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Making The Business Case For Serving The ‘Digital Traveler”
By Jim Puters

One ofthe starker messages from this year's Airline IT
‘Trends Survey; released in July at SITAS Air Transport
IT Sumnit, is that a surprising number of sirlines stll
do not fully understand the powerful role that mobie de-
vices ara sat to play as travel tooks. Among the surveys
respondent airlines, 38%, said they did not provide any
‘mobileservices for the “digita traveler’

not yet see any clear business case. Onl
offer mobile phone checkin.

While it i understandsble that investment in IT
should decline in the current economie climate, this fail-
ure to fully embrace mobile technol-
ogyruns contrary to the enthusissm
with which the'industry adopted
other possenger selfservice solu-
tions, which IT has made so effort-
s since the arrival of the first on-
line booking engine in 1995,

The relatively low adoption of
‘mobile services is also hard to un-
derstand coming from an industry
thatis facing losses of $1 billon this
year on top of §10.4 billon in losses
last year. This is especially surprising considering the
enormous savings that have been made by using smart
ITtostrip the costs of passenger management, checkin
and boarding, utilzing CUSS kiosks, Web check.in, bar-
oded boarding passa and e-ficketing.

‘What could be more attractive in these diffiult eco-
nomic times than devaloping the ubiquitous mobile de-
vice into an essential travel tool for purchasing tickets.

‘Mobile devices
are set to play a

powerful role as
travel tools.”

The tipping point will surely be reached if, as Juni-
per Research predicts, mobile ticksting, or the abiity
to purchase tickets through a mobile davice, becomes
the preferred method for acquiring mainstream fickets
within the next three years. Already Juniper forecasts
that mobile ticksting will grow from 374 milion transac-
tions worldwide in 2007 to more than 18 billion by 2011
Airline tickets should make up a substantial proportion
of these statistics. Juniper Research also forecasts that
tho airline industry could save $500 million each year by
‘migrating to mobile boarding passes.

Tt s true that in the post-4/11 en-
vironment, cross-border travel is
‘more complex: due to tighter sacu-
ity restrictions, but airiines, such
as Delta, are working with border
‘management agencies to allow two-
dimensional bar codes to be sent
to mobile phones and scanned as
boarding passes at airport securiy
checkpoints, and then again at the
gate prior to boarding This could
pave the way for a modal that vill
‘make widespread paperless international travel a reli-
able possibility

Harnessing the full power of the mobile devica i also
at the heart of a SITA nitiative that would deliver a mo-
bile Web application and allow airlines to provide mobile
‘phone checkin and other functionalities to all the latest
smart phones. The interface would work vith nearly all
‘mobile devices and would “mobilize;
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[This ] partctlarly so when surveys consistently show
that moro than 90% ofsiline passengers carry amobile
device with them when they travel

From an industry perspective, mobile devices would
make it cheaper to process passengers, reduce the noed
for IT infrastructure at airparts, allow for more person-
alzed customer sarvice and reduce congestion in air-
port terminals, most importantly when e sce 4 return
o growth in passenger numbers.

On the passenger side, like al selEservice options,
it would provide greater control and convenionce, les
paper,los queting,and acces to travel services on the

‘miniaturize the airline Web site for the convenience of
the passanger.

This initative converges with the intention of 78% of
airline respondants in the 2009 Airline IT Trands Sur-
vy to adapt their Wb sites to work on mebile phones
by 2012, opening a whole new vista of convenience and
salf sarvice for passengers.

The message, howaver, s not to wait unil then before
cataring to the needs of the “digitl travaler; but to start
introducing mobile services nov.

Jim Peters is the chief technology offcerfor SITA, pro-
vider of global information and telecommunications an-
suwers to the ir transport industry.





