
Industry Dialogue
Fusão de Empresas Aéreas: 

Impactos na Gestão de Viagens 
Corporativas

February 3rd, 2009

Patrocinado por



Objetivo
Analisar o impacto da consolidação de provedores 

de serviços aéreos nos programas de viagens, 
particularmente:

• Novos fornecedores e modelos de negócios no 
mercado

• Questões operacionais
• Como as estratégias de terceirização precisam 

interagir



Painelistas
• Adriana Cavalcanti – AF/KL, Brasil
• Patricia Thomas – Academia de Viagens, 

Brasil
• Andrew W. Menkes – Partnership Travel 

Consulting, EUA



Sessão
• 30 minutos de apresentações (3 X 10 min)
• 30 minutos de Perguntas & Respostas 

(após concluídas todas as apresentações)
• Conclusão
• Ao final, não deixe de preencher as 

avaliações
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Merger Mania?

• Airlines
• TMC
• Technology Distribution, GDS
• Financial institutions
• Telecomm

This is just the beginning…



Managing Mergers Successfully

Focus : Customer

+ Profitability - Costs



Customer satisfaction (assets)

Shareholders’ satisfaction (capital market)
+

=

Successful Growth

Employees satisfaction (human capital)
+



General advantages

How ?

Complementary Strengths

Human capital

Synergy
(on products, 

services, purchasing)

Innovation
(sharing best practices, 

new solutions) 

Simplification
(services procedures,

joint approach on sales)

Brand
(advertising, press communication, 

internet, direct marketing) 



Some examples:

On-going:



Airline’s merger advantages: 

• Two brands (or not !)
• One Voice
• Common Agreement (ATI countries)
• Combinability on prices and routes
• Common FFP (Frequent Flyer Program)
• Sharing tools (GDS, tracking tools, reporting, etc)
• Sharing procedures (Sales, stations, etc)
• Mutual feeding of hubs and rationalization of network 
• Optimisation of revenue management



• Common HR policy
• Training
• Team motivation
• Professionalism
• Quality management
• Transparency

Company’s Human capital

new corporate culture = new identity



Structured CRM policy
= 

Customer Satisfaction

service

survey 

improvement

>

<
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Managing the transition

Adaptation & Flexibility



What’s next?
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Necessidades
da empresa

Necessidades
do passageiro

MétricasOrçamento
de viagens

Programa 
de cías aéreas



1. Mais destinos
2. Novo fornecedor
3. Nova negociação
4. Nova análise
5. Novo acordo
6. Comunicação

1. Destinos
2. Segurança
3. Custos
4. Serviços
5. Acordo / Contrato
6. Política de Viagens
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1. Nova malha
2. Informação
3. Maior flexibilidade
4. Pesquisa de satisfação
5. Benefícios ou não
6. Conhecimento

1. Frequencia de vôos
2. Segurança
3. Hubs
4. Serviços
5. Milhas
6. Política de viagens
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Necessidades
do passageiro



1. Abrangência
2. Descontos
3. Aplicabilidade
4. Adequação
5. Savings

1. City pairs
2. Tarifas
3. Restrições
4. Tecnologia (OBT)
5. Benefícios adicionais

Fusão

O
rç
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en

to Im
pacto

Orçamento
de viagens



1. Relatório da TMC
2. Pesquisa com usuários
3. Savings

1. % de utilização
2. Índice de satisfação
3. ATP

Fusão
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Métricas



Obrigada!
Patricia Thomas
patricia@academiadeviagens.com.br

11 8773.3113
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• Ask Mr. Foster
• Thomas Cook
• I V I Travel
• US Travel
• Lifeco
• Rosenbluth
• Maritz

Gone But Not Forgotten

http://www.tq3.com/go/id/bi/




$/bbl Impact On Losses



List of Defunct US Airlines



36 Just for the letter “A”
1. AAXICO Airlines (1946 - 1965, to Saturn 

Airways) 
2. Access Air (1998 - 2001) 
3. ADI Domestic Airlines 
4. Aeromech Airlines (1951 - 1983, to 

Wright Airlines) 
5. Air America (owned and operated by the 

CIA in SouthEast Asia) 
6. Air America (1980s) 
7. Air Atlanta (1981 - 88) 
8. Airborne Express (1946 - 2003, to DHL) 
9. Air California, later AirCal (1967 - 87, to 

American Airlines) 
10. Air Chaparral (1980 - 82) 
11. Air Florida (1972 - 84) 
12. Air Hawaii (ceased operations in 1986) 
13. Air Illinois 
14. Airlift International (1946 - 81) 
15. Air New England (1975 - 81) 
16. Air New Orleans (1981 - 88) 
17. Air Niagara 
18. Air North (1963 - 1983, to Brockway Air) 

19. Air Oregon 
20. Air South (1968 - 1975, to Florida Airlines; 1994 - 

1997) 
21. Air Speed (1974) 
22. Air Vegas (1971 - 2004) 
23. Airways of New Mexico 
24. Albany Air 
25. All American Aviation Company (became US 

Airways) 
26. Allegheny Airlines (became US Airways) 
27. American Flyers Airline 
28. American International Airways 
29. American Overseas Airlines (1945 - 1950) merged 

into Pan American World Airways 
30. Arista International Airlines 
31. Arizona Airways 
32. Arizona Airways (1993-1996) 
33. Aroostook Airways 
34. Aspen Airways (1962 - 1990) 
35. Atlantic Coast Airlines (1989 - 2004, to 

Independence Air) 
36. Atlantic Gulf Airlines



How Do We Define 
“Business Class”?

Forbes 2006

http://www.airliners.net/open.file?id=1291691&size=L&width=1024&height=692&sok=&photo_nr=


How Do You Define Comfort?

http://www.airliners.net/open.file?id=0606576&size=L&width=1024&height=695&sok=&photo_nr=


Airline

• Rationalize
• Leverage Alliances
• Market Share 

Contracts
• Integration of 

LCC’s
• Value-Add 

Services



Definition of Extortion*

Extortion, outwresting, or exaction is a criminal offense, 
which occurs when a person either unlawfully obtains 
money, property or services from a person, entity, or 
institution through coercion or intimidation or threatens a 
person, entity, or institution with physical or reputational 
harm unless he is paid money or property. Refraining 
from doing harm is sometimes euphemistically called 
protection. Extortion is commonly practiced by organized 
crime groups. 

*Source: Wikipedia

http://en.wikipedia.org/wiki/Crime
http://en.wikipedia.org/wiki/Unlawful
http://en.wikipedia.org/wiki/Coercion
http://en.wikipedia.org/wiki/Intimidation
http://en.wikipedia.org/wiki/Protection_racket
http://en.wikipedia.org/wiki/Organized_crime
http://en.wikipedia.org/wiki/Organized_crime
http://en.wikipedia.org/wiki/Groups_of_people


Definition of Blackmail*

Extortion is distinguished from blackmail.

In blackmail, the blackmailer threatens to do
something which would be legal or normally 
allowed. 

*Source: Wikipedia

http://en.wikipedia.org/wiki/Blackmail


Why Airlines Merge

• Limited Access To Capital
• Reduce Competition
• Spread Combined Customer Base Over 

Fewer Aircraft
• Eliminate Duplication
• Increase Market Share



Top 10 Airlines (RPK)

1. American (224) 
2. Air France/KLM (197) 
3. United (189) 
4. Delta (159) 
5. Continental (127) 
6. Northwest (117) 
7. British Airways (115) 
8. Lufthansa (110) 
9. Southwest (109) 
10. Japan Airlines (96)



How Mergers Affect 
Business Travel

FREQUENCY COST SERVICE



How Travel Buyers Can 
Survive Airline Mergers

1.1. Contract Language: Contract Language: Anticipate x Mergers

2.2. Technology: Technology: TMC reporting metrics

3.3. Finance: Finance: Market Share Caveats

4.4. Planning: Planning: Identify Key City Pairs

5.5. Risk Management: Risk Management: Prepare action document



Perguntas & Respostas

Questions & Answers



See you next LACTTE

March 1st to 3rd, 2010

OBRIGADO!!!
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