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Thank you…. + nice initial words to be added

Automation can be both good and bad. 

Done correctly it will create a good experience, increase the onboard spend and speed up the service. 

Done the wrong way it can create slow service, complaints and less spend onboard as the travelers are upset and in a bad mood.

I will say a few words about what we at Carus means with the customer journey, who the customer really is and why you should automate.

I will spend some time on different objectives  for the automation and interaction before I give you some examples of the tools you can use..



Passenger Cargo

Who is the Customer?
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Who is the customer?

<CLICK>

The answer is obvious, isn’t it – it’s the people travelling, but 

<CLICK>

We should not forget this guy – the driver. It is as important to take good care of the drivers as it is to take good care of the passengers.

We want every soul onboard to be happy, be relaxed and spend more while having a good time!




The Customer Journey
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For me the Customer Journey means all interaction that you have with the customer during the whole experience before, during and after the journey regardless if the traveler is a physical person or not.

The customer journey starts with the first time a customer makes a booking, and after that it should be a never-ending interaction. The journey takes you from the pre-sales phase through the port onboard the vessel where you serve the client.

Once the journey has ended you enter the marketing phase trying to get the customer to make a new booking and travel again.

As a software supplier we focus on customer and want to be able to provide a solution that supports all direct customer interaction in order to in a cost efficient way provide the best service and value to the customer.




Why Automate

Hard to find staff SavingsService
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Why should we automate?

I see three reasons that all can be applicable for you, or only one of them. But they are all relevant

<CLICK>

It has been hard to find staff and by automation you can do more with less and still provide good service and even extend opening hours and provide service in additional languages.

You can focus the personal the service to where it counts and sell more.

Savings, are related to the difficulties in finding staff, but has been the traditional reason to automate – to save cost!




Time to go Automatic



Objectives
 Keep the customer happy
 Make it easy to buy
 Provide more than expected
 Give personal service to the 

right person at the right time 
– without being pushy

 Minimize the need for 
manpower and sell more!

Objectives
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To increase the sales onboard we need to keep the customer happy. The customer should be happy with you before they get onboard. The booking and port experience must be smooth, simple and fast. Especially a bad experience in the port with a lot of waiting in line, crowded spaces can destroy the mood before you get onbord.

Instead make it easy to buy more in the port or on the way to the por, and make sure that the customer can transfer quickly through to port can both create additional sales and set the scene for additional sales onboard. A happy customer will spend more!

When someone is ready to buy, it must be quick and easy! In the perfect world there shouldn’t be any waiting time between the decision to buy and the purchase, nor should a credit card nor cash should be required to minimize the time to make it cumbersome and give time for second thoughts!

Take care of the customer, digitally or with human interaction and provide, and provide more than expected without being pushy. Context-sensitive and subtle messages is a powerful way to create a desire to purchase more.

None of this is rocket science, but automation done right in combination with human interaction can have a big impact! 




Digital Ferry Travel Experience 
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Whitelabel -  Guest/sign in – Book – Share – Find your way – Amend & Cancel – Pay – Time-table – Push Notification – Club/Loyalty Scheme – Ticket book – Cabin Key <CLICK>






Digital Ferry Travel Experience 






Finnsirius



Hullo



P&O Pioneer



Vasa-Umeå with Wasa Line






Thank You!
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Thank you for your time!
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