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Business Situation

Economic pressures, the changing competitive 
landscape and the increasingly connected con-
sumer have created a rich environment for air-
lines to introduce improved and expanded digital 
experiences to drive revenue, increase customer 
satisfaction and improve profitability. The unbun-
dling of rate structures and ancillary services has 
changed the game for airlines, so they increasing-
ly need to act as merchants that sell air travel ver-
sus airlines that sell merchandise. With the pro-
liferation of personal mobile devices, the “always 
connected” customers’ expectations are evolving 
and airlines need to respond with innovative ex-
periences that help customers to manage their 
travel on-the-go.

Challenge

A global airline that serves more than 160 million 
customers per year realized that its digital ex-
periences (Web site, mobile, tablet, kiosk, social 
media, and in-flight entertainment) could be im-
proved to provide better customer experiences, 
create new sources of revenue and increase mar-
ket share. The airline knew its cost to serve cus-
tomers through company-owned digital channels 
was lower than using other channels (e.g., online 
travel agencies, travel agents, or call centers), so it 
needed to encourage more transactions through 

company-owned digital experiences. Additionally, 
competitors were seeing great gains through the 
sale of air-related products (e.g., seat upgrades, 
baggage, etc.) over the Web.  This airline needed 
to not only match the capabilities of the competi-
tion, but take the customer experience to the next 
level by providing customers with more options 
to purchase an expanded assortment of travel-
related merchandise. Lastly, it needed to maxi-
mize revenue earned through the traffic hitting 
airline-owned digital channels by introducing a 
rich, personalized experience and selling adver-
tising space to partners.

Solution

�We were invited to respond to an RFP to re-plat-
form this airline’s digital channel. Out of the gates 
we were considered the underdog in the mix of 
respondents. However, our thought leadership 
around the industry’s adoption of a customer-
centric model resonated with the airline’s leaders.  
We also proposed an innovative staffing model 
that engaged expert consultants with a mix of 
retail and airline expertise. The combination pro-
duced a winning strategy that led to the airline’s 
decision to engage us for a twelve-week project 
to conduct a competitive analysis, develop a cus-
tomized airline digital channel capability frame-
work, build a roadmap, and develop a business 
case.
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Benefits 

The digital channel capabilities framework, road-
map and business case were all foundational      
elements used throughout the follow-on phases 
of the airline’s program. The capabilities frame-
work and business case became the mechanism 
to distribute accountability for the success of the 
program to the appropriate product manager. The 
roadmap became the foundation against which 
the IT team developed its detailed project plans. 
The airline was so pleased with the result of the 
initial consulting engagement that it hired us 
to continue to consult through all phases of the  
project.


