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Auckland Airport

Fast Facts @

46

)

93%

75%

O : : share of all . share_of
7 et long haul international
services to NZ visitor arrivals
to NZ

20.5m

FY 2018

2X

retail sales growth per
annum vs high street
or shopping mall
competitors

highest footfall of
any retail
operator in NZ

China direct
destinations

A lRipor

Source : AIAL Analysis



Customer Shopping Behaviour View Onine View

banner Print Ad
ad

Watch
video on
Watch mobile

tutorial

Purchase Download
: through call app
Discover center
O
Blog Purchase
in store
Engage Explore
Compare
online
Read
reviews
Post .
reviews Like on
Buy Facebook
egs Purchase View YouTube ad
Traditional Shopper via mobile
Auckland . .
A Arsa Millennial Shopper



Custodian of the Customer Experience
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Parking Social Media
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Terminal
@ Experience .
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Touchpoints Customer Touchpoints

Experience —
Retail
ﬂ Experience
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Portal
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In Moment -
Customer Kiosks
Care
3
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* Omni Channel Phase 1



Delivering a Cross Channel Connected Experience

An illustrative customer journey :

ER

th

Departure
Pre-
Planning

1]

Airport
Experience

Q,

On Arrival

S

T

A Book
G flight

E g

S

C

)

S Research &
T plan journey
o

M

E

R

v i&
A Airport

L social post
U to join

E Strata Club

A lRipor

S

Visit Auckland
Airport online &
register for
Strata Club and
receive offer

Single airport
login for booking

products and
services

—
-

At Home

A

Shop online
The Mall.co.nz

D

The Mall order
confirmation

Reminder
email to book
parking

Book Parking

N

Load itinerary
in App

Parking

confirmation

Travel checklist
& Strata Partner
retail offers

Airport Wi-Fi =

N

Check flight info,
travel times, retail
stores to visit,
where to eat

¥

Reminder to
collect Mall
orders

i)

Explore airport
retail experience &
Strata Lounge

Pick up orders at
Departures
Collection Point

P

App notifications :
travel times to gate &

airport retail partner offers

to be redeemed in store

Inflight Wi-Fi =

5

Share moments
on social media

Personalised offers
for return journey

Airport Wi-Fi =

A

Shop online
The Mall.co.nz

¥

The Mall order
confirmation

Arrival reminder
to collect orders

i)

Explore and shop
airport retail
experience A )
Pick up orders at
Arrivals Collection
Point

S

Total Airport spend
qualifies for higher
Strata tier and
benefits




Strata Club
Auckland Airport’s Rewards Programme

Strata Club About Strata Club Strata Points Tiers and Benefits Strata Club Partners Promotion:

Strata Club

The place whe
every time you

Strata Club rewards you
Strata Lounge visits onlir

With Strata Club there is
programme that works th
your Membership lives, y
collect Strata Points and

Introducing The Mall
Shop duty and tax free online and
eamn Strata Points

Kia ora Cindy

Strata Silver

Retain SILVER

$138.00 Spend $112.00

Upgrade to GOLD

$166.00 $634.00




Adopting a ‘Launch & Learn’ Approach

Customer Customer Shopping Minimal Viable Launch
Segment Value Proposition Product & Learn

( \L\ “Making Airport N

/\’} Shopping Easier” ( [>'} TH l l

Choice One i i -
E Destination Multi Retailer Test and refine

Marketplace MVP with insights

Convenience

g g GO LA g R NS S g

NZ Frequent

Travellers from target
/3 One Mobile First segment
Certainty Checkout
Simple
Savings [@] O.ne Place to
Pick Up Integrated
Payment

A lRipor



Initial Insights =
4%

Site conversion

.....................
19.3%

Increase since launch

removed pain point 68 (yo

of multiple logins Customer Satisfaction Score
Average MoM Growth

Single ID - 92.3%

63%

}
}
}
‘@ E Open rate
}
}
}
}

Staff efficiencies
parcel processing
time reduced by
80%

Greater
transparency of
parcel flow

Reduced handling
errors

Improved customer
experience

@)

Triggered campaign
%
31%

Click Through Rate
A Auckland
Airport

Source : AIAL Analysis



Further enhance the custo
experience
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