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Leading Airline Set to Transform Customer Experience with Powerful Travel Portal

Situation

By removing “frills” from air travel, easyJet has offered some of the lowest fares since its inception in 1995, and has a 15 per cent annual growth rate. The airline is now one of Europe’s largest carriers, offering services to 108 destinations in Europe. 

easyJet has run its business on Microsoft® technology for several years, but has kept pace with market demands by bolting on new technologies as needed. More recently, easyJet was keen to adopt a more structured development approach. It also wanted to offer a more innovative service, by redefining the travel portal. 

Until now, the easyJet Web site has offered an easy booking system for customers who have a set destination in mind and know exactly when they want to travel. But the company’s research has revealed that consumers are often more flexible. Up to 60 per cent of customers look for inspiration and ideas, and would consider varying dates and offers. The organisation wanted to open up the Web site to meet their needs. 

Solution

easyJet is using the latest-release Microsoft software and services to build a new site that offers a far more intuitive service than today’s customers have experienced. The company engaged user experience and design specialists Flow Interactive and Splendid to develop a proof of concept in just six weeks.


Microsoft SQL Server® 2008 database software forms the basis to one of the key new features in the easyJet Web site. Its strong support for the management of geospatial data helps developers to use location-based information in a new data repository, combining it with other data sources. This will mean customers can extract detailed geographical information about their chosen destination. For example, a visitor can choose an airport and request information on attractions within a 15-minute drive. The site can show the distance they can travel based on road speed, congestion, and many additional factors. 
New capabilities within the Windows Server® 2008 Enterprise operating system are designed to dramatically improve the way Web solutions are developed, deployed, and managed. This will help easyJet to better support a steadily increasing volume of traffic. The Microsoft Visual Studio® 2008 development environment is helping developers rapidly deliver rich user experiences using Microsoft Language Integrated Query (LINQ) and Microsoft Expression Blend™ to provide a seamless workflow, and support close collaboration between developers and designers. 

easyJet, Flow Interactive, and Splendid analysed customer needs and behaviours, and used their findings to build a rich, interactive user interface with Microsoft Silverlight™. This helps customers to explore destinations in detail. It integrates with Microsoft Virtual Earth, so users can see location-relevant data in map images. 

Customers can specify the dates that they’d like to travel and their preferred departure location. The map identifies the locations they can travel to within those dates and displays fares in real time. Users can quickly compare where they can go on a given date and how much it will cost, using a sliding bar on the screen. They can also reveal more information about destinations, such as popular resorts. Destination and full-screen video guides offer details such as local weather forecasts, places to stay, and local airport information. 
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Benefits

Using these integrated technologies, the easyJet Web site will become far more of a destination for travellers than a place where people simply go to book. Services such as car hire will be offered at a more compelling point in the process, helping the customer make better buying decisions. Users will be able to quickly identify the best value seats that meet their requirements, reducing the time they spend looking for what they want, and explore new destinations. This solution will cater to the needs of all customers. 

As a result, the organisation hopes that this transformation will lead to a dramatic increase in customer numbers. A 1 per cent increase in conversion of users would result in a £19 million (U.S.$37 million) revenue increase. The initiative opens up many new sales opportunities for easyJet because it can offer additional products on the site without the restrictions of before, offering customers greater choice. 

The new Web site will demonstrate that the organisation can maintain the no frills ethos but still give a greater user experience to customers. Paul Curtis, Head of Application Architecture, easyJet, believes that the site offers customers something that is truly unique. “Looking at the Internet today, nothing comes close to offering what we will offer with this cutting-edge Web site, not only within the travel sector, but within any sector that I’ve seen,” he says. 

The latest Microsoft technologies give the organisation the flexibility and the tools to achieve these ambitious goals without creating vast amounts of work for developers. Administrators have greater control and can be more proactive in the way they monitor their systems. This is critical, because 98 per cent of the easyJet business runs through the Web site, and any downtime could have serious repercussions. The company can now easily support substantial growth.

easyJet can also consume Web services from external companies—such as those that supply weather information or hotel reviews—into applications faster and more cost effectively, and this ensures the business can offer customers a far richer user experience.
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