FSAM SWOT Exercise

You have been asked to help a travel agency develop a strategy to improve their business performance for their customer loyalty program.  This intent of this program is to drive repeat business by providing incentives to encourage future travel bookings.  Incentives are offered in two forms, via a reward point system that can be used to offset the cost of future travel bookings and discounted special offers that include vacation package deals that are made available to preferred customers.  Customers can claim their rewards either by using an on-line Web-based system or by contacting a travel agent directly by phone.
After performing interviews of selected stakeholders, the following comments have been excerpted from their interviews.  You have been asked to analyze the stakeholder feedback to articulate the business drivers using a Strength, Weakness, Opportunity or Threat (SWOT) diagram.  Based on your analysis, provide an overview of the recommended business vision and strategy you would propose.
Stakeholder:
Travel Agent
	TA1
	“Our staff is very experienced.”

	TA2
	“The system response can be very slow during peak demand periods.  Sometimes customers get tired of waiting and they give up.”

	TA3
	“Many of the questions we get are from customers have a difficult time understanding how to claim loyalty reward points using the on-line system.”

	TA4
	“Customers can easily transfer points to combine their loyalty reward points with those of other partner hotel and airline customer loyalty programs.”

	TA5
	“Morale suffers as we are more focused on finding ways to reduce costs instead of improving customer service.”

	TA6
	“We should improve the website to make it easier for customers to pay for their travel using loyalty reward points.  This will reduce the number of incoming calls asking for assistance.”

	TA7
	“Our training system is good.”

	TA8
	“It takes a long time to replace people when they leave.”

	TA9
	“Our partner hotels would like to get as many customers during off-peak periods so that they are at capacity year-round.”

	TA10
	“Once you are familiar with it, our website is very easy to use.”


Stakeholder:  Executive
	E1
	“There are several attractive options for collaborating with our competitors to gain efficiencies for everyone.”

	E2
	“We have to be careful not to get too comfortable in our competitor relationships, as this can unintentionally create the perception of price-fixing.”

	E3
	“It is difficult to grow in this industry.  The most effective means by which to get new customers is through acquiring and merging with the competition.”

	E4
	“It would be great to get more feedback from our hotel partners as to our relative performance.  That may also help give us a better idea where we stand relative to the competition.”

	E5
	“In this competitive marketplace, our ability to control costs while maintaining customer satisfaction is crucial to our survival.”

	E6
	“Our information systems are critical to our success.  However, we do have some difficulty retaining some of our more experienced staff.”

	E7
	“Our IT systems have grown with us.  As we add new partners and acquired other companies, we have continually updated and added new reservation systems to help us up with demand.” 

	E8
	“We have a sizeable group of customers that tend to maintain a significant loyalty point balance in their accounts.”

	E9
	“Our on-line system is world-class.  We recently installed a new reservation system at one of our regional offices that uses industry standards to promote interoperability with other reservation systems out there.  This new system also talks to all our other existing reservation systems.”

	E10
	“One factor that drives up costs is that travel-related taxes and fees keep increasing.”
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You may enter the results of your SWOT analysis in the table below.
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Threats


What other things in the environment beyond our immediate direct control can make any problems or our ability to respond to them worse?








Opportunities


What other things in the environment beyond our immediate direct control can we exploit to help overcome or mitigate problems associated with the focus area?








Weaknesses


Of the things we control, what tends to inhibit efforts for improvement or otherwise increases the effect or contributes to overall problems associated with the focus area?








Strengths


Of the things that we have control over, what can be leveraged to effect improvements or to help minimize the effect of problems associated with the focus area?

















1

