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How can we reduce costs

and stimulate our market? 
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Multi Channel Selling
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Are we forcing 

our customers 

to self segment

themselves?
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Multi Channel Business Impact

AGILITY COST CUSTOMER

• Multiple business tools

• Lack of innovation

• Slower time to market

• Duplicate systems

• Increased development

• Complex integration

• No single customer profile

• Lack of customer context

• Complex customer experience
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Omni Channel Customer Experience
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Commerce Anywhere – Any Touchpoint

‘be where the customer is’
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Touch Points

Commerce Anywhere

Experience Management

Customer

“Do you have the headphones I like?”

“which flight meets my preference for seating?”

“Can I get a room upgrade”

“where is best destination for scuba diving?”

“What is the fastest route?”

“what can I buy with my miles?”

“where is my Luggage?”

“I want to go to the Opera in Vienna?”Know your Customer

“my family prefer Hilton hotels”

At Home | At Work | On Holiday | On Board | On Train | Start now-Finish later | With Friends
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External 

Partner Web 

Services

Commerce 

Cloud

Product Catalogue – Central to Multi-Product Retailing
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ATPCO 

Shopping
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Imagine If… Customer Experience Solutions
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Customer Experience Solutions

www.sap.com/commerceforairlines

Andy Kidd
Industry Principal Travel

andy.kidd@sap.com

http://www.sap.com/commerceforairlines
mailto:andy.kidd@sap.com

