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The Future of Retail

Integrating the digital and the physical

“‘\*‘ - e-—i!\! \ c .

\ 28 . ‘ '
Lo i A\ \
J ‘{ ~ ~—
——— Ll

Y —

LN "
Wi T

@ M2mobi






High Street Versus Airport
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Two worlds

Digital

iIBeacon
Advertisements

E-Commerce
Loyalty CRM

Physical
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Why?

Digital just doesn’t work in Airport retail

_OR-

Airport retailers don’'t know how to apply digital
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The Passenger Journey



It is a long and winding road to your gate

Finding your way in an Airport

S g z Complex Information
p—— process overload
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Which involves lots of stress

Traveler opinion on the most stressful part of the airport journey
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Let travellers spent less time waiting at the gate

They will spend more money

Travel time to Schiphol 63 minutes

Check-in & security 28 minutes
]
SEE Retail lounges 45 minutes
BUY
FL
,* Pier / Gate 70 minutes
— - 7

Waiting time is
wasted time
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Reduce stress & waiting

Happiness goes down drastically with increased waiting times

Happiness

Waiting time
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Increase fun-time!

Passengers can use the time to shop, relax, or enjoy the airport

Travel time to Schiphol 63 minutes @
1

] shopping possibilities

Retail lounges 45-mirgtes 110 minutes
e — .

Dior / Gate . 10 minutes IncreasEr;P;oppmg
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h‘) Check-in & security 28 minutes Create digital
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Give direct access to airport services

Click and pay
v X X
Taxi Hotels Public Transport
v [I* X X
Shops Car Rentals Food & Beverage
X X
Parking Tickets Privium Access
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Give more relevant offers

And Passengers will buy

21T% T

indicated they
did not shop

)

because they did not get a relevant offer



The Solution



FIret YEN

A personal guide




OR: a digital
guide




That guides you
on your way




Departure
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Arrival

VY Departures
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rriving at the terminal Arriving at departures

Airline Directory

Shops
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Getting there
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Personalisation: Big Data

Make offers personal

Basing offers on context and profile

B B

Current time  Available time Location Profile Loyalty Big Data Destination  Flight duration

Departure e ———— [ " , Arrival
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What does that look like?
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21:15 Dubai Intl Airport
AKQ4004
A 15 minutes
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Deliver to my gate







19:00 Seoul Icheon Airport
AKQ4003
A 10 minutes

moown
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Deliver home







16:45 Barcelona El-Prat Airport
AKQ4002 B 2 3
A 5 minutes

Bring it to me







The Airport that knows where you need to go

Gate
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Schiphol |

Amsterdam Airport

Q_ Search flight

Schiphol 10:59

4

Schiphol

Amsterdam Airport

Schiphol offer free unlimited Wi-Fi access
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We created the #1 airport app worldwide

¥

Schiphol App

Best airport app

n Started in 2010

Big success for Schiphol

Awarded 4 times as the 2 1 million
el hest airport app worldwide T

Base product with downloads
wll  COntinuOUS Improvement
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Dubai Airports
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Q) Enter flight number, city, airport or airline
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Available on all platforms

eseee T-Mobile NL = 12:20

24 feb. - Japan Airlines

16:10  Amsterdam
16:25 London Heathrow

| B venex 3

Vrije tijd tot boarden: 3u 14m
Bekijk onze suggesties

y

e D26
u Push berichten

n Informatie voor vertrek

< JL7102 Opslaan

M) checkin 17

_n Looptijd 10 min >
A

31 -

N
—

\

& Phone

< Map

Arrivals

W Android

For all platforms

SCHIPHOL

Schiphol innoveert met
Google Glass

Om te blijven inr

nieuwe technologieér

® \Windows

Travel in comfort from your own front door to
immediately in front of the departure hall. No
need to lug suitcases around. Swift and safe

Combined travel

If you choose combined transportation other

people may travel with you to the airport. The
taxi will stop at different addresses to pick up
other clients.

Private travel
You will travel straight to the airport with a
comfortable car or taxi van without any stops. On

Schiphol you will not have to wait longer than 30
minutes on your taxi

BlackBerry

222 BlackBerry

Aankomst

Schiphol

24 Feb

Mobile Web

m
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Build for traveler’s needs

Emotional needs

Experience

Time to enjoy,
shop, vouchers

Physical needs

Eat, drink, toilet, sleep
Search map, food & beverage

Proximate needs
Catch flight

To & From, Flights, Parking, Taxi, Map, Indoor Wayfinding
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We offer multiple incentives to spent

MOBILE
ﬁ OFFER

Parking Booking In-App shop with Mobile exclusive
special offers vouchers

Taxi Reservation Time To Enjoy
offers
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sesss Bon NL ¥ 1345 ¢ 74%
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Booking a parking space

We minimised the process steps needed to make booking even faster.

-

Home

Mijn viuchten

Viuchten

Winkelen

Plattegrond

Parkeren

Taxi

Treinen

Bussen

eeeco BELL ¥ 4L2PM C100% -

= Parkeren

Schiphol

Selecteer uw voorkeur voor parkeren

Reserveer

Parkeerinfo

Ophalen en wegbrengen

Valet Privium Plus
abonnementen Parkeren

Plek onthouden

e BELL W 4$:21PM ©100% -

£ Reserveer
Selecteer uw parkeertijden

16 dec. 2014 0:00

16 dec. 2014 0:00

Selecteer een parking product

B ) (oo vom ]

Wed70ct 17 00

e BELL W 4:21PM C100% -

4 Reserveer

Selecteer uw parkeertijden

16 dec. 2014 0:00

16 dec. 2014 0:00

Selecteer een parkeerproduct

B ) (oo | oo |
YR

Schiphol
Valet Valet \
B > 5on €33,50 s €3350 @
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Shop with special offers

eeee0 T-Mobile NL = 14:32 3 eeee0 T-Mobile NL = 14:32 3
— Shop < shop Product
Top 10 WatchUp watch with jeans
strap
Bose SoundLink®
Products are offered — , e ©5,00
| ' | ans—— €£179,00
with a special discount.
Calvin Klein gents or
ladies watch
€125,00
TOMMY HILFIGER
men's shirt
€69,00 WatchUp sporty and trendy watch
with jeans strap, 10 ATM
waterresistant.
P — Clarins Moisture Lip
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Time to Enjoy!

e0000 M2Mobi 4:21 PM (o

Based on the traveler's context we ¢ Flight details
offer targeted things to do

Y| ORO0366 - 14 october
KLM Royal Dutch Airlines

Follow flight

07:12 Amsterdam
14:17 Stockholm

Departures 1 Check-in 20"26

Time to enjoy until boarding: 4h 23m Time to enjoy until boarding: 23m Your plane has landed
Check out our suggestions Please proceed to gate Need a taxi?

S = S

Arrival passenger

Departure traveler Departure traveler
O who'’s plane has landed

with 4 hours 23 minutes left © with 23 minutes left

Rd
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Shopping made easy

eeee0 T-Mobile NL = 14:27

Find your favourite ¢ 3h47mtoe
shops and receive 33
special offers

swatche: ﬁ Light Lounge Café

This café combines two concepts: during
the day the Light Lounge Café is a stylish
espresso bar, at night it turns into a lounge

5 AL i bar.

v VICTORIA'S -
% WM SECRET %
‘ " Wellness and relaxation

« BOSS pm=mmm N
; =Y\

SWAROVSKI A

e
O Specials | Q@ Show on map
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Shopping vouchers

eeeee KPN NL 4G 17:27 9 31% W)

{ 9wses23 Vouchers
Departing passengers get three

exclusive vouchers 3 hours before MOBILE po—
they fly. RFFER Schiphol

OS5 E

. | ®
These offers will be seamlessly gl W

silence with these noise cancelling

integrated with the indoor navigation i ,
experience. v

Available in the
“ ’ Electronics
€26 = shops >
B
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With Point to point navigation

®0000 Sketch = 9:41 AM 100% .
= Map Q

After 50m, turn left.

We redesigned our airport map for even
easier indoor way-finding

With < 5 meter accuracy
And a < 2 seconds time till first location fix

M2mobi
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App for Chinese travelers

ee0 KPN NL =

eeee0 KPNNL 7T 15:18

€ ELZER

PR E ;
Pave FRER

=] &S

Schiphol

Amsterdam Airport

Gassan 121®
L& Fehf, T

A3 ‘jf”*,g.ff,k.}j"

5 1E R IR

A dedicated app with a unique design for a unique target audience
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AEROPORTS DE PARIS

19:35

wi.. Orange F 3G

| Paris par trair
1 @ e Paris by train

‘;W Gare routiéere
Coach station




Average time bookmarking a flight before departure

We spotted an outlier caused by passengers on
their way to the airport, who during this time are
too busy to bookmark their flight

—_—

!

Number of downloads

Time before departure ——

> 3 months 1 months 1week 3day 1day 6hrs 3hrs 2hrs1hrs 30 mn departure
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650k flight notifications
per month

In the holiday month August, we sent 650k flight notifications to passengers. That's
the same as the amount of letters that were sent in the US in the early 1800's.

E
f@

The total amount of letters sent in a full year in the US early 1800°s
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A lucrative business model

< .
less stress more shopping

E Average spend K% Departing flights ® Additional Additional
. per minute tracked annually shopping time yearly revenues

€ 0.25 X 2.4 mln X 30 minutes = €18 mln

@ M2mobi



B \Way of working



We continuously measure engagement of
the app in a build-measure-learn loop

Departing
Passengers

Passenger

Experience
New
functionality

Revenue per
Departing
Passenger
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We created a live ‘effectiveness’ dashboard

Are you on track with your KPI's?

30% 45%

reach engagement stress reduction

99%

performance

% potential reached travelers avg. % core features used avg. % relax features used uptime

§ Current App Efficiency

- below average +

combined score compared to rolling month average
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My Flight
@J Shopping
D Eating ang Drinking
A Recreation

@ Airport Information

Context based

App adapts to your current situation
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Amsterdam 2 )
d Gate

07:25 py C12

N time changed

O\

Check-in 19

FORWARD
. e - z min -x‘
G Setings ﬂ 7 ' / Search Location freaomes
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Focusing on the time to relax

Working towards a
hands-free travel
experience
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So you don't need to hurry

With always up-to-date
information about gate
changes, and the current
departure time, there is no Eoxg oopariue
need to stress.

A

RELAX

take it easy

@ M2mobi



And just relax
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