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See clearly, act safely:

what Al really means

for ferry operators
By Christopher Kirman




How Al Is

Health now
Your sleep quality has been lower this week
than the week before.

Monitor

Real-time data from our wrist.
Al flags what isn’t normal.

reshaping our everyday lives

Turn my talk notes into a deck for the How shall | spend my weekend in Athens this
Ferry Summit in Athens. October? Ideally I'd like to visit a nearby island
for a day.|

Agent - building your deck
Read my notes and outline
Drafted the storyline

Built the slides and visuals

© Draft ready for your review

How Al s roshaping our everydoy fves

SlE
| 1T

Delegate Discover

| focus on the story. We don’t search any more, we ask.
An Al agent builds the slides. Soon, we’ll book the same way.
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Live operations

saturday 1/ October ' 08:24

® Live 6 sailings today

= 4Bft 14°C

v ﬁésta'uréht; Bé-r & shops

12 min €18.4k

Bar queue A 2% usual ailing

Main bar quaue (min) — T

& SUGGESTED ACTION

Open a second bar, nudge passengers to it

Same live data from  42tliks B gates Bookings

- Dover Berth 3

Por
& port operations

24 min 1150

Turnaround 1geds boarded

Boarding by lane - 09:00 departure
Foot passengers (D

Cars = |
Freight [——

A\ Berth 3: inbound vessel running 18 min late

Next departures
09:00 Calals A ALrisk
10:00 Dunkirk v On time

12:00 Calais v On time

& SUGOESTED ACTION

Re-sequence boarding while the berth slips

Onboard app

éad office « J

He | routas
e Consolidated view

€12M 72%
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Tomorrow - load factor @ Booked

+

-15% vs pace

P
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SUGGESTED ACTION
Adjust fares and offers on tomorrow's 08:00

® Updated

One live picture, shaped for each role

Same live data from every till, gate and booking. Al spots issues before passengers do.

Concept. Figures are illustrative.

2% 290

Onboard alert 08:24

Main bar queue at 12 min, twice the
usual. Open a second bar and
nudge passengers to it.

Port alert 08:24

Berth 3 arrival running 18 min late.
Re-sequence boarding to protect the
09:00 departure.

Revenue alert 08:24

Tomorrow’s 08:00 is pacing 15%
below normal. Adjust fares and
offers?




° Customer support Y Every enquiry, triaged

=N4 10 eno

= Incoming: chat, email, phone
Can | move my booking to Friday's 14:00?
Same car.

+ Agentresolves

Yes — Friday's 14:00 sailing has space for & Booking changes @ Questions
your car at the same price. Shall | move it?

Yes please.

Done v Your new confirmation is on its way.

@ Cancellations & Troubleshooting

Passed to a person
A Nith the full conve ition a

€3 Fri 14:00 sailing - 1 car + 2 adults 0dy Starts aga)l

CUSTOMER SERVICE AGENT

247

routine changes, questions and cancellations

The 08:00 sailing is cancelled. Look after everyone affected.

+ Disruption agent ® Done in 2 min

¥ Found everyone affected 980 passengers - 412 bookings
Families squeezed onte the 09:00 64 bookings
} Others moved to later sailings & emailed 310 bookings

# No space today: self-manage link sent 38 bookings

07:14 all 412 bookings handled

DISRUPTION AGENT

M| i UteS, not hours

to rebook and inform everyone on a cancelled sailing, within
your policies

Let agents do the repetitive work, within your rules

Faster answers and recovery for passengers. Anything complex goes to a person. P

Concept. lllustrative examples.
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° Al assistant
| want to take my family and car from London to Brittany next Friday. We need to arrive O
by Saturday lunchtime. Find the best ferry, preferably overnight, with a cabin suitable for O

two adults and two children.

4+ What the agent did

T —— * BEST MATCH £589 .. of travellers have already used Al to
Goenpeesiiiotmidensnd nes Portsmouth -> StMalo  overmion plan or research a holiday
Fri 20115 A Sat 08:15

v Checked live cabin capacity

Up from 26% two years ago

4-berth family cabin Car 2 adults - 2 chilgren

ey options Source: Marriott Bonvoy, 2026 Ticket to Travel Report, 22,000+

adults in Europe, the Middle East and Africa

» Picked the right fare and cabin

WHERE THE CUSTOMER RELATIONSHIP STARTS

Before Google search — Ferry company website — Booking

Now ChatGPT - Gemini - Copilot - Meta Al - other agents — Your live inventory —

Al assistants: your next sales channel

Passengers are starting to plan and book through Al assistants. Is your offer ready to be found? P

Concept. Example journey and fare are illustrative.



A reality check

Operational Intelligence and Agentic Al
need structured, real-time data, flexible
commercial engines and secure guardrails.

To unlock we must
&

Prototyping is fast. Making it safe in production is the hard part.



THE CHECKLIST

What you need
for an Al-enhanced

customer experience

Five tests for your digital platform. How
many can you tick today?

DATA ea NSIGHT K= ACTION o=d AGENTS = CONTROL

INSIGHT

&

ACTION

O

AGENTS

G

CONTROL

1 API-first, event-driven booking platform

TEST Can you see in real time who is booking what, through
which channel, and how demand is changing by sailing?

2 Extensible platform that acts on insight

TEST Can you launch a targeted promotion for one sailing and
customer segment in minutes, without development work?

3 Integrated digital tools

TEST Can an Al pricing engine change a fare and have it
reflected across all your sales channels automatically?

4 Bookable by Al assistants

TEST Can an authorised Al assistant find your sailings, check live
availability, get a price and complete a booking?

5 Guardrails you control

TEST Can you control what an Al agent may sell, change or
refund, and see and undo every action it takes?




Shaping the
future of

Al In ferry,
together.

A survey and report

ferry-summit.expian.ai

Hands-on today: automation and Al agents with some of our
customers, guardrails built in.

Your view matters: where you are, where you want to go, what
holds you back.

Take the survey, get the results report



Christopher Kirman

Chief Partnerships Officer

Connect with me on LinkedIn



