
 

 

 

 
 
 
 
 
 
 
 
 
 
 

Background  

1.800.Flights is the one number to call to check the flight status for commercial 
airlines nationwide, toll free. The company provides continuously updated flight 
status for 141 domestic and international airlines Ð covering all 432 U.S. 
commercial airports and 173 international airports. Funded by sponsored 
advertisements, callers receive free 24x7 flight status, terminal and gate 
information. Status updates are also available online at www.1800flights.com.  
 
 

The  Cha lleng e 

With U.S. airline delays reaching a record high, the founders of 1.800.Flights 
recognized the need to provide a simpler, more convenient way for U.S. air 
travelers to check their flight status.  In addition to having to remember 
different phone numbers for each airline, travelers face issues obtaining 
information when flights purchased through a major airline are actually 
operated by another carrier.  
 
1.800.FlightsÕ chief strategist, Seth Stolbun, was just 19 years old when he 
identified an opportunity to combine speech recognition technology with the 
leading flight status database, FlightStats Ð giving tr avelers a single number to 
call for updates on nearly every U.S. commercial passenger flight.   
 
To execute their plan, the team at 1.800.Flights needed to find a standards-
based voice application platform that would seamlessly integrate with the 
FlightStats database while offering tr avelers an easy, pleasant user experience 
when calling for information. 1.800.Flights needed to ÒoutsourceÓ the solution 
since they werenÕt telecom experts and didnÕt have the internal infrastructure 
needed to support their vision. They also needed to minimize the operating 
costs behind their free service.    
 

1.800.Flights combines   
state-of-the-art flight status 
information with the latest in 
voice automated telephone 
technology to provide self-
service phone access to status 
information on nearly every 
commercial passenger flight 
arriving and departing the U.S.  
 

Voxeo’s Prophecy IVR 
Hosting eliminated the need 
for 1.800.Flights to invest in 
telecom infrastructure or hire 
in-house experts.  
 

ICOA built the speech-enabled 
IVR application to integrate with 
the FlightStats platform. 
 

Solut ion Highl ight s 

!  Cost-effective, hosted 
solution 

!  VoiceXML-based IVR 

!  Integration with Nuance 
speech recognition and 
synthesis 

!  Support for sponsored voice 
advertisements 

!  On-demand scalability 

!  100% Uptime Guarantee 
 
 

CASE STUDY: Prophecy IVR Hosting    

1.800.Flights Takes to the Voxeo 
Cloud; Provides One-Number Speech 
Access to Flight Information 
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1.800.Flight s Requi rement s 

1.800.Flights required a voice application platform with industry-leading speech recognition and 
synthesis capabilities. The solution needed to be reliable, fast and flexible to ramp with their 
business needs. 
 
Requirements included: 
 

- Straightforward integration with the FlightStats online database of aggregated, real-time 
flight information 

- Toll-free 24x7 access 

- An user friendly voice interface providing a fast, pleasant experience for both seasoned 
and novice callers 

- Support for large speech grammars  

- Support for sponsored voice advertisements within the call flow 

- Low upfront investment and ease of management 

- Flexible pricing and on-demand scalability to ramp with 1.800.Flights from start-up to 
high-volume service provider 

 
 
Solut ion 
Developed by I COA, Pow ered by Voxeo Prophecy Host ing 

After extensive due diligence, 1.800.Flights chose Voxeo Prophecy Hosting to provide the 
underlying voice application platform, managed application servers and speech capabilities. 
Voxeo hosting enabled 1.800.Flights to launch the service with no upfront investment in 
telecommunications hardware or infrastructure, and no ongoing management headaches. Voxeo 
even hosts and manages the servers that run their IVR application. 
 
Voxeo partner, ICOA, was selected to design the voice user interface and develop the 
application, which required support for large speech grammar libraries consisting of several 
thousand possible utterances. ICOA leveraged its deep experience in grammar design, 
development and tuning to create complex SRGS grammars for a natural language interface that 
allows users to specify airline and flight number, or air line departure and arrival cities and dates. 
After the main menu, users are prompted for missing information using directed dialog. The 
application uses Nuance ASR with DTMF (touchtone) for failover only.  
 
Sponsored advertisements are recorded by 1.800.Flights (or directly by the advertiser) and 
uploaded via a web portal developed by ICOA, allowing the end user to manage ad scheduling 
and maximum daily impressions. 
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How it works 

Travelers call 1.800.Flights and speak their air line and flight number to receive information. If the 
flight number isnÕt known, they can speak the departure and arrival city plus the approximate 
scheduled departure time. While the system searches for the data, callers hear a short voice 
advertisement.  The advertisements fund the service so that itÕs free to tr avelers. 
 
Flight status data is continuously updated and available to 1.800.Flights callers. The FlightStats 
database combines the most up-to-the-minute information from multiple sources including 
airports, airlines and the FAA. The Voxeo platform integrates with Nuance ASR to collect caller 
input and Nuance TTS to read back dynamic values retr ieved from the FlightStats system, 
including up-to-the-minute arrival and departure information, as well as terminal and gate 
information. Real-time flight and airport information is accessed by the 1.800.Flights application 
using the FlightStats web service API. 
 
To provide a high-quality user experience for both novice and regular callers, the system allows 
users to interrupt - or barge-in - at some points of the call, but not at other points such as when 
an advertisement is playing.  
 
 
 
 
 

 

 

Voxeo and ICOA helped 
I.800.Flights combine 
recognition technology 
with the industry’s 
leading flight status 
database, FlightStats. 
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Key Advantages 

Voxeo provides 1.800.Flights with significant advantages over other voice application platform 
solutions on the market.  
 

- The largest worldwide standards-based hosting solution 

- No upfront investment in hardware, infrastructure or expensive speech technology 
lowered initial start-up costs; att ractive per-minute pricing adapts to growing business 
demands and helps keep advertising fees competitive 

- Support for the latest standards, including VoiceXML and SIP, enabled ICOA to quickly 
develop the 1.800.Flights speech-enabled IVR application and integrate with the 
FlightStats system 

- Easy natural language interface with barge-in allows users to quickly obtain the 
information they need and streamline call flow for frequent callers 

In addition to obtaining flight status information over the phone, travelers can get information 
online at 1.800.Flights.com.  
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- On-demand scalability with bursting to handle heavy tr affic during holidays and during 
weather-related emergencies 

- Fault-resilient, load-balanced Tier 4 hosting centers throughout the US, backed by a 
100% uptime service level agreement  

- 24x7 Extreme Support from VoiceXML-certified support engineers 
 

 

Result s 

The 1.800.Flights self-service application has been running on the Voxeo platform since 2007. 
Voxeo hosting has enabled the company to cost-effectively grow their business, while delivering 
a highly reliable, world-class voice portal. 
 
By partnering with Voxeo and ICOA, 1.800.Flights was able to execute on its vision to voice-
enable FlightStats and provide tr avelers with a single toll-free number for automated phone 
access to comprehensive, real-time flight info across all airlines. The free service is support by 
advertising revenue. Sponsored voice advertisements are integrated with the user interface and 
provide retailers with a unique, one-to-one opportunity to deliver their message to a qualified, 
targeted audience. 
 
For more information about I.800.Flights, ICOA or Voxeo, see our contact information below.  

 
 
For more information: 
 
1.800.Flights 
Seth Stolbun 
seth@1800flights.net 
www.1800flights.com  
 
ICOA Inc.  
Shawn Rhoads 
srhoads@icoa.com 
1.800.916-ICOA 
www.icoa.com  
 
Voxeo Corporation 
sales@voxeo.com  
+1 407.418.1800 
www.voxeo.com 
 


