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Leading Italian Tourism Company, Alpitour Group, Selects
Mitel IP Solution to Deliver Outstanding Customer Service

The Alpitour Group is at the forefront of tourism in Italy offering 
“all-inclusive” package tours and a wide range of holidays in the
Mediterranean and throughout the world with annual sales 
approaching 1.1billion.

In order to maintain its leadership position in the market the Alpitour
Group knew they needed to upgrade the business’s communications
system to IP which would enable them to set up a new multi-media
contact center to deliver excellent customer service.

The Alpitour Group selected a Mitel® Networked Business Solution
consisting of a Mitel 3300 IP Communications Platform (ICP), Mitel
Enterprise Manager and Mitel Customer Interaction Solutions. The
business has a total of eight systems in six sites across Italy with 
the plan to migrate all sites to IP. At present the IP solution is being
rolled-out to part of the sites where they can migrate at the business’s
own pace and still retain the existing infrastructure and investment. All
the ICP sites are networked with IP trunking, in a clustered environment
controlled by Enterprise Manager.

“The new project will allow us to optimize network management and
implementation costs, with no need to replace our installed
technologies,” said Mr Lingua, IT Operation of Alpitour.

Customer ExperienceCustomer Experience

CUSTOMER NEEDS

• Increase mobility and flexibility of work force
• Retain  existing infrastructure and 

protect  investment 
• Seamless migration from TDM to IP
• Contact Center Solution integrated  

with own CRM system

SOLUTION COMPONENTS

• Mitel SX-2000®

• Mitel 3300 IP Communications Platform (ICP) 
• Mitel Customer Interaction Solutions
• Mitel Enterprise Manager
• Mitel Teleworker Solution
• Mitel IP phones

RESULTS

• Improved customer service through better 
call management and distributed  agents

• New methods of flexible working – agents
able to work from any site or from home

• Add on further applications to improve
business processes and customer service 
as required
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Customer Experience

With six sites across Italy and no physical central contact center, the 
Alpitour Group needed to create a distributed contact center for all of the
travel agencies to provide a reservation service that could be networked
together so that everyone could access the system. If one agent is busy 
then the customer’s call is routed to another agent to make the booking.
The objective is to improve customer service through better call 
management and response times.

The Mitel Customer Interaction Solutions’ management and reporting
capabilities present managers with the ability to monitor and evaluate 
agent performance to assist with strategic planning in the Contact Center,
e.g., highlighting busy and quiet periods.

“Thanks to the quality and reliability of Mitel solutions, we are able to
migrate all ACD groups belonging to the reservation area from TDM to 
IP and create distributed agent groups. This has been possible thanks to 
the smooth migration from TDM to IP solutions offered by Mitel, allowing 
a convergence of communications tools and saving our existing investment,”
said Mr Lingua.

The Alpitour Group’s IP solution will grow with the business, and 
applications can be added as required. Agents are able to work from 
home using the Mitel Teleworking Solution and still retain the same
functionality that they have in the office. This will provide the Alpitour 
Group with the option of extending its hours of business, which in turn 
will increase customer satisfaction.

“Agents will soon be able to work from one of the sites or remotely with
their Teleworker Solution; with the same features and benefits they have in
the office,” said Mr Lingua. “Flexibility and mobility are key requests in our
industry, both from customers and employees, and thanks to the Mitel
solutions we are now able to satisfy.”

The next addition to the Mitel Networked Business Solutions will be the
integration of Alpitour’s own CRM system to offer a more personalized
service. Video conferencing will also be a future add-on and will result in 
a true converged multi-media experience, providing a unique service for 
the customer.

ABOUT ALIPTOUR

Alpitour Group is Italy’s leading tourism company
offering “all-inclusive” package tours and a wide
range of holidays in the Mediterranean and
throughout the world.

“The new project will allow us to

optimize network management

and implementation costs,

with no need to replace our 

installed technologies.”

– Mr Lingua
IT Operation of Alpitour

www.mitel.com

North America
Tel: (613) 592 2122
Fax: 1 800 648 3579

Latin America
Tel: (613) 592 2122
Fax: 1 800 648 3579

UK
Tel: +44 (0)1291 430000
Fax: +44 (0)1291 430400

France
Tel: +33 (0)1 61 37 00 90
Fax: +33 (0)1 61 37 00 99

THIS DOCUMENT IS PROVIDED TO YOU FOR INFORMATIONAL PURPOSES ONLY. The information furnished in this document, believed by Mitel to be accurate as of the
date of its publication, is subject to change without notice. Mitel assumes no responsibility for any errors or omissions in this document and shall have no obligation to
you as a result of having made this document available to you or based upon the information it contains.

M MITEL (design) is a registered trademark of Mitel Networks Corporation. All other products and services are the registered trademarks of their respective holders.

© Copyright 2006, Mitel Networks Corporation. All Rights Reserved. GD 12008   PN 51009316RB-EN

Benelux
Tel: +31 (0)30 85 00 030
Fax: +31 (0)30 85 00 031

Italy
Tel: +39 02 2130231
Fax: +39 02 21302333

Germany, Switzerland, Austria
Tel: +49 (0)211 5206480
Fax: +49 (0)211 52064899

Portugal and Spain
Tel: +34 91 490 5300
Fax: +34 91 490 5301

Middle East
Tel: +971 4 3916721
Fax: +971 4 3915288

South Africa
Tel: +27 11 275 2880
Fax: +27 11 275 2899

Asia-Pacific
Tel: +852 2508 9780
Fax: +852 2508 9232

South Pacific
Tel: +61 2 9023 9500
Fax: +61 2 9023 9501



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /ENU (Use these settings to create PDF documents with higher image resolution for high quality pre-press printing. The PDF documents can be opened with Acrobat and Reader 5.0 and later. These settings require font embedding.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


