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Geoffrey WONG
Director, Solutions Consulting

Digital Transformation Day

An Airlines Industry Outlook by Amadeus
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Selling new ancillaries and implementing 
dynamic offering generates approximately 
4,1 USD per PB.
Modern Airline Retailing – A Business Case (March 2023)

- Published by consortium of 9 airlines/airlines groups formed under
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Transformed consumers… transformed airlines?

willingness to pay

Amazon or Netflix fan

social media commerce

search for inspiration

digital & quick

how to create
value add?

how to become
a retailer?

business continuity

transition

cost
efficiency

customer
happiness

revenue
growth

d
igital

N
D

C

create innovative customer experiences everywhere

control reach & content
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A journey towards Total Offer Management …

Total Offer 
Management

Vietnam Airlines 
“Offer”

Merchandizing 
capabilities

AI driven 
Dynamic 
Pricing

New
channels 
through NDC

Rules-Based 
Dynamic 
Pricing

• Dynamic 
Bundling?

• Product 
Recommender?
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13 Dec 2022 news

Amadeus partners

with Finnair to make

airline retailing

transformation a reality
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Personalization
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End-to-End personalization
Offer personalization is a great start and we can go further

Personalized Offer 
*make it relevant* 

1
Personalized Service 

*white glove 
experience*

2
Personalized Digital 

interaction 
*make it easy*

3
Personalized Loyalty 

experience 
*make it pay* 

4
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Empower human decision, 
recognize your VIP customers 
and offer a white glove service

Identify customer at risk to 
churn to apply mitigation 
strategy

Humanise experience Reduce churn risk

Retain customers & drive lifetime value
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Fine-tune your loyalty tiers with 

customer value insight from your 

full customer audience

Know your customers

Target high value customers who 

did not enrol through your portal 

and through dedicated campaigns

Qualified ProspectsDesign Loyalty
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Personalizing Customer Interactions

REAL TIME

RELEVANT

PERSONALIZED

Identify travelers, build profiles & create real-
time intelligence enabling personalized 

interactions that are relevant in that moment.

“
”
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Operations & 
Disruption

Management
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Need for robust scheduling

Network Planning creates schedule to optimize profitability 

but may not consider day-to-day variability and 

disruptions.

Schedules that optimize profitability may not result in 

overall cost of operations or may not deliver right service 

quality. 

Network simulation provides a laboratory where:

• Schedules can be stress tested against variability and 

disruptions. 

• Optimal schedule changes can be made to improve service 

quality. 
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Disruption recovery is a race…

Foster Personalization & Automation together, in order to review 
and implement a recovery plan in the best timeframe.

Regain Control of disruption. Monitor and evaluate by using data 
across your IT landscape
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Key Considerations

• How does the airline use Itinerary & Value to determine best solutions

• How does the airline manage network/sub-network/hub-based views

• How does the airline empower passengers' choice in times of disruption
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Offer Retail and Order Transformation is a reality

Personalizing Customer Interactions is Key

Optimizing Schedules & Disruption Management

In summary ..



CONFIDENTIAL & RESTRICTED

OFFER 
MANAGEMENT
Rich dynamic offers

ORDER
MANAGEMENT

Modern retailing 
order management 

system

LOYALTY
MANAGEMENT
Retention initiatives 

and programs to 
increase customer 

lifetime value

PAYMENT
MANAGEMENT

Towards invisible 
payments

DELIVERY
MANAGEMENT
Seamless journey to 

boarding

Creation Platform
Traveler & Personalization | Data & Intelligence | Ecosystem, Connectors & APIs | Events and 

Operational data  | Studio Platform Management | Marketplace

Amadeus Airline Offer & Order Solutions

TRAVEL SELLER ENABLEMENT
Control content and reach

AIRLINE TOUCHPOINT ENABLEMENT
Innovative experiences to travelers anywhere

Premium partners

Partner Network

Strategic partners

CONFIDENTIAL & RESTRICTED
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Any questions?
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