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What is a Community?
The common definitions of community revolve around geographics, demographics, and affinities. They have heavy social connotations. There may be two reasons to host this type of community online. The first is simply to provide this service out of the goodness or passion of your heart. The second is to drive traffic to a site with the ulterior motive being to sell “eyeballs” to advertisers. Neither of these reasons aligns with Orbitz objectives. So.... We may call this project "Community", but we’ll not be entirely driven by Webster's definition or by common online examples.

More accurate concepts include: Relationship, Relevance, Comfort, Service, and Loyalty. Orbitz business objectives revolve around a quality product, sales, growth, and marketshare. Community itself does little to achieve these goals but the above-mentioned concepts will have a direct impact on all of them.

Successful and Failed Communities
Specific evaluation criteria are needed in order to judge the success of a community. The criteria by which Orbitz should judge success is:
1.) Does the Community support or further Orbitz business goals?
2.) Is the creation and maintenance of the Community cost effective when compared to value in supporting the business goals?

Where the definition of community is fuzzy it will be very easy to build a community for the wrong reasons. Those that build "traditional" communities for reasons of passion or advertising revenue via traffic are on the right track. All others beware.

Here are a few analogies:
Linux has an incredible online community. It's driven almost entirely by passion and charity and consists of many chatrooms and email lists with much (virtual) social interaction. It provides a vital service for its members but little or no revenue (outside of ad sales) for anyone who hosts it. In fact, the Linux community, like most, is not hosted by a single entity.

Walmart has an alternative kind of "community". They are loyal and very numerous. Walmart creates their community by putting their stores in everyone's hometown and offering such a complete line of products and services that their customers don't need to shop anywhere else. There are no (that we know of) Walmart chatrooms or affinity groups and the only social issues are the interaction with the employees and the word-of-mouth that happens outside of the stores.


What Type of Community Should Orbitz Build?
 Orbitz should focus on a "commercial-based" community - one that builds a Walmart-like following because of its completeness and usability.

What Are the Primary Goals For an Orbitz Community?
Based on the evaluation criteria listed above, the goals should be:

1.) Make sure that the Community supports or furthers Orbitz business goals.
2.) Make sure that the creation and maintenance of the Community is cost effective when compared to its value in supporting the business goals.

Who is Orbitz Building a Community For?
Ultimately Orbitz should be building the community for Orbitz. That said though, Obitz' lifeblood is loyal and numerous customers.

Orbitz Community Today
Orbitz is already on the right track by offering first-things-first and lot's of 'em. The biggest gap is in the relevance of the offerings. More personalization is needed. Not just the kind where the site displays a customer’s name, but rather the kind that saves Him/Her money and fills all of His/Her specific travel needs. The next big gap is completeness. It is still necessary to go elsewhere for travel maps, destination information, events and activities. And it's still easier to pick up a phone to check on flight status and to share my travel information with "those who need to know".

There is an overarching objective to satisfy the concerns of consumer advocates and groups.

What are those concerns?

1. Save the consumer money

2. Make the act of traveling easier and more accessible

3. Make the process of purchasing travel easier and more accessible

4. Legal compliance – Non-refundable tickets, price fixing, etc.

A primary objective is to create a loyal Orbitz community of satisfied repeat customers.

What are the concerns of a Travel Community?

1. Complete travel product and service offerings – All closely travel related, but beyond the basic Air, Hotel, Car.

2. Relationships/Personalization – Orbitz should know the specifics of its customers (where they live, where they are going, who their friends are, and more.)

3. Group and member benefits – discounts, exclusive information, etc.

4. Unbiased environment – free from unsolicited advertising and propaganda.

Parallel objectives are those that serve Orbitz’ sales and marketing agenda.

What are those concerns?

1. Create loyalty through complete (on-stop-shop) services/features

2. Sell and cross-sell more product

3. Increase brand value and awareness

Travel purchasers generally break down into two very different groups with specific concerns. Individuals may actually be acting in either role depending on their situation. So, it’s really more a matter of two situations and a few variations rather than two different user groups.

Business

Primary Description:

An individual or small group that is traveling for the purpose of a short meeting at a single location. The cost of the travel is passed on to the employer. It may include some afternoon or evening entertainment. It may be an extended stay such as a convention or training classes. They are usually accustomed to travel and are traveling with minimal baggage.

Concerns:

1. When do I need to arrive to make my meeting on time?

2. When is the earliest I can depart?

3. Where is my meeting?

4. How will I get there and back?

5. Where will I stay if overnight is required?

6. Where will I entertain?

7. Will I have Internet/Office Services access

8. What does my schedule look like?

9. Are my flights on time?

10. Are my flights flexible iin case things change?

11. How will I submit my expenses?

Leisure

Primary Description:

An individual or family traveling for leisure purposes, usually to either a commercial vacation destination or a family/friend. The cost of the travel is borne by the purchaser. The stay is usually extended (more than three days). Transportation and accommodations are often not necessary in the case of family/friend visits. Because of the duration of the stay they may be baggage heavy. They may not be accustomed to travel and may be unfamiliar with procedures.

Concerns for Commercial Destinations:

1. Total cost of trip

2. How I get there and back (if not included in package)?

3. Where will I stay (if not included in package)?

4. Local attractions?

5. Daily schedule.

6. Kids/Pets considerations?

7. Local issues (visa/passport, language, currency, electrical, etc.)

8. Baggage – rules, limitations, procedure?

9. Safety

Concerns for Family/Friend Destinations

1. Cost of travel?

2. Getting to the airport – Pick-up/Drop-off issues?

3. Baggage – rules, limitations, procedure?

4. Kids/Pets considerations?

Considerations for Novice Travelers

1. Getting to the airport – Pick-up/Drop-off issues?

2. Baggage – rules, limitations, procedure?

3. Safety – airplane safety, turbulence, comfort

4. layovers?

5. Boarding procedures?

The following is a brainstorm list of potential solutions and features that may help accomplish the stated goals. They are divided into categories that may or may not be helpful in presenting the options to customers. They are in no order of priority.

People to Relevant Information and Tools

· Current Itineraries

· Airport/Airline/Airplane Info



· Gate

· Terminal

· Flight Status

· Flying Forecast

· Weather

· Traffic Report

· Packing List

· Baggage Allowances (specific to flight/airline)

· Trip/Day Planner (calendar or list format)

· Currency Converter

· Destination Guides

· Maps

· Restaurants

· Attractions

· Events

· Recommendations and Pre-Paids (could be offered through Orbitz as pre-paid or simple links to partners)

· Parking

· Tickets and Tours

· Court, Greens, Spa, Bike, Scuba, Ski

· Restaurants

· Secondary Transportation (Limousine, Train, Ferry)

· Expense report (business traveler) or Expense Tracker (leisure traveler)

· To Do List

· Personalized Deals

· Average fares (designed to highlight Orbitz’ savings)

People to “Care”

· Sign-up

· Preparing for your trip 

· E-mail travel notifications 

· Travel Watch 

· Special needs 

· International Travel 

· Tips for hassle-free travel 

· Tips for cost savings

· Ticket terms/conditions 

· Traveler Care Alerts 

· Traveler Advocate

· Packaged Information – Kits created for specific types of users or specific types of issues.

· Online Checkin (where available)

People to Other People

· Meaningful People (buddy list)

· Add to list and verify

· My “Buddies” Itineraries

· My “Buddies” Comments

· Air

· Hotel

· Car

· Destination

· Send my info

· Global Community

· Moderated Comments/Tips

· Ratings

· Trends (via polls)

· Expert Advice

· Private Community 

· Exclusive deals and information

· Designated unaffiliated leaders and moderators

Input

· Question of the day (add a tip for some give and take)

· Quick Poll 

· Ratings

· Survey (pre/post travel)

· Freeform
· Travel Quiz (test your knowledge and learn
The following is a brainstorm list of high-level solution concepts. These are similar to features but “bigger” and more conceptual in nature.

1. Smart Home Page

a. Knows who you are and when you are traveling or have traveled.

b. Displays information relevant to your preferences, travel plans, or past travel.

c. Content and features change dynamically as your trip draws nearer. (More than three days away, between 72 and 24 hrs. away, less than 24 hrs. away)

2. Smart Cross-Sell

a. Knows when you’ve booked a flight and have not booked hotel or car.

b. Knows about your destination and offers destination-specific products and/or recommendations such as: tickets, tours, reservations, books, souvenirs, luggage, etc.

3. Pre-paid Products

a. Allow customers to consolidate their entire trip expense within Orbitz.

b. Deter buyers from visiting other sites for additional trip necessities,

c. Capture mark-up, referral, processing, or royalty fees.

4. Rearchitecting the current Care and MyStuff features.

a. Care is a very misunderstood word in Orbitz context. Care is most often used to describe customer service functions. Usually problem resolution. Traveler Care is particularly confusing in this context

b. Suggest splitting out Customer Care (leave name same) and merging Traveler Care (rename) with MyStuff. The feature Traveler Care Alerts should also be renamed.

c. MyStuff should be expanded to include “MyCircleOfFriends” or “Travel Buddies”. This feature would allow the sharing of not only alerts and flight info with a buddy-list but also allow friends and associates to share experience information, destination information, and travel tips that would be much more applicable than general travel tips.

5. Creating a “Finder” Wizard or Search-Based Information Locater/Packager.

a. Orbitz doesn’t currently have a “site search” function. It’s not very important because there isn’t much information outside of products. As Orbitz expands its information services a search will become more important.

b. Beyond the typical site search, Orbitz could provide travel-specific search filters that would address specific issues or types of travelers. Examples: Traveling with kids or disabilities, Airport/Airline Info, Destination Info, Business travelers, Group travel, Budget-conscious travel, Regional issues, etc.

6. More Robust Preferences

a. Orbitz allows customers to input few preferences (mostly loyalty program info). This could be expanded to include preferred destinations, preferred grades of hotels and cars, preferred vendors, local and destination addresses, and site customization.

7. Site Customization

a. This is a concept stolen from many portal sites but effective in garnering loyalty.

b. Allow customers to decide on display options for certain content and features. Options may include: Show local traffic and weather, Show deals to my favorite cities, Show events in my favorite cities, etc.
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