
Amadeus Airline Global Services

Airline IT Solutions

Accelerate  
your IT 
transformation

www.amadeus.com/airlineIT/services

©
 2

01
0 

A
m

ad
eu

s 
IT

 G
ro

u
p

 S
A

  |
  2

D
M

L1
0/

24
42

Amadeus Airline Global Services references

Over 50 airlines have already put their trust in Amadeus Airline Global Services  
to improve their performance.

Aegean Airlines
Air Austral
Air Berlin
Air Canada
Air Caraïbes
Air China
Air Dolomiti
Air France
Air Mauritius
Air Pacific
Asiana Airlines
Austrian Airlines
bmi
British Airways
Bulgaria Air
Cathay Pacific
Cimber Air
CityJet
Conviasa
Corsair
EL AL Israel Airlines
Estonian Air
Etihad Airways
Finnair
Iberia
Icelandair

Japan Airlines International
Kenya Airways
KLM Royal Dutch Airlines
Korean Air
Lufthansa
Luxair
Malev
Martinair
Mexicana
Norwegian Air Shuttle
Qantas
Qatar Airways
Rossiya - Russian Airlines
Royal Air Maroc
SAS
SATA Group
South African Airways
Spanair
Sun d’Or International Airlines
Swiss International Air Lines
TACA
TAM Airlines
Thai Airways
V Australia
Wideroe’s Flyveselskap
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Successful IT transformation takes more than just IT   

Over the last decade there has been a growing trend for airlines to modernise their IT solutions in order  
to increase business efficiency, reduce costs and gain competitive advantage. Amadeus is proud to have 
helped enable this trend. 

Our experience shows that there are three critical areas that successful airlines must focus on in  
order to manage a successful IT transformation that has a sustainable and significant impact on their 
business performance: 

1. Information Technology 
Adoption and integration of new generation solutions with many added value features that  
enable optimised processes.  

2. Business Processes  
Commitment to analysing what can be improved and to designing optimised processes that drive  
best performance, as opposed to just working as before. 

3. People  
Recognition that generating the commitment and enthusiasm of their people is key  
to the success of any change project. 

To ensure that the full potential of a new IT solution is achieved as quickly as possible, in the most cost 
effective manner minimising risks, successful business transformation requires new IT, new processes  
and “new” people. 

Altéa
Reservation

Altéa
Inventory

Altéa
Departure 
Control

Amadeus
e-Commerce

Introducing Amadeus Airline Global Services (AGS)  

Recognising these critical success factors, Amadeus offers airlines a set of services to optimise implementations 
of our Altéa Customer Management Solution Suite and e-Commerce Solutions. Our services help airlines to 
reduce costs, become more productive, accelerate migrations and maximise the value of their solutions.

We offer consulting services to assess, re-engineer and optimise processes and solution configurations relating 
to each implementation, and IT services to ensure a solid implementation through customisation, integration, 
testing and support. 

Our mission at Amadeus Airline Global Services is to help airlines succeed in their IT transformation journey.

Amadeus Airline Global Services    1



>	Solution planning
> System selection
> Migration planning
> Business Process Re-engineering

> IT solution implementation
> Solution system integration
> Business Process Re-engineering

> Development of specifics
> Business analysis
> Results monitoring> Continuous improvement

> Business Process Optimisation
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> IT Strategy and infrastructure assessment
> Prioritisation of needs
> Current systems analysis
> Business case and value quantification
> Business Process Assessment
> Consulting support on business needs

>	Migration Roll-out
> Business rules & data preparation

> Testing
> Piloting
> Business readiness
> Training

> Cutover 
> Cutover support

> Post cutover support
> KPI measurement and monitoring

 IT challenges 
Business challenges
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The IT transformation journey
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Launch of Web  
Design Services 

A team of experts 
to deliver fully 
personalised  
web design

2006

Amadeus starts 
offering consulting 

assignments to 
major airlines to 
help deliver their 

migration projects

2005

Launch of Amadeus 
e-Commerce 
Consulting

Special unit of 
e-Commerce 

experts to optimise 
e-Commerce 

activities

2007

Launch of Airline 
Global Services 
Business Unit 

Regrouping all 
services activities  

for airlines 

2008

Airline Global
Services facts:

Serving over 50 
clients, including  

30% of the world’s 
top 50 airlines 

2010

An organisation focusing on delivering high 
quality services
Right from our beginnings in Airline IT, Amadeus has offered 
airline customers consulting and IT services that complement 
our IT solutions. In recognition of the ever-increasing demand 
for airlines to help them during their migrations, Airline Global 
Services is continuously expanding its range of services. 

This allows us to allocate dedicated resources to define and 
deliver our offer, so that we are able to deliver a comprehensive 
range of services both quickly and effectively. 

Amadeus Airline Global Services approach 
Every customer is different, and every business has its unique 
challenges. At Amadeus Airline Global Services we adopt a 
pragmatic approach, leveraging our deep knowledge of the 
airline industry and Amadeus solutions to tailor the most 
appropriate service approach for every situation.

We work in partnership with our customers to gain a deep 
understanding of their situation and business drivers, so 
that we can deliver consulting and IT services that integrate 
perfectly into their environment. 

A dedicated consulting team
We have a growing team of airline specialists available to be 
allocated to various airline assignments. Our staffing is carefully 
managed to ensure that we are always able to offer the right 
skills and level of experience for every task.

Each Amadeus Airline Global Services assignment is unique, and 
we carefully tailor the size and make-up of our project teams  
to match the needs of each situation.

A pool of IT delivery & operations experts
IT delivery covers a comprehensive range of activities required 
to support airlines: development and system integration, 
migration management, system testing, application hosting, 
help desk operations and user training.

Our IT teams ensure the highest level of quality leveraging their 
unique mastery of Amadeus solutions, be it our Altéa Suite, 
e-Commerce solutions, distribution solutions or any other  
of our expanding portfolio of Amadeus solutions. 

Amadeus Help Desk 
becomes a global 
organisation 24/7

1998

Amadeus signs 
up a major IT 

outsourcing deal 
with a leading 

European airline

20001999

Amadeus sets up 
the first team of 

migration experts 
for e-Commerce

2003

Amadeus sets up a 
dedicated team of 
migration experts 
for Altéa Inventory 

2004

Amadeus sets  
up a dedicated  

team of migration  
experts for Altéa  

Departure Control 

 
Amadeus Airline Global Services
An expanding practice to help airlines get the best from their IT solutions
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Most efficient delivery  
of business results: 

>	Impressive track record of successful migrations

>	Unique know how and proven methodology

>	Best in class Data Centre with no scalability limit

>	72% of all airlines agree that Airline Global Services  
	 is effective at reducing cost1

>	89% of all airlines agree that Airline Global Services  
	 is effective at increasing yield1

Highest quality partnership 
- before, during and after 
implementation:

>	Your success is our success

>	A clear focus on rapid delivery

>	Joint working with shared  
	 business objectives

>	Highly satisfied customers

>	94% of airlines agrees that  
	 Amadeus Airline Global Services is  
	 effective at boosting innovation1

1 According to Amadeus AGS customer questionnaire September 2009

Three core reasons to choose  
Amadeus Airline Global Services

Best solution & airline  
industry expertise:

>	Unrivalled knowledge of  
	 Amadeus solutions

>	A unique development team with  
	 2,500 experts

>	20 years of airline industry experience

>	The experience of working with  
	 150 airlines

>	89% of Airline customers agree that  
	 Airline Global Services gives access to  
	 specific knowledge and expertise1
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Unrivalled knowledge of Amadeus solutions
Amadeus has invested thousands of man years in the design, 
development and implementation of our portfolio of airline  
IT solutions. 

Clearly, no other organisation can have had an opportunity to 
develop the same deep level of understanding that we have of 
our own solutions. 

This deep understanding is not just of the technicalities.  
With the experience gained from so many different 
airlines using our solutions, our teams also have a unique 
understanding of how our solutions can be best used to drive 
business performance improvements. 

A unique development team of 2,500 experts 
dedicated to airlines
Amadeus employs more than 2,500 experts working every day 
on solutions for airlines, skilled in state-of-the-art technology 
and with specific travel industry experience. 

Our ability to provide the opportunity to work on exciting 
solutions and offer rewarding career paths allows us to attract 
and retain the best IT professionals available.

The combination of highly skilled professionals working on 
leading edge airline solutions provides Amadeus Airline Global 
Services with an unmatched resource pool from which to draw 
upon for the IT needs of its customers.

20 years of airline industry experience 
Amadeus was originally founded by a group of four leading 
airlines, and has been an integral part of the airline industry  
ever since. 

Following two decades of innovation, Amadeus has now 
become the leading airline IT provider, with a unique portfolio 
of new generation solutions and the largest customer base for 
Passenger Service Systems.

Our success has been driven by remaining close to our airline 
roots. The experience of working with the many airlines using 
our solutions, combined with the fact that many of our staff 
themselves have an airline background, means that we have 
developed and maintained an unrivalled understanding of the 
challenges and opportunities for airlines all around  
the world. 

The experience of working with 150 airlines
Amadeus is proud to have built up a diverse community of 
airlines using our solutions.

Our customers include airlines from six continents, ranging in 
size from less than 1 million to more than 70 million passengers 
carried per year, and operating a full range of business models. 

With such an all-embracing customer base, we have developed 
insights into the business environments of all different types 
of airlines, and are able to leverage all of this experience when 
working with each of our customers.

Best solution & airline industry expertise 
Work with people who understand

8    Amadeus Airline Global Services Amadeus Airline Global Services    9



Impressive track record of successful migrations
Amadeus has a proven track record in delivering new 
generation solutions on time, with minimal disruption to 
business operations.

To date Amadeus has successfully migrated over 150 airlines 
to an Amadeus solution. These airlines have chosen us because 
of our exceptional knowledge and unique teams of experts, 
enabling us to deliver each migration project on time. 

Our teams of consultants can help airlines to adapt their 
processes, and can help them to minimise the effort required 
for the implementation of each solution.

Besides having the largest pool of experienced implementation 
experts, Amadeus also has unrivalled development power, with 
more than 2500 developers guaranteeing on-time delivery of 
solutions and of any extra functionality our customers require. 

Unique know-how and proven methodology 
Amadeus Airline Global Services complements Amadeus leading 
edge products with unique and proven methodologies to ensure 
that airlines get the most of our IT solutions. Our service teams 
ensure the most efficient migration possible, securing the 
transfer of critical data and ensuring a smooth cutover.

Hundreds of successful migration projects together with  
our community model have enabled our teams to define and 
industrialise the set of services that best matches our customers’ 
needs for each project. Our service experts ensure that each 
project remains on the optimal track and avoids the many 
pitfalls that typically lie in the path of an IT transformation.

Best-in-class Data Centre, with no  
scalability limit 
The Amadeus Data Centre is located in Erding, close to Munich 
in Germany, and operates both the Amadeus Airline & Airport  
IT applications and the Amadeus Global Distribution System.  
It is the largest civil Data Centre in Europe and handles 500 
million transactions daily.

Our Data Centre boasts impressive processing power and quality 
standards to ensure unlimited scalability for each airline, as 
well as best-in-class levels of reliability and security. This allows 
us to offer airlines the most cost-efficient solution for reliable 
application hosting.

Most efficient delivery of business results 
Minimise risk
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Highest quality partnership  
– before, during and after implementation 
Share the same objectives

Your success is our success
Over and over, more than 200 times, the Amadeus 
methodology has proven successful for airlines’ IT  
systems migrations. 

Building on a set of industrialised transformation services, 
Amadeus Airline Global Services leads airlines to success  
in a rapid and consistent manner. 

We always favour a “no frills”, “straight to the point” approach. 
In the end, for us too, the ultimate goal is to help each airline 
make it through its transformation as quickly as possible.  
This means our customers cut costs and accelerate  
business benefits.

Last but not least, Amadeus was initially founded by four 
airlines, and we remain fully dedicated to the airline industry. 
Amadeus will always have the success of each of our airline 
customers at heart.

A clear focus on rapid delivery
Teaming up with Amadeus Airline Global Services for the 
migration of Amadeus IT solutions allows airlines to speed  
up and secure their cut-over. 

Amadeus Airline Global Services has direct access to crucial 
solution know-how brought by certified consultants under the 
lead of certified programme managers. They guide airlines 
through their implementations, bridging the gap between 
business and IT and securing rapid IT system migration.

Additionally, and it is a key differentiator with some of our 
competitors, we have an aligned interest with every airline in 
implementing their Amadeus solutions as quickly as it makes 
sense to do so.

Joint work with shared business objectives 
Amadeus Airline Global Services has a unique and integrated 
methodology that relies on complete collaboration between  
the airline’s professionals and Amadeus development teams. 
Through their collective expertise and understanding of 
business and technical requirements, our project managers 
devise the solution best suited for each airline’s needs.

Airlines benefit from our industry recognised leadership and 
experience for guaranteed results, combined with the highest 
quality of systems developments. 

They also gain a future proof integration in line with the airline 
community (e.g. product APIs, maintenance, evolution capability).

We deliver best performance and time to market, along with  
the most cost effective approach.

Highly satisfied customers 
With so many successful migration projects under its belt, 
Amadeus has a large and growing base of satisfied airline 
customers using its solutions.

Our customers tell us that one feature that sets Amadeus  
apart is its ability to form great teams working in close 
collaboration with the airline’s own staff to enable rapid 
business transformation.
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OptimiseImplement

>	Business Process Re-engineering

>	�Business Process Optimisation

> System Integration 

> Testing 

> Application Hosting/Outsourcing

> First Level Help Desk

> User Education

Amadeus Airline Global Services overview

Evaluate

>	�Business Migration Readiness

>	�Business Process Assessment

Consulting

>	�Custom Development 

IT Management  
& Delivery
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Implement OptimiseEvaluate

 Reduce costs

Adopt an efficient project methodology and avoid expensive delays and re-work.

Speed up the migration process

Pro-active planning of the migration process will lead to a faster cut-over, resulting in lower costs and  
a faster return on your investment.

Ensure business continuity 

Define a project structure that ensures a safe migration with minimal disruption to your business.

Minimise Risks

Make sure you control your migration process.

Amadeus has a long and proud history of successfully 
implementing airline IT solutions, having migrated more than 
150 airlines to new generation solutions. As a result we have 
an unmatched knowledge and expertise of industry proven 
practices, as well as the pitfalls to avoid.

Our consultants will partner with you to help you plan and 
execute this major transformation program. Leveraging our 
organisational process & IT knowledge capital, we will work 
alongside your teams with the objective of optimising results  
to prepare you for this journey. 

Amadeus certified consultants will: 
> 	Work with your team to define the scope of the project, 

based on analysis of the solutions to be migrated

> 	Identify all activities required to ensure a successful 
migration/implementation

> 	Assess the readiness of your planning for the 
implementation project

> 	Make sound and actionable recommendations to optimise 
planning and resourcing of implementation project

>	 Ensure full coordination with project management

Your business benefits

Our offerEnsure a smooth and  
cost-efficient migration  
to your Amadeus solutions 

Identify all activities required for migration

You have chosen an Amadeus solution to significantly improve 
your business performance. Now is the time to plan for a 
successful implementation. Do you have the best possible 
project structure in place to ensure a trouble-free migration?

Plan all activities required

Migrating your core selling systems is not a task to be taken 
lightly, and has often been likened to “open heart surgery” for 
an airline. It is not the place for on-the-job training, and even 
experienced generalist project managers can be challenged by 
the scope and complexity of the planning required.

Define a robust project structure

It takes more than just a project plan to enable the success of  
a major transformation project. It is also vital to ensure that 
all of the stakeholders, business and IT, participate in well-
managed project governance structure. This ensures that all 
pertinent factors are identified and considered as soon in the 
project as possible, minimising the risk of unexpected last-
minute emergencies. 

Where we can best help: 
Amadeus Airline Global Services can support business 
migration readiness for implementation of all  
Amadeus solutions:

> 	The Altéa Suite (Reservation, Inventory,  
Departure Control)

> 	The Amadeus e-Commerce Suite

> 	Our standalone IT solutions such Amadeus Revenue 
integrity or Amadeus Ticket Changer

Business Migration Readiness 

16    Amadeus Airline Global Services Amadeus Airline Global Services   17



 Optimise your IT ROI

Design your business processes to get the most out of your IT capabilities. 

Reduce your costs

Avoid high impact changes after implementation by proactively assessing and re-engineering where needed.

Adopt an extremely cost-effective approach to business process re-engineering by utilising a fully synchronised and 
focused approach. 

Upgrade your business 

Link previously untapped business to IT capabilities earlier and faster. 

Manage change more efficiently 

Increase efficiency and competitiveness by pro-actively managing the impact that an IT system implementation  
has on your organisation. 

The complexity of a major transformation program requires 
relevant and proven industry expertise. We are able to leverage 
innovative yet proven practices based on our industry expertise 
and deep product implementation knowledge to meet your 
company‘s needs. 

Through our 200 airline projects we have developed extensive: 

> Industry and Altéa experience

> Process proven practices

> Multi-cultural awareness 

> Best business indicators 

> Change management and business impact expertise

Leveraging on this superior knowledge  
capital, we can: 
> 	Support your existing process assessment and change 

analysis

>	 Help you to model and implement proven practices 
adapted to your requirements around the Altéa and 
e-Commerce Suite

>	 Foster the adoption and continuous improvement of your 
business solution

Implement OptimiseEvaluate

Your business benefits

Our offer

Business Process Assessment/Re-engineering 

Secure and accelerate  
your transformation 

Assess your processes

You are ready for transformation. Now is the time to assess 
exactly what should be transformed. 

Do you have the expertise and resources to determine the 
best transformation opportunities, across the full range of 
technology, processes and people? 

And once you have decided, are you sure you can manage the 
risks and constraints of such a major transformation?

Re-engineer your processes

Assessing the optimal business changes needed to leverage the 
full value potential of Amadeus solutions requires deep industry 
and product expertise. It also often requires the ability to look at 
the way you work with an external, objective perspective. 

To maximise your business benefits, your processes, technology 
and organisation must all be aligned.

Where we can best help: 
Amadeus Airline Global Services can support your process 
assessment and reengineering for implementation of all 
Amadeus solutions:

>	 Solution process assessment and re-engineering

>	 Solution change management

>	 Solution project and program management
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 Maximise ROI

Design your business processes to get the most out of your IT capabilities. 

Optimise your IT solutions efficiency 

Improve process and solutions by benchmarking against competitors.

Review and adapt your business processes to be the most competitive - even minimal tweaks can sometimes make 
a big difference.

Stay on the leading edge 

Continuously offer more value to your customers.

Amadeus Altéa optimisation 

>	 Evaluate airline configuration of Altéa and benchmark against 
industry best practices

>	 Optimise system configuration to ensure peak solution 
effectiveness

>	 Identify and recommend changes to business processes  
that leverage the full capabilities of Altéa 

Amadeus e-Business optimisation 

Amadeus Functional consulting

> 	Review and optimisation of website processes and  
booking flows

> 	Learn from industry best practices

Amadeus e-Merchandise Optimiser 

>	 Increase the efficiency of your implementation by identifying 
and eliminating the causes of non-productive transactions. 

>	 Identify, control and block undesired robotic activity as well  
as specific web errors

Amadeus e-Business Accelerator

>	 Benefit from web analytics applications developed specifically 
for your airline

>	 Monitor data gathered in real time from across your entire 
e-Commerce site to gain a deep understanding of customer 
behaviour, as well as your marketing campaigns and adapt 
your marketing program accordingly

>	 Evaluate, benchmark and optimise your e-Commerce 
platform’s performance

Amadeus Sales and Distribution Consulting 

>	 Define a sales and distribution strategy with a focus on 
optimising your sales channels mix

>	 Analyse and improve your distribution chain to maximise 
revenues at the lowest possible cost

Implement OptimiseEvaluate

Your business benefits

Our offerIncrease your competitive  
edge by fully leveraging  
your technology 

Identify potential

You want to identify the most effective ways to react to changes 
in the business environment and adapt to the latest technology 
evolutions. Now is the time to benchmark and compare your 
processes to stay at the leading edge. Are you continuously 
updating your roadmap for business improvement initiatives? 

Review and update

Review and revise your airline processes and business rules 
to adapt to a fierce competitive environment. Revisit your 
Key Performance Indicators to improve performance of key 
processes in both operational areas and on/offline sales  
and distribution channels.

We have multiplied by 8 sales generated by 
Google Adwords thanks to the e-Business 
Accelerator reports and a close cooperation 
between Air Caraibes’ marketing team and 
Amadeus’ e-Business Consulting team.

Yoann Paulin 
IT Manager 
Air Caraibes

Business Process Optimisation
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 Agility

Benefit from flexibility and speed on top of the unique agility of Amadeus’ community model, increasing your 
speed, to market and allowing you to outsmart your competitors. 

Secure your competitive advantage 

Perfectly match your IT systems to your business model, ensuring efficient and effective fulfilment of your 
competitive advantages.

Efficient IT model 

Get the best of both worlds by accessing the most efficient and integrated developments through the Amadeus 
knowledge community, including product APIs, maintenance, evolution, while also customising solutions for your airline.

Amadeus gives you access to staff with highly specialised 
development skills, combined with specific industry knowledge. 
Where appropriate, we can even set up dedicated development 
teams working under a defined governance model to act solely 
according to your priorities and objectives.

Implement OptimiseEvaluate

Your business benefits

Our offerFully customise your solutions 

Identify your unique needs

You have selected state of the art IT solutions and are ready 
to benefit from your optimised solutions. Nevertheless, every 
business has unique characteristics that no standard solution 
can cater for. Customising your solutions allows you to catch 
additional potential to stay ahead of competition. 

Tailor your IT solutions

Do you have what it takes to customise your IT solutions to your 
specific needs?

Adapting and customising comprehensive IT solutions to your 
requirements takes specific industry expertise in combination 
with direct access to knowledge of the IT systems and interfaces. 

Custom Development

Where we can best help: 
Leveraging Amadeus’ core experience, Amadeus Airline 
Global Services is very well placed to support bespoke 
development of applications that interact closely with our 
own Airline IT solutions.

We can also produce specifications, software and user 
guides for standalone solutions.  
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 Increase productivity

Implement your best ideas through seamless integration of third party software. 

Benefit from industry recognised leadership and experience for guaranteed results and fast time to market. 

Save costs and increase revenue

Save costs by ensuring full hosting, seamless maintenance, synchronised evolution with any other Amadeus  
key components. 

Ensure additional revenues through unique Website design and functionality.

Improve customer satisfaction 

Match growing customer demand and proven cutting edge technology.

Efficient IT model 

Move to variable IT cost, and benefit from shared infrastructure with reduced total cost of ownership. 

Take advantage of our expert Web Design Services team to 
deliver customised e-Commerce releases with an accelerated 
release cycle, while maintaining full control over your solution:

> 	Expert resources with certified project managers

> 	Dedicated communication Website with real-time updates

> 	Rich Internet Applications 

> 	Custom JSPs, connectors, actions, EJBs

> 	Graphical design customised with settings definition

> 	Cascading Style sheets (CSS)

> 	Customer content panels - allow full control of the design 
space by integrating any content 

> 	Improved localisation and string customisation

> 	Automated and fast site generation 

> 	Ability to cover your full website or any specific area of your  
choice, such as merchandising or booking, or your full website

Web Design Services offers you the best business model and 
structure to foster innovation with a proven methodology 
suited for global customers. We guarantee the fastest 
delivery of personalised releases, integrated with your web 
presence. Our experts resources are entirely dedicated to 
your e-business with the best technical and functional 
consultancy service.

Implement OptimiseEvaluate

Your business benefits

Our offerPersonalise your web presence  
at an accelerated release pace

Innovate and brand through the web

Further personalise your web presence in terms of branding, 
user experience, system integration, and business logic, in order 
to build you brand and gain a competitive edge. 

Gain access to dedicated experts 

To effectively implement your web strategies, you need expert 
resources with certified project managers and a dedicated 
communication website with real-time updates.

It is important that we continue to 
ensure the best customer experience  
on our qantas.com if we are to 
maintain our reputation for excellence 
in customer service. Partnering with 
Amadeus, we have been able to 
introduce new features to enhance 
usability, we have been able to reach 
new levels of self-servicing online. 

John Lonergan  
General Manager Direct Channels 
Qantas

Where we can best help: 
Amadeus Web Design Services are focused on customers 
using our e-Commerce solutions. 

Custom Development: Web Design Services
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Increase productivity

Competency Centre driven by jointly-defined KPIs measuring and monitoring e-business results. 

Benefit from industry recognised leadership and experience for guaranteed results and fast time to market.

Increase revenue

Quickly implement and measure the impact of brand new web developments such as ancillary services, upsell and 
cross-sell devices to generate new revenue streams. 

Improve customer satisfaction 

Web intelligence sharing to take advantage of new technology and business models e.g. Web 2.0.

Unique partnership model with fully dedicated expert resources allow you to implement new ideas at your own speed. 

Efficient IT model 

Fully synchronised model with Amadeus community developments and with airlines’ own programs to gain time 
and save costs. 

> Best business model and structure to foster innovation 

> Proven methodology for global customers 

> Fastest delivery of personalised releases 

> Complete control and integration of your Web presence 

> Your expert resources entirely dedicated to your e-business 

> Technical and functional consultancy services

> Ability to apply a co-sourcing model

> Full executive governance through proven methodology 

> Your Competency Centre entirely driven and controlled through business KPIs

> Proven global concept through award-winning websites 

> Best productivity based on industrialised Web Design Services

Our offer

Implement OptimiseEvaluate

Your business benefits

Innovate at the speed  
of the internet and stay ahead

Innovate and brand through the web

If you want to innovate above and beyond the flexibility 
offered by Web Design Services, Amadeus offers a proven 
Web Competency Centre service, encompassing all Amadeus 
e-Commerce products and services. This service is designed for 
airlines driven by advanced innovation and very demanding 
speed-to-market requirements.

Dedicated experts to implement your web strategies 

Our Competency Centre, which encompasses all Amadeus 
products and services, delivers a dedicated team of cross-
functional experts, from the head of the Competency Centre 
to project managers, web developers, systems integrators, 
consultants and quality assurance consultants. It includes a 
full governance structure with executive steering committees, 
guaranteeing that your voice will be heard. 

We are making it easier than ever for 
customers to choose only the products 
and services they want with pricing 
that is transparent and understandable. 
By coupling our branded fares with an 
à la carte option on our website, we 
are providing our travellers with an 
unprecedented ability to find the best  
value for their individual requirements. 

Charles McKee 
Vice President Marketing 
Air Canada

Where we can best help: 
Amadeus offers you a dedicated, holistic e-Commerce 
expert team to foster speed and innovation. We provide  
the best business model and structure to foster 
innovation with a proven methodology suited  
for global customers. 

Custom Development: Competency Centre

26    Amadeus Airline Global Services Amadeus Airline Global Services   27



 Accelerate migration

Implement your new Amadeus solutions more quickly by adopting the most efficient systems  
integration strategy.

Cut costs

Avoid non-value adding labour intensive manual data handling, reducing errors and speeding up processes.

Create synergies by effectively linking systems, allowing you to increase your service quality at a lower cost.

Increase the value of your Altéa data 

Link your customer and operations data through the most efficient channel to significantly increase the value 
offered to your clients, your responsiveness and your internal efficiency.

Comprehensive system management 

Reduce the dependency on multiple vendors with Amadeus as both solution provider and integrator. 

Link the best solutions 

Custom integrations allow you to link the solutions that fit you best, without limits. 

Our IT professionals are able to take full advantage of the Amadeus solution 
architecture to deliver added value architecture and integration that is both optimal 
and future proof. By maintaining their vision one step ahead and capitalising on 
industrialised processes, our cross-functional teams enable our clients to get the very 
best from Amadeus technology. 

Our experts develop Altéa and e-Commerce APIs, web services and data feeds, and are 
the best positioned to develop any application integrating with Amadeus solutions. 
They will allow your systems to interact easily and more efficiently, saving you time 
and money.

Your business benefits

Implement OptimiseEvaluate

Our offerLink your new IT solutions to your 
existing infrastructure in a time  
and cost efficient way

Integrate your applications

No airline survives on just one IT solution. Your Amadeus 
solution may interact with disparate systems including Revenue 
Management, CRM, Data Warehouse and Business Intelligence, 
Catering, Cargo and airport operational systems, to name just  
a few. 

With dozens of different applications running, and all of them 
important to your business, you need to ensure seamless 
integration with your Amadeus IT solutions. 

Capitalise on Amadeus open architecture

Airlines require access to broad functional and technical 
expertise in order to develop interfaces enabling smooth 
integration with Amadeus IT solutions. 

Making integration easier, Amadeus uses a distributed  
and service oriented architecture (ESB/SOA). Amadeus 
middleware provides secure interoperability between 
applications. A comprehensive set of tools ranging from  
Web Services to Amadeus API’s over Data Feeds are used  
to allow smooth integration of Amadeus solutions into  
your IT systems. 

Where we can best help: 
Amadeus will support you with the integration of your 
existing applications with your Amadeus IT solutions. 
Leveraging functional expertise with our interfaces, 
Amadeus systems integration makes best use of the  
data exchanged, within a well designed solution. 

System Integration
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 Save time

Amadeus has the resources to complete your testing process thoroughly and quickly with a minimal requirement of 
your resources, allowing you to keep focus on your daily business and speed up the migration process.

Secure a successful cutover

AGS testing services will secure your cutover, avoiding any risk of failure and the possible disruption costs.

Speed up your migration 

Test your services to guarantee an on time l cutover that will allow you to benefit from your investment faster.

More thorough testing 

Rely on experts to test processes in depth and uncover even the slightest possible flaws. 

Amadeus offers airlines the opportunity to benefit from its experience of many 
successful migrations to support you in this key phase of the project migration.  
We provide industrialised testing services to secure airline migrations to  
Amadeus solutions.

> Test Data Management

> System Integration Testing (SIT)

> User Acceptance Testing (UAT)

> Functional Regression Testing (FRT)

> Business Process Testing (BPT)

By testing your Altéa solution before cut-over we help you to secure the delivery 
process and solution launch in a cost-efficient way.

Implement OptimiseEvaluate

Your business benefits

Our offerFind the skills and resources 
to thoroughly test your 
systems before going live

Testing business process and  
IT systems compatibility

When migrating a mission critical IT system there is no room for 
error. Amadeus guarantees delivery of a leading edge solution, 
but is everybody in your airline ready for its launch?  

Even a well-proven system needs to be thoroughly tested in the 
context of your specific business processes and related systems, 
to ensure that all the components of a complex interaction  
are aligned. 

Defining the best testing strategy 

There are many levels of testing required to safeguard  
your implementation, and it is rarely an easy task to decide  
on the best approach to follow. You need to define a test 
strategy starting from data definition and parameterisation  
of the applications all the way up to end-to-end Business 
Process Testing. 

Where we can best help: 
Amadeus will provide you with industrialised 
testing services to secure your airline’s migration to 
Amadeus solutions. 

Testing
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Amadeus offers a comprehensive portfolio of instructor-
led training courses that best fit your training needs. Our 
experienced instructors help your trainees to rapidly become 
comfortable with the solutions. The courses can be conducted  
in a physical classroom, or via a virtual classroom. 

Amadeus also offers e-Learning that is designed to give  
a guided, self-directed learning experience that combines  
both the flexibility of on-line learning and the safety of  
hands-on practice. 

We can also harmoniously combine e-learning and instructor-
led training to deliver a blended offering where e-learning 
would be a sound support for classroom training.

Amadeus is also able to build up custom training programs, 
delivered either centrally or locally.

While a systems migration is an event that rarely happens in 
an agent’s career, it is Amadeus’ everyday job. Leverage our 
consultants’ experience for a seamless migration with no 
hitches in the level of service delivered to the customer.

 Guarantee your service readiness

Train your employees to be ready from day one, and avoid any risk of disruption.

Get the most out of your IT solution to increase revenue

Fully utilise the potential of your IT solution through your employees. 

Speed up your process 

Amadeus training solutions are easily deployable at the right time during migration, allow you to be ready when 
your IT solution is and save costs.

Cut costs 

Allow your employees to learn anywhere, anytime and in the way that they learn best, resulting in less time off 
work and reduced training expenses.

Be trained by first hand experts 

Reduce the number of intermediaries and have access to the latest expert knowledge, leading to more efficient 
training and the optimised use of your IT solution.

Implement OptimiseEvaluate

Your business benefits

Our offerGet your staff up to speed  
and ready to get the most out  
of your IT

Do not underestimate agents’ training

Moving to a new business critical IT solution requires that your 
staff are up and running on day one. Training can make up to 
30% in total project costs. This is particularly true for solutions 
used by a large number of airline agents. Good planning is 
essential to deliver training in a timely and cost effective 
manner and ensure seamless customer service.

Build an effective training strategy

You can decide to deploy the knowledge of your new IT solution 
through an e-Learning tool, instructor-led training or a smart 
combination of both. With the world’s diversity there is no one 
size fits all training scenario. Amadeus consultants can provide 
sound recommendations on an effective training strategy, as 
well as support the airline in driving it. 

We made a wise decision to use the 
Amadeus e-Learning and we could not 
have succeeded without it. 

Pia Pakalén  
Project Manager 
Finnair

User Education
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 High performance 

No network latency or disruption.

World class long term partner for your business critical applications

Best in class levels of reliability and security.

Unlimited scalability 

Proven capability to increase capacity while maintaining service levels, and optimising economies of scale.

Reduced overall management cost of a single vendor 

Relying on Amadeus as your one-stop shop IT service provider will allow you to save time and money  
in your IT management.

Depending on your individual requirements, we support two service models:

Fully managed services 
We take over the full responsibility for the application stream and/or business  
critical processes.

Half managed services 
We are responsible for the IT platform only, with you managing your own applications.

For both, your data are processed in an intelligent building – a high security facility 
with built-in fallback, business continuity and disaster recovery capabilities. The Data 
Centre allows us to provide round the clock superior availability and it is fully owned 
and managed by Amadeus.

Our ‘capacity on demand’ concept provides you the flexibility to order capacity exactly 
for your business needs. Operational best practices with strong process automation 
and a truly global operations structure ensure high quality services on 7x24 hour basis 
in a cost effective manner.

Implement OptimiseEvaluate

Your business benefits

Our offerGive IT the attention it  
needs whilst focusing on  
your core business

Outsourcing objectives

You would like to be able to rely on a solid, reliable IT partner 
who can take on the operations of your business critical 
applications. You would also like to reduce the number of  
IT suppliers you have to manage because managing suppliers  
is time consuming and distracts you from your core mission.

Close integration with Altéa 

Some of your key applications are tightly linked to the  
Altéa Suite. Revenue Management, websites and other critical 
applications cannot afford any network latency or disruption, 
and require a high level of reliability. There is no better place 
to provide you such a level of reliability and safety than the 
Amadeus Erding Data Centre.

When we migrated our AGS and MARS Tour 

Operator System to the Amadeus Data Centre in 

March 2006, we enjoyed immediate benefits from 

downscaling the legacy Unisys platform. With this 

move we know now exactly what we are paying 

for, there are no hidden cost. Based on our Altéa 

Departure Control migration strategy, the benefit 

was to concentrate the links and networks in 

Erding. This will simplify and reduce the project and 

migration effort when moving to Altéa Departure 

Control. Choosing to leverage the hosting services 

from Amadeus has been a strategic sourcing 

decision towards the achievement of Finnair’s 

business targets.

Tom Källström 
Vice President, Corporate eBusiness & New Ventures  
Finnair

Where we can best help: 
Our customers can benefit from our operations 
experience in the way that we provide highly reliable  
IT services which reduce their time to market and cost.

Under the umbrella “Hosting/Outsouring Services”, we 
provide services throughout the entire IT life cycle: from 
consulting, planning, design, construction, acceptance, 
transition and fulfilment to service support.

The service offering portfolio covers a wide range of non 
Amadeus 3rd party applications, technologies, systems, 
software and network solutions while at the same 
time, keeping costs and management overheads at a 
minimum. The portfolio has been especially designed 
to support the strategic business and IT goals of our 
world-wide airline and airport customers with highest 
demands on process and service efficiency. 

Application Hosting/Outsourcing
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 Reduce costs 

Benefit from Amadeus’ economies of scale in help desk operations.

Improve your business efficiency

Access Amadeus’ sharp expertise directly to efficiently handle any type of disruption, in the language of your need.

Rely on 24/7 fully operational support centres 

Reduce your costs by outsourcing costly 24/7 operations to Amadeus global support centres, ready to handle minor 
disruptions and larger escalations.

Protect your revenue 

Secure your business continuity and protect any lost revenue by having support stand by.

Staff at our regional service management centres based in Miami, Bogota, London, 
Nice, Munich, Bangkok and Sydney are always available (24/7) to respond to any 
technical or functional questions that you may have when using Amadeus Solutions. 
You can be sure that your requirements will always be met! 

The Amadeus e-Support Centre is a web portal designed specifically to provide 24/7 
support services for our customers. A full range of support services is available at your 
fingertips and will help you in your day-to-day activities. Our self-service support tools 
enable you to maintain and update your systems. You can browse our knowledge base 
and have easy access to support information to find solutions, as well as read about 
the latest troubleshooting tips and Amadeus support services. 

Implement OptimiseEvaluate

Your business benefits

Our offerBe ready to help your employees 
get the most out of their IT

Ensure smooth operations

Some of the solutions you have selected are at the heart of  
your operations. Because they directly contribute to your ability 
to deliver a high quality service to your clients, ensure that your 
staff have access to the right level of support any time, any 
place, in the most effective manner. The time it takes to fix an 
operational issue could in fact quickly trigger severe customer 
dissatisfaction and gain a significant financial weight.

Support from a flexible and efficient partner

You are looking for a reliable partner who will be efficient, will 
be able to identify the root causes of your problems and will 
fix them quickly. Additionally, this partner should be flexible 
enough to adapt to the management style of your  
production environment.

Where we can best help: 
Amadeus is committed to provide the assistance you 
need to optimise the performance of your Amadeus 
Solutions and to manage your business operations  
more effectively.

To give you the flexibility to choose the level of service 
that best fits your organisation, Amadeus has segmented 
the customer service offering into Level2/baseline and 
Level 1/premium services. In addition, Amadeus has 
established formal escalation procedures to facilitate 
complex problem resolution by enlisting the skills of key 
problem-solving specialists throughout Amadeus and 
with business partners. 

First Level Help Desk
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Airline Global Services Project

After an initial fact-finding study where our consultants assess 
the airline’s state of readiness, Amadeus will propose a bundled 
package of consulting and IT services to secure both the 
migration itself and its business benefits.  

By utilising our extensive knowledge of airline core processes, 
unique Altéa solution expertise and deep migration experience 
of more than 200 successful airline IT cutovers we are in a 
position to build an offer covering all three critical elements of IT 
transformation:

People:

> 	Training for airport staff

> 	First Level Help Desk guaranteeing highest quality support 
from day one

IT System

> 	Business Process Testing to ensure alignment between 
systems and processes

> 	System Integration to efficiently synchronise systems

> 	Data Management to accelerate solution configuration

> 	Airport Deployment Services to prepare the airport Altéa 
Departure Control IT environment

Processes

> 	Business Process Assessment to benchmark airline processes

> 	Business Process Optimization to recommend changes

Business impact

By following the structured and methodical approach 
recommended and partly resourced by AGS, the airline will 
be able to complete a seamless migration to Altéa Departure 
Control from the Business Process Assessment phase to the full 
migration cut-over on time.

By having a holistic view of the solution and airline processes, 
the AGS team is able to anticipate bottlenecks during DCS 
integration and notably shorten the journey to the cutover date. 
Relying on AGS will allow the airline to significantly reduce its 
resource investment for the migration thereby saving both 
systems integration and ongoing running costs whilst at the 
same time optimise its use of Altéa’s full potential.  

The situation

A medium-sized airline has selected Altéa Departure Control  
in order to transform its airport passenger service capabilities.  

Having established a compelling business case for change based 
on the clear business improvement opportunities that Altéa 
provides, the airline is eager to migrate as quickly as possible.  

At the same time, it wants to use the migration as a trigger to 
re-examine its ways of working at the airport, and ensure that 
full use is made of the new generation capabilities of Altéa.  

The challenges

It has been decades since the airline has last migrated to a new 
Departure Control solution, and its airport processes are built 
around the capabilities and constraints of the existing solution.  

Is it possible to really anticipate and mitigate all of the risks 
involved in this major change?

Have all of the impacted applications, both internal and third 
party, been identified? Are there robust plans in place to 
integrate these systems in time for the cutover?

Can the airline’s staff think beyond their previous experience 
and training to fully realise the scope for improved processes 
and business results?  

Can the project team deliver on an ambitious implementation 
schedule, knowing that any disruption to operations during 
cutover could result in high profile and severe customer 
dissatisfaction and skyrocketing implementation costs?

Amadeus Airline Global Services in action
Case study – Fast-track to Altéa Departure Control

Securing a rapid migration while maximising system effectiveness
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Amadeus Airline Global Services reach 

Sydney 
Service Centre

Bangkok 
Regional Office 

Asia Pacific & 
IT Competency 

Centre

Madrid 
Amadeus 

Headquarters

Dubai 
Regional Office 
Middle East

Bangalore 
Development 

Centre

Nice 
Main 

Development 
Centre

London 
Development  
& Service Centre

Munich 
Main Operation 
Data Centre

Buenos Aires 
Regional Office Latin America

Bogota 
IT Competency Centre

Tucson 
Operation Data  
Center & Specialised 
Development Centre

Miami 
Regional Office 
North America

Waltham 
Development 
Centre

Chicago 
IT Competency Centre

Leveraging a global network of IT centres to serve your need anywhere
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Contact us

Thank you for your interest. While this brief overview provides 
an insight into what we can deliver, we appreciate that you 
will require more information about Amadeus Global Services 
in order to take the next step.

For a more in-depth investigation of how Amadeus can help you to 
implement new generation solutions or achieve a radical business 
transformation, please do not hesitate to contact your dedicated 
Amadeus Account Manager or email us: airline.services@amadeus.com

We will gladly arrange an initial meeting with Amadeus Global Services 
consultants to understand your specific situation and start thinking about 
how we can meet your objectives.

You can find more details about the Amadeus products and services, 
and details of both your global and regional Amadeus contacts, on our 
website: www.amadeus.com/airlineIT/services

For any general comments, please email us at:  
airline.services@amadeus.com



Amadeus Airline Global Services

Airline IT Solutions

Accelerate  
your IT 
transformation

www.amadeus.com/airlineIT/services

©
 2

01
0 

A
m

ad
eu

s 
IT

 G
ro

u
p

 S
A

  |
  2

D
M

L1
0/

24
42

Amadeus Airline Global Services references

Over 50 airlines have already put their trust in Amadeus Airline Global Services  
to improve their performance.

Aegean Airlines
Air Austral
Air Berlin
Air Canada
Air Caraïbes
Air China
Air Dolomiti
Air France
Air Mauritius
Air Pacific
Asiana Airlines
Austrian Airlines
bmi
British Airways
Bulgaria Air
Cathay Pacific
Cimber Air
CityJet
Conviasa
Corsair
EL AL Israel Airlines
Estonian Air
Etihad Airways
Finnair
Iberia
Icelandair

Japan Airlines International
Kenya Airways
KLM Royal Dutch Airlines
Korean Air
Lufthansa
Luxair
Malev
Martinair
Mexicana
Norwegian Air Shuttle
Qantas
Qatar Airways
Rossiya - Russian Airlines
Royal Air Maroc
SAS
SATA Group
South African Airways
Spanair
Sun d’Or International Airlines
Swiss International Air Lines
TACA
TAM Airlines
Thai Airways
V Australia
Wideroe’s Flyveselskap




