CASE STUDY

RAL (Ruapehu Alpine Lifts)

Overview
Ruapehu Alpine Lifts (RAL) operates the Whakapapa and Turoa Ski Areas
on Mt Ruapehu - it was established to promote activities on Mt Ruapehu
and provide amenities for visitors to the mountain.

The uphill challenge
With over 5500 visitors each Winter, RAL needed a customer experience
second-to-none.
RAL engaged Arjan Noordhoek as Digital Change Manager to
help define the digital strategy and translate it into a technical and
business solution. Arjan previously worked in the ski and tourism
sector, was experienced in many digital applications and in using agile
methodologies to drive improved customer experience.

Recognising the right sort of snow
The first task was to look at the operation as a whole and it was quickly
realised that ecommerce was fundamental; trends were showing
that manual processes needed to be taken online. A new platform
and software solution was needed which integrated all back-office
systems, booking/ticketing system as well as a new ecommerce
website.
One of the key drivers behind the digital change was queues!
Reducing the amount of time spent in queues meant more time
enjoying the mountains. Many visitors drive long distances
to get to the ski slopes, they want to ski, not spend time in
queues booking equipment and passes. Arjan states “Our
objective was to implement solutions that got visitors onto
the snow as quickly as possible”.

The customer journey is far more complex than just buying
a ticket to the ski lift. Experienced skiers arrive and just need

Finding the right instructor

a ski lift pass, others will be on their first mountain visit and

Arjan already knew the team at Augen, having worked with

need help to get started – clothing and equipment rental,

them before on an agile transformation project, so it was an

ski lessons, passes etc. Creating a solution to achieve this

easy decision to contact them for an initial discussion. Says

online and in advance would mean less time in queues and

Arjan “I knew what Augen could offer and how they worked,

getting straight to lessons or skiing.

I was confident they would deliver what we needed and

To provide quick and easy access to mountain activities (a
‘go directly to the snow’ approach), Arjan felt the solution
was a ticketing system that did all the hard work for the

that their pricing would work with our budget”. No other
potential partners were consulted as Arjan was more than
confident that Augen would deliver a quality solution.

visitor – guided them through the process, let them book

Having worked together before, Arjan and Augen knew

and buy/rent what they needed online beforehand and

each other’s working style so there was no learning

then, using an RFID card as an entrance mechanism, simply

curve. As product owner, Arjan was managing the team

scan their QR code at the dispensers onsite, collect their

and the budget. “We needed to get started quickly and

equipment and go to the snow.

Augen understood that. We didn’t want to spend time

Arjan says “As always, customer experience was the top
priority. If we could make the whole process easy and quick,
then our guests would get to spend more time on the snow.
The solution had to speed-up as many stages as possible to
deliver on the strategic goals. With happy, satisfied guests,
our staff would also receive a great work experience which
meant they would want to return to work with us”.

“

working out how the relationship would work. The lines of
communication needed to be clear and short so I discussed
activities with the team here in New Zealand and Augen
relayed it to their teams here and in Vietnam”. It was
interesting talking to the Vietnamese team about skiing as
snow and skiing experiences were not familiar to most of
them!

Ramping-up
As always, customer experience was the
top priority. If we could make the whole
process easy and quick, then our guests
would get to spend more time on the
snow. The solution had to speed-up as
many stages as possible to deliver on
the strategic goals.

”

Working against tight deadlines to implement the solution
before the next ski season added a level of pressure to the
project, but Augen made sure it was all well planned and
achievable. From the software development process, we
were very confident about the whole project. Quality
control and a robust feedback mechanism was key as

was working with an agile methodology. RAL was delighted the
development and implementation went to schedule. Augen was able
to manage adjustments to the requirements and be flexible in their
approach to still completing work within deadlines.

About Augen

Working with Augen

Formed in the 90’s by Peter Vile and Mitchell

“It was a really good and very proactive relationship” says Arjan

Pham, Augen is a fully Kiwi-owned outsourcing

“Augen was flexible when it came to requirements changes and
they got up-to-speed very quickly. They recognised what we were
trying to achieve as a business and for our customers and guided

partner delivering custom-built software. We are
always focused on our core belief that innovation,
customer partnership and employing brilliant

us in how to get there. They delivered an end-to-end solution that

people is the key to any successful business.

met the objective.”

“

Augen delivers software development, resourcing

Augen recognised what we were trying to
achieve as a business and for our customers
and guided us in how to get there. They
delivered an end-to-end solution that met the
objectives and goals of the RAL Board.

”

and integration needs. We build creative,
fit-for-purpose solutions specifically crafted
to your needs and budget. To stay true to our
DNA while always focusing on customer value,
Augen purposefully does not sell or promote any
other companies products, nor (re)sell any form
of software licensing. While we are a Microsoft
Gold partner (and frequently work with the wider

Ensuring the experience downhill was
uplifting

Microsoft eco-systems), we are also constantly
developing solutions with other applications,
mobility environments and cloud platforms.

No-one can deny that 2020 was a challenging year, especially for the
tourism industry – RAL wasn’t sure when they would be able to open
or for how long. Additionally, they had the added complication of
many of their ski staff coming from Canada and Europe so they weren’t
available. However, RAL and Augen worked on knowing the benefits the
solution would bring.
Following the implementation of the new solution, RAL had their best
season in recent years! Because market demand is to buy/book online,
visitors were able to satisfy that demand easily and quickly which, in turn,
meant time spent in queues at the point of sale sites were eliminated. RAL
was able to operate through COVID as no direct contact was necessary to
make their bookings and rentals.
An important feature of the solution was the ability to hold visitor records and

“

Working with Augen
made the project easy,
their understanding of our
objectives was quick and they
were able to provide workable
solutions to meet our goals.
They are a team you can
trust – with their development
work, project management
and ability to deliver.

their requirements from previous visits - including the type and size of equipment
hired - speeding up the process. The need for season pass holders to go to a
point of sale kiosk to collect their passes was also eliminated as they could buy
online and on arrival at Ruapehu, just go directly to the ski lifts.
Arjan ends “Working with Augen made the project easy, their understanding of our
objectives was quick and they were able to provide workable solutions to meet our goals.
They are a team you can trust – with their development work, project management and
ability to deliver”
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