Mind the Gap

Are airlines are leaving money on the table
as a result of revenue leakages?
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Background

( Bookings have a complex lifecycle ]

Departure
eCommerce Revenlue Revenue
.y .Q Integrity Accounting
Sales & GDS/NDC
o -

Sales Audit

Control
Distribution [ &
- Incentives Reservations

- BIDT

( With a multitude of airlines solutions involved j
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“What types of gaps are

there in these processes?”
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. Out of sync TTLs / Advance Purchase

. Fare rules not properly enforced

. Booking policy largely manual processes

. Ticket policy only enforced post flight
Revenue

Leakage

. Collection of fees post flight

. Re-issue avoidance dealt with post flight

. Under collection of ancillaries

. Payment time limits



“When do these types of
occur in the lifecycle?”

..-.@....o....@.-..o...@...

[ The gaps occur across the whole lifecycle ]
All Channels
® Indirect ® Direct @® NDC
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All bookings are not equal in terms of leakages ...

“Who is causing the

77 }
pro blems? o Direct bookings Indirect bookings
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( Indirect bookings via agents are slightly ‘worse’ in all bar one example ]
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“What should we do about

it?” ) Pri—ﬂigh’[ S e * Private fares + Tighter control pre-
ticket polic _fl;
N h:; k . Incentives and post-flight
* Post-flight bookin . :
o kgt : g . Fullcontent Fewer tactical
B DM Bk incentives
. anks
+ Full ADM enforcement
+ Back-end
commissions + Encouragement
+ Education
[ We can use both carrots and sticks to address the leakages ]
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[ Many solutions cause issues — and can solve them! ]

“What solutions are

Incentive

i NVO |Ved ?” Solutions

Better pricing, and incentive RI identifies booking and ticket Better enforcement of policy
- decisions creates higher yield abuses & takes action to correct them drives recoveries, reduces costs

Quality (@NOJelilaglVA<ll) Demand Prevent Fvidence Deter ACLCHN  Recover

[ Quality-driven incentives Demand-driven controls Higher agent recoveries More effective ADM process }
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( 3M coupons (1 month) = 270k re-issues avoided j

Booked vs. ticket - class discrepancies

160
]
S 140

“What are the likely benefits of

bringing re-issue checks forward i o Warnings
B0
into the pre-flight arena?” -
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[ Result = 167k (61%) corrected pre-flight ]
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“What impact does tightening

controls on high demand flights
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have?”

(Average of 3.75 extra seats per high period flight]
*

el

Actons: Inkial > Decampase R TYPE: HIGH, PERIOD, WARNING

ROTATION and FLIGHT

BCN - VIE YY2513
BKK - VIE YY0270
BKK - VIE YY02T1
DEL - VIE YY0232
DEL - VIE ¥Y0235
FRA - VIE YY2302
FRA - VIE YY2307
JCN - VIE YY0250
JCN - VIE YYO0251
MIL - VIE ¥Y2411
MIL - VIE YY2412
MIL - VIE ¥Y2413
MIL - VIE ¥Y2414
NYC - VIE YYT701
NYC - VIE YY1702
PAR - VIE ¥Y2454
PAR - VIE ¥Y2455
PAR - VIE ¥Y2462
PRG - VIE YY2010
ROM - VIE YY0265
ROM - VIE YY2403
ROM - VIE YY2404
ROM - VIE YY2407
TLV - VIE Y0500
TLV - VIE Y0504
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VIE - VIE Y2354
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« Tighter controls - e.g. shorter TTLs
* Reduced waivers - e.g. tighter MCT rules

—— «  |ncrease flight cleaning - e.g. looser dupe rules
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¢
Result = 1.9% increase in high period revenue ]




People

“How can we stop the
leaks?”

Sales - recognize role in profitability
RM - Identify high-period flights for control

Rl - Pre-flight, including ticket policy
Revenue Protection - post-flight

Process

Continuous workflow
Pre- and post-flight optimized
Good communications... not siloed

Solution

Exist today

Just need to join up
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Convergence
LCCs and scheduled carriers are converging
leading to price pressure and unbundled product

“It’s not just about the now,

New Channels
Consolidation of agents and TMCs, growth of OTAs,

' NDC and meta-search are shifting bargaining power
@ Dynamic Bundling
Ancillaries, loyalty and channel management are
® playing a greater role in profit and success

Innovation
Demand for innovation. Optimising the commercial
process, exploiting big data, introducing Al etc.

Revenue and Cost
Airlines are having to focus on both cost reduction
and revenue growth to survive.
% Age of the Customer
We are moving to the ‘Age of the Customer’ with
dynamic, segmented, multi-channel sales.

what about the future?”
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“What are the key

take-aways?”

This is doable now

Prevent, deter, recover, enforce, encourage

The benefits are real

Pre-flight and post-flight working together
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Better seat access

“What are the benefits?”

Reduced distribution costs

Fewer post-flight issues

Better recoveries

Motivated agents
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Thank you for your time
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