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Why focusing on retailing?

Even though there 

are fewer 

face-to-face

touch points

Airlines must be 

closer to

customers

Customer 

expectations

are evolving...

Constantly!

Starting with 

pre-travel 

& payment 

experience 

Products and 

services must 

be what 

customers 

want and value 

regardless of the 

channel



Who can benefit from NDC?

Full service and budget airlines

Technology providers and travel agents

Corporates buyers and travelers

NDC   can help

What is NDC

XML –based , data transmission standard

To enhance capability of communication between 
airlines and travel agents 

Open to any intermediary 



Big airlines are digitalizing more and more, contributing 70% of all transactions 
in the BSP
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IATA and MAR 



Modern Airline Retailing

Digital Identity Selling with Offers Fulfilling with Orders

Airlines are in control 



A world of Offers & Orders 

supported by Digital Identification

The ambition is to enable true customer centricity, through …



Selling with Offers 

means Customers 

may have access 
to similar content 
available on 
airline.com, via their 
agents and more 
transparency on 
Offers



One single 
record 
makes it 
easy for the 
Customer 
to access & 
modify, just 
like with 
Amazon 



The industry today: two references

What: a 6-character code
Why: proof that a reservation was made

Booking Electronic ticket

What: a 15-figure code
Why: proof that a payment has been made (receipt)

And a third reference – the EMD – is used as payment receipt for ancillaries
 



The industry tomorrow, with ONE Order

One single reference

Order Confirmation

OrderID: ABC12347712

Service: ABC12347712-1
     Flight  123 GVA-LHR 

Service: ABC12347712-2
     Priority pass

Service: ABC12347712-3 
     Lounge access



Digital Identity 

means Airlines 

will be able to 

serve their 

Customers 

better through 

more channels



Modern Airline Retailing



Industry status



The “train has left the station”

77 Airlines 100 Tech 

providers & 

Others

Strong acceleration 

in US

… and recent 
announcements in 

Europe

*Source: the IATA Airline retailing Maturity (ARM) index



AMERICAS

EUROPE

NORTH ASIA

ASIA PACIFIC

AFRICA & MIDDLE 
EAST

Aeromexico
Alaska Airlines

Avianca
Avianca Costa Rica

Avianca Ecuador
Air Canada

American Airlines
COPA Airlines

Hawaiian Airlines
LATAM Airlines Group

Spirit Airlines
TACA International Airlines

United Airlines

All Nippon Airways (ANA)
Bangkok Airways

Japan Airlines
Jeju Air

Malaysia Airlines Berhad
Pakistan International Airlines

Qantas Airways
Scoot

Singapore Airlines
SriLankan Airlines

Cathay Pacific Airways
China Airlines

China Eastern Airlines
China Southern Airlines

EVA Airways Corporation
Hainan Airlines Holding

Juneyao Airlines
Shandong Airlines
Shenzhen Airlines
Sichuan Airlines
Xiamen Airlines

Air Cairo
Air Mauritius

EGYPTAIR
Emirates

Ethiopian Airlines Group
Etihad Airways

FlyEgypt
Kenya Airways

Gulf Air
Oman Air

Qatar Airways
Royal Jordanian Airline

September 2024

Source: IATA Airline Retailing Maturity index registry

Aegean Airlines
Aer Lingus

Aeroflot
Air Baltic Corporation

Air Dolomiti
Air France
Air Serbia

APG Airlines
Austrian Airlines

Azerbaijan Airlines (AZAL)
Binter Canarias

British Airways
Brussels Airlines

Condor Flugdienst
Discover Airlines

Finnair
Hahn Air Lines

Iberia
KLM Royal Dutch Airlines

Lufthansa
Olympic Air

Pegasus Airlines
Polskie Linie Lotnicze LOT

S7 Airlines
SAS Scandinavian Airlines

SunExpress 
Swiss International Air Lines

TAP Air Portugal
Turkish Airlines

Virgin Atlantic Airways
Vueling Airlines

https://retailing.iata.org/armi/registry/?_gl=1*lt8doy*_ga*MTQ2NzcwMjMzNy4xNjYzNzUzMTc1*_ga_PLLG1EY0X0*MTY4OTg2MzI5NC44MDguMS4xNjg5ODY0Mjg4LjUyLjAuMA..&_ga=2.150951935.85787986.1689664554-1467702337.1663753175


There is momentum …



At industry 
level

$45bn
Annual value creation 

by 2030

Per 
Passenger

$7

As a % of 
Revenue

4%

Source: McKinsey study – November 2019

The benefits can be significant:

As an industry 
average

As an industry 
average



100m+ 1.5% 600m+ 50m+
Annual savings 
in Distribution 

costs

Increase in 
revenues from 

Continuous 
pricing

Revenue 
increase by 

2027

Annual value 
creation in 

payment from 
2027  

And some airlines are already realizing 
benefits



But if they want to become truly customer centric 

airlines need a legacy-free framework with Offers 

& Orders only



And so, a Consortium is helping to accelerate the 
journey to modern airline retailing

iata.org/Retailing-Consortium



What are the airlines saying about modern airline retailing?

We remain wholly 
committed to our NDC 
journey and continue to 

aim for significant growth 
in the NDC channel in the 

coming years.

Lufthansa



Recent announcements on modern airline retailing

France banned the sale of airline 
tickets between French cities with 
a train journey of 2.5 hours or less, 

and Spain proposed a similar 
restriction.

Air France-KLM Discloses 
GDS-Based NDC Fee 

Wizz Air offers all-you-can-fly 
subscription

Turkish Airlines will begin 
charging $24 or its equivalent 
in local currency per ticket for 

EDIFACT bookings.

Delta to collaborate with 
Sabre on launch of NDC 

fares 



Servicing



Solving servicing implies two dimensions

The standard
The 

implementation



Are there servicing gaps in NDC?

To ensure streamlined and automated servicing, all 
seller partners must support the flows, as the overall 
capability is only as strong as its weakest link.



How do you give your NDC content?   

Include
• Duty of care/traveller 

security
• Reporting
• Payment

Airlines Aggregator

Seller

OBT

content

Airlines Seller
Traveller / 

Booker
content

Airlines Aggregator Sellercontent
Booker

Traveller

Payer

Business 
Traveller / 

Booker

Corporation

1

2

3



Each organization plays a part in delivering servicing to the customer

Include
• Duty of care/traveller 

security
• Reporting
• Payment

Airlines Aggregator

Seller

OBT

content

Airlines Seller
Traveller / 

Booker
content

Airlines Aggregator Sellercontent
Booker

Traveller

Payer

Business 
Traveller / 

Booker

Corporation

When one partner in the 
chain can’t support a 

capability, the customer 
is impacted



The industry transformation has begun

© 2024 International Air Transport Association. All rights reserved.



The IT Provider 

Readiness status 

for a world of 100% 

Offers & Orders 

shows progress 

The PSC is making 

the MAR 

standards a 

priority and a 

Roadmap is ready

Digital Identity 

is part of the 

framework and is 

becoming more 

tangible

Airlines are 

starting the 

Orders phase, and a 

first industry 

Transition 

Roadmap is ready

Tangible momentum on all fronts

Equipping our talent with the knowledge & mindsets supporting the transition is also on the 

radar!

© 2024 International Air Transport Association. All rights reserved.



High Level Industry Roadmap with Offers & Orders

Industry 

Standards

Airline 

readiness

IT Vendor 

readiness

Other 

stakeholders

readiness

Core Standards*
 Available

Set-up and Pilots

Testing

Engagement - Awareness - Preparation

Prioritized standards  
Ready 

Leading Airlines live 
with Orders ***

First Digital Payment 
strategies

Core Solutions**
Ready 

All Standards 
Ready 

Leaders mainstream

Decommissioning 
legacy standards

Industrialization

Industrialization with enhanced modules 
(i.e Delivery, Interline, Disruption , etc…)

Readiness to consume Orders 
(i.e Sellers, Government, Ground Handlers, etc…)

Disclaimer : Roadmap based on current knowledge, with added projections and high-level dependencies. It will evolve. Timelines may vary by airline size, business models, and regional factors. 
*  Core Standards: NDC , ONE Order for Accounting and Delivery , SRSIA framework for Interlining with Offers & Orders
** Core solutions: Offers & Orders including accounting and legacy system translators
*** Order as master record

2028-292024-25 2026-27 >2030

© 2024 International Air Transport Association. All rights reserved.



And finally, here is a lot of information 

publicly available 

© 2024 International Air Transport Association. All rights reserved.



…through thought leadership, for the benefit of all
✓ A Business Case
✓ Business Reference 

Architecture 
✓ IT transition and Pathways
✓ Procurement 

Consideration
✓ Business Case and 

Decision Drivers
✓ Delivering with Orders and 

Digital ID

RP 1786a

» iata.org/retailing-consortium



Thank you!

MAR web 
section

Consortium 
releases

iata.org/Retailing iata.org/Retailing-
Consortium

Iata.org/Retailing-
Webinars

bit.ly/MAR-
Soundbites

MAR 
webinars

Implementation 
Soundbites
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