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Susanne Carberry

Chief Customer Officer, Aer Lingus

“As a result of the Amazon Connect implementation managed by Amach, we were able
to remove large element of customer complexity with over 160 different voice touch
points into 8 clean queuing profiles. This allowed the Aer Lingus Customer Contact
Centre to be more than 50% more accessible this summer (2023) in comparison to last
summer (2022). We were also able to significantly increase our agent productivity and
reduce agent handling time meaning that our customers didn't have to wait as long to
access human support. This has been a game changer.”
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Empower Your Agents to
Serve Passengers Faster and
Better

Amach’s Call Centre Platform With Connect provides tools to streamline
agent workflows, allowing them to access unified customer profile and
case management systems quickly. With step-by-step guides and
intelligent assist features, agents can resolve passenger issues more
(SN efficiently.
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Actionable Insights to

Improve Passenger
Satisfaction

With real-time and historical metrics, Amach Call
Centre Platform With Connect allows supervisors to
monitor performance, optimize workflows, and plan
for future capacity. The real-time conversation
analytics powered by Al helps airlines make data-
driven decisions that enhance passenger
experiences.
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Streamline Operations with
Scalability and Flexibility

The Amach Calll Centre Platform With Connect provides a
secure, scalable, and user-friendly platform for
administrators. With a self-service Ul and modern
APIs/SDKs, the system is easily configurable to meet the
specific needs of airlines, reducing implementation time
and costs.
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