Aldric Chau, Cathay Pacific Airways
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SHOULD WE STILL o3
CARRY THE SALES TROLLEYS?




TROLLEYS OR E-COMMERCE?

v ¢ v

el Lo

Volume of % of fleet What's your
digital traffic connected? customer mix?

to airlines.com?



TYPICALACTIVITIES OF CUSTOMERS ON A CATHAY FLIGHT

®

Catch up with
favourite movies /

TV shows
88%

prietary Information
Cathay Pacific Airways Limited and its subsidiaries

-

Typically read the
inflight magazine
on board
75%

=N
Get shopping ideas Purchase from
from in-flight in-flight
magazine duty free
43% 28%

Source: surveys among members of Cathay Pacific’s insights community
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amazon 1 20 M

Curated products for
travelers (e.g. souvenirs

QUALITY > QUANTITY - Ry from the world)

Product: Keychain made of metal from retired Boeing B-747 aircraft
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| | L  Travel extras that add
Loungégés 1_ Lr . g Value

Team structure

Pre-paid Extra Baggage

Affinity analysis &
merchandising

#2 THINK BEYOND
INFLIGHT DUTY-FREE

Destination Activities Upgrade Bid



#3
DATA-DRIVEN
PERSONALISATION

Product: Airbus A350-1000 Business Class

+40% spend > planned*

passengers

FFP members

*Source: BCG-Google, Business Impact of Personalization
in Retail Study — Customer Survey (n = 3,144), US, 2019



STEP #1: PREDICT WHO WILL BUY WHAT \

Purchase history:
flight & ancillaries

Social media
interactions

Booking el

Membership window R

Tier & RBD

®

Mileage A
balance? / \

Confidential and Proprietary Information
© Cathay Pacific Airways Limited and its subsidiaries



STEP #2: BUILD THE OMI-CHANNEL JOURNEY

CONVERT!

Confidential and Proprietary Information
© Cathay Pacific Airways Limited and its subsidiaries

S CATHAY PACIFIC

Now's the time to book your Japan ski package

Dear Vincent Fong

The early bird caiches he... siopes! Simply plan ahaad and ook one of our exciushv

Hilton Niseko Village

Fiights + Hotel
wom HKD 24,082

2 Adults, 4 rights
Econceny Class
EARLY SIRD DIECOUNT

18:16
« Mail

all 4G @m)

& demo.teads.com

laboris nisi ut aliquip ex ea commodo consequat.
Duis aute irure dolor in reprehenderit in voluptate
velit esse cillum dolore eu fugiat nulla pariatur.
Excepteur sint occaecat cupidatat non proident,
sunt in culpa qui officia deserunt mollit anim id
est laborum.

> CATHAY PACIFIC

Travel to over
200 destinations

_BOOK NOW

Lorem ipsum dolor sit amet, consectetur
adipiscing elit, sed do eiusmod tempor incididunt
ut labore et dolore magna aliqua. Ut enim ad
minim veniam, quis nostrud exercitation ullamco
laboris nisi ut aliquip ex ea commodo consequat.
Duis aute irure dolor in reprehenderit in voluptate
velit esse cillum dolore eu fugiat nulla pariatur.
Excepteur sint occaecat cupidatat non proident,
sunt in culpa qui officia deserunt mollit anim id
est laborum.
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STEP #3: REVIEW, LEARN, REPEAT

ay Pacific Airways Limited and its subsidiaries



IT'S ASERIES OF CONTINUOUS EXPERIMENTS




La Mer

Arrive Hydrated
at First Class
lounge

Free browsing of
e-commerce site
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© Hong Kong SAR of China, HKS HKD | Engiish N E T_ A - P o RT E R * [ ) Register | Signin
WHAT'S NEW DESIGNERS CLOTHING SHOES BAGS ACCESSORIES JEWELRY LINGERIE BEAUTY 'WHAT TO WEAR C
; Outit View AC 23..26

SORIES
CESSORIES
ASES

ACCESSORIES

ISABEL MARANT

Idi leather waist belt
$4.330

SUNGLASSES
TE LOGY

DESIGNER

14/ Quatorze
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- Thank you
e Jean Marcel
. & ISG Team!
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