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Intro to AWS’s travel and hospitality (T&H) practice

Personalization of customer journey and experience

Solution patterns

Q&A

Agenda
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Introduction to AWS travel and hospitality

AWS team dedicated to travel and hospitality – And making you successful

Industry expertise and focus

Best practices from other industry customers

Industry-specific solutions
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Select AWS travel and hospitality customers
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Customer journey and expectations

Customer expectations

Journey stage

Know me Engage me Delight me Empower me Hear me Know me

Check-outGet helpDoStayCheck-inBook
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Customer experience 
A I R L I N E S

Air travel 

complaints comparison,

monthly average, 

per 100,000 enplanements1

1. Skift-McKinsey Research report: https://skift.com/2021/09/22/rebooting-customer-experience-bring-back-magic-of-travel/

https://skift.com/2021/09/22/rebooting-customer-experience-bring-back-magic-of-travel
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Customer experience
H O T E L S
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Intensity of hotel review sentiment pre- and post-COVID-19, % change1

1. Skift-McKinsey Research report: https://skift.com/2021/09/22/rebooting-customer-experience-bring-back-magic-of-travel/

https://skift.com/2021/09/22/rebooting-customer-experience-bring-back-magic-of-travel/
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Personalization is key to success

“As travel volumes increase and 

business travelers return, there is 

potential for a wave of customer 

dissatisfaction—at a time when 

loyalty is up for grabs.”

—McKinsey + Skift Research Report 

(https://skift.com/2021/09/22/

rebooting-customer-experience-

bring-back-magic-of-travel/)
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Delighting and satisfying customers contributes 

to net promoter score (NPS) and loyalty uplift

https://skift.com/2021/09/22/rebooting-customer-experience-bring-back-magic-of-travel/
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Solutions

• Omni-channel personalized experience

• Social sentiment monitoring

• Predict future spending behavior

Benefits

• 28 points NPS increase1

• 2.0x growth2

• 15% cost advantage from increased 
operational efficiencies2

The case for 
personalization

References:

1. Skift-McKinsey Research report: https://skift.com/2021/09/22/

rebooting-customer-experience-bring-back-magic-of-travel/

2. Bain & Company NPS & Loyalty: https://www.bain.com/consulting-

services/customer-strategy-and-marketing/customer-loyalty/

https://skift.com/2021/09/22/rebooting-customer-experience-bring-back-magic-of-travel/
https://www.bain.com/consulting-services/customer-strategy-and-marketing/customer-loyalty/
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Social sentiment monitoring

entities/

sentiment/ Amazon Kinesis

Data Firehose

Amazon Kinesis

Data Firehose

Amazon Translate

Amazon Comprehend

AWS Lambda

Amazon QuickSight Amazon Athena

AWS Glue

Data Catalog

Business user

Amazon Simple Storage Service 

(Amazon S3)

Amazon Kinesis

Data Firehose

raw/

Auto Scaling group

Amazon Elastic 

Compute Cloud 

(Amazon EC2)
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Social 
sentiment 
monitoring

Username: reinvent

Password: Reinvent2021
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Omni-channel personalized experience

Amazon Lex

Amazon EventBridge

Amazon Pinpoint

Amazon Location Service

Event

Geofence event
Lambda function

Amazon Personalize Amazon SageMaker

AI/ML

Web and 

mobile

Chat and voice

Push notification, email 

and text

Amazon Connect

Voice and chat

Direct request for recommendation

Lambda function

WebSocket

dashboard
Business user
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Omni-channel 
personalized 
experience

Username: demo

Password: Reinvent2021!
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Transfer data between SaaS and AWS

Amazon AppFlow

Amazon Kinesis Amazon Simple Storage 

Service (Amazon S3)

Amazon EventBridge

SaaS and AWS services

Google Analytics

Adobe Experience Manager

Amadeus

Sabre

. . . more

Machine 

learning

Storage Databases

Analytics

Customer 

engagement

Other 

services

SaaS and AWS services
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Additional resources
T H E S E  A R E  T R A V E L  A N D  H O S P I T A L I T Y  I N D U S T R Y  R E S O U R C E S

aws.com/travel 

Personalization using AI/ML for airlines (https://d1.awsstatic.com/architecture-
diagrams/ArchitectureDiagrams/personalization_ai-ml-travel_ra.pdf)

Personalization using AI/ML for lodging (https://d1.awsstatic.com/architecture-
diagrams/ArchitectureDiagrams/personalization_ai-ml-lodging_ra.pdf)

Omnichannel personalization with Amazon Personalize 
(https://aws.amazon.com/blogs/machine-learning/
omnichannel-personalization-with-amazon-personalize/)

AI-driven social media dashboard (https://aws.amazon.com/solutions/
implementations/ai-driven-social-media-dashboard/)

Travel and hospitality reference architectures
(https://aws.amazon.com/whitepapers/?whitepapers-main.sort-
by=item.additionalFields.sortDate&whitepapers-main.sort-
order=desc&awsf.whitepapers-content-type=content-type%23reference-arch-
diagram&awsf.whitepapers-tech-category=*all&awsf.whitepapers-
industries=industry%23hospitality%7Cindustry%23travel&awsf.whitepapers-business-
category=*all&awsf.whitepapers-global-methodology=*all)

http://www.aws.com/travel
https://d1.awsstatic.com/architecture-diagrams/ArchitectureDiagrams/personalization_ai-ml-travel_ra.pdf
https://d1.awsstatic.com/architecture-diagrams/ArchitectureDiagrams/personalization_ai-ml-lodging_ra.pdf
https://aws.amazon.com/blogs/machine-learning/omnichannel-personalization-with-amazon-personalize/
https://aws.amazon.com/solutions/implementations/ai-driven-social-media-dashboard/
https://aws.amazon.com/whitepapers/?whitepapers-main.sort-by=item.additionalFields.sortDate&whitepapers-main.sort-order=desc&awsf.whitepapers-content-type=content-type%23reference-arch-diagram&awsf.whitepapers-tech-category=*all&awsf.whitepapers-industries=industry%23hospitality%7Cindustry%23travel&awsf.whitepapers-business-category=*all&awsf.whitepapers-global-methodology=*all
https://aws.amazon.com/whitepapers/?whitepapers-main.sort-by=item.additionalFields.sortDate&whitepapers-main.sort-order=desc&awsf.whitepapers-content-type=content-type%23reference-arch-diagram&awsf.whitepapers-tech-category=*all&awsf.whitepapers-industries=industry%23hospitality%7Cindustry%23travel&awsf.whitepapers-business-category=*all&awsf.whitepapers-global-methodology=*all
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Thank you!
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