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Harnessing technology to
build trust and improve
customer care remains a
priarity for the travel
sector
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razearch recentty conducted iy Rrighlwave The
research ako found thal, despite the overal!
raductca, hall of those questiongd expect g-le
spend to rise in 2009, quslifying the increasz in
demand we are seeing for elleclive anlne slutices

As training and cngaing kaming are crucial to the
Irzvel secior and wih &gz vohenis of peopks imwalved
i e industry, e-learning was Introduced in its infancy
hiy some of the Larger apedies, holel chars amd air
aperators. E-learning meets a lrge numbsr of vavs
training neats 35 il is ellicenl, persishert. consstent,
accessiie and engaging. it can asa hely hng laroz
nambers of rew recruits up 10 speed trough effective
incuction and enswe high leeels of comptanps &
mel, Fuither, il impeones austomer servce, buids
product knowfedge, lulllls matiple ngusgs
requirements and provides oo the b suppern.

AOTEr raasan for the gady popukarity of g-
Ieamang in traved is that it enabies new rainrg
cppertunites, such as caitical joh Smuatons laceting
cabin zew and virtual sconsrios Sor custamer cane
and saks. Ve axpect e-l=ning 1o gain gréate
pepelinly as it deivers more cost recuctions. fastar
celtery, eeher keks of Eamer enganement an
mace oppartunibies fo tran people whace and when it
SIS them = crunal o lime- S woek

The future is bite sized

enahlad k2rning a5 an inveshioes
the rewards and raturm on invsst
i5 @ great appatin fy Yo (¢
now tooks end models o
shoufod 250 1ake 3 e !
l22rning dependant o it
AS we mone away lran
unnecessanly lengthy cour
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Case study: Customer care at TUI

Set In @ vinual shop, a TIA customsn cara course &om Brightwave uses realisse simuations o b news

recruits up to spesd on essenlial product knowledge and daliver 2 high levet of mmmsmlee»

Leamers encounter dherss customens and help them salve thesr peoblems through -mram

enrcises and simulations. During the scenarics, leamers hava to use peactical skills fo Interact

succassfsly with customees, Throughoud the course, the virtual shop manager offiers adyice and support

on hiow to deal with tha various situations.

The course focuses on both the soft skdls invalved in etfective customes care and the procusses
irvoived, for example. foreign exchange transactions. & Is easy to use, immersiva and can be usad in
short bursts of up to 30 minutes at & time for meximum altention and retension.

progressss wowerds more cigestible and memarabl2
leaming hites. o knoadedne churfes, which dre moee
ongaging. Thesa can be dzivereo wa podcasts, woeo
on demanll, social ledmeg, coenpuler Siautalions or
pames to heb change kbebaviour and improva
perfamanpe. Learnens simply select the format that
suts their na2d frmm 2 codabecative l2zrming partal
deggred wih pedormance suppord in mirkl,

‘Wiandy Stubbs al @oitish Aiways suppeas this
view: "Bite sized knowdedye churks will change the
way thal we do mandatoey shon sham oouwrses If
Hhere's o rew pece of pomphiance, %15 valdate first
then o=t lramers o 13w e course, This Fees us up
1o spend the budget on importznt slufi that is
business crilical.”

Social networking

Fn.ng'ﬁﬁﬁ.&]. generale moe eflective
Infoemal fearning &s it oknds formal onlnz traning
wilh social netwarking aml knowledyge transler Wilh
gereration ¥ so well represented i the travel sacior,
infeemal or S0 arming is liksy 1o lake bold much
faster than in cther incustries. Companes have & et
o gain by connecling pecple $o Hal vakiable
knowladpe anc vest practce can speead faster.

AL Brdtecave, we are Seding el lirms explring
the petential of sozial kzarning ahzad of other seclors
and expect this 1o arow i i
down and new modeks are created. A wki cew=d 1o
dessnations ar e hareking of dEficull cusiomes
scananos could belp share knowedge ang best
practioz ve. ivegne s, auppeded by a potfelio of

Ieaming Lites and communizzion Recss, and
e 31 puwerful learning resource. As pert of this m,
motile lzming, infutivedy atered 10 3 dgpersed
trinel workforee is posed to give fnoe access fn
lnzation-bassc serdoss and bite sized karming

British Airazys = plobng BABenen2t, a
pratessional netwirong ool el enables employees
to fearn from each oiher. It &= poaouter with staff and
has aleady identfed whal works best For example,
first scraens and t2gs are vilal to a3y engagemeant.

Traved comparres tal increase ther commilment
to training dunng the recession wil ba in a good
ton 10 prospes ooce he cconomy picks up. Witk
custamar ssrvice so fundamental 10 Sunos3s, A S6%
Perease in customer safistaction from crooing
2arming and development can b2 ignared only a1
cxnpanies coenmercal peril

Locking 2head, Paimer at TUIL says: “We will all
be boaknyg o mavimise budgets, epurposa
TESOURCES, maximise ndarmal apportunilies, educe
Bagness frzel and oapioit technoioges to work
2CrDES dglances. Monaside cost reduction ard
cuslomes care, sustaimability is high on the agends.
E-%arning s a way wa can make & impact.”

There is no doubt that tecknology will
Incrazzingly mova centre s1age %0 delner husingss
critizal training with increasad vfficiency. But the shift
also catalyses a move to more engaging aml imey
leamng woeiences for a sector that. while kit first
by tha recession, will ale [ead the resery nlo a
nee econumic landstaoe (=
Lars Myland is director of learning services at
Arightwave
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