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Future Customer Interaction Venues



EVENT/TRAVEL LIFE CYCLE–REVENUE GENERATION 
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ENGAGING THE CUSTOMER 

CUSTOMER DRIVEN OR SELF SERVICE
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Wired Environment

• Self Driven

• Minimal human interaction

• Shopping to In-flight Mgmt 

Integrated Systems

• Data Intensive

• Intelligent Models

• Integrated Operational and 

Revenue Decision Making

New Skill Base 

• Improved Productivity 

• Dedicated  headcount

• Proactive Workforce



ENGAGING THE CUSTOMER

MEDIUM TO HIGH TOUCH ENGAGEMENT 
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Wired Environment

• Choice  Driven Service 

• Assisted human/Avatar 
interaction

• Shop to In-flight Mgmt 

• Service Delivery Systems

Integrated Systems

• Data Intensive

• Intelligent Models

• Integrated Operational and 
Revenue Decision Making 
tools

Capable Frontlines 

• Productivity gains 

• Service Delivery Tools 

• Proactive Workforce
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MOBILE VENUE  



A Proven Track Record of InnovationA Proven Track Record of Innovation



Why Mobile Boarding Passes?Why Mobile Boarding Passes?

Online Check-in - 2003

40% usage - 2007

Return trip usage low

Smartphone usage 
growing rapidly



LaunchLaunch NetworkNetwork IndustryIndustry Green!Green! UsageUsage

From Concept to RealityFrom Concept to Reality

1st in the US
IAH – Nov ‘07
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LaunchLaunch NetworkNetwork IndustryIndustry Green!Green! UsageUsage

From Concept to RealityFrom Concept to Reality
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LaunchLaunch NetworkNetwork IndustryIndustry Green!Green! UsageUsage

From Concept to RealityFrom Concept to Reality

CO led industry-wide collaboration to create standards to 

enable wide-spread adoption.
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LaunchLaunch NetworkNetwork IndustryIndustry Green!Green! UsageUsage

From Concept to RealityFrom Concept to Reality

>3,000,000 Mobile Boarding 
Passes

8,333 Sheets of Paper per 
Tree

>360 Trees Saved!

3e6



LaunchLaunch NetworkNetwork IndustryIndustry Green!Green! UsageUsage

From Concept to RealityFrom Concept to Reality

Continental Airlines 
Mobile Boarding Pass Monthly Usage

More than 3,000,000 

uses since launch!
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Thank YouThank You



Customer Communication | Mobile Channel

Enhanced Flight Information

Flight Status 

Upgrade Standby List

Flight Standby List

Seat Map

Inflight Amenities

pda.continental.com/info

or

www.continental.com/info
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Customer Communication | Mobile Channel



MOBILE SERVICE VENUE

IROP Management Apps

Exclusive Service Apps

Airport Experience Apps

Onboard Experience Apps
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AVATAR VENUE  



ALEX OUR VIRTUAL EXPERT



No need for lingo
She understands your intent, not 
just key words

Meet Alex, 
The Continental.com Virtual Expert

Always there
Alex is easy to launch from any 

page on continental.com

Navigates for you
Instead of serving up search results, 

she’ll take you to the page that best 

answers your question

A great shortcut
Alex can get your policy questions 

answered, or even kick-start a 

transaction

Not just for rookies
Whether you’re a novice or an everyday 

user, Alex is the fastest way to get 

around continental.com

Quick Learner
Alex doesn’t know everything, but we 

have a dedicated team to make sure 

she gets smarter every day

ALEX OUR VIRTUAL EXPERT



AVATAR VENUE

Shopping Management Apps

Onboard Management Apps

Pre-travel management Apps

Post-travel management Apps



AVATAR FUTURE

Customer Driven Shopping  
• Destination Triggers 
• Travel Date Triggers
• Target Fare Triggers
• Deal Finders 

C
us

to
m

er
 In

te
ra

ct
io

n 
V

en
ue

s 
 



AVATAR FUTURE

Personalized Virtual Adventurer   
• Explore New Destinations
• Simulate Airport Arrival 

Experience
• Simulate New Products
• Simulate Service Experience 
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AVATAR FUTURE

Personalized Assistant  
• Personal Shopper based on 

preferences
• Up-sell and Cross-sell facilitator
• UGC purveyor
• Service resolution provider
• Service assistant and advocate
• Relationship champion
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NEW MEDIA VENUES  



ENGAGING THE CUSTOMER 

GIDs/LIDs

SECURITY

MOBILE

BAGS

IFEs

IROPs

SEATS CHECK-IN


