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"he still must-do’s
m The new must-do’s
m Latest technology
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The Still Must-do’s

m Have a good product proposition
m Online sales
m Differentiate your business
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IHave a good product proposition

m |S your product as good as It can be?

m |s there scope for improvements?

1 Effectiveness
m Can you make your product better?

O Efficiency
m Can you make your product cheaper?

m Worst plane flight ever!

www.genesys.net l
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m Still growing fast in some markets

Online Travel Sales CAGR in Select Countries,

India 30.6%
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south Korea 12.8%

Brazil 18.2%

14.1%

Russia 2.8%

7.4%

LIs** 1.2%

Sourc'e:' e'Mark'eter'
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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
www.genesys.net l
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There is always room for improvement

m I[mproving your online presence Is a
never-ending task

m Constant a/b testing yields benefits

www.genesys.net l
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Buttons to A/B test
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IDifferentiate your business

m The online marketplace

[1Consumers search globally for products that
meet their precise needs

= Niche products sold internationally

[1Broad range product suppliers compete on
brand power and lowest cost

s Marketing spend counts.

www.genesys.net l



The Online Marketplace

Global Players
Large

Business Size

Small

Specialists

Niche Broad
Business Focus
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The New Must-Do’s

m Social media

m Guard your reputation
m Mobile compatibility

m Tablet compatility

m Online self-service

m Personalisation

www.genesys.net l
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SOCIAL MEDIA EXPERT

IF YOU GIVE ME LOTS
OF MONEY, I WILL DO
VARIOUS VAGUE THINGS
TO INCREASE YOUR
WEB TRAFFIC

L& b |

DON'T
s My SCREW UP
AEaron.  HIS VAGUE-
NESS PLAN
SIBILITY? pecause T

THINK IT

_ ) CAN WJORK,

e
%f |

LWJOWJ! T WOULD HAVE
BEEN HAPPY WITH JUST
VARIOUS THINGS, BUT

THAT VAGUE STUFF

SOUNDS GREAT TOO!

&

e
Dilbert.com DilbertCartoonist@grmail com
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Facebook

Australia

3,707,219 likes + 310,855 talking about this

Royal Caribbean International
1,204,268 likes + 22,499 talking about this

British Airways

513,732 likes + 36,803 talking about this

Thomas Cook UK

145,541 likes - 10,167 talking about this

Hertz

83,763 likes + 482 talking about this

Hilton Hotels & Resorts

331,769 likes - 3,859 talking about this

Expedia

1,485,494 likes + 32,633 talking about this
www.genesys.net
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Twitter T

klukker

What's happening right now?
making baked ziti 2nite 3
United States
e 107.7M

w smowers12 | had fun yesterday

>

il Nedco Phillpplnes Speln  Canade
M M BN 8M M

Source: infographic labs ' TR WwWw.genesys.net |



m United Breaks Guitars
12,565,995 views to date

teacher showed us this in class today |

3 years later, and Linited =till sucks! (; acomotoyva 1 week ago S
mMorriganialayzia 2 davs ago

Im a music student, thank you, no way iI'm traveling with them and risk my

instruments.
Zonks82 1 week ago
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oblle

2012 2013 2014 2015 2016

Actwe Moblle App Users Worldmde, 2012-2016 (bllllons)
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TraveIRepuhll

Over 150, OOO hotels world...

From 2 star economy through to 5 star luxury.

Guaranteed Lowest Prices!

- Book a Hotel
( Current Location )

[ Today ’ ] [ L o Adults > ] Manage Your Booking

For flights, holidays, transfers, car hire,
airport parking or attraction tickets, wntagon

§ please visit our full site.
Find a Hotel i

T OER R R EE 20

[-Malal:

Call us on 020 8974 7200
Home « Help = Full Site

020 3564 5163 Help Feedback Full Site Manage Your Booking

My ltinerary Legal Privacy Policy © 2012 Travel Republic Limited. All Rights Reserved.

www.genesys.net
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m Tablets use mobile operating systems
O0But they are NOT mobile devices

i ¥
150990HM2 [RF] © www . visualphotos.co
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Tablet users spend more

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

O Study by Adobe Research over the 2011 US holiday period

TABLET USAGE SPIKES AT NIGHT

Average Retail Spend ($s)
140 Share of Device Page Traffic Over a Day
120 Source: comScore Custom Analytix, EUS5, Wednesday 7 December 2011
100
10%
80 - 9%
60 - 8% B TABLET
40 7%
6% = MOBILE
20 5% | \
0 - 4% B COMPUTER
Smarphone Desktop Tablet 3%
200
1%
0%

12:00 a.m. 6:00am. 12:00 p.m. 6:00 p.m.

www.genesys.hnet
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L5 — traveloregon.com
Search Cregor...

SEE . TRIP  CITIES ey v ; ot

TRAVEL ORCGON Sign In or Create an Account

-AND- -AND- 3 ASK H 5t '
g - B T g oy
: REG‘IO NS ORECON I FE CITIES & REGIONS : ASK OREGON
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SEASONAL FEATURES ¢ PLACES TO STAY

TRAVEL DEALS : GETTING AROUND

Wil f ST

S

\w

WELCOME Oreqon Wit pountoy s adifi cHa1Th; Oregon ien't a place you see as much as you do. You can sight-see our

TO OREGON. opportunity to plunge into a vino adwve

by Rachell Coe) EEEeer
tﬁg‘
Iy

ﬁr www«&,.m
ﬂ B & ﬂ m % gﬁismcruofﬁg CONTACT |

beautiful eoast. volcanic mountains, erystal-clear lakes and degerts that
stretch as far as the eye can see If you're looking for worid—class pinots, some

v
SOCIAL

TRAVEL-

-TREE . ',
GUIDES N NETWORK | VISITORS
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Online Self-Service

Self Service is Changing Contact.

Thecalls| maketo organisations are more complex as
I'm doing simple things via theirwebsite.

W

Chi
Sing

L
o

A%

Caprgri- BT Gicoel Ser-ooms I0'T

www.genesys.net
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Online Self-Service

Thomson Package holidays Flights Hotels Cruises Villas  Deals Extras Destinations

BRITISH AIRWAYS = o Manage My Booking

4O FREE Expert Support

Z min movie abaut s i | Print page | Help

Airport Airport Airport Port parking Holiday Holiday Special
parking hotels lounges & hotels insurance car hire offers
M Home > Manage My Booking ( search Holiday Extras ) @

Manage my booking

Use your 5 letter reference to view, amend or cancel

8 N 5

Persor : : ;
View, amend or cancel your booking Frequently Asked Questions
s Spel
- E:te Booking Type s Wil T hawe to hand in my car keys? - Answer?
* Frov = (
+ Add |Parking, Hotel, or Launge (| P i ? e How do [ amend my booking? - dnswer?
* Add i

r Booking Reference

E-mail Address

« Are the prices per room ar per person? - Answer?
searCh > « Wil I have to park the car myself? - daswer?
(If you are an Agent, please oo in first) e ‘What do I daif I exceed my 8/15 days parking package?
- Answar?

o ‘YWhat do [ do if my flight is delayed and I go aver my
pre-booked parking period? - Answer?

s Canvyou send me 3 map? - Answer?

\\h /l « Can I park before my stay? - dnswer?
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3= Dorsonalisation

m “The process of using a customer’s
Information to deliver a targeted solution”

0 Source: Peppers & Rogers

m “/5% of UK consumers prefer to receive
promotional offers that reflect their tastes
and preferences”

0 Source: Direct Marketing Association (2011)

www.genesys.net l
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'Personalisation

x
¢ Vieww
| | bm| beg.cm1 London.co.uk®

23% uplift in bookings of their experiences products

Personalised “Featured Destination”
Generated a 41% increase in conversion rates and
a 4% improvement in bookings

Lastminute.com

Achieved a 28% increase in look-to-book conversion rates




8. imazon.co.uk: Low Prices in Electronics, Bo... | =+ |

Cormputers & Office e

Home, Garden & Pets
Toys, Children & Baby
Clothes, Shoes & ¥Watches
Sports & Outdogrs
Grocery, Health & Beauty
DI, Tools & Car

Amazon Apps  Clothing Trends  The Christimas Store Amazon Prime  AmazonWish List  Toys & Games

The Christmas Store

CaeevtinoChristmas

»Shop now

2%

&
* Full Shop Directory *

More ltems to Consider

o viewedd Customers who viewed this alzo viewerd

ST

L ..

Asus TF300T 1 0.1-inch Multitouch... Samsung Galaxy Tah2 10.1 inch Asus EeePad Transformer Prime Foetic ASUS Transfarmer TF300 iGadgitz Black EVA Travel Hard Azusz EeePad Transformer TF101
Fodrdeder'r (44) Tahlet... TF201... Leather... Case.. i1 .
£357.92 Hedrdededr (103 Folrdedel (139 Hoedrdededr 21 drdededels (23 Fodrdodked (165

£zo000 £ 07T 92 £400-80£389.99 £19.95 £142:99 £420-00 8325 09

> Wiew or edit your browsing history

New for You

- E!‘
Dioctor Who - Series 7 Part 1 Seeking A Friend For The End karuto 589 The Dark Knight Trilogy Rockof Ages Livescribe Unlined Journals - GtterBox Defender Case far
Weeping... Of The... > Maszashi Kizhimoto Christian Bale, Michael Caine, .. Tom Cruige, Julianne Hough, Diego...  Red, 14, iPhone &..
Matt Smith, Karen Gillan, Arthur.,.. Steve Carell, Keira Knightley, ... Paperback Blu-ray Blu-ray 2100 f 30 86 Aorcioiok (6)
Blu-ray Blu-ray £4-00 54 .89 Yorodndest (9) Yoredrdo i (37)

DA e BB Fiz¢ this recommendstion £71.28




Latest Technology
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KLM Meet & Seat

KLM Meet & Seat

Want to find out who will be on your KLM flight? With Meet & Seat you can view
other passengers’ Facebook or LinkedIn profile details and see where they'll he

sitting — long before your flight leaves the ground.

On this page:
v Discover Meet & Seat v Profile and privacy
w YWhat is Meet & Seat w ‘four seat

v How does it work

Discover Meet & Seat

www.genesys.net
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New Entrants

Where We Are ForHotels in [ HE En

HallStcom

Join us, it's free » Login with

v I CT 0 R CHARTER QUOTE  BUYSEATS  FAOQ  AIRCRAFT  AIRPORTS  PARTHERS BE~  +44 20 7384 8550
gt SAT SUN | gt MON
siGhin / REGISTER 2404 TotaL MEMBERS e * @By 9°C @ O & VAL Al
{ ) How lt Works  Sign Uj Lo
Vv Gl 9

PRIVATE JET CHARTERING WITH VICTOR

BOOK DIRECT,
PAY LESS

y

|

YWhere do you want to go?

CHARTERING WITH VICTOR THE VICTOR SERVICE
« The world's first online marketplace for Wictor members can fly to and from almost
private jet charter any airport wodd. Al you need to do is tell us
when and where you want to go and we'll do

« Mo upfront costs or hidden charges; only a the rest
5% transaction fee for all online bookings

® Access to a contracted fleet of ower 300 a selection of the best quotes as they become o e wlSH llSTS

We play the market for you and will send you
aircraft, ensuring that you get the best avalable. Confirm your preferred quote back to

Popular Friends Airbnb Picks

JOIN THE HOTEL USERS R-EVOLUTION!

Joinus, it's free »

in @@ wishLists Support & Safety ~ & English ~ () GBP ~ \ List your space |

My Wish Lists

Find a place to stay.

Rent from people in 31:418 cities and 192 éuy t]

e e
Discover, sayefand share yourfavourite
places on Airbnb.



=50 years from now

2060-2069 timeline contents

2060-2100 - Global political and economic systems are in a period of immense transition

2060 - Flood barriers are erected in New York | Tropical cyclones are wreaking havoc in the Mediterranean
| Global extinction rates are peaking | An aging population | Mining operations on the Moon

2061 - Halley's Comet returns | The UK population reaches 80 million
2062 - Nanofabricators are a mainstream consumer product
2064 - IT's share of the US economy reaches 20%o

2065 - Longevity treatments that can halt aging | Self-assembling buildings made entirely from nanotech
| Invisibility suits are in military use | Insurance crisis

2067 - The first generation of antimatter-powered spacecraft is emerging | Male and female salaries are
reaching parity

2068 - A major landmark in the world of athletics

2069 - 100th anniversary of Apollo 11 | The U.S. population reaches half a hillion

Source: futuretimeline.net
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Thank you for
listening

Paul Richer

paul.richer@genesys.net

Skype: paul.richer
Twitter: @paulricher
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