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Meet Sam The TimeTraveller Experience

2 WEEKS BEFORE... 1 WEEK BEFORE...

Prepared for the Journey Ahead
It’s two weeks before Sam’s big trip to China with his 
mates. Sam downloads the new Air NZ app that his 
friends have been telling him about and plan to use 
throughout their adventure. Sam opens the app which 
immediately invites him to become a time traveller by 
simply adding his booking reference. Sam sees that 
he can easily connect with his fellow travellers and 
does so. In addition to his flight details, the app offers 
a range of features that will help Sam to be travel-ready 
for his trip and stay connected with his mates. After 
having a quick look at the various features available on 
the app, Sam notices that he has an immediate action 
for travel documents that needs his attention.

The Visa
Sam opens the feature TravelDocs and sees 
that he will need to apply for a holiday visa. 
The app shows Sam where his local embassy 
is and what documents he will need to bring 
with him to successfully apply for the visa. Sam 
downloads the visa application form, fills it out 
and heads out to his local embassy.

3 PackingSmart
Now that Sam has sorted out his visa, Sam 
decides to explore the LuggageSmart 
feature. It shows him that he will need to bring 
a range of fall and winter clothes with him. It 
will be 10˚ in Shanghai when they land, but 
it could be as warm as 20˚ when they get to 
Hong Kong. He didn’t think about that!
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The Fun of Travel
A few days later, TravelStones, a fun feature 
that gamifies the travel experience, sends Sam 
an invite. He’s greeted by the phrase “Ni hao, 
Sam. Would you like to learn some key Mandarin 
(Chinese) phrases?” He clicks on the invite and 
sees the app has listed a few handy words and 
phrases for when he’s on his trip. TravelStones 
also recommends Sam to download an offline 
translator and offline maps to help him navigate 
around China. Sam is feeling excited and more 
confident to explore a new country!
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The Group
The Air NZ app knows that Sam is travelling 
with friends, so GroupCompanion, a feature 
designed to connect group travellers, invites 
him to create a group chat with his friends. 
GroupCompanion works across multiple 
platforms, but recommends Sam to download 
and use WeChat as it knows that Sam and 
his mates are travelling throughout China 
which might restrict their preferred Facebook 
Messenger app. He starts the group chat and 
shares a few of the newly learnt Mandarin 
words with his friends. GroupCompanion 
offers the group to invite a chatbot named 
Oscar, who can answer anything at anytime, 
and provide relevant insights throughout 
their journey where appropriate. The boys 
see the value of Oscar and accept him into 
their group.
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Foreign Essentials
It’s 1 week before Sam’s big trip! Sam receives 
a notification from Oscar, informing him to start 
purchasing and packing some essential items 
for his travels. Oscar has been paying attention 
and knows that Sam still has some items on his 
packing list that haven’t been checked off. Sam 
sees that he’ll need a power adaptor for his 
chargers. Oscar, working with Port-to-Port, 
shows him a store at the airport where he can 
purchase one. Using NextSteps, the app’s 
personalised notification feature, Sam sets a 
reminder so he won’t forget to do it on the day 
of his flight.
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Excess Baggage
Sam starts packing his clothes and other 
essential items. Sam ticks his winter coat and 
boots off the list. The LuggageSmart feature 
does an estimated weight calculation on the size 
and contents of his suitcase. Oscar sees that 
Sam is getting close to his weight allowance and 
suggests that Sam should purchase additional 
baggage to remove any stress at the airport.
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Congratulations!
Sam has been practising a few words with his friends 
on the group chat and is awarded his TravelStones 

“Essential Words” badge. 

Sam receives an email and a notification that his visa has 
now been approved. His buddies all send a message 

through the group chat, saying that theirs have come too. 
They’re all awarded with an “Entrance Pass” badge. 

Congratulations all round for being so organised!

DAY BEFORE ...

What Can I Bring?
It’s now the day before Sam’s flight. Sam is concerned about 
whether or not he can bring his spare camera batteries on 
the plane. He decides to ask Oscar, who links him to the 
LuggageSmart feature in the app. He points his phone’s 
camera at the batteries and is shown that to bring lithium ion 
batteries on the plane, he needs to keep them in a strong 
plastic bag in his carry-on baggage, away from metal objects.
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Take Me To Where I Need To Be
Sam gets another notification, this time from GroundHaul, 
asking Sam if he wants a taxi to be booked for him. Sam agrees 
and gets a confirmation that his taxi will arrive promptly tomorrow 
at the appropriate time based on his flight’s schedule, local 
traffic, etc. Oscar knows that online check-in is now open, and 
suggests Sam to check-in via the app.  

The Forgotten
Sam has one last look at LuggageSmart and 
remembers that he’ll need to pack his phone 
charger tomorrow before his flight. Sam sets 
another reminder to alert him tomorrow morning 
when he wakes up so that he can charge his 
phone overnight. Sam sleeps well knowing that 
everything is taken care of.
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Check In

DAY OF FLIGHT (AT THE AIRPORT)

The Uninterrupted Disrupt
Now that Sam is ready to go, HelpMeFly alerts 
him that his flight to Auckland has been cancelled 
due to engineering issues and that he will miss his 
connecting flight to Shanghai. HelpMeFly working 
with NextSteps and Mix&MatchFlights, provides 
Sam with a list of flight options from Wellington to 
Auckland and a confirmation of the new booking for 
the flight to Shanghai.

Sam decides that it would be more thoughtful if he 
takes the earlier flight, so that he can treat his mum 
to afternoon tea before his evening flight to Shanghai. 
Sam calls his mum to invite her to tea and asks Oscar 
to include her in travel notifications via SMS.

Oscar reassures Sam that everything has been re-
booked. GroundHaul informs him that his taxi has 
been rescheduled and will now pick him up midday 
tomorrow. Sam’s friends are notified of his change 
of plans and they all wish him a great flight tomorrow.

13
What’s Next
Fast forward to midday tomorrow, Sam is in the 
taxi and opens the app to see if his flight time 
is running to schedule. Oscar assures him that 
nothing has changed and NextSteps shows 
Sam a preview of what he needs to do when he 
arrives at the airport. Port-to-Port shows him 
where he needs to go. After arriving at the airport 
and following NextSteps guidance, Sam settles 
in outside his gate with his favourite TV show 
playing on his mobile phone.

Boarding Call
Sam gets a notification that it is now his turn to 
board the plane. Sam finds his seat, continues 
watching his TV show and enjoys the flight. 
Sam’s mum receives a notification that Sam is 
now on his flight to Auckland.

Sam’s mum asks Sam where he would like to 
meet for tea. Sam works with Oscar to provide 
him with a few suggestions that are conveniently 
located at the International terminal before 
security. Oscar lists a few options and Sam 
shares them with his mum. Sam’s mum sees 
that Long White Cafe makes her favourite style 
of brownies and tells Sam that she will meet him 
there. Port-to-Port shows Sam where the cafe 
is located and how to get there.
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KIWI TIME

DAY OF TRAVEL – FIRST LEG

8

The Cut
Sam arrives in Auckland half-way through his TV 
show. PassengersCut assures him that he can 
continue watching it on the in-flight entertainment 
system on his connecting flight. Sam is next 
shown Port-to-Port, which has pulled up a 
wayfinding map to show Sam his walking path 
from Auckland’s domestic terminal to the cafe 
located inside Auckland’s international terminal. 
Sam finds his mum at the cafe and they have a 
lovely catch-up and tea.
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The Planning of the Airport Experience
After a couple of hours, NextSteps tells Sam that it is now time for him to go through 
Customs and Immigration so that he has time to have dinner and board the plane. 
NextSteps informs Sam that he doesn’t need to pick up or drop his luggage off as it 
will be transferred to his destination. He is curious about where his bag is and opens the 
LuggageSmart feature on the app. Sam sees that his bag is waiting to be loaded onto the 
plane to Shanghai at the Auckland airport. Sam is happy that he knows exactly where his 
bag is at all times. He gives his mum a hug and a kiss and begins his journey through the 
Auckland airport with the help of NextSteps.

17

Walk Me Through
Next, Sam looks at the steps outlined in NextSteps for going through Customs and 
Immigration. Sam is provided with a comprehensive list of every step he will go through, 
what documents he’ll need to present to officers at each stage and the time it will take. 
Sam feels completely prepared and makes his way through security.
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Award Me
Sam makes his way successfully through security without 
any stress and is awarded the “SecurityCompletion” badge 
from TravelStones. Sam shares his badge with his friends 
in the group chat and is congratulated by them. Sam’s 
friends are all very excited that he’s one step closer to being 
with them on their journey. Sam makes his way to his gate 
and waits to board the plane.
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CONNECTING

DAY OF FLIGHT – TRANSFER

The Transfer
Sam boards the plane and finds his seat. Sam turns on his in-flight 
entertainment and sees that the show he was watching is waiting 
for him to continue where he left off. Sam plugs in his headphones 
and continues watching. Later on in the flight, Oscar reminds Sam 
to arrange a taxi to take him to his hotel from the Pudong Airport in 
Shanghai. Oscar working with GroundHaul, arranges the taxi based 
on Sam’s estimated time of arrival and sets the destination to his hotel. 
Sam confirms the taxi booking and continues watching his show.

Final Checks
It’s now the day of Sam’s first transit flight 
to Shanghai via Auckland! Sam is alerted 
to pack his charger and to buy an adaptor 
at the airport. Sam was right to trust 
Oscar to remind him of the little things he 
may have forgotten.

11
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The Journey Ahead
After finishing his show, Sam decides to have a look at 
NextSteps for when he arrives at the Pudong airport. 
Sam sees that he will need to go through quarantine and 
immigration before picking up his luggage. Port-to-Port 
provides a wayfinding map for him and is relieved to know 
that he won’t be getting lost in the unfamiliar airport.

21

Competition with Friends
Sam is feeling a little lonely without his mates and invites them to play 
the trivia game with him. Sam’s mates accept the offer and begin 
the battle. During the game, Sam is awarded the “LanguageWarrior” 
badge for answering all of the language questions correctly. Sam sees 
that his other friend is in first place and tries really hard to beat him. 
Unfortunately, Sam comes in third place at the end of the game and sees 
that his friend is awarded the “TriviaNinja” badge. Sam tells his friend 
that he’ll beat him next time.

22

Time to Relax
Sam sits back and relaxes for the remainder  
of his trip and continues watching the rest of 
his favourite show. He's feeling super prepared 
and can't wait to be in Shanghai!

23

“Ni Hao”
1

2020 AND BEYOND

Sam, a 28 year old Kiwi, is planning a trip of a life-time to 
China with his high school mates, Benjamin and Manu. Sam 
will be travelling by himself for the first leg of the journey from 
Wellington to Auckland where he will meet up with his friends. 
Since this is Sam’s first time travelling internationally, Sam is 
nervous and unsure of what to bring on the trip and how to 
navigate around foreign airports and cities.

On Sam’s journey, he will be taking a domestic transfer flight 
from Wellington to Auckland, and then a connecting flight 
from Auckland to Pudong, Shanghai. After travelling around 
Shanghai, the group will make their way to Beijing and 
conclude their adventure in Hong Kong.

Sam and his mates will be travelling during the Christmas 
holidays to enjoy winter sports and festivals.

We are letting Air New Zealand customers time travel by giving them a 
sneak peek into the future, showing them what’s next on their journey 
before they arrive. Here you’ll find just a few of the new services 
Air New Zealand will offer. These features, working together, create a 
new travel experience that will help our passengers prepare and enjoy 
air travel like never before.

The TimeTraveller 
Experience

NextSteps

Using intuitive infographics and a simple interface, the user is always informed of where 
they are along their journey. Where appropriate, NextSteps offers clear directions and 
instructions. At each step of the experience, a countdown clock informs the user of how 
much time they have to accomplish their task(s). Smart technology makes sure that there is 
always time and information to accomplish all tasks throughout the entire experience.

At the airport, or for those times when referring to a digital device is inconvenient, 
NextSteps has a hands-free mode with the ability to send audio instructions. NextSteps 
can also support smart watch technology making sure that in every instance, the passenger 
is supported throughout their entire journey.

The Air NZ app now includes a host of customisable notifications. In addition to notifying 
themselves, users can alert friends, families and other group travellers (when applicable) 
to a host of key steps throughout their travel adventure. In fact, users can even define their 
own notifications. Predefined notifications include, but not limited to:

• pre-flight tasks accomplished (passport, visa, packing, ground transportation, etc.)

• where the user is in their journey (on the way to the airport, at the airport, boarding, etc.)

• flight information (flight status, disrupts)

• baggage status (scanned, onboard, on carousel)

Travellers will now have all the information necessary to work their way through the maze 
of the airport experience so they don’t feel overwhelmed by unfamiliar processes or 
intimidated to ask questions.

NextSteps will be the signature feature of the new Air NZ app. Air New Zealand 
passengers will have a easy to follow, personalised task list, that will update throughout the 
user’s journey. The insights that led to this idea were deemed to be most impactful by our 
sponsored users and Air New Zealanders. 

 HelpMeFly

The Air NZ app now includes a host of customisable features and preferences to help 
personalise a passenger’s flying experience. It starts with a unique ID, a fingerprint, that 
acts as a security enhancement to pre-load information about passports, visas, bank 
details and other personal information. The information provided helps Air New Zealand 
orchestrate a seamless and turbulent-free journey around the globe. Smart technology 
oversees the passenger’s journey and acts as an agent to help with time management and 
disruptions, creating a timeline architecture that is specific to each passenger’s priorities. 
The priorities are displayed in the dynamic NextSteps navigation service, specifically 
tailored for each trip a passenger takes on Air New Zealand.

These are some of the preferences passengers are able to pre-set, but not limited to: 

• storing passports, visa and other sources of personal identification

• voice navigation if not checking a bag

• in-flight preferences like seat assignments, meals, and the ability to request a quieter
section of the plane for work or sleeping preferences

• what information you’d like Air NZ to notify you about

• stores past journeys to help anticipate needs for future journeys

• the ability to choose right- or left-hand navigation

This feature gives passengers complete control over their data and other important 
details. It gives Air NZ the ability to communicate with customers, leveraging the data and 
knowledge derived from close and continuous collaboration in the form of feedback and 
preference. This ensures that our customer service provides a level of care and comfort 
appropriate to each passenger’s personality and communication style.

HelpMeFly is the first stop to a wide range of personalised options for the 
Air New Zealand passenger. Improved customer experience, and ease of use will both be 
dramatically improved by offering the user these options. It allows Air New Zealand to build 
a trusted relationship with their users that goes deeper than touchpoint and omnichannel 
content distribution.

K
P

I’S
O

P
P

O
R

TU
N

IT
IE

S
E

X
P

E
R

IE
N

C
E

K
P

I’S
O

P
P

O
R

TU
N

IT
IE

S
E

X
P

E
R

IE
N

C
E

GroundHaul

Understanding your preferences and travel habits, GroundHaul removes the hassle of 
planning your transport to and from the airport. Whether it be by bus, train, taxi/Uber, or 
rental car, GroundHaul can arrange transportation for you based on your flight departure 
and arrival times. Users can be reassured that GroundHaul has the latest traffic updates 
as well as knowledge of the user’s comfort zone to recommend the best travel experience 
to and from the airport.

Rather than starting their travels frantically organising transport to the airport and battling 
traffic, users will now have an enjoyable and stress-free experience with GroundHaul.

GroundHaul will significantly help Air New Zealand operations as well as travellers, as the 
number of missed flights will be reduced. 

LuggageSmart

LuggageSmart is here to help with what can be a mundane and confusing part of the 
travel experience: packing and luggagge tracking.

Knowing your travel destination, possible activities, the weather, and the purpose of your 
travel (business or leisure), LuggageSmart will recommend and remember a user’s 
packing list. Over time, smart technology will learn what others are packing when they are 
travelling to the same destinations benefitting future travellers also. If users are struggling 
to know what is allowed on the plane, they will be able to use their mobile device’s camera 
and image recognition to confirm if the item will pass security requirements.

Future enhancements may include the ability to use smart technology to estimate weight, 
offering the passenger key insights to managing their luggage.

LuggageSmart will also take a photo of your bag and log this as a safety measure in 
the rare occasion your luggage gets lost, letting Air NZ know exactly what to look for.  
LuggageSmart has length and depth measurement functionality to help travellers decide 
whether to carry-on their bag or check it.

Working with NextSteps you are always in the loop. The Air NZ app gives users the ability 
to track their bags at all stages of their travel.

With the help of LuggageSmart, users will be able to identify if they will require an 
additional bag for their travels and can arrange for one before they arrive at the airport.

From departure to arrival at the destination airport, users will know where their bags are 
every step of the way. Particularly during the often-confusing transit period, users will be 
notified if they need to pick up their bags, which carousel to pick them up from, and where 
to drop them off again, ultimately eliminating stress and confusion.

Air New Zealand may benefit with the potential new revenue from additional bags that 
users will purchase. Also, travellers can have a more seamless airport experience knowing 
that all of their luggage is security compliant.

Thanks to LuggageLocator, the number of lost bags and the time it takes for missing 
bags to be returned will both be reduced.
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Oscar

Building on the existing Oscar chatbot, the future Oscar will employ advanced AI 
technology to become a truly trusted companion. Oscar will interact with the Air NZ app’s 
user(s) by listening to their needs and responding to their questions. As the user interacts 
with the many innovative features, Oscar will work in the background to better understand 
our user, and when appropriate offer invaluable instruction and insight supporting the user’s 
360 experience. The voice of many of the notifications will be Oscar’s.

When travelling in a group, Oscar in conjunction with GroupCompanion, can be added 
to a group chat offering true AI technology working on behalf of both the individual(s) and 
the overall group experience.

On the plane, Oscar can relay a message to a flight attendant if there is an urgent need, or 
a message you’d rather let the crew handle, like asking the child in the seat behind you to 
please stop kicking the back of your seat.

In addition to offering individual and group advice, Oscar enables a host of the app 
experiences. The data gathered is used to better understand and advise both the individual 
and group passengers.

Oscar will positively impact the traveller’s experience by becoming the truly trusted 
companion. In addition to dramatically improving the customer experience, Oscar over time 
will learn about our passengers and both advise them as well as Air New Zealand of their 
needs.
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GroupCompanion

Air New Zealand passengers often fly within a group. Group travellers can be very diverse. 
They can include friends, family, or just like-minded travelers. What they all have in common 
are the additional challenges intrinsic to flying with others.

A parent(s) with children can often have additional needs. Grandparents and/or the 
elderly might need services like a wheelchair or special assistence. GroupCompanion 
understands this and helps connect people invested in the traveller’s needs. 

When flying with friends, family, or a group, GroupCompanion, invites the passengers to 
start a chatroom within their preferred platform. GroupCompanion uses Oscar to monitor 
the chat, learning about the individual traveller as well as the group. Smart technology 
offers individualised and collective wisdom to the chat exchange as well as informing other 
areas of the app experience with the data needed to enable many of these innovative 
moments.

Working with NextSteps’ notification ability, GroupCompanion can also keep non-
travellers informed of where their friend or family member is within their journey.

In addition to offering individual and group advice, the GroupCompanion feature enables 
a host of the app experiences. The data gathered is used to better understand and advise 
all of our passengers.

GroupCompanion will positively impact the group traveller’s experience. By keeping all of 
the members of a travelling party together, this innovative feature will dramatically simplify 
the confusion when travelling with multiple people.
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TravelStones

Air New Zealand has it’s fun side. Played alone, or in a group, passengers are offered 
a range of travel-related games, each with their own rewards for achieving goals. Smart 
technology understands the obstacles and complications our travellers are likely to 
encounter along their journey, and applies behaviour economics and nudges to help them 
stay informed, on time and inspired along all points of the journey.

Each destination in the Air New Zealand fleet will have it’s own set of TravelStones 
with tasks, trivia and games designed to help prevent bottlenecks in the airline and travel 
process, and record and remove tasks that have been accomplished across passengers’ 
entire journey.

Through gamification, passengers are engaged to learn more about their destinations, 
Air New Zealand, and their overall flying experience. Individuals and/or groups are rewarded 
for accomplishing their personalised goals.

Making it fun for travellers, TravelStones will increase travellers’ engagement with Air New 
Zealand and the brand. Air New Zealand will also have the opportunity to learn more about 
their passenger(s) and how they can continue to show travellers that Air New Zealand is 
the airline of choice.
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Fund$

Building from today’s OneSmart experience, the new Air New Zealand app will offer many 
of the features with a vastly improved user experience. This revisioning will have a built in 
XE currency converter so users are able to save their favourite currencies and know the 
exchange rates in real time. As the user’s travel date approaches, Fund$ will send through 
a push notification to remind the user to exchange their currency so they are prepared for 
their trip. If users are too busy in the lead up to their travel date, Fund$ with Port-to-Port 
will provide a simple wayfinding map locating the various currency exchange stores at the 
airport and at their destination.

Transfering funds from bank and/or Airpoints to Fund$ will be simple and intuitive, as 
will integration with Apple Pay and Wallet. Fund$ can be used for inflight purchases like 
entertainment, shopping, and refreshments.

Inexperienced travellers will no longer overpay on foreign exchange rates thanks to a 
few tips on Fund$. The calculator will inform international travellers how much they are 
spending on their trip (in their local currency) offering them the information they need to 
budget for their trip, all at their fingertips.

Fund$ is another opportunity for Air New Zealand to show their customers they care about 
them, and that they’re helping in every way they can on their adventure. Fund$ will create 
yet another chance for users to engage with the Air NZ app.
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PassengersCut

PassengersCut offers a wide range of new entertainment experiences for the traveller like 
the ability to log in to your own personalised services offering a Netflix/Hulu-like experience, 
integrated in the In-Flight Entertainment (IFE) system. Based on previous watches, 
PassengersCut now can make informed recommendations to ensure you are entertained 
throughout your airport and flight experience. Best of all, if the flight ends before the movie 
does, passengers can now finish watching at their leisure on their phone, tablet or desktop.

Passengers will have a wider range of entertainment options, including smart 
recommendations, without the frustration of an incomplete, interrupted viewing experience.

With the introduction of PassengersCut, Air New Zealand travellers will have an enjoyable 
time before, during and after their flight, watching all of the latest movies and TV shows 
with limited interruption.
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Mix&MatchFlights

Similar to FlexiTime, a domestic flight passenger who is experiencing a disrupt can have the 
freedom to choose the flight(s) that best ‘match’ their experience.

Disrupts are at best a nuisance, at worse a challenge. Air New Zealand understands this 
and wants to be the compassionate airline. Where possible, when a disrupt happens, 
Mix&MatchFlights working with NextSteps will offer the traveler alternative flights to 
their destination. S/he can easily accept one of the suggested flights, or choose from the 
larger inventory (where available), and with one click be instantly rebooked at no additional 
cost to the traveller.

Domestic passengers who are experiencing a disrupt will have the freedom to fly any of 
the scheduled flights to their destination that has seat availability without incurring an 
additional cost.

By offering passengers a wider range of rebooking options, Air New Zealand will less 
likely be responsible for additional disrupt expenses like putting stranded passengers up in 
a hotel.
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Port-to-Port

The Air NZ app will be a one-stop-shop for travellers needing information 
about their local airport as well as the city users are visiting. With a  
click of a button, users will be shown:

• A map of the airport (including check-in counters, lounges,
food courts, shops, security, gates).

• A search function for users to identify what they’re looking
for with corresponding wayfinding directions

• Any tips and tricks that users may find useful in their airport experience

At their destination, Port-to-Port will provide a handy, quick fact sheet about the city 
including a calendar of events for the week. The Air NZ app, having learned more about the 
user, will be able to recommend events personalised to the user and their interests.

A more enjoyable and seamless experience for users as they go through the airport. Users 
can spend more time browsing the shops and visiting cafes, and less time wayfinding in 
the airport. Users will have a whole new experience exploring their destination cities with 
the help of Port-to-Port. Having events suggested to them as soon as they land, users 
can plan their trips around the events that interest them most, and won’t have to miss 
a thing!

Port-to-Port helps the user with wayfinding, from their local airport to their destination 
airport. Users will feel more confident as they go through the airports, resulting in 
less support from the contact centre or the airport staff, and there’ll be less need to 
search online.
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CrewComm

Have you ever needed to communicate with a flight attendant privately? The child behind 
you is kicking the back of your seat and you don’t wish to confront them directly? Or, you’d 
love some water, but don’t want to make the flight attendant have to walk the plane back 
and forth, and back again? CrewComm has you covered. Instead of the overhead call 
button, you can now discretely contact a crew member from the comfort of your own seat. 
Simply inform Oscar of your concern and he’ll do the rest. Oscar will make sure that your 
message is delivered to the appropriate crew so you are looked after throughout your flight.

With the introduction of CrewComm, Air New Zealand Flight Attendants can ensure their 
travellers are well-looked after, right from take-off and all the way to landing. Passengers 
will feel more comfortable reaching out to Flight Attendants as it is more discrete than the 
overhead call button. Also, travellers can inform Flight Attendants they would like to be 
woken for the food service, if they choose to take a nap during the flight. 

This service should drive increases customer satisfaction, with speedier resolution of 
concerns. This quicker service should also increase food and beverage sales in-flight. 
Allowing employees to focus on human interactions rather than rushing back and forth 
should drive increased employee engagement. Data-driven insights gained from the types 
of requests and complaints facilitated would add additional business value, feeding into 
passenger profiles, deepening understanding of customers, and driving future service 
delivery improvements.
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TravelDocs

In addition to the current ability for an international traveller to input their passport details 
into the Air NZ app, TravelDocs can now send users timely reminders to check both their 
passport and/or visa status. The app also has the user’s upcoming flights registered, so it 
will know if you require a visa for your destination and will give users ample time to apply for 
their visa, or renew their passports. In many cases, TravelDocs will have directions on how 
and where to apply for their document(s) as well as links to the necessary forms.

This will give travellers time to renew their passport and apply for their visa with enough 
notice to avoid significant stress or excess fees during their travel experience.

Travellers will have easy access to all their passport and visa information including prompts 
which will inform them the required documentation necessary at their destination. For 
Air New Zealand, TravelDocs will dramatically decrease refused travel and hefty fines for 
travellers without the appropriate documentation.
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