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Carnival Corporation: 
Charting a new course  
in customer experience
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When the world’s largest leisure travel company, 
Carnival Corporation, wanted to create the ultimate 
vacation experience aboard their ships, they realized 
they needed to improve the convergence among the 
physical and digital worlds into a seamless experience.

Placing their guests at the center of the experience 
design and empowering commerce capabilities 
everywhere, Carnival announced the OceanMedallion™, 
a small wearable token connected to a specific guest, 
interacting with 7K sensors onboard. 

Carnival rolled out the OceanMedallion™ onboard the 
Regal Princess in November 2017. As one of the largest 
cruise ships in Carnival Corporation’s fleet, the Regal 
Princess carries over 3500 guests and 1340 crew.

“We believe that OceanMedallion™ is the next wave of 
vacation travel,” said Janet Swartz, Group President of 
Princess Cruises.

Transforming the experience

The medallions are connected to an ecosystem 
on board the ship via the Ocean guest experience 
platform – an experience Internet of Things 
(xIoTTM). The network of thousands of sensors 
and smart devices work to provide personalized 
recommendations and a plethora of exceptional 
opportunities.

All of the onboard technology identifies where the 
guests are, what they’re doing, and what they might 
want to do next.

It may appear very Big Brother-eque and a potential 
security hazard should the medallion get lost or 

With a fleet of over 100 ships across 10 cruise lines 
visiting over 740 ports, Carnival Corporation is the 
world’s largest travel and leisure company. Thanks to 
its customer-obsessed DNA and commitment to cutting 
edge technology, today Carnival Corporation is also 
the world’s largest experience enterprise.

With the vision to exceed guest expectations, Carnival 
has embarked on a mission to reinvent travel through 
a program called OCEAN: One Cruise Experience 
Access Network.

stolen; but the medallions are solely for identification 
purposes. No personal information is kept on the 
device other than an encrypted ID number.  All 
personal information is encrypted and stored in the 
cloud; and by using Bluetooth Low Energy and NFC to 
connect to the sensors onboard it creates an additional 
layer of encryption protection. Therefore, addressing 
any concerns of intrusiveness on the ship. The platform 
adjusts based on the amount of interaction it has with 
the guests and cruisers may also opt to not wear the 
medallion at all.



As of October 2018, all Caribbean Princess passengers 
are now using the OceanMedallion™. 

“Having 100 percent of our guests using 
OceanMedallions on every sailing of Caribbean 
Princess is a significant  milestone that we are 
celebrating on the path to fleet-wide  implementation,” 
said Swartz.

Vision to frictionless reality

For John Padgett, Chief Experience Innovation Officer 
at Carnival Corporation, transforming customer 
experiences with technology is nothing new. Before 
joining Carnival, he was a key player in the technology 
development and success of Disney’s MyMagic+. 
Creating frictionless experiences with wearable 
technology.

“When we decided to create a frictionless guest 
experience, the discussion was not actually around the 
technology itself. It was around the value of creating 
a frictionless experience and what that meant about 
how to reengineer and rethink the touchpoints,” said 
Padgett.

Rethinking the touchpoints and how to incorporate 
emerging technologies like the Internet of Things (IoT), 
bots, and wearables, meant they needed a headless 
commerce platform.

For companies like Carnival with multifaceted content 
and individualistic customer requirements, headless 
commerce can deliver consistent, personalized, and 
innovative customer experiences fast.  

“Each guest is different and the things that make them 
happy are different,” said Arnold Donald, president and 
CEO of Carnival Corporation.

Why go headless 

The main notion behind the headless commerce 
concept is to separate the presentation layer which 
customers interact with from the backend layer with all 
the business logic and infrastructure and connect the 
two via a flexible API.  

Traditional monolithic commerce solutions force 
brands to adopt their capabilities across the ship, 
thus mandating that the business match the solution. 
As opposed to more flexible offerings with an API-
based/headless solution that allows brands to apply 
best-of-breed capabilities that match the system 
to the business needs and in this case the guest 
expectations. 
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The benefits: Brands like Carnival, who want to deliver 
guest-centric experiences are not tied to what their 
legacy commerce platform allows them to do. They 
do not have to stick to the rules of a UI logic which are 
designed to produce a standardized web experience. 
Instead, they are entirely flexible regarding content 
delivery, UX and multiple technology touchpoints. 

The Regal Princess cruise ship and the Carnival 
Corporation are able to continue to revolutionize the 
travel industry with their guest-centric strategy by 
employing a headless commerce solution. A backend 
platform solution that enables emerging and upcoming 
consumption channels to be added in; and a platform 
their fleet staff can easily interact with converging the 
digital and physical channels onboard.
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Carnival Corporation: Charting a new course in customer experience

Carnival is just getting started on its new journey. 

For more on digital transformation and guest-centric experiences
Check out Get Elastic.   |   getelastic.com

https://www.youtube.com/watch?v=BV1FofPL5_Y&utm_source=TLB&utm_medium=YouTube&utm_campaign=Carnival

