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(Mobile) Traveler Happiness
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Creating Happy Travelers
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Own the travel cycle — Increase service & post booking spending intent

Lengthen the Customer Lifeceycle - ———
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KLM Dutch Royal Airlines

Flight KL 1234 KLM Dutch Royal Airlines
Flight KL 1234

Booking reference KLXJN09172
Thu Nov 3 - Fri Nov 11

Delayed (30 mins)

AMS > JFK &

THU NOV 3, 2013 Delayed (30 mins)

Need a parking at Schiphol Airport? (%) AMS > N

Need a hoto) in New York”?
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KLM Dutch Royal Airlines
Flight KL 1234

Book now

Delayed (30 mins)

AMS > JFK

~ : Upsell:
Future Upsell Upselll: Supplier details
Non GDS Using Hotel & Car In trliopAnciIIaries ~H
Parking & Airport Hotel, Car P
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Nobody cares for the traveler
No one owns the entire door-to-door trip experience

KEEP
CALM

CAUSE

NOBODY
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It's a silo treatment
Every supplier owns a piece of the puzzle
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Distribution Diffusion
Information is ubiquitous | Move from Transaction to Relation
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Moving from saving to spending mode
Fish where the fishes are
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The OIN Iy way to INnteract win your CUSTOMETr while he’s enjoying
your product (i.e. traveling) is using a mobile device.



Who's talking to your customers now..

& Log in

@ Homg

Book 3 flight
Cheapest fareg
Flight statys

Tracked flights

Timetables

Mobile ba.com

FAQs
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Business model thinking for mobile travel

White label travel
Agency/Corporate solution

Data gathering

& Integration
& Mobilization

Of customers

Transact
or
Advertise

Trip Engagement Factor

CONVERSION
ENGAGE WITH GOAL
TRAVELER
SEND & IN TRIP
CONVERT TO
BOOKING MOBILE
PROCESSING &
CONFIGURE ANALYSIS
& BRANDING
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The red black box: Engagement Factor
Measure why and how customers engage

ATTITUDE

of using a new technology” (Davis et al., 1988)

« design,

* responsiveness,

+ positive experience,
 ‘surprise’ factor

-“a person’s affective evaluation of the costs and benefits

TRUST
- reliability,
- correct functioning
(Hernandez-Ortega, 2011)

well-functioning / without technical problems, bugs,
accurate info,

safe transactions;

explanation thal the provided information is safe;
personal
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USEFULNESS

- the degree to which a person believes
that using a particular system would
enhance histher job performance (Davis,
19889)
« offering products and services that will
-make the trip easier,
-gliminate stress,
-save time and effort

T ——

EASE OF USE )

the degree to which a person believes that
using a particular system would be free of
physical and mental effort (Davis, 1989)

« no effort is needed to use the service,
¢ all the information is easy to find
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No app is better than a lousy app

Great UX, Personal & Relevant
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It's about the User Experience
Here’s your benchmark
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Spoiler: Show you Care & Understand

How do you fix that in a transactional business
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Questions?

jeroen.vanvelzen@soundofdata.com

http://twitter.com/jeve London, March 17th, 2015
http://www.linkedin.com/vanvelzen



