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How will customers find out about the service?
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* Online Advertising (airlines/retailers)
e Passengers posting to Social Networks
e CPH Website options

¢ QR directs to mobile CPHCloud information

* Topup Coin Box (and promotions)

e Shop Counters

* Cloud logo in ‘dropspots’ (stakeholders using it)
e Indoor Branding

TOUCHPOINTS

¢ Boarding Pass + Postcard
e Brochures + Leaflet

e See Others Using It
e Word of Mouth
¢ Direct Information From Staff

* Direct Marketing before/after ticket sale

centre person

¢ Clarification of the service and benefits

barriers

¢ Airlines (magazines)
* Shops inside CPH
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JOIN

How will they join up? What will the experience be like?

How will the customer access and participate in the service? What will be the benefits of the service?
What will the experience be like? How will we support then?

DEVELOP

How would customers help their friends and family join up?
How will their relationship with the service change over time?

How will the leaving experience feel? Why will they leave?

e CPHCloud Website account sign up

e CPHCloud Website to customise ticket

e Social Networks intergration
e Online account ‘Piggybank’
e Campaigns and special offers

e Thank You Message
e Summary of CPH Journey
e Tips About Your Destination

e Smartphone Application account sign up

* Smartphone Application for viewing/changing ticket options
e Push Information for new/important information

¢ Airline Counters
e Check in Kiosk

e Windows (access useful/historical information)
* Topup Coin Box (add credit to ticket]
e |nteractive, ticket activated screens

* \View/change/add ticket options at checkin Kiosks
e Use currency on ticket at shops
e Get help at info Desks

e Wifi access connected with ticket
e Special offers on new facilities

e Brochures + Application Form

* Boarding Pass (key touch point for passeneger)

» Postcard from your trip / service invite

¢ Feedback Forms at Gates and in Plane

e Staff Intervention and help
 Face-to-Face Interaction with retail, airline and airport staff for information or help

* Gift flight ticket and/or credit

e Free Direct Connection by Payphone
e Traditional number to call for mobile phones

e Courtesy calls about experience
* ‘Premium requests’ through dedicated phoneline

e Ease of use
e Non-smartphone users

* Ease of Use
* Delivering Instant Help

* Airlines (magazines)
* Shops inside CPH

e Airlines
* Shops inside CPH
e Banks

¢ Social Networks
e Airlines
¢ Postal Service
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