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 Client Overview
The customer is a leading budget carrier in the Middle East region. It caters to over 90 destinations globally and has served 
over 70 million passengers since inception. 
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The Context

Success Story - Bookings on the go with custom mobile app development

Private and Confidential

The customer was experiencing a massive growth in 
passengers within the first few years of operations, thanks 
to its disruption-free services and smooth user 
experience. However, with the advent of mobility and 
digital transformation, the customer wanted to empower 
its passengers with faster and more efficient booking and 
post-booking experiences, right at their fingertips. 
It needed to cater to a growing population that wished to 
carry out most of its daily life activities on mobile, which 
included travel bookings as well. The customer needed an 
exclusive mobile channel to complement its web-based 
solutions.

Sustaining operations through this high maintenance 
legacy mainframe system was becoming difficult, and 
posed an intolerably high level of risk for the business.

Key Challenges

Less personalisation of services

Even though the customer had an existing website, it was 
difficult to offer a comprehensive set of personalised 
services to mobile users who easily outnumbered PC users. 
The customer missed out on crucial digital advantages 
such as capturing unique passenger data, utilising it to gain 
more insights, and running tailored marketing campaigns.

Limited customer engagement

The customer's key competitors offered an array of 
convenience services through mobile such as bookings, 
reservations, seat selection, airport check-ins, and 
issuance of boarding passes. Absence of a dedicated 
mobile- friendly channel would gradually lead to the 
dissatisfaction of new generation passengers.

Growing consumer expectations

The customer did not have a dedicated mobile-friendly 
channel other than email to push promotional messages or 
critical booking information or flight schedule changes. 

As manufacturers came out with newer smartphones and 
devices every year, there was a need for a skilled partner to 
roll out dedicated applications that can address 
complexities in user interface, security, and other key 
challenges posed by new devices in the market.

Passengers wanted a smooth information service wherein 
they would be able to access details about their journey 
and past bookings, activate offers, and participate in 
promotions right from their mobile phones. It was 
impractical to urge them to go to the customer's website 
every time, and personalisation level for web traffic was 
not close to what could be provided by mobile apps.

Mounting technology challenges



The  Solution 

Ÿ Purchase of in-flight and other services through
  payment options like Apple Pay

Ÿ Alerts and notifications

Ÿ Loyalty and rewards redemption

The customer was able to deliver delightful booking and 
passenger services through both the apps and continues 
to deploy new features seamlessly according to market 
trends, thanks to the highly scalable and robust application 
architecture followed by IBS.

IBS was engaged to build a solution that would help the 
customer address the requirements of its large mobile 
savvy passenger base. After having a thorough 
understanding of the customer's booking technology 
ecosystem and prevailing trends in the mobility market for 
airlines, IBS built and deployed mobile apps for both iOS 
and Android platforms. With IBS' experience in creating 
solutions for the airline industry, the customer was able to 
quickly address conventional and unexpected challenges.

The IBS team ensured that the applications developed 
were scalable, future-ready, and optimised to ensure 
optimal end-user experience and minimal infrastructure 
usage for the customer's technology back-end. The apps 
designed for both iOS and Android phones were able to 
provide features such as:

Ÿ Ticket booking, modification, and cancellation

Ÿ Flight status 

Ÿ Seat, baggage, and meal selections

Ÿ Online check-in 
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Improved customer service with better insights

Convenience on the go

The mobile apps became a new digital tool for the 
customer to aggregate passenger information. 
Using industry leading platforms like Firebase and 
AppsFlyer, the app can aggregate passenger data such as 
booking patterns, frequency, and most demanded in-flight 
services. These data can now be used to deliver the 
passengers targeted mobile experiences, like promotions 
and marketing campaigns. With push notifications, it was 

Passengers opting for the customer's air services can now 
book their tickets, select seats, order in-flight services, and 
do much more from their mobile phones from anywhere. 
The customer could provide world-class services on a par 
with the best in the business and continues to add value to 
user relations. Self-service booking was made even more 
convenient as passengers could manage all of their journey 
activities on the go through these mobile apps.

Highlights of the Solution

Whether it is flight delays, schedule changes, or fare alerts, 
the customer now has a dedicated channel to remain 
constantly connected with its passengers. Passengers 
could respond to alerts and critical requests from the 
customer right from their mobile phones when situations 
demanded their immediate response, like in case of 
alternate arrangements for a cancelled flight. 

Better communication with real-time mobile channel

possible to alert the passengers of low fares for their 
frequent flying routes, among several other useful 
information.

Secure transactions

IBS provided separate applications for iOS and Android 
platforms, making it easier for the customer's technology 
teams to handle the complexities regarding future handset 
compatibility. The applications were built with re-usable 
and scalable components that could support high 
performance events in the future. The technology stack 
was developed to accommodate changes and code 
migrations in the operating system level, deployment 
requirements on the cloud, and many more transformative 
disruptions that could occur over time.

To ensure that the customer's mobile app-based 
transactions were secure from cyber attack, IBS deployed 
powerful encryption techniques for locally stored data and 
utilised several secure app development policies like SSL 
pinning and app obfuscation to ensure confidentiality and 
integrity of sensitive data. Also, the app is PCI compliant 
thereby enabling secure card transactions.

Better technology prowess
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The IBS Advantage

The customer was able to make rapid strides in its business growth, thanks to a state-of-the-art mobile technology solution. 
With decades of airline industry experience, IBS' consultative approach in identifying technology bottlenecks, and 
recommending best practices were widely acknowledged by stakeholders to be a key component in their technology 
investment decisions. As part of the on-going engagement, the customer is relentlessly pursuing newer innovations in its 
business model while IBS successfully transforms its underlying technology from mobile applications to booking engines, to 
support the growth.

Over 

820K 
downloads on 
iOS and Android 
combined

Over 

109K 
active monthly 
mobile app 
users

Average of 

10,000 
monthly bookings 
from mobile apps 
alone

Average user 
rating of above 

4.5 
for both 
iOS & Android apps

Success Story - Bookings on the go with custom mobile app development

Redefining the Future of Travel through Technology Innovation
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About IBS Software

Further information can be found at https://www.ibsplc.com

IBS Software is a leading SaaS solutions provider to the travel industry globally, managing mission-critical operations for 
customers in the aviation, tour & cruise and hospitality industries. IBS' solutions for the aviation industry cover fleet and crew 
operations, aircraft maintenance, passenger services, loyalty programs, staff travel and air-cargo management. IBS also runs a 
real-time B2B and B2C distribution platform providing hotel room inventory, rates and availability to a global network of 
hospitality companies and channels. For the tour and cruise industry, IBS provides a comprehensive customer-centric, digital 
platform that covers onshore online and on-board solutions. IBS Software is a Blackstone portfolio company and operates from 
11 offices across the world.


