CASE STUDY

HOW FAR WOULD YOU
GO TO TACKLE A BEAST?
WHEN A SNOW STORM LOCKED DOWN
THE UK, WE KEPT OUR CLIENTS MOVING.
When the Beast from the East hit the UK in
February, the Siberian weather brought with it over
192 hours of severe travel disruption; roads were
closed, thousands of flights were grounded and the
UK rail system suffered numerous cancellations.
Unprecedented temperatures and conditions even
forced Scotland to issue its first ever red weather
warning. Everything was starting to go into shut
down - apart from Reed & Mackay. The arrival of this
beast was our cue to step right up.

A RAPID RESPONSE
Using intelligence from the R&M/Protect service, we
worked around the clock to advise and protect
clients ahead of snow arriving. We also bolstered
our out of hours resource so by the time the first
flakes had landed we were ready to manage
demand. As we entered the eye of the storm we

“PENNY RE-BOOKED MY FLIGHT FIVE
TIMES IN THE END WHILE PROVIDING
EXCELLENT CARE AND
INFORMATION, KEEPING ME CALM!
SHE EVEN FOLLOWED UP THIS
MORNING TO CHECK I HAD GOT
HOME OK – MUCH APPRECIATED.”
kept clients informed and connected through
R&M/Mobile and an army of consultants
determined to get our clients to where they
needed to be. Our International Business
Continuity certification, ISO 22301 means we are
well practiced at keeping both your business and
ours running smoothly in extraordinary
circumstances.
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“THE FACT THAT YOU WERE
ON THE END OF THE PHONE
MADE IT ALL LESS ISOLATING
AND CERTAINLY REDUCED
MY ANXIETY LEVELS. I KNOW
IT’S JUST “WHAT YOU DO”
BUT EVEN SO...”

HOW WE DELIVERED
IN NUMBERS
Even when the numbers are
stacked against us, we go
above, and beyond to take
care of our clients.

WE KEPT
TRAVELLERS IN THE
KNOW WITH OVER
32,000 FLIGHT
STATUS UPDATES,
LIVE FROM AIR
TRAFFIC CONTROL

• Using R&M/Mobile, we shared
32,000 flight updates over 192
hours of travel disruption
from delays to gate changes.
• We made 3,128 calls to our
clients to help advise, protect
and work with them to ensure
that they got to their required
destination.
• We made 50% more changes
to bookings than on an
average week as we worked
through the night to keep our
clients moving.
• Our ETS team received 54%
more incoming calls and 76%
more emails than on a typical
week. They also received a
record amount of
commendations.

EXTRAORDINARY SERVICE
While the Beast from the East
was an exceptional circumstance,
at Reed & Mackay we’re always
ready for the unexpected. No
matter what happens, no matter
what time of the day or night, we
take pride in being able to react
swiftly to any perceived threat to
your travel plans. When
extraordinary things happen,
extraordinary people go to great
lengths to make sure you or your
staff get to your chosen
destinations.

“JUST WANTED TO
SAY HOW FAB THE
TEAM HAVE BEEN
WITH THE SNOW THIS
WEEK! WE’D BE LOST
WITHOUT THEM.”
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