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EXPERIENCE 
MASTERPLANNING FOR 

TOMORROW’S CITIES

THE CHALLENGE
The challenge facing today’s city-makers is how 
to create the sort of places that get better with 
time. It’s the sort born of a rigorous understanding 
of the needs and wants of the people it seeks 
to serve. It’s the place that possesses purpose, 
identity, and a set of distinct values. It’s where 
every element – cultural, technological, spatial, 
temporal – is designed in the name of the end-
user. Flexible, evolving, and continually relevant, 
it’s where people love to live, work, and play.  
Our challenge is to make this sort of place happen.           

OUR RESPONSE
We help our clients create places that are as 
socially useful as they are commercially astute. 
Involved in every stage - strategy, design and 
activation – of a given project, we design and 
deliver experience masterplans that test, 
inform, and underlay extant and future spatial 
masterplans. In focusing on how the brand of 
place better enables its design and build, we aim 
to ensure that our clients’ projects are activity- 
led, financially expedient, and always relevant.  
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Making places 
continuously relevant
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BE SOCIALLY 
USEFUL
Have a higher purpose and 
know that that purpose is 
one and the same as being 
commercially astute. This 
is our north star. It guides 
investment, investigation, 
planning, design, build, 
activation, and management.  

CO-CREATE THE 
OUTCOME
Involve all stakeholders in 
the strategy, design, and 
activation of the project. 
Programme the various – 
temporal, physical, virtual 
– touchpoints through the 
lens of evolving types of use. 
Be a responsible experience 
masterplanner. 

FIRST AND 
ALWAYS LIFE
Design for the local and the 
locale. Be open-minded 
ethnographers and open-
source curators. Involve the 
people we serve. Stand in 
their shoes. Become their 
stories, then tell them – 
beautifully, and with care. 

A WHOLE ECOSYSTEM 
APPROACH  
Champion diversity and 
silo-busting at every level. 
Think ‘identity’, ‘tech’, 
and ‘culture’ – as well as 
‘place’. Create diverse 
transdisciplinary design 
teams that reflect and 
understand the stakeholders 
they serve.

DESIGN FOR TIME  
WELL-SPENT
Whatever the project, design 
in the name of experience. 
Storyboard on the basis 
of our findings, illustrating 
how we go from attraction 
to involvement to belonging. 
Design places full of 
purpose and character.   

PLAN LONG TERM, 
START NOW 
Make plans for beginning 
immediately. Let your 
immediate doing inform 
infrastructure and 
architecture as much 
as it does a project’s 
programmatic components. 
In starting now, we continually 
field-test for the medium and 
the long-term.     

OUR PRINCIPLES
Whether working on projects focussed on 
learning, travelling, innovating, or living,  
the following principles guide our every move.  
They are what sets us apart, and why the places 
we help create are the places people love –  
now, tomorrow, and for the long term.         
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DEPARTURES

MELBOURNE

MELBOURNE

E X P E R I E N C E
M O M E N T

BY
E X A M P L E

M A N AG E M E N T
AC T I V I T I E S

FUTURE
TRAVELLER 
EXPERIENCE

1

A P P R OAC H C H E C K- I N S E C U R I T Y R E TA I L L U X U R Y
R E TA I L

F O R E C O U R T I M M I G R AT I O N G AT E
LO U N G E S

6 82 3 4 5 7

“Let’s deliver on a traveller 
proposition that makes the 

20min journey from kerbside to 
gate lounge an everyday reality! 
From queue jumping to fast path 
apps, from queues directors to 

VIP hosts - Our new and constant 
NO-Q mindset doesn’t ease 
queues: it eradicated them!”

“Terminal 2 check-in can be 
a confusing space, let’s 

always be approachable, 
let’s engage and assist our 
travellers on their journey. 
Never turn away from an 

opportunity to step 
forward.”

“Let’s start with those entry 
points of high anxiety, 

starting in the long-term 
and T123 carparks. Let’s 

supercharge those first steps 
through bright and joyous 

gateways manned by equally 
bright and joyous people!”

“Whatever the measure - 
by number, by type, by size, 
by amenity - wherever you 

go in our airport we are 
substandard! So let’s no 
longer settle for small 

improvements, let’s build the 
ideal and change the game!”

Experience team structure
Experience promise guidelines

Leunch & embed events
Training sessions

Ongoing rewards programs

Software tech services
Interfaces and signage

Sta� & training
All together 20 min flow

VIP service

Guidelines & training
Voice & behaviour
EDP Predictions

Calm & welcoming environment
Reward & recognition program

Identify potential sites
Activity-based settings

Identify potential sites
Recharging beautifully

Nearby waters
From sparkles to smoothies

‘The Well’ environment

Ice cream, gelato, water
Co�ee from the laneway

Hosts & entertainers greet you
Mobile puppet shows & films

Mobile play areas

Start with details
Grow & evolve

Mark thresholds
Big wraps

Across hoardings & membranes

Be proud of our services
From hygiene to beauty

Choice of services
Scents & sounds

Smart toilets

Gateways to start journeys
Mark important thresholds

Dramataic moments on farewell
Places for guidance & kind words

Link with digital journey

“Walking into Virgin’s T3 you 
are immediately struck by the 
immersive soundscape that 
really helps to set the scene 

for your new adventure!”

Guidelines for all senses
Soundscape & smellscape

Spa & wellness centre
Services

“Where would the Lipstick 
Plan start? Everyone agrees 
T1 is particularly drab - and 

T2 Arrivals needs help before 
the new Duty Free comes in - 

and T3 needs a little 
something until the new 

Virgin CEO makes a plan.”

Identify sites & quick wins
Link with brand guidelines

Understand surface material
What is the team?

Gain momentum across the 
whole estate

“Look around with fresh eyes 
- dirty roofs, smelly vents, 

grimy windows - It’s time to 
make a di�erence!”

Vision & guidelines
Public uniform & equipment

Central data management system
Training to improve consciousness
Monitor and record across whole 

precinct

Vision & guidelines
Training links to personal promise

Reducing & removing plastics
Data management platform
Charter for all third parties

“We have a Mandarin 
speaking Queue Director in 
International Arrivals… Of 
course we do! And well 
trained and rewarded 

Volunteers along the whole 
journey!”

“For families in T4 we have a 
setting with a play area and 

nearby co�ee… for those New 
Gen Business Travellers we see 

sit-to-stand desks and Uber 
Eats direct delivery service 

and in T2 we find High Tea and 
Quiet Zones for those that like 

to take their time!”

“From meeting travellers at the 
boot of their cars or at T2 

Arrivals with a Flat White and a 
smile, to delivering signature 

moments to the morning crowds 
in T3 check-in… This is ‘Stepping 
Forward’ with great generosity!”

“Over the next 5 years the 
Airport will be covered in 
hoardings! Inspired by our 
brand palette let’s turn this 

‘meanwhile-state’ to our 
advantage!”

“I hate single use plastics! 
But what I love is found 

immediately after security… 
Here is my ‘Hydration Station’ 
where I refresh and recharge! 

Nice!”

“Banning plastic straws, 
unnecessary plastic 

wrapped products, single 
use plastic retail bags. All 

the things a traveller 
interact with that 

promotes harm to the 
environment.”

We generously step forward in moments that matter for all travellers

Stepping Forward

STEPPING FORWARD

Welcome!

Welcome!

OUR CURATED HOARDINGSWHEELS UP ENTERTAINMENTOUR NEIGHBOURHOODSWELCOME TO MELBOURNE OUR EXPERIENCE PROMISE RECHARGE ME OUR SENSORY LANDSCAPE OUR LIPSTICK PLAN OUR CLEAN PROMISE OUR ENVIRONMENTAL PROMISEWE LOVE TOILETSNO MORE QUEUES

I WANT FLOW
All travel is movement. With 
millions passing through the 

airport every year, the flow of 
that movement is determined by 
our levels of organisation, by our 
technologies, and by our ability 

to deliver on our promise to 
support the traveller through 
every stage of their journey.

I WANT CHOICE
We seek to guarantee giving 
the traveller genuine choice. 

We champion an opt-in 
philosophy for exercising that 
choice. It empowers decision 

making. It encourages the 
traveller to take control of their 

immediate environment. 

I WANT INSPIRATION
While our other experience 
principles remind us of the 
traveller’s needs and wants 

throughout the entirety of their 
journey, ‘I Want Inspiration’ 
helps guide how we provide 
an experience punctuated by 

an event that is as unexpected 
as it is extraordinary. 

FASTTRACK

I WANT RECOGNITION
We thrive in groups, as families, 

in each other’s company. 
We want to belong. 

Fundamental to this want is the 
need for recognition. Recognise 

me for who I am and I feel 
welcome, known, and engaged. 

I feel noticed. I feel valued.   

“Imagine those extraordinarily 
long distances to Pier G in 
T4 or Pier D in T2… Now 
no longer dreaded but 

transformed into magical 
moments to tell your 

friends about!”

Digital control of fleet
All transition to electric vehicles

Care about all journeys
Transport is pedalled

OUR PERSONAL FLEETOUR THRESHOLDS & THREADS

Melbourne Airport’s
Traveller Experience  
2018 – 2020

Informed AU$1 billion new terminal masterplan, 
redesigned its domestic terminal, developed a  
AU$150 million operating system, designed the staff 
and supplier traveller-experience training toolkit, 
and took creative lead on establishing the traveller 
experience management department. 

Nike World 
Headquarters 
2020 - ONGOING

Now in the latter stages of creating an experience 
masterplan that: reviews and redesigns the extant 
masterplan; plans for an innovative, diverse, and fair 
campus-as-brand workplace; and facilitates a post-
pandemic three-day week.  

Being socially useful and 
commercially astute

SELECT PROJECTS

Leeds Transit 
Campus 
2020 - ONGOING

Designed and now creating a transit campus 
intervention that aims to heal a historic north-south 
divide and so support the wider and ongoing ££3 billion 
masterplan for the regeneration of inner-city Leeds. 
Will oversee its delivery and ongoing management.
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Baker Street 
Neighbourhood 
2019 - ONGOING

Helping Transport for London transition from absentee 
landlord to proactive operator, FreeState provided 
the framework that will align planning, licensing, and 
activation across the neighbourhood. Planning for the 
commission and direction of the project’s key delivery 
teams for the next decade, it will serve as foundational 
pilot for activating similar assets across the city.     

Crown Estate 
Linen Hall 
2018 - 2019

Informed the masterplan for a landmark mixed-use  
city block in London’s Regent Street. Designing for  
an entirely new type of occupier, it’s a pilot for the rest  
of the client’s Grade 1 & 2 listed estate and is described 
by the client as ‘our most important development in  
a generation.’ 

University of Western 
Australia 
2018 - 2019

Laid the ground for the Crawley Campus Masterplan, 
which is notable for being an activity-generated plan of 
works. With activities informing refurbishment and new 
build needs, this is an experience-led masterplan for 
overhauling the campus’s programme, use of Estate, 
and identity.

Every place needs an 
experience masterplan

SELECT PROJECTS
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OUR TEAM
FreeState consists of a core team of experience 
masterplanners. Whether architect, designer, 
strategist, researcher, or visualiser, we all want the 
same thing: to create places that are socially useful, 
commercially astute, and continually relevant.      

ABOUT US 
Founded in 2002, FreeState has spent the last  
20 years championing the importance of experience 
masterplanning for successful placemaking. From the 
beginning, it masterminded some the world’s largest 
brand experiences, and has employed this knowledge 
and experience of working with the likes of Nike, 
Sony, and MTV to inform its work with urban planners, 
developers, and architects.  

“Often in my career I have 
met organisations who tell 
me how great they are, but 
rarely have I ever worked 

with one this great.”
LYELL STRAMBI 

MELBOURNE AIRPORT CEO
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UNITED KINGDOM
6-14 UNDERWOOD ST
LONDON
N1 7JQ

SACHIKO OSAWA
SACHIKO@FREESTATESTUDIO.COM
+44 207 490 7669

AUSTRALIA
61 LITTLE COLLINS ST
MELBOURNE VIC
AUSTRALIA 3000

FREESTATESTUDIO.COM

SU LIM
SU@FREESTATESTUDIO.COM
+61 498 198 407


