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2011: Airlines Set to Evolve Operations and Service Levels or Perish, Predicts Progress 
Software 

Increased Industry Consolidation, Growing Alliance Partnerships, Regulation, and Irregular Operations 
Will Drive Airlines to Improve Their Services, Says Industry VP 

BEDFORD, MA -- (MARKET WIRE) -- 12/16/10 -- Progress Software Corporation (NASDAQ: PRGS), a leading software 
provider that enables enterprises to be operationally responsive, has predicted that airlines will have to evolve and adapt or 
perish through 2011.  

The warning comes from Joshua Norrid, industry vice president, Travel and Leisure, at Progress Software, who also 
cautions that the ever continuing external pressures will see airlines become much more responsive in their operations and 
customer needs, in order to survive.  

Based on feedback from customers, as well as its own travel industry research, Progress Software sees five key trends set 
to impact the airline industry over the next decade.  

1. Partnerships, Code Shares, and Alliances to grow at speed and scale: According to published airline alliance data, 
between October 2009 and September 2010, code share and alliance related services accounted for nearly half of overall 
business for several major global airlines, a clear signal of the importance of enhancing the flow of transactions across 
multiple reservation systems and doing so more dynamically.  

2. Next-level customer service to come through technology: New technology and 'next-practice' procedures are being sought 
out to help airlines scale, avoid operational delays, and reduce the occurrence of unacceptable customer service. 
Integrated technology allows real-time visibility into flight, crew, and maintenance operations so that business performance 
can be constantly analyzed. Adjustments could then be made on the fly to services such that airline managers are able to 
anticipate the cumulative effects of disruptions prior to schedules becoming compromised.  

3. Dynamic social networks and applications will rise around airline networks: Customers are communicating in completely 
new ways across social networks, making it more difficult for travel companies to fully analyze and respond in a timely and 
appropriate manner. Fully integrated networks and applications will be essential for airlines to be 'in the know' across these 
newly emerging channels.  

4. 'Pay as you prove' approaches will be commonplace over the next decade: Dynamic a la carte services, along with the 
rise of revenue from non-ticket sources, will remain critical through 2011 and beyond, to ensure overall success of several 
airline business models.  

5. U.S. and European industry consolidation will continue: With possible adverse effects to airline efficiencies, schedules 
and customer services; airlines will be forced to be more operationally responsive in these areas to support the ongoing 
consolidation trend.  

Norrid commented: "It's no secret that airlines have endured a turbulent decade. Since 9/11 they've faced a continuous 
stream of events that have mostly been out of their control."  

"The challenge of returning to and maintaining long-term profitability is crucial to airline business survival over the decade 
ahead and depends highly on the ability of the airlines to evolve processes, technology, and services to the next level. In 
addition, they must learn to survive and thrive in an environment of increased regulation, more demanding customers and 
the reality that revenue must be generated from sources beyond individual flights."  

"Airlines that understand and embrace these market trends will be one step ahead of the curve through 2011. 
Unfortunately, many airlines still have some way to go. If they are to stay competitive, they will have to be operationally 
responsive in order to evolve and adapt to new and existing business opportunities."  

About Progress Software Corporation 
Progress Software Corporation (NASDAQ: PRGS) provides application infrastructure software for the development, 
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deployment, integration and management of business applications. Our goal is to maximize the benefits of information 
technology while minimizing its complexity and total cost of ownership. Progress can be reached at www.progress.com or +1-
781-280-4000.  

Progress is a trademark or registered trademark of Progress Software Corporation and/or its subsidiaries or affiliates in the 
U.S. and other countries. Any other names contained herein may be the property of their respective owners.  
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