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AA.com – Better Than Ever for Customers,

More Financial Impact for American

Faster, Easier Booking Tool Expands Search Options, Simplifies Access to More Information
As the fastest growing and lowest cost distribution channel for American Airlines, AA.com has become the best domestic airline site for booking travel (Forrester Research – 2007 U.S. Airline “Best Overall Site.”)
AA.com currently welcomes approximately 1.6 million visitors per day. Booked revenue on AA.com also increased in 2008 versus 2007, reflecting an upward trend that has both business and leisure travelers using AA.com time and again for features and conveniences they rely upon – including the popular Lowest Fare Guarantee that lets customers know they can buy with confidence on AA.com for the lowest American Airlines fares available. 
In addition to low fares, visitors to AA.com can book AAdvantage® award travel, select seats and make hotel, rental car and cruise reservations, sign up for flight status notification, request upgrades, print or email boarding passes, purchase Admirals Club day passes and manage their AAdvantage accounts.

It is well-documented that more travelers are relying on the convenience of the Internet when searching for information on travel destinations, researching transportation options and booking leisure or business travel. In recent years, as part of its commitment to the customer experience, American has invested in AA.com to make it an essential, one-stop resource for customers. 

New to AA.com: More Powerful Searches, More Complete Results 

As part of this investment, in 2007 American announced a newer, faster and easier tool for booking business and leisure travel at AA.com. The new booking tool was a major step in a series of changes to AA.com aimed at making it the best domestic airline Web site for booking travel confidently and conveniently. American has taken the suggestions of its vast customer base and built a combination of travel booking tools that will ensure travelers the easiest online booking experience of any domestic airline. The customer-centric enhancements include a number of key features (summarized later). 
AA.com – An Integral Part of the American Airlines Technology Story

Through its Turnaround Plan, American has very purposely taken a different path than its competitors, remaining the only network airline to avoid bankruptcy, instead believing the airline will be better served by maintaining control of its own destiny. American has held its own through some of the industry’s most challenging times, and it has used its modest financial resources to make solid, strategic investments in a series of customer enhancements and improved features. These improvements include new business class seats, new and enhanced airport facilities, food and beverage upgrades and theredesigned AA.com booking path. 

Since Sabre separated from American in 2001, American has maintained but not promoted its technology presence. The evolutionary rollout of improvements to AA.com is one clear indication that American is again primed to lead the industry in technological and customer experience. The AA.com booking tool redesign story, while an exciting announcement in itself, is part of a larger, company-wide move to invest in and use cutting-edge technology to improve the customer experience.

The role technology has played in the business of American Airlines extends beyond AA.com – it reflects one of four tenets of AA’s Turnaround Plan. American’s focus on the customer experience and the tenet -- “give customers what they value” -- is particularly relevant to the AA.com redesigned booking path, as the site is in many ways the “face” of the company and the first interaction a customer has when considering travel on American Airlines. 

When AA.com celebrated its 10th anniversary in 2005, American launched the Lowest Fare Guarantee to assure customers they will find the lowest online fares for American’s flights on AA.com. Made possible by technology upgrades to the site, the Lowest Fare Guarantee helped contribute to a 10 percent year-over-year growth in booked revenue on AA.com from 2007 to 2008. As American’s least expensive distribution channel, AA.com is not only a popular way for customers to interact with the airline, but it also makes an important financial contribution to the bottom line. 

AA.com customizes the experience
In 2007, American Airlines began introducing a series of enhancements to the AA.com Web site that have continued through this year. Each of the enhancements adds conveniences to the booking process. 

Bienvenidos a AA.com/español 

In early 2007, AA.com launched a Spanish-language site on AA.com/español. This marked the first time Spanish-speakers were able to book American Airlines travel in their native language. The new AA.com/español portal allows users to select from 17 Spanish-speaking countries of origin before directing them to the Spanish-language reservation searching and booking tool with all of the features available on the English AA.com site. It also features country-specific offers and news, translated login/logout pages and confirmation emails in Spanish. In early 2009, the price and schedule combination booking tool was also made available on AA.com/espanol.
AA.com makes it easier to cash in
Overall, the enhancements to AA.com have provided consumers with greater control and more information to make purchasing decisions and a convenient, easy-to-use and flexible online resource for reliable travel planning, especially when it comes to using AAdvantage miles to book flights and other vacation elements.
AAdvantage Travel Gets a Makeover

Also in early 2007, American introduced a completely redesigned AAdvantage award booking calendar on AA.com. This booking calendar feature is an invaluable tool for customers wishing to redeem AAdvantage miles and looking for easy planning and award booking capabilities. The new tool displays a range of award availability and simplifies the overall user experience. Customers can now search more effectively for a desired itinerary through the new calendar-driven functionality, which provides a more transparent look into the booking process and makes it simple and easy for customers to use AA.com to book award travel. The enhanced booking calendar has received positive reviews from customers and the media, several of whom have reported that American’s calendar sets the new standard in the industry.

The AAdvantage booking calendar redesign includes features such as: 
· Expanded display – Four weeks’ worth of awards availability is in view around the selected date so travelers can see what award levels are available for a full month. 

· Instant view change – Travelers can switch instantly between four levels of award types using color-coded, easy-to-use tabs to see how availability varies without changing search preferences or restarting the search.

· Independent selection – Visitors can independently change departure and return dates for maximum convenience in both scheduling and redeeming rewards. 

· Account balance display – A box in the upper-right corner reminds AAdvantage members of redemption options available with current balance and trip selections.

· Simplified navigation – Straightforward page design makes it simple to move backward or forward in order to review or modify any of the reservation elements.
New ways to access and book travel 

The new features on AA.com provide more direct, open and diverse ways to interact with American, an important consideration for customers. These developments come as a direct result of extensive customer feedback and American’s continuing commitment to develop and invest in products customers value.
Fly Now, Pay Later,Electronic Check, and PayPal provide new payment options
Aside from a new way to book travel, AA.com customers have new ways to purchase travel as well. American Airlines travelers booking online at AA.com are now able to apply for quick online credit approval in just minutes, receive an account number valid on future ticket purchases on AA.com and enjoy the flexibility of six months with no payments and no interest. For restrictions and other information, customers can visit www.aa.com/paylater. In early 2008, American introduced another two additional payment options that allow customers to purchase tickets on American, American Eagle or American Connection carriers from a personal bank account or PayPal account. Both options can also be used to pay for AAdvantage award travel and fees. 
DealFinderSM delivers fares to your virtual door
DealFinder is a downloadable computer desktop tool that offers customers exclusive, targeted discounted fares to locations throughout American’s extensive worldwide network. What makes American’s DealFinder tool distinct from fare-alert tools offered by other airlines or travel sites is that it offers the ability to match fares with a customer’s selected fare amount. Also unique to DealFinder is the capability to provide customer-initiated searches, searches by travel dates, and live availability searches. Offered through the American Airlines Web site, AA.com, DealFinder is easily downloaded onto computer desktops and will send alerts when fares matching pre-selected preferences are available. For more information or to download DealFinder, customers can visit www.aa.com/dealfinder.
AA.com gets customized for the palm of your hand
In early 2008, American Airlines rolled out a mobile version of AA.com that makes accessing the site while traveling easier than ever before. On-the-go customers who access AA.com from a Web-enabled cell phone, PDA or other handheld device will be automatically redirected to the mobile version of AA.com, a site optimized in both design and content to make the experience faster and easier. If users prefer not to use the mobile version of AA.com, a link to the full HTML version is also available. Customized for use on an Internet-enabled handheld device, the mobile version of AA.com can access all of the most popular features on AA.com including:
· Book flights and view reservations

· View fare specials

· Make changes to many domestic reservations

· Check in for domestic flights and check flight status and schedules

· Check bag status

· Access information on Admirals Club locations, including purchasing one-day passes

· Find information on destinations, weather and airports

· Enroll in the AAdvantage program and view miles, as well as request upgrades

· Contact American Airlines

New Features Now Available on AA.com
The changes implemented to AA.com in 2007 have made it the most comprehensive online destination for booking travel on American. The new booking tool on AA.com introduced a combination of features that has made reserving travel on AA.com efficient, intuitive and easier than ever before. AA.com is the best online destination to get customers to their destination.

· Expanded search options – Travelers will have the option to search by fare, schedule or a combination of the two, giving greater flexibility to consumers who are looking to optimize their search according to their personal travel preferences. 
· Customized trips – The new site will display departure and return flights as separate fares, allowing flexible travelers to choose the best combination of price and schedule to suit their travel needs and see how trip choices impact the total fare cost. Departure and return dates can also be modified independently, a feature that provides travelers with faster and more streamlined access to prices and schedules for several days.

· Lowest fare flagged – For a given day, the lowest available fare is highlighted, increasing customer confidence in fare purchases.

· Fare category display – The improved results display emphasizes the amenities associated with differentiated prices by displaying up to eight fare categories (such as Economy Super Saver and Business Special) and the associated benefits. The new display will make the Instant Upgrade, or “Y-up” fare, for example, more accessible to travelers who are interested in upgrading their cabin upgrade without the increased cost. 
· Enhanced results – Up to 40 flights for departure and return ensure that AA.com visitors have the most options when booking travel. The new results display will provide more information than before and allow travelers to sort results by expanded criteria, including price, number of stops, and departure and arrival times. A simple click will enlarge a selection and provide additional details including travel time, AAdvantage miles, aircraft type, seat maps and meal availability.

· Simplified access to more information – Throughout the booking process, travelers who book trips on AA.com now will have easier access to more information. As examples, an expanded section on the home page will include itinerary options previously only displayed on a separate More Options page, and on the results page, simply rolling the mouse cursor over an airport code will provide more information on the airport. Additionally, an up-front box for promotional discount codes will be displayed at the beginning and end of the booking process.
· Click To Talk – Have a question? AA.com has made it easier than ever to talk to someone about the online travel booking process. Within select pages of the new booking path, an icon will appear on the page, giving users the option to have a Web Services Representative call them by phone or talk online.
Introduced Fall 2007
· Seven-day search window – When using the new combined price and schedule booking tool, results will now show flights matching the search criteria for seven days – the selected departure date plus three days before and after. This gives flexible flyers even more options to view and helps them make an informed decision.
· Sort by price - For those interested in the bottom line, American has created a way to view all available flight options for a given price. With one click, flight options are sorted by price, and the results for the selected price are on a single page for easy comparison. 

· Simplified navigation - A new navigation feature simplifies movement between steps in the booking process. Customers can go back and forth between pages via convenient links at the top of the page without having to start over. 
· Online reservation change – Travel plans can change unexpectedly, and when they do, AA.com can help. Customers can now change reservations online 24 hours a day, seven days a week through a convenient link on the AA.com homepage.
The enhancements to AA.com in recent years highlight the many ways American is evolving its business to meet the changing needs of its customers and the changing demands of its industry. AA.com is constantly enriching its content and features to make the online experience with American Airlines the first of many rewarding experiences. AA.com is becoming the established leader in domestic airline Web sites with more conveniences, more options and more tools to empower customers and bring them back time and again to purchase air travel and more. At the same time, AA.com is developing as a consolidated space for effectively merchandising American Airlines products and services through a direct and cost-efficient channel.
The Evolution of AA.com

Fourteen years and still growing
	2009
	AA.com’s price and schedule combination tool becomes available in Spanish.

	2008 
	On average, 1.6 million users visit AA.com on any given day. 

The mobile version of AA.com launches, bringing streamlined design and faster downloads to users on Web-enabled mobile devices. The mobile site includes access to all of AA.com’s most popular features. 

American Airlines introduces online check payment and PayPal capabilities.

American introduces the “Travel Bag” Facebook application that allows users to share information about their upcoming and recent travels. 

	2007 
	AA.com launches a Spanish-language site on AA.com/español. This marks the first time Spanish-speakers are able to book American Airlines travel in their native language. 
American introduces a completely redesigned AAdvantage award booking calendar on AA.com. The new tool displays a range of award availability and simplifies the overall user experience. 
AA.com/women launches, providing travel tips and information geared toward women travelers

AA.com welcomes more than 1.4 million visitors to the site on an average weekday.

A new booking tool debuts on AA.com in June, bringing greater convenience to travelers wishing to search for flight options by both price and schedule. The redesign also includes fares segmented into one-way trips for easier purchase of the preferred round-trip combination, lowest fare on a given day flagged for increased customer confidence in fare purchases and expanded search options.

Fly Now, Pay Later rolls out as the newest way to purchase travel on AA.com. The deferred payment option offers customers the opportunity to delay travel expenses with six months of no payments and no interest. For restrictions and other information, customers can visit www.aa.com/paylater.

The DealFinder downloadable desktop tool alerts users instantly when available flights match pre-selected fare, destination and timing criteria.

Enhancements to the new booking tool give users a seven-day window to search for the right combination of price and schedule. New features also allow travelers to sort flight results by price and navigate the process easier than ever before.

American adds the option to change reservations online, 24 hours a day, 7 days a week.



	2006 
	American Airlines introduces an enhancement to online Flight Check-In at AA.com that allows travelers who have return flights within 24 hours of departure to check in for both outbound and return flight segments at the same time. 

American Airlines introduces American Airlines Cruises, allowing travelers to book cruises directly from AA.com.

	2005 
	AA.com celebrates its 10-year anniversary with the introduction of the Lowest Fare Guarantee, which assures customers they will find the lowest AA fares at AA.com.

Flight Check-In at AA.com makes it easy for domestic e-ticket passengers with interline connections on eligible carriers to check in online up to 24 hours prior to departure and print boarding passes. 

American Airlines offers customers the option to purchase Admirals Club one-day passes online.

American Airlines introduces a new section of AA.com, dedicated solely to last-minute trips and package deals for flight, car rental and hotel accommodations, at www.aa.com/lastminutepackages.

	2004 
	AA.com receives 950,000 visits on an average weekday.

AA.com enhances online booking capabilities by giving customers the ability to search for tickets within a flexible date range, include airports within 90 miles of their search and view seating options before booking their ticket.

AA.com enhances its homepage to make it easier for customers to quickly locate what they're looking for online. Content has been grouped more intuitively on the left-hand fly-out menus, and "shopping" tabs have been added.

Flight Check-In at AA.com is enhanced – Customers can now check-in up to 24 hours before their flight without even logging into the site by simply entering their first name, last name and record locator. 

AA.com adds a new "Products and Gifts" section, which includes Gift Certificates, Buy/Share/Gift Miles, Airline Gift Shop Items and online Admirals Club Enrollment. Admirals Club online enrollment gives customers the ability to join or renew their membership in Admirals Club on AA.com.  

AA.com gives customers the ability to use credit cards with select Latin American or Caribbean billing addresses to purchase tickets on AA.com.

	2003
	AAdvantage enhances award booking capabilities, allowing members to book more than 60 different award options on AA.com. 

AA.com launches Flight Check-In, giving members the ability to check in online and print their own boarding passes.

AA.com receives over 260 million visits in 2003.

	2002
	AA.com receives more than 715,000 visits on average days. The site also posts more than one million visitors on two consecutive days in January, breaking the site's old record. 


American Airlines launches a redesigned AA.com, featuring a sleek look, improved navigation, greater personalization and helpful customer service resources, including a search functionality.

	2001
	 AA.com offers proactive flight status notification to customers via a variety of wired and wireless devices. 
 
AA.com features hotel and car rental booking service within the Travel Planning section. The site also offers weather updates, maps, driving directions and destination information for more than 200 destinations worldwide. 
 
AA.com revamps Net SAAver to feature Net SAAver Destinations, Net SAAver Weekend Getaways and AAdvantage Bonus Offers, as well as special promotions and sweepstakes. 
 
AA.com launches an award booking capability, allowing AAdvantage members to book the 25,000-mile PlanAAhead Award for air travel in the 48 contiguous states, Alaska and Canada. 

AA.com receives more than 683,000 visits on average days and more than 18 million site visits each month.

	2000 
	AA.com launches eSummary, an electronic form of the monthly AAdvantage newsletter. 
 
AA.com receives more than 450,000 visits on peak days.

	1999
	AA.com becomes the first airline site to qualify for the BBBOnLine privacy seal, a symbol identified by growing numbers of consumers as safeguarding customer information and transactions online. 
 
Monthly site visits reach nearly five million. 
 
AA.com receives more than 350,000 visits on peak days. 
 
Nearly 56% of all top-tier (Gold, Platinum, and Executive Platinum) AAdvantage members have logged on to AA.com since the 1998 launch of the redesigned site. Nearly 70% of Platinum and Executive Platinum AAdvantage members have logged on to AA.com since that time.

	1998
	 In May, American’s Web site has registered more than 650,000 customers – more than 6 million page views per week and more than 6,000 unique logins daily. 
 
The Net SAAver email list reaches 1.6 million subscribers, making the program the largest email service of its kind on the Internet. 
 
AAdvantage customers who book travel online are able to earn AAdvantage bonus miles. 
 

American simplifies its Web site address to www.aa.com. 
 
American unveils an all-new AA.com, a completely redesigned Web site that draws on AAdvantage customer information and an extensive content base to offer personalized messaging. AA.com represents the largest customer affinity program on the Web. 

	1996


	 American Airlines introduces Net SAAver® fares, the first email service of its kind. 
 
The site offers online fare quotes and flight and gate information. 
 
A redesigned Web site is launched and the online reservations tool is added. By the end of the year, customers can check their AAdvantage account status and mileage levels using the Web site. 

	1995
	 The first American Airlines Web site is launched, providing corporate, AAdvantage® and passenger information. 
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