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C A S E  S T U D Y  

MAPPING OUT A BETTER CUSTOMER 
SERVICE EXPERIENCE 

A large Egyptian travel agency serves 1.4 million 

tourists per year. They needed a solution to 

streamline customer interactions without impacting 

their existing PBX infrastructure. 

STRINGENT RULES FOR VOIP CALLS 

Like many countries across the Middle East and Asia, there were 

regulatory laws that prevented VoIP calls. As a result, the travel 

agency was limited to using a legacy PBX for inbound customer 

calls. The inflexibility of the system impacted the level of customer 

service they could offer. 

The business needed to continue using the existing PBX, trunking, 

and customer-facing number to preserve the customer experience 

that was in place. However, they also wanted to offer the features 

and benefits of a contact center solution for their sales and 

support interactions. 

IMPERSONAL CUSTOMER INTERACTIONS 

One of the critical limitations of the legacy PBX solution was its inability to integrate with the travel 

agency’s existing Zoho CRM solution. The beginning of each call required service representatives to 

ask for each caller’s name and details, regardless of how many times they had previously done 

business with the travel agency. This lack of personalization resulted in poor customer experiences. 

INEFFICIENT SUPPORT PROCESSES 

The lack of integration also resulted in unnecessary work for service representatives. In addition to 

manually asking for customer details, they needed to look up the account in the Zoho CRM manually. 

Since the tools were not linked, they had to move between their phone screen and the CRM dashboard 

to retrieve the relevant customer information for the interaction. Then after the call, they would have to 

log the details in the CRM manually. 

 

O R G A N I Z A T I O N  
S N A P S H O T  

• Vertical: Travel 

• Location: Egypt 

• Objective: Integrate legacy 

PBX used for inbound calls 

with Zoho CRM 

• Solution: Mavenir Mobile 

Business Contact 

I M P A C T  

• Routed all calls through Zoho 

CRM for improved tracking 

and followup 

• Improved customer 

satisfaction rate by 10% 

• Improved service 

representative productivity by 

60% 

• Reduced Average Handle 

Time by 25% 
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C A S E  S T U D Y  

SOLUTION AT A GLANCE 

The travel agency was able to integrate the Mobile Business Contact platform, a cloud-hosted 

omnichannel contact center as-a-service solution, to solve their issues. 

PBX INTERWORKING 

One of the key features of Mobile Business Contact is its ability to integrate with an existing IP-PBX 

voice infrastructure.  

All incoming calls placed to the existing number were routed from the PBX to the platform using a SIP 

trunk (1). The Automatic Call Distributor (ACD) applied routing rules and identified the free 

representative to handle the customer call and passed it back to the PBX (2). Finally, the PBX delivered 

the call to the identified service representative (3). 

 

CRM INTEGRATION 

At the same time, Mobile Business Contact acted as a bridge between the PBX and Zoho CRM. As the 

call came in, customer details were retrieved from Zoho, and the interaction was logged and recorded 

automatically (4). 

Service representatives could see the customer details from Zoho as each call connected (5). They 

were able to greet the customer by name to personalize the experience. They also had a view of the 

interaction history – whether the customer had any previous itineraries or service complaints. 

The Zoho integration had an additional benefit – a single pane of glass for customer interactions. The 

Computer Telephony Integration (CTI) installed in the Zoho interface reduced the time switching 

between windows. The representative could manage the call within the CTI (mute, hold, transfer, 

conferencing) while detailing the activity in the CRM. 

By providing a personalized, streamlined customer service experience, the travel agency saw the 

following improvements: 

• Customer satisfaction increased by 10% 

• Productivity of service representatives improved 60% 

• Average handle time for calls decreased 25% 
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