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The solutionBusiness need

From: British Airways

Flight BA0214 10/08
BOS/LHR ref 2v2t5h is
cancelled. Please see
ba.com/mmb. Or call
BA8777677970 (US)
or08450551155 (UK).
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Case study: CRM | Enterprise messaging
Entertainment & travel: BA

Mobile enhances passenger experience for BA

Passengers enter their mobile numbers
via ba.com.

Up-to-the-minute SMS alerts are sent
if their flight is going to be delayed or is
cancelled. Messages are sent in a number 
of languages.

The service integrates with BA’s existing
information system.

An instantaneous communication channel
for sharing flight update information,
including delays, re-bookings and
cancellations.

Results

• During the air crew strikes of March 
2010, BA sent out over 47,000 SMS 
alerts to passengers over 10 days, saving 
unnecessary trips to the airport and 
allowing plans to be reorganised.

• During the two days of disruption 
caused by Icelandic volcano activity in 
April ’10 over 180,000 SMS alerts were 
sent to passengers and cabin crew in the 
UK.
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