
How to break the 

paradigm of traditional 

Customer Service in a 

digital world



Volaris transported more tan 199M of 
passengers since 2006



What happened during 
the last 3 years?



McKinsey: COVID-19 speeded the adoption of 
digital technologies by three to four years



How was this digitalization 
reflected on customer service

The Volaris experience



The pandemic caught us without capacity in 
terms of the ability to serve a large volume of 
Customers with flight cancelations



With the increase of Customer requests, we 
had to convert impossible to possible creating 
contact centers in HUBs



How had we operated?



What is changing?



Notification strategy – One click solutions 
with no human agents needed



Allow us to act immediately in case of any 
eventuality 



Examples of Notification Strategy



Transactional and QA chatbot with more 
than 80% containment rate

Messaging as % 

of Overall 

Inbound Service 

Volume

▪ Supporting the most common use cases through automation + rich 

integrations with Volaris and 3rd party systems

▪ Push notifications driven by deep API integrations further personalize 

the Customer experience

▪ Rich notification templates used to re-engage travelers at key moments 

in the Customer Journey

▪ Flight booking 

▪ Find my reservation

▪ About my reservation

▪ Check in

▪ Flights status

▪ Self protection whit flight cancelations 



Conversations through any channel 
24x7x365 from public to private



Contact Center Public Cell guides the Customer 
on their request and send to DM those with 
specific complaints



Contact Center Private Cell receives 
request through private channels



Enhance our Customers flight experience 
generating sales that we detect through any 
digital channel



There is a complex ecosystem that helps us 
with the timely detection and resolution of 
cases of which we are all part



IVR deflection to digital channels to reduce 
the number of calls to the call center



“Hide” the call center phone and reinforce 
digital channels



Consistent digital conversation's growth, 
improved CSAT and kept the costs down



External recognition – some examples



Next bing things already 
happening 



ChatGPT use cases for customer service  -
Contact Centre Employees receive real time 
response script recommendation



Comeback of the QR codes
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