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Traveler Under Pressure
Executive readout, the one decision
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The decision
Stop funding a five-to-seven segment strategy for this audience. It does not exist in the data. Reallocate that
budget to two near-universal fixes: end the silence during disruption, and quote one all-in price.

The study was commissioned to find traveler segments. Run cold, the segmentation pipeline returns no natural
segments (the statistical separation never clears the floor that distinguishes real groups from arbitrary cuts). What
the data shows instead is a single population running a shared rulebook, varying on two dials whose settings move
within the same person trip to trip. You cannot target a type that reassigns itself when the kids come along.

What matters now
The differentiating variation is within-person, not between-person. The same traveler is price-first solo and
certainty-first with children. Personas built on this will not hold.

Two needs are near-universal, which is precisely why they are worth funding: travelers turn furious at not
knowing during a disruption (more than at the delay itself), and they read unbundled "hidden" fees as a trust
breach, not a price gripe.

The original hypothesis needs a small correction: the wound is being left in the dark, not "powerlessness."
That changes what good service recovery looks like.

What we are explicitly not doing
Not shipping five persona profiles or a segment-targeted media plan.

Not personalizing the product by segment.

Not treating "wants control" as the design axis; for many it is a "do they care about me" signal, and more
options past two or three backfire.

The tradeoffs we accept
We trade the comfort of a tidy 2x2 for an honest map. A navigable four-quadrant overlay exists and can guide
creative, but it is an imposed convenience (just over half individual-assignment reliability), not validated structure,
and it must never be presented as real segments. We accept "two universal bets" over "five tailored ones"
because the evidence supports the former and not the latter.
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What happens next
Reallocate segmentation spend to a disruption-communications initiative (proactive, honest, frequent status
updates). Owner: Product + CX.

Move to one all-in displayed price. Owner: Commercial + Pricing.

Shelve persona development; brief creative on the rulebook and the two dials instead. Owner: Brand.

Evidence: 495 AI-moderated interviews, study-level IQS 3.76/5 (signal-weighted), 9 dead transcripts excluded and
8 authenticity-flagged interviews held out of the headline. The no-segmentation result is robust (it reproduced
across three clustering methods); the "uncertainty leads" finding is real but plural, uncertainty leads a field that
also includes disrespect and control-loss.
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