Air Canada revolutionises flight disruption management with new technology
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In a significant advancement in airline operations management, Air Canada has successfully reformed its approach to handling flight disruptions. The airline's implementation of Amadeus’ Passenger Recovery solution has drastically reduced the time required to re-accommodate affected passengers from an average of 12 hours to a mere 10 minutes. This impressive reduction in time underscores Air Canada's commitment to enhancing customer experience during unexpected travel disruptions.
The state-of-the-art technology leveraged by Air Canada allows for swift and efficient rebooking solutions, addressing a common challenge faced by global airlines. In detail, the Amadeus Passenger Recovery solution automates the process of finding alternative flights for approximately 90% of disrupted passengers, significantly reducing the reliance on manual intervention. Only the 10% of cases that are particularly complex continue to necessitate manual handling by the operations team, which speaks to the efficacy and reach of this new system.
Nairy Chamelian, Senior Director of Network Passenger Planning and System Operations Control at Air Canada, highlighted the benefits of this advanced tool. Chamelian acknowledged that despite the airline's efforts in maintaining smooth operations, disruptions are an inevitable part of the aviation industry. For an airline operating a global 'hub and spoke' network across six continents, the ability to address these disruptions promptly is crucial. "At Air Canada, we strive to offer an alternative within 30 minutes post-cancellation, with most passengers rebooked within 10 minutes of receiving their cancellation notice," Chamelian noted with satisfaction.
The tool's capacity to rapidly suggest optimal solutions is crucial, particularly during instances of large-scale disruptions where numerous flights may be affected simultaneously. On a monthly basis, the technology effectively generates solutions for the vast majority of passengers. Furthermore, the tool offers flexibility by allowing customers to self-reaccommodate through Air Canada's website if the automated proposition does not fully meet their preferences.
In addition to its immediate benefits in recovery operations, Chamelian discussed the strategic advantages brought about by the system. Amadeus Passenger Recovery provides an end-to-end view of disruptions, enabling the airline to adopt a more strategic approach to managing irregular operations. Additionally, the capability to swiftly simulate potential recovery plans gives Air Canada’s planning managers in the Systems Operations Control centre a clear understanding of possible outcomes and informs more effective decision-making.
This technological upgrade is expected to contribute significantly to enhancing customer satisfaction and operational efficiency at Air Canada. In an industry where customer experience is paramount, such advancements provide a competitive edge and reinforce the importance of integrating modern technology in traditional business models.
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