Brussels Airlines: higher quality,
lower costs with CIC

INTERACTIVE INTELLIGENCE'

R The merger of SN Brussels Airlines and Virgin Expre  ss and the anticipated
bru Sse|s alrl Ines activity of joining together the contact centers, was the motivation for call
flying your way center manager Jim Driesen and business analyst Sti jn Vandermeiren to in-
source the larger part of the contact center. Newte | Essence had the
knowledge and experience to respond to the RFP with a solution that did not
meet the official request, but in their professiona | opinion was much better
n ‘ w ‘ suited to the business requirements of Brussels Air lines. It turned out to be
an excellent decision. The company is extremely hap  py with their choice of

essence the Customer Interaction Center.
@9 kpn
In a nutshell
When Virgin Express merged with SN Brussels Airlines, Driesen and Vandermeiren
Technology had little to virtually no insight in to KPI's and a service that required some

measurable improvement. These were the main reasons for taking back the

Hardware management of the customer contact into their own hands.

server: 12000 - R5
(redundant)

Polycom IP 430 handsets
Actis VoIP Gateways in
Brussel and Barcelona
Cisco Catalyst switches

“I needed direct influence, we had lost all control over our outsourced contact
center” a frustrated Driesen stated. Insourcing did not only mean taking over the
people, but also the technical platform. Because they still had an old PBX gathering
dust in the cellar, Vandermeiren, who acted as project manager, wrote an RFP that
left little room for anything else other than what Brussels Airlines already had in
house. Despite that fact, Newtel Essence read between the lines of the require-
ments and concluded that CIC would be the best fit for their wish list. During the

Software selection process, for different reasons the other solution offerings dropped out one
CiC 2.4 by one, with CIC staying in the race. Price and functionality combined with the trust
125 agents, UM and desk- |  that Newtel Essence could deliver a fast and flawless implementation were the
top faxing add-on main drivers for the final decision. In just over three months and without one minute
Interaction Tracker of down time, CIC went live.

Interaction Supervisor (6),

including scheduled and “By using VolIP all internal calls between our locations are free. | can blend calls
adhoc reports and mails and make our new outsourced call center in Barcelona a virtual part of
Interaction Recorder,(incl. our own contact center in Brussels so it functions as one entity. That results in
screen recording) extensively higher productivity whilst lowering costs” according to Driesen. At last
Integration with Aspect E- he can influence the quality of the customer service. “We now close the day with an
WFM empty e-mail queue, something we never managed to do in all the years before.”
Nuance TTS for all

prompts “With CIC we have the tools to increase

our quality and lower our costs”

About Brussels Airlines

Brussels Airlines is the Belgian airlines group with the largest
number of flights to and from the European capital Brussels.
The company offers both a low cost product with a lowest price
guarantee and a travel solution for those who look for comfort
and time effectiveness. The 3,000 employees of Brussels Air-
lines group provide over 300 daily flights to more than 55
European premium airports. In addition, the company also pro-
vides long haul offerings. Brussels Airlines started on 7 No-
vember 2006 as the result of the merger of the largest Belgian
full service airline SN Brussels Airlines and Virgin Express; the
first European low cost airline introduced over 10 years ago.
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One of the main reasons for Brussels airlines at the time of the merger to insource the majority of the
customer contact again was dissatisfaction about the current outsourced contact center. But this did not
imply the end of all the outsourcing. “We want to own the process but not necessarily handle all the calls
and emails ourselves”, says Driesen. In Barcelona they found an outsourced contact center which ¢
ompletely specialised in airlines. Part of the operational work is now outsourced to them, but in such a way
that the management of the process stays with Brussels Airlines. Being able to combine the two locations
into one virtual contact center was one of the main requirements for the new platform; another was the
ability to blend calls and emails and finally, Brussels Airlines required one single interface.

The implementation partner also needed to meet high requirements: guarantee a ’critical reliability’ of the
system, complete the entire implementation themselves and be able to deliver in depth training on the
system. “As we have no internal IT staff available we wanted to know the system inside out to prevent
having to depend on a partner for every minor issue”, explains Vandermeiren.

Rapid growth in productivity

The final choice was made for Newtel Essence and the CIC solution from Interactive Intelligence. “With this
kind of software the system is as good as the partner implementing it. With so many options and variables
the success depends largely on the quality of the implementation”, is Vandermeiren’s opinion. He added
extra pressure on the process by cancelling the old outsourced call center which gave them just over three
months for the whole implementation project.

The most critical part of the migration was the fact that all the physical phone lines had to be reinstalled
while the phone numbers stayed the same. “On a given moment the switch was made without any
opportunity to test beforehand. That was definitely a stressful moment. However, the system was down for
less than one minute, a very exceptional achievement”, they both agree.

The contact center supports six languages. In Brussels there are 80 agents, in Barcelona 35.

The forecasting for the first full year — May 2008 to May 2009 — was one million events. For the second
year, a decrease of 30% is expected. “We are becoming more and more successful at routing bookings
through our website. That is very good as one of our objectives is to reduce the amount of calls and emails
with customers as much as we can”, says Driessen.

Most questions from customers come in by phone or email and both channels are blended. “Personally |
think that is one of the major advantages of CIC. The productivity has grown rapidly and we have a much
better view of the total workload. We never end a business day with emails still in the queue. That used to
be quite different in the past.”

Specific requirements

Newtel Essence has tailored the solution to meet specific demands of Brussels Airlines. The system for
instance distributes the workload between Brussels and Barcelona, always resulting in a 60/40 balance at
the end of the day. Another adjustment is the signal CIC gives the agent at a call duration of 8 minutes.
This acts as a warning for them to wrap up the call. Belgian legislation demands that a call to a premium
rate number can have an absolute maximum length of 10 minutes. Customers still in the queue after eight
minutes have the option of selecting a call-me-back request.

“With CIC we have not only improved the service for our customers but have also increased our
productivity. In the first week our service level showed a dip because we needed some time for finetuning
the solution; from there we have only seen rapid growth”, says Driesen. “An important reason is the ability
to blend email and calls but also having the right management information is equally important. With CIC
we have the tools to increase our quality and lower our costs.”
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