
Airline Gains Better Agents and Happier Customers

Introduction

domestic and international booking queries, sales, schedule changes, general information and customer support calls. 
Additionally, we support the airline’s loyalty program including accruals, redemptions, hotel/car rentals, gift store 
and general information. Concentrix manages their paid membership program including memberships, renewals and 
customer service. We provide telephone support for their baggage services team and handle general customer support 
email enquiries. Concentrix also supports various short and mid-term loyalty programs and projects for the airline.

Situation

experience and sales opportunities. 

Opportunity

Fostering a strong corporate culture would also improve the client-customer relationship. We knew that our unique 
workforce model and deep expertise could improve their outcomes.  

Action
Flexible Workforce 
The CONCENTRIX   Community Model leverages close ties with institutions such as local universities. Drawing

provides the means for a strong working relationship with visibility, communication and easy access. The blend of full-

adjust according to the client needs. 

Given the volatile nature of the airline industry with susceptibility to weather events, call volumes can increase by 
up to 50% with no notice. Using our model lets us rapidly scale up to 100 additional hours in a single day to assist in 
providing great service to customers despite weather or other major events. 

 
We introduced a Wiki Knowledge Management tool to help our agents share information and best practices. The 
customizable tool provides the ability to easily search keywords, which quickly supports the agents with information or 
process documentation reducing the transaction time. 

We also ensure second tier support is readily available to them when they are unable to self-serve on Wiki with a 
blended support structure of instant messaging for simple queries, or a dedicated phone team for complex scenarios. We 
also keep an eye out for calls that are of longer duration than expected and provide proactive intervention to support 
agents during such situations.

Improved models of recruitment, training and call handling lead to major benefits

TM



To provide superior business outcomes for the airline and fantastic experiences for their customers we leverage 
global best practices via the EDGE (Engineered Design for Global Excellence) program for process improvement 

technology, innovation, analytics and process optimization.

Training 
At the inception of the program, the airline’s training team provided their curriculum. This was designed around a 
traditional structured classroom-style training, focusing predominantly on the products, processes and systems required 
for the role. Concentrix re-engineered the training program to introduce a blended complete training solution. This 

topics. It also covered a broad range of soft skills modules and a blended nesting (supervised call training) period 
encompassing phone support with ongoing coaching, training, behavioral reviews and debriefs. This training better 

Culture 
Investing in our team through training, coaching and development, career progression, R&R (Rewards and Recognition) 

clear expectations and targeted plans to succeed, we have developed career path modules and published these with our 
internal CONCENTRIX   University modules. We also run mentoring groups to ensure we have strong succession

We keep regular communication lines open across the operational set-up, sharing stories and compliments on Yammer 
(an internal social media site), running team-based velocity meetings for account updates and goal setting. We provide
opportunities for our teams to get wider Concentrix business insights and provide feedback to us through our
regular manager round table meetings. Agents who have good ideas on how we can improve our business have the
opportunity to share them, and each month we invite top performing agents to our monthly regional call with our president.

recognized and connected. 

Targeted Business Results 

training and post-training coaching. This includes modules based around active listening, empathy, rapport building and 

We measure customer experience with post-call surveys. On an ongoing basis we tie our coaching program into how 
we care for our customers. Any call that receives a low score from a post-call survey is reviewed and coaching/feedback 
provided where warranted.  We measure customer service and CSAT as part of our monthly quality monitoring and 
quarterly mystery shopping to ensure consistent focus.

customer satisfaction skills. This begins with pre-employment testing and the interview process to identify both their 
customer service and their sales aptitude. During the induction training we spend time focusing on rapport building, 

objections and general positive sales attributes. These are all supported through the monthly quality monitors. 

TM



We create a positive sales environment through the revenue tracker tool. This not only provides a positive competitive 
environment with the daily leader board but also allows analysis and insights into sales behavior and opportunities.

Results
Our process improvements, coupled with superior execution, delivered improved results for the airline and  
transformed operations:

• 100% improvement in service levels during adverse weather or other events impacting aircraft operation. 
•  
• Flexible workforce is helping to quickly scale up or down on the day to meet demand. 
• The review of the training program has resulted in a reduction to the overall training time by two weeks, 
  
•  
 as a result of the EDGE review, including training initiatives, process improvement opportunities and  
 sales opportunities. 
•  
 

Concentrix has been consistently able to deliver an average monthly CSAT score of ~92% with an average monthly call 
quality score of ~94%.
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