
ACTION PLAN
SHIFT ACTION

Customer 
Dynamics

Blurred Lines 
of Reality

Technology Home 
Invasion

Explore ways to engage your customers 
beyond the booking transaction. Determine 
how can you keep the conversation relevant 
and in which channels.

Go out and experience VR, and talk to your 
suppliers about accessing VR footage.

Review what other markets are doing.  
Experiment with the Qantas Concierge bot 
and download Hipmunk a travel chatbot.   

Sustainability 
has a makeover

Travel Butterfly 
Effect

Create your top 10 tips for sustainable travel 
and make a list of brands that are socially 
responsible.

Find and learn about three 
products/brands/destinations that offer 
transformational experiences that you can 
integrate into your pitch.
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WHAT YOU CAN DO? 
1. CUSTOMER DYNAMICS

TEAM 2

TEAM 3

THINK
Communication channels are constantly changing, most of this 
comes down to the smart phone. 

DO
Explore ways to engage your customers beyond the booking 
transaction? How can you keep the conversation relevant and in 
what channels?



WHAT YOU CAN DO?
2. BLURRED LINES OF REALITY

TEAM 2

TEAM 3

THINK
Look at what immersive technology you could add to enhance 
the customer experience  

DO
Go out and experience VR, and talk to your suppliers about 
accessing VR footage



WHAT YOU CAN DO?
3. TECHNOLOGY HOME INVASION

TEAM 2

TEAM 3

THINK
Are you using technology to the best of your ability and is it 
being used in such a way that it is enhancing the customer 
experience? 

DO
Review what other markets are doing.  Experiment with the 
Qantas Concierge bot and download Hipmunk a travel chatbot.   



WHAT YOU CAN DO?
4. SUSTAINABILITY HAS A MAKEOVER

TEAM 2

TEAM 3

THINK
How can you help your customers make 
better sustainable choices?

DO
Create your top 10 tips for sustainable travel and make 
a list of brands that are socially responsible.



WHAT YOU CAN DO?
5. TRAVEL BUTTERFLY EFFECT

TEAM 2

TEAM 3

THINK
Reflect on a travel experience that shifted you somehow or 
somewhere.  Think about what brands in the market fit this rising 
trend and  how can you capitalise on it.

DO
Find and learn about three products/brands/destinations that offer 
transformational experiences that you can integrate into your pitch.


