Personalised service recovery:
an enhanced passenger experience during operational disruptions
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personalised service recovery

Tuesday 7 July Operated by: NS International
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Depart from Amsterdam
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Operated by: KLM Royal Dutch Airlines
° Attention, this option is weather dependent

Arrival at London
Heathrow Airport
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e First, | will explain in a few steps what we are

going to do. Are you in? Wednesday 8 July x

) E.t 11:30 AM

Included: Overnight stay
Let’s start
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Schiphol Airport facilities

Your flight has been cancelled due to bad weather. The strong
winds have a major impact on air traffic at Schiphol Airport. L
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Definitely, the airline industry is currently progressively optimising,
yet one area remains relatively uncharted: what happens to the
passengers when disruptions do occur? These disruptions can cause
disastrous customer experiences and result in large operational losses.
The presented solution Is called 'Emma’, a digital ground attendant
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Integrated into the KLM app, who knows precisely how to give her
beloved passengers back the control during unexpected and unpleasant
situations. She enables passengers to solve their disrupted flight when
a disruption is announced by pro- actively sharing information, offering
solutions and giving recommendations.
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