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Who is the Customer...
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Who is the Customer... i, ——
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The Same, but NOT the Same
Automation speeds the process

A Living System

e Pattern of Self-Organization
e Structure

e Continual Embodiment
(learning from feedback)
Fritjof Capra “The Web of Life”, 1999
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ustry in Transition ...

INFORMATION AGE

SURVEY INNOVATION IN INDUSTRY
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Airline(s)

Travel Distribution in Transition ...
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Fundamental Change in Airline Product ...

A
Transformation
Buyers Needs a
Differentiation :
ff Experience
Services Progression of
@ Economic Value
(The Experience Economy ~
Joseph Pine e James Gilmore ~ 1999)
Commodities Buyer Price
Ye >
wm Alters Competitive Structure ...
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New Dynamics...

Speed
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s ~ Feedback Loops ...

Progression of
Economic
Value

Airline
Hotel}q
Car Hére

Rail ,J

Tour Packagers

Cruise/Operaltors
Agencies
Consolidators
Reverse

Temperament onsolida
> Corporations
e-Commerce GDS/CRS

e-Business G:%nd

The Hyperarchy

Managing the Unknowable ~ Self-Org
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Who is the Customer...

Maonaging the 80/20 Rule ...

20% Customers

80% Revenue

But there many
“customers” in
even the 20%...

Frequent Flier ¢ Loyalty Programs ¢ Staff Relations
e Vendor Coordination ¢ Outsource Teams ...
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Who is the Customer...

The only way Hyperarchy’s
to managed low cost,

the increasing high speed,
complexity -D two-way,

of these = communication
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expanded & b makes it
customer < possible for
relationship a company
factors argeted of any size
is through ... to manage ...
automation targeting

Frequent Flier ¢ Loyalty Programs ¢ Staff Relations
e Vendor Coordination ¢ Qutsource Teams ...
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Boundaries ...
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Culture Transition ...
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Targeted - Niche ...

4 Airlines
Serving Target
Market
Destinations ...
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Vendor Direct
Links for
Direct Purchase
and Settlement
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Redefiming Corporate Travel Buying Worldwide

AutoLink ™

Information ...

Corporate Direct
Links for
Direct Purchase

and Settlement
z\

TeleCenter
or Internet
Hosts guide

\Users Y.
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(David Banmiller, President, Jan 2000)
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Balancing
Traditional
System(s)
with the
new needs TN
of the Holistic
Internet

Hyperarchy ...
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Hvperarchy

De-emphasizing Operations Process’ in favor of

THE New Driver, Targeted Customer Relations Management ...
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Target
Wlecsire Audience
Frogress ‘
Gain

Multiple Attention
Feedback Audit
Kevenue
e Loops Induce
‘ Participatiod
Z kItk Proactive
Managemen
Qualify
Temperament Aiomate | Response

The NEXT WAVE in automation ...
... only automation can ensure the speed
necessary to Target Customer Relati
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Technology Consultants
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