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DEEP
PERSONALIZATION
PERSONALITY DRIVEN DESIGN FOR 
INCREASING CUSTOMER INTIMACY IN THE 
AIR TRAVEL CONTEXT

INTRODUCTION
Air France-KLM is an airline who wants to compete on customer intimacy by 
providing the best customer experience with the greater adaptation of service to 
customer needs. This project was conducted with the goal: to increase the customer 
intimacy by considering customer's personality for personalization.

The Big Five personality model (Goldberg, 1990) has been chosen as the starting 
point of this project. This model describes personality in five main dimensions: 
openness, conscientiousness, extraversion, agreeableness, neuroticism. 

The main outcome of this project is a personality-driven design principle. This 
principle can be used as the guideline for personality-based product and service 
innovation. As a first exploration of collecting personality related information and 
leverage personality in the aviation context, the project results proposed a new 
way of doing personalization, linked the design practice with the user data, gave 
guidance for related further research. 

RECOGNIZE PERSONALITY / 
GETTING MEANINGFUL DATA
Personality is recognizable by translating observable attributes and behaviour cues. In this 
project, the contextual questions were formulated as a way to identity passenger’s personality.

I FEEL GOOD TO START MY TRIP, 
WHEN I HAVE :

 A detailed plan about the trip

A rough structure about the trip

semi in conscientiousnesslow in conscientiousnessHigh in conscientiousness

THE WAY I ARRANGED MY 
LUGGAGE IS MORE CLOSE TO:

In this thesis, a personality driven design principle(figure 3) was derived from the literature study 
and design practices. This principle describes the main concerns, needs and interests of people with 
particular personality in air travel.  The final personality-driven design principle functions as guidance 
in personality-based personalization design practices, which can be applied for personality-based 
product and service innovation for increasing customer intimacy. By providing this principle, this thesis 
is bridging design practices with the use of user data.

INTRODUCING THE PRINCIPLE OF PERSONALITY DRIVEN DESIGN

Figure. 3. Personality driven design principle
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Interaction qualities

Needs

Concerns

“Some sacrifices make me feel a bit 
uncomfortable, but I should help 
people who are in need.

“I don’t want to be bothered by 
other people’s problem/requests in 
my flight trip.”

While traveling, agreeable passengers anticipate the 
needs of others. They may give other people helps and 
may even sacrifice for others at expense of self. For 
instance, agree to change seat with others on the flight, 
even they feel uncomfortable with this request. In this 
situations, being acknowledged is important for them.

While flying, agreeable passengers see themselves as a 

other passengers.

Low agreeableness passengers emphasis on the 
self-value in their flight journey. Stand up for their own 
interests is important for them. They don’t want to be 
bothered by other people’s problem. Their trip is the 
center of their focus.

Acknowledged

Enable to help 
others

Warm

Less disturbed by other people

low openness to experience

Interaction qualitiesNeeds

Concerns

“Following previous steps 
makes me feel at ease.”

They don’t like abstract things. When communicating 
with them, they prefer to get answers like “Yes” or 
“No”, rather than things in between. 

High openness to experience

Needs

Concerns

Interaction qualities

“Creative stimulations 
bring me inspirations”

They are open to try out new services and products, 
and also willing to make changes during their journey.

New options

Surprises

Creativity

explorative

Inspired

Routine concrete

”

High neuroticism

Low neuroticism

Needs

Concerns

Interaction qualities

Needs

Concerns

“Everything gonna be alright”

“I feel more anxiety than others when 
unexpect situations happen.”

They are more pessimistic about a delay or 
other problems in their flight journey. 
Comforting is important for them while 
experiencing the unexpected situations.

They are more calm when dealing with unexpexted 
situations, both with problems and surprises.

Comforting

Accompany

Reassure

empathetic

Acknowledged

Low extraversion

Needs

Concerns

Interaction qualities

Needs

Concerns

Interaction qualities

Meet new people

Attention seeking

“ I enjoy the feeling of being  

the center of attention”

“ I want to get things done without too 

much interpersonal communication”

Extraverted passengers enjoy the feeling of being the 
center of attention. They are looking forward to meet 
new people in their flight journey.

Introverted passengers may too timid to express their 
request on the flight. For instance, ask for an extra meal.

Introvert passengers prefer more private ways of 
interacting, too much interpersonal communication 
makes them feel uncomfortable.

Lively

Passionate

Self space Private Calm

Low conscientiousness

Interaction qualitiesNeeds

Concerns

“Whatever, as long as I can catch up my 
flight.”

Low conscientiousness passengers have their own 
ways of catching the whole process. They have less 
struggles of doing tasks well. Consequently, they may 
not stick to a regular process strictly and have high 
risk of falling in troubles. At the same time they don’t 
want to be taught what to do.

small mistakes are bearable, which makes them feel 
unnecessary to follow the exact standard process.

spontaneous

respectful

on demand 
not being forced 
to change

Less but to the point 
information

High extraversionHigh conscientiousness

Needs

Concerns

Interaction qualities

“I should do things RIGHT !”

High conscientiousness passengers tend to plan 
things ahead and strictly stick to their plan.

They want to do every step well. Doing the right things 
is so important for them. Consequently, they spend 
time on details and expecting appreciation for their 
organize, punctuality and accuracy. What is more, 
they also expect other people as diligent as they are.

Acknowledged

Predictable

transparent

diligent

structured

TAILOR EVERY LITTLE TOUCH POINTS BASED ON “WHO YOU ARE”

The Flight guide, an existing 
product in AF/KL that shows 
p e o p l e  i m p o r t a n t  f l i g h t 
i n f o r m a t i o n  a n d  p o s s i b l e 
relevant recommendations 
after booking a ticket, was seen 
as a good platform to present 
the proposed principle.

By  a p p l y i n g  t h e  p ro p o s e d 
principle, the overall interaction 
a n d  t h e  co n t e n t  o f  F l i g h t 
guide were tailored. The full 
concept starts from recognizing 
personality. Customers will get 
an email after booking a ticket 
from AF/KL, leading them to 
the Flight guide website. With 
their permission, 10 personality 
related questions will be asked. 
Based on their  answers ,  a 
personalized flight guide will be 
shown(figure 4). 

Building on the evaluation 
r e s u l t s ,  s e r v i c e s  t a k i n g 
personality into account by 
applying the proposed principle 
c a n  p o s t i t i v e l y  i n f l u e n c e 
customer experience. 

 HIGH CONSCIENTIOUSNESS -ORIENTED DESIGNORGANIZED

PREPARE
ADEAD

LOW CONSCIENTIOUSNESS-ORIENTED DESIGN SPONTANEITY

SUPPORT

KL0641 to New York
This is KL0641 to New York. 
All time are local times.

Flight statu

Show more

Amsterdam
Amsterdam - Schiphol
(AMS), Netherlands

13:33 Scheduled 13:25 Tue
25 Aug

New York
New York - Jogh F. Kennedy 
International(JFK), USA

15:38 Scheduled 15:25 Tue
25 Aug

Cabin crew
Did you know we have around 8,700 cabin 
crew? We do everything in our power to 
make sure you'll have a pleasant flight.

We typically speak these languages:

Welcome

Read more 

Aircraft

This is Chichen-Itza, the Boeing 
777-200ER used to bring you to New 
York. The aircraft (type) can be changed 
last minute.

Max. number of passengers: 
316

The Boeing 777 is as heavy as:
3 blue whales

The Boeing 777’s nickname: 
triple seven

Weather

Explore things about 
your destination 

How about having 
an encountering? 

You can take or join the plan of people who 
are traveling to the same destination. Enjoy 
the beautiful encountering !

Other people’s plans

Share plan

Read more

Show other situations

When you are 
running a bit late
When you feel you are running late, ask the 
KLM staff for help, we will do our best to help 
you catch up your flight.

NO WORRY, 

WE ARE HERE 

TO HELP !

Feel free to take 
some tips 

Show more

Better to upload your important docs online.
11/6/2017                                     2230 

11/7/2017                                     1220

I always bring a copy of my 
important documents

KLM media app

Download your favourite newspaper and 
magazines before your flight and read 
offline on board - free of charge!

Read on board

Download now

Be more carefree with 
THE KLM APP 

KLM app

Download now

Before your go, grab your phone and 
download the useful KLM app. It's chock full of 
features that keep you up to date on your trip.

Your flight

HIGH EXTRAVERSION-ORIENTED DESIGNLIVELY

PASSIONATE

KL0641 to New York
This is KL0641 to New York. 
All time are local times.

Flight statu

Show more

Amsterdam
Amsterdam - Schiphol
(AMS), Netherlands

13:33 Scheduled 13:25 Tue
25 Aug

New York
New York - Jogh F. Kennedy 
International(JFK), USA

15:38 Scheduled 15:25 Tue
25 Aug

Mr.Chen

Welcome ! 
Thanks for choosing KLM

Cabin crew
Did you know we have around 8,700 cabin 
crew? We do everything in our power to 
make sure you'll have a pleasant flight.

We typically speak these languages:

Welcome

Read more 

Aircraft

This is Chichen-Itza, the Boeing 
777-200ER used to bring you to New 
York. The aircraft (type) can be changed 
last minute.

Max. number of passengers: 
316

The Boeing 777 is as heavy as:
3 blue whales

The Boeing 777’s nickname: 
triple seven

Your flight

LOW EXTRAVERSION-ORIENTED DESIGNCALM

PRIVATE

KL0641 to New York
This is KL0641 to New York. 
All time are local times.

Flight statu

Show more

Amsterdam
Amsterdam - Schiphol
(AMS), Netherlands

13:33 Scheduled 13:25 Tue
25 Aug

New York
New York - Jogh F. Kennedy 
International(JFK), USA

15:38 Scheduled 15:25 Tue
25 Aug

check the answer Other questions 

Read more 

Aircraft

Challenge!

This is Chichen-Itza, the Boeing 777-200ER 
used to bring you to New York. The aircraft 
(type) can be changed last minute.

177

316

580

Do you know what is the Max. number of 

passengers the Boeing 777 can take?

Cabin crew
Did you know we have around 8,700 cabin 
crew? We do everything in our power to make 
sure you'll have a pleasant flight.

We typically speak these languages:

Welcome

Welcome, thanks for choosing KLM

Your flight

HIGH OPENNESS-ORIENTED DESIGNEXPLORATIVE

UNIQUE

LOW OPENNESS-ORIENTED DESIGNAS USUAL

STRAIGHT-
FORWARD

KL0641 to New York
This is KL0641 to New York. 
All time are local times.

Flight statu

Show more

Amsterdam
Amsterdam - Schiphol
(AMS), Netherlands

13:33 Scheduled 13:25 Tue
25 Aug

New York
New York - Jogh F. Kennedy 
International(JFK), USA

15:38 Scheduled 15:25 Tue
25 Aug

Mr.Chen

Welcome ! 
Thanks for choosing KLM

Cabin crew
Did you know we have around 8,700 cabin 
crew? We do everything in our power to 
make sure you'll have a pleasant flight.

We typically speak these languages:

Welcome

Read more 

Aircraft

This is Chichen-Itza, the Boeing 
777-200ER used to bring you to New 
York. The aircraft (type) can be changed 
last minute.

Max. number of passengers: 
316

The Boeing 777 is as heavy as:
3 blue whales

The Boeing 777’s nickname: 
triple seven

Your flight

Figure. 2. The Flightguide tailored by personality

Figure. 1. Personality driven design principle


