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Our purpose is Maximizing Customer Experience @

JAPAN AIRLINES
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FY2012~2016 JAL Med-Term Management Plan

JIAPAN AIRLINES

|Customer Satisfaction || 10% or above operating margin Safe operations
No. 1 for 5 consecutive years and 50% as the leading company
by FY2016 or above Equity ratio in FY2016 of safety
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Our mission Is ctly connected to

Corporate $Strategy itself.
¢ e-Commerce ¢ Flight
¢ Web Brand No.1 Revenue information

& Shift to the Web 24 x 365
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History of JAL e-Commerce

FAFPAN AIRLINES

1995 | - www.jal.co.jp launched
1996 | - Internet Domestic booking service started
e -Commerce & | 1997 | * Internet International booking service

- JMB mail magazine started

Mol - JAL ONLINE for corporate launched
launched 1999 | - Mobile i-mode booking service started
- e-travel for package tour launched

- One to One service on www.jal.co.jo started
- Cash payment at Convenience store

2000

2005 | - JAL IC Check in service started

Airport service

2008 | - QuiC Tap&Go service started

on WEB
2011 | ° JAL Official FACEBOOK launched
- Smartphone App started (Airport-Navi etc)
Social &Local - www.jal.co.jp renewal
&Mobile 2012 | - JAL on YouTube launched

- JAL Official Google+ launched
2013 | - JAL Smartphone site renewal
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http://www.jal.co.jp/
http://www.jal.co.jo/
http://www.jal.co.jp/
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Social & Local & Mobile as an important key driver

FAFPAN AIRLINES

JAL recognizes the significance of

emerging SNS, Local and Mobile service models
around the world.

We'd like to cover every touch point of customers by SoLoMo.

Social a day in the life
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Smart phone site

@ JAPAN AIRLINES
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Japan Mobile phone usage

Mobile device unit operating in Japan market

(Number of spread)
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Smart Phone

2012 2013y 2014 2015 2016 2017 2018
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1 90%

1 80%

1 70%




Traveling style with Smartphone

FAFPAN AIRLINES

Schedule app

Book & purchase
Entertainment app

To maximize customer experience
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JAL AiRport navigation

FAFPAN AIRLINES

IFEROETHIS0m

e MNavigate inside the HND airport

e | (5 A, M —2D MAP mode and 3D AR mode

BeticEEmLUELCY 2| B

: e —From your position to your gate

| @;_ M Airport facility
| o . 29 9% _smoking areq, toilet, and other...

T M Linked from countdown

aEmEAI~ —Countdown app will hand over your
. departure gate so the navigation will
direct you automatically

BEpICBELE LD ?
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JAL Countdown  &iPhone

FAFPAN AIRLINES

> Departures

-l SoftBank & 13:45

7A18H(X) JAL121 BHEFE

2013F7H18H 1454

B Countdown the remaining time
RR(BE) > ARG for the flight

scalin iy —JMB member will automatically
retrieve the reservation

—Guest member can also use it by
setting the flight manually

M Display the latest flight status
—sync with web information

B Sync wit other App
—Launch QR code for boarding
—Launch navigation app to gate

JAFPAN AIRLINES
@33&1 0RMET TR 1 RITIE RSP

0004 O00h 2 3m

2/9(X) JAL515 BR(PE) — ALRE TR - £5) BReal time information

—Flight status information
—Gate boarding status information
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Security Gate

FAFPAN AIRLINES
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Domestic
QuiC McDonald’s
Campaign

| A new way to board
Departure date: JAL domestic lights
between July 1, 2012 and September 30, 2012

.
Convenlent flying with QuIC Premium Roast Coffee @@ ( @

Get a free McDonald's coupon when you use QuiC ! (hot or iced)

é

Big Mac Meal Chicken crisp

)
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QuiC Navi (Flight Navigation)

FAFPAN AIRLINES

Summarize all information for your next flight

Dedicated for Smartphone

E el Ed

BB 15981 £FTICWIThH D
REREBEZ BB LS,

(18BN EL

REREALEROTY-1-F P
ENEL T,

[ RRF—5 |6HRE

B (3] - FokE
Ll :i%ag ]JAGL;J; | BEERS
fal 890 W " "
e ————
Boarding QR, and Live video feeds Live picture of
flight status. Able to from all airport for security lane.
upgrade by paying weather check.

difference.
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JAL Online Branding

FAFPAN AIRLINES

¢ e-Commerce Revenue
& Shift to the Web

¢ Web Brand No.1 ¢ Flight Info 24x365

Value Web for Life & Travel
Domestic
Air . .
Tickets Social Media
Domestic ]al CO] Intl 'i ‘J
Pickage Package
ours Tours
Yo
AnC|IIary m m
Shopplng

121 marketing

Mobile Web advertisement
Site & Ap pS Invite more “user” to web site
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Take away Key Words @
- Simple Objectives / KPI

- Co-operation / Both internally and
with outside organizations

- Speed / Time to market
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FAFPAN AIRLINES

Fly into tomorrow. @

Innovation
and
Hospitality

JAPAN AIRLINES T h Fu

JAL's WEB & SoLoMo

— Challenging with Japanese hospitality —



Thank you !
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