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IT for the high-flier
CSS Corp delivers an efficient and compliant reservation and ticketing management system for a US-based airline

An efficient front-end technology is important for the successful delivery of any service. It is all the more important in customer-centric 
industries such as air travel. When a leading US-based airline turned to us for help with their IT, we knew they needed the best in class.



Adherence to international standards of 
technology is often the simplest way to stay 
ahead of the curve. Adopting ITIL compliant 
technology, used by industry leaders 
ensures that one does not repeat the 
mistakes made by others. In this case, CSS 
Corp's collaboration with the client helps 
them implement the latest, tried and tested 
technology to power their new and growing 
business in the US.

The client is a US-based airline operating 
flights to 23 destinations, with over 2700 
employees and 2.9 million frequent flier 
members.

About the Client

Business Situation
The client's ticketing and reservation application was inefficient in coping with the needs of 
their growing business. Not only did it fail to be the single point of interaction, it was unable 
to deal with new workflows leading to frequent outages in airports. It lacked the functionality 
of creating tickets automatically, was unstable, and not ITIL certified.

In the midst of disarray, the client needed a stable, compliant, and efficient front-end 
customer facing response system. It needed to prioritize airport operations issues in the call 
flow, with the ability to pull historical metrics, minimize outages, and deliver world-class 
customer service for passengers, making optimum utilization of the initial business 
investment.

CSS Corp Solution
With the basic IT infrastructure in a clutter, the client's primary need was to replace an 
outdated and misaligned system with modern, personalized IT solutions.

Suitable technology: Based on the client's suggestion, CSS Corp integrated Cherwell, a 
ticketing tool and Sabre, a leading airline operation solution to the existing IT infrastructure. 
These two cost-effective, flexible, and compliant technologies ensure quick and smooth 
management of the workflow.

Cataloging and priority: The new solutions allowed for a clean catalog of incidents, 
enabling agents to prioritize them for quicker resolution.

Trained team: The ITIL-certified team from CSS Corp were given exhaustive training on 
Cherwell and Sabre solutions to provide support for reservation agents across airports.

Process optimization: CSS Corp worked closely with the client in optimizing existing 
processes, the call flow structure in IVR, for instance, to ensure clear prioritization of airport 
issues, actively preventing flight delays.

Process monitoring: As part of the solution, CSS Corp developed a robust system that 
tracks assignments, monitors progress and completion of each ticket. Reporting on service 
level agreements, operational level agreements at product, customer and business unit 
levels were also ensured.

Business Outcomes
Streamlining calls: New systems and process optimizations ensured that the system was able 
to process 1400 calls a month and handled them in a streamlined manner, with the ability to monitor 
and resolve issues based on priority.

Resilient operations: CSS Corp’s IT support, handling 1800-2000 service desk tickets, 
enables smooth airport operations, leading to better customer stickiness and therefore, 
greater brand loyalty.

Improved performance: Minimizing airport outages ensures that airports are able to board 
agents and passengers on the flight on time. The client has added five more destinations since 
our implementation, all of which are functioning seamlessly.

Better outcomes: CSS Corp delivered on all SLA parameters, exceeding targets in some 
cases. The rate of abandoned calls was maintained below 5%, average speed of answer was 
less than 60 seconds, as was the average abandoned time. 

Quick and accurate resolution: Qualified team, standardized processes, and robust 
technology ensured validity and access to credible information making troubleshooting 
easier. At over 70% resolution rate, CSS Corp was able to contribute significantly to the 
smooth functioning of the client’s growing business.

For more information, please email us at info@csscorp.com


