


Gm On Device Research

It takes 26 hours for the average person to
report a lost wallet. It takes 68 minutes for

them to report a lost phone.
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Mobile In Travel — Myth or Reality
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Don’t confuse App Usage ....
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Don’t confuse App Usage .... with connectivity and mobility

The always-connected Importance Posttrip : O
of each step Lasving < ; At the airport /
traveller: aiport 7% 161% ”

How mobile will transform
the future of air travel

of the Earth’s population
Connecting n-boarc subscribe to wireless services

12.8%

The global study identifies traveller attitudes to
airline mobile services whilst also highlighting
emerging mobile technologies set to transform Pre-trip

each stage of the travel experience. Pre-trip The most important stage of

25.7% the process. Passengers are
looking for easy ways to plan,
book and board the plane

At the airport

Mobile is used if things go
wrong with the travel
experience i.e. lost bags, seating
and disruption

On-board

A unique opportunity for
airlines to provide enhanced
services with the increase in
connectivity on planes

At the destination
Passengers are increasingly
using mobile to explore,
Global rnob“e connect, and share experiences
subscribers ' - Post-trip
_— = Social media provides an
immediate outlet for feedback
from customers

(] 16%

of travellers surveyed
currently use smartphones
to book trips

S billion

79.7% year on year
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TODAY: Mobility is already playing a key part in some areas of the
customer lifecycle throughout the TC group.
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Search / Shortlist / Book - Responsive vs. Adaptive

\§~£/

Book.

i SAVEAN
EXTRA

£100

RESPONSIVE

BOOK
NOW

ADAPTIVE

Same website & URL

Different layout, different elements — more coding & design
Develop layouts for a few screen sizes rather than planning for an
optimal experience for all.

Different content / same content according to device
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Search / Shortlist / Book - The Importance of ’;?
Cross Device / My Account

Dream ——»  Search >  Shortlist —> Book =—>

() o o

Retail Store

i O ®

Phone

47% of those who started to plan a trip on a phone, continued
on desktop or tablet*
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*Google Travel Study 2013



Search / Shortlist / Book - Promote My Account sign in for ’;’
smooth cross device experience

Enable customers to access TC.com across any device

, DREAM
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........................................ |
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* While focussing on mobile device-specific performance is valuable, the real opportunity for Thomas
Cook is to understand how and when customers want to interact with us cross device.

e Starting to think about test ideas on how people share holiday ideas
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Anticipate / Travel / Enjoy
Comp App — vl Features
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%* i0S & Android smartphone app designed
to support the traveller pre and on trip.

J
0’0

Sign in & access to trip

J
0’0

Pre trip homepage: Vacation countdown
& weather
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* On trip homepage: Interactive map with
day no.

J
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Hotel information including images

L0

» Flight information: airport, times,
duration
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*%

Excursions
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Trip Advisor POI — top 10 per destination
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TC customer service contact
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Destination guides
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Available offline
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Anticipate / Travel / Enjoy
Comp App — vl Features
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iOS & Android smartphone app designed
to support the traveller pre and on trip.

Sign in & access to trip

Pre trip homepage: Vacation countdown
& weather

On trip homepage: Interactive map with
day no.

Hotel information including images

Flight information: airport, times,
duration

Excursions

Trip Advisor POI — top 10 per destination
TC customer service contact

Destination guides

Available offline




Anticipate / Travel / Enjoy
Comp App — vl Features
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iOS & Android smartphone app designed
to support the traveller pre and on trip.

Sign in & access to trip

Pre trip homepage: Vacation countdown
& weather

On trip homepage: Interactive map with
day no.

Hotel information including images

Flight information: airport, times,
duration

Excursions

Trip Advisor POI — top 10 per destination
TC customer service contact

Destination guides

Available offline
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Sunwing Sandy Bay Beach - Su...

WING

Upcoming activities

Monday
10:00 - 10:30 Water Gym

10:00 - 10:55 Library & Post
11:00 - 11:55 Darts




Anticipate / Travel / Enjoy
Comp App — vl Features
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to support the traveller pre and on trip.
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day no.
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Anticipate / Travel / Enjoy {,
Comp App — vl Features

J

)

» i0S & Android smartphone app designed
to support the traveller pre and on trip.
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Sign in & access to trip

Children Activities - SunwingS...
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Pre trip homepage: Vacation countdown r
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Children Activities
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Anticipate / Travel / Enjoy
Comp App — vl Features
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» i0S & Android smartphone app designed
to support the traveller pre and on trip.

+* Sign in & access to trip

** Pre trip homepage: Vacation countdown
& weather

** On trip homepage: Interactive map with
day no.

** Hotel information including images

** Flight information: airport, times,
duration

¢ Excursions

** Trip Advisor POI — top 10 per destination

** TC customer service contact

» Destination guides
** Available offline

ec0 3 4G 08:30 7O f23% 0

Meet Lollo Bernie - Sunwing S...

Meet Lollo & Bernie!

8% = %
Ve
/ . /

Lollo and/or Bernie walk around the hotel
area, the pools, MiniLand, the breakfast
area and wave and hug all the children.
For a detailed schedule and information
about where and when to meet Lollo &
Bernie, see the Holiday Planner.

Lollo & Bernie have days off on Mondays
and Fridays
Not valid November




At Thomas Cook we decided to go Hybrid, iOS & Android, K
building Universal apps.

|

User Experience

-Fully native
- Partially native, embedding web in
an app.
- HTML 5 mobile site embedded in app

Cost and time to market
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Anticipate / Travel / Enjoy
Companion App a few things that are coming after v1 launch.

|
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TOMORROW: Starting to prototype ideas around return & {I:“.f;,
dream steps. )

Extension to

Lete gol QP Thomas Cook
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Feedback / Inspire: closing the loop

‘ 9 Plan -> Book -> Depart 9 Arrive 9 In dest 9 ‘ 9 ‘

So far we have, or are due to play a part in every part of the travel journey on mobile,
except the best bit, dreaming about going on holiday! As soon as the customer returns, we
can help them start the dream phase again!
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*Data Source: Google 2013 traveller



In Destination Mobility

Welcome & Connect
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Thank you and keep in touch

@marcoryan

yan

Marco Ryan
Chief Digital Officer
Thomas Cook Group PLC
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m http://uk.linkedin.com/in/
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