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Pre-Assessment
Service
objectives

How we
do it

Value

Deliverables

The Digital Audit is considered the
initial step in a service journey. Here
we aim to give a high-level, overall
picture of an airline's digital performance and to detect its main pain
points and improvement areas in
order to develop an overarching
roadmap for the service journey.
Additionally, meaningful, actionable
targets are spotted to allow the airline
to increase its digital marketing
performance with quick fixes that are
not capital-intensive but will offer
tangible returns in the short term.

Accenture and its Digital Marketing
team has a standardised model
and experience in a wide range of
clients with this kind of pre-assessment. Amadeus Market knowledge,
high experience in UX for airlines.
Regarding service status, this service
is ready to be delivered. Although
for each client there are particular
specifications and requirements, it is
an industrialised service. Currently
there are already some pre-assessments in progress within HoD: Saudi
Airlines, China Southern.

Complete assessment including all
digital as-is situations and identified
opportunities roadmap, content
strategy and lead-in to the setting up
of a content factory to keep content
optimised.

• Assessment Report that includes:
• User Experience Audit
• Traffic Acquisition performance
• Web performances
• Web Analytics (if tool access)
• Next steps with a high level digital
opportunities roadmap
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Content Strategy
Service
objectives

How we
do it

Content Strategy has two focuses: the
customer and an analysis of the airline company. The first is an assessment of all content provided across the
traveller's journey from the customer
perspective and how it contributes to
his/her experience. This is both an as-is
study and an identification of areas of
opportunity for enhancing content. The
second focus is on how the company
creates, produces and delivers content
in the areas of communications and
channel strategy, content strategy,
content plan and execution, teams,
governance, responsibilities, tools and
technologies, operations, regions,
languages, metrics and performance.

Accenture has proven capabilities in the
field of content and experience in
assessment methodology for airlines.
We apply account knowledge, content
experience, digital and technical
capabilities and operational knowledge
to analysing content across a traveller's
journey from the customer's perspective and identifying
• conversion rate optimisation,
• sales potential,
• customer and employee satisfaction,
• cost optimisation and
• increased productivity.

Value

Deliverables

Complete assessment including all
digital as-is situations and identified
opportunities roadmap, content
strategy and lead-in to the setting up
of a content factory to keep content
optimised.

• Assessment report with as-is diagnostic values
• Content strategy document
• Identified opportunities with follow-up
areas and projects and journey
roadmap
• Guide for future strategy, operations,
production, analysis and performance.
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Conversion Boost
Service
objectives

How we
do it

Value

Deliverables

This service aims at boosting the
conversion rate throughout the booking
funnel. It provides airlines with new
tools and assets to take their digital
business to the next level using digital
marketing optimisation and user
experience (UX) optimisation focusing
on conversion and thus on an overall
conversion boost.

Amadeus applies its deep market
knowledge and experience in UX for
airlines and Accenture its long and
great experience in the digital marketing environment, particularly in the
travel industry with conversion boost
programs, to bring market tools to bear
that have proven success across many
different markets. They offer airlines

• Conversion boost

• Systematic MVT ecosystem

• Lead acquisition improvement
including clicks on banner, buttons,
clicks-to-call, page views, reaching
checkout, next page, also custom
events, time spent, repeat visits, etc.

• Assets definition & implementation

• A/B & MVT Testing:
strategic testing definition, MVT
services, tool selection and
implementation
• assets & tools boost conversion
throughout the booking process

• Optimised and Personalised User
Experience

• Continuous conversionoptimisation
• UX assets
• KPIs to track
• Implemented Tests
• Reporting on continuous conversion
optimisation analysis of current
situation and baseline definition
• Testing running and results analysis
• Results reporting and presentation
to client

• analytical and digital marketing
support
• creation and implementation of UX
assets and
• strong analytical support to monitor
and constantly improve upon results.
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DX Optimisation
Service
objectives

How we
do it

This service provides usability insights
and design improvements tailored to an
airline's needs and digital objectives.
Airlines receive a contextualised overall
picture of the UX (user experience)
performance of their websites along
with quick and actionable recommendations with a high UX benefit and low
development impact. Such technically
approved recommendations are refined
and prioritised with the airline and
made ready to implement using
Amadeus Customisation Service for
e-Retail DX.

This service applies Accenture's
knowledge in user research and UX in
general combined with Amadeus's
high knowledge of UX for airlines. The
customisation capabilities of eRetail
DX deliver tailored development for an
airline's website. We also make
use of our analytics capabilities, market
insights (competition, segmentation),
airline customer insights, scope
definition and DX implementation
insights.

Value

Deliverables

Airlines obtain market insight into
competition and segmentation and into
their customers. They can then define
the scope of their DX and get implementation insights for it that can
improve

• Report showing

• the conversion rate,

• Benchmarking

• the bounce rate,

• Implementation roadmap
and sizing

• client satisfaction
and more through the implementation
of the quick-wins proposed.

• List of issues
• Related recommendations
• Design proposal
(technically approved)
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Payment Optimisation
Service
objectives

How we
do it

This service is part of the optimisation
stage in the digital services journey.
Payment optimisation is an opportunity
to maximise sales conversion and with
it revenue on digital channels. It also
provides relevant information for
potential market expansion and helps
insure PCI compliancy regulation. The
goal is to give airlines the right
combination of online payment metrics
reports, benchmarks and consulting
sessions with payment experts.

The Amadeus Payment Platform has
integrated the world's leading payment
providers. This enables it, more than
any other service, to give agnostic
insights on who is performing best in
each region among these leading
payment providers. We combine both
strong analytics and the market
expertise of our payment teams
methodology to optimise our digital
payment set-up, our Payment Platform
model.

Value

Deliverables

• Revenue maximisation

• Access to Performance Metrics

• Enhanced digital payment strategy

• Access to behavioural metrics
(coming)

• High satisfaction rate
• Improved payment conversion rate
• Better average acceptance rate

• Fraud Study and Payment Report
• Consulting – sessions with payment
experts
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Shopping Optimisation
Service
objectives

How we
do it

As part of optimisation during the digital services journey, the aim of
Shopping Optimisation is to perform
a deep assessment of all areas of
digital shopping to improve the conversion rate and redefine the shopping
strategy. The service goal is to provide
airlines with reports and prioritised
recommendations, trigger a possible
roadmap for further investigations
or an implementation timeline. A
consulting session and a dedicated
report will be provided to assess
merchandising performance. It also
forms the basis for a clear and
actionable digital shopping strategy
including powerful and relevant
merchandising techniques.

By combining strong digital analytics
and market expertise, this service
allows airlines to optimise their digital
shopping strategy and prioritise
relevant actions. It applies analytics, UX
(user experience), traffic optimisation,
traffic conversion and merchandising
techniques to shopping activity with a
review of the current digital fare
structure and a roadmap to optimise or
re-define an airline's shopping strategy.

Value
• Optimisation of the digital shopping
strategy
• Improvement of the shopping
conversion rate

Deliverables
• Prioritised list of UX
Recommendations
• Access to performance metrics
• Excess Transaction Report (distil)
• Next-step proposal and roadmap
within services journey
• Merchandising performance assessment and consulting (optional)

• Management of excess transactions
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Acquisition Performance
Service
objectives

How we
do it

Value

Deliverables

This service focuses on acquisition
performance as well as engagement
and retention optimisation. Acting as a
super-specialized Digital Team, we help
airlines achieve their digital transformations, maximise profits from their
digital marketing investment to
increase and optimise their digital
presence through:

Accenture combines its deep experience
in cross-sector digital marketing
assessment and optimisation with
Amadeus' web analytics knowledge of
the airline market to scrutinise channel
performance (global and by traffic
source): visits, page views, bounce rate,
leads, conversions and conversion rate.
With access to Adwords, web analytics
accounts, Adservers and other advertising and technical data/platforms we
can also check the percentage of each
traffic source to help optimise CPA and
ROI through

• Increased traffic acquisition

• Cross channel optimisation

• Enhanced digital presence

• Digital marketing investment
redefinition

• digital marketing channel performance optimisation plans
• digital marketing investment redefinition and
• renewing the digital marketing
strategy.
Airlines can also gain quick-wins and
meaningful insights that enable them
to drive web conversion optimisation
and traffic acquisition performance.

• Optimised CPA and ROI
• Improved web conversion
performance

• Renewed digital marketing plan
• Web conversion optimisation
• Quick wins & Insights
• Complete areas of improvement
report
• Insights presentation

• paid search optimisation: with GDN
audit, strategy definition and execution
• SEO optimisation: positioning,
technical SEO, content SEO and
universal SEO diagnostics; strategy
definition and execution
• display investment audit and strategic
redefinition
• campaign management
• other channel optimisation: email
marketing, programmatic marketing
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User Test
Service
objectives

How we
do it

Value

Deliverables

To optimise an airline's investment on
UX (user experience) and thus its
conversion rate, this service provides a
cost-effective, industrialisable way
to test user interfaces, validate website
design and the UX solutions they
provide. It takes specific design inputs
and performs usability and UX testing
on them to check effectiveness before
going into the development phase.
This improves UX in a cost-effective
way and optimises investment and
development efforts.

This service takes specific design inputs
(such as static interfaces, prototypes,
etc.) and performs on them rounds of
usability and UX tests with users in
order to validate their effectiveness.
Online remote testing platforms provide
a wide and industrialised set of
effective tested designs for customers
to implement.

The service allows ongoing validation,
design and UX solutions for placement
in websites. It delivers and shows
how to build a cost-effective, optimised
investment and development effort
through

Final Report laying out

• Platforms set-up, execute and deliver
results.
• Tests are performed and findings
provided for new user interfaces but
also existing ones.

• key findings and common error
patterns

• testing results
• prioritised recommendations
• action plan
• best practices highlight
• interpolation with linked data

• actionable recommendations

• related recommendations

• access to tested UX best practices
before development

• proposal and roadmap for next steps

• Insights are prioritised and action
plans created.
• Design proposals are qualified as
effective and reliable in terms of UX.
• Ineffective design solutions and
wasteful development time and effort
are identified
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UX Assessment
Service
objectives

How we
do it

Value

Deliverables

To remain competitive in the digital
landscape, airlines are continually on
the lookout for a contextualised overall
picture of the UX performance of their
websites. This service offers that by
auditing their digital products in order
to identify their position with reference
to the competition. The service goal is
also to provide airlines with a prioritised list of UX issues and actionable
proposals to fix such pain points with a
low development impact but a quick
and proven UX benefit.
The list also highlights possible
longer-term improvements and can
trigger a possible roadmap for further
investigations and implementation
timeline.

User researchers, usability experts, web
analytics experts, UX designers and
other technical experts come together
under a UX lead to

• Recognition of key findings and
common error patterns

• perform a complete UX audit on
digital products,

• Overall picture on the position in
competitive landscape

This service provides key usability
insights and actionable, technically
feasible design improvements tailored
to an airline's needs. A Usability Report
highlights issues, recommends solutions with a design proposal and also
raises different possible areas where
further investigation services, such as
Usability Testing and Conversion Boost
can help.

• provide competitive benchmarking on
UX,
• highlight prioritised, actionable
recommendations and
• suggest design proposals.

• Proposals for actionable recommendations

• Recommendations are prioritised.
• Design proposals (lo-fi, hi-fi) are
made.
• A prioritised issue list makes actionable steps clear, with quick-wins.
• UX is benchmarked to the competition.
• Next steps proposal is made (roadmap within services journey).
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Web Access
Service
objectives

How we
do it

The objective of this service is to
review web accessibility so as to
identify gaps in it and achieve the level
of web accessibility required. This will
provide ways of looking at designing,
writing and presenting content,
developing mark-up, and coding web
content, and then checking and
correcting inaccessible content as it is
identified and removing barriers that
prevent access to websites by people
with disabilities.

We apply Accenture's expertise in web
accessibility together with Amadeus UX
(user experience) teams and methodology to fix accessibility issues. With
access to the user interface and the
code looking at web development, user
interaction, user experience and
accessibility, our review includes the
following areas:
• Designing: user interface and
visual design.
• Writing: writing and
presenting content.
• Developing: markup and
coding web content.

Value

Deliverables

• Improved web accessibility

• Gaps Identification Report showing
needed corrections

• Improved user experience
• Meeting standard accessibility
requirements
• Removing barriers to accessibility
for all website users

• Accessibility Guideline Report
• Ongoing accessibility servicing
• Periodic accessibility review and issue
fixing
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Web Analytics
Service
objectives

How we
do it

To develop and reorientate airlines' web
analytics strategy and vision, and
achieve actionable insights to understand customer behaviour through
audience analysis, web conversion,
tag management and campaign
traceability.

Amadeus UX (user experience) teams
and methodology, as well as BIA, TI and
account management knowledge,
together with Accenture experience in
web analytics across markets enable a
review of the web analytics account
data and technological infrastructure –
sessions, conversion rate, etc. An
understanding of consumer behaviour
is gained by analysing all web performance KPIs by traffic source and
campaign, such as visits, bounces, page
views, leads and conversions.

Value

Deliverables

• Improved web performance with value
targeting

• Web Analytics Performance Report

• complete campaign traceability
• Increased conversion and optimised
CPA and ROI

• Tagging Report
• Value targeting and capability
assessment
• Quick-wins
• Complete improvement report
• Consulting session
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