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About AWS travel and hospitality (T&H) practice

Customer experience expectations

What is customer 360 view?

Golden master record

Architecture

Demo

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
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Customer experience 
A I R L I N E S

Air travel 

complaints comparison,

monthly average, 

per 100k 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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A customer 360 view 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.”

Skift-McKinsey research report
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Delighting and satisfying visitors 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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What is customer 360 view?

Challenges

Data in several source systems

Data chaos and fragmentation

Governance

Growth and change

Demographics

360 CUSTOMER VIEW
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How to create a golden primary record

Attribute

Firstname

Lastname

Email

Phone

Golden

record

Danielle

Smith

d.smith@email.com

155-3344-2120
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systems

Danielle

d.smith@email.com

155-3344-2120
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system

Daniel

Smith

155-3344-2120
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systems

Smith

3344-2120

Customer

service

Danielle

Smith

smith@email.com
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AWS Cloud

Architecture pattern
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Demo
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Additional resources
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 

Traveler 360 data platform for airlines

Traveler 360 data platform for lodging

Omnichannel personalization with Amazon Personalize

AI-driven social media dashboard

Travel and hospitality reference architectures

http://www.aws.com/travel
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
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Next T&H chalk talks

TRV304
Build brand loyalty with guest experience transformation

TRV401
Third-party ordering with AWS serverless
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Thank you!
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Mike Gomez

migmezn@amazon.com

Jorge Alfaro

joralfa@amazon.com


