	[image: image3.png]SSM%%,
%




	Superior Software for Windows Pty Limited

Gateway Court Suite 10

81 – 91 Military Road 

Neutral Bay NSW 2089

Australia
	info@ssw.com.au                
www.ssw.com.au


Phone + 61 2 9953 3000  
Fax + 61 2 9953 3105


[image: image2.png]SSM%%,
%





.NET drives Westbus into customer service fast lane
· Westbus transports 20 million Sydney passengers a year

· Customer service solutions streamline business functions

· .NET applications save time and capture key customer data

Sydney’s largest private bus company, Westbus, transports 20 million passengers on local, city, school and charter services through the city’s western suburbs every year. 

Each day its 400-strong fleet of distinctive sunflower yellow buses covers 56,000 kilometres along 73 routes.

The sheer scale of the company’s operations demands immaculate customer service to ensure efficiency and success for this 45-year-old transport business. 

With this in mind, Microsoft partner Superior Software for Windows (www.ssw.com.au) deployed Microsoft .NET in two solutions to help Westbus improve its customer service processes and delivery. 

They include a highly efficient system for handling customer issues and an automated chartering quotation system that guarantees accurate costings. The latter integrates with Microsoft Great Plains, which Westbus uses for accounting and invoicing. 

Building in .NET meant Rapid Application Development (RAD) techniques could be applied. Typed datasets and ASP .NET controls with a proprietary Code Generator ensured swift delivery. Both systems, built on ASP .NET and SQL Sever, incorporate ADO .NET for data access. 

Westbus customer service staff must handle comments and information ranging from lost purses through to requests, changes or improvements to its services. Until recently, these were dealt with manually through a time-consuming, paper-based system. Now, thanks to .NET, a new, automated system enables service staff to respond to customers more quickly and efficiently.

“Previously our staff would have to handwrite the details of customer feedback, issues or complaints given over the phone. Now, they can type them directly into a central database as the details are being spoken to them,” says Westbus business development manager, Daniela Fontana. Complaints are logged centrally for review by the Customer Services Manager, which ensures they are not lost in the process.

Customer issues that previously took several days to process from initial contact to completion now take less than 24 hours in some cases, says Fontana. “This gives us fairly immediate and valuable insights into our business, including weekly statistics on how many calls we have received as well as recurring issues and trends that may be occurring on specific routes,” she explains. “There is also centralised access and reporting on complaints and complaint resolution.”

The .NET-based chartering quotation system has also been deployed in the seven Westbus depots and enables more accurate, consistent quotations for chartering work. “It takes the guess work out of pricing by offering more available, real-time data as well as centralised reporting,” according to SSW’s Chief Architect and Microsoft Developer Network Regional Director, Adam Cogan.

Two developers worked on each of the projects, which were written in programming language C#. The use of ASP .NET over traditional ASP saved up to four weeks development time in each case, says Cogan. Both systems operate on a Microsoft Windows 2000 Server.

Daniela Fontana says staff reaction to the new quotation system has been positive. “They are finding it a lot easier and faster. It is a very user-friendly system and has replaced one that was very tedious.”

Fontana estimates that both new systems are saving the company at least several hours per day in labour. “We were not really doing it to save costs, although that is a welcome by-product. Our primary motivation was to improve our service to customers and we have certainly achieved that in both cases,” she says.

The Editor Group
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