Customer engagement for TMC'’s

Travel better.
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What's the issue?

In the corporate travel community, customer
engagement is quite different to the b2c world.

There is an engagement hierarchy where TMCs need
to engage with business travellers, those that are
booking on behalf of the travellers and at multiple
levels within the actual corporations
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Better Customer Engagement

Why do TMC’s need to change?
The Gray Dawes journey

The results we saw
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TMC Profitability

0.4%
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Re-Engineered the Travel Management Platform

Fully connected
Offline & Online, GDS, NDC & Direct

Traditional isolated TMC

Online Booking Offline Booking
Platform Platform

System 1 Profile 1 @ 0
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powered by GrayDawesGroup @
Distributed suppliers
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Support Team 1 Support Team 2

One integrated Supplier
Online and Offline support Management

Security Marketplace

Complex & Disconnected Simple & Fully integrated



Retailing Approach —
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Increase the margin per trip




Creating urgency and demand

the new way

Voice/IVR
upsell & loyalty
retention engagement
SMS @
Email (@)
Twitter ,
connected Push ‘:T
customer
experience
Messenger °
customer connected customer service & WhatsApp @

data layer support

onboarding

Apple Business Chat




