DIGITAL CUSTOMER ENGAGEMENT
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MARCEL KLING

linkedin.com/in/marcelkling

Senior Director
Data-Driven Customer Journey
(rotating after 5 years)

married, 3 kids

Let's combine digital strategy
with human experience
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WHY
WE DO IT
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COMMODITIZATION

CHALLENGES
DIFFERENTIATORS
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CUSTOMERS DESERVE
RELEVANCE IN THE DAILY FLOOD
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1= Spotify Free
Datei Bearbeiten Anzeigen Wiedergabe Hilfe

HAUPTMENU UBERSICHT CHARTS GENRES UND STIMMUNGEN NEUHEITEN ENTDECKEN
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Surprise Yoursel 1
Jack Garratt
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THE PLATFORM PLAY:
CUSTOMER DATA IS
CUSTOMER ACCESS

ox,- AND VICE VERSA




WHO WE ARE
AND WHAT WE DO
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WHETHER YOU TRAVEL FOR BUSINESS OR
ADVENTURE: YOUR JOURNEY IS UNIQUE
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YOU FIND YOURSELF IN SO MANY
DIFFERENT SITUATIONS AND CONTEXTS




MIONDAY THURSDAY
~” DELAYED iT) SERVICE
CLIGHT APOLOGY

SOMEHOW THEY SEEM TO BE
CONNECTED. BUT HOW?




WE COMBINE

CUSTOMER-CENTRIC THINKING AND
DATA-DRIVEN DECISIONS

TO MAKE YOUR JOURNEY SEAMLESS ﬁgn;




WHAT WE HAVE
ACHIEVED SO FAR
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THE DATA DRIVEN CUSTOMER JOURNEY

Personalization of
ancillary offers

Personalization of
customer service

Personalization of
flight offers
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HOW.WE ACHIEVE THIS
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Analytics has historically delivered ,Insights‘ - into traditional, old school processes.
For impact, ensure processes are redesigned with data-driven decisions in mind
- not based on the highest paid person‘s opinion.
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DATAISTHENEWOIL.
WOW. =

BUT WHO HERE USI;SQ
CRUDE OIL?




UPSTREAM Movable Modular
Liquefaction systems

S ™ =
A VALUE CHAIN APPROACH
with value pools and pre-products

helps to scale effectively - in industry grade

X ~ Supply and D -
Tradmg Distribution ) :
"‘:_' ~ ' ' a
Regasifying LNM ¢
T * |
== NG traditional

- GIL L
m= NG to transport
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FUELS & LUBRICANTS

Road, ship, aviation

NATURAL GAS
For cooking, heating,
electrical power.

== Gas to Chemicals



WHAT WE LEARNED ON
CUSTOMER, CONTEXT
AND DIGITAL COMPETITION
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Like never before technology is
meeting fundamental human needs.
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SOFTWARE

Entertainment, gaming, music,
and convenience features on board
Over the air




DOMINO*

The possibility to order pizza
from every device and choose your
channel of choice

0000 AT&T &

11:06 PM
anyware.dominos.com

@ 719 % 25%0



WE F (SEA E\W COI\/IPETITI\/E ARENA:
DECOUPLING CONTENT AND MEDIUM
COMPETING FOR ATTENTION AND RELEVANCE

AND ULTIM. OMER ACCESS ‘
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B2B? .
we call it: S

BUSINESS TO HUMAN
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COMPANIES DESERVE DATA DRIVEN DECISIONS

DATA DESERVES ASSET TREATMENT

CUSTOMERS DESERVE RELEVANCE

DIGITAL DEMANDS FRESH VIEWS ON COMPETING
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