w
S
©

>
wv
wv
I
c
wv
5

@
-

£
9]
g
5

b=
5
wv
c
=
=

AT

5k
BUIBFIRL 1

DU

SFE=T




Executive Report
T I

IBM 72 VB8RS & T IBM iX [2&B321E

BEMNEEETCHVIRRERE CHHS IBM Ik, B
Bg. T7/09—, BENERELTHEPEEER
DEBFRICEWHEATOE Y, RROMFREIESES
BEIRAEEZ. TDORBICEITTeBEDEVHM
ERELET, HETIEREDIISNGVKLSGIRES
T—E2ZH5B[EHL, BMOTHAVEBEICLOTE
LT T 7 RRELET, BEK B, HED
EERRICTBD TIANY TR ERMET BT EICEER
EBEE. INTOHBEERELTWET, IBM OEY
HHrx. BICRZABEIRR « A\ M E[LREHEIC
Ee5dTEEBRIELTVEY, LI, ibm.com/
ibmix Z&BEREEL,


http://ibm.com/ibmix
http://ibm.com/ibmix

FXREHRENICREYT

RiTEEDE. ANDSFBIEEH B, BITTDAL
EPBVEELEAICES>TIERGMEBR TIEH S
B RAIEFSDII, BEEZAA—MT7vTIL—
FLIW, BEFEEZES5ZZEEDEE. BANE
HEE KU T WMBAO DS, 20 FELLEITHTED
T HRORTERIL. TIFIV - 4/ RX—=3>7D
TERONTIZICHD >z, Ffew TOAVATLEMITHL
TEHIERITHERTHB, LHL. TOEROEMN
—RZ—2v &, MADRITEH 5, RN EER
HREREIRMTHTET. BRIEBICHF SRR
TBHLOITE e, Z LT BERDEFIZLY S|
HDICHFEY, BREELWEDICEIAETH S, Ik
TERIE. TIIV - VAR a™"ERTITBHE
LT BRITE DRSS TEARGEEE PR L WVEKITIS
Z GBI TETNSE LRAREREIRIt T 52 &
T. TOBWEHFTITBHTIENTES,

TCIRERE. MRS

BRI ZT14— « TAJ S LD, RITCOMSH DI~V EBEEHBROEHE
T ARG DBBAADORIDGANEEN T 5T LTl CROMEANE L Z1a<, R
I2. 1990 FHDA 2 —2w FOBELOR. MRITEFRIE. 7 I 2IVDRABEBIRICEL
TSN —Z—MNFECH o, ER. TALA HLLEBPY—EA BREERIC
Y577/ 07 —ZRBEIAN INTEALEFTEBRE DR RAET IV ETRICERAT
BHTET, MITHRFUIBICKIME LT O TET

HRORITERICHITEZEEDAE—RIZETENITH D, SESFETV/ 0Tk
DA/ N—=2aVH ATEROEEZEZTET, HIAE. Aitbus HEEDER) —2—
I&. 3D UV MEMTERWIAA T, Y —IUER T AN T, SBRAERDEER L% Big
LT, SRS TEM TIRBO/N S HEHRATRICLTW D, REBICKYBMTEED
KEFEDVR—ZMCEBRALEAS T, "AirFrance-KLM #Hid. ATHIEE (A) EfEAlc
IN=VFIV-TIZI bSOV V VT ERHL T BEY—ERERLELTNS, 2
00—\« KTV« FT—>D Marriott #t1&. RIBIEE (VR) AERLT. BEEHILE
TREGEBICEGHSICLT. HRADHSPZBEIHMICHRITLTWVB LS GRERENREL
DBEBRERMILTVD, *AXRICHSEBLEBARTIVTCIE. A7 UV b - ORy b
EEALT BipaEA R, Ovh—%=FELEY. NIAF—EVT - H—ER=ZRMHL
feILTLns, ¢

Ja—/\Jb - K7V« Fr—2ODHilton #tik, A9 =747 - AvEa—T17 & Al %7
FBLT [Conniel EWLSEBIOORY McLBDY—ERE/\1Ov MIITIRHEL TV, KE
ENHIRDEN T S0 a>PETTHDYRIATIVORFHIEEABR T & [Conniel
BEZTND, *A—ARSUT7D Sydney Airport #tld. FRIDITHEEEERIAL T, BEiE
DEMAEENL, BESFAEDMNBEWRETHTET. ERIEFNAOMR(LE B L E R
LTWB, *BIDA—A RS U7 DIRITEZE T % Webjet # Cld R TILFHD A EE T Oy
TFT-UEMAEFBLTCHREL, Bk, 2%, CREErELSYi,  HESADOEH
HEETHS Thomson #Hid. BIASFENIE (NLP) #eE=xFIBLIZHLOF vy bRy S -
V—IUEEo T FITHRBREHEEC T, RITREEDI VT —I AV MERILL TV, °



HRPDWNBECAT

@
o

63%
FAERNRTHAMTERDRERBD
63%H, ERBD/N)1—-FI—>
DRtz 1— - ETIVICBEIRZ
5NDoDhBEEE L,

FE

AERR THDMITERDOREED
HHH, FRITERLAEROHRR
BBNENTEOTNBLEEE LTz

57%
PEWNRCTHAMITERDEEED
57%hH. FEPEDFEADEESL
DHEEDBIFEDOEEICHERMIFL
TWBEEZELT,

COEIMA A/ RX=2 32 DB RITERICEOTHGREZEHF LT LEDIT
LOERERIEL TS, NEGEMDEREFR. BEIEMRTY —ERITHLT &2
B C—BIEDD2EERZE RO TN D,

TERDEE | FODRITY — XL, BEBRARICED W EETINEEREZZITDDH B,
ZLT COEAIRRITERIFICELEESED, BFEERTIE. FIZIE Ford Motor
Company #7558, by TELGEEENEROEHE (£/) EREITHEVIEIXAET
DB, EEUTA— « U—EZNEZDETIVEEZDDH 5, * ATERTIE. BED
Tui Travel i EDREN. BEBEMARBRIEEDE Y XX ET IV ATEBNICH LED TR, &
BFEHNSRE. Tui 77 ROMZEME. BRRMBICWLDE CaENERITEREZ IR
w3, "

BEE COLOBEACHDR T —ERICENSIC DN, —EMOLGWRLAITHEL
WH—ERICFEBRISZ T T £OICE>TV5, BAEDRITRE. &b Eh 7oL X
REFGLINTY—ERDF T3, 1_—7§EE§12!S%§7&,HJ%11LTL\%>O Ffe. kDB
LEDEFICANSNEWNEE. SOBERISBETHOEIFZIRICEZSMEADHD. !

EOHDEROWBOATREMEIFEAL L TEO T FRAGBEEGSTVD, "Hl
WT D2 Vil A EHE A A T ANS T E T HREBAEDIEORITR AT EET
BDERENBEIRETCVD, HIZIE. Onefinestay # Airbnb A7 E1E, /ERDATILD
METIFECFITELHIN TV SRROTBRAMEICFHTEDLSICLI, " Fief
LOWENAIVERITY —EZXRHD Lola HTIE. Frv bRy MRBEAEHEDE T, K
TEDBETFHLIEU. RITDO NS TIVEBRLIE) T 5 —EXEREL. HhD T2 —
v MEEMERBIRIBEDONEAHRLIZEDIC. SEIEAVE2—2y MEEDNTEEHE
BRLTce "A2ZAVTRYS « DT VT PROESIREDHY —ERFRETEI
FLAZRERERL TS Rover #Hid. v hOEWELFBEDMEEAZHERAIHET DI
W, °



bixfe. Hfcl. TUTE2E

RITER DR BRI EFRITT I HMEMNEIRIES T DR EAFRH L T D, 2,000 A&
ABDEFIE D) — 2 —HEXRIC. Economist Intelligence Unit #t&HETRAELZ. 2016
IBM Institute for Business Value 7 A—/\/b « TV AT L+ H— «*4? & IRITEFR DR
EBD 63%HERED/N\ 21—« Fr—UFFHLWN\J1— - EFIVICEEHRDYDDHS
EEELTWVS, ifl FHORERBON #17%5‘?&1’@%5‘?@?5%‘?75\3&\§L\ BoOTW
BEEE L, &5 57%0)%2.%.}%75\ FEPEDFENOEELOREDEIFEDEE
‘%3%7&&&LTL\%>&KZ'CL\%

RITERDREBEZOBEENBHNINTVAIREDHIENZRIEIE. [Everyone-to-
Everyone (E2E) | T/ Z—¢(MUINAARDATEZ DDA —FEDLHIPT LY, E2E T
JZ—IFLL T DBERET: 4 DDORHED D 5.

W= L BEND DY —LLRAZREIRX « TAVATLIKEDVTWVS

XARE IR/ \— N —DEERRIE. ZOBE -/ \— b —EBDTEN Z—XICRIL. E
ELTWDS

HER  BELEBZSCINTOA B/ HBEEIKETS
AVZT47 i TRICEDEREL. BEFBL. FATHENERD ®128)

BE1
E2E Ta/3—00 4 DORHY

LIESED

sy % St

A9=747

Hi#lL : IBM Institute for Business Value 12 &% 7041



HRPDNBHECAT

KEEmzEld, 39 =-57«7-aE1—F71
VI EFERLT, BRETOEMEDEY
DR LE%ERIR

REMZEE. 7T—2TFHIT4AEDT T+
7 - AvbEa—7ar7EFRLT. BRSO
EMEERMEDR L ZK o, KEEMZETIE.
BEOY —ZAh &t T —2EFEEEL T —
AHEIE - DT BTET. LEITIEFRATI A
Do EREFRE R DIFHEBLSICEY., B
EaCKHBEY R LR E K RRD DIERE
ICTCEBRELSTR—ILTWVB, RFEEIL. 7
NZNORIEZERIENF BT 2D TIE S
o EEVTIVAA LISEVRE TOWERE A
FIBIENTES, Tl FFIR—TIv—Id
ZDEHRE OEM EHBITBIET. HEEE
WEBHIENTES, AV T4 T EFEALA
ZITFTICEOT KEMZETIEBREDLS
BERETD)— KRR A L% 90% fEiEliz, 7

E2E EVXRBIEIIBD TCT IRV TH D, A E1—2—DRAFEAH S, 1950 FLD
SABRE TV R T LDBER T RATERIET IR+ /RN— 3> OFROITEE ot ©

FRITEFRIE. TIZIVDEAICS N TEL T O ADESHRIcHhHBHEEZSND, D
BT7F 2D T IR - NSV ATH—A—=23> EBIKIETIZIV - ULy
ANDBRDORITH S, RITICEALTERAX. TI2IUEIKE. 7014 TOF 7y bET
BEQTACREYR—NTBTIZI - Y RT LD BB, HIZIE. FIHID SABRE EHZ
Nt iz, LHl. SERITREETESG(CH. BREONBEBETFHNTCESF 517 -
H—EZNEELLDDH D,

RITEFEDT IR bV RTH—A—avid, SUBEAH DLENEED THD, 7
N, RITEESKICOEET IV RIVEREL LT O ADKETH B, —BDTIZ)b-
JRTLBIOTOCREEFEDEBEICEOT TIVMICEE SN IRITER I,
BEICHLT BAIChOE A A F v XIVOBEEEBRERETED, BEEMEHIEEST
WB—BIELT. IRITEENIRITTNT A MOSINELeT—2E. BADY—v)b - A
TATDF v 2V ERHEDE T MO THRAERA DS VMRIB TS #1252 9 DHAE
Hd5,



ZLT HRATEBDT I 2I VAR 2avbld, cNaES|ISEDTEDTH D, 7
ZIVEMDZZNCEDT TIZIV - VAR a2y ERBLULRITEREIE. RITEED
EERACEEZIILHETHHERRE EOBRUEDRANGBEZTTD, BBELTH
BIZZ0. BREARR - MEZHEOPOEL BN, RITEEZRHITHIETH
%, BHNHD DIRRINEEEERRE ROMRNG T ECIRE TSI, RITEEEZTD
IS=bF—ZEBRIAVATLEFEZBBEL W ELNHD (K251,

&2
TR, TRV« 8TURAT A=A =2 avEmRRC, TIZV - DA R arN

o' oy °
0o 9‘ O ©
0%0% o101 o v o
8969 o110 =N
o%0f (I) 1 (I) 1 0,010
5000 1010
252 TIRI -
TIZI - Y43y
= FIVARTH—=A—=2aY _ ThETIEEb ok
TIZIE EORRDTRCOBEE T I, T I - T/ AT EERL,
BADYY—ZPTOLZIC BADBEED = —ZEI+ 2 YITHAS ERAVSHEE, o
F4/09—EEELT BEEHBEAIHT BEURBREBLT
(LTS IS EREA T

Hidit : IBM Institute for Business Value I2 & %747



HRPDNBHECAT

FACT R TIFRL

TIR ) AoRaviE. 927 R JOvsFr—0 BINAIL, loT BE. EHD
TIORIEMEEHFEDLE T, BREL/ N\~ —DOBERMEBHERET S, FILIERLET
OVRTLICEY, BEEPMHOFNEZEBRFREICELT. BB DBANTEEIARE - i Th
%o TIRIV AR IUNCEBRILIEREIE. A RZ—To5— N1 )\~ F—
ELTnBREERL. BEEOBRUEERDD TSV N T4+ — L BEHITD,

TIZIBEEFZLDZE. TI2)IV - VAR 23y OBETEMUICII D, [HEMKIARE
LIcBfier > 72838 EY. TIORIVMFEBTEENAZ2— 7y TREE T4
WAV Y3V DRMZE T TITHRATLN D, b, TOEYRAET VAR TR
BOLOTHNE, TI8)V-ZA2— 7y ThER, BFETSICRRRGREEZ LS.
EFRDOU—Z—ITHLWRSFDENZ DS SRR DO TL B,

BIZIE. AVTAHIVZTINERSE TS, BENBS KO T -2 RS>IT7/ OI— %
TH% Koniku #id, ARBOEEMEEELcOVE1—42— - Fy T EERLTNS, <D
FulE. MEEHPEEOLF 1) T — « VAT LAITRBAIN. AEH DHERITEEN
TBEAEHRT D, Koniku #TlE. TOBERN—ADF v /% RO—ITHRABL. &eMts
MEREOB EHERZDTEFSFEL NS, ©

FRATERICRHEL CRRII SN eRPIDT OV FT— 20D 1 DTH5 Winding Tree 1
& BRITATODEHEREDY—7y LA REBRLT VNS, BHOT—23AD
A—TV—Z-TOrUE TOvIFI—r ETREEN. FROUKRI M) — - F—
BNDT 7 AEAREE %, Z DRI M) —BRIEHB SN BELI IR AT LRNICH
%, FEHDBIZEIE. FRITICHITHPEEBEZHRL. XM EHIR T 5T &Cdh D, Winding
Tree HOFEAMTIE. TTICWLK DD DRBINTWB T OV F1— Y TEAFH TH D,



R Fa—tvViNcHlaEBBBEREDRZ— M7y FB%E,. NuTonomy #id. BE)
BEESLOEREENIL - ARV MBEOV T b 7EBERL TS, Bl 2016 &
IS VHR=IVTCERBEDR Y — - Y—EREBRLIc, ZTTTlE. HBEHUHBEIN
feNFEBH. AR—N T4V EFES TRV —HERRTEDNTES, NuTonomy ik, 2018
FFXTILYVAR—IV CREEREOEEFhEEGRZ VY —DETAFTEIL TS, £, B
H—EI270 Lyft 4 E3REL T 2017 FEICRA N TEMEELBEDY — AT TICH
BLTWS, *

N=DZT7 M EEBL 75 A% Zodiac Aerospace 22 D MAG Aerospace #tid.
RATHANTOREY —ERFRE TS, WAGHEREBREERZT. MAG Aerospace &,
ENFER LED (UWOLED) HEEZFEAL T RTHEADZESTFLEOMEZRTH
ot — - YATLERELE, BYVATLAIE INITUT7RIAIVAIRE, TBRRREIC
KBHERD 9% EHCEEDONTHY. BEORKRIAVAERTHEEDIC. BEBFRD
QX MHIRICE DA DTS,

TIORIWEFRLTIV-IV7%2REL
= Royal Caribbean #t
JO—N\IWEIIV—X - Y—ERERMHTS
Royal Caribbean #tid. ST, BEEZTY/
Y —%&ERTAMITERDINAF 7 TH 5,
Royal Caribbean #£Tl&. loT ¥ Al. VR ({x#838
R). WHFEE. v/ -7—2, ORTAIRKG
EORFFEMICET HEENEEFMMBE. EIC
HRICEET S, Bt BEEROVTU)IT
IR IN=VFIVTIRAE YN, B’REF VY
AVNCHVIBEEREE. 1) T —HEEDBED
t. FUZIDYzA7ERBEEGFTSORY S -
IN—=FT U HZ— VRICK DR GRS
TETELHEEEZE AL TLS, Royal
Caribbean #+ WOWband (. NFC ZF|B =
BYANNYRT. BERIEVIV—AMICEMTS
AICF TV IV EHEBRIEN, FETEIT
Y. BREEX LTEY . BEPBREEFHLI
Y. RETERLIVTBIENTES, *




8 HREOWBETAT
TR « AR avcElTT
B3 TIOR)N « UA R arERINE I, TETc3EBRMEEL (BT T aMEm

TIRI VAR T3V LOBEE AR TUDICE SN S

R ERE
FORIEIRICEY.
EBEE S

WE (BF) POIHE

WETS

T ERRE
1 /R—VaVEERTS
=TT
SEUEFT,
DERAERIETS

FLWTo/nI—mERLE
BRPY—ERT, BERER -
ez BEZT S

HiMflt : IBM Institute for Business Value 12 X% 734t

BB ZEBL. (HGRESN L) Z2RETI0ENDS (K3BR),

TGRS ERETS

IRATREE. BEARROAIE. TOVRTLORBE, MEDWNEICET LG EE
WA TRRI DNED DD, (=7 FTELTC FllcEIRAET IV EEEL. ELH
EREDEFERY, BRNGIRVHHEEEZRE T DHEDNDD, 72 - VA
No2av0)—2—E KRNISEDENZ DI 2R ED DB,

HT-GHERRENZERR TS

RITERRIE, MEBEFETI2)VERERETDHITRIUDER. T—EX 7A€
DT I2INERES DRED DD, BRBLTANT U7X AL 29 =747-10
YE1=TaVJ0 ol BLUBEBMEEEICEOTAZI7F I EBIEL. TRIHRESN
FRMEC PN ERRBEA AN —Y3VZRETHILETC. B LD TEFEDIFIISA
BERZE RIFTED,

M GREREERETS

IRITEREIE. BEICT IZIUEENTBRETLR - #5957 DICRBIRAMZREL.
EEPEREITOEITNEZSEN, A/ N—=23a NEBEL XL AR L RSB T
THAVRE, BEGHSE. KEGFvL Y IVERYANTOKZED D TEE TH S,

YWII70 T4V - TTO—-FEFERBTS

RITREIR. 77/ 09— 2EALRBLEREL. RT—Z7IVERRETIHZYTT7D
EBRICRITEITNEESEL, TI2)L - V—)VaERL T BFEOSEEEZ B
L. EEEBOLC ZONEESEEAM/N—2aVERRICRHELEITNEESGL, &
O77A—FIE HREANGIAXMIRELIUEL) EMENDHBELH D,



TIRI « FSAN—%FERTS

FRITREIE. 7 IR RCEALEITNEESEL, BR TI2L - V-4 =Lk
BTEEMHLOLRDEND, 77/ 0Vl BENEGRMRERHTCELHEE
NIHEROBMEEZ RS, 72 - VAR oavid, BENERZE5TOTIE
w0 PR EY 3V ER DM BERREBSLADOT 70— F & EICIRI ANSIE
DCED, TNUCKY. TAVRTL - )N\—hF—Dsaha4r D LIt BICER DREEHEZ
AlHTED ®42H1),

4
TOAVAT L« A= =058 B2 A EDE T V) « VAR 2ay DT L—LT—0
9747
BLU
/7’%')?4'71
#itetx

559K F74/09—

EEE AR D
Rim - B

TNV

BEBED
SRTE(L

e #ifels  mEsno
ARL—Tay §gRsES B2
/DA E—F RESE y—srell

: \ /

tFalrr—

Hi#t : IBM Institute for Business Value IZ X747



HRPDNBHECAT

Tesla ttid. TG EENELEICK>TH
TOHLLHBIAEEER
Tesla #Hi&. BEIERIENSIRITT —EXITHER
LIetb¥ETH D, FERMICIFBERHA VLD THET
THEBEENUHITENTEDRLSICESRE
EZ T, Teslattix. AL loT BXUILRIERIC
BI2EMMBEBRLTVS, IThEBEHED
Bo TV BEREHESLIVY 7 MUz 7RG
B9 AHER Ny TS AOEFEEEHEDLE
BTET. RITDHYAERENICEZZEENE
HEEGELESELTWD, Tesla tOEEMEERE
& ABONEREESE, £ild&/ ) RICIZ T,
A =747 -AvEa—T40 0% FRBLTEE
DHIHEEBEZBDCEEPFINTNS, 2T
IZ. Tesla tDEFEDFRIEE L. BFEZEKL
BRBDFRELTIETTERL 27 7)—hk
IGEML B EHEB T ETHREZESF
BRICTRTEETED, »

TIRIVDFICED

TR - A RT3V CET TR R TE®IT, FIATERD—4—IE. S&IT4 D
DAT Y T HEBEGTEDTES, AR /\/(IZI v hRAE DS, MRigEEE R R1L I 5.
TIOVATLERET S, D4 DTHB,

A7v7 1 TR

RIEHIET DRI - VARV a3V DETEEHE . THAVBEDFEICEDIV
By avERET D, HIAIE FRABY TS TELEVETTV. Bl —7 717
DITCEDNTC BEDZ—X BVARFPEZELRB®E TS, JL—VA—3Y
JIek, FLUVMIME - B2 RIBL. BENDBRED> FUFZRRILT2cDdDT7(7T

TERANET D, BEOXRBHEEZBABEZRET S BEY/ \— M —BXEZED
NEBOFIEEFRE ICH Y avIcBILTE5,

ATv7T 2 MOy rREDLS

MEEE a7 ISy NMCEDE, 7IvMIVBEREOF LBV 7ar2A~7
HFEET D, TNOHBRICEBLTESWL, ZDT74— RN\ IR POMNIRBRLIEDAT
HBICHT, COTACRERIRT CEDNERELED, AT 17— HBRLTLLET
ZRBIEE D), THAVUPHRADEE ORI HEBREDERERMTZIEHT
%,



A7Tv7 3 {HEREEZEEE TS

BB A HICEDETCT VRV ERILT D, BIRETHT IRV - VARV 232D
ANL—=T427 - ETIVETAVAT LOERREEEL. BEZ7T)r—2 a2 =R T
%, WREED/NNA DY MEOBEFEONEGICONT, FMEEENR DO, EEEHEEE -
FHICBIT2RENFELIINCIZDI LD D, TDHE. WENNEG BRI Z R
L. FRICHER. DL BIFHRER IR T LV e RITOBBEN R RREZ T O T
STEDRAIRETZ B,

AFv7 4 IAVATLLRETS
—DUEDDTIZIERZERICEIET HDTIEEL BBE. 77178 US—hF—
5E) PLUREE T—ER - 7ONNME2—EE) DFRVZ—X, BOEFPELICE
REBWNEENGREEERL TAMBEHE TS, TOVATLEE>TLERICHTE
B—EOBEEDILA L EERRY), BEEARER - MEEIRHT B/2DITRII TS,



HRPDWNBECAT

BEL FR—F

Berman, Saul J., Peter J. Korsten and Anthony
Marshall. "Digital Reinvention in action: What to do
and how to make it happen." IBM Institute for
Business Value. May 2016. GRERR [ 72/ 2 )LEE DR
B -WEEIRT S 3 DD R ZA/3—-]) http:/ibm.
biz/draction)

Berman, Saul J., Nadia Leonelliand Anthony Marshall.
"Digital Reinvention: Preparing for a very different
tomorrow." IBM Institute for Business Value.
December 2013. GRERRR 1722/ VE - CAMS B
e TN A/ N—2 3> SMEDBEEE - )
https://www-01.ibm.com/common/ssi/cgi-bin/
ssialias?htmlfid=GBWO03355JPJA

Peterson, Steve J. and Raimon Christiani. "Travel
loyalty: Cognitive connections Enhancing loyalty
programs to connect with all travelers, not just
million-mile mavens." IBM Institute for Business
Value. May 2016. https://www-935.ibm.com/
services/us/gbs/thoughtleadership/travelloyalty/
index.html

Peterson, Steve J. and Raimon Christiani. "Beyond
bots and robots: Exploring the unrealized potential
of cognitive computing in the travel industry." IBM
Institute for Business Value. November 2016.
https://www-935.ibm.com/services/us/gbs/
thoughtleadership/beyondbots/

(o

- COBENFIREICEED SN CEDARBELE T V2V E EDESITEREL TN
EH?

© FRIEHERECERITETICHIGT 2T, HRIEEDIDICBEMERDEH?

- HBEF—TVTC RREICEECAMICT DI EDLSEEFEHZLCNLEIND?

« BEREDSSICLTC BEEBSIVEEIT. BODBENERITEASIENTESDL?


http://ibm.biz/dractionJ
http://ibm.biz/dractionJ
https://www-01.ibm.com/common/ssi/cgi-bin/ssialias?htmlfid=GBW03355JPJA
https://www-01.ibm.com/common/ssi/cgi-bin/ssialias?htmlfid=GBW03355JPJA
https://www-935.ibm.com/services/us/gbs/thoughtleadership/travelloyalty/index.html
https://www-935.ibm.com/services/us/gbs/thoughtleadership/travelloyalty/index.html
https://www-935.ibm.com/services/us/gbs/thoughtleadership/travelloyalty/index.html
https://www-935.ibm.com/services/us/gbs/thoughtleadership/beyondbots/
https://www-935.ibm.com/services/us/gbs/thoughtleadership/beyondbots/

13

EEBN

Gregland &, RAERU T4 —BIUMRTEAES —CABHD BM 7O—/\L - J—2—
T, Gregld, 25 FHDLF v T7EBLTHRTERFRYLTHY, I YILEY
b PRNNAY— ITTCIT4TELTERLTNS, BOTIR2IV « IV ATH—A—
2avIcBEIAEMMBEIL. 7 O—/UVEMZERE. 177/ 09— - 7014 — K
AER) T4 —ELOAREBLTHEON TS, Greg lFZ1—IF—JITHREEBLNTL
%, EIRH © greg.land@us.ibm.com

Anthony Marshall I&. IBM DEY XX - 2> 05227 Td% IBM Institute for Business Value
ICCIY—F - TALV2—BROEEERT —<D—L—EHDH5, FiF. KEZIFL
HETHHFRD MY TREITIH L. A/ RX=a3> DRI, TIRIVERE, B8~ bDZE
BirEET—RICAVYIVTA VT ITOTET, FTRRECIHEERFIPEE L. M&A D
T—RICHEWHATLD, B www.linkedin.com/in/anthonyejmarshall (LinkedIn)
@aejmarshall (Twitter). anthony2@us.ibm.com

Brian Q' Rourke |Z. fze£8Y D IBM 20—/ \JL « U—Z—TC&% %, Brian . 10 FELL
FEDOR., MEERDOREBICE>TEEOBITDT RINAF—E#FHTER, /LA
Delta Air Lines £ CTV X714 7ELTDF ¥ T EHEFD, Brian (7 M2 ICHlmZ B
TW3, Ei&4  beorourk@us.ibm.com

Steve Peterson &, IBM Institute for Business Value MFrfT « ExEFBL D/ O—/\b -
=2 —TH5, Steve &, ZHDERDAEL R—bDEETHY., 1998 FELIE. FZER
DERET > )V 2 > M EESDHTWVD, BOEIEIE. HRFO BMBEEHNEELTHEY., £/
RICEEFST. —ROBRERTELIFBEEINTVNS, Steve &7V /N\—ITHLEEEBEWN
TW3, ER&SL  steve.peterson@us.ibm.com

M OWNT

IBM Institute for Business Value (D AZ#5 SR D EE4H 1<
DLW iibv@us.ibm.com £ TTEELZELY, I1BM
D Twitter |£ @ BMIBV A5 7+A—Wef2ld£d, &
FLR—FD—EEIEBTIZ2—AL v N DEFE
THEEDIFEIE. ibm.com/iiby KUEBEHELIAIMLSE
TN,

iPad el 7> RO+ Ralr#s 771 TIBMIBV] &
AorO—Rg 5Lk, IBM Institute for Business
Value DLR—rEZT LY b CHTEBWERITET,

I BHRIHBTBcHDIN—FF—

BM IEHEREBIL T ERABEBE. BES
HEMRET 7/ DY —DEFHI#HZEFEDEDT
EICFY RRGRZZTH25HORBICEITS=
LB DI Z Rl LET,

IBM Institute for Business Value

BM 7 O—/\IL - EYRZ - H—E XD IBM Institute
for Business Value ISP EEEEDALIC, FERD
SEREPLUERZBACFRICELT, BRICE
D<EBS AR SIRELTUOE T,


mailto:greg.land@us.ibm.com
http://www.linkedin.com/in/anthonyejmarshall
https://twitter.com/aejmarshall
mailto:anthony2@us.ibm.com
mailto:beorourk@us.ibm.com
mailto:steve.peterson@us.ibm.com
mailto:iibv@us.ibm.com
http://ibm.com/iibv

HRPDWNBECAT

AREEUH

1

Plastics Today staff. "Airbus employs 3D printed parts extensively in A350 XWB." Plastics Today. May 7,
2015. https://www.plasticstoday.com/content/airbus-employs-3d-printed-parts-extensively-
a350-xwb/13981426222188;"A printed smile." The Economist. April 28,2016. https://www.economist.
com/news/
science-and-technology/21697802-3d-printing-coming-age-manufacturing-technique-printed-smile

"Air France-KLM's ‘customer intimacy’ strategy: new technologies, human interaction and innovation."
Future Travel Experience. February 2017. http://www.futuretravelexperience.com/2017/02/
air-france-kims-customer-intimacy-strategy/

"Marriott's Virtual Reality Transports Guests ‘Around the World." eMarketer. December 31,2015. https://
www.emarketer.com/Article/Marriotts-Virtual-Reality-Transports-Guests-Around-World/1013409

"World Economic Forum Digital Transformation Initiative - Aviation, Travel And Tourism Industry." World
Economic Forum. January 2017. http://reports.weforum.org/digital-transformation/wp-content/blogs.
dir/94/mp/files/pages/files/dti-aviation-travel-and-tourism-industry-slideshare-updated.pdf

"Hilton and IBM Pilot ‘Connie,’ the World's First Watson-Enabled Hotel Concierge." Hotel Online. March 9,
2016. http://www.italian.francia.hotel-online.com/press_releases/release/hilton-and-ibm-pilot-connie-
the-worlds-first-watson-enabled-hotel-concierge; Gaudin, Sharon. "Meet Connie, Hilton's smart robot
concierge." Computer World. March 9, 2016. http://www.computerworld.com/article/3042401/robotics/
meet-connie-hilton-s-smart-robot-concierge.html

Price, Daniel. "How Big Data Is Changing Air Travel." Cloud Tweaks. April 2014. https://cloudtweaks.
com/2014/04/big-data-changing-air-travel/; Braue, David. "Analytics helping ‘smart’ Sydney Airport get
off the ground." ZD Net. August 8, 2013. http://www.zdnet.com/article/
analytics-helping-smart-sydney-airport-get-off-the-ground/

del Castillo, Michael. "Webjet Ethereum Pilot Targets Hotel Industry’s ‘Dirty Secret." Coin Desk. May 10,
2017. http//www.coindesk.com/webjet-ethereum-pilot-aims-at-hotel-industrys-dirty-little-secret/


https://www.plasticstoday.com/content/airbus-employs-3d-printed-parts-extensively-a350-xwb/13981426222188
https://www.plasticstoday.com/content/airbus-employs-3d-printed-parts-extensively-a350-xwb/13981426222188
https://www.economist.com/news/science-and-technology/21697802-3d-printing-coming-age-manufacturing-technique-printed-smile
https://www.economist.com/news/science-and-technology/21697802-3d-printing-coming-age-manufacturing-technique-printed-smile
https://www.economist.com/news/science-and-technology/21697802-3d-printing-coming-age-manufacturing-technique-printed-smile
http://www.futuretravelexperience.com/2017/02/air-france-klms-customer-intimacy-strategy/
http://www.futuretravelexperience.com/2017/02/air-france-klms-customer-intimacy-strategy/
https://www.emarketer.com/Article/Marriotts-Virtual-Reality-Transports-Guests-Around-World/1013409
https://www.emarketer.com/Article/Marriotts-Virtual-Reality-Transports-Guests-Around-World/1013409
http://reports.weforum.org/digital-transformation/wp-content/blogs.dir/94/mp/files/pages/files/dti-aviation-travel-and-tourism-industry-slideshare-updated.pdf
http://reports.weforum.org/digital-transformation/wp-content/blogs.dir/94/mp/files/pages/files/dti-aviation-travel-and-tourism-industry-slideshare-updated.pdf
http://www.italian.francia.hotel-online.com/press_releases/release/hilton-and-ibm-pilot-connie-the-worlds-first-watson-enabled-hotel-concierge
http://www.italian.francia.hotel-online.com/press_releases/release/hilton-and-ibm-pilot-connie-the-worlds-first-watson-enabled-hotel-concierge
http://www.computerworld.com/article/3042401/robotics/meet-connie-hilton-s-smart-robot-concierge.html
http://www.computerworld.com/article/3042401/robotics/meet-connie-hilton-s-smart-robot-concierge.html
https://cloudtweaks.com/2014/04/big-data-changing-air-travel/
https://cloudtweaks.com/2014/04/big-data-changing-air-travel/
http://www.zdnet.com/article/analytics-helping-smart-sydney-airport-get-off-the-ground/
http://www.zdnet.com/article/analytics-helping-smart-sydney-airport-get-off-the-ground/
http://www.coindesk.com/webjet-ethereum-pilot-aims-at-hotel-industrys-dirty-little-secret/

15

Finnegan, Matthew. "Thomson creates travel search chatbot with IBM Watson." Computer World UK.
November 2016. http://www.computerworlduk.com/data/thomsons-creates-travel-inspiration-chatbot-
with-ibm-watson-3649635/; Bridgwater, Adrian. "Come Fly With Al, IBM Cloud Builds ‘Chatbot’ Virtual
Travel Agent." Forbes. November 22, 2016. https://www.forbes.com/sites/adrianbridgwater/2016/11/22/
come-fly-with-ai-ibm-cloud-builds-chatbot-virtual-travel-agent/#57a4a3134813

White, Joseph. "Ford sets up new mobility services unit." Thomson Reuters. March 11, 2016. http://www.
reuters.com/article/us-ford-mobility-idUSKCNOWDTNL

"One ‘power-brand’ for tour operators and airlines." FVW.com. May 13, 2015. http://www.fvw.com/
tui-one-power-brand-for-tour-operators-and-airlines/393/143463/11245

Edelman, David, and Marc Singer. "Competing on Customer Journeys." Harvard Business Review.
November 2015. https://hbr.org/2015/11/competing-on-customer-journeys

Floater, Graham, and Lisa Mackie. "Travel distribution: The end of travel as we know it?" LSE Consulting.
October 2016. http://www.Ise.ac.uk/businessAndConsultancy/LSEConsulting/pdf/Amadeus-The-Future-
of-Travel-Distribution.pdf

Lagorio-Chafkin, Christine. "It's Like Airbnb, Minus the Regulatory Troubles." Inc. July 2014. https://www.
inc.com/christine-lagorio/home-rental-unhotel-onefinestay.html; Birkner, Christine. "Here’s How Airbnb
Disrupted the Travel Industry." Ad Week. May 26, 2016. http://www.adweek.com/brand-marketing/
heres-how-airbnb-disrupted-travel-industry-171699/

Sheivachman, Andrew. "Lola’s Booking Experiment Mixing Artificial Intelligence and Travel Agents Is Live."
Skift. May 12,2016. https:/skift.com/2016/05/12/
lolas-booking-experiment-mixing-artificial-intelligence-and-travel-agents-is-live/

Radnovich, Connor. "Dog owners go online to find alternatives to kennels." The Seattle Times. July 10,
2012. http//old.seattletimes.com/html/businesstechnology/2018653253_dogsinhome11.html

IBM Institute for Business Value Global Ecosystem Survey in collaboration the Economist Intelligence Unit.
2016.


http://www.computerworlduk.com/data/thomsons-creates-travel-inspiration-chatbot-with-ibm-watson-3649635/
http://www.computerworlduk.com/data/thomsons-creates-travel-inspiration-chatbot-with-ibm-watson-3649635/
https://www.forbes.com/sites/adrianbridgwater/2016/11/22/come-fly-with-ai-ibm-cloud-builds-chatbot-virtual-travel-agent/#57a4a3134813
https://www.forbes.com/sites/adrianbridgwater/2016/11/22/come-fly-with-ai-ibm-cloud-builds-chatbot-virtual-travel-agent/#57a4a3134813
http://www.reuters.com/article/us-ford-mobility-idUSKCN0WD1NL
http://www.reuters.com/article/us-ford-mobility-idUSKCN0WD1NL
http://FVW.com
http://www.fvw.com/tui-one-power-brand-for-tour-operators-and-airlines/393/143463/11245
http://www.fvw.com/tui-one-power-brand-for-tour-operators-and-airlines/393/143463/11245
https://hbr.org/2015/11/competing-on-customer-journeys
http://www.lse.ac.uk/businessAndConsultancy/LSEConsulting/pdf/Amadeus-The-Future-of-Travel-Distribution.pdf
http://www.lse.ac.uk/businessAndConsultancy/LSEConsulting/pdf/Amadeus-The-Future-of-Travel-Distribution.pdf
https://www.inc.com/christine-lagorio/home-rental-unhotel-onefinestay.html
https://www.inc.com/christine-lagorio/home-rental-unhotel-onefinestay.html
http://www.adweek.com/brand-marketing/heres-how-airbnb-disrupted-travel-industry-171699/
http://www.adweek.com/brand-marketing/heres-how-airbnb-disrupted-travel-industry-171699/
https://skift.com/2016/05/12/lolas-booking-experiment-mixing-artificial-intelligence-and-travel-agents-is-live/
https://skift.com/2016/05/12/lolas-booking-experiment-mixing-artificial-intelligence-and-travel-agents-is-live/
http://old.seattletimes.com/html/businesstechnology/2018653253_dogsinhome11.html

HRPDWNBECAT

20

21

22

Canaday, Henry. "Beyond Predictions: Watson On The Line." MRO Network. May 16, 2017. http://www.
mro-network.com/airlines/beyond-predictions-watson-line; "Less time on maintenance issues means
more time getting you places on time." https://www.ibm.com/watson/stories/airlines-with-watson.htm|

Joyce, Stephen. "A brief history of travel technology — from its evolution to looking at the future." Tnooz.
com. September 12, 2013. https://www.tnooz.com/article/
a-brief-history-of-travel-technology-from-its-evolution-to-looking-at-the-future/

Berman, Saul J,, Peter J. Korsten and Anthony Marshall. "Digital Reinvention in action: What to do and how
to make it happen." IBM Institute for Business Value. December 2016. GRERAR 7%V EDEE - i E
HENERT D 3 DDRSA/3—-1) https://www-01.ibm.com/common/ssi/cgi-bin/
ssialias?htmlfid=GBE03752JPJA; Berman, Saul J., Nadia Leonelli, Anthony Marshall. "Digital Reinvention:
Preparing for a very different tomorrow." IBM Institute for Business Value. December 2013. GBERRR I 7%
JVE - CAMS BB e 5 TIIER A/ N—2 3> SIBDOBEEE -1) https//www-01.ibm.com/common/
ssi/cgi-bin/ssialias?htmlfid=GBW03355JPJA

Guerrini, Federico. "Neuron-Based Chips Will Soon Become Commonplace, This Startup Founder Says."
Forbes. May 22, 2016. https://www.forbes.com/sites/federicoguerrini/2016/05/22/neuron-based-chips-
will-soon-become-commonplace-this-startup-founder-says/#50fddab36ad3; McShane, Sveta. "This
Amazing Computer Chip Is Made of Live Brain Cells." Singularity Hub. March 17,2016. https://
singularityhub.com/2016/03/17/this-amazing-computer-chip-is-made-of-live-brain-cells/

Izmaylov, Maksim. "Travel Industry’s Invisible Battle." Winding Tree Blog. December 28, 2016. https://blog.
windingtree.com/travel-industrys-invisible-battle-93603e986bbf; Bjorgy, Trond Vidar. "Blockchain startup
Winding Tree could upend the travel industry." Venture Beat. Aug 2017. https://venturebeat.
com/2017/08/23/blockchain-startup-winding-tree-could-upend-the-travel-industry/

Liang, Annabelle, and Dee-Ann Durbin. "World's First Self-Driving Taxis Debut in Singapore." Bloomberg.
August 24, 2016. https://www.bloomberg.com/news/articles/2016-08-25/world-s-first-self-driving-taxis-
debut-in-singapore; Etherington, Darrell. "Lyft and Nutonomy partner to bring first self-driving Lyft service
to Boston." Tech Crunch. June 6, 2017. https://techcrunch.com/2017/06/06/
lyft-and-nutonomy-partner-to-bring-first-self-driving-lyft-service-to-boston/


http://www.mro-network.com/airlines/beyond-predictions-watson-line
http://www.mro-network.com/airlines/beyond-predictions-watson-line
https://www.ibm.com/watson/stories/airlines-with-watson.html
http://Tnooz.com
http://Tnooz.com
https://www.tnooz.com/article/a-brief-history-of-travel-technology-from-its-evolution-to-looking-at-the-future/
https://www.tnooz.com/article/a-brief-history-of-travel-technology-from-its-evolution-to-looking-at-the-future/
https://www-01.ibm.com/common/ssi/cgi-bin/ssialias?htmlfid=GBE03752JPJA
https://www-01.ibm.com/common/ssi/cgi-bin/ssialias?htmlfid=GBE03752JPJA
https://www-01.ibm.com/common/ssi/cgi-bin/ssialias?htmlfid=GBW03355JPJA
https://www-01.ibm.com/common/ssi/cgi-bin/ssialias?htmlfid=GBW03355JPJA
https://www.forbes.com/sites/federicoguerrini/2016/05/22/neuron-based-chips-will-soon-become-commonplace-this-startup-founder-says/#50fddab36ad3
https://www.forbes.com/sites/federicoguerrini/2016/05/22/neuron-based-chips-will-soon-become-commonplace-this-startup-founder-says/#50fddab36ad3
https://singularityhub.com/2016/03/17/this-amazing-computer-chip-is-made-of-live-brain-cells/
https://singularityhub.com/2016/03/17/this-amazing-computer-chip-is-made-of-live-brain-cells/
https://blog.windingtree.com/travel-industrys-invisible-battle-93603e986bbf
https://blog.windingtree.com/travel-industrys-invisible-battle-93603e986bbf
https://venturebeat.com/2017/08/23/blockchain-startup-winding-tree-could-upend-the-travel-industry/
https://venturebeat.com/2017/08/23/blockchain-startup-winding-tree-could-upend-the-travel-industry/
https://www.bloomberg.com/news/articles/2016-08-25/world-s-first-self-driving-taxis-debut-in-singapore
https://www.bloomberg.com/news/articles/2016-08-25/world-s-first-self-driving-taxis-debut-in-singapore
https://techcrunch.com/2017/06/06/lyft-and-nutonomy-partner-to-bring-first-self-driving-lyft-service-to-boston/
https://techcrunch.com/2017/06/06/lyft-and-nutonomy-partner-to-bring-first-self-driving-lyft-service-to-boston/

17

23

24

25

Kitching, Chris."The aeroplane cabin that cleans ITSELF: Automated system uses ultraviolet lights to kill
harmful bacteria on dirty surfaces." Mail Online. April 12, 2016. http://www.dailymail.co.uk/travel/travel_
news/article-3536059/MAG-Aerospace-Industries-files-patent-self-cleaning-plane-cabin.html

Maddox, Teena. "Royal Caribbean steps up the high-tech battle on the high seas." Tech Republic. March
15,2017. http://www.techrepublic.com/article/
royal-caribbean-steps-up-the-high-tech-battle-on-the-high-seas/

Lambert, Fred. "Elon Musk clarifies Tesla’s plan for level 5 fully autonomous driving: 2 years away from
sleeping in the car." Electrek. April 29, 2017. https://electrek.co/2017/04/29/elon-musk-tesla-plan-level-5-
full-autonomous-driving/; Stewart, Jack. "Tesla's New ‘Autopilot’ Is Just the Start of a Critical Reboot."
Wired. January 2017. https://www.wired.com/2017/01/teslas-new-autopilot-may-seem-lame-critical-
reboot/; Ryan, Kevin J. "Tesla Explains How A.l. Is Making Its Self-Driving Cars Smarter." Inc. https://www.
inc.com/kevin-j-ryan/how-tesla-is-using-ai-to-make-self-driving-cars-smarter.html; Andersen, Michelle,
Thomas Dauner, Nikolaus Lang, and Thomas Palme. "What Automakers Can Learn from the Tesla
Phenomenon." BCG Perspective. May 2016. https://www.bcgperspectives.com/content/articles/
automotive-what-automakers-can-learn-from-tesla-phenomenon/

© Copyright IBM Corporation 2017

IBM Corporation
New Orchard Road
Armonk, NY 10504

Produced in the United States of America
September 2017

IBM. IBM B . ibm.com (&, R D% {DETEERIN/Z International
Business Machines Corporation DEHE T, tDMRZHLUT—E
RBFE TNZNIBM £ 3 EHDOEIE THRIBEHDBIET, R
BF 2 D IBM DFFIE!) Z MM DT ibm.com/legal/copytrade.
shtml (US) & TELTEELY,

FEDBRIIEAOHTADERTHEONDEDTHY, FERLIC
BEENSHADDIET, INTORGD (BMHAEEZTOTLS
TANTCOEICEWTHIAERIREG DI TlEH Y E LA,

FEITBHEINTVIBERIIFENEL TREFI2EEORE TR
SN BZEDHENOMEEDRIL. BRMEORIL BEENESE
DIRAEB L UEE LOBRFIEREFE G T NCOERBLISER
DREFEEELTREESNTOET, IBMRERIE IBMAEDRKNE
DRBICHEDIERIEENE T,

RLR—ME —ROGAAZVADREOHFEENELTEY, 5l
BREPEFINGHORTORBEINSILEERLILBDTIE
HNERBA, IBM I AEEEBELRERELTEREITBEADED
FeWHEBIBKRICDOVWTE, —IEEERLEVEDELET,

RUR—FDOFRTEAENTVET —2E BEEDY —AD'BE5N
TWBIHBEDDY. BMIEHDST —2ITH T HIREDREE. 41
FER EFBEERTOTCVE A, DDBT —2EEALTESN
fERIE [ZDOEEDRE) TREETNTSY. BM IFHTHITEER
HITH, TNEBESLIEVRILIEY TH0DTRHVERA. FEIF
H5BhR [Here, there and everywhere - Digital Reinvention in travel | @
BAFERELTRHENZ DT,

GBE03878JPJA-01


http://www.dailymail.co.uk/travel/travel_news/article-3536059/MAG-Aerospace-Industries-files-patent-self-cleaning-plane-cabin.html
http://www.dailymail.co.uk/travel/travel_news/article-3536059/MAG-Aerospace-Industries-files-patent-self-cleaning-plane-cabin.html
http://www.techrepublic.com/article/royal-caribbean-steps-up-the-high-tech-battle-on-the-high-seas/
http://www.techrepublic.com/article/royal-caribbean-steps-up-the-high-tech-battle-on-the-high-seas/
https://electrek.co/2017/04/29/elon-musk-tesla-plan-level-5-full-autonomous-driving/
https://electrek.co/2017/04/29/elon-musk-tesla-plan-level-5-full-autonomous-driving/
https://www.wired.com/2017/01/teslas-new-autopilot-may-seem-lame-critical-reboot/
https://www.wired.com/2017/01/teslas-new-autopilot-may-seem-lame-critical-reboot/
https://www.inc.com/kevin-j-ryan/how-tesla-is-using-ai-to-make-self-driving-cars-smarter.html
https://www.inc.com/kevin-j-ryan/how-tesla-is-using-ai-to-make-self-driving-cars-smarter.html
https://www.bcgperspectives.com/content/articles/automotive-what-automakers-can-learn-from-tesla-phenomenon/
https://www.bcgperspectives.com/content/articles/automotive-what-automakers-can-learn-from-tesla-phenomenon/
http://ibm.com
http://ibm.com/legal/copytrade.shtml
http://ibm.com/legal/copytrade.shtml




