
CASE STUDY

TRAVEL &
HOSPITALITY
Dealing with a surge in customer
demand

AT A GL ANCE
Assisting a travel and hospitality
provider in transformingtheir
contact center operations to
handle a surge in customer
demand.

Challenges
The travel, tourismand hospitality industryexperienced massive growth
following the global COVID-19pandemic, a trend that continues to gain
momentum.This surge created a significant demand for customer
interactions in all touchpoints,includingsales, customer service, and
back-officefunctions.However, the business struggled to keep up with
demand in their contact center, resultingin a decline in service levels,
and consequently, a negative impacton the customerexperience.

Solutions
By partneringwith us,the organizationwas able to revolutionize its
contact strategy and better cater to customerneeds. Our solution
provided a more diverse range of channels, including chat, texting,
socials and WhatsApp, reducing their reliance on voice as the sole
channel. This improvedcustomer satisfactionand reduced wait timesand
abandons by allowing agents to handlemultiple inquiries simultaneously
withthe sameease as voice calls.

Thanks to the CRM integration,data could be pushed/pulledduring live
calls, reducing AHT and enhancing the overall agent-customer
interaction.Additionally, the organization'sexistingOSP was set up as a
linked contact center, providing complete parity in termsof capability and
reportingbetween themand theirOSP.

With a 360-degreeview of how the OSP was performing,they could
ensure that performanceacross all customerengagements was aligned
with theirgoals. This helped themtomanage overflow trafficduringpeak
demand and maintain optimalperformance during high-volumeperiods.

Voice and digitalcombined
intoone inbox
Simple onboarding with pre-
integrated channels that are
easy to turnon and off
Unified view of all customer
conversations

OMNI-CHANNEL

Third-partyIntegrator provides out-
of -the-boxintegrations togo from
“Can I please have yourphone
numberand name?” to “Hi Sarah, it
looks like you placed an order on
Tuesday. Are you calling regarding
thatorder?”

INTEGRATIONS


