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Welcome to Thailand

Permanent Secretary Ministry of Transport, Thailand



Welcome Address from our Host Airline

President Thai Airways



CUSTOMER NEEDS & TRENDS
AND INDUSTRY DIGITAL READINESS

President/Travel Industry Analyst Atmosphere Research

Global Industry Lead - Aviation, Accenture
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A good retailer carries the
oroducts that fit its brand and that
IS customers want, makes It easy
for the customer to pay, and are
orofitable products to sell.” —
Stanley Marcus, Neiman-Marcus

Sources: Google Images
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Entering The Era Of
Complete Retailling

29 October 2019
Henry H. Harteveldt

President, Atmosphere Research
Li@hharteveldt
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Henry's Account
FREE SHIPPING ON ORDERS OF $50 OR MORE DETAILS

A
hAl OLD NAVY Redeem your Rewards! $15>

BANANA REPUBLIC @ ATHLETA HILL CITY/

INTRODUCING BUY ONLINE >>> PICK UP IN STORE FAST. FREE. EASY. LEARN MORE
New reductions taken! UP TO 60% OFF original price. No code needed.
Cardmembers, double your everyday offer with EXTRA 20% OFF* purchase. Code: 20BRCARD

SHOP WOMEN SHOP MEN ‘Details

FIND ASTORE CREDIT CARD GIFT CARD

BANANA REPUBLIC a

NEW ARRIVALS WOMEN MEN PETITES SHOES

ACCESSORIES ABOUT US FACTORY SALE

UPTO 40% OFF MUST-HA F STYLES yade seded P W AEN H ) ) DETAILS

CARDMEMBER EXCLUSIVE
EXTRA

20% OFF"

when you use your
Gap Inc. Credit Card.
Code: 20BRCARD
Ends 10/21.

*DETAILS

>
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CHOCOLATE
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Fun Finds
By Erica D, NJ | 527 items
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College
By Hadley A | 369 items

Future baby
By Lysander W | 622 items
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Efforﬂess And Efjrcrenr Shopprng Experrences — And
Know How\TO\Cq.ntroI The Offer And The Order




Home Wi-Fi Smartphone.=*

Your Passengers Are D

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;

Sources: Shutterstock
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More Passengers Are Frustrated With Flight
Planning/Booking Vs. 2018

“It takes too much time 1o plan and book a trip” (top two boxes)
Bl 2018 M 2019

62%
58% 509,
509 267  55%

US UK Australia Japan China

Base: Online airline passen gers
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;

2 Atmosphere Research Group, LLC. All contents are confidential and proprietary.
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Passengers de The Unbundled Moael
lees Them Iv\ore Con’rrol Over Budget




Library For You Browse Radio m

Credit options to
amp up yourwallet

To M P E TT : y ggt%zgr{( Q Search for anything All Categories Advanced
H EA RTB R EA KE Home ¥ Saved Motors Fashion Electronics Collectibles & Art Home & Garden Sporting Goods Toys Business & Industrial Music Deals

Earn a $30 $ 3 0

Statement
Credit

Hi Henry! ~ Daily Deals  Brand Outlet Help & Contact Sell Purchases My eBay ‘ .E

lady,
/\plc[)dlum

Ocean

See All > Music ~ Credit

All Genres ~
Open a new account. Spend

$150+ on eBay within 30 days.
MUSIC QUICK LINKS ‘

Redeem Account

Send Gift Support 2
Send Gi Suppor Learn More mastercard m

imited-time offer.

Live At the Ryman Keep Going @ The GoldenChild B  Que Quiénes Somos FANDOM Sketchbook @ Devour You After the Fire Beats 1
Brotl ( Mike Posn ) CN( } Fant tarcrawler ( nk Radio

E amazon . EN Hello, Henry 0

“~—Tprime @& ~ Account & Lists + Orders Prime ~ e Cart

—  Open an account Vv CHASE!¢ " ATM & branch  Espafiol  Q

Qi © Freeser FREEDOM'S BEST
I ) BONUS OFFER: $200 Username
CASH BACK!

VISA Password
Only when applying direct with Chase Remember me Use token >

Forgot username/password? >

Deliver to Hen: =
© San Franc... r9y41 31 Whole Foods  Your Pickup Location  Browsing History ~  Today's Deals Henry's Amazon.com Buy Again  Gift Cards Shop Halloween decor

“Alexa, find some
live baseball.”

52Goe $2 499

stick

Limited-time offer

Not enrolled? Sign up now. >

Hi, Henry Trending items for you Deal of the Day

Customer since 1998

Skip the checkout
lines

Choose what's right for you

Recommendations for you Shop Fresh groceries and more

— A =
= " TiT Lﬂ lo—o
» II < Checking Accounts Free credit score Find a credit card Home Lending Car Buying & Loans >

Beauty & Personal

Your Orders

Care

o

assengers expect airlines to offer the same

personalization as their “everyday” brands

Sources: Company websites
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\(‘j :
Passengers Comfortable Sharing Biometrics Data
With Alrlines And Airports For Tangible Benefits
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Passengers Want Personalized Offers, And Wil
Pay A Premium For Them

e More than sevenin 10
passengers want to receive
personalized offers

e Fewer than 20% receive offers
that reflect their interests, litestyle,
efcC.

o BCG: Retailers see 5% order value
INncrease when they extend
personalized offers fo customers

Base: Online airline passen gers
Sources: Shutterstock 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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We Are At The Point Where Airlines Can Become
Complete Retallers

Atmosphere Research Group, LLC. All contents are confidential and proprietary.
uction/redistribution of this document is prohibited. ] 6 ntmosphere ReseaPCh G"Oup



What Do We Mean By “"Complete Retailling’'e

The ability for an airline to dynamically create, price,
publish, and sell relevant, personalized offers throughout
the tfraveler’s journey, and manage the order’s creation,
payment, and fulfillment, across any channel and platform

© 2019 Atmosphere Research Group, LLC . All contents are conf idential and propr ietary. ] 7
RRRRRRRRR ion/redistribution of this document is prohibited.



Complete Retailling Lets Airlines Fully Access The “Story
Arc’ Of Sales Opportunities Spanning Each Journey

Passenger journey
(The story arc)

© 2018 Atmosphere Research Group, LLC . All contents are conf idential and propr ietary.
RRRRRRRRR ion/redistribution of this document is prohibited. ] 8 ntmosphere RESEBI‘Ch Group
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More Than 8 In 10 Airlines Say They
Will Need To Substantially Improve

Their Relail

. f
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ing Capabilities By 2023
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Alrlines Investing To Support Retailing

Mobile app/website

‘Traditional” website

Customer data

Ancillary merchandising/retailing
Offer personalization

NDC-related

Up-selling/cross-selling capabillities
Ancillary product strategy

Content mgmt. system improvements
Expanding/improvng payments
Product recommendations
Chatbot-based transactions

One Order-related

Smart-home voice assistant support

21%

29%
27%

Base: 57 airline commercial professionals

40%
377

627
60%
557

53%

507

Source: Atmosphere Research Group's 2019 Airline Commercial Outlook Global Study, Q4 2018

© 2019 Atmosphere Research Group, LLC. All contents are confidential and proprietary.
Reproduction/redistribution of this document is prohibited.
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Technologies Exist To Support Complete
Retailing

e L e 3

1010101010101010
1010101010101010
1010101010101010
1010101010101010
1010101010101010
1010101010101010

10101 1010101010101010
o 1010101010101010
10101 1010101010101010

A

Sources: IShutterstock, ATA, Google Images
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Productize The Products

Sources: Google Images
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Why Do You Want To Be A Complete Retallere

Happy passengers Brand differentiation Improved profitabllity

Sources: Google Images
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Thank You

Henry H. Harteveldt
henry@atmosphereresearch.com
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THE 2025 VISION

Director Transformation, IATA



Digital
Transformation
In Air Retailing

Eric Leopold

Director, Transformation
Financial and Distribution Services
VAR AY

29 October 2019
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Yuval Noah Harari

New York Times Bestselling
Author of Sapiens
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Unlearn
_

A Briet History

of Tomorrow =M=
“Provocative. . . . The handiwork of a gifted thinker.” ’ A TA
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100 years of commercial aviation

-;.‘ .

1980 2000 2020

From aregulated To Freedom of Entering the Offers
industry distribution and Ordersera
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A new era of traveler experience

Voice
Interface




A new era of airline retaliling

Enhanced [ d & M - el
Distribution FEEES ./ Seamless

Payment

‘One customer centric connected journey
Future of mterlme and One D

‘{};\gﬁw @ — l’ ' X
%mn,ng % \ = :
D e . Personalized | ¢
St ey, (o; >

Offers o Fulfillment

Dynamic Offers ‘ ~ ONE Order



Airline retailing "beyond distribution”

Advocacy / Finance
Legal

Aviation Airport

environment customer
experience
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Accelerate
@IATA

lInnovation in
Airline retailing

New standards
New opportunities

Let's open the game to agile innovators!
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Unlearn and build together



Thank you




OUR INDUSTRY RETAILING PRIORITIES

SVP, Revenue Management & Distribution, Lufthansa Group Hub Airlines

SVP Group Finance, Emirates

SVP Financial and Distribution Services, IATA

Director Transformation, IATA
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