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Business critical challenges
for Air Greenland

Increased competition the next
years — pressure on business model

Limited knowledge of the
passengers — scattered on different
platforms
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Clear demand from the Board
of Air Greenland

Increase market position and minimize the
market attractiveness for competitors:

1. “Establish a data driven customer club in order to
create customer understanding, - loyalty and —
satisfaction. Make the customers return and buy
more”

2. “Change focus from operations to customers”

3. ‘“Increase the customer understanding of AGL as a
significant part of the Greenlandic society - and full
service carrier"
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Your Essential Travel Partner

Club Timmisa -
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Directions and goal

1

@' “Must Win Battles” * »One Customer View”

"Big data” ' z) ' Personalization and
individualization

Further development of Air Greenland as a CUStOMer-centric company based on data and
data-driven decisions, where a data environment, INSIght tools and automated platforms

ensure the good customer experience, individualization and the
constant relevance for the customer
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The process from scratch to launch

Business vision "Why build or refurbish the house?” WHY

Strategy, vision, principals, goals and objectives

Reference architecture

Platform independent reference model of the IT landscape "Construction style, vital elements” WHAT
at a functional high level detail level

Solution architecture and platforms
Platform specific model on the level of system design "Specifications, drawings, plans” HOW
(Components, relations, integrations, modules, servers)
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Utilizing the business vision and creating a roadmap

Creative design of
the platforms

A

Digital design & UX

Technical execution
of the concept

9
s

Data, platforms and architecture

*% : _ | »
@* Implementation and continuous execution -,Q\-

Communication
and marketing of
the platform

lgl

Bringing content to live

\

Development of
SoMe strategy

Dialogue

’ Developing a loyalty program — the concept

.I. DXC.technology

air ereenland "

POWER OF

EXCECUTION
Continuous development

|

3 month from
developing the concept to
launch of phase,
Club Timmisa

|

THE FOUNDATION
Loyalty and retention
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Reference architecture adjusted to Air Greenland

Customer
experience

Before travel After travel

Servicestandards and brand promise

Front

office CRM - Customer database, Customer Service and My Page

Back

office Amadeus Data warehouse AX2009 Other LOB
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: . CRM platform
Technical design &P

Ticket
info
dMaDEUS

One Customer View
Data environment / data
warehouse with relevant
customer data

Marketing
automation

Flight
schedules

" Microsoft

AIMS

LARLIVE SOFTWARE]
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Foundation and the output

28
K
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Addressing a number of touch- @*’*

POINtS (digital and physical)

Behaviour from users is
collected in an data
ecosystem

The behaviour is attached to

customer data from Amadeus,

CRM and app

174893
9072864
9532021
1548763
8294631
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Collecting +250.000 new data entries on a
monthly basis

250.000 customer touch's on a monthly
basis e.g. with personalized e-mails

+20% of Greenland’s population are
members in Club Timmisa (after 6 month)
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How do we deliver a positive customer
experience and continuously gain
customer loyalty?
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Webpage _
Omnichannel

Granlands Rejsebureau | Privat | Erhverv | Charter | Fragt Dansk +— Q O’ O
'

airgreenland Club Timmisa Book  Hjamlp  Flytider Om os KONTAKT &, O

e-mail

A strong and involving digital
design on all platforms with a
strong UX

Club Timmisa

Bliv medliem og fa masser af fordele

Excepteur sint occaecat cupidatat non proident, sunt in culpa qui officia dese- Club Timmisa -i- Vekommen Anne-Sophie Om Club Timmisa @ Dpansk - Log ud
runt mollit anim id est laborum. Sed ut perspiciatis unde omnis iste natus
error sit voluptatem accusantium doloremque laudantium, totam rem aperi-
am, eaque ipsa quae ab illo inventore veritatis et quasi architecto beatae
vitae dicta sunt explicabo.

Mine rejser Fordele Min profil Air Greenland site &' Kundeservice

Wee ot refuogaekort

Velkon';men til
Club Timmisa Udvalgte fordele

Deltag i lodtraekning om
—
S

gratis flybilleter

F3 eksklusive Fa fri WIFI Deltag i
medlemstibud i udvalgte lodtreekning om
far alle andre lufthavne gratis flybilletter

Registrer rejser

Book

Lorem ipsum dolor sit amet, consectetur adip-
------------ = Isicing elit, sed do eiusmod tempor. Lincididunt
® ut labore et dolore magna aliqua.

\y

Mine rejser Check-in

Registrere dine rejser

Fa alle dine fordele med Dine lodder

i lommen n3ar du rejser

Lorem ipsum dolor sit amet, consectetur
adipisicing elit, sed do eiusmod tempor
Flytider Kontakt Fordele incididunt ut labore et dolore magna
aliqua. Ut enim ad minim veniam, quis
nostrud exercitation ullamco laboris nisi ut
aliquip ex ea commodo consequat.

Mangler du lodder fra en tidligere rejse?

Vind en gratis rejse
Jo flere rejser du har
jo flere lodder far du Registrer rejse

lodder

Flyv til Island fra Nuuk og

Velkommen til llutissat Nazeste traekning
Club Timmisa 21. december

Deltag automatisk | lodtraekning
om gratis fiybilleter

iOS and '

: Personal "MyPage”
Android app



Personalized customer

approach via e-mails

v

Customer )
Journey Onboarding
Fase Inspiration
Flow A triggered flow of

4 welcome-emails,
introducing the
program, calls for
app download

Count-down

Booking,
purchase/pre-flight

A triggered flow of
3 emails thanking
for purchase.
Counts down with
relevant inspiration
and upsale

Transfer

Transfer

A friggered flow of
1 e-mail when
transfer >4 hours.
Ideas for activities
in transfer airport

Recognition

Post-flight

A triggered flow of

1 e-mail, thanking

for flying with Air
Greenland

A)

Retention &
ongoing recom.

Inspiration

A timed flow of 1 e-
mail, with general
communication,
ongoing offers
(incl. 3rd party),
based on behavior
and customer data

Campaign

Inspiration,
purchase

Atimed flow of 1
e-mail with
relevant offers —
e g. ticket offers
based on closest
airport
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Club Timmisa -}
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Hej Mikkel
Vi glaeder os til at byde dig velkommen

Vind et rejsegavekort i vores
store lodtraskning - og besog.
venner eller familie en ekstra 3
gang

Oplev eventyret i Nuuk

Hos os er bagag:

airgreenland ***"

Club Fimmisa <}

Hej Mikkel
Club Timmiss - din rejsspartner
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Personalized customer

approach via personal portal - MyPage

 Personal overview
 Customer self-service
 Preferences

 Customer database direct
connected to portal
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Club Timmisa -:-

Fordele Min profil

Takuss er returbilletter til fast lav pris, s du kan rejse
mere. Beseg for eksempel familie eller venner. Eller
oplev mere af vores storsl3ede land.

Takuss-priserne er familievenlige. da spadbem pa 0-1
r far 90 % rabat og barn fra 2-11 &r far 50 % rabat.

air greenland

Velkommen Villy Kjaer Gravengaard

Airgreenland.dk

Din neste rejie

VA
e
GOH

Dine lodder

Vind et rejsegavekort.
Som medlem af Club
Timmisa deltager du
automatisk hver tredje
maned med et lod i vores
store lodtrakning om et
rejsegavekort

Neste traokning
29. november 2019

Om Club Timmisa 4 Dansk ~ Logud

Kontakt

Book din rejse

2 Air Greenland ger Grenland tilgaengelig for alle. Book

din nzeste rejse og fa overblik over din rejse med vores
app.

Lad os opleve Granland sammen.

Ga til booking &

Registrer dine rejser

Kan du ikke se din rejse under 'Mine rejser’, kan du
registrere den her.

October 4, 2019
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Results at a glance

oo""'C: Collect data in one ecosystem
Oy~0  —known and unknown users
o

Automate, personalize and
individualize content and offers
/\/
oD

” Planning, sales and marketing
Igl]; decisions are now made on a
better basis of factual knowledge

Increased attractivity of Air
Greenland and increased
customer satisfaction (loyalty)

Collect relevant knowledge
I| based onindividuals’
preferences, wishes and behavior
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Just around the corner —
next steps

\ 4
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Just around the corner

ub Fimmisa

: ol e®
— R Strengthen with even p_ l
. | More relevant content ' st ' '
Activate more digital
28 From batch data update to channels — in-app messages
real-time data handling and more web
..... Use data both as a service Get flight updates real-time

parameter and commercially
Developed more flows —
both scheduled and triggered
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