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The Introduction of CX-Platform’s Successful Story as Digital-Transformation-
Model Which is ahead of The VUCA Era
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Abstract Airlines Company A built a “customer experience digital service platform (CX platform)” and
started operating various measures utilizing this platform in November 2018. Company A was unable to
promote the utilization of data, which was held by mission-critical back-end systems, in the field of passen-
ger services. By adopting data virtual integration technology, the CX platform has made it possible to
handle data scattered in each system as if it were present on a single system. In addition, by grasping the
“Individuality” of users, regardless of whether they are members or non-members, it will be possible to
realize Company A’s goal of “one-to-one correspondence with customers” in terms of both service quality
and marketing. The efforts will lead to the improvement of the load factor of operated flights and the

strengthening of the company’s brand power.
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