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“A good retailer carries the 
products that fit its brand and that 
its customers want, makes it easy 
for the customer to pay, and are 
profitable products to sell.” — 
Stanley Marcus, Neiman-Marcus 
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Flight Shopping Should Equal…Shopping
Sources: Shutterstock
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The Most Successful Retailers Create Enjoyable, 
Effortless, And Efficient Shopping Experiences — And 

Know How To Control The Offer And The Order
Source: Richard Davis Photography
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Your Passengers Are Digital

Home Wi-Fi

81%

Smartphone

94% 36%

Smart home 
speaker

Base: Online airline passengers 
Sources: Atmosphere Research Group’s China Travel Online Study, Q3 2019; US Travel Online Study, Q1 2019; Australia Travel Online Study, Q4 2018; 
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Customer Loyalty Remains A Challenge
Sources: Shutterstock
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More Passengers Are Frustrated With Flight 
Planning/Booking Vs. 2018
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US UK Australia Japan China

63%
57%59%56%

62% 60%

51%
55%52%

58%

2018 2019

“It takes too much time to plan and book a trip” (top two boxes)

Base: Online airline passengers 
Sources: Atmosphere Research Group’s US Travel Online Study, Q1 2019; UK Travel Online Study, Q2 2019; Australia Travel Online Study, Q4 2018;  Japan Travel Online Study, Q3 2019; China Travel Online Study, Q3 2019; 
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Passengers Say The Unbundled Model   
Gives Them More Control Over Budget
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Passengers expect airlines to offer the same 
personalization as their “everyday” brands

Sources: Company websites
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Passengers Will Share Their Data With Airlines If 
Carriers Give Them Compelling Reasons To Do So

Sources: Shutterstock



© 20189Atmosphere Research Group, LLC. All contents are confidential and proprietary. 
Reproduction/redistribution of this document is prohibited. Atmosphere Research Group!14

Passengers Comfortable Sharing Biometrics Data 
With Airlines And Airports For Tangible Benefits

Source: The Economist
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Passengers Want Personalized Offers, And Will 
Pay A Premium For Them

• More than seven in 10 
passengers want to receive 
personalized offers 

• Fewer than 20% receive offers 
that reflect their interests, lifestyle, 
etc. 

• BCG: Retailers see 5% order value 
increase when they extend 
personalized offers to customers

!15

Base: Online airline passengers 
Sources: Atmosphere Research Group’s US Travel Online Study, Q1 2019; UK Travel Online Study, Q2 2019; Australia Travel Online Study, Q4 2018;  Japan Travel Online Study, Q3 2019; China Travel Online Study, Q3 2019; Sources: Shutterstock
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We Are At The Point Where Airlines Can Become 
Complete Retailers
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What Do We Mean By “Complete Retailing”?
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The ability for an airline to dynamically create, price, 
publish, and sell relevant, personalized offers throughout 
the traveler’s journey, and manage the order’s creation, 
payment, and fulfillment, across any channel and platform
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Complete Retailing Lets Airlines Fully Access The “Story 
Arc” Of Sales Opportunities Spanning Each Journey
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Passenger journey
(The story arc)

Destination
Check-In

Pre-Trip
Book

Plan
Dream

Share
DreamCheck-Out

Channels, content, offers, etc.
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More Than 8 In 10 Airlines Say They 
Will Need To Substantially Improve 
Their Retailing Capabilities By 2023

Base: 57 airline commercial professionals 
Source: Atmosphere Research Group’s 2019 Airline Commercial Outlook Global Study, Q4 2018
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Airlines Investing To Support Retailing
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Mobile app/website
"Traditional" website

Customer data
Ancillary merchandising/retailing

Offer personalization
NDC-related

Up-selling/cross-selling capabilities

Ancillary product strategy
Content mgmt. system improvements

Expanding/improvng payments
Product recommendations

Chatbot-based transactions
One Order-related

Smart-home voice assistant support 21%
27%

29%
37%

40%
50%

53%
55%

60%
62%

68%
74%

77%
84%

Base: 57 airline commercial professionals 
Source: Atmosphere Research Group’s 2019 Airline Commercial Outlook Global Study, Q4 2018
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Technologies Exist To Support Complete 
Retailing
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Productize The Products
Sources: Google Images
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Why Do You Want To Be A Complete Retailer?
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Happy passengers Brand differentiation Improved profitability
Sources: Google Images



Thank You

Henry H. Harteveldt 
henry@atmosphereresearch.com
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Transformation 
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Passion



Big picture



Unlearn



100 years of commercial aviation



A new era of traveler experience

Voice 
interface Taxi drones

Space travelConnectivity

Environment



Enhanced 
Distribution

New 
Distribution
Capability

A new era of airline retailing

Seamless 
Payment

Simple 
Fulfillment

ONE Order 

Personalized 
Offers

Dynamic Offers

One customer centric connected journey 
Future of interline and One ID



Airport
customer
experience

Finance

Airline retailing “beyond distribution”

Advocacy / 
Legal

Aviation
environment

Digital



Innovation in 
Airline retailing

Hackathons

Accelerate
@IATA

New standards
New opportunities

Let’s open the game to agile innovators!

Think Tank



Unlearn and build together



Thank you
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