
GenerativeAgentTM in action

Here’s how it works

USE CASE: RESERVATIONS AND BOOKING

GenerativeAgent is a fully autonomous virtual agent that 
executes actions and handles complex conversations and tasks 
for your customers through easy integrations with your existing 
CX technology ecosystem.

Because it can successfully navigate and resolve customer 
issues independently, it’s a perfect fit for businesses that rely 
on reservations and bookings. GenerativeAgent can:

Chelsea is headed to a conference where she'll deliver the keynote address. 
But her flight has been canceled due to a weather event in another region. She 
has been o�ered a seat on a flight tomorrow, but that will be too late. She calls 
the airline’s customer service number to see if she can get on an earlier flight.

Make, change, and cancel reservations

Handle payments and apply discounts 

(with supervision if your policy requires)

Help customers modify even complex itineraries

Solves like a human.
Scales like so�ware.

GenerativeAgent expands your contact center’s 
capacity, reduces pressure to backfill empty 
agents’ seats, and cuts your cost to serve.

GenerativeAgent solves Tier 1 customer issues just like your best customer service reps. 
The di�erence is that it scales automatically, so when volume spikes or agent turnover 
skyrockets, your contact center still delivers what your customers need, when they need it. 

Typical contact center

Waiting in queue

Contact center with 
GenerativeAgent

Each agent handles one caller 
at a time. 

Even with chat, concurrency 
remains far less than 1:2.

GenerativeAgent engages a human-in-the-loop 
agent for support and approvals instead of a 
standard escalation, which allows those human 
agents to support multiple calls or chats 
simultaneously.

Always on, 24/7/365 

Scales automatically

Seamlessly handles volume spikes

Contact center 
with GenerativeAgent 

Because it scales to meet demand, 
GenerativeAgent answers right away.  

GenerativeAgent identifies 
the customer’s intent and 
checks available flights from 
her location to Chicago.

After checking the customer’s 
profile, GenerativeAgent sees 
that no available economy 
seats in the new flight match 
her preference (aisle). 

GenerativeAgent explains 
the situation to its human 
advisor and asks if the advisor 
will authorize using miles for 
the upgrade with this 
regional partner.

GenerativeAgent works with 
a human in the loop and can 
ask for guidance when it gets 
stuck or request authorization 
for actions that require a 
human decision-maker 
by policy. 

GenerativeAgent determines 
that the FlightMiles credit card 
offer has a high probability of 
success with Chelsea. 

Typical contact center 

Due to the weather event, the current 
hold time is 25 minutes. Chelsea's stress 

rises as she se�les in for a long wait. 

“All agents are currently busy. 
Please stay on the line. Your call 

is very important to us.” 

A�er a long wait, Chelsea eventually 
reaches an agent, who finds an 

alternate flight that will get her to her 
destination on time. But with the queue 
backed up, the agent feels rushed and 

does not provide the level of service 
the airline is aiming for. 

 The agent does not o�er a seat 
upgrade, so Chelsea is stuck in 
a middle seat even though she 
would have paid more for an 
aisle seat.

The agent has no time to 
discuss the FlightMiles credit 
card, so the airline misses out 
on a likely upsell. 

With her flight rebooked and a new 
miles-earning credit card on the way, Chelsea 
breathes a sigh of relief. When the 
post-interaction survey asks her to rate her 
customer service experience, she gives it a 10. 

CSAT
Chelsea got her flight rebooked, but the agent 
was clearly under pressure. And the long wait left 
her frustrated. When she’s asked to rate this 
customer service experience, she gives it a 6.

CSAT

Typical contact
center

No wait time

Rebooked customer’s flight

O�ered and confirmed seat upgrade

Got approval to use miles for upgrade

Completed credit card application

Contact center 
with GenerativeAgent

The advisor
authorizes the upgrade. 

Real results with ASAPP GenerativeAgent

Cost savings 

Increased agent 
productivity 

Enhanced customer 
satisfaction

By automating complex, free-form 
interactions, enterprises report a 
77% cost reduction per chat.

With repetitive tasks handled by 
GenerativeAgent, human agents 
can manage up to 3x more complex 
interactions simultaneously.

GenerativeAgent automates over 90% of 
contact center interactions, so customers 
get what they need, when they need it.

Hello. And thank you for calling 5 Star 
Airlines. I’m Orville, an AI agent. How 
can I help you today?

09:24

09:24

My 2:45 flight to Chicago was just 
canceled. I am presenting at a 
conference tomorrow, so I really 
need to get there before tomorrow 
morning. Is there another flight I could
get on this evening?

09:24

That’s perfect. Let’s book it. 

09:24

That would be great. 

Sure. Let’s do that. The miles always 
come in handy. 

09:25

Yeah, I definitely want to upgrade. 
But can’t I use miles for that?

09:24

09:24

One of our regional partners has a 
flight at 6:30 this evening. It would get 
you to Chicago at 9:49 tonight. Would 
that work?

09:24

I can book that flight for you, but there 
are no available aisle seats in economy. 
An aisle seat is available in business 
class. The fee to upgrade is $75. 

09:24

Because this flight is with a partner 
airline, I will need to check to see if 
we can use your miles for the upgrade. 
Hold just a moment while I check.

09:24

Thank you for your patience. 
Yes, we can upgrade your seat 
for 4,000 miles. Would you like to 
use your miles for this upgrade? 

09:25

Your new flight is booked. Your 
seat upgrade using 4,000 miles 
is confirmed. Your new seat 
assignment is 8C. 

I’ve noticed that you have used 
miles for several upgrades recently. 
With our FlightMiles credit card, you 
could earn miles on your everyday 
purchases, and right now, we have a 
promotion that will double your miles 
earned for the first 3 months. Would 
you like to apply? 

09:25

To start the application, I’ll need some 
information from you…

09:25

GenerativeAgent

Keeps queues and wait times short 

Resolves customer issues independently 

Frees human agents to focus on 
higher-value interactions 

i

Trusted byAbout ASAPP

ASAPP is an artificial intelligence cloud provider
committed to solving how enterprises and their
customers engage. Inspired by large, complex, and
data-rich problems, ASAPP creates state-of-the-art AI
technology that covers all facets of the contact center.
Leading businesses rely on ASAPP’s AI Cloud applications
and services to multiply agent productivity, operationalize
real-time intelligence, and delight every customer.

To learn more about GenerativeAgent: TAKE A SELF-GUIDED TOUR GET A DEMO

www.ASAPP.com hello@asapp.com

https://www.asapp.com/product-tours/generativeagent?utm_source=one-pager&utm_medium=print&utm_campaign=usecase-bookings-reservations
https://www.asapp.com/get-started?utm_source=one-pager&utm_medium=print&utm_campaign=usecase-bookings-reservations

