
Q1 Is this nomination for your own organization, or are
you submitting a nomination on behalf of another
organization?

My
Organization

Q2 Primary Contact Information:

Contact for Award Process Carie Beeman

Organization Name Hertz

Job Position/Title Senior Director, Customer Experience

Email Address cbeeman@hertz.com

Phone 2393017684

Q3 Secondary Contact Information:

Contact Name Stuart Gilchriest

Oranization Name Hertz

Job Position/Title Manager, Customer Experience

Email Address stuart.gilchriest@hertz.com

Phone 8579286410

Q4 Who should the CXPA contact to obtain the right to publish the nominated organization's branding profile,
including logo, key metrics and potential winner's information? (Skip if information is the same as above)

Contact Name Carie Beeman

Organization Name Hertz

Job Position/Title Senior Director, Customer Experience

Email Address cbeeman@hertz.com

Phone 2393017684
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Q5 Select the Industry which best describes the
nominated organization (Please select one):

Travel and
Hospitality

,

Car Rental

Other (please
specify):

Q6 Which regions does the nominee organization work
in? (select all that apply):

Africa,

Asia-Pacific,

Europe,

Latin
America

,

Middle
East

,

North
America

,

South
America

Q7 Title for Innovation:

Hertz Fast Lane Powered By CLEAR

Q8 Describe the Innovation: Why and What was the idea that this organization was trying to change or create to
bring value or resolution to a customer’s pain point?

Speed is at the essence of this innovation. Speed of service is consistently flagged as the biggest driver of an exceptional car rental 
experience, and we know that our customers want to get on the road faster than ever before. Our customers expect a smooth, 
seamless experience that eliminates hassle and wasted time- Hertz Fast Lane Powered By CLEAR allows Hertz customers to collect 
their car and go in a matter of seconds by providing them with an automated exit gate without the wait, and at no additional cost.

With CLEAR, members enroll once to enjoy frictionless experiences with greater predictability at more than 40 airports and venues 
nationwide.  Now, Hertz Gold Plus Rewards® loyalty members who sign up for CLEAR and link their accounts will be able to verify their 
identity and rental reservation with just a look or tap of their finger.  Hertz Fast Lane powered by CLEAR marks the first use of 
biometrics by a major rental car company, and the first time CLEAR’s trusted identity platform is enabling members to verify their identity
using their face instead of waiting in line to show a physical ID to a human at a more traditional exit gate.   

The first Hertz Fast Lane powered by CLEAR is now available at the Hartsfield–Jackson Atlanta International Airport (ATL), offering 
renters unmatched speed and security so they can enjoy more time doing what they love. Throughout 2019, Hertz Fast Lane powered 
by CLEAR will be rolled out to more than 40 additional Hertz locations, including some of the busiest U.S. airports such as Los Angeles 
International Airport (LAX), John F. Kennedy International Airport (JFK) and San Francisco International Airport (SFO), among others.
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Q9 Describe how this organization did things differently as part of identifying, testing and implementing the idea
considering the following:·Methodologies and tools used

The key to success with this innovation is the partnership with CLEAR, an established biometric screening provider already familiar to a 
large proportion of both our current and prospective airport renters. The implementation is the first of its’ kind and a represented a new 
approach for Hertz. The partnership enhances Hertz’s reputation for speed and innovation and provides our customers with the fastest 
checkout in the car rental industry and allows CLEAR to expand into new industries as the leading facial recognition technology.

Before we invested fully in this product, we created a proof of concept to pilot in Atlanta. We launched a beta application in December to 
test, fail fast and learn. We iterated quickly to improve the technology on a daily basis as we found issues and bugs. This allowed us to 
improve the customer experience during pilot before we rolled out nationwide. We are now going live in our next location February 26 
with the beginning of our phase 2 rollout plan. We will continue to add airports weekly through October to bring this innovative 
technology and free benefit for our most valued loyal customers to more than 40 additional airports nationwide.

Q10 Describe how innovative the idea or solution is considering the following:·How unique or different the idea or
solution is across the industry·How has it advanced CX and awakened others inspiration and interest in CX?

This solution is the first of its kind in the car rental industry and solidifies Hertz’s position as a CX leader and innovator within the mobility
solutions industry. We see this as a game-changing innovation for the industry and believe that our current and potential customers will 
too.

It has been a catalyst for further innovation within the organization, with a number of planned projects added to the pipeline that 
leverage technology to provide customers with a fast, seamless and ultimately touchless car rental experience. While the full details 
cannot be disclosed for confidentiality reasons, this is the first of many customer-focused innovations in our roadmap as we seek to 
evolve the car rental experience to new heights.
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Q11 Describe the benefits achieved and/or CX improvement of the innovation considering the following:

What factors were used to quantify and measure the
improvement  success?

The key metrics that this innovation sought to impact
were the cycle time for customers to leave the parking
lot, improved NPS vs. the non-Fast Lane journey,
improved speed of service scores vs. the non-Fast Lane
journey, increased brand awareness and increased
loyalty membership sign ups.

What impact did the product or service have on the customer
and how was this measured?

Initial results show that the average time to proceed
through the exit gate decreases by 75% from 2 minutes
to 30 seconds which is a huge time saver for our
customers. NPS scores for those experiencing Hertz
Fast Lane are 20+ points higher than those on the
traditional exit journey, and speed of service scoring
experienced a similar bump.

What impact did the product or service have on the employees,
and how was this measured?

It is to early to measure the impact this has had on
employee satisfaction but initial employee feedback
indicates that it allows our team to step away from task-
oriented conversations, allowing them to be more
empathetic and proactive with customers.

As a result of the innovation how did it change the business
operating norms?

Once again, while we are in the early stages of the
rollout plan, we believe this innovation is going to
change not only the way we implement new innovations
internally, but also change business operating norms
across the entire car rental industry. We believe that our
competitors will look to copy this innovation quickly,
and so are already working on future innovations to
ensure our customer experience continues to be our
main point of differentiation.

Q12 Please describe the 'before' and 'after' success metrics that were used to determine this newly innovative
approach was successful:

The customer impact has been huge so far, as has been outlined in question 11. We will avoid repetition, but suffice to say that our 
experience metrics have experienced a notable increase among customers who have experience Hertz Fast Lane Powered By CLEAR.

Q13 Which types of work is the innovation focused on?
(select all that apply):

Customer Experience Strategy,

Experience Design, Improvement and
Innovation

Q14 Supporting Documents:

Hertz Fast Lane video links and Press Release.docx (68.8KB)
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Q15 Additional Supporting Documents:

Hertz Fast Lane Pilot- Atlanta.pdf (12.5MB)

Q16 Describe the Supporting Documents:If attaching supporting documentation above, please be sure your
description is clear as to what the supporting document contains and how it pertains to this Innovation Award
nomination.

The first document contains our press release for this innovation, as well as links to the Youtube videos explaining more about the 
product. The second document is an example of the level of detail that went into the design process at the pilot location to ensure the 
innovation was a success.
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