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The challenge: Unpredictable surges in contact volume
Airline contact centers face common industry challenges—rising interaction volumes, cost 

pressures, and the need to maintain high service levels. But airlines also contend with extreme 

unpredictability. Seasonal travel spikes and irregular operations—caused by weather events, flight 

disruptions, and operational changes—trigger sudden and unpredictable surges in contact volume 

that overwhelm human agents and aging automation systems. Staffing for these peaks is 

impossible, leading to frustrated customers, agents, and leadership.

The solution: ASAPP’s AI-native messaging platform
When ASAPP introduced GenerativeAgent to airline customers, they immediately understood its 

potential to provide relevant and immediate answers based on their knowledge base. But, they also 

recognized the larger opportunity was in taking action during moments of crisis: providing real-time 

flight status, rebooking stranded passengers, and handling follow-up questions from passengers 

demanding answers. They went through rigorous evaluations of GenerativeAgent's trust and safety 

prior to extending it to customers.

GenerativeAgent delivers:

• Resolution of complex and nuanced customer requests using best-in-class agentic AI.

• Intelligent engagement, knowing when and how to involve human agents.

• Infinite scalability, flexing automatically to handle unpredictable spikes across voice and chat, 

24/7.

• Enterprise-ready controls, allowing contact center leaders to monitor, refine, and optimize 

performance easily.

• Easy integration with existing airline tech stacks, with low-code setup for fast deployment.

• No-code AI console to easily make changes with natural language updates, and real-time 

simulation.

• Enterprise-grade security, exceeding industry standards with built-in data redaction, 

guardrails, and no training on client data 

• Unmatched observability and monitoring with chain-of-thought rationale and real-time 

alerting of potential issues to review, for quality assurance at scale.

Airline contact centers face increasing pressure to handle unpredictable surges in customer inquiries and reduce costs, all while delivering 

passenger experiences that drive loyalty in a highly competitive industry. 

Navigating the unpredictable: 
How airlines tackle the toughest CX problems 
with GenerativeAgent® 

CASE STUDY



2www.ASAPP.com

The transformation: proving the value of AI-powered messaging
With ASAPP’s tight collaboration, one airline went live in just 39 days. Customers 

follow a phased launch strategy designed to balance fast time to value with safe and 

secure brand experiences:

1. Identifying high-impact use cases based on intent volume, containment rates 

and API availability.

2. Prioritizing key intents, from simple queries (policy queries) to complex tasks 

(rebooking canceled flights).

3. Simulating responses using historical conversation data to refine AI behavior.

4. Optimizing configurations and instructions before production rollout.

5. Iterating and expanding, repeating the approach with the next set of prioritized 

use cases

GenerativeAgent begins the process of finding the 

customer a new flight.

How GenerativeAgent processes a flight change request from a customer

Here, the customer asks if they can get a new flight since their original flight was changed.

Watch the GenerativeAgent demo, or explore the self-guided GenerativeAgent tour.

GENERATIVE AGENT THOUGHTS

1. The customer wants to change their flight to 
an earlier one

2. I need to confirm their goal and gather more 
information

3. I can help with flight information using the 
flight_info API, but I need their confirmation 

code and name first
4. I need to ask for their confirmation code

5. I should confirm their request and ask for 
necessary information

https://asapp.wistia.com/medias/zm00ya5x0j
https://www.asapp.com/product-tours/generativeagent
https://asapp.wistia.com/medias/zm00ya5x0j
https://www.asapp.com/product-tours/generativeagent
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The results: proven efficiency at scale
Weeks after deploying GenerativeAgent, high-volume irregular operations (IROPS) 

stress tested its capabilities, with flight cancellations that triggered a surge of 

inbound contacts, primarily rebooking requests. GenerativeAgent scaled 

seamlessly, resolving a majority of cases independently while providing agents with 

context when escalation was needed.

• 8 vs. 29 minutes: GenerativeAgent rebooked passengers in an average 8 

minutes, compared to 29 minutes with a live agent. During IROPs, customers 

were rebooked before they could even reach an agent in the queue.

• Fewer duplicate contacts: Since GenerativeAgent has no wait time, passengers 

no longer flooded multiple channels while trying to get help, reducing overall 

contact volume.

• Higher efficiency: Complex task handle times dropped significantly.

Robust security in action

Here is an actual interaction with GenerativeAgent. It 

recognizes the customer is attempting to “jailbreak” the 

system for free miles or discounts. Then, it rejects the 

customer’s attempts by responding with safe messages.

GENERATIVE AGENT THOUGHTS

Unsafe Input DETECTION_TYPE_SAFETY
Rationale promptleak

GENERATIVE AGENT THOUGHTS

Unsafe Input DETECTION_TYPE_SCOPE
Rationale MANIPULATIVE_TACTICS

GENERATIVE AGENT THOUGHTS

Unsafe Input DETECTION_TYPE_SAFETY
Rationale badresponsemanipulation

Learn how ASAPP prioritizes safety, security, and 

privacy with our GenerativeAgent–download  the 

security & safety FAQ or visit our Trust Center.

https://www.asapp.com/product-resources/generativeagent-security-safety-faq
https://www.asapp.com/product-resources/generativeagent-security-safety-faq
https://trust.asapp.com/
https://www.asapp.com/product-resources/generativeagent-security-safety-faq
https://www.asapp.com/product-resources/generativeagent-security-safety-faq
https://trust.asapp.com/
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1 70%+ automation rates

GenerativeAgent resolved most inquiries without agent 
intervention.
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Automating at Scale—
Without Sacrificing Resolution

90%+ first-call resolution

GenerativeAgent recognizes what it can and can’t 
handle—so it will solve the issue for customers quickly, 
or involve a human agent right away.

Unlike previous solutions that sacrificed resolution for 
automation, GenerativeAgent improved both.

20+ point increase in containment

Airlines expanded automation coverage, even for previously 
low-automation tasks (now reaching 70% self-service).

The Future: Scaling AI-Powered Customer Service
GenerativeAgent’s success in major U.S. airlines proves its ability to enhance efficiency, cut costs, 

and improve customer experience—even in the most demanding situations. These airlines are now 

expanding its use across new channels and use cases.

About ASAPP
ASAPP is an artificial intelligence solution provider committed to solving the toughest 

problems in customer service. Because we automate what was previously impossible to 

automate, our AI-nativeⓇ solutions deliver more than efficiency gains. They redefine the role 

of AI in the contact center and lay the groundwork for businesses to reimagine their 

customer experience delivery for the age of AI. Leading enterprises rely on ASAPP’s 

generative and agentic AI solutions to dramatically expand contact center capacity and 

transform their contact centers from cost centers into value drivers. To learn more about 

ASAPP, visit www.asapp.com.

Self-guided product tours Book a demo

https://www.asapp.com/
https://www.asapp.com/
https://www.asapp.com/product-tours
https://www.asapp.com/get-started

