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Remember the last time 
you had an exceptional 
customer experience?    



As customers, we’re 
not simply comparing 
a product or service 
provider to its direct 
competitors 

We’re comparing 
against any 
organization that 
delivers a great 
customer experience  



The Happiest 
Place on Earth    

Image credit: Veryhuman

https://commons.wikimedia.org/wiki/File:Disney_Orlando_castle_at_night.JPG


Making the 
mundane magical

Source: Econsultancy

https://econsultancy.com/how-disney-world-has-mastered-customer-experience/


Immersion is 
everything

Source: Econsultancy

https://econsultancy.com/how-disney-world-has-mastered-customer-experience/


Unexpected moments 
of personalization

Source: Econsultancy

https://econsultancy.com/how-disney-world-has-mastered-customer-experience/


Listening to 
customers

Source: Econsultancy

https://econsultancy.com/how-disney-world-has-mastered-customer-experience/


It’s not just about one 
individual touchpoint  



It’s about the journey— 
cumulative experiences across 
multiple touchpoints and in 
multiple channels over time    



What might an 
optimal, end-to-end 
air travel experience 
look like in the future?   



We’re keeping this in 
mind as we innovate 
to serve 75 million 
riders in 65 countries 
around the world 

Image FPO



Our mission: to ignite 
opportunity by setting 
the world in motion  



When you don’t have a 
license and you can’t drive, 
something like Uber is 
really life changing
Mike May, Uber rider and national advocate for the blind community



At my age, I was really 
struggling, trying to find work 
...then I heard about Uber

Maurice, Uber driver-partner in Seattle



We’re inspired by 
your commitment 
to innovation   



How can we 
innovate together 
across touchpoints?   



Planning > 
Booking > 
Packing > 
Trip to airport > 
Check-in >
Security > 
Waiting to board > 
Boarding >
In-flight > 
Deplaning > 
Baggage claim > 
Trip from airport >
Arrival at destination



Our philosophy 
on innovation   



Innovation is 
better together    



One car serves two 
trips without traveling 
to staging or leaving 
airport property

Step 1:
Drop off 
Rider A

Staging Lot

Step 2: 
Receive trip 
request

Step 3: 
Pick up Rider B



Innovation 
isn’t just 
about new 
technology    



A standard visual and 
description enable 
riders to easily 
identify pickup points

Ride App Pickup



Innovation 
requires 
long-term 
thinking    



Passengers enjoy 
added convenience 
while restaurants drive 
incremental sales



Let’s join forces to 
deliver an exceptional 
customer experience 
in 2019 and beyond    



Questions?   


