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• with the highest number of members • with a comprehensive status world and 
exclusive top level segment (HON Circle) 

• with the broadest variety in EARN- & SPEND • with highest recognition in the industry

Program of the Year

Best Award

Best Bonus Promotion

Best Affinity Credit Card

Best Elite-Level Program

Best Customer Service

Europe, MiddleEast, Africa Japan, Pacific, Asia, Australia

Gold Silver Bronze Gold Silver Bronze
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Rewards booked

>1 Mio. p.a.

Correspondence

0,8 Mio. p.a.

Member Data Updates

> 5 Mio. p.a.

Account Statements

> 11 Mio. p.a.

Inbound Calls
1,8 Mio. p.a.
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Los Angeles
(Call Center, Res. & Ticketing, Correspondence)

New Delhi (Member Data Maintenance)

Gütersloh (HQ, IT, Correspondence)

Wilhelmshaven (Call Center, Reservation & Ticketing ) 
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Case Entry RoutingPre-Processing
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• Ca. 2 Mio. M&M
cases (8 Mio. inbound
documents) via
mail, fax, 3rd party

• Centralized opening,
manual recording and
sorting

• Physical forwarding • Manual Processing and
database updates

• Physical archive
(10+ years)

• Ca. 2 Mio. M&M 
cases (8 Mio. inbound
documents) via
mail, fax, 3rd party

• Scanning / Import
• ICR/OCR and form reco-

gnition
• Pre-classification

• Digital archive
• Fully redundant long-

term storage

ArchivingProcessing

• Transfer to Workflow
Systems

• Manual classification if
necessary

• Dynamic routing to
responsible unit

• Case processing
• Interfaces to middleware

services wherever
possible



������������������������-�
&��
��-�
&��
��-�
&��
��-�
&��
�� +	
&���
�/	�+	
&���
�/	�+	
&���
�/	�+	
&���
�/	�

Document Archive

Case Import
Processing

Fax 
Channels

Workflow System
Reporting

Inbound 
Mail
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Transactions

Tr
an
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Integration Server

BPM Suite

Custom GUI

Lufthansa Middleware

Online Monitoring

Long Term Storage

Partner 
Cases (AUA, 
LX)
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Indicators
beforebeforebefore afterafterafter

Features
beforebeforebefore afterafterafter

5 5 workwork daysdays <24 h<24 h

avg. time lost due
to classification error

avg. cycle time
archive research

ContactContact HistoryHistory ManuallyManually OnlineOnline

ProcessingProcessing Status Status NoneNone OnlineOnline

Service Level Service Level MonitoringMonitoring ManuallyManually Real timeReal time

max. cycle time: mail entry
until start of case processing

10 10 workwork daysdays <1 <1 workwork dayday

5 5 workwork daysdays <24 h<24 h

Process/RoutingProcess/Routing Changes Changes RetrainRetrain staffstaff „„ One One clickclick ““
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