14–17
Core Indicators EC1  39, 43
 EC2  AR 49
 EC3  AR 44, 46, 70, 86
 EC4, EC7, EC8  Supplement
 EC6  43
 A01, A02, A03  44
Additional Indicators EC5  36
 EC9  17, AR 17–18
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section  Gri references  page

environmenTAl performAnce 

Management Disclosure   27–32
Core Indicators EN1  33
 EN2  Supplement
 EN3, EN4  33
 EN5  33
 EN8  33
 A04  31–32
 EN11, EN12  Supplement
 EN16  33
 EN17  33
 EN18  29
 EN19  29, 33
 EN20  33
 EN21, EN22, EN23  34
 A05  29, 33
 A06  32, 34
 EN26  27
 EN27  Supplement
 EN28 29
 A07  30
Additional Indicators EN6, EN7  29–30
 EN9, EN10  Supplement
 EN13, EN14  28
 EN15  Supplement
 EN24, EN25, EN29, EN30  Supplement

lAbour prAcTices And decenT Work performAnce 

Management Disclosure   6–7, 35
Core Indicators LA1, LA2  40
 LA4  40
 LA5  36
 LA7  40
 LA8  36
 LA10  40
 LA13  36, AR 25, Supplement
 LA14  40
 LA15  36
Additional Indicators LA3  36, Supplement
 LA6, LA9  36
 LA11, LA12  37

Global reportinG initiative (“Gri”) indeX
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section  Gri references  page

humAn riGhTs performAnce 

Management Disclosure   6–7, 35
Core Indicators HR1  Supplement
 HR2  37
 HR3  41
 HR4, HR10, HR11  37
 HR5  36
 HR6, HR7  Supplement
Additional Indicators HR8  Supplement
 HR9  37

socieTy performAnce 

Management Disclosure   8–9, 38
Core Indicators SO1, SO9, SO10  8–9, 24, 30, 38
 A08  Supplement
 SO2, SO3, SO4  37, Supplement
 SO5  26
 SO8  Supplement
Additional Indicators SO6  41
 SO7  37

producT responsibiliTy performAnce 

Management Disclosure   4–5, 39
Core Indicators PR1, PR3, PR6, PR9  Supplement
 A09  34
Additional Indicators PR2, PR4  Supplement
 PR5  25
 PR7  Supplement
 PR8  Supplement
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We welcome your feedback.
If you have any questions or comments regarding this  

report, or suggestions for topics you’d like to see covered  

in future reports, please write to us at the address below 

(“Attention: environmental stewardship”) or send an email 

to environment@GTAA.com. Thanks for your interest.




