
Marketing to the same customer 



This is my take on the topic. 



What we’ll cover 

• Segmenting the consumer 
 

• Mapping their journey  
 

• The role of internet, data and technology 
 

• Sharing economy 



Segmenting the consumer 

• Segmentation study conducted in 

2017 

• More than 6,000 Canadians surveyed 

• A treasure trove of information 

• Took us beyond demographics to the 

attitudes toward travel by segment 



  
 

 

Journey mapping 

• Journey mapping exercise in late 2016  

• How does the traveller move through the world beyond airports and airplanes 

• Placelessness – tension through the journey 

 



Internet, data and technology 



50 years ago 

• SASE 

30 years ago 

• 1-800 Talk to us 

20 years ago 

• Company.com 
• Talk2Us@company.com 

10 years ago 

• I’m part of a 
community! 

The evolution of customer service through tech 

Today 

• I tweeted 20 
seconds ago – 
what took you 
so long? 

• #worstdayever 



Tech today 

• Geofencing/Geotargeting 

• Meet Juliet 



The sharing economy 

• How much are we sharing with our airport partners?  

 

• How much are they sharing with us? 

 

• Where we got great collaboration is the 2017 Christmas Miracle 



Sigh.  

I knew he was going to work Christmas into this somehow. 

https://www.youtube.com/watch?v=8WClHblmnD8&t=2s


Thank you 
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