Beyond the Flight: CMO Alicia
Tillman on Reinventing
Delta’s Brand Experience

Inspiration meets innovation at , the
ultimate marketing experience. Join industry
luminaries, rising talent and strategic experts in
Phoenix, Arizona this September 23-26 to assess
challenges, develop solutions and create new pathways
for growth.

Delta Air Lines, a titan in the aviation industry, exemplifies
how a powerful brand narrative can elevate customer experience
and corporate identity. With a commitment to excellence and
innovation, Delta has crafted a culture that deeply resonates
with both its employees and passengers.

Its culture is not just about air travel; it’s about creating
a cohesive, positive experience that accompanies passengers
from the moment they book to when they reach their
destination. To gain deeper insights into how Delta continues
to lead and innovate within the competitive airline industry,
we sit down with Alicia Tillman, the chief marketing officer
at Delta Air Lines.

In this episode of The Speed of Culture, host Matt Britton
sits down with Tillman to discuss the importance of core
consumer expectations, the future of experiential marketing in
engaging modern consumers, and how Delta continues to innovate
and lead in the aviation industry.

Key takeaways:
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» [Timestamp: 00:01:59-00:02:08] Learning from top
marketing brands - Tillman reflects on her
transformative years at American Express, a period she
credits with deeply shaping her marketing acumen. Here,
she learned the significance of membership, access, and
premium experiences, crucial factors that enhance brand
loyalty. This experience underpins her approach at
Delta, focusing on high-quality, emotionally resonant
consumer interactions. Brands should leverage their
unique experiences to deepen consumer loyalty and
differentiate themselves in competitive markets.

- [Timestamp: 00:06:47-00:07:19] Impact of digital
evolution on marketing - As marketing shifts from
relying on traditional methods to digital platforms,
Tillman explains how Delta embraces current trends to
engage with younger demographics like Gen Z and Gen
Alpha. By integrating free Wi-Fi and enhancing online
content, Delta not only meets but anticipates customer
expectations in the digital age. Brands need to stay
ahead of technological curves to remain relevant,
ensuring their strategies evolve with consumer behavior
and preferences.

= [Timestamp: 00:18:46-00:19:09] Building a lifestyle
brand - As the CMO, Tillman makes big strides to
position Delta as a lifestyle brand. That means the
brand must go far beyond traditional airline
advertising, integrating into all aspects of a
customer’s life. Initiatives like the Window Seat Shop
offer unique experiences that align with consumer
lifestyles, showing Delta’'s commitment to customer-
centric innovation. Brands should consider how to extend
their presence into different aspects of consumer lives,
thereby enhancing brand loyalty and engagement.

« [Timestamp: 00:19:36-00:19:38] Hierarchy of Consumer
Needs — While innovation is important, Alicia emphasizes
focusing first on what customers fundamentally require
from Delta-safe, timely travel that fully accommodates



their needs. Ensuring that the brand maintains its
reputation for dependability comes first. , Once they
meet that parameter, Delta can explore adding additional
value through enhancements like digital integration and
experiential marketing. Brands must prioritize
fulfilling core customer expectations first as a
foundation to build more elaborate and differentiated
services.

[Timestamp: 00:24:06-00:24:28] Expanding Brand Experience — As
part of Delta’s strategy to enhance customer experience beyond
the flight, the brand has introduced premium lounges and
partnership experiences. These initiatives are designed to
make every part of the travel experience feel 1like an
extension of the Delta brand, emphasizing comfort and
exclusivity. Brands should create seamless experiences that
reinforce their values and meet high customer expectations at
every touchpoint.
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