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S tobar t  Air  is  led  by  a  pass iona te ,

highly  exper ienced  team  w i th

deep  know ledge  of  and  exper t ise

in  the  av i a t ion  industry .

 

Headquar ters :  Dubl in ,  Ireland

 

Founded :  1970

 

Webs i te :  www .stobar ta ir .com

S tobar t  Air ’s  story  begins  near ly  f i f ty  years  ago .  In  1970 ,  w i th  a  smal l  f lee t  of  BN-2

Is landers ,  James  Coen  and  Ralph  Langan  began  opera t ing  rel iab le ,  value- for-money

f l igh ts  for  the  one  thousand  inhabi tan ts  of  In ishmore ,  a  smal l  is land  off  Ireland ’s

w i ld  and  w indswep t  west  coast .

 

Today ,  S tobar t  Air  is  one  of  Europe ’s  lead ing  franchise ,  ACMI  and  char ter  av i a t ion

spec ia l ists .  Every  week ,  we  opera te  up  to  940  f l igh ts  across  43  routes  in  11

European  coun t r ies  w i th  our  Franchise  Par tners  Aer  Lingus  and  Flybe ,  inc luding

f l igh ts  from  Dubl in ,  Cork ,  Shannon ,  Donegal  and  Kerry .

S tobar t  Air  

http://www.stobartair.com/


Prov iden tCRM  bu i l t  a  solut ion  for  S tobar t  Air  tha t  wou ld  al low  case  managemen t ,

f l igh t  managemen t ,  customer  managemen t  and  KPI  t rack ing .  Cases  need  to  be  able

to  be  crea ted  from  e-mai l ,  from  web  forms  or  manual  crea t ion .  There  also  needed

to  be  the  abi l i ty  to  impor t  bo th  f l igh t  and  case  da ta  w i th  complex  dupl ica t ion  checks

to  ensure  da ta  qual i ty .  Numerous  repor ts  were  bu i l t  to  ass ist  w i th  KPI

measuremen ts .  S tobar t  Air  needed  to  have  a  360-degree  v iew  of  their  customer  and

be  able  to  spl i t  out  general  compla in ts  from  EU  regu la t ion  compla in ts .  This  solut ion

a lso  needed  to  work  w i th  mobi le  dev i ces .

Customer  compla in t  handl ing  was  or i g ina l ly  handled  by  S tobar t  Air  franchise

par tners  des i gna ted  teams .  I t  was  dec ided  to  br ing  customer  rela t ions  in-house .

S tobar t  Air  needed  a  system  tha t  cou ld  record  compla in ts  and  be  able  to  repor t  to

relevan t  depar tmen ts  on  expendi ture  or  wha t  passengers  are  compla in ing  about  so

tha t  they  cou ld  make  the  requ ired  changes .  For  example ,  i f  they  were  ge t t ing

compla in ts  about  how  people  were  handled  a t  the  a irpor t ,  they  cou ld  repor t  on  this

to  the  Ground  S taff  and  de ta i l  the  spec i f ic  issues  tha t  had  been  ra ised  in  the

compla in ts .

 

S tobar t  Air  were  rely ing  on  their  franchise  par tners  to  prov ide  them  w i th  relevan t

in forma t ion  but  they  were  inaccura te .  The  franchise  par tners  weren ’ t  cap tur ing  the

da ta  tha t  was  requ ired  and  their  f l igh ts  were  also  mixed  in to  the  da ta  which  mean t

tha t  t ime  had  to  be  spen t  narrow ing  their  da ta  down  to  just  the  f l igh ts  tha t  S tobar t

Air  were  concerned  w i th .
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SugarCRM  has  made  S tobar t  Air  more  eff ic ien t  and  solved  the  issue  w i th  repor t ing .

S tobar t  Air  had  an  in i t i a l  l ist  of  repor ts  tha t  they  had  to  be  able  to  genera te  and

grew  the  requ iremen ts  from  tha t  l ist .  The  in i t i a l  projec t  was  to  be  kep t  qu i te  bas i c

and  as  t ime  has  gone  on ,  S tobar t  Air  have  increased  the  number  of  repor ts  tha t  they

are  able  to  genera te .  S tobar t  Air  have  been  impressed  w i th  the  speed  tha t  they  are

now  able  to  answer  and  respond  to  compla in ts  by  hav ing  a  system  in  place  where

the  da ta  is  l inked .  This  has  enabled  S tobar t  Air  to  have  al l  the  da ta  tha t  is  requ ired

in  one  place .  Whereas  before ,  S tobar t  Air  wou ld  have  to  access  several  di f feren t

systems  to  ge t  the  da ta ,  there  is  now  one  place  where  they  can  see  the  fu l l  story .  I t

has  mass ively  reduced  the  amoun t  of  t ime  spen t  t ry ing  to  f ind  the  correc t  da ta  and

S tobar t  Air  fee l  this  di f ference  every  day .  

 

S tobar t  Air  have  had  a  lo t  of  new  people  star t  a t  the  bus iness  and  as  bus iness  go t

bus ier  last  year ,  o ther  depar tmen ts  had  to  step  in  to  help  the  Customer  Rela t ions

team  answer  the  compla in ts  and  everyone  was  able  to  adap t  to  the  new  system  w i th

min imal  t ra in ing .  I t ’s  very  user  fr iendly .  Any  issues  tha t  S tobar t  have  had ,  they ’ve

been  able  to  con tac t  Prov iden tCRM  to  ge t  f ixes  in  place .  These  wou ld  be  things  tha t

weren ’ t  necessar i ly  working  for  S tobar t  Air  or  things  tha t  were  s low ing  down

produc t iv i ty .  S tobar t  Air  have  been  able  to  eas i ly  adap t  the  system  to  make  i t  as

user  fr iendly  as  poss ib le  and  as  processes  change ,  SugarCRM  is  able  to  change  w i th

S tobar t  Air .

Br i l l ian t .  No t  a  s ing le  compla in t .  Prov iden tCRM   

are  always  a t  the  end  of  the  phone .



“Br i l l ian t .  No t  a  s ing le  compla in t .  Prov iden tCRM  are  always  a t  the  end  of  the  phone .

Any  issues ,  we  are  very  wel l  looked  af ter  and  everything  has  been  rec t i f ied  w i thin

the  hour .”

S tobar t  Air  wen t  out  to  Tender  and  looked  a t  a  number  of  systems .  SugarCRM  was

the  one  system  tha t  cou ld  l ink  a  number  of  elemen ts  al l  the  o thers  cou ldn ’ t .

Customer  Rela t ions  is  broken  down  to  two  elemen ts ,  i t  is  general  compla in ts  and

regu la t ion  compla in ts .  In  order  for  S tobar t  Air  to  be  able  to  answer  regu la t ion

compla in ts ,  they  needed  an  extra  step  tha t  none  of  the  o ther  CRMs  cou ld  prov ide .

Whereas  the  SugarCRM  system  tha t  was  proposed  cou ld  prov ide  the  Fl igh ts  solut ion

which  mean t  tha t  they  cou ld  use  one  system  to  respond  to  bo th  types  of  compla in ts .
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MAILING ADDRESS

6/7 Exchange Place, IFSC,

Dublin 1, D01 T9C2

EMAIL ADDRESS

sales@providentcrm.com

 

PHONE NUMBER

+353 (0)1 693 0000

+44 203 411 6799
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