JetBlue Soars with Connected Intelligence
Fast and easy access to refreshed data, insights,
proactive problem-solving
CHALLENGE
“Whether you’re looking
at the fleet early in the
morning to see how
we're doing in startup, or
checking if any challenges
are arising—delays,
cancelations, or diversions—
tracking across the entire
network is really something
we've only been able to do
through Spotfire.”
—Andi Azzolina, Director of
Shared Development Services

“We think of ourselves as the most caring travel provider in the world,” says
JetBlue Director of Shared Development Services Andi Azzolina. “Our mission of
humanity, and an amazing customer experience, will always be delivered through
our 21,000 crew members. We’re always trying to offer the most seamless, easy,
and pleasant travel experience possible.
“Things evolve rapidly, and JetBlue is always trying to stay on the forefront of
innovation. Data is obviously critical to everything we do. Like most companies,
we’re going for a 360-degree view of our customer so we can be much more
predictive and personalized when we interact with them.
“A few years back, we had silos of data, a lot of point-to-point integration, no
single source of truth. It was very hard for analysts and others to gather the data
they needed to do their jobs.

SOLUTION
“Part of the strategy and partnership with TIBCO was to create a platform and a
place where analysts could get data they could use to derive intelligence, and have
consistent information across all of our channels. We set up a real-time data and
integration platform using TIBCO technologies, so we have real-time flight and
passenger information. Then, we showed business units looking for an easy-to-use
analytics tool how quickly and easily they could leverage TIBCO Spotfire®. Other units
heard about what we were doing and wanted to get on board. As it’s been catching
on, we’ve grown the team, but we still only have about 10 folks supporting over 400
authors. Everyone in the enterprise is using Spotfire to some extent.
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BENEFITS

DETAIL

21,000
crewmembers who access and
use Spotfire dashboards

400
number of Spotfire authors
at JetBlue

18
number of functional areas
where power users create
department-specific dashboards
and analytics

JETBLUE
JetBlue is a low-cost American
airline with the mission to
Inspire Humanity. In 2016, J.D.
Power ranked it first in customer
satisfaction among low cost
carriers for the 12th consecutive
year—and Forbes named it
one of the “Top 10 Best Places
to Work” in the United States,
and the number one company
in the transportation and
logistics category.

FAST FACTS
2016 revenue: $6.6 billion
Passengers: 38 million
Average daily flights: 925
Destinations: 100 in North
America

FAST AND EASY ACCESS TO REFRESHED DATA
“We knew Spotfire would be easy to set up, support, maintain, and very accessible
for end users. We worked to centralize data, document it, and make sure it’s
cleansed and available across the enterprise. So, depending on how much data
needs to be retrieved to answer a query or solve a problem, we can put reports
on regular refreshes, say every three minutes, which for the majority of users
works extremely well.
PERFORMANCE INSIGHTS FROM A HOLISTIC VIEW
“Our system operations center uses a number of systems to track and monitor
aircraft, and sometimes the data can be a little bit disjointed. Spotfire brings
it all together. Whether you’re looking at the fleet early in the morning to see
how we’re doing in startup, or checking if any challenges are arising—delays,
cancelations, or diversions—tracking across the entire network is really something
we’ve only been able to do through Spotfire.
“Our first dashboard, BlueLine, was enterprise mobile-ready and surfaced six
key corporate matrices we wanted everyone to be looking at. We also built a
number of dashboards particular to our 90 airports. All airport management
is looking at how other stations perform day over day in terms of on-time
performance and customer satisfaction.
PROACTIVE PROBLEM-SOLVING
“There’s endless opportunity to use flight and passenger data. Often situations
bubble up where system operations, airport staff, and the contact center need
to work together. Say there’s a snow storm and folks are stranded in the airport
and need new flights. You need to very quickly re-accommodate them. We have a
number of Spotfire reports that enable these teams to work to get customers to
their final destinations. Having this data at our fingertips helps us stay proactive
in solving the operational challenges that airlines have to deal with.
VALUABLE SUPPORT FOR THE MISSION OF HUMANITY
“We are the biggest carrier in Puerto Rico, with about 500 crew members located
there, and we are dedicated to supporting its recovery from Hurricane Maria. We
have a number of initiatives—relief flights, supply runs, volunteering. Using data
to understand where customers and crew may need help is definitely part of our
mission, doing everything in our power to help them in these really trying times.
OPTIMIZED CUSTOMER EXPERIENCE
“Mint is our new first-class offering, with lie-flat seats and a variety of other
amenities. We’re actively using Spotfire to manage a lot of the special requests,
like special meals. We’re surfacing that data to the in-flight crew, airports, and our
business partners. It’s allowed it to be a lot more optimized.

FUTURE
“We started a facial recognition proof of concept where customers can board
via a photo. We’re testing it primarily on the Boston—Aruba route. We created
an executive dashboard where we share how it’s working, its speed, how many
customers opt in—to inform on whether it would be a worthwhile investment.
We’re very pleased with how it’s been performing.”
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