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1. Introduction 

1.1. VoiceTracer 
VoiceTracer is an Interactive Voice Response (IVR) solution that complements and further 
enhances the functionality of SITA’s WorldTracer, delivering productivity improvements and cost 
savings to airlines and ground handlers and at the same time, enhancing customer service. 
 
VoiceTracer allows passengers who have registered a missing baggage claim to call a telephone 
number, a “free phone number”, a premium or regular phone line, depending on the airlines 
preferences and receive real time information from the WorldTracer database as to the status of 
their lost baggage via an automated system.  
 
The key to VoiceTracer is that the human element is bypassed from the enquiry process thereby 
reducing costs and freeing up staff for more productive activity. 

1.2. Lost Baggage Claims 
Lost or misrouted baggage is the worst of two worlds, costly for the airline and / or ground 
handler and disruptive for the passenger. IATA has estimated that each lost / mishandled bag 
represents US$100 in avoidable cost. 
 

Some 330 airlines and ground handlers have taken steps to speed up the service recovery process 
by subscribing to WorldTracer, a global database of recovered baggage, facilitating information 
exchange, with the objective of reuniting passengers with their baggage as quickly as possible.  
 
When baggage is lost, passengers expect to be able to get regular status updates and currently 
WorldTracer only allows passengers to make enquiries via the Internet. VoiceTracer adds value to 
WorldTracer allowing passengers to make their enquiries by telephone.   
 
Despite the explosive growth of the Internet in recent years, the telephone is still for many the 
first choice for obtaining status information on queries such as lost baggage.   
 
Given that half the passengers whose baggage is missing are not in their city / country of origin 
i.e. away from home, finding access to the Internet is more difficult than many would believe. 
Internet cafes are not always conveniently located, hotels are increasingly making substantial 
charges for Internet access through shared “pcs” in public areas, and the percentage of travelers 
who carry laptop computers for access from hotel rooms is relatively small. 
 
VoiceTracer™ is the inexpensive and simple answer!! 

2. Benefits 
The benefits of VoiceTracer are obvious and tangible.  

 
Instead of deploying staff in the Baggage Department or Call Centers, specifically to respond to 
queries from passengers, VoiceTracer handles the calls automatically. VoiceTracer will not stop all 
the calls to operators, but carefully crafted responses in VoiceTracer can reduce the number 
significantly. 
 

2.1. Reducing Costs  

Whilst staff and communications costs vary from county to country, research suggests that the 
operating costs of voice enabled systems are about 90% less than comparable human manned 
call centers and about 40% lower than touch tone or web systems. 
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Speech enabled systems are available 24 x 7 and automatically expand to handle peak loads, 
ensuring that operator costs are contained. 

 
Call times are usually shorter, saving on telecommunications costs where customers are offered a 
“free phone” or “toll free” service. Where VoiceTracer is deployed using a premium phone service, 
incoming calls generate revenue!! 

2.2. The Customer Experience  

With VoiceTracer, customers are never on hold and lines are never busy, even during peak times. 
 

There are no numerical menus; customers respond verbally to questions and get the information 
they seek and VoiceTracer can be deployed in one or more of 25 languages.   

 
Research has shown that 80% of customers accessing touch-tone systems (DTMF) just hang up or 
select “0” to transfer to an operator. This drops to less than 25% using speech-enabled systems 
such as VoiceTracer. 

 
So if VoiceTracer won’t handle all your enquiries, it will handle the vast majority and it can deliver 
significant savings. 

3. The VoiceTracer Business Process 
When a passenger registers lost baggage it is a legal requirement that he / she is given 
documentation that details the claim.  At that time, all you have to do is give the customer your 
VoiceTracer telephone number along with the WorldTracer reference number and an explanation 
that while all possible action will be undertaken to recover the lost baggage, status information 
can be obtained automatically 24 hours a day by calling the VoiceTracer number.  You may or 
may not choose to make that number “toll free”. 
 

It’s as simple as that!! 
 

4. Deployment  
Aumtech have established VoiceTracer portals in different regions of the globe. You can enable 
calls to be diverted to one or more of these VoiceTracer portals to connect with either the 
standard VoiceTracer solution or one tailored to precisely your own requirements.  

 
VoiceTracer can be deployed in any of 25 languages and in countries where more than one 
language is in common usage, VoiceTracer will support multiple languages. 

 
For many airlines, the biggest problems of lost baggage are at their home station, which is often a 
hub. Deployment of VoiceTracer at the hub may prove the biggest and quickest win.  

 
As VoiceTracer interfaces with each airline’s web interface to WorldTracer, it is a requirement that 
airlines wishing to deploy VoiceTracer are members of the WorldTracer Internet Service.  SITA 
makes a nominal deployment fee for this service, together with a small monthly subscription and 
transaction fees.  For ground handlers (and airports who provide ground handling services), 
VoiceTracer can be deployed for the airlines they handle that have membership of the 
WorldTracer Internet Service. 

 
The mode of deployment of VoiceTracer depends on the type of organization, be it airline, airport 
or ground handler and also the level of sophistication of deployment required.   
 
VoiceTracer can be deployed as a stand-alone solution or can be integrated with other airline 
systems such as call centers and / or the delivery companies that deliver recovered baggage.  
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4.1. Airline Deployment  
Deployment of VoiceTracer by an airline may be independent or in conjunction with its ground 
handler(s) where this is relevant, or a combination of both. 

 
Annexes A, B and C show examples of possible airline deployment options: using a managed 
service through Aumtech VoiceTracer portals, through the deployment of an in-house solution, 
and direct connections to VoiceTracer portals. 

 
Two of the options are shown using the airlines’ telecommunications network, and one shows 
deployment with direct connect to VoiceTracer portals. 

 
While the three options imply the airline self handles at all stations, the deployment would be 
similar at a station(s) where ground handling is contracted out.  

 
Deployment across the network can be phased or limited to just a few key stations.  Mode of 
deployment and portal connections are agreed to minimize telecommunications costs. 

4.2. Ground Handlers & Airports 

At this time, ground handlers may not subscribe to the Internet service of WorldTracer. This does 
not however, stop them from taking advantage of VoiceTracer where it can deliver benefits to 
their handled airline customers, and where they have the responsibility (and costs) of dealing with 
customer calls. 

 
Where some or all their handled airlines are, or become subscribers to, the WorldTracer Internet 
service, ground handlers and airports can use the VoiceTracer service. 

 
An example of deployment for ground handler is shown in Annex D using a managed solution 
although an in-house solution may be deployed. 

4.3. Deployment time frames 

Deployment at each portal may take as little as three weeks subject to the speed with which 
VoiceTracer phrases are recorded by the subscriber and the extent of any customization to the 
standard solution. 

5. Pricing  

5.1. Monthly Subscription 

VoiceTracer is inexpensive to deploy and, when deployed as a managed solution, pricing is based 
on a low monthly subscription. This subscription entitles the subscriber to access the VoiceTracer 
application and benefit from a number of free phone call transactions, with additional calls being 
charged on a usage basis. 
 
The monthly subscription covers software licensing, maintenance and support and reporting.  
 
In-house deployment options are available.  

5.2. Deployment Fees  

An initial deployment fee is charged for each portal utilized with the fee per portal reducing as the 
number of portals utilized increases.  
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6. Maintenance & Support, Customisation, and Reporting  

6.1. Maintenance & Support  

Aumtech provides maintenance and support services that are included in the monthly subscription 
charges. 

6.2. Customisation 

Where the VoiceTracer subscriber requires a non-standard VoiceTracer solution, Aumtech will 
undertake, on a time and material basis, any amendments to the application as required from time 
to time, provided this does not impact the fundamental structure and philosophy of the 
VoiceTracer. 

6.3. Reporting 

VoiceTracer activity is reported daily. The comprehensive web based reporting tool allows 
subscribers to monitor usage and where customisations to the solution are made, to monitor the 
impact of these changes. Cost for the reporting functionality is included in the monthly 
subscription fee. 

7. Aumtech, SITA and Consult WA International 

7.1. The Aumtech SITA Agreement  

Aumtech and SITA signed an Agreement in November 2004, negotiated by Consult WA 
International formalizing access by Aumtech’s VoiceTracer solution to the WorldTracer database in 
real time through a web interface. SITA guarantees service levels to Aumtech being no less than 
are afforded to WorldTracer Internet Service subscribers. 
 
Access to WorldTracer by VoiceTracer is through each airline’s WorldTracer website, and this 
method enables airports and ground handlers to enjoy the benefits of VoiceTracer. 

7.2. Consult WA International 
Consult WA (www.consultwa.com) is a global airline consulting, services and solutions company, 
registered in the UK with offices in Europe, USA and Africa. 
 
Established in 2003, all Consult WA consulting Associates have held senior management positions 
within the air transport industry and are available to support airlines across all business domains, 
in the areas of business consulting, business process reengineering, etc. 
 
In addition, Consult WA has partnered with a number of companies to market and sell a range of 
solutions that meet three basic requirements: 1) the solutions must deliver unit cost reductions, 2) 
they must be economic, quick and simple to deploy with a short payback period, and 3) they must 
enhance customer service.  Aumtech has developed a suite of airline IVR products that meet the 
above requirements.  

7.3. Aumtech Inc.   

Aumtech (www.aumtechinc.com) is a leading provider of carrier-grade VoiceXML platforms and 
application solutions to the converging telecommunications and Internet industries.  
 
Since 1993, Aumtech's carrier-graded platforms and application products have been deployed on 5 
continents, based on its Carrier Grade, Advanced Telephony Environment (CGATE).  
Aumtech’s CGATE VoiceXML Gateway is an industry leading solution for small to Fortune 500 
enterprises.  
  

http://www.consultwa.com/
http://www.aumtechinc.com/
http://aumtechinc.com/products_cgate.html
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Aumtech has identified the air transport vertical as a market where IVR solutions will add 
significant value.  
 
These solutions, some already implemented for JetBlue Airways, Aer Lingus, Hawaiian Airlines, iAir 
and Aloha Airlines, deliver benefits in the areas of Flight Status Information, Automated Rebooking 
and Notification, Wait List Confirmation, Lost Baggage Enquiry Response (VoiceTracer) and others.  

 
____________________________________ 

 
For more information, please contact: 

Stewart Wallace 
 stewart.wallace@consultwa.com 

 Tel: + 27 82 077 3668 
Consult WA International 
www.consultwa.com 

mailto:stewart.wallace@consultwa.com
http://www.consultwa.com/
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Annex A 
Airline Network Deployment Using VoiceTracer Portals 

Managed Solution 
------------------------------------------------------------------------------------- 
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Annex B 
Airline Network Deployment Using In-House Solution 

------------------------------------------------------------------------------------- 
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Annex C 
Airline network deployment using direct connections to VoiceTracer 

Portals 
---------------------------------------------------------------------------------------------- 
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Annex D 

Ground Handler Deployment  
------------------------------------------------------------------------------------- 
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