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In the last two years
>2X 6 X

mobile searches for iIncrease in mobile searches
"place(s) to travel" for “things to do/activities™

and “near me”
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Source: Google Data, US, 2018 vs 2016. Google Data, U.S., April 2048larch 20 16 vs. April 20 18-March 20 18



Customer

expectations
are changing...
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65%

Of travelers who use a digital
assistant would like to be able to
complete travel -related tasks by

speaking to a voice-activated

assistant

travelers will stop to book with a
brand that has a slow mobile site
or app.

67%

Of consumers want travel
companies to provide them with
personalized recommendations.

Travelers turn to their devices for

travel research nearly 3x as often

as friends/family and 4.5x as often
as offline sources.



...and existing
customers are
joined by new
ones...
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Global internet access




The next Billion Internet users...

... prefer voice usage ...prefer video content to text ...are locallanguage users




Travel Companies
have to understand
their customers
needs and provide
a personalized
customer
experience
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McKinsey lists the
Travel industry as
the one with the
highest potential
benefit from Al
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In more than two-thirds of our use cases, artificial intelligence (Al) can
improve performance beyond that provided by other analytics techniques.

Breakdown of
use cases by
applicable
techniques, %

Full value can
be captured
using nan-Al
techniques

Al necessary
to capture
value
(“greenfield”)

Al can
improve
performance
over that
provided

by other
analytics
technigues

McKinsey&Compary

Potential incremental value from Al over other analytics technigues, %

9 Travel

Transport and logistics

@ Retail
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e High tech
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Q Basic materials
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0 Consumer packaged goods

@ Banking
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@ Public and social sectors
@ Telecommunications
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Source: McKinsey Global Institute analysis

Source


https://www.mckinsey.com/featured-insights/artificial-intelligence/notes-from-the-ai-frontier-applications-and-value-of-deep-learning

Embrace Deliver Align on
data as a relevance with shared business
foundation machine learning outcomes
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Machine Learning across the
Customer Value Chain
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Inspiration Research Booking Preparation Travel Stay Review
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Inspiration
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Personalized
Recommendations
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Supply and Demand
Forecasting
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Reservation no -show
prediction



Booking Preparation
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Customer service
management
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Personal Travel Assistant
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Delay and cancellation
prediction



Up-sell revenue

No-show fraud detection Smart energy saving optimization
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Customer churn risk
Customer Review Analysis prediction & customized
retention offerings
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PRIMARY ACTIVITIES

SUPPORT

Google can support Travel Companies all across the value chain

Travel Value Chain

v

Supply & Demand
Forecasting

Consumer Digital
Connectivity

Customer Loyalty
Clickstream Analysis

Claims Management

Risk Management
Fraud Protection

IT Systems

Talent Management

Firm Infrastructure

ANDO

Media & Ads

A suite of tools for
acquisition and
revenue growth

GPay

Payments

A new way to pay
online and offline

e ¢

Hardware

Consumer &
enterprise ready
hardware

Assistant

A new consumer
channel

O

Developer
solutions

A toolkit for
better product
development

@ €

Analytics
& ML

Action and
insight from data,
at scale

Cloud
Computing

Compute, storage
& database
solutions

66

Identity &
security

Protect your
business & your
customers

G Suite

Collaboration &
productivity

Re-imagine how
work can be done
collaboratively

Cag

Google Maps
Platform

Leveraging real-
time location
data

Google
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Trips
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110 of about 13,000 ) x
Fights .

CHICAGO HOTELS - Book Your Room Online - LOWEST RATES Guaranteed!  “poriors: Trl S

wvwhoteldiscounts.com  Save Up to 65% and Reserve Your Room Instantly! unl o

ategory 2 sca > > Ghicago > T s > > Hotels

The Drake Hotel Q search for flights, hotels and more
®

Begona> Nogh & > Chicag

v hiton comhotels/CHIORVY - Simir

Packages  Only you can see this @

Drake Hotel, Chicago, United States from HotelBook: Your ...
.. Drake Hotel Address. 120 East Wallon Place Chicage llinors 60511 United

Potential trips
fates, Travel suggestions based on your recent activity @
Phone: (1 312) 7872200 Fax: (1 312) 7871431, vuo

condenast hotelbook comistaticéwelcome 02334.himi - 9k - Cached - Similar page:

& L
|1 e | - | 1 ( Bsn

Ten blue links Multi-session journeys
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Mobile

Amsterdam

EXPLORE FLIGHTS HOTELS YOUR TRIPS

Roundtrip v &1

San Francisco SFO Amsterdam

Fri, May 25 Tue, May 29

STOPS AIRLINES CLASS TIMES MOI

Best departing flights 1
5:35 PM —— 9:25 AM*2 $1,180
sFo AMS

1stopin.. A -30h50m - SAS

4:30 PM — 3:20 PM" $1,766
SFO AMS

1stopi.. - 13h 50m - British Airways

6:55 PM —— 5:25 PM*' $1,815
SFO AMS

1 stop in KEF + 13h 30m - WOW

FLIGHT INSIGHTS

Multi-session

But why?

New York

EXPLORE FLIGHTS HOTELS YOUR TRIPS

Q@  Newvork

3  + satbec2s P 4 TueJani

3£ MORE FILTERS

A This area may be busier than usual.
New Years Eve is Dec 31

Hyatt Centric Times Square New York

A C f2 AREY . A mbme b m]
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Trips  Explore  Flights  Hotels  Packages
Trips
)
Al o *p
Trips Explore i Y
Q,  search for flights, hotels, and ... X
Flights T .
(/] 4 lem ® |om p
Explore Flights Hotels  Packages Hotels
Q_  Search for flights, hotels and more
Popular destinations ®
Packages  Only you can see this @

Potential trips

Travel suggestions based on your recent activity @

Tokyo

September 2019

Vancouver

May 2019 June 2019

qp =
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Simplify trip planning for users

Drive growth and profitabilty
for partners
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