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Industry & Consumer Business Sector
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WHO WE ARE

ÁThe premier IT and 

consulting company in Spain 

and a leading multinational in 

Europe and Latam

Áú2,513 M in revenues

Á30,000 professionals

Á106 countries

Áú500 M invested in R&D in 

three years

GENERAL PRESENTATION 
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Chile 

China 

Colombia 

Congo 

Costa Rica 

Croatia 

Czech Republic 

Dominican 

Republic 

Ecuador 

Egypt 

El Salvador 

Ethiopia 

Finland 

France 

Germany 

Greece 

Guatemala 

Honduras 

Hungary 

India 

Indonesia 

Ireland 

Italy 

Jordan 

Kazakhstan 

Kenya 

Latvia 

Libya 

Lithuania 

Algeria 

Andorra 

Angola 

Argentina 

Armenia 

Australia 

Austria 

Bahrain 

Belgium 

Belize 

Bolivia 

Bosnia 

Herzegovina 

Botswana 

Brazil 

Bulgaria 

Cameroon 

Canada 

Cape Verde 

Spain 

Switzerland 

Syria 

Tunisia 

Turkey 

Uganda 

Ukraine 

United Arab 

Emirates 

United Kingdom 

United States 

Uruguay 

Venezuela 

Vietnam 

Zambia 

Zimbabwe 

Luxembourg 

Macedonia 

Malta 

Mexico 

Moldavia 

Monaco 

Morocco 

Mozambique 

Netherlands 

New Zealand 

Nicaragua 

Nigeria 

Norway 

Oman 

Panama 

Paraguay 

Peru 

Philippines 

Poland 

Portugal 

Puerto Rico 

Romania 

Russia

Rwanda 

Saudi Arabia 

Serbia and 

Montenegro 

Singapore 

Slovakia 

South Africa 

South Korea 

STRONG INTERNATIONAL PRESENCE FOCUSED 
ON GEOGRAPHICAL MARKETS WITH HIGH 
POTENTIAL GROWTH

GENERAL PRESENTATION

More than
20.000 projects 
per year

éwhich 
represent 

85%
of World 

GDP
Over 30 
subsidiaries

References in 
more than

106 
countriesé
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DIFFERENTIAL BUSINESS MODEL

Provider of all 

spanish 

companies listed 

in Fortune 

Global 500

GENERAL PRESENTATION

Top-ranked 

clients

Innovation and 

Talent

Own solutions 

and technology

ú500 M invested in R&Din 3 years

30,000 professionals

Own solutions for 

every 

industry



5

In
d

ra
 i
n

 A
ir

lin
e

s
 B

u
s
in

e
s
s
 -

In
d

ra
 ©

 2
0

1
0

 

MAIN SHAREHOLDERS

SHAREHOLDERS & INDRA STOCK MARKET PERFORMANCE

2nd European
ITservicescompany

bymarketcapitalization

û2.300 M
Market 

capitalization

20%
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SINCE THE IPO (1999), INDRA HAS SHOWN A 
MORE STABLE PERFORMANCE THAN THE 
SECTOR AVERAGE

SHAREHOLDERS & INDRA STOCK MARKET PERFORMANCE

20%

-5%

-85%

-9%

268%

-150%

-100%

-50%

0%

50%

100%

150%

200%

250%

300%

Indra IBEX 35 NASDAQ FTSE eTX European

Companies

Sector

IBEX

Stock Market Performance IPO ïDecember 2009
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2009: ANOTHER YEAR OF GROWTH 

ECONOMIC ðFINANCIAL INFORMATION

Revenues

2008 20092007

2,380Mú
2,168Mú

2,513Mú
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MANAGEMENT MODEL

BUSINESS MODEL

AM

Outsourcing

BPO

Other

Energy & Industry

Financial Services

Public Administration & 

Healthcare

Telecom & Media

Transport & Traffic

Security  & Defence

S
o
lu

ti
o
n

s
S

e
rv

ic
e

s

MARKETSOFFERING

Consulting

Ownsolutions

Third-party solutions

Integration & systems 

development

Network
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INNOVATION + TALENT

R&D&i   3 years

ú500M
Collaboration with more than 120 

universities and research centres

30,000 professionals
83% graduates and higher qualifications

Over 40 nationalities

International: 

More than 9,000 professionals

BUSINESS MODEL
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SOFTWARE LABS

Spain (9)
Slovakia (1)

Moldova (1)

Philippines (1)

Brazil (2)

Argentina (3)

Colombia (1)
Panama (1)

Mexico (1)

20Software 

Labs

24 hoursa day

3,500professionals

Project management 

methodology

CMMi 3

ISO 20000

ITIL

Best Practices

BUSINESS MODEL
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OUR APPROACH TO SUSTAINABILITY
BUSINESS MODEL

Indra is a business project conceived with an outlook of long term 

sustainabilitylinked to the positive performance of the company from 

both an economical and environmental point of view as well as social.

ÁIndraôs business model is based on a culture encompassing innovation, client 

orientation, the quality of solutions and services, the talent of its professionals and the 

commitment with society and the environment.
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BUSINESS MODEL

Indrahasdevelopedstrategicallianceswiththemainhardwareandsoftwarevendorsin theglobal

market.

PARTNERS
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QUALITY

AWARDS AND REPUTATION

ÁMore than 20,000 projects managed per year

Á96% of highly satisfied or satisfied clients

ÁAmong the first 20 companies worldwide in Project Management

UNE-EN ISO 9001:2000

Project management 

methodology CMMi 3

ISO 20000 

ITIL Best practices

Certifications in the Defence 

industry

PECAL 2110/PECAL 160

Certifications in the 

Aerospace industry

UNE-EN 9100
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HORIZONTAL OFFERING SUMMARY

OFFERING

Technology and 

Resources Management
________________

Enterprise Content 

Management
________________

Digital Markets

________________

Geospatial and 

Emerging Technologies

________________

Architectures and 

Technological Platforms

________________

IT CONSULTANCY

IT Management and ITIL 

Consultancy
________________

Customer support
________________

Infrastructure 

management
________________

Application management
________________

Technological support 

for processes
________________

Technological updating
________________

OUTSOURCING

Security architectures
________________

Electronic signature and 

certification
________________

Identity management
________________

Management centres
________________

Infrastructure protection
________________

Border surveillance
________________

Intelligent video-

surveillance system
________________

Secure communications

SECURITY

ERP
________________

BI
________________

CRM
________________

Self - Service IVR
________________

THIRD PARTY 
SOLUTIONS

Unified Communications
________________

Corporative connectivity
________________

Transport networks
________________

Radio communications
________________

IP Contact centre 

infrastructures

________________

NETWORKS
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VERTICAL MARKETS

OFFERING AND MAIN CLIENTS
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1/3 of World Air Traffic
controlled by countries using Indra technology

+ 150 million passengers per year
managed by Indra solutions for airlines

75% of Latin American passengers
go through IndraôsRevenue Accounting solutions

ÅIberia

ÅTAM

ÅGOL

ÅAerolíneasArgentinas

ÅSpanair

ÅBinter

ÅAir Italy

ÅVueling/Clickair

ÅAzul

ÅMexicana

ÅTAME

Some of our customersCLIENTS

ANSPs

ATM-ATC Authorities

Airports and Ground 

Services 

Providers/Handlers

Airlines

INDRA IN AIRLINE INDUSTRY

ÅLAN

ÅTAAG

ÅNATS

ÅDFS

ÅPATA

ÅAENA

ÅEurocontrol

ÅOslo Airport

ÅFerrovial

ÅAbertis

ÅOrizonia

SOME FACTS IN AIR TRANSPORTé

http://images.google.es/imgres?imgurl=http://www.safegate.com/fileadmin/Safegate/images/A380_Heathrow_1.JPG&imgrefurl=http://www.safegate.com/index.php?id=24&no_cache=1&tx_ttnews[tt_news]=30&tx_ttnews[backPid]=6&h=336&w=448&sz=25&hl=es&start=1&um=1&tbnid=s6MH0Db_ezD4vM:&tbnh=95&tbnw=127&prev=/images?q=HEATHROW&svnum=10&um=1&hl=es&rls=GGLR,GGLR:2006-08,GGLR:en
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Main

Airlines

Start-ups

Other

Airlines 

LATAM

Spanish& 

European

Airlines

Other

Regions

INDRA IN AIRLINE INDUSTRY

OUR CUSTOMERS IN AIRLINE INDUSTRY

http://www.interjet.com.mx/Home.aspx
http://www.volaris.com.mx/Inicio.aspx
http://www.spanair.com/web/es-es/
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E -COMMERCE

FFP - LOYALTY

REVENUE ACCOUNTING

CONSULTING

SYSTEM DEVELOPMENT & 

INTEGRATION

CUSTOMER RELATIONSHIP

OUTSOURCING

BUSINESS INTELLIGENCE

RESERVATION SYSTEM

Solutions

Products

Services

Operations & 

Business Process 

Consulting

Busines

Strategy

Technical and Operational 

Solutions and Services

INDRA IN AIRLINE INDUSTRY

Indra offering comprises a wide range 

of products, solutions and services, 

covering from the strategic to the 

operational level, for controlling and 

managing complex and critical 

processes.

OFFERING HIGHLIGHTS

http://images.google.com/imgres?imgurl=http://1.bp.blogspot.com/_WspYUHHh21A/Slnxhhif0YI/AAAAAAAAAK4/8pRYHOow67I/s400/egovernment.jpg&imgrefurl=http://e-commerceairline.blogspot.com/2009/07/e-government-in-malaysia-its.html&usg=__Pt-nt8tE0txUb_BlQ95yiS0I_Gc=&h=304&w=400&sz=24&hl=es&start=23&um=1&tbnid=xZCidJ8zmVdggM:&tbnh=94&tbnw=124&prev=/images?q=e+commerce+airlines&ndsp=18&hl=es&rlz=1I7GPCK_esES319&sa=N&start=18&um=1
http://images.google.com/imgres?imgurl=http://www.aia.gr/UserFiles/Image/AirlineHandler/153237_airline_handling2.jpg&imgrefurl=http://www.aia.gr/pages.asp?pageid=814&langid=2&usg=__UPb3hPEcFRsMPwBNgleLCNSRSq0=&h=298&w=448&sz=40&hl=es&start=3&um=1&tbnid=CfKYTe17BZh4XM:&tbnh=84&tbnw=127&prev=/images?q=airport+ground+operations&hl=es&rlz=1I7GPCK_esES319&sa=N&um=1
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Key Benefits

ÁIncrease revenue by controlling efficiently 

all sales

ÁImprove sales agents control

ÁReduce time to process coupons

ÁImprove airline cash flow

ÁReduce administrative and operating costs

ÁProcess control

ARACSFX is a completesolutionthatcoversthewholerangeof RevenueAccounting

processesandcontrolstheentireRAlifecycle.

Morethan200millionpassengersofmorethan30clientsaremanagedannuallythough

oursolution.

The systemis fully integratedwithmostcommonReservationSystems: Amadeus,

Sabre, Navitaire,andERPs: SAP,ORACLE.

Main features

ÁRevenue recognition

ÁSales administration and control

ÁSales Audit

ÁReimbursements and interchanges

ÁCredit Cards Management

ÁProrating

ÁInterline invoicing

ÁCoupon matching (sold and used)

ÁManagement Information System ïARACS MIS

INDRA IN AIRLINE INDUSTRY

REVENUE ACCOUNTING  

http://www.spanair.com/web/es-es/
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GDS

CRS

BSP / ARC

Uplift Data

Flight Systems

ICH

IDEC

Interline Data

Data

Warehousing
Credit Cards

SAPATPCO TCN

ARACS FX

INDRA IN AIRLINE INDUSTRY

IndraservicesusingARACSgoesfromthein-housesolution(licensesprovision)tothe

BPOservice(total/partialoutsourcingofRevenueAccountingfunctions).

OurRevenueAccountingServicesandSolutionshelptheairlineto:

Ácontrolall saleswhateveris the channelwheretheyaremade,andensurethe

integrityofthecomplexRAprocessesandinformation,

Áimproveefficiency,

Áprovidebetterinformationtohelpthedecisionmakingprocess

REVENUE ACCOUNTING
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ARACSFLYyourbestandeconomice-businesssolutionforyourFrequentFlyer

Program.

Easyto use,quickto implement,ARACSFLYcoversall administrativeandmanagement

tasksof your FFP and providesall customerinformationusefulfor your Customer

IntelligenceSystem.

Key Features

ÁCover all process of earning and redemption of 

miles/points/km

ÁPowerful analysis tools (marketing tool)

ÁFlexible and adaptable

ÁEasy to use

Á Information exchange with frequent flyer partners

ÁSupport corporate customers

ÁManage business liabilities generated by FFP

ÁAble to manage interline invoicing

Key Benefits

ÁBetter knowledge of your clients through a better analysis

ÁMore efficient marketing campaigns, adapted to each 

client profile and using a direct communication channel

ÁImprove customer attention providing information of their 

history

ÁPredict future behavior to through data analysis to be 

more successful in marketing actions

ÁMore efficient use of commercial budget, focusing on high 

value customers

KNOW HOW YOUR CUSTOMERôS HEART BEATé AND REACH IT!

INDRA IN AIRLINE INDUSTRY

FFP - LOYALTY
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eARACSis an integrated inventory, sales and reservation system that fully support 

medium/small size companies sales and inventory management processes.

An easy, flexible and economic solution for sales and distribution.

Key Benefits

ÁComplete solution: tariffs, inventory, itineraries, 

reservation, check-in and DCS

ÁSimplified reservation and ticketing processes 

ÁInterline e-ticket

ÁReduce the number of systems required by an 

airline  (less interfaces, less costs)

ÁQuick implementation and easy integration

eARACS ïINTERNET IN YOUR CORE BUSINESS

Key Features

ÁReservation engine and inventory manager

ÁUseful for all kind of agents:

ÅPassengers

ÅAgencies

ÅCorporate users

Á Inventory Control

ÁEase the reservation and sales processes of airline website

Á Integration with GDS (Amadeus, Sabre, Galileo/Travelport)

ÁManage E-ticket and adapted to industry rules and tariffs

ÁAll functionalities required by an alliance (through checking, 

ticketing server, etc.)

ÁExcess Baggage

INDRA IN AIRLINE INDUSTRY

RESERVATION SYSTEM
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Convertyour on-line channel in a real competitiveadvantage, differentialand

sustainable.

Applyour innovativeplan focusedon increasingsales throughimproving: web

positioning,passengerexperienceandairlineimage,whilereducingcostsbymeansof

technologicalupdateandsaleschannelsconvergence.

ÁBenchmark. Positionyour e-commerce

channelregardingindustrybestpractices

ÁQuickWins. Highimpactinlittletime

ÁRoadMap. Definee-commerceevolutionin

linewithbusinessstrategy

ÁConsultancy, design, developmentand

integration

INDRA IN AIRLINE INDUSTRY

e-COMMERCE



24

In
d

ra
 i
n

 A
ir

lin
e

s
 B

u
s
in

e
s
s
 -

In
d

ra
 ©

 2
0

1
0

 

é INDRA RE-SHAPE YOUR ECOMMERCE
FUNNEL TO INCREASE YOUR PROFIT é

INDRA IN AIRLINE INDUSTRY

CONSIDERATION

CONVERSION

AWARENESS

LOYALTY

CONSIDERATION

CONVERSION

AWARENESS

LOYALTY

01 WIDEN YOUR STAGES

CONSIDERATION

CONVERSION

AWARENESS

LOYALTY

02 SHORTEN THE PROCESS

Improve Rate Conversion

Get More Visitors

DOUBLE YOUR INCOMES 
IN LESS TIME

>
FROM THE CLASSIC 

MODEL
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é SATISFYING CUSTOMER NEEDS  

INDRA IN AIRLINE INDUSTRY

Everythingfor my travel, as I desire, everywhere

Passengers want to be in control of their journey

EVERYNEED

Always on, Go with you.

Easy to use, 

configurable and 

made for the 

customer.

Everything 

needed for 

travelling

EASY TO USE

EVERYWHERE

Everyone connected: socialize
EVERYONE

ME-
COMMERCE
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INDRA SOLUTIONS TO RE-SHAPE YOUR 
ECOMMERCE FUNNEL 

INDRA IN AIRLINE INDUSTRY

LOYALTYCONVERSIONCONSIDERATIONAWARENESS

> > >

W
ID

E
N

 S
T
A

G
E

S
 

S
H

O
R

T
E

N
 P

R
O

C
E

S
S

ÁSEO strategy 

ÁMobile channel

ÁEmarketing       
campaigns

ÁBenchmarking Web

ÁContent Syndication

ÁCustomer 
Intelligence

ÁSocial Media 
Optimization

ÁIVR & Video IVR 

ÁProduct strategy 

ÁVirtual assistant

ÁAffinity shopping

ÁCustomer 
Experience Cache

ÁDatamining / BI 

ÁRecommender 
System

ÁPayment methods 
scoring

ÁNew and flexible 
payments options

ÁAncillaries
integration

ÁOn-line channels 
convergence 

ÁPreventive Fraud 
Control 

ÁNETplus

ÁMarketing SMS 

ÁLoyalty program

ÁPersonalization

Á1to1 Marketing
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BI, CRM & FFP

In linewithAirlinestrategywe adaptourairlinesolutionsframeworksto eachspecific

requirements. Practicalandeasyto implementsolutionsforAirlineBalanceScorecard,

CustomerRelationshipManagementandFrequentFlyerPrograms, thatalreadyinclude

theairlineindustrypractices,businessprocessandkeyperformanceindicators.

Areliableplatformthatcanevolveandescalatetomatchbusinessgrowth,changesinthe

environmentandnewrequirements.

ñKnow your 
customersò
ñOffer what 
they needò

ñProactive 
hearing and 

quick 
responseò

++

ñAdd valueò

=

LOYALTY

ûMarketing Sales
Quality & 

Service

Customer Insight

INDRA IN AIRLINE INDUSTRY
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BUSINESS INTELLIGENCE

Industry applications:

ÁCorporate DW

ÁSales DW

ÁDecision Support System.

ÁData Mining.

ÁCustomer Intelligence / Business Intelligence.

Indra has strategic alliances with main BI system 
providers:

ÁData Warehouse / Data Mart, Airline Industry models: 

Financial, Sales, Marketing, HH.RR.,é

ÁBusiness Intelligence. Balanced Scorecard.

ÁFinancial Applications. Budgeting, cash management 

simulation, working capital needs, consolidation, 

management models for cost control.

ÁCommercial Intelligence, market and trend analysis, 

customer behavior and preferences, fraud prevention, 

data miningé

INDRA IN AIRLINE INDUSTRY

Ownflexiblemethodologyadaptedtoairlines. A frameworkthatcanbeimplementedin a

modularapproach.

WeprovidedatamartsñreadytouseòspecificKPIdefinitionsaccordingtoairlineindustry

requirements.

http://www.microsoft.com/isapi/gomscom.asp?target=/
http://images.google.es/imgres?imgurl=www.bienalarquitectura.cl/esp/auspiciadores/logos/endesa.jpg&imgrefurl=http://www.bienalarquitectura.cl/esp/salon_auspiciadores.html&h=1504&w=1603&prev=/images?q=endesa&svnum=10&hl=es&lr=&ie=UTF-8&oe=UTF-8
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FRM SOLUTIONS

FRM is Indra vision of Customer Relationship Management for airline customers. 

Flyer Relationship Management!

Sales and marketing campaigns are not the only moments of contact with a customer. Go 

beyond and take advantage of all the moments during a travel you can contact your 

customers to better improve their passenger experience

Flyer Relationship 

Management

Airline 
oriented CRM

INDRA IN AIRLINE INDUSTRY
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FRM PACKAGES 

Basic Call Centre + Marketing

ÅPassenger, users and contact 

management

ÅAgencies, operators and company 

management 

ÅComplaint, requests and suggestion 

management.

ÅCall Centre activity control workflow 

(escalated)

Å Integrated email channel.

Å Integrated fax and phone channel.

ÅSending outbound static campaigns.

Å Tracking call centre reports and 

outbound campaigns.

Å Initial and periodic data uploading, 

> Base Pack

Commercialdatamart.

Planningandoperationsdatamart.

Analyticalreportsanddashboards.

Analytic Pack

ÅOutgoing, dynamic campaigns and 

Advanced Segmentation*

Å Target Event Log

ÅManagement and delivery of 

vouchers, discounts and bonuses.

ÅReal time campaigns*

*Requires Analytic Pack

ÅMassive claims control 

ÅBasic integration with other 

corporate applications.

ÅCustom workflows (resident data 

control)

ÅNew Features

ÅGroup reservation management: 

ÅRequests reception

ÅOffer Generation

ÅTracking

ÅPublic Web portal for customers.

Marketing+ Pack

Call Centre+ Pack Group Pack 

Connectivity Pack

Integration with the reservation and 

operational systems and with flight 

planning systems. 

Connectivity+ Pack

Integration for CTI, Fax and other 

communication channels.

Base Analysis

Functionality

Advanced
Connectivity

INDRA IN AIRLINE INDUSTRY
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FRM SCALABILITY 

ÁTheBasePackis sufficientto havea functionaland operationalIndraFRM

system. It canthenbe expandedwiththe featuresthatbestsuit theneedsand

prioritiesoftheairline.

ÁThere is no need to implementIndra FRM in a single phase. A gradual

implementationof the productis recommended,strengtheningcapabilitiesand

expertisein eachphase,thus beingable to addressnew phaseswith greater

probabilityof successandhavingan opportunityof rethinkingthenextphaseand

future,growingwiththesystem.

Planning example:

Basic 
Functionality1

PHASE

Base Pack:
Basic CC 
Basic Marketing

Advanced CC 

2
PHASE

CC Pack +
Connectivity Pack
Group Pack 

Analytic 
Marketing 3

PHASE

Marketing Pack +
Analytic Pack 

Upcoming 
features4

PHASE

Connectivity Pack  +
New developments

Between 6 and 8 months According to analysis According to analysis According to analysis

INDRA IN AIRLINE INDUSTRY
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INDRA IN AIRLINE INDUSTRY

Provenmethodology,flexibleandmodularapproach,accordingto softwaredevelopment

practicesandstandards.

ÁCRS integration, Inventory Management integration and 

other airline specific software

ÁERP solutions for Airlines

ÁFuel Trading (Allegro)

ÁBespoke development

ÁSOA Governance and Architecture

ÁiBuilder, our framework to develop under SOA paradigm

Áé

SYSTEM DEVELOMENT AND
INTEGRATION

http://www.spanair.com/web/es-es/
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CONSULTING

Airline Strategy and 

Business Process 

Improvement

Fleet Plan.

Aircraft evaluation, 

financing and 

selection.

Operations, 

Maintenance and 

Engineering

Market Analysis.  

Network Planning

Commercial and IT 

Consultancy

ÁBusinessPlanning,Strategicobjectivesdefinition,markets,fleet,productsand

services,andon top of that financing. But not onlywriteit downé we also

supportthe airlinein implementingthisStrategicPlanuntilthe end. Business

ProcessReengineering.

ÁA comprehensiveunderstandingof the marketis crucialfor airlinebusiness

developmentand becomesvital for new incomers(start-up). An adequate

NetworkDesignisthestartingpointinthepathofgettingbenefits

ÁFleetselectionaccordingtotheNetworkisprobablythemostimportancedecision

to be taken. Ourexpertscancollaboratein takingthe bestchoice. Financial

consultinginaircraftandsparepartspurchase/acquisition,leasemanagement,é

ÁHowcanI makefuelsavings?Is thereanyspaceto improvemy operations

model?CanI assigntheresourcesin betterway?HowcanI managebettermy

spareparts,rotableandreparable?Insourcingoroutsourcing?

ÁDistributionchannels,productdesign,salesimprovement,revenuemanagement,

e-commercedevelopment,éandallsupportedbyITsystems

OurconsultingservicesincludeaspecificandspecializedAirlineConsulting

INDRA IN AIRLINE INDUSTRY

http://www.spanair.com/web/es-es/



