
 

 

 
Challenge #1 
CUSTOMER EXPERIENCE INNOVATION  

 
Challenge Statement: Create a new way to enhance the flight travel experience. 
 
Market Background: The U.S. air travel industry brought in $222 billion in revenue in 2017… That’s 
a lot of flights. But talk to any traveler and they’ll probably tell you about all the ways that air travel 
is stressful, annoying or downright miserable. With thin margins and competitive prices, focusing 
on enhancing the customer experience is one of the few remaining places where airlines can 
compete for customers. What could you create to delight air travelers in unique, new ways?  
 
Technology Background: This challenge is pretty wide-open to any type of technology, as long as 
it appropriately fits within the lifestyle and “user journey” of your traveler (pun intended).  
 
Springboard Resources:  
Number One 
Number Two 
Number Three 
Number Four 
Number Five 
Number Six 
Number Seven 
Number Eight 
Number Nine 

 
Project Tips: 

● Research the rather complex “user journey” that exists for travelers - map it out!  
● Not all travelers are the same. You’ll create something more valuable if you focus in on a 

specific type of traveler or a use case that solves a specific problem. 
● Consider the entire travel experience (not just what happens in the airport or on the plane). 
● This can be a product offered by an individual airline, a single airport or available as a 

standalone company. Regardless, how will the concept generate revenue and/or generate 
cost savings and/or customer loyalty? (It’s possible to offer something for free, if the cost 
savings, loyalty, etc can prove return on investment). 

● How will you get customers to use your idea? Marketing? Incentives? Partnerships? 
● How will you measure the impact of your idea? How could data be utilized for added 

impact? Could the data be monetized in some unexpected way? 
● Look at other industries for inspiration - customer experience is huge everywhere. 

 
 
 
 
 
 
 

https://www.ameyo.com/blog/8-ways-your-competitors-use-customer-experience-innovation-to-stay-ahead
https://www.appcues.com/blog/user-journey-map
https://www.sparkcentral.com/blog/aviation-festival-airline-innovation/
https://www.phocuswire.com/Customer-experience-part-3-airports
https://econsultancy.com/how-airline-brands-are-improving-customer-experience-in-flight/
https://www.mycustomer.com/service/management/its-all-about-the-journey-four-customer-experience-lessons-from-airlines
https://www.forbes.com/sites/blakemorgan/2018/08/16/10-examples-of-customer-experience-innovation-for-travel/#1f5102ef2805
https://uxmastery.com/how-to-create-a-customer-journey-map/
https://conversionxl.com/blog/customer-journey-mapping-examples/

