Case Study

Success Story: Amtrak
In order to control costs and provide a great customer experience, Amtrak
invested in an Empirix Monitoring Solution. Automating the monitoring system
speeds discovery of issues so they can be fixed before they affect customers.
Amtrak Automates Management of
Speech Applications with Empirix
In today’s travel market, customers expect to be able to book trips by phone
or online; and they expect smooth,
reliable, error-free contact center connections that are available around the
clock.
The call center experience is a vital
part of the overall travel experience
and poor service can cause a traveler
to switch providers just as quickly as
lost luggage or unnecessary delays.
“We take a lot of pride in the quality
of our automated customer service
solutions,” says Rob Early, lead IVR
engineer at Washington, D.C.-based
Amtrak. He should be proud; Amtrak’s
speech-enabled interactive voice
response (IVR) systems seamlessly
support two national contact centers
(Riverside, Calif. and Philadelphia,
Penn.) that together handle an average
of 45,000 calls per day.
For Early and Amtrak, controlling costs
is especially important because, like
the company as a whole, Amtrak’s
contact centers must operate on
the tightest possible budgets. As a
creation of Congress, the company
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depends on direct support from the
federal government to provide adequate capital funding and annual
operating subsidies. Though it is the
nation’s only major passenger rail
corporation, Amtrak nonetheless
operates in a highly dynamic environment where it competes directly with
the airlines. Therefore the company
must offer first class customer service. It isn’t an easy job. Managers
in every aspect of Amtrak operations
– including IT and customer relations
management – must make every
penny count.
“Both our telephone and Web-based
reservation systems need to be as
efficient, reliable, and easy to use
as anyone’s, but we have to do it for
less,” says Early. “It is essential that
we are proactively ensuring a great
customer experience. We want to
know about emerging issues before
they degrade further and affect our
customers. The OneSight Voice Engine
from Empirix gives us the data we
need to accomplish this.”
First Class Service
To provide customers with 24 hour
service, Amtrak deployed an automated phone-based reservation system

It is essential that we are
proactively ensuring a great
customer experience. We want
to know about emerging issues
before they degrade further
and affect our customers.
The OneSight Voice Engine from
Empirix gives us the data we
need to accomplish this.
Rob Early
lead IVR engineer
Amtrak

COMPANY
National Railroad Passenger Corporation

INDUSTRY
A nationwide rail network, serving over
500 destinations in 46 states and three
Canadian provinces on over 21,000
miles of track. An average of more than
74,000 passengers ride more than 300
Amtrak trains per day.
www.amtrak.com
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tem to call into each IVR once every
twenty minutes, we can catch many
emerging issues before they become
problems that would adversely impact
our customers,” says Early. “Then,
using the compiled performance data
that the OneSight Voice Engine stores
for us, we can quickly diagnose issues
and collaborate with all the relevant
technical staff. We can look at the
severity of the failure and figure out
why one area of an IVR was affected
while others weren’t. We can then
look into what we need to do to repair
the problem. Ninety percent of the
diagnostic testing that Amtrak does to
find problems between its IVR applications and its back-end data systems
are now fully automated thanks to Empirix,” Early notes, adding, “That gives
us peace of mind, and more staff time
to focus on new initiatives.”
Even though Early has become comfortable writing his own scripts and
analyzing the resulting data, he continues to draw on Empirix expertise.
Recently, Empirix created a custom
alerting solution for Amtrak that warns
staff when a variety of SNMP (simple
network management protocol) server
conditions occur.
“The customer support has been
terrific,” noted Early. “They’re always
available by phone, and they can
usually answer questions and solve
problems on the first call. If they can’t,
they stay with it and get back to us
quickly.”

“No question about it,” concludes
Early. “I would tell any company in a
similar situation that Empirix knows
what they’re doing, offers a level of
value that’s hard to find elsewhere and
is extremely easy to work with.”

Ninety percent of the diagnostic
testing that Amtrak does to find
problems between its IVR applications and its back-end data
systems are now fully automated
thanks to Empirix. That gives us
peace of mind, and more staff
time to focus on new initiatives.
Rob Early
lead IVR engineer
Amtrak
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