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What is User Experience?
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What is User Experience?
What does it have to do with data?
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| didn't know anything about the travel
industry, how pricing worked, how

information got passed between airline
systems, how airlines made decisions...

all I knew was how to write code and |
had a problem and | thought other
people did as well...

[increasingly] the debate about who
owns the content is secondary in
iImportance to how that content gets
used

Adam Goldstein
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Uber
* Redefining taxi, as a mobile app that connects a network

LINERE AR CONFIRMATION RECEIPT

“Customers will have an
experience; the guestion is,
will 1t be one you
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Lessons Learned from Airline Deregulation

What happened?

e Where was the tension in the

» Controls lifted 1978 airline System?
* Fly anywhere (in US) v How did it get addressed?
> CElES ey [DiEE  Where is the tension in public
What was Impact? sector surface transportation?
v How might it be
addressed?

e What role do data driven
solutions play?

 What does this mean for
user experience?
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#1. Dramatic Price Innovation
emerging from Airline Deregulation

What Happened?

New low fare airlines
New price competition

Intense financial
pressure

Fight for survival

What was result?

Continuous evolution of
prices, restrictions

Distinguish price driven
VS non-price customers

Higher load factors
New customers

New data science

Copyright © 2013-2014 by Teradata. All rights reserved.

Average Round-Trip U.S. Domestic Airfares

S Inflation-Adjusted 2011 Dollars, 1979 to 2011
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30 year decline in real price is 35%
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Price Innovation in public sector transportation

What is situation?
O EXPRESS LANES
e Funding limitations s FASTRAK TOLL

 Infrastructure crisis TO Weirick/Dos Lagos S0

« Rising expectations T0 '9" >0.00 11 MINS
' A 70 MINS

HOV 2+ NO TOLL

What is opportunity?
e Tension between

> Private vs public
funding

> New roadway building
VS maintenance

> More transit vs more
roadways

* Not all trips are equally
important
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Stockholm Congestion Pricing
Understanding from detail data

s travel patterns are much less stable
than you might think... each day
people make new decisions and
people change, work changes...

Who changed? And
where did they go?
They don’t know
themselves

«each day decisions are nudged ever

« Permau.cnt after.2Q07 so slightly away from rush-hour car
. driving in a way people do not even
What was r notice...

* Total traffic « [when addressing social systems]

* Transitup +¢ ' . 8 create incentives, don't plan details,
.« <50% dema | let people figure out how to adapt

other mode7

happenF i
Jonas Eliasson

Director Centre for Transport Studies at
Royal Institute of Technology (Sweden)

e |
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#2. New Route Networks emerging from
airline deregulation

What Happened?
* Routes realigned in hubs

 New provider types

 Hub driven expansion

What was Result?
Greater connectivity
Many new flights
New customers
Higher load factors
Competitive growth

Data tools for
managing contribution
& performance

US Airline Domestic
Route Structures
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Capacity & Service Innovation in public sector
transportation

What is Situation?

« Manage congestion

* Improve connectivity

* Improve return on
investments

» Rising user expectations

What is Opportunity? “we need a system that is
« HOT lanes, better access robust to modeling error... a
« Public-private partners system of growth and
for road, rail and transit development where we don’t
. Improve transit and last need to project correctly in
mile solutions order to succeed”

« Network flow focus Charles Marohn
Streets.MN
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http://usa.streetsblog.org/author/charles-marohn/
http://usa.streetsblog.org/author/charles-marohn/
http://www.streets.mn/2012/07/23/the-projections-fallacy/

The Transit Coalition FUTURE VISION Multi-Modal Mobility

91 Freeway Corridor
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e Private-public partnerships for road, rail, transit
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Capacity and service integration

Anaheim Regional Transportation Intermodal Center
 Rail: Amtrak intercity and Metrolink commuter

 Bus: Orange County Transportation (OCTA), Anaheim Resort Transit
(ART), and Megabus

 Highway: access to California State Route 57
» Bicycle: directly accessible from Santa Ana River Trail

Proposed terminus of:

 Future streetcar to
Anaheim Resort and
Platinum Triangle

« California High Speed
Rail
» California — Nevada
i Maglev
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Regional Mobility Hubs

Greater Toronto

“system of connected
mobility hubs”:

=i Picture- « for transit

* high density
development

e customer service
excellence

e as origin, destination,
or transfer point for a
significant portion of
trips...
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Singapore Land Transport Authority

Achieving excellence in people centered land transport

Problem/Challenge

* Plan for road, rail, bus, taxi and private
vehicle network

* IT systems not designed for analytics

« Amount of data online is insufficient

Solution

* Integrate data from disparate systems for
high volume data crunching, statistical

...policy and planning decisions

analysis and reporting with fast turnaround are critical
success factors...our expertise,
Result knowledge and experience are
] ) ) ) complemented by data-driven
* Information readily available for analyzing analytics on different domains

historical KPIs and travel patterns
...to achieve a people centered

« New measures of user experience land transportation system

« Measure efficiency levels & resource use - Rosina Howe, Group Director of Innovation

and Infocomm Technology, LTA

« Support modeling for strategic plans
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#3. Customer innovation emerging from
airline deregulation

What Happened?

 Mileage based FFP
created

 Program expands
beyond airlines

What was Result?

» Better differentiate for
high value customers

[ 4 - 77
Opportunities for an a|ytICS
marketing Reservations | Redeem Miles | Sales & Offers
communication YOUR CHANCE TO SAY,
Partners add value for “BEEN THERE DONE THAT -

customer and carrier

Data driven customer
experience innovation

8 . ing )
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Standby Upgrades
Available for Purchase
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Want to upgrade to First Class?

If the Class code on your boarding

card is B, H, K, M, Q or Y, you may use€

your credit card to purchase an
PEEEN] upgrade to first class.
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Nishi-Nippon Railroad Co.
Smart Card Analytics

Problem/Challenge

e Large railway and provider of local and
long-distance bus service

e Changing customer demographics

Solution

e Launched Nimoca smart card, for fare
payment and retail shopping outlets

e Equip users with near-real time analytics

“The broad and quick service cycle
linking the three players—card
holders, member stores and

. i i NIMOCA Co.—will improve the
provides details of daily purchases benefits each player gets”

Result

e Customer analysis for participating stores,

= Stores conduct more effective marketing ~Masataka Sugimoto,
and improve customer service Nishi-Nippon Railroad Co

= Expansion into alliances with cards and
services provided by other rail, bus, etc

ghts reserved. TERADATA




Mobility Hubs in Toronto

Engaging Customers in the Funding Challenge

THE
BIG

MOVE

TRANSFORMING TRANSPORTATION IN THE
GREATER TORONTO AND HAMILTON AREA
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Share Your Choices Build the conversation and keep informed

AD

Thank you for panicipating!
Visit www BighMove.ca
for more infarmation
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PAYING THE FARE &

THE CHALLENGES
UNMDERSTANDING THE PLAM

Thank you for panicipating!
Visit www Bighove.ca
for more infarmation

SPREADING THEWORD &

v
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METROLINX

An agency of the Government of Oraria
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So, what does User Experience have to do
with Big Data?

Tension exists in: Analytic Insights from:

[}
1

Customers will have an experience: will it
be one you designhed?




Opportunity In Transportation Data
Integration is a “force multiplier”

Real advantageZonaRrs$dfedny ittiegrating ulagn leveraging accumulated data
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TERADATA.

THANK YOU!

Read more on Teradata Voice on Forbes.com
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