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Big Data and Personalisation within the Online Travel Sector.

Driving actionable results. IncreasiriOl.
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Executive Summary

TheGoaland Challenges BigData

TheOpportunitiesin BigData
Mining behaviouraldataandtransactionaldata.
Ensuringeverythingis EvidenceBased

CaseStudy SolosHolidays

Unlockingother Personalisatiofreaturedor the TravelSector
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Background

Online/eeecommercemarket place is now critical pathway in the commercial
landscape

SEOand PPChave become establishedparts of the online businesslifecycle.
New Techniquesre emerging..

Online personalizationtechnologyhas@ O 2 ¥f$ 3 Gréd with the continuing
momentum,there are commerciallyprofitable opportunitiesto be grasped

Keythemesabout personalisation

onot just the buzzwordof the moment, it is the keyto being successfubnling.
LuxurygoodsmagazineJuly2013

dthe top ranked challengefor organisationsseekingto optimise their digital
presencé Adobesurveyof digital marketers,January2014

What personalisationdelivers

.. the right experienceto the user,at the right time and on the right device,via
tailored experiencescombininghistorical,behavioraland profile data with real
time situationalfeedback
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Understanding Personalisation

Amazonincreasesrevenuesby 30% utilising proprietary technologyto crosssell
productsvia personalisedecommendations

While ~40% of the largere-commerceoperatorsusepersonalisationthere is little

efficient or advancedtechnologyin the TravelSectorthat allowsSMEto increase
their crosssellingof product

OurProductofferingis designedo givethesebusinesseghe Amazonreffect.
We havebuilt it, own the IPandare now in rollout phase

Howis Successneasured?
IncreasedConversiong, Cartv No Cart
Increasedbasketsize(averageorder value)- ecommerce
Increasdn customerengagementmprovedcustomerjourneys
Timeon Site,Pages/iewedv Bouncerates
Googlev OurProduct

ActionablelnsightscVisitorsV Customersand Integratorsv Websites
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The market opportunity

Digital Travel Sales Worldwide, by Country, 2013-2018

billions
2013 2014 2015 2016 2017 2018

us $136.36 $145.22 $153.21 $160.87 $168.11 $174.83
China* $38.23 $47.41 $57.37 $68.84 $80.54 $92.68
Japan $36.45 $37.90 $39.20 $40.10 $40.75 $41.16
UK $29.45 $33.35 $36.78 $39.47 $41.96 $44.19
Germany $14.07 $15.13 $16.13 $17.00 $17.54 $17.94
India $8.63 $10.77 $13.24 $15.38 $17.09 $19.33
Canada $9.95 $10.66 $11.32 $12.07 $12.73 $13.48
France $2.09 $9.29 $9.68 $9.84 $10.00 $10.14
Spain $7.01 $8.20 $9.14 $10.09 $10.99 $11.70
Italy $6.87 $8.13 $9.42 $10.74 $11.97 $13.28
Brazil $5.87 $7.88 $8.52 $2.03 $9.50 $9.95
Mexico $6.53 $7.83 $8.89 $9.60 $10.01 $10.35
Australia $6.30 $6.77 $7.02 $7.28 $7.52 $7.71
Norway $5.35 $5.81 $6.30 $6.66 $6.97 $7.27
South Korea $5.13 $5.47 $5.70 $5.93 $6.11 $6.28
Sweden $4.66 $5.08 $5.38 $5.62 $5.84 $6.14
Denmark $4.06 $4.28 $4.50 $4.62 $4.71 $4.76
Finland $3.42 $3.77 $4.14 $4.52 $4.88 $5.21
Argentina $2.95 $3.75 $4.34 $4.83 $5.28 $5.63
Russia $3.31 $3.58 $3.92 $4.16 $4.35 $4.51
Netherlands $3.19 $3.56 $4.01 $4.53 $5.15 $5.85
Indonesia $1.68 $2.44 $3.34 $4.20 $5.11 $6.12

Note: includes leisure and unmanaged business travel sales booked using
the internet via any device, regardless of the method of payment or
fulfillment,; *excludes Hong Kong

Source: eMarketer, July 2014

176018 www.eMarketer.com
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' here areknown knowns ;
there are things we know we know.

e
We also know there areknown unknowns
that is to say we know there are some thing_ E

we do not know.

But there are also unknown unknowns :
there are things we do not know we don't know. ¥
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Application of Big Data

Consumers Demand Relevant Customer Experiences

Smartmarketers today are focused on the customer. They are focused on building a
relationship with that customer over time and on what that relationship means to the
brand. There's an opportunity for marketers to leapfrog the rest of the market by

putting that customer at the center of their marketing organization.

Better Customer Experiences Start With Data

AWhat excites me the most today is how the marketer can have control, seamless
control, using all the data available. You can take all this incredible rich data, know the
customer so much better online, offline, and then change the environment so @®at it
personalized to them. Th&the future, and & nowe

Bryan Eisenberg
bestselling author
& online marketing pioneer
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The Challenges Unlocking the Potential of Big Data

BIG DATA ia...

1. FullOpportunity

Have the storage, processing capacity, and skilled personnel to use big
dataeffectively 15%

2. PartObstacle/Part Opportunity

Are close to using big da&dfectively19%

3. PartObstacle/Part Opportunity

Have a long way tgo61%

4. FullObstacle

Strains storage/internal processamableto use big data for decisien
making5%

A{ Most companies can do much more with their big data.
Source CMO CounciBAS 2015
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Psonify i Our Vision and Goals

Our route to goal has been to solve problems for busglerstaffed
businessowners in their domains
I We are focused on the Middle Markets

I Atrtificial Intelligence (AQcomplex technologies yet simple front end
business intelligence

I Lessons Learnegiirading, Dating andegal&Compliance

Our aim is to provide simple plug and play solutions

I Front endgjavascriptand AP®

I Back End database integrations
We must deliver an increase in customer engagement and custome
satisfaction

We must provide business owners with smart actionable insights
and business intelligence in an easy to digest manner

4 rRegisrereaTmTTngiana REegIstrerea Wwo. oovvuzzv O
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APPROACH: HOW DOES IT WORKALYSIS FALLS INTO 5 STE

If you can't explain it simply, you Step 1: Load/refresh the data

don’t understand it well enough. { 0SLJ HY I INEB S
: e Step 3:Crawl/Create features

Step 4: Run algorithms

Step 5. Report/Review the resu

- Repeat every 30 days!

i Copyright 2011,2012,2013
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mcase StUdy SOIOS HO“dayS (www.solosholidays.com)
TheProblem

We spend a small monthly fortune driving traffic to our site yet when they land we
have no idea how to engagewith our visitors, who they are and hence we want to
increasethe chancesof convertingthem.

Thetraditional channelsof print are just not economicallyviable to us or attractive to
our customers

Many of our customersusethe Searchfunction. If we don’t have availability we don’t
have anythingto showthem and we losethem. Our bouncerates are too high.

Canyou help usdrive more traffic into our Cart/ConversionFunnel

TheComplication

We have a back end system and they cant provide us with the personalisation
techniqueswe believewe require

We pre-buy someholidaysand these are the oneswe want usersto see Canyou help
us promote these?
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Case Study: Solos Holidays

lso0s

TheKPlIs

Whatis a Conversion
Whatis “successin terms of customerengagement

TheObservations

Identify Pageswvhere Visitorsare dropping off...Interest graph
70% of site visitorsare usingPC

30% are using mobile or tabletscertain pages are not responsive
Significant drop offs through the booking platform

TheSolutionandthe Reporting
Refunnelling/Re-designof certainpages
Personalisation-
Apply the Algorithms
Createyour output -“Youmay alsobe interestedin this”
Givea simplemessage
Useour RealTimepromotions overr%@ul\o pushyour pre-bought holidays
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Book online or call

0844 815 0005

travel@solos.co.uk

Calls will cost you 7p per minute plus your
phone company'’s access charge

Destination: Dominican Republic

Quick search

Age Group: 30_59 Destination: Dominican Repub

Holiday type: All
No holidays match your search criteria — please modify your search or contact Age Group: 30-59 el
us to discuss your requirements Departure: Al =)

Showing results by Date:

Date Duration Holiday Notes Depart

Age group Price

Other holidays you may be interested in

Turkey Club Solos Cuban Cocktail Cuba - Jibacoa
Turquoise Coast

Bahamas

Departures from 05 Oct Departures from 19 Oct Departures from 26 Oct Departures from 11 Oct

From £529 From £2289 From £ 1 349 From £22 1 9

id. Registered in England | Registered No. 8800229
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Further Enhancements to Search
Intuitive Realtime search

Performlookupsin reaktime.

We can use the sounds of words, with error margins, to find words that sound similar to ones typed
in search boxes and suggest similar and / or related ones in results.

By integrating this function you can help customers quickly find what they want, and indeed offer
what they might want based on intelligent assumptions

A Actionable Insights from Search
Show the top 50 or 100 most valuable and popugkearches per day/weebn your website.

Keyword research is one of the most important, valuable and high return activities in the search
market field.

Learn more about your customers as a whole

This will improve your SEO and provide content to your visitors that they are actively seeking.
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Abandoned Cart Recovery

TheProblem

Research shows that travel operators, with higher average orders and longer
buying cycles face significantly higher abandonment rates than their peers in

other industries.
Travelecommerce sites saw over 80% rates compared to approximately 70% i
Retail and Fashion.

TheSolution

Sendtargetedfollow up emailsto customerswho haveabandonedHolidaysin
their cart incentivisingand enablingthem to recoverthe shoppingcart easily
andto continuewith the purchase

SuccessfuResultsROIltend to bein the 1-4%range

Engagemore with your customersoffline

Onceyourin the backend -sendpersonalisecemails
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Personalised Home Pages (P-UR L 0 s )

APURL is a unique and personalise Web address created especially for your
customersc how many customers do you have ?

~

t ! w[Qa O2y il Ay (KS NBOALASYOIQa yIYS )
them

E.G: name of companysonify marc.anderson

Think of it as a concierge service for your prospects or customers creating a truly
personal and engagirngxperience

Output
I Send more relevant content to your customers
I Sell more services to your customers
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Sentiment, Rating Reviews and Brand Reputation

A Beyond Traditional Rating Reviewsarching théFreeTexboxes
A Proprietary technology from the Homeland security sector

A Searchingocialmedia -TruelyMulti Lingual. Beyond keyword search...

INTUITIVE DASHBOARD
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Ontological Disambiguatiognail the context

Court
Court of law Royal Court Athletics Court

Legal Domain Sports Domain
Ontological Ontological Ontological
context context Context
relating to relating to relating to
Legal Affairs Monarchy Sport

Disambiguation
| |
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Thank you

8
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ersonalise | epltimise | monelise

\ ™

' l =9 Personaliseyour customer experiences

T NN . . .
i Increasetraffic, sales& customersatisfaction

Gain new insights from customer behaviour
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