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At a Glance
hanks to a vibrant status quo. Currently, it is
I economy, the travel constructing a vast TCP/IP Problem

industry is booming global network through another With expansion and growth at
today, and due to rapid expan- subsidiary, Quantitude. Via this the heart of its objectives,
sion, needs a support base for medium, Galileo is seeking Galileo wanted to find new
its services. Galileo supplies new telecommunications and even better ways of
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Galileo also works through its  service contracts currently can Results

Internet subsidiary (TRIP.com) take anywhere from 72 to 144 The simulated two-year period
to provide a variety of e- hours. As another example, one revealed that the number of
enabled technology solutions toof the challenges encountered iscontracts with new medium-
the travel industry. However, that--while modeling a new sized accounts was increased
Galileo is not content with the process about to be imple- by about 120 percent, the

mented, sales representatives humber of contracts with new
were found large accounts was increased
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between 90- number of contract renewals
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and account percent. Galileo continues to
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were used tive customer relationship
about 95 management program that
percent. includes automating aspects of
However, its sales force to increase
while there positive interaction with its
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sales reps in a region, there is Results

only one account manager. By Through simulation, the aver-
honing sales and provisioning age time for an entry to wait fornetwork provisioning, systems
processes Galileo also wished two resources to simulta-
neously become available and functions. In addition, it will be

to increase new contract vol-

umes and revenues. Although imeet with a customer was
has been focused on streamlin+teduced from 20 weeks to less relationships with third-party
than two days. From an averageroviders of maintenance,
queue size of 54, the average isnstallation and telecommunica-
now less than one. Over a two-tions. These are key to the

ing online operations to en-
hance transactions between
travel suppliers and travel

to end—during contract devel-
opment, implementation,

configuration and help-desk

used to enhance Galileo’s

agency clients, Galileo wants toyear simulation, the maximum comprehensive effort to service
now examine the impact better queue size was reduced from customers and are being ad-
customer relationship manage-102 to six. Simulation also dressed as part of Galileo’s
ment would have on the overallrevealed process improvementgustomer relationship manage-
service and revenue picture. reducing account managers ment initiative.

utilization. The account manag-

Solution ers are now able to keep up and

Galileo employed several
methods, including
ProcessModel simulation

more than hold their own with
the seven regional Sales Reps.

modeling, to identify areas for The simulated two-year period
improvement. An “as-is” model also revealed that the number
was created and used to analyz® contracts with new medium-

various “what-if" scenarios.
This approach revealed that

sized accounts was increased
by about 120 percent, the

some current internal systems, number of contracts with new
large accounts was increased byengineering, modeling and

processes and organizations
could be made even more
effective and efficient.

about 150 percent, and the
number of contract renewals
was increased by about 50
percent.

Supported by the results of this
modeling activity, Galileo
continues to focus on building
an innovative customer rela-
tionship management program
that includes enhancing key
systems and processes, while
automating aspects of its sales
force to increase positive
interaction with its customers.

Future Applications
In the future, ProcessModel
will be used to help streamline

entire processes from beginning
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