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Elevating an Adventure Travel
Specialist with Cutting-Edge
Contact Centre Solutions

“Partnering with CloudInteract has truly transformed our

approach at Swoop. Their expertise in implementing Amazon
Connect has empowered us to scale our operations
effectively while staying true to the tailor-made service we're

Building a Lasting Partnership: Phase 1 of Swoop known for. With a unified communication platform and

Adventures Transformation Journey with Cutting-Edge
Contact Centre Solutions

real-time insights, we're not just meeting demand - we're
actively exceeding it by enhancing our customer experience
and operational efficiency. We're now positioned to drive our
growth journey forward, confident that we have the right

systems and support in place.”

Phase 1: The Foundation of Transformation Hayley Chambers

T Chief Operating Officer
Swoop Adventures, an adventure travel specialist in Swoop Adventures

tailor-made trips to ends-of-the-earth destinations
such as Patagonia, Antarctica, and the Arctic,
recently embarked on a strategic partnership with
CloudInteract to support their ambitious growth
journey. As they expanded, Swoop recognised that
their existing systems could no longer meet the
demands of their business. Fragmented tools and
outdated communication systems limited their ability
to track customer interactions, maintain consistent
reporting, and provide full visibility into agent
performance, impacting the seamless, tailor-made
experience that defines their brand.

Working alongside CloudInteract, Swoop began a
phased transformation, with the first phase focused
on strengthening their voice operations through
Amazon Connect. This initial phase successfully

centralised communications, improved data visibility, The Triumph so far

and provided real-time insights that empowered

Swoop to enhance their customer experience while Despite the early stages of this partnership, Swoop’s
preserving their bespoke service model. transition to Amazon Connect has been a triumph

not only in terms of operational efficiency but also in
preserving the essence of what makes their service
unique. Leveraging the Al capabilities of Amazon
Connect, Swoop has enhanced their operations with
advanced features like call recordings, transcription,
tagging, and customer sentiment analysis. These
tools have provided their team with actionable
insights, enabling them to deepen their
understanding of customer needs and refine their
personalised service approach.

The Transformation

With Phase 1 now complete and delivering
impressive results, Swoop is set to expand this
foundational work in the next stages of their journey.
Planned enhancements include integrating chat and
video functionalities into Amazon Connect, building
a true omnichannel experience that meets the
evolving needs of their clients. This phased approach
ensures that each stage of transformation builds
seamlessly on the last, positioning Swoop for
sustainable, scalable growth without sacrificing their
signature attention to customer experience.
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Phase 1 Achievements

&

In this foundational phase, Swoop has already seen
significant improvements, including:

Real-Time Data Visbility: By unifying voice operations
through Amazon Connect, Swoop gained a clearer view
of customer interactions, ensuring their high level of
personalisation could scale alongside their growth.

Operational Scalability: The flexibility of Amazon
Connect allows Swoop to expand without frequent
system overhauls, supporting their long-term growth
strategy.

Enhanced Efficiency: With streamlined operations,
Swoop’s team can stay focused on delivering exceptional
experiences to customers.
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