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Context : an air cargo leader with a high level of pricing maturity

• European Air Cargo global carrier. Revenue $2bn

• 90 destinations

• 85 offices in over 50 countries supported by 500 Sales Agents

• Customers are Freight Forwarders booking through either Spot or Allocation bookings

• Pricing challenges

• Long Time to Quote

• No streamlined quoting processes / error prone (emails, multiple apps)

• Pricing / Discount discrepancies (lots of Approval Requests)

• No unified surcharges and services offering
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Project Milestones & Results

• Milestones

• Spot Sales Go-Live: August 2019

• Contract Sales Go-Live: September 2020

• API Self-Service Go-Live: March 2021

• Portal Service Go-Live : S2 2021

• Results

• Time to Quote reduced from 20 min down to 5 min

• Quote Approval reduced from 80% down to 50%

• +800,000 Quotes produced in 2020 (pics of +100 daily quotes per Agent)
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How we infused Dynamic Pricing into the Quoting Process
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Digital Sales & Self service: Use Case
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“The cargo airline group said that in June its online sales 

percentage reached 60% for the first time. In the US, its 

online sales percentage reached over 50%, an all-time 

record.”

It’s not “IF”, it’s “WHEN”. A digital sales channel will become more and more 

expected going forward
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Digital Sales & Self-service: a shortcut to interact with customers

• 3 reasons why the air cargo company had to increase digital engagement with its 

customers:

1. Interacting digitally with Customers is a key aspect of digital transformation

2. Establishing a direct link to self-service requests or transactions (quote, allotment, booking…)

3. Requirement and cost of doing business

• Trend in the industry (and society)

• Expected by customers

• Already offered by some competitors

• Benefits are both for the company and the customer:

• Time saved and avoid data entry from sales staff, reinvested in other activities with higher value

• More revenue: Instant reply = higher win rate

• More revenue: better engage with smaller customers / markets

• Better service: easy to deal with customer experience and avoiding manual entries to customers as well
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Digital Sales & Self-service: a shortcut to interact with customers

• How we implemented: a recipe that works well

• Consistency across channels to avoid cannibalization

• Managed at local level: quotes shall belong to corresponding booking office

• Gradually: one step at a time: starting with 1 customer, 1 type of product (commodity)

• Take it or leave it pricing: Online = 1 price (Target). 

• Not everything is eligible for online channels: “eligibility workflow”



©2020 PROS, Inc. All rights reserved. Confidential and Proprietary
page 10

Wrap Up
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Lessons Learnt / Best Practices

• Project sponsoring from C-Level for alignment and execution efficiency

• Cross-BUs Program (Sales, Revenue Management, IT)

• IT support is crucial (data interfaces, system API-fication)

• Change Management is critical for project success

• End-user champions onboarded since project kick-off and regular touchpoints (demos)

• Local roadshows for education and training 

• Clear definition of Pricing Policy

• Identify key drivers / Adaptability to Market Dynamics

• Strong maturity already existed in the organization


