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Infroducing Mercator

Mercaror is a leading provider of business
technology solutions to the global
hospirality and fravel industry. We
deliver cutting-edge IT solufions rhat
enable business transformation, process
improvement and refurn on investrment
fo more than 100 customers in five
confinents. We also provide the Emirates
Group with the full range of high-end
business technology rhat it demands.

As well as our Customer Loyalty and IT
experfise, we have the unique advantage
of being part of the Emirares Group,

a leader in global travel and aviation
industries.

As the CRM business becomes more
competifive, and the pressure to reduce
costs whilst improving service standards
increases, businesses seeking loyalty
solutions around the world are turning fo
Mercaror for the answers. Our systems
creare an environment in which your
customers benefitr from the increased
recognifion and rewards they deserve
and you can grow a thriving base of
sarisfied customers and refain their long-
ferm loyalty.




Soar.

The Mercaror People

The driving force behind all Mercator
solurions and services is our people.
Our ream of professionals is among the
most experienced in the business, with
sound industry knowledge and IT
expertise. Our team prides ifself on
finding answers fo the problems facing
foday's fravel industry and on providing
proven solutions for future challenges.

Our consultants are dedicated to always
adding the maximum value fo your
business, whether during product
implementations or when shaping
mission critical strafegies.

The Mercaror feam sefs for ifself the
highest possible quality standards and
abides by them. Our professionalism,
aftrention fo defail and commitment fo
quality means that you never have fo
worry. Every module, every function and
every feature is rested and checked, until
we know we have goft it right.




Customer Relafionship & Loyalty Management

Customers now have a world of choice when
it comes fo choosing a brand they feel will
serve them best. Competifors are poised o
lure away your most loyal cusfomers. This
means thar you have ro work harder rthan ever
o keep hold of your most valuable assef,
making it essenfial fo have a business strafegy
around cusfomer understanding fo build
effective customer relationships. In other
words if is vital fo have a Customer
Relationship Management (CRM) strafegy with
cusfomer understanding art ifs hearf fo address
the basic CRM questions, such as who the
cusfomer is, what the customer wants, how
the customer is managed, why the customer
does business with the organisation and who
the comperirors are. Technological
advancement has increased capabilifies fo
berfer understand and manage the cusfomer
efficiently and cost effectively by using
customer knowledge acquired through
frequent flyers and similar customer
darabases.

Exceeding customer expectations requires an
infegrafred, end-fo-end cusfomer management
solution by which fo infuse cusromer
inrelligence info each and every inferaction.
CRM has undoubtedly become a key

differentiaror to secure the maximum possible

revenue and compefitive advanfage.

We have developed a solution which can be
failored to your business and can offer a wide
range of funcrionalities. The system offers
the advanrage of an adaptable and evolving
design, supporfs individual, corporate and
family programmes and provides fargefed
marketing information and a 360° view of
valued customers. In addifion fo increasing
revenues and profifability through long-term
loyalty and repeat business, it will give you
complere flexibility to define strafegies
customised fo fif your needs, the needs of
your custfomers and the market in which
\Jou operare.

Your customers will gef the recognition rhar
they deserve and will thank you for it with
their long-term loyalty. What's more, a
confinual sfream of customer information will
enhance your understanding of your
customer and create fthe services fo march
their needs well info the future.

On the following pages we describe our
approach ro customer loyalty and relationship
management, and infroduce our system - CRIS.

Faithful.




Technical Information

CRIS

Infroduction

It is all o0 easy for customers to feel as if they are very small,
unimportfant pieces in a much larger puzzle. That's why if is
important to recognise them for who they are - valued
customers who deserve fo be freared as individuals with their

own specific needs.

CRIS enables you o do just this. It is the driving force behind a
fruly innovative and dynamic customer loyalry and relationship
management programme and assures your business of a long-rerm

solid base of loyal, happy customers.

The solution's inherent flexibiliry and scalability means that, within
the airline industry, it can be used by any carrier, from small
regional players to the largest global carrier. Thanks fo its powerful
rules engine, the system is readily tailored for the banking and
telecommunications indusfry, as well as being capable of meefing

the demands of any marketplace.

CRIS delivers frue solufions fo identifying the issues of customer
relafions and customer rerenfion. CRIS has proven to be more
than a mere customer database thatr empowers you fo provide
the best possible service to your customers by providing a
unique, unified view of their requirements, wants and needs

on user-friendly screens. It delivers an unrivalled relationship
management fool, differenfiating service and driving profitability

through repeat business.
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Business Benefits

CRIS is Mercator's purpose builf solution for Customer Loyalry and
Relarionship Management.
 Offers the flexibility fo design and evolve Loyalty Programmes
without
Empowers the marketing unir fo deliver highly effective and
fargefred campaigns
Integrates operational systems to deliver enhanced customer
experience
Delivers easy inferner access to customers and staff for
enrolment, redemption and an infegrated view of the customer.
APIs support call centres, reservations, check-in and personalised
customer services enabling CRM ar all rouch points
Gives call cenfre staff a user-friendly interface with fearures rhat
increase productivity such as:
- A member information dashboard
- A list of tasks assigned to staff
- User defined "My Favourites" giving quick access fo
various functions
Offers a Messenger Service for rargefred and evenrt based
communication with mulrilingual support
Reduces operational costs via infernet connectivity
Tracks, monitors and processes customer complaints through an
infegrared service recovery module
Proactively helps to solve small issues before they become

larger problems




CRM & Loyalty Solutions

PNR, Check-In, Ticker and Revenue data provides 360° view of
valued cusfomers

Provides a comprehensive database of PNR records, which are
used for autromatic updating of FFP dafa and service recovery
Provides support for effective Customer Relationship
Management

Evaluares customer liferime value

Supports Individual, Corporate, Family and Young Flyers
Programmes rhrough a single cusfomer reposifory - a key
CRM enabler

Empowers markefing units fo derive CRM inifiarives via powerful
rules-based customer segmentation

Provides the highest functional coverage for member and
cusfomer management, programme management, parfner
management and fulfillmenrt handling

Enables visibility across all touch points to drive service delivery
across all business unifs

Enables extensive partnership management with flexible dafa
exchange mechanism across various parfners

Assures low investment, faster and proven ROI

Highly experienced domain experfs

Showcases lafest fechnology using Open/Service Oriented
Architectrure

PCIDSS (Payment Card Industry Data Security Standard) and
PAI (Partner Alliance Inferface) compliant

Provides an edge in difficult business environment thanks fo

confinuous evolution and innovation

Key Features

Customer Acquisifion
* CRIS acfs as a single repository for the various fypes of
defined customers rogerher with their profile information
across different channels
* Customers can be enrolled in a number of ways:
- Over the web
- Online by a customer service agent while falking
fo the customer
- Barch enrolments through data file upload
- Through the reservatrion system inferface

* CRIS is flexible in defining the customer profile set-up

Tier Management

* CRIS supports mulfiple user-defined fiers

e Tier change criteria are configured info the system. Changes
occur automatically when the criferia are mert and the
appropriare fulfillment procedure is triggered

e Tier change criferia can be configured for individual markerfs

Rule Management
e CRIS has a powerful interface to define the rules for various
promofions, member qualificafions and fier changes

* Three types of rules can be defined in CRIS:

- Promotional
Promotional rules are friggered by member earning

activities, useful for markefing promofion campaigns

The miles earned are recorded as bonus miles and a

special "miles fo dollar" rafe can be associafred. Special

cases of "member gef member"and corporate bonus rules

can be sef

- Conditional
Conditional rules are used to indicate member
qualificafions info the programme. Mulriple conditional

rules can be sef up in the system

- Tier Change
Tier change rules are used fo upgrade, downgrade or

retain members across tiers

* Rewards driven by the business include promoftions such as

cash plus miles or discount on awards. The rules engine can
be sef up fo define the reward promotion based upon various

selection criteria

* The prerequisites for the application of these rules can be set

based upon the following criteria, thus enhancing the power of
the rules engine:
- Member profile details such as fier, territory or country
- Hisftory fransactions e.g. complefion of a number of
similar fransactions
- Activity derails such as flight number or sector
- Special criteria, a fool thar allows writing of a query

including any member aftribure from the database

Mileage Accrual

Miles can be earned as tier miles, miles or bonus miles.

* Tier miles are used fo move members across fiers

Miles are earned fo claim various member rewards
Bonus miles can be awarded on markefing campaigns driven
by member profile, acfiviry aftribures and historic frends
Miles can be autromarically credited to the member's account via:
- PNR repository
- Text file uploads for partner acfivifies
The expiry period for miles can be configured info the
system as per the requirements example with oldest miles
being burned first
Retrospective claims can also be handled in CRIS, for example:
- A passenger fails fo show his FFP membership card ar
check-in. On his refurn he calls the service cenfre fo
claim his miles, the call cenfre agent is able fo verify
fravel by checking the customer data on the PNR
repository, once verified the miles are immediafely

credifred to the member's account

Mileage Redempfion

Miles can be redeemed in real time for flights on the hosr carrier
through the reservation system interface, thereby streamlining
processes and removing the need for manual intervention
Members can redeem multiple activities in one transaction, for
example, flight, hotel accommodation and car hire
Cancellarions are also managed in CRIS with opfions o specify
cancellarion charges or percenfage of miles refurned fo the
member's account

The system supports flexible zonal mapping fo compute
redemprion miles required for rewards

Administration charges are managed such as rush delivery and

cancellation fees
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Family Programme

* CRIS supports the management of a Family Programme. One
member is appointed as the head and any number of family
members can be supported

* Each named person is a full FFP member, earning miles with a

percentage of those miles being posted fo the head's account

Partnership

* FFP members are able fo accrue and redeem miles against

various organisations with whom the host airline has agreements

* Partner confracts are defined in the system and an exchange rate

is sef for each partner

* A comprehensive parfner data exchange module supports
partner accrual and redempfion activities

* Member activifies are uploaded to CRIS and validared prior fo
posting the miles fo member accounts

* Billing reports are auromarically generared

* Double dipping check fearure arfempts fo prevent miles accrual

on mulriple programs for the same fravel

Travel Coordinator
* CRIS supports account management through a customer's
nominated fravel coordinaror, enabling them, on behalf of
the member fo:
- Redeem rewards
- Check flight dertails
- Check mileage balance
- Updare seafing preferences

- Updare special meal or drink preferences

Corporate Loyalty Programme

Comprehensively manages corporate accounts where normal
"earn" and "burn" policies apply

Special bonus schemes can be configured fo individual client
specification

Supports the creafion and management of frequent flyer
programmes for children

An individual can become a corporate member at any point of

fime and can avail corporate and individual benefits

Customer Affairs & Service Audit (CASA)

Customer Affairs & Service Audit - CASA, a module of CRIS,
monirors and logs all incoming and oufgoing customer
communication and incidents, including customer complaints
and compliments

It categorises the complaint and then generates an
acknowledgement using a customised or standard remplare leffer
The CASA module also facilitares workflow management for
invesrigation and service audits from communication, logging
the conract, through invesfigafion, fo compensation
Compensation profiles can be defined against the complaint
categories

CASA is fully integrated with PNR, check-in and tickefing system
fo handle complaint in most efficient manner

Helps o generate various reporfs like mass mailing report,

payment reporfs and confact defails reporft

Other Key Benefits in CASA include:

Document Imaging

CASA converts paper documents info elecfronic images
without the paper-bound constrainfs of fime or distance
It helps fo improve operational efficiency by consolidafing

paper and electronic processes info a single workflow

MS Word Inferface

CASA is capable of exporfing all the documents in MS Word

through its connection with MS Word interface

Mass Mailing

CASA helps in mass mailing fo send bulk emails like newsletters
and promorional offers

Promotions can be senf via email or fax and scheduled for
specific dares

CASA can create email and fax confents in multiple languages
CASA is capable of creating emails in plain text or hrml format
CASA has the ability fo segment and send valuable information
fo members. For example, you may send messages fo members if

there is any change fo a specific flight schedule

Customer Messenger

CRIS has a powerful messenger service thaf can be segmenfed to
send valuable information fo members. For example, a member

may want fo know if there is any change in their flight schedule

* This can be achieved through aufomarically sending them an

SMS message or e-mail, either on an ad-hoc basis or as a broadcast

* CRIS has the capability fo maintain lerfer templates for different
methods of communication (CMS, SMS or postal mail)

* CRIS messenger is a dynamic fool that provides mulfi-lingual
support

* Other communication mediums rhat can be supported in CRIS

are fax, IVR and postal mail
Customer Information Repository

PNR Repository
CRIS provides a comprehensive repository of customer bookings
which is a very useful element fo enable CRM. This repository can
be used for:

* Aufomatic updating of fravel preferences

* Auromaric accrual

* Verification of refro claims

 Confirmation of actual fravel
Detailed information can be generared based on the travel patterns

of each passenger.

Check-in Repository
CRIS provides complefe informarion of check-in records, which
can be used for:

* Promotions

* Handling retros

* Investigarion of dispufes

* Boarding card and baggage for handling complainfs

* Directly integrated with tickefing and loyalry systems

¢ Passenger downgrade/upgrade information at check-in time

n
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* Relevant information is available in the system as soon as
check-in closes
* Go show / no show processing

* Accepts paper tickets issued by other airlines

Ticket Repository
CRIS fickefting system is fully infegrafed with reservations and
check-in sysfem and can be used:

* To handle complainfs

* To manage promofions

* To manage accruals
Customer Relationship Management

Acquisition

CRIS allows you fo culrivare strong, effective relationships with
cusfomers, by helping markerers learn as much as possible about
each consumer's specific needs, preferences and behaviours.
Similar fo direct markefing, CRIS is a multi channel marketing
vehicle; achieving successful CRM requires a multi-facered
knowledge base, including an understanding of customers, sales,
markefing effectiveness, responsiveness and markef frends, which
is complerely provided by CRIS.

A key facror for the growth of any business is the acquisifion of
new customers and the refenfion of existing clients. While
cusfomer acquisifion is a key goal, it poses challenges, including
potentially high marketing costs and efforts needed fo close a sale.
Companies, regardless of size and geography are looking fo:

* Expand their customer base

* Minimise costs and customer acquisifion lead fimes
* Improve customer relafionships by creating effective

loyalty programmes

Everybody wants fo ger the most ouf of their business, so customer
acquisition means the implementation of client-specific strafregies
to help reach your customer goals. These targered sfraregies are
designed around specific business needs. Whether through affiliare
markefing, alrernative media straregy, or other methods, CRIS will
deliver customer acquisition results tailored fo your needs.
Through CRIS, customer acquisifion isn't just about geffing you
new cusfomers; it's about geffing you the right customers. For a
business, cost-effective customer acquisition requires fargered

custfomer sfraregy.

Segmentation

CRIS has a powerful messenger service thar can be segmented to
send valuable information fo members. For example, an airline
may wish fo send promofional messages upon qualificafion fo a
higher rier. This can be achieved through automarically sending the
customer an SMS message or e-mail, either on an ad-hoc basis or

as a broadcast.

Lifetime Value

Cusromer liferime value has infuitive appeal as a markering
concepf, because in theory it represents exactly how much each
customer is worth in monetary terms, and therefore exactly how
much a marketing department should be willing fo spend o

acquire each customer. CRIS recognises the complexiry of and

uncertainty surrounding customer relationships, and has built its
own sef of rules for calcularing a customer's lifetime value called a
Member Score, a feature which derives information from the

revenue generafion through that customer.

Empowering rouch points with customer knowledge

* CRIS has the capability fo strengthen your brand with seamless
cusfomer fouch poinfs

* Delight customers with fransparent, warm inferfaces

* Enable one-ro-one markefing, strengthening cusromer
relarionships

* Assess customer-cenfricity; value proposition gap analysis

* Empower customers in the use of each inferface

* Ensure cross-inferface dafa availabiliry

* Capture both verbal and non-verbal information

* Balance style and substance for optimal profit and experiences

CRIS helps you achieve exceptional confact and customer
relationship management, empowering your sales force and
distributed business feams with access fo your lafest client
inferactions and company activifies. It can be complerely failored
fo your company through simple, point-and-click business user
configurarions, saving you the hassle and high cost of other CRM
providers. It is an on-demand fool thar can literally be set up in

hours or delivered to you on-premises.

Administration

* The CRIS administration module facilirares the easy one fime seft

up and maintenance of reference data such as customer types,

activiry rypes, enrolment methods and fiers

CRIS uses Oracle's scheduling feature fo execure offline
jobs such as tier upgrades, card fulfillment and welcome
lerfer mailing

CRIS mainrains leffer remplates used for communication by
the call cenfre agents

CRIS security can be maintained ar group and user levels.
Access fo different modules can be restricred at both levels
The CRIS rules engine is defined and confrolled at the
administrarion level

The System Query Builder module gives an administrafror

further access to various data elements stored in the database

Technical Architecture

CRIS has been developed using stafre-of-rhe-art, open and scalable

fechnology:

* Oracle Darabase

* Any reporfing tool, such as business objects

* Runs on UNIX, Windows NT, Windows 2000

* Microsoft IIS 6.0 or above

* MQ Series (Optional)

* Comprehensive sef of web services are available for third
party sysfem inferfaces

¢ Has enabled interfaces with IVR, CTI, Fax, SMS, Email,
POS efc...

Product Development Strafregy

The CRIS product development sfraregy focuses on empowering

cusfomer fouch poinfs with comprehensive cusfomer knowledge
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provided through an inregrared system architecture.

CRIS'enabling philosophy is fo achieve visibility across all channels

and drive service delivery across all business units.

Other Features

Child Programme - CRIS supports a child programme which
helps recognise young flyers, rewarding by enhancing their
fravel experience. The sysfem can sef this up exactly as the adulr
programme with additional requirements of a parent/guardian
linked fo this account

Purchase of Miles - A customer can purchase extra miles to
fop up a personal account. Payment can be made directly on the
system or inferfaced through online payment gareway

Alias Cards - Co-branded card information or any other loyalty

membership details can be stored to help farger campaigns

L]

Country Based Address Logic - A unique feafure fo support
counfry wise logic in the address remplare helps reduce incorrect
and incomplete mailing informarion. Mulriple templates can be
defined for different countries which are available based on the
country selected by the customer

Alias Names - CRIS has a feature fo sfore alias names of a
member fo facilitate aufo accrual and minimise the risk of
rejection due fo name mismarch

Query Builder - Multiple queries for different functionalifies
can be sef using the query builder. This fearure is similar ro
create PL/SQL block or Dynamic Query in CRIS using the
query builder

Fulfillment - Different methods of fulfillment, (paper, email),

can be made available for various communication (statement,

cards, welcome letters efc...) in multiple languages

Multilingual Support - CRIS has the capability fo support
different languages fo enhance communication with the cusromer
Workflow - CRIS provides a comprehensive module of
cusfomer confact, may it be complaints, complimenfs or queries,
while keeping a log of all incoming and outgoing
communicafion. This correspondence can be assigned fo
individuals or deparfrments who can frack the assigned case on
the workflow. This is supporfed with escalations and reminders
based on expected completion dafe; the dynamic module can be

sef up and modified most conveniently as and when required

CRM & Loyalty Solutions
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Mercator
EGTC 5th Floor
PO Box 686
Dubai

UAE

Tel: +971 4 203 3135
Fax:  +9714 203 3170

E-mail: info@




