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Agenda

The design process: Research & Concept phases3.

2. Project structure and timeline

Project overview1.

Next steps4.

Q&A5.

Research I Concept I Design Development, 

Implementation & Content Generation
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2015 in numbers

9M
Page views to 
Amadeus.com

1111MMMM
Page views to our 

Corporate Blog

9,9199,9199,9199,919
Social media 

updates

360,753360,753360,753360,753

social media 
shares

Over 3,990,0003,990,0003,990,0003,990,000 visits and 

more than 8,770,0008,770,0008,770,0008,770,000
page views to Amadeus.com

Over 779,000779,000779,000779,000 visits and more than 

1,000,0001,000,0001,000,0001,000,000 page views to our 

Corporate Blog

More than

146,000146,000146,000146,000

downloads

26,141

35,858

297,653

1,101
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The Amadeus Digital 

Ecosystem vision

Our vision is to create a customercustomercustomercustomer----

focusedfocusedfocusedfocused , , , , agile, and data-

driven digital experience for an ever-

changing environment.

An ecosystem providing relevant content at relevant content at relevant content at relevant content at 

all levels across all of Amadeus’ digital all levels across all of Amadeus’ digital all levels across all of Amadeus’ digital all levels across all of Amadeus’ digital 

channelschannelschannelschannels.
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Customer focus

Agile

Data-driven

1 2 3

Technology

Processes

People

_ Supporting Amadeus’ 

commercial objectives

_ Building a single view of 

our audience

_ Offering a user centric 

approach where content 

is king, while providing 

best in class experience

_ Optimising on-line 

communication spend

_ Making use of the latest 

technology and media 

_ Fostering engagement 

with the Amadeus brand 
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An ecosystem providing relevant personalized contentrelevant personalized contentrelevant personalized contentrelevant personalized content at all 

levels across all of Amadeus’ digital channels Amadeus’ digital channels Amadeus’ digital channels Amadeus’ digital channels (in any device).

Amadeus will be able to closely monitor conversations and 

interactions to develop content, which is relevant to all users at 

every stage of their digital journey improving digital interactions, 

inbound and outbound. 
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The Future User Experience
An customer-focused, agile and data-driven

Digital Ecosystem 

Thought

leadership

Brand 

positioning

Travel tribes

2030

Amadeus

Travel 

Intelligence

Oxford Economics – Shaping the 

future of travel

Global travel 

ecosystem

What’s

available?

Provide specific 

information

Merchandising

Case

studies

Press

kits

Research

reports

Product

portfolio

Global travel 

ecosystem

Corporate 

blog & Social 

media

Corporate

site

Business units / 

Local sites  / 

Extranets

PPC, ETC.

OWNED SPACE

EARNED SPACESEO

Audiences/conversations: PERSONALIZATIONPERSONALIZATIONPERSONALIZATIONPERSONALIZATION

New/Existing customers (Airlines, TA’s, Corporations etc…),

media/press, future/existing employees

PROGRESIVE PROFILING >> Build a single view of our audience: 

Marketing automation tools/Monitoring

BOUGHT SPACE

Third 

party 

websites

CONTENT

Inspire

Educate

Convert
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The design process
The design process has three main phases Research, Concept and Implementation

RESEARCH

CONCEPT

IMPLEMENTATION
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Benchmark analysis

12

AMADEUSAMADEUSAMADEUSAMADEUS

SABRE

TRAVELPORT

INTELINTELINTELINTEL

IBM

ORACLEORACLEORACLEORACLE

SALESFORCESALESFORCESALESFORCESALESFORCE

SAP

GENERAL ELECTRIC

1111 2222 3333 4444 5555

20

27

36363636

16

30

26

8

7

30303030

18

0

4

16

30303030

15

0

20

52

53535353

33

43

23

29

6666 7777 8888

15

22

24

22

26

34343434

12

9

25

20202020

15

5

1

34

10

37

25

45454545

11

4

36363636

22

20

18

9999

TOTALTOTALTOTALTOTAL

1

0

12

6

3

12

18181818

16

93

90

253253253253

181

228228228228

212212212212

171

147

POSITIONING

18 6 7 2 10 7 17 9 96

14 10 17

16

30 12 21 36363636

12 20 12 9 20

22 10 11 15

PRODUCT

EDUCATION

SEGMENTATION

TECHNIQUES

CALL-TO-ACTION

SCENARIOS

LOYALTY &

COMMUNITY

MY ACCOUNT &

REGISTRATION

SOCIAL MEDIA

PRESENCE

USER

EXPERIENCE

INTERNATION-

ALISATION
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Some Numbers

+100
stakeholders

+1,000
documents

+80
hours

Research
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Technology

CMS is very rigid and difficult to use

“We have language restrictions with CMS as Hebrew is 
written from right to left”. - ACO

“When it is time to manage the CMS… I hate it. I would do 
lot more but very simple things are impossible”. - Business 

Unit

Processes and content

The current ecosystem is too complex 

and there is not a common strategy 

“It wouldbe great to have all the channels aligned but thatis currentlynot
thecase and the company is not working on this”. - Central Team

“Marion is using her own Twitteraccount and then the social media team 
will retweet”. - Central Team

“We should improve social channels. We need more consistency between 
channels and between global and local”. - Business Unit

People

Each unit needs flexibility and their own 

personal space

“The strategy on digital is too restrictive. There is always an enthusiasm to get 
the same platform for everyone, that makes sense, but pragmatically it is not 

doable”.         - Business Unit

“I want to be seen. I want the people to land on our page. I want to havea web 
page”. - Central Team
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Basics

Lead Management

Portfolio & Content

Agility

Internal Entropy

Processes

CMS

Analytics

Marketing 

Automation

CRM

Technology

Culture

Customer Centricity

Skills

People

Digital Ecosystem Infrastructure
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Personas
Concept phase
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Journeys
Concept phase
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The New Ecosystem
Concept phase

Commercial website Corporate website Standalone websites Landing pages (Promos)

Technology Processes People

Digital tools

Blogs Social media channels
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Next steps

Jan 2016

JULY OCT

Validation point RELEASE 1 

launch Q1 

2017

DOMAIN AREAS

CONTENT 

GENERATION
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