
Business Challenges
The client is a leading American airline that acquired 
another airline. With the acquisition came a host of 
disparate technologies

• �Agents were getting a disjointed view of the systems 
and contact center managers were struggling to 
generate unified reports

• �Ultimately, the disconnected system started impacting 
the experience customers were receiving in their 
contact center.

• �Fixed routing patterns was preventing them from 
leveraging capacities against demand

Solution
• �Servion designed and enabled the client to build a 

best of breed global virtual contact center.

• �Dynamic routing capabilities were built for capacity 
management

• �Systems were unified and were upgraded to the latest 
technology
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Benefits

• �The Servion CX solution helped the client to enhance
its customer experience by achieving the following
results

- 20% drop in repeat calls

- 15% drop in agent transfer

- 25% reduction in average calls per customerstructured

For more than 25 years, Servion has been trusted by 
customer-centric brands for designing, building, running and 
optimizing Contact Centers and Customer Experience (CX) 
solutions. Our 1100 CX professionals apply their passion 
and deep domain expertise to the entire design-build-run-
optimize solution lifecycle. For more information, 
visit https://servion.com/.

Servion is a registered trademark worldwide. The mention 
of other product and service names might be trademarks of 
other companies. This document is current as of the initial 
date of publication and may be changed at any given point 
of time.
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