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Travel Providers Must Bridge the Personalization Gap to Meet the Demands of
Consumers: New Mindtree Study
Reliance on legacy systems and siloed data has led to fragmented personalization efforts and a customer
expectation gap
Bangalore (India) and Warren (NJ), September 12, 2018: Emerging technologies have created
unprecedented opportunities for travel industry providers to offer seamless, context-relevant and
personalized experiences. However, a new survey commissioned by Mindtree titled, “Expectations vs.
Reality: How to Better Serve the Connected Traveler,” analyzed responses from over 2,000 U.S consumers
and found that despite the advancements in digital experiences, many travel brands lack a holistic view of
the customer and struggle to accurately personalize their offerings.
“Whether traveling for business or for pleasure, travelers have very high expectations from the brands that
they depend on to make their experience memorable,” said Nalin Vij, SVP & Global Head – Travel,
Transportation & Hospitality. “The technology around personalization is available, but our survey found that
most travelers are disappointed in how effectively their travel provider offers a custom-fit ecosystem. This
is a challenge travel brands need to address, as many are still burdened with their investments in legacy
systems.”
The survey found that the most common reasons why travelers don’t use offers that they receive are that
they don’t arrive at the right time, expire before they can be used, don’t offer enough savings or don’t apply
to their areas of interest. Most respondents (88 percent) indicate that they are more loyal to a brand that
offers relevant deals. Almost half (47 percent) of respondents said they would be open to paying a premium
of at least 17 percent for more contextual and relevant offers. Yet only 22 percent of respondents say travel
providers always recognize them as a past customer.
The survey also revealed that leisure activities are an integral part of travel for 92 percent of respondents
who do so for business. This opens up further opportunities for providers to introduce relevant leisure offers
to encourage a richer experience as business travel presents increased opportunity for leisure activities.
Mindtree recommends travel providers take the following steps to deliver more personalized experiences:
 Integrate data silos for a more accurate view of customers from multiple digital touch points.
 Build rich customer personas, powered by a strong customer 360 foundation, enabling customer
recognition at every touchpoint.
 Create tailored customer offers by creating content, offers and recommendations using contextweighted personalization algorithms.
 Employ omnichannel strategies across channels including voice, mobile and web to target and deliver
personalized information and services.
“Travel providers are poised to harness the most advanced digital technology in the age of personalization
by delivering seamless, context-relevant and connected customer experiences. Our leadership in digital,
combined with our extraordinarily deep expertise in the travel industry domain, has given Mindtree a range
of personalization capabilities that is bridging the expectation gap that most travelers in the market today
are experiencing,” said Vij.
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Methodology
The study, “Expectations vs. Reality: How to Better Serve the Connected Traveler,” was commissioned by
Mindtree and conducted by independent market research firm Vanson Bourne in early 2018. It surveyed
U.S. adult consumers who travel globally (using air transport, train, rental cars and/or hotel/vacation rentals)
for business and/or leisure at least once a year, on average. An even spread of responses were collected
across gender, age and geographical location.
For more details of the study:
Visit the Microsite to Download the Complete Report
Watch the Video
About Mindtree:
Mindtree [NSE: MINDTREE] is a global technology consulting and services company, helping Global 2000
corporations marry scale with agility to achieve competitive advantage. “Born digital” in 1999, more than
340 enterprise clients rely on our deep domain knowledge to break down silos, make sense of digital
complexity and bring new initiatives to market faster. We enable IT to move at the speed of business,
leveraging emerging technologies and the efficiencies of Continuous Delivery to spur business innovation.
Operating across 17 countries, we’re consistently regarded as one of the best places to work, embodied
every day by our winning culture made up of 19,000 entrepreneurial, collaborative and dedicated “Mindtree
Minds.” To learn more, visit www.mindtree.com or follow us @Mindtree_Ltd.
All product and company names herein may be trademarks of their registered owners.
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