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1. [bookmark: _Toc89937726][bookmark: _Toc90502195]Executive summary
[bookmark: _Hlk89990735]Nowadays, mankind is entering the fourth stage of economic life development - the era of experience economy. Its economic feature is to create added value through personalized and unforgettable experience through interaction. Therefore, personalized service has been put on the agenda. With the rapid development of China's civil aviation transportation industry, the restriction of domestic airspace resources, the pressure of high oil price, high inflation and economic and trade conflict, the competition of international long-distance route operation caused by the trend of International Oligopoly and joint operation, and the impact of developed high-speed rail network on the operation of domestic medium and short-distance routes, airlines are facing increasing competitive pressure at home and abroad. As a service enterprise, improving the service level has become the key means of mutual competition. How to attract and maintain high-value tourists through service means? The implementation of personalized service has become an inevitable trend. Due to historical reasons, China Eastern Airlines Co., Ltd. (hereinafter referred to as “China Eastern”) faces greater difficulties and challenges. Through targeted personalized service design, it is of more practical significance to effectively use the limited marketing and service resources for high-value passengers to quickly improve its business quality and profitability.

2. [bookmark: _Toc89937727][bookmark: _Toc90502196]Introduction to the History and Development of China Eastern
[bookmark: _Hlk89990664]  Headquartered in Shanghai, China Eastern Airlines Group Co., Ltd. is one of the three state-owned backbone air transportation groups in China. Its predecessor can be traced back to the first flight squadron established in Shanghai in January 1957. The company was successfully listed in New York, Hong Kong and Shanghai stock exchanges in 1997. It is the first airline listed in three places of civil aviation of China.
  The company is mainly engaged in domestic and approved international and regional air passenger, cargo, mail and baggage transportation business and extension services, general aviation business, aircraft maintenance, aviation equipment manufacturing and maintenance, agency business of domestic and foreign airlines, insurance and agency services, e-commerce, air supermarket, commodity wholesale, retail and other businesses related to air transportation.
  With comprehensively deepening reform as the main line, internationalization and Internet as the guide, the company is committed to realizing the development vision of “building a world-class and building a happy China Eastern Airlines” around transformation and development, brand building and capacity improvement, and accelerating the transformation from a traditional air carrier to a modern integrated aviation service integrator.

3. [bookmark: _Toc89937733][bookmark: _Toc90502197]Strategic Analysis
[bookmark: _Toc89937734][bookmark: _Toc90502198]PEST
  PEST analysis refers to the analysis of macro environment. “P” is politics, “E” is economy, “S” is society and “T” is technology. When analysing the background of an enterprise group, it is usually through these four factors to analyse the situation faced by the enterprise group.
3.1.1 Politics
  The airline's business spreads all over the world and is an industry greatly affected by domestic and foreign economic policies, laws and regulations. The adjustment and change of relevant laws and regulations, industrial policies and regulatory policies at home and abroad may bring some uncertainty to the company's future business development and operating performance.
  Internationally, trade protectionism, unilateralism and other issues are prominent, which increases the factors of international political instability and has a certain negative impact on the air transport industry. In particular, the recent Sino-US trade friction may curb the demand for air transportation.
  Domestically, the state has increased the supervision of the aviation industry and issued a series of policies. In 2016, the Civil Aviation Administration of China issued the notice on strengthening the market access management of new airlines, proposing to formulate strict market access and pay attention to the flight punctuality rate, which has greatly intensified the competition among domestic aviation enterprises; In 2017, CAAC (Civil Aviation Administration of China) issued several policies and measures on controlling the total operation volume, adjusting the flight structure and improving the flight punctuality rate, which optimized and adjusted the total flight volume and flight structure, which directly affected the integration of airline resources and the way of route flight arrangement.
  In addition, as a public listed company, China Eastern Airlines is also affected by the securities regulatory laws, regulations and policies of the place where it is listed.
3.1.2 Economy
1) In recent years, China's economy has maintained steady growth and its economic operation has remained within a reasonable range.
  Since 2015, China's economic development has entered a new stage, from high-speed development to high-quality development. According to the data of the National Bureau of statistics, China's GDP in 2010 was only 41.21 trillion yuan, increasing to 9.909 billion yuan by 2019, close to 100 million yuan. At the same time, the per capita GDP exceeded 10,000 US dollars, realizing a new leap in economic development.
  The more developed the national economy is, the more attention is paid to the development of civil aviation industry, and the two are positively correlated. China's economic development momentum is good, providing growth space for the civil aviation industry. According to the data released by CAAC, the operating revenue of airlines in 2018 was 613.92 billion yuan, an increase of 314.02 billion yuan over 299.9 billion yuan in 2010, with a compound annual growth rate of 9.37%.
2) Increase in residents' income
  Economic factor is one of the main factors affecting people's travel. China's economic growth has driven the increase of per capita disposable income of its residents, especially the per capita disposable income of urban residents. The per capita disposable income of urban residents increased from 19,109 yuan in 2010 to 42,359 yuan in 2019, with a compound growth rate of 9.42%. With the increase of per capita disposable income, the growth of private travel demand is also accelerating.

3.1.3 Society
1) Transformation of leisure consumption concept
  The consumption concept of Chinese residents has also changed, paying more attention to tourism leisure, which increases the travel demand. In long-distance travel, aircraft has become the primary choice. According to the data released by CAAC, China's civil aviation passenger traffic increased from 267.69-million-person times in 2010 to 611.74-million-person times in 2018, with a compound growth rate of 10.88%.
2) Pay attention to aviation service quality
  With the change of passenger consumption concept and the popularity of air travel, the requirements for airline services have also increased accordingly. Most consumers are familiar with the service standards and processes of airlines, so they will compare them between different airlines. Especially in case of flight delay, cancellation and other emergencies, pay more attention to the company's service attitude and problem handling. For airlines, it is necessary to implement service standards and processes and strengthen customer service communication.
3) Online shopping behaviour
  In recent years, the rapid development of the Internet has led to the rapid expansion of China's Internet users, especially the increase of mobile Internet users. In 2018, there were 828.57 million Internet users, including 816.98 million mobile Internet users. The increase in the number of Internet users has brought changes in shopping methods, and online payment goes deep into all aspects of consumers' life. By the end of 2018, the transaction volume of China's online shopping market had reached 6.6 trillion yuan. With the consumption behaviour of online shopping, more and more customers will give priority to using mobile app, e-commerce platform and other channels when purchasing air tickets.

3.1.4 Technology
  Aviation industry is a capital and technology intensive industry, and technology development is very important to the development of the industry. The rapid development of information technology has many advantages in cost and efficiency. It provides airlines with new sales channels and promotion methods, and the traditional marketing pattern has changed greatly.
  1) The progress of aviation technology, especially the application of advanced technology in aircraft manufacturing, has greatly improved flight safety and efficiency. China's aviation industry has made great achievements in time, especially in information system and simulation assembly, especially the technical equipment of the four major airlines is the most advanced. However, there is still a gap between domestic aviation technology and foreign countries.
  2) After improvement and development, the rise of computer reservation system (CRS) has evolved into global distribution system (GDS), which integrates a large number of air transportation resources, and consumers realize the function of air ticket reservation through computer.
  3) With the vigorous development of e-commerce platform and the progress of e-payment technology, consumers can buy additional services and member services through e-commerce platform.
  4) The development of mobile Internet technology and the rise of social media such as WeChat and microblog provide marketers with a channel for direct dialogue with users and turn traditional marketing into precision marketing.

[bookmark: _Toc89937735][bookmark: _Toc90502199]Porter’s 5 Forces
3.1.5 Competitive rivalry
  By the end of 2020, there were more than 60 domestic transportation companies. From the perspective of industry concentration, the current domestic civil aviation market share presents a typical “three plus one” market structure model. The traditional three giants China Southern Airlines, China Eastern Airlines, Air China and HNA, which have developed in recent years, have a total market share of 86% of the whole market. From the challenges faced by China Eastern Airlines, the rapid development of China Southern Airlines in recent years has brought great challenges to China Eastern Airlines. At present, China Southern Airlines mainly focuses on South China, Xinjiang and northeast, and the domestic route layout is more reasonable. At the same time, China Southern Airlines has a high reputation for service, which has formed a good brand effect and customer loyalty; The emerging HNA is also famous for its diversified, low-cost and strong financing capabilities in the industry. In addition, the rapid rise of Spring Airlines and Shandong Airlines has also brought challenges to the development of China Eastern Airlines.

3.1.6 Threat of new entrants 
  Overall, the entry barriers of China's civil aviation transportation industry are high, mainly including three aspects. First, policy barriers. Before 2016, airline access was relatively loose, and after 2016, the policy was tightened, which greatly restricted potential entrants and prevented excessive competition in the industry. According to China's civil aviation law, airlines must meet the specified standards in terms of aviation personnel, asset scale, crew, route, etc. The second is the capital barrier. The characteristics of the industry determine that entrants to the industry must have a large amount of funds. On the one hand, they are used to buy aircraft and various flight equipment and maintain the equipment on a daily basis. On the other hand, the daily operation of aircraft also needs a large amount of funds to maintain and pay aircraft fuel, maintenance and other expenses. Third, technology and talent barriers. As a and technology intensive industry, both pilots and ground managers need professional technology and rich experience. Aviation professionals must go through long-term learning and training, reach the operation and driving within the specified time, and finally pass the examination.
  It can be seen that the entry barriers of civil aviation transportation industry are very high, and the higher industry entry barriers prevent the number of potential entrants. At present, China Eastern Airlines faces less threat from potential entrants.

3.1.7 Bargaining power of buyers
  China's passenger transport industry has turned into a buyer's market. There are a large number of airlines for passengers to choose from. The fierce competition among airlines has led all airlines to adopt low price strategy and buyers have strong bargaining power. Buyers can basically be divided into business passengers and leisure passengers. The purpose of the two types of customers is different. The former is mainly for official travel, while the latter is for visit. They have different requirements for time and service quality, and their final bargaining power is also different. Business travellers are less sensitive to price and pay less attention to ticket price. They pay more attention to flight time and service quality. Therefore, their bargaining power is low. Leisure travellers need to spend their own money to buy air tickets, so they are more sensitive to the price and can arrange flight time according to the price. At the same time, the number of such customers is large, their loyalty to an airline is low, and they like “shopping around”. Therefore, they have high bargaining power.

3.1.8 Threat of substitute
  The transportation modes that can replace air transportation are railway, highway and waterway. They all realize the transfer of personnel in spatial position and belong to the substitute of air transportation. As a big country in infrastructure construction, China's various modes of transportation continue to improve, and the competition in the transportation industry is becoming increasingly fierce. In 2018, the railway passenger turnover was 1,414.7 billion person kilometres, accounting for 41.34% of the four modes of transportation; The road passenger turnover is 927.9 billion person kilometres, accounting for 27.12% of the four modes of transportation; The turnover of waterway passengers is 957 million person kilometres, accounting for 0.23% of the four modes of transportation; The turnover of civil aviation passengers is 1,071.16 billion person kilometres, accounting for 31.30% of the four modes of transportation.
  For the proportion of various transportation modes, the biggest threat to the substitution of air transportation is railway transportation, followed by road transportation. The industry generally believes that aviation has obvious comparative advantages at a distance of more than 1,000 km, railway has obvious comparative advantages at a distance of 500-1,000 km, and highway has strong comparative advantages at a shorter distance, generally within 500 km.
  In general, railway transportation is the biggest competitor in the civil aviation industry, and high-speed rail transportation occupies a huge market share in railway transportation. It can be seen from figure 1-35 that the proportion of passenger turnover of high-speed rail passengers in railway passenger turnover has also increased from 0.2% to 48.6%.
  In recent years, China's high-speed railway is developing rapidly, and various places have been opened and operated successively. As can be seen from figure 1-36, in 2018, the passenger turnover of high-speed railway accounted for 20% of the passenger turnover of the whole market. The price of high-speed railway is not different from that of air transportation. Therefore, the substitution effect of high-speed railway is becoming increasingly significant, so high-speed railway has become the biggest alternative threat to civil aviation transportation companies.
  Facing the impact of high-speed rail, civil aviation transportation companies have also taken a series of measures to deal with it. For example, increase the discount of air tickets and reduce the price; Adhere to building high-end civil aviation transportation services to improve the comfort of passengers on the way; Shorten the check-in waiting time and passenger waiting time; Adjust routes and transport capacity, give play to their regional advantages and avoid direct conflict with high-speed rail; Strengthen the inspection and maintenance of aircraft, ensure sufficient capacity for flight operation, and continuously improve the punctuality rate and overall efficiency of flights; Do a good job in the follow-up service of flight delay, increase passenger satisfaction and improve the competitiveness of dealing with high-speed rail.

3.1.9 Bargaining power of suppliers
  The upper reaches of the civil aviation transportation industry chain are aircraft manufacturers, aviation fuel companies, catering companies, logistics distribution companies, etc. These different types of suppliers can be divided into high-end suppliers and ordinary suppliers, with different bargaining power.
① High end supplier
  For China Eastern Airlines, aircraft manufacturers and aviation fuel companies are high-end suppliers. At present, aircraft manufacturers are mainly Boeing and Airbus, which belong to oligopoly, and airlines rely heavily on these two companies to buy aircraft; Aviation fuel companies, mainly China aviation fuel, basically monopolize the domestic aircraft fuel market, and are controlled by national policies to uniformly price fuel; Domestic suppliers of aviation materials are mainly China aviation equipment import and Export Group, which uniformly allocate aviation materials purchased by airlines; As the place where Airlines suspend classes, the airport belongs to the construction of local government with strong administrative colour. These high-end suppliers have high voice and strong bargaining power.
② General supplier
  Catering, logistics and distribution companies are ordinary suppliers, because these suppliers provide products or services with low technical content, and there are a large number of suppliers for the company to choose, belonging to the buyer's market, so their bargaining power is low.

[bookmark: _Toc89937736][bookmark: _Toc90502200]SWOT
3.1.10 Strengths
  China Eastern Airlines focuses on comprehensive budget management as a means to strictly control cost budget and strengthen cost control. Actively promote the integration of the company's procurement resources, sort out and optimize the procurement process, and monitor the whole process of procurement. At the same time, actively broaden financing channels and use a variety of financial instruments to reduce financial costs. The advantage of China Eastern Airlines' development strategy lies in its leading position in the aviation industry, good foundation for sustainable development, high safe driving rate, continuous profit model in production and operation in recent years, obvious increase in service and guarantee ability, and obvious improvement in the established brand image, The basic management ability has been greatly enhanced, has a high brand awareness among customers, adheres to the concept of “customer-oriented and dedicated service”, and actively promotes the improvement and transformation of hardware and software service products while optimizing and adjusting the fleet. At present, China Eastern Airlines has dozens of doctors, more than 1000 masters, more than 20000 undergraduates and more than 30000 junior college students. Those with college degree or above account for more than 90% of the total number. As a technology-oriented enterprise, the educational level is increasing. At the same time, China Eastern Airlines has thousands of foreign employees. Different cultural differences and technical methods have injected new vitality into China Eastern Airlines.

3.1.11 Weaknesses
  The disadvantage of China Eastern Airlines in its development strategy, the sharp increase in costs caused by high oil prices, and the complex models of China Eastern Airlines because it has experienced many integrations and reorganization. There are MD90, MD11, md82, A300, A320, A340, B737, CRJ and other models. Airline fleet models can be said to be the core hardware of the company's resources. The complexity of models will inevitably lead to a significant increase in the corresponding cost, because the corresponding models need to be equipped with corresponding pilots, teachers, aircraft maintenance personnel, dispatchers, as well as corresponding aviation equipment and equipment. Therefore, adding one model will bring a lot of additional expenses, this has brought great difficulties in management and cost to China Eastern Airlines. At the same time, the high man-machine ratio is also one of the important factors. The ratio between the total number of employees and the total number of aircraft is called man-machine ratio, which is an important index to measure the management efficiency and production efficiency of airlines. 100:1 is currently recognized as a relatively advanced airline man-machine ratio. After the merger and reorganization of Northwest Airlines and Yunnan Airlines, China Eastern Airlines' man-machine ratio reached an amazing 212:1, and the staff overstaffing is serious. Moreover, this overstaffing is structural, and the surface overstaffing but the core talents are extremely scarce. After years of efforts, China Eastern Airlines reduced the man-machine ratio to 159:1, but it is still higher than Air China and China Southern Airlines, It's the tallest of the three airlines. At the same time, there are many redundant organs and low labour efficiency. The asset liability ratio is high. Airlines are characterized by high technology, high investment and high risk. The high asset liability ratio is a common problem of airlines. The asset liability ratio of China Eastern Airlines exceeded 90% in 2018. In recent years, China Eastern Airlines has made remarkable achievements through a series of reform measures, which has made a big leap compared with 2018. However, compared with the three airlines, the net profit is still not high, in 2020, the asset liability ratio was 75%. Although it decreased by 4.57% compared with 2019, the financial burden is still heavy, and the debt ratio is still the highest among the three airlines. The airline network structure still needs to be further improved. There is a large room for improvement in cost control ability and service management ability. There is a large gap between the demand for support and guidance and rapid transformation. The personnel structure problem is more prominent, and there is still a lack of high-end talents and national talents, although it occupies an almost monopoly position in the field of domestic routes, However, the operating capacity of international routes is still insufficient, the company is large, the formulation of new decisions and the ability to change policies are relatively weak.

3.1.12 Opportunities
  At present, China's economy has entered the new normal, showing three characteristics: speed change, structural optimization and power transformation. The development of China's civil aviation industry has correspondingly entered a new stage. High-level introduction and large-scale going out are taking place simultaneously. The market competition is gradually turning to quality-oriented and differentiated competition. The imitation wave elimination consumption stage is basically over, and the era of personalized and diversified consumption has come. In the three major one of the “one belt, one road”, the Beijing Tianjin Hebei coordinated development and the Yangtze River economic belt, the Eastern Airlines Company, with Shanghai as its centre, and relying on the geographical advantages of the Yangtze River Delta, has joined the global market and has welcomed a great opportunity for its own development. In addition, recently, China's aviation fuel prices have continued to decline, which is difficult to recover quickly in the short term, which is conducive to China Eastern Airlines to reduce operating costs to a certain extent. 
  The technical environment affecting China's civil aviation industry includes not only aircraft manufacturing technology, but also airport facility technology and information technology. Facing the new challenges and opportunities brought by the new round of global scientific and technological revolution and industrial reform, the outline of the national medium and long term science and technology development plan (2006-2020) has identified major scientific and technological projects for the development and development of large passenger aircraft, especially the establishment of China commercial aircraft Co., Ltd., which undertook the important task of China's large aircraft project in 2008, This is bound to break the industrial pattern originally monopolized by the two aviation manufacturing industries of Boeing of the United States and Airbus of Europe. At present, a supply chain system of civil aviation manufacturing industry with COMAC as the centre, combined with AVIC industry, radiating the whole country and global vision has been preliminarily formed. The continuous improvement of airport facilities of Chinese airlines, such as passenger check-in desk, baggage facilities and shuttle transport vehicles, has promoted the development of the airport and increased customer satisfaction. Now passengers can buy tickets and book seats online without going out, which are conducive to increasing the number of passengers.
  
3.1.13 Threats
  The challenge in the development of China Eastern Airlines lies in that the international economic situation is still complex, the world economy has entered a period of deep transformation and adjustment, and the trend of low-speed growth may continue for some time. While the domestic economic development mode has entered a stage of transformation, the economic growth rate has further slowed down, the growth rate of civil aviation has dropped compared with previous years, and there is now an overall oversupply, At the same time, the transportation mode of high-speed rail and motor car is constantly impacting the civil aviation industry. The coverage of high-speed rail and motor car is wider and more convenient; With similar prices, people prefer to take high-speed rail as a means of transportation. In recent years, high-speed rail has been welcomed by Chinese people because of its rapidity, safety and comfort. At the same time, how to improve its punctuality has become an important aspect of improving customer satisfaction. At the same time, international low-cost airlines have accelerated their entry into China and impacted the aviation market, how to effectively reduce their own costs, or how to make up for the adverse conditions relative to their own fares with high-quality services, has become an aspect that the management needs to consider.

4. [bookmark: _Toc90502201]Overall solutions for hyperpersonalized passenger service
[bookmark: _Toc90502202]Construction of basic platform
  The first step is to integrate the existing passenger related information of China Eastern Airlines and build a unified passenger database system of China Eastern Airlines; Phase I of the project supports the information sharing and application of high-end passengers in check-in and cabin services, and phase II of the project supports the passenger information sharing and application in channels and whole process services.
  Build a unified passenger database of China Eastern Airlines by integrating passenger related information in the existing system to ensure the consistency and integrity of passenger information in all use links; Provide unified passenger related information to each passenger contact point through integration with the passenger contact point system, so as to support the standardized and personalized service ability of passengers and improve the consistent experience of the whole process of passenger travel; Through integration with the internal management system, provide consistent and complete passenger related information to all business personnel within the company, so that business personnel can analyse passenger behaviour and passenger value, formulate corresponding marketing and service products, improve passenger loyalty and reduce operating costs, and finally improve the overall profitability of the company.
  Under the service-oriented architecture (SOA), the original application systems in the enterprise are integrated through the enterprise service bus (ESB) to realize data exchange and service (information) sharing; metadata management is used to uniformly manage the enterprise data standards, set unified data standards, describe the data in detail, and establish the relationship between data and data.

[bookmark: _Toc90502203]Transformation of multi-channel system
  The second part is also the most critical step for airlines to realize passenger personalized service. According to the conclusion of passenger grouping and service demands of each contact point in the previous chapter of this paper, it is necessary to display passenger personalized demand information in dozens of subsidiaries, business departments and hundreds of navigation points of China Eastern Airlines worldwide, Formulate service function transformation table of different groups at each contact point in combination with service needs.

[bookmark: _Toc90502204]Value and attribute analysis of passengers
  Third, because China Eastern Airlines has no way to know the value or attribute of a single passenger, the product development and feedback cannot be evaluated in time, it is difficult to achieve targeted marketing and services for a single passenger or a class of target groups, it is difficult to achieve purposeful product development, let alone calculate and evaluate the benefit evaluation of the product on the market, so it is necessary to establish a passenger data warehouse analysis application, carry out statistical analysis of passenger data in the unified passenger database through analysis tools, analyse the dimensions of passenger loyalty, passenger profile, passenger profit, passenger preference, passenger future analysis, passenger product analysis and passenger promotion, and provide passenger value and attribute information to decision-makers and product development, All marketing and service channels can share these analysis results, realize the targeted, regular and fixed channel transmission of precision marketing and promotion information, effectively formulate service standards, obtain service evaluation, provide good passenger experience, and win passenger loyalty and market share.

[bookmark: _Toc90502205]Integrated service operation platform
  Fourth, due to the complexity of the company's organization, there are many background operation departments providing information, and the front-line service needs all kinds of passenger information, flight information, production information and resource information. It needs to operate multiple systems to realize the service of one passenger. Both efficiency and quality are unsatisfactory, and these systems are vertical department level systems, Unable to support cross process connection and operation and adapt to complex cross organizational business processes in the future, it is necessary to build an integrated service operation platform of China Eastern Airlines, integrate multi-dimensional service information and different applications such as passengers, flights, passengers, luggage, terminals and resources, and build an integration centre of information resources and a unified access for service personnel, It also uses the enterprise portal to provide a unified place for service employees to communicate, work together and share information. At the same time, it can use the functions of content management and unified search to provide a unified way for service employees to obtain knowledge, enhance service accuracy and accelerate service improvement. The passenger service operation platform organically integrates all links and contact point applications in the service field through technologies such as single sign on, iframe integration, to-do integration, portlet and link integration to form a unified working platform for the service line, intensively display passenger information, flight information, baggage information and service information, and break the Division and decoupling of service lines and links of China Eastern Airlines The current situation of information island truly realizes the personalized whole process seamless service for passengers.

[bookmark: _Toc90502206]Automated intelligent passenger service system
  Fifth, China Eastern Airlines has more than 60,000 employees, of which more than half are front-line employees. They are geographically distributed all over the world. Whenever new products are launched, service standards are changed, or the company temporarily adjusts passenger service policies, it needs to spend a lot of human and material resources for training, which delays the opportunity to face the market quickly. Therefore, it is necessary to establish a service definition throughout China Eastern Airlines The automated intelligent passenger service system in the three fields of service execution and service analysis can realize service consistency, ensure service delivery, accelerate service improvement and improve service quality. On this system, service products can be managed, service business rules can be set and published, and service quality can be analysed and evaluated, according to the set business rules, the service process and service specifications for the passenger will be automatically displayed on all relevant contact points of China Eastern Airlines according to various attributes of the passenger. The service demand (order) will manage the flow of service demand (order) in various departments, posts and links according to the designed process engine, and fully share the service demand information, service execution status, resource matching status and other information in the whole service line, so as to eliminate the current situation of “only promise but no guarantee” for passengers' service demand, Ensure the timely delivery of passenger service demand with quality and quantity, maximize the automation of passenger service and airline production and operation, and truly implement personalized services from the granularity level of rules.
  
5. [bookmark: _Toc90502207]Conclusion  
  Firstly, this paper introduces the development of China's civil aviation and the growth process of China Eastern Airlines. Through data analysis, it is found that under the condition of little difference in passenger traffic volume, China Eastern Airlines' net profit is 50% lower than that of other airlines, and is gradually expanding. On that day, the restriction of domestic airspace resources and the pressure of high oil price, high inflation and economic and trade conflict, Due to the competition of International Oligopoly and joint operation, the impact of developed high-speed rail network on the operation of domestic medium and short haul routes, China Eastern Airlines urgently needs to find ways to improve its profitability, improve its service level and service brand through the implementation of personalized services, attract and maintain high-end passengers and improve its loyalty, which should be the correct strategic choice of China Eastern Airlines.
  Therefore, under the guidance of service-related theories, this paper studies how airlines carry out personalized service, and puts forward specific implementation contents, steps and precautions. Then, combined with the actual situation of China Eastern Airlines, this paper makes an in-depth discussion from the questionnaire design of passenger survey, the cluster analysis of questionnaire results to the passenger grouping method. According to the key characteristics, the passengers are divided into seven types of passenger groups, specifically analyses the service demand and contribution value of various passenger groups, and identifies which types of passengers contribute the most to China Eastern Airlines, At the same time, the overall architecture, implementation steps and specific methods of China Eastern Airlines personalized service scheme are designed by using information technology, forming a complete personalized service solution. Finally, through the analysis of market development, China Eastern Airlines' strategic transformation, internal resources and capabilities, it is concluded that the scheme is necessary and feasible for China Eastern Airlines.

6. [bookmark: _Toc89937741][bookmark: _Toc90502208]Recommendations
  In the coming period, the air transportation industry will develop steadily. If airlines want to further improve their profits, they must transform from carriers to service integrators, from linear operation marketing to hub network operation marketing, from single price products to product system, from agent led to e-commerce, and from functional culture to process culture. The traditional business model of China Eastern Airlines is to sell air tickets and complete transportation. It can explore the transformation from the extension of the service chain to provide passengers with one-stop integrated services such as tourism, hotel, conference, car rental and shopping; It can also transform from the depth of service, develop more marketable special service items and personalized service products, and create revenue while providing value-added services for passengers; It can also transform from the viscosity of services, and use 70 million passenger platforms to connect them and even their relatives and friends through the Internet, mobile network and air network, so as to create a large number of business opportunities. This involves the drastic reform of the company's overall operation, operation, management and other aspects, and will also be my key research field in the next stage. I hope that with the continuous and steady development of China's economy, enterprises can better open the market and create value.
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