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Typical complaints at an airport

Long lines at security

Lost baggage

Delayed gate information

Flight cancellations
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IVIcKinsey: 70% of organisational
transformation projects fail

 Lack of alignment
 Poor collaboration

* |naccessible or scattered information

https://www.mckinsey.com/capabilities/transformation/our-insights/common-pitfalls-in-tra
nsformations-a-conversation-with-jon-garcia
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A Unified Approach
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Elevating engagement: Fostering Edgy Elements in
a Customer Journey Map
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Use Case — Airport Customer Journey

In this use case, we will explore together how the check-in and boarding processes at an airport are perceived by passengers.

CHECK-IN EXPERIENCE FROM A PASSENGER’S PERCEPTION — CUSTOMER JOURNEY MAP

The check-in and boarding process plays a pivotal role in shaping passenger satisfaction and comfort. Before
deciding on any scope of the business transformation, business processes should be evaluated from the
customer’s perspective.

The IT department knows that there is room for improvement on the IT side. However, they are unsure
whether the current airport services meet travelers' expectations. To clarify this, the Enterprise Design Team

first adopted the EDGY Model and collected customer expectations for each customer-facing business
process.
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3 Phase Approach
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IT Portfolio
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Where are we in the EDGY Model?

v/ Collaboration

A ¢/ Root Cause Analysis

¢/ Customer Journey
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Advantages of the unified approach

Can be applied in various scenarios

Seamless transition from high-level to
details

Accelerates transformational projects




About Trusted Advisor

Headquarters in
Bad Saarow

Strong partner R Customers across

network = 15" Europe

Specialists in IT End-to-End
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How will you mix Edgy?

Sercan Seyranlioglu
Senior Business Consultant

+49 152 0663 83 78
sseyranlioglu@trusted-advisor.com

Christoph Stihmer
Software Consultant

+49 336 314 030 11
cstuehmer@trusted-advisor.com
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Implementing EDGY?

Sercan Seyranlioglu Thomas Kranz

Senior Business Consultant Partner

+49 152 0663 83 78
sseyranlioglu@trusted-advisor.com

+49 172 106 476 5
tkranz@trusted-advisor.com

Christoph Stiihmer
Software Consultant

+49 336 314 030 11
cstuehmer@trusted-advisor.com




Airports struggle to enhance the
customer experience

 Airports are experiencing a widespread
return in demand.

* Airports are growing technology
investment more than any other area of
the travel industry.

 Main objective: 56% ‘enhancing the
customer experience’
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Who arrived in Rome by air?
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