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Cloud-based and integrated omnichannel contact center services

Airlines, airports, and ground handlers increasingly need to manage passenger engagement throughout the journey, responding to
passengers seamlessly through voice, webchat, and SMS. SITA Omnichannel Contact Services (SITA OCS) addresses these needs
while delivering a reliable, flexible cloud-based platform that offers scalability as your business changes.
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How does it work?
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SOLUTION COMPONENTS

Omnichannel Cloud Services

Subscription-based service per user or
seat.

Scalable zero-provisioning pay-per-use
burst model.

Cloud-based, highly secure and, web-
accessible.

Advanced, sophisticated routing for all
channels, voice, email, and chat.

Embedded workforce management.

Integrated with SITA Networks

Combines the Internet, local access, and
QoS capable networks such as MPLS
and SD-WAN for voice services.
Reliable distributed architecture N+1
redundancy as standard.

Management and Integration

Web centralized management.
Build on APIs for any-to-any integration.

60+ and growing integrated third-party
applications.

CASE STUDY

Heathrow Airport is the second busiest airport in
the world by international passenger traffic and
the busiest airport in Europe by passenger
traffic. Its Business Support Centre supports the
more than ten thousand staff working at the
airport.

Heathrow Airport wanted to replace its legacy
telephony infrastructure with a more flexible
solution. Heathrow also wanted to provide its
staff with the ability to work from home as
required while fully using the necessary
telephony and support applications.

We worked with Heathrow Airport’s, Business
Support Centre, to provide our next-generation
cloud contact center, SITA Omnichannel Contact
Services, which included a flexible IP/telephony
solution to enable remote access to their
communications center. It provides remote agent
capability and reduced complexity, and it was
implemented quickly. One hundred twenty
agents can work remotely and safely connect to
the required applications.

For more information, please contact us at
info@sita.aero
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