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We’ve come a long way in 50 years
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Agenda

 The still must-do’s

 The new must-do’s

 Latest technology
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The Still Must-do’s

 Have a good product proposition

 Online sales

 Differentiate your business
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Have a good product proposition

 Is your product as good as it can be?

 Is there scope for improvements?

Effectiveness

 Can you make your product better?

Efficiency

 Can you make your product cheaper?

 Worst plane flight ever!
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Online Travel

 Still growing fast in some markets

Source: eMarketer
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Five Point Plan

1. At the start – match the expectation

2. Provide all the information needed to
make the sale

3. Clearly signpost the information journey

4. Give the customer confidence to do the
deal

5. Make sure the booking process is as
simple and clear as possible
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There is always room for improvement

 Improving your online presence is a
never-ending task

 Constant a/b testing yields benefits



Source: presentation by Gillian Corley, Head of Marketing, Disney Destinations International



Source: presentation by Gillian Corley, Head of Marketing, Disney Destinations International

Small orange wins, +8% clickthroughs
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Differentiate your business

 The online marketplace

Consumers search globally for products that
meet their precise needs

 Niche products sold internationally

Broad range product suppliers compete on
brand power and lowest cost

 Marketing spend counts.
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The Online Marketplace

Business Size

Business Focus
Niche Broad

Large

Small

Global Players

Specialists

Few Survivors
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The New Must-Do’s

 Social media

 Guard your reputation

 Mobile compatibility

 Tablet compatibility

 Online self-service

 Personalisation
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Social Media
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Facebook
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Twitter

Source: infographic labs
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Guard your Reputation

 United Breaks Guitars (July 2009)

13,014,051 views to date
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Mobile
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Mobile Compatibility



www.genesys.netwww.genesys.net

Sofa Surfers

 Tablets use mobile operating systems

But they are NOT mobile devices
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Tablet users spend more

 Tablet users spend 54% longer on sites than mobile users, and
purchase over 20% more than desktop visitors.

 Study by Adobe Research over the 2011 US holiday period
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Responsive Design – traveloregon.com
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Online Self-Service
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Personalisation

 “The process of using a customer’s
information to deliver a targeted solution”

 Source: Peppers & Rogers

 “75% of UK consumers prefer to receive
promotional offers that reflect their tastes
and preferences”

 Source: Direct Marketing Association (2011)
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Personalisation
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Personalisation
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Latest Technology
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Mobile Data-Roaming Affordable
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Augmented Reality
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KLM Meet & Seat
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New Entrants
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Where to from here …

 Google Glasses – The Future?
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Direct Neural Interface

 Thought control of robotic arm.
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