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Customer & Technology
Experience

The Customer & Technology Experience reports
analyze successful experiences from prominent
clients in their sector, with the goal of providing the
market with an independent view of the value that
different solutions, services, or methodologies
can provide. The reports present assessments
derived from the evaluation of data provided by
the supplier, customer experience, and analysis
conducted by PENTEO professionals.

Financial forecasts are vital tools for a company's
health and sustainable growth, providing a solid
foundation for strategic planning, relationships with
third parties and investors, and efficient resource
management to optimize prices and sales. The trend is
toward more agile forecast generation, enabling earlier
decision-making and reducing unnecessary resource
commitment.



Context

Amadeus is one of the leading global distribution system and technology provider serving the travel and
tourism industries worldwide. Through the system, travel agencies and ticket offices can make reservations
with over 400 airlines. The system also provides access to more than 1 million hotel properties, car rental
companies, as well as other suppliers, including ferry, train, cruise, travel insurance, and tour operators.

It was founded in 1987 as a joint venture between Air France, Lufthansa, Iberia LAE and Scandinavian Airlines
System to create a global provider of information and reservation services for the benefit of travelers.
Amadeus was established to create a global platform for information and reservation services. Since then, it
has evolved into a diversified technology partner, offering solutions that support not only reservations but
also airline IT systems, airport operations, hotel management platforms, and travel analytics.

Today, Amadeus continues to drive innovation in the travel sector, leveraging technologies such as artificial
intelligence, cloud computing, and data analytics. Its focus on collaboration, digital transformation, and

sustainable growth positions it as a kRey enabler of connected, efficient, and customer-centric trave
experiences worldwide.
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Description of the need and target

The Amadeus Planning Hub (APH) is designed to enhance the planning processes within the company by
addressing Rey areas for improvement. APH aims to provide a single source of truth, ensuring consistency
and alignment across the organization. By streamlining planning cycles, APH reduces both time and
resource costs, delivering significant value to the Business Units (BUs). It bridges the gap between short-
term planning exercises and the company's strategic vision, offering robust simulation capabilities.

To achieve these goals, a comprehensive project was undertaken, involving hundreds of people from various
departments to develop a company-wide forecasting model. This new solution enables faster forecast
preparation, delivering figures within the same month.

APH enhances the integration of operational and financial planning, aligning with the business strategy. The
main benefits include:

A Shortened planning cycles

A More accurate forecast information tailored to business needs

A Improved decision-making and increased visibility for business units
A Standardization and simplification of global planning processes

A Increased end-to-end efficiency of the entire planning cycle
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Project stages

The roadmap established a starting point in 2021, with a final production launch in September 2023. The
project was planned in three phases. The first consisted of design, the second construction, and the third,
cross, complete change management. In more detail, the complete phases addressed for the project were:

Mobilization and Startup. First Half of 2021. Preparation of plans and shared understanding of
objectives, including alignment of leadership with the Executive Committee.

Proposal design. Second half of 2021. Compilation of all requirements from the areas involved
and covered by the project. Through more than 55 workshops with stakeholders and kRey business
personnel, the TO BE model is agreed upon.

Construction of the solution. First half of 2022. Through collaborative work between internal
and external stakeholders, the hub is developed using Agile methodology through 10 sprints over
six months.

Verification and Testing. Second half of 2022. Execution of a battery of tests to certify that the
Hub is functioning as expected. This involves business and control users, as well as current and
future users who have been enabled through the development of the solution.

Deployment and support. Starting in the first half of 2023. Go-live, comprehensive training
sessions for all end users, and understanding of future ways of working.

Evolution and Optimization. Second half of 2023 and 2024. Update the solution functionality to
Amadeus evolution. Project lead by Amadeus with SDG resources as technical experts




Selection criteria

To provide the best solution to the challenge and the need described, a solid partner was needed for this

project. The main drivers behind the decision to hire SDG Group were the following:

KNOWLEDGE OF
TECHNOLOGY

Amadeus was aware of SDG's
experience with use cases and
projects similar to the one
proposed, which, along with
references from other Cclients,
provided reassurance regarding
the outcome.

ANALYST VISION:

PROPOSED SOLUTION

SDG presented a realistic
proposal, submitting to all three
phases but focusing on the first
two. They prominently proposed
and defended the proposed
approach and provided examples
to clarify it.

AUTONOMY AND
EVOLUTION

A Rey factor was also SDG
Group's autonomy during

implementation, which would
allow it to continue using
Amadeus' BAU, as well as the
potential to evolve the solution in
the future and improve its
adaptation to other contexts.

SDG Group It stands out as a specialist provider (or highly specialized boutique) in Data, Analytics, and Artificial

Intelligence for large companies and corporations across all sectors and industries. They support their clients in

defining and executing their analytics strategy, providing them with business opportunities. insights and

implementing quality change management. From Penteo's perspective, SDG Group is positioned among the top

three most relevant suppliers in the latest edition of the Penteo Data & Al Universe (2024), thus highlighting the

experience acquired over the years and the satisfaction of its clients with the projects it executes. The pillars on

which it has based its strategy are, among others: a mature commitment to Al, multidisciplinary talent and

leadership in the field of data and cutting-edge technologui.
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Benefits obtained

The project has brought significant benefits not only to the areas involved but also to the entire company,

including:
Much shorter planning cycles, reducing the time previously required up to 50%

Workday, MDM (Master Data Management). SAP FI, SAP PPM and SAP BW applications
requested by the business

Creation of a monthly rolling forecast that integrates the operational and the financial
information, increasing the visibility of the business units and improving the service that Finance
function is providing to the rest of the organization

Enabling control frameworks to scrutinize analytical data for better decision-making when

adjusting demand for resources employed.
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CONFIDENTI/

Key success factors

Various Rey success factors can be identified that have enabled the successful implementation of the project:

Multidisciplinary involvement: With the participation of different areas of the companuy, as well as
professionals from different SDG areas, different points of view have been obtained in the execution

of the project, which has allowed the achievement of the objectives, taking into account variables
that affected not only the business

Adequacy of the team involved: After

Driven Approach: Focused on generating o o
_ S jointly reviewing the resource proposal,
value from day one with a realistic initial

Amadeus requested an increase in the

scope that covers all the needs _ _ _
team given the complexity of the project.

SDG was able to assemble a team that [e[S planning strategy  success

Amadeus.
met these needs, both qualitatively and =—=g=——f=—gp— g —

transferred from the business and IT by

quantitatively.

Initial organization: Before beginning development, SDG decided to hold a large number of sessions
with all Rey stakeholders to gain their perspective on the solution and to conduct a survey of Rey

requirements from each business area to lay the groundwork for the objectives to be achieved with
the solution's implementation.
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Challenges to consider

Any type of project presents multiple challenges and barriers, whether technical, organizational,
implementation, or business alignment. This project was no exception, and the following challenges were

identified:

PENEO

Expectation management: From the
outset, both SDG and the partner in
charge of change management have been
providing Amadeus with the solution's
capabilities, ensuring that users are fully
aware of the benefits of its
implementation and the real scope it
would cover.

Different suppliers: Another obstacle to
overcome was the fact that one of the
contractors for another phase of the project
was a foreign supplier, which can lead to
discrepancies in project implementation
and misalignments with the client's
expected deliverables.

CUSTOMER & TECHNOLOGY EXPERIENE®EANNING HUB PROJECT

Planning: The large number of resources
allocated to the project, their contribution to
the solution, and the need for awareness
sessions for all teams has posed a challenge
in organizing all the sessions and ensuring
all the requirements established by all
teams are met.

Scalability: Ensure the solution scales as
more equipment and data are added, while
ensuring that requested forecasts and any
additions requested by business areas are
error-free.




Next steps

In line with the project implemented and the solution developed, the next steps proposed by SDG in
conjunction with Amadeus are as follows:

Provide Amadeus with technical resources in case the tool presents any unexpected errors in the future,
or with new capabilities that help the business achieve its objectives through the solution.

Establishing the solution as a core tool not only in the initial areas, but also being able to develop it in
different areas of Amadeus that were not included in the initial scope.

Based on the information obtained and knowledge acquired throughout the project, new avenues are
enabled to develop new applications that improve the company's daily operations, such as Transfer

Pricing. or Profitability or projects of an analytical nature, which due to their proven returns have been
boosted with new investment items.

SDG has once again been involved in these processes, becoming a Rey partner for Amadeus in advising
and executing, providing its real, practical, and useful Rnowledge of the current technological
environment and its recent evolutions.
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Final reflections on the case and the market

Obtaining reliable economic forecasts is crucial for strategic decision-making in a company, and it has helped
Amadeus in several ways, but this process presents several challenges and benefits.

One of the Rey improvements brought by the APH project implementation is the significant reduction in
planning cycles, they have experienced a 50% shortening, reducing the time needed with regards to the previous
duration. This enhancement allows for more agile and responsive planning processes.

Additionally, the creation of a monthly Rolling Forecast that integrates operational and financial information has
been a game-changer. This integration increases business visibility and enhances the service that the Finance
department provides to the organization. By having a more comprehensive view of both operational and
financial data, the company can make more accurate and timely decisions.

The APH implementation has effectively mitigated several Rey challenges. It has established a single source of
truth, ensuring data accuracy and consistency across the organization. Lastly, the enhanced simulation
capabilities provided by the APH project allow for more accurate and comprehensive scenario analysis, helping
the company to anticipate and mitigate potential risks more effectively.

In conclusion, while the challenges associated with obtaining more reliable economic forecasts, after evolutions
performed, are significant, the potential benefits these forecasts can provide thanks to the solution
implemented by SDG justify the effort and resources invested. The key lies in continually improving data quality,
model accuracy, |lihe to to
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