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Agent Assist in the World of Al

Transforming Airline Customer Support

Modern Challenges, New Opportunitiesﬂ

In today’s fiercely competitive airline industry, delivering prompt, accurate, and seamless customer service

isn't just a bonus—it's a must. Travelers expect lightning-fast responses and personalized interactions, yet

many airlines struggle with high call volumes, long wait times, and outdated manual processes. Language
barriers, complicated fare rules, and ever-changing policies further complicate the support experience and

can leave customers feeling frustrated

Real-world events—such as navigating multiple languages at international hubs or managing large-scale
flight disruptions caused by weather—showcase how critical an Al-driven solution can be

Al-powered Agent Assist answers these challenges by offering real-time, smart support that instantly
boosts productivity, reduces agent workload, and ensures travelers get the information they need,
exactly when they need it. It automates routine queries, allowing agents to focus on complex cases while
maintaining accuracy and efficiency. In addition, virtual assistants can manage baggage policies, flight
statuses, and refund inquiries— boosting overall response times

With an Al-based “agent copilot,” front-line teams gain the ability to rapidly retrieve everything from fare
rules and policy waivers to rebooking options. This ensures the most consistent, up-to-date information,
drastically cutting back on manual lookups and minimizing costly errors. By weaving Al into their
operations, airlines can supercharge productivity, reduce burdens on agents, and give customers a faster,
more reliable support experience

Typical airline call centers handle calls with an Average Handling Time (AHT) of 4-8 minutes and a
First Time Resolution (FTR) rate of 65-85%. More complex cases bring longer handling times and
higher costs. Al-powered Agent Assist can slash AHT by 15-30%, improve FTR scores, and trim
operational costs by up to 25%—all by automating routine tasks, reducing mistakes, and empowering
agents to perform at their best

Powerful Use Cases That Transform Airline Operationsﬂ

Language Barriers at Major Hubs

Airports like Dubai, Heathrow, and JFK serve global travelers who speak a broad range of languages,
often creating communication hurdles. Agents may struggle to communicate effectively in languages
beyond their core offerings, leading to extended call durations and frustrated customers

Al-driven solutions tackle these barriers by providing real-time translation and multilingual support.
Agents can smoothly assist travelers who speak less-common languages, drastically reducing
miscommunications and improving both speed and quality of service

Flight Disruptions & Weather Events

Severe weather conditions—Ilike hurricanes in Miami or Houston—create mass cancellations, forcing call
centers to juggle countless rebooking and refund demands. The sudden rush often leads to long queues,
inconsistent policy applications, and procedural errors
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Al tools shine in these moments of crisis. They give agents instant access to updated policies, waivers, and
rebooking options, ensuring passengers receive fast, accurate, and consistent information—even during
the most chaotic disruptions

Agent Assistance and Prolonged Response Time

Without real-time Al support, agents may struggle to deliver rapid answers and maintain consistent
service standards. Juggling multiple channels—voice, web, mobile, and WhatsApp—can bog down
response times, and the lack of real-time sentiment analysis makes personalization difficult

Al steps in with pre-generated replies, saving agents time and guaranteeing consistent messaging across
platforms. It also provides voice-to-text tools for more effortless communication, helping agents manage
all channels from a single interface. Meanwhile, real-time sentiment analysis guides agents in delivering
personalized and empathetic responses, all while preserving a swift resolution process

Impact and Must-Have Success Ingredients

Implementing Al-powered Agent Assist brings a host of transformative benefits:

Enhanced Agent Productivity: Gain instant access to relevant information, reducing the time agents
spend searching for resources

Improved Customer Satisfaction: Provide faster, more accurate answers that elevate the customer
experience from start to finish

Operational Cost Reduction: Minimize staff workload through intelligent automation, driving down
overhead expenses

Consistent and Compliant Responses: Ensure every agent's response aligns with the company’s
policies and industry regulations

For these advantages to fully take hold, certain critical success factors must be in place

Seamless Integration: Ensure the Al solution syncs with CRM platforms, knowledge bases, and other
essential airline systems

Real-Time Al Training: Continuously learn from past interactions, keeping the Al knowledge base fresh
and relevant

Multimodal Support: Deliver a consistent experience through text, voice, and Omni-channel
interactions—meeting customers where they are

Customization & Adaptability: Flex to meet your airline’s unique needs, including compliance with
regional regulations and specific service protocols

Learn more at www.igtsolutions.com
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