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SITA began the rollout of Customer
Journey, a new feature of its Horizon
passenger management portfolio that
provides a “live” record of the passen-
ger's experience with the airline.

SITA said it is the first airline pas-
senger management system provider to
‘migrate from the use of a legacy PNR to
a new-generation record that provides
reservations agents with real-time cus-
tomer data through a single open inte-
grated data base.

Customer Journey will provide res-
ervations agents with up-to-the minute
information on seat preference, meal
choice and the last time a customer
made a complaint.

Al joumeys past or future can be
managed from a single view. Customer
Tourney eliminates the need to search in
a separate past date database of records
older than 120 days, which was previ-
ously the limit for stored passenger in-
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formation.

SITA said that “in the near fu-
ture.” Customer Joumey will also
provide data to support business
intelligence gathering, analysis and.
reporting.

Airlines will be able to extract

information for use with revenue
management and other airline sys-
tems,

Customer JTourney also will be
further developed to capture data
such as hotels, car hire, trip insur-
ance and other travel-related ser-
vices,

Tt will display all revenues at-
tributed to the customer. enabling
the airline to determine the cus-
tomer's overall value.

SITA is collaborating _with
Oracle on the development of Cus-
tomer Joumey and other next-
‘generation passenger systems




