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Let’s Talk
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How customers perceive
value
















Drive to airport

Find parking

Schlep bags to terminal
Check bags

Get boarding pass
Security

Find gate

Walk, run, crawl to gate
Don’t spill coffee

On and on
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Wants Q’A Emotions
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Stereotypes
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sheck-in g\ Curbside Bag C




THE HOWS
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retaill for da moment
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promote the airport as a shopping destination




Improve available choices




Actions

you should
Seriously consider taking.




ENGAGE more of the consumer’s senses.
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CREATE uniqueness







PERSONALIZE
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every interaction




SURPRISE PEOPLE



REPEATABILITY




random acts of kindness
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What makes this coffee worth P
$ or more?
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Let’s Talk

How does the customer determine valuee
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sensual

spiritual
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Personas










Customer Experience mapping




What is the customers real goal?




~§ — j—dle—p]
-'-' =~ MMMM

Your Selection time
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how the journey affects your ratings
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let them
Track

their
customer
journey

How likely are you to
recommend us to family, friends
or colleagues?

Extremely likely 10

oy L

Thanks for taking our survey! “like us
on Facebook and follow us on Twitter!
"L Un" onlFacebook < | olow

s on Twitler!




online customer reviews

EXPLORERS
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f| Restaurants
Y Bars
® Coffee & Tea

More Categories

‘s lunch time!







“the future is all around us — it just isn’t
evenly distributed yet”

NETELIN










Table 1: The Travel & Tourism Competitiveness Index 2017 Ranking

Country/Econonmy Fank Sogfe & sinca 2015 Country/Economy Fank Change sinca 2015

WORLD Spain
ECONOMIC France

Germany
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\_/ United Kingdom
United States
Australia

Travel & taly

Canada

Tounsm Switzerland

Hong Kong SAR
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Azerbaijan
Montenegro
Trinidad and Tobago
Egypt

Jordan

Dominican Republic
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Kenya
Kazakhstan
MNamibia
Cape Verde
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Korea, Rep. i 57 Tunisia

Sweden Ukraine

Belgium Macedonia, FYR
Honduras
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Iran, Islamic Rep.
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Serbia

Lebanon

Rwanda

Albania

Bolivia

Kuwait
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Luxembourg

United Arab Emirates
Talwan, Ghina
Denmark
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Croatia

Finland
Thailand
Panama

Malta

Estonia

Costa Rica
Grech Republic
India
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THE RiTZ-CARLTON®
Horst Schultz
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Remember This..

People may forget what

you said, people may
forget what you did...




and everybody wins




THE

OF THE

ATHENIAN

SPRING

.
18™ AIRLINE MARKETING WORKSHOP B\
|




