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ABOUT CARLSON
WAGONLIT TRAVEL

Type: A recognized world leader in business
travel management and consulting services,
designing and implementing superior travel
solutions for institutions and companies

Customers: Small, medium and large
corporate clients

Canadian operations: Mississauga,
Vancouver, Calgary, Winnipeg,
Ottawa, Montreal

Employees: 300 in Canada

Website: www.carlsonwagonlit.com

CUSTOMER NEEDS

= Standardized phone network across
all Canadian operations

= Improved call handling efficiencies

= Improved customer experience and
service level delivery

= Ability to customize solutions by
customer need

= Cost-effective solution to support travel
consultants in small offices / home
offices (SOHOs)

= Reduce costs of maintaining
telecommunications infrastructure

“With the Mitel solution, we now
consistently hit our customer
service guarantees and are able to
work with customers individually
to provide the highest level of
customized service delivery.

“We used to spend nearly $18,000
each quarter on service calls for

small changes to the phone system.

With the new Mitel solution, we
now remotely manage the phone
system ourselves, and have even
been able to scale back our IT
support by one headcount due to
the remote management features.”

—Sherry Saunders, VP corporate
operations, CWT

RO MITEL

As Carlson Wagonlit Travel (CWT) continued to grow as a significant player in
the travel management marketplace and became the second-largest corporate
travel management provider in North America, its workforce dynamic also
changed. Because corporate travel is relationship-oriented, CWT devotes small
teams to each customer rather than operating large, somewhat impersonal call
centers. It also often places its consultants at a customer’s premises.

Thus, not only are CWT employees a critical aspect of its success, but they

also comprise the company’s largest single investment. “Labor is in excess of
50 percent of our cost structure,” said Sherry Saunders, CWT’s VP of corporate
operations, “and this drove us to look for new ways to maximize the efficiency
of our labor pool.”

A Better Way to SOHO

CWT supports its travel consultants by making it comfortable and productive
to work from home. However, the cost of supporting small office / home office
(SOHO) workers was immense.

In fact, says Saunders, “a typical home office had one to three phone lines,
depending on the client it served — so the average line charges for each home
office were U.S. $225* per month.” With plans to grow to 40 SOHOs, CWT was
eager to find a better solution.

*US dollar conversion (Canadian to US) are an approximation based on the exchange rate
in July 2006.
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« Mitel Customer Interaction Solutions
= Mitel Teleworker Solution

» Mitel 3300 IP Communications
Platform (ICP) with embedded voice
mail and unified messaging

« Mitel 5310 IP Conference Units

ESULTS

« Saving $180,000 in phone lines
over three years

« Eliminated $1,000 per month in
local long-distance charges

= Reduced maintenance costs by
$72,000 per year

= Capping future real estate costs
by expanding through
home-based consultants

* Now regularly meet or exceed

first-time-live-answer customer
service guarantee

= Improved employee and
customer satisfaction

Working together, Mitel® and its solution provider, migrated CWT’s Canadian
operations from a Mitel PBX infrastructure to Voice over IP (VolIP) switches,
enabling the company to implement the advanced Mitel Teleworker Solution
—and attain $180,000 in savings over three years. The new Mitel platform
also delivers a broad range of benefits with remote management, advanced
contact center management, and toll bypass.

CWT’s home-based consultants now link directly into their office’s main
phone system with just a single Internet connection. Canadian headquarters
in Missisauga has also traded its analog lines for a single Primary Rate
Interface (PRI), and the four branch offices are following suit.

The cost of a “local long distance™ plan has been eliminated in the Greater
Toronto Area (GTA). There, offices used to pay a monthly fee of $1,000 to
minimize local long-distance charges. Now, they are linked via VoIP and
avoid long-distance charges altogether.

CWT also attributes bricks-and-mortar savings to the Mitel solution. “We
are closing one location and moving the consultants there to SOHOs,”
Saunders said, “and we’ll be supporting more SOHOs rather than opening
new branch offices.”

Saunders added that the operational benefits of the Mitel solution are just as
important to the company’s success as the cost savings. “We serve every range
of customer size, from small businesses to $18-million accounts. The Mitel
solution is improving our ability to customize solutions to manage all clients’
travel expenditures.”

For example, ““a customer can now buy a portion of a consultant.” The Contact
Center Management Solution ““is helping us to optimize our labor to keep the
cost-per-transaction down. It also allows us to be very customized while
maximizing the efficiency of the team.”
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CWT is also delivering on its guarantee that 85 percent of all calls will be
answered the first time by a live agent regardless of where a consultant
sits: be it in a home office, on a customer’s premise or within a CWT bricks
and mortar operation. In addition, thanks to silent monitor automated ACD

recording, CWT is able to record, measure and enhance training with regards
to quality as a paramount element of customer service delivery. It used to be

exceptionally difficult to record and monitor calls for training purposes, as

a manager would have to catch the call at the precise moment the agent
entered it, and later had to go back and look for the call to score it. “Now,
it’s all done behind the scenes. Managers automatically select which calls to
record and it’s taken care of,”” Saunders said.

The Contact Center Management solution routes individual customer calls
to the appropriate team. Priority routing is used for customers who prefer
to work with one specific consultant, while that individual remains available
to take overflow calls within the team. Saunders noted the solution has

had a very important effect on the company’s greatest asset — its people.
“Employees’ workload has become consistent, rather than many peaks

and valleys. And that translates into very consistent service delivery to

our customers.”

Based on these initial successes, CWT is looking ahead and devising new
strategies to deploy the solution for further benefit. Saunders said she can
see an entirely new way of organizing her labor force.

“Rather than flying backup consultants to a particular office to help fulfill
seasonal demand, we could use the Teleworker Solution instead. By linking
all our locations together over IP, backup consultants would be on standby
and ready to work without having to travel to a particular office.”

Mitel Customer Experience |
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