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Travel & Transportation ROI FrameworkAirline Example

            BUSINESS CASE

Sample Benefits to be considered in building a collaborative portal for a large airline

 Operational 
Efficiency

Benefits

7. Increase cross-sell/up-sell effectiveness 
8. Provide a consistent user experience across all channels to 

improve  loyalty and gain new customers
9. Improve customer conversion rate
10. Increase customer retention

17. Increase platform flexibility and development agility through code 
reuse, advanced user administration tools, open standards, 
integration and composite application accelerators 

18. Delegate navigation and content changes to business
19. Protect investment in legacy applications

1. Improve customer user experience with a consistently branded 
interface and intuitive simplified navigation

2. Improve customer self service with online fulfillment & real time 
collaboration

3. Enhance customer experience via online community collaboration 
fostering deeper relationships and innovation

4. Address next generation expectations
5. Improve customer satisfaction

Profitable Growth

Benefit Framework

Increase Customer 
Loyalty

Improve Return on IT 
Investments

Increase Team 
Member Productivity

Deliver Exceptional 
Cross Channel User 

Experience

Reduce Cost of 
Service Delivery

6. Reduce cost of customer service and support through increased 
use of self-service 

11. Collaborate and communicate more effectively with employees
12. Reduce new & continuing team member training cost
13. Reduce monitoring and reporting effort
14. Increase velocity via reduced manager time & effort to collect, 

report, and analyze operations and equipment maintenance data 
15. Improve business decision making with faster access to role-

specific information
16. Help executives more fully utilize existing BI data with reporting 

wizards and alerts to enhance business decision making

Implementation Services

Softw are

Maintenance

Costs

Hardw are

Benefits

ROI

Exceptional Online  
Customer Service
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