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So, let’s look at a potential customer 

scenario where branding is important. 



This is John 

John is traveling  

there on business. 

Los Angeles 

Chicago 

He’s an executive at large  

IT company in downtown  

Los Angeles. 

He has clients in Chicago.  



When John arrives at his 

hotel in Chicago he notices 

a modern Trailways bus 

parked outside. 

Tommy, the driver of the bus, is 

smiling and chatting as he helps 

offload luggage for a large 

group of business travelers.  

Later at the hotel restaurant  

he is strikes up a conversation with 

one of the travelers and learns 

they are in town for a conference. 



From this experience John had a positive 

introduction to the Trailways brand. 

He also learned that their charter service travels all 

across the United States. 



Los Angeles 

Chicago 

John finishes his business  

and returns home to  

Los Angeles. 



Several months later on the 

way to work he sees a 

Trailways bus with the same 

brand on the road. 

John is also the coach of his 

daughters traveling soccer team 

and he needs to coordinate travel 

for their championship game. 

He decides to look them up as 

he is waiting in line at the local 

coffee shop and he proceeds to 

fill out their online form 



Later that afternoon 

John receives an email from  

Trailways saying that they 

have found a Trailways 

company that can assist him.  

Tammy runs the company that 

services his area and has 

already taken steps to get him 

an estimate for his trip.  

John books the trip through  

Tammy and he can now rest 

knowing the travel arrangements 

have been taken care of. 



Amazingly simple! 

It is the type of experience that John  

has become accustomed to in the  

digital age in which he lives. 



These are the type of positive experiences 

that build customer satisfaction and trust 

in a brand. It was a combined effort by  

Tommy and Tammy that made it happen. 



Tommy who runs the 

Trailways Charter service in 

Chicago acted as a brand 

embassador for Trailways 

ensuring that the brand was 

represented in the best 

possible light. 



Tammy who runs the 

Trailways Charter service in 

Los Angeles benefited from 

Tommy’s actions and was 

able to close a lead because 

of a quick response and the 

positive brand experience. 



Everyone benefits if each charter member acts as 

a brand embassador for Trailways. 

It is this combined effort that makes Trailways 

a strong, trusted brand. 



Trailways has been working hard 

to make the type of scenario you just  

saw a reality.  



Streamlining the Trailways  

digital experience to build  

a stronger brand. 



Having the proper digital experience  

is absolutely critical in todays mobile world, 

not only from a customer standpoint but  

from a search engine standpoint as well. 





In 2015, Google announced that they would give 

preference to mobile responsive sites in keyword 

searches on mobile devices. 



In order to ensure a positive brand experience we have 

designed a system that is centered around rapid response to 

a customers needs. The steps are quite simple. 





Customer Fills Out a Form 

They do this by going to Trailways.com 

that can be easily accessed from any desktop or 

mobile browser and filling in the appropriate 

information: 

 

• Name and Contact Information 

• Start Date / Return Date 

• Destination 

• Duration of Trip 

• Number of Travelers 





Automated Email Response 

The customer receives a well branded  

automated response from Trailways letting  

them know that action is being taken.  

 

They are told that their request is being routed  

to the nearest Trailways bus company in the  

system and that they can expect a response  

within the next 24 hours. 



Action is critical for 

retaining customers. We 

want to ensure that it 

appears action is always 

being taken on new leads. 



Bus Company Notification 

The Trailways bus company that is the best  

fit for the job based on location is notified via an 

automated email. 

 

They are provided the basic information about  

the new lead that is in the system such as: 

 

• Start Date / Return Date 

• Destination 

• Duration of Trip 

• Number of Travelers 



The dashboard gives 

every Trailways charter 

bus company member a 

birds eye view of their 

leads.  



Accept or Pass the Lead 

If the Trailways bus company decides to  

Accept the lead they are presented contact 

information for the lead. 

 

If they determine that they need to Pass on the 

opportunity the lead goes to the next nearest 

company within the system, ensuring the customer 

is taken care of and has a positive brand experience. 



When the opportunity is 

Accepted, you get more 

details about the lead as 

well as the contact 

information for that lead. 



If you choose to Pass on 

the opportunity, the lead 

goes back into the system 

and is re-routed to the 

next nearest Trailways 

charter bus company. 



The system does much more than just  

show new leads. Each bus company gets a 

page on the public site that allows them to  

highlight their company in a branded look. 







Download the presentation 

template on the  

Trailways Marketing site 





Order branded  

business cards on the  

Trailways Marketing site. 



Questions  ? 


