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AGENDA: ﬁ

« Why Organizations are evolving to address new
challenges in 2022

« How Volaris Airlines transformed it's digital CX to close
The Engagement Capacity Gap™

 What strategies can brands use to address the needs of
the Digital-First customer
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c FORUM It's Time to Reconnect Human Experience O IMT
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Brands Need to Stay Ahead of Rising
Expectations from Customers

2022 Verint Systems Inc. All Rights Reserve: dwide.
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Do you feel your customers have higher expectations of
digital engagement than they did a year ago?

YES NO
94% 6%

94% of CX professionals believe their customers have higher expectations for digital
engagement than they did a year ago

Verint Survey: “State of CX Trends Report, 5th Edition” - UK/ US 2021
© 2022 Verint Systems Inc. All Rights Reserved Worldwide
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



Consumer Shifts Widen the Engagement Capacity Gap

Increasing Interactions
-and-
Elevating Expectations

The Engagement
Capacity Gap™

Budget &

Resources
Time

© 2022 Verint Systems Inc. All Rights Reserved Worldwide



The shift to digital has yielded both customer and
employee engagement challenges

Consumer
Elevated Expectations
Rise of Self-Service
Choice of Journeys

Shift ————
to Digital __/ -

Workforce

Work from Anywhere
Generational Shifts
Workforce of Humans & Bots

2022 Verint Systems Inc. All Rights Reserved Worldwide



Customers Expect Flexibility and Choice for
Communication, Content and Services

o

CONFIDENTIAL AND PRd RRRRRRRRRRRRRRRRRRRRR V SSSSSSSSSSSSSSS . Source: Forrester Research “The 3D Connected Consumer in 2020”


https://www.forrester.com/report/The+3D+Connected+Consumer+In+2020/-/E-RES161095?objectid=RES161095

The Engagement Capacity Gap In 2022

This year:

7 6 of leaders believe customer
1)

Interactions &
Channel Growth

engagement challenges will

Customer / increase in 2022
o

Expectations

Workforce

. workers to be moderately
Dynamics

7 1 find retaining talented

highly challenging.

0 or highly ging
Yo

520 have difficulties dealing
/0 with customer engagement

due to supply chain issues.

v E R I N T he C = C = © 2022 Verint Systems Inc. All marks referenced herein are trademarks, registered or otherwise, of Verint
9 \ . The 299 L Systems Inc. (“Verint"), its subsidiaries, or its respective licensor owners. All Rights Reserved Worldwide.



Key Highlights for 2022

Evolving Customer Preferences Meet a Rocky Labor Market

Changing consumer behaviors and expectations are among the top concerns
* Customers now dictate their own complex, multi-channel journeys, and organizations
must evolve Customer Engagement and Customer Experience to keep up.
Talent Management concerns
* An unprecedented upheaval in the workforce means the race to hire and retain talent
is tighter than ever.
Customer Engagement concerns

* Leaders expect staffing shortages and supply chain disruptions will have the greatest

impact on their ability to manage CE/CX in 2022.

10 | VERINT



Customer Engagement Challenges

Top Areas with the Greatest Impact on Customer Engagement Challenges

530 Dealing with staffing 5 1 % Growing preference for digital-first,
A) shortages/labor challenges self-service options for sales and

customer service channels
Satisfying customer expectation gaps

52% stemming from supply chain issues 50% Operating via the

remote/distributed workforce
Managing omnichannel

51 % customer interactions

| . . .
\\ / , Leaders expect labor shortages and supply chain issues to have the greatest impact on their
’ ability to manage customer engagement and experience in 2022.

11 | VERINT



The Engagement Travel
Preparedness Index TochrTelocom

Financial Services

Solutions State
* The level of implementation or
expansion of customer

engagement solutions in 2021 Government/
Public Sector
Preparedness
Retail
* How well-prepared companies o
believe they are for 2022 Utilities
Anticipated Investment Healthcare
*Where companies plan to spend Insurance
in 2022 on customer engagement
solutions and initiatives _
On-Track Vulnerable Severe Risk
65-100 45-65 <45

12 | VERINT



volaris How Volaris Airlines transformed the digital customer
= journey to close The Engagement Capacity Gap™

Extend Channels

* Deliver customer experiences on the
channels customers already prefer

Automate Common Intents

* Identify and solve common customer
inquiries in real-time through bots/Al

One Workforce

* Engagement orchestration across tools,
devices, channels

Proactive Re-engagement

* Engage customers proactively with highly
relevant, personalized updates

Increasing Interactions
and

Elevating Expectations

The Engagement
Capacity Gap™

© 2022 Verint Systems Inc. All Rights Reserved Worldwide



Over the past 10 years, Volaris has become... volaris *.

The top domestic |
Mexican airline + # 1 ocn

Airline

among the top
LCC’s in the world.

VERINT



The formula for ultra
low cost carrier airlines (ULCC’s):

Drive Down Price
to Acquire More
Customers

VERINT

Growing Demand Through Lower Fares

Volaris' booked Base Fare
Passengers (MXN)
1.5M 1,500
10
1,200
0.5
0 900
JAN 10 JAN 12 JAN 14 JAN 16 JAN 18

. Base Fare . Passengers



The Volaris Airlines Challenge

N\

AN

Reduce Cost Deliver Great
To Serve + Engage Customer Experience

The Cust:




Three Key Pillars for
Driving Cost Efficiency + Great CX

Kt
- &+ @

¥ g N

Promoting the Deflecting From Automate key moments
Customer’s Contact Less Efficient across the customer
Channel of Choice Channels journey

The Cust:




Matching the Right Channel to Appropriate Customer Need

Drive ROI by handling common intents via self-service and bots,
while reserving agent effort for high-value, complex use cases

Self Service Full Service
Low Touch I ENGAGEMENT MODEL I High Touch
0 [;D S '
o I I * ok ok
1 ] 1
. Bring |
Community Social Email \ YourOwn | Messaging Chat Voice / IVR
Simple @l ¢« ¢« ¢ ¢ ¢ ¢ ¢ ¢ o o 0 0 0 o o o o ae I 0 0 0000000000000 Complex
. « USE CASE COMPLEXITY > .
Common Intents Unique Intents

© 2022 Verint Systems Inc. All Rights Reserved Worldwide. 18
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



Global Messaging App Audience

Twitter DM @ @ WhatsApp
4.3% 16.5%
WeChat
1.0%

Google’s Apple
Business @ @ Business Chat
Messages 15.4%

27.5%

Instagram

Messaging @ Messenger
11.0% 14.3%

© 2022 Verint Systems Inc. All Rights Reserved Worldwide.
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



Messaging as the cornerstone customer engagement channel

Volaris knew that it’'s mobile customer base had a strong demand
common messaging apps like WhatsApp

o:Oo
Community
[}
7 Social
)
* Instagram
* Facebook
* Twitter

© 2022 Verint Systems Inc. All Rights Reserved Worldwide

CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.

Email

o = = o —

Bring
Your Own

]

Voice / IVR

Messaging \
+ WhatsApp

* Messenger
» Twitter Direct Message

20



Traditional channels transformed into avenues
for proactive re-engagement

Email and Voice used to proactively contact customers to provide
updates, echoing the experience delivered over messaging channels

929 Oo
Community

Bring
Your Own Messaging Chat Voice / IVR
- aen o / - eeaas ar er er ar ar or Er G G G GP oGP Gr Gr Er ar o e e
,’ Email Voice / IVR -
* Receipts * IVR deflection to messaging

» Proactive calls for time-sensitive
cases

 Stratus updates
» Detailed case correspondence
+ Additional avenue customer
verification/authorization

21

© 2022 Verint Systems Inc. All Rights Reserved Worldwide.
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



9:41 AM

<0 ° Volaris

:heduled

Add extra cabin baggage
check what items are
allowed...

or see how much baggage yo

Ca:v check in
<4 Add weight cabin
Allowed on board

Checked Baggage

’

u

B2 | have booked

May | help you with any of
o these queries?

Flight cancelled

& More help

YOY growth
Of Customer
Messaging Volume

Reduction in
Agent Response
Time

Increase in
Number of Agents




volaris # Digital CX Transformation

O Messaging as %
8 1 /() of Overall Inbound
Customer Volume

CUSTOMER INTERACTIONS

CHAT :

AUG SEPT OCT NOV DEC JAN "18 FEB MAR APR MAY JUN JuLy AUG

2017 2018
\ VERTINT e customer Engagement Company™

SEPT

OoCT

NOV

DEC

JAN “19

FEB

2019

MAR



volaris % Leveraging Conversational Automation

Messenger Bot

osM|  Launched O Conversations Handled by a Bot
S O monthly average without
ransactional
Use Cases intervention by a human agent

CUSTOMER INTERACTIONS

AUG SEPT OCT NOV DEC JAN "18 FEB MAR APR MAY JUN JuLy AUG SEPT OCT NOV

2017 2018
\ VERTINT e customer Engagement Company™

DEC

JAN “19

FEB

2019

MAR



wll T -

Volaris Bot Containment Rate,

D
Il “ i O without need to escalate to

Search Prices Check-i O

“: Search & Book

" Conversations handled and
Check-in is open! You can now
get your boarding pass. O resolved by contact center

We look forward to welcoming agents

you on board.

MID & TUJ

5:15 AM Remaining conversations
O resolved automatically via
O Conversocial rules + filters

Check In

&D.
® =

Averages over a 10 months period



CUSTOMER INTERACTIONS

volaris # Digital CX Transformation

Messenger Bot Messenger
0.8M| Launched Chat Plugin
Handling Added to Website
Transactional A/B Test vs.
Use Cases Live Chat

CHAT : : ;
I I I I
AUG SEPT OCT NOV DEC JAN "18 FEB MAR APR MAY JUN JuLy AUG SEPT OCT NOV DEC JAN “19 FEB

2017 2018 | 2019

MAR



CUSTOMER INTERACTIONS

volaris # Digital CX Transformation

Messenger Bot Messenger Live Chat
0.8M| Launched Customer Chat Eliminated
Handling Added to Website 100% of Web Chat
Transactional A/B Test vs. Volume Moves
Use Cases Live Chat Vendor to Messenger
[ ) [ ] [ ]

CHAT : : ;
I I I I
AUG SEPT OCT NOV DEC JAN "18 FEB MAR APR MAY JUN JuLy

2017 2018

AUG

SEPT

OoCT

NOV

DEC

JAN “19

FEB

2019

MAR



volaris =ixi=

x Hi! We're here to answer any
questions you may have.

- O Cost Efficiency Gain of
O Messenger Customer Chat
Chat

vs. Traditional Live Chat

VERINT




Asynchronous Conversations
vs. Concurrency

Simultaneous Customer Interactions

Voice Live Chat Messaging

Asynchronous nature of messaging allows

handling of more conversations vs. chat/voice

Volaris Airlines 2017-2019 Operational Data



CUSTOMER INTERACTIONS

volaris # Digital CX Transformation Over 18 Months

Launched WhatsApp
Messenger Bot Messenger Live Chat Voice Channels Business Channel
0.8M| Launched Customer Chat Eliminated no Longer Promoted For Voice and SMS
Handling Added to Website 100% of Web Chat Phone Number Removed deflection initially,
Transactional A/B Test vs. Volume Moves from Website + VR Full bot experience
Use Cases Live Chat Vendor to Messenger Deflection Implemented 2019-2022

AUG SEPT OCT NOV DEC JAN "18 FEB MAR APR MAY JUN JuLy AUG SEPT OCT NOV DEC JAN “19 FEB MAR

2017 2018 | 2019




volaris

CHAT

2016

31%

%  Year-over-Year Shift in Overall
Inbound Volaris Customer Volume

CHAT 26%

2017 2019 2020

2021



Engaging across the customer journey

Stock
Check
Special Refund Warranty
‘ - Purchase + .
Offers P ~ . --— - < Service
P ~ - Subscribe B .
~, - ~

< ) Instructional _ N
~ Acquire Info -~ \
/ ~ < \

! ~A ’ @ Technical
! N 7 Support
~ 7
Product g N 7 !
FAQ I
| PR 4
\ - S /
\ ‘ - .\ ’
P - Order ~ ~

-~

’
Pd
‘ -7 Loyalty Tracking = \. .’
- — e - -
Upgrade ~ < - _4- -

Order Exchange
Engage Return

© 2021 Verint Systems Inc. All Rights Reserved Worldwide
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Volaris Airlines has optimized key moments across the
the customer journey with bot + agent engagement

Care

Flight status Baggage tracking
Retrieve booking Chec:k o PUSh IVR deflection
notification

Commerce

New Flight
Baggage purchase Travel Packages
Ancillary Use of Payments
Purchases promo codes integration

\ VERINT, e costomer sngasement



The Six Stages of the Conversational Customer Journey

..
,’—'—\\ ————— -
7 \\ //’ ~
’ ~ . Interact - - ~
rd ~ N
/ - - \
rd
/ \\ . \
I / \
A )
4\ Follow-up > ’
A mEE @
! AGENT o BOT !
Vd ~ . . l‘
: 7 ~ . .
- ~ /
\ _ ~ .
\ - ~ /
- ~ o, 7
\ ’/ \\ > -
\ - ~S - -
\ o-- WEmEE 000000 Tee---- -
~ -
. ®
.

© 2022 Verint Systems Inc. All Rights Reserved Worldwide.
CONFIDENTIAL AND PROPRIETARY INFORMATION OF VERINT SYSTEMS INC.



\"

D)0 (I3 How and where messaging channels help
customers conversations with businesses

T .
’—'—\\ - — —
- - _ - - o
7 ~ - ~
/ ~ _ - ~
~ N
e
/ ~
, < e \
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I A /
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4 N 7

~ 7
|
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ct your departure flight »

to Los Angeles

Calendar = Filter flights

> includes 2 small cabin bags.
the fees for extra baggage.

Wednesday Thursday
vember 15, 20
$179.00 USD
v:
Duration Artives
1 Stop GDL LAX
AM 14h 28m 11:39PM

e price for this flight gets the

Q New Search

Save
up to

°/

Flight Price/customer 2 0 °

Q64012 $298.99 USD more with
Select flight

$298.99 USD

D Beations vou g ave. °
“ uc,m Messenger chat plug-in

-

Operational efficiencies of
asynchronous messaging
vs. live chaat

e First Response Time reduced by 78%
e Agent Response Time reduced by 43%
e Average Handling Time reduced by 29%




° Volaris

Pasos para comprar vuelos en verano. o ®

volaris Click to Messenger
: Advertising Units

Driving Prospects directly
into Messaging Channels

Travel Company Q Send Message




We have new information about your flight.

MARIA,

Your upcoming flight from BBBBBB to CCCCCC with
reservation code AAAAAA on 1-abr has been updated
once more

atsApp and one of our a

g +5215558988

Thanks for understanding. We'll be v X
Thanks for contacting us.

Per your request, you may now message us via

WhatsApp here: https://wa.me/12125551212

volaris =ixi=

0%

Reductionin

inbound call volume by
deflecting to WhatsApp
via Email and SMS



Whether initiating new conversations

or continuing existing ones...

-~ —
= e —_ -

...how context and intent are gathered
is key to ensuring customers needs are addressed



O

Good afternoon - | received an
email stating that there was an
update to my itinerary?

My name is Alejandro and | can help
you with the status of your flight.
Could you provide me with the name
of the traveler and the confirmation
code, please?

Anthony Ortiz, A1B2C3

Great. | can confirm that your flight from
Cancun on May 19th is now scheduled
to leave 35 minutes earlier. Would you
like to confirm this new itinerary?

Sure, that works.

Perfect. Your new itinerary is confirmed
and the information sent via email.

Engagement via WhatsApp



& % Volaris Airlines

. [
| need want to check in for“r‘n‘vyi fl | ht vo I q r I S u

| can help you obtain your boarding
pass, | will just need you to enter your
reservation code (Six digits included in
your confirmation email).

Type 1 If you don't have your reservation
code to find it.

| don't have my reservation code

Rich NLU allows customers to do
Your reservation code is a random
combination of 6 letters and numbers. ﬂ |ght CheCk-In Vvia WhatSApp

You may find it in the confirmation email
that we sent you after your purchase. If
you can't find it, | can help you.

First, can you type the email used at the
moment of your purchase?

10:46 AN

Great, now | will need the last name of any
passenger on that reservation

Bob 10:46 AN

What is the departure date of your flight?
Type in the following format: yyyy-mm-dd

I'm leaving tomorrow .44 )

® > O




& % Volaris Airlines

United States, Type USA. A\ A\

[
Your flight has an update vo I q r I S -

Billy Bob, your flight 1234

from Mexico to Dallas with the
reservation code UCQV4Q has
been canceled. Choose one of the
following options to reschedule
your flight at no additional cost
and without having to call us.

Push notifications driven by deep
el APl integrations further personalize

Your flight has an update
Billy Bob, your flight 1234 from Mexico to

Dallas with the reservation code UCQV4Q ha... the Custome r eX pe rie nce

View options 10:27 AM

Type 1 to get an electronic credit for the
total amount of your purchase plus a
bonus of 25%.

Type 2 to change the time/date of your
flight at no additional cost in My trips.

Type 3 to receive further assistance if
neither of the above options is suitable for
you.

Keep in mind that the response times are
much higher than expected.

®© | > B



Engagement brings bots + humans together
to address key customer intents

-----
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& % Volaris Airlines

documents Information to ™ !

the Ik below (o QDI YOS VO I ArilS ===

passport information.

Travel do L

Submit passport info

Thanks for providing that information.

We have assigned you the following .

seats: 56 A supporting the most common

Billy Bob MEX->GDL: 31E .

Billy Bob GDL>DFW: 31E 1.5 use cases through automation

Type 1 to continue. A A A " "
— + rich integrations with Volaris

Below is a summary of your reservation: a nd 3rd pa rty SySte ms

Number of Passengers: 1

Flying from MEX to GDL on 2021-04-17
05:54AM

Flying from DFW to GDL on 2021-04-19
03:52PM

Type 1 to receive your boarding pass.

A
T 1056 AMY

® | > B



& % Volaris ¥

¢Cuantos adultos viajaran (de 13 anos o mas)? &3 & B

10:16 a. m u |

volaris ==
1 10:16 a. m. &/ |
Viajard algtn menor de 13 afios? &3 &3 Responde sfo
no. 10:16 a. m.
No 10:16 a. m. &/

iListo! Da clic en el siguiente link para ver las opciones FI ight booki ng / Cotizacién de Vuelo

para tu viaje 4 https://www.volaris.com/flight/select?utm
_campaign=Flights_Deeplink_Usa&adt=1&chd=0&rr=True
&cc=mxn&dd2=05/20/20228dd1=05/15/2022&in1=08&utm
_source=ChatBot&culture=es-MX&s=True&utm_medium=
social&utm_content=45m&d2=CUN&02=MEX&o1=CUN&d1
=MEX&DNR=1&promoCode=

10:16 a.m

Para cotizar otro vuelo escribe 'Empezar’

10:16 a. m.

© Mensaje )

o @
© ® ® & @
2l3]als5]s]7]l8]9]0

QIWIEJRJT]Y U OfP



& % Volaris ¥

de la opcion preteriaa:

@ Mireserva VOIq ris u

(¢4 Cotizacion de vuelo 74

(&) Servicios adicionales

(&) Check-in/Pase de abordar
(&) Estatus de vuelo “>=

) Equipajes Kl

&4 Membresias / Invex

{2J) Encontrar codigo reserva

My reservation / Mireserva

&) Informacion COVID-19 A
Escribe “Inglés" para cambiar idioma

Escribe legales para conocer nuestras politicas de
privacidad.

En cualquier momento escribe mend si quieres
regresar a estas opciones.

10:59 a. m.

1 10:59 a. m. &/

Escribe el nimero de acuerdo a tu eleccion:

@ Cambios de vuelo
&4 Estatus de vuelo
a Obtener pase de abordar

&) Encontrar mi cdigo de reserva




11:11 ©

& % Volaris ¥

uegos artinciales amd
Llamaradas, bengalas y Combustible, pinturas,
otros explosivos recambios de encendedores
ofésforos

volaris »

Baterias de litio .
Articulos para el hogar

Drene limpieza, solventes,
cloro

Para su electrénica
(computadora, teléfono,
tableta).

e Flight check-in / Pase de adordar

Aerosoles, gas butano, tanques de buceo, tanques
de propano, cartuchos de CO2, balsas inflables
autométicas

ci

Por favor selecciona el nimero que corresponda a tu
respuesta:

1.Si
2.No

Mensaje

© ® & $ @
21314]516]17]18]9]0

QIWIEJR|TJYJU O|P




11:18 ™M
& % Volaris ¥

¢Podrias decirme cudl es el nimero de tu vuelo? (Ej:
716, este niimero lo puedes encontrar en el correo de tu

|
confirmacion o en tu pase de abordar) 11:18 a.m. Vo I q r I S u

701 11:18a.m. W/

iPerfecto! puedes consultar los horarios de tu vuelo.
¢Cudndo es la salida de tu vuelo?
(Escribe solo el nimero)

:::Zj Flight status / Estatus de vuelo

&) Mafana

Dame unos segundos mientras busco la informacién. -

11:18 a. m.

2 11:18 a. m. &/

@ Mensoje (\Q\J

Q
© & = \Z @ e

1121314151617 ]18]19}0
Q W/E/R TIY]U OfP




11:19 OVdu

(> @& bots.conversocial.com/form: ()

Travel Document: Passport

Name on document

Billy Bob

Issuing Country

Document number

Birth Country

UNITED STATES OF AMERICA

volaris =ixi=

Data collection via secure forms and
integrations with key systems
supports seamless
asynchronous interactions



Measure the quality of your CX to identify

Discover opportunities for improvement
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Gather CX Data at Any Point in the Journey

Messenger WhatsApp Twitter

Kelly Rhoads > : ) o . .
£ Back e This is the customizable question (e.g. How

satisfied are you with your interaction?)

Just a quick question

I've updated your reservation to
How likely is that you would recommend Volaris include your onalty number, have a S .
nice day :) unsatisfied
-- Anthony

@ @ We hope we were able to resolve Please tell us why (optio

Airlines to someone else?

@ @ @ your issue today. Please complete
the survey to give us feedback and
, — CSAT and NPS can be
Not at all likely Extremely likely https://app.conversocial.com/ measured |n the ConteXt
survey/ i i
Please tell us why (optional). 14054/5e1cb03ec456f84019514ea of any interaction ty.pe’
3/ within any messaging
d7baf27d3d98dcee8eecb0a55651f channel.
89f

F C ®@ 9




Delivering on the customer’s channel

volaris of choice drives customer loyalty

e | B BN T B S el I AEE s |
VOICE NPS: [ e e o o e e e e e e e e e e e e e e e — o

AIRLINE INDUSTRY BENCHMARK: | e e e e e e e e e e e e e e e e e e e e e

Clear consumer preference
for Messaging compared to
traditional channels.

* Satmetrix/NICE Industry NPS Benchmark Report, 2019



Follow-up with customers with additional
info as it becomes available

7 - ~
~ - ~
)/ ~ Interact _ - > N
~ I \
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circle back to ensure customer satisfaction,
or prompt re-engagement where appropriate

© 2021 Verint Systems Inc. All Rights Reserved Worldwide



11:18 all T @m)

< ° Volaris Airlines a %

Due to schedule changes to flight DL33, - |
we are inviting you to volunteer for a |}
flight change free of charge. If you vo q r I S | DN W |
accept, you will receive an electronic

credit of $450 US to use for your next ||
flight.

Hi, | received a message stating
that there was an update to my
itinerary?

Of messaging conversations

now on WhatsApp
My name is Alejandro and | can help you Replaci ng SMS as their
with the status of your flight. Can you O

confirm your reservation code? pri mary notification method

A1B2C3
~
Great. There is an outbound flight from
Cancun 2hr 35 minutes later today.
Would you like to confirm this new
itinerary?
Yes - that works
~

F © : 0



Passenger: {{firstName}}
{{lastName}}

We need to verify your travel documents
to continue your check in. Please tap the
link below to submit your passport
information.

Travel Document Information i

(72 Submit Passport Info

Passengers for Reservation:
{{pnr}}

Please tap the link below and submit
your emergency contact and destination
address:

Emergency Contact/Destination Address

(2 Submit Contact Info

volaris »

Rich notification templates used to
re-engage travelers at key moments
in the customer journey




Aid customers in the completion of tasksand ©
ensure that their inquiry has been resolved

Discover
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With the increase of Customer requests, we had to convert impossible

to possible creating contact centers in HUBs volaris




We identified inefficiencies in teams' structure, windows to complaint volaris #
and processes not using the automatization available features

September ‘20

37 agents 31 agents 6 agents 2 agents
Social Media ATE / XQ v.club invex
vye o) &} &)
- @ @ @
12
7% of volume 20% of volume 1% of volume

35% of volume s
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Our Contact Center worked with a limited capacity structure,
which was exceeded in some channels




We’'ve been consolidating our team structure dividing into 4 cells to increase
efficiency and attend each type of inquiry accordingly

volaris =+

Customers send their public
request or complaint S n A (SN CET Y guides the Customers on their requests (FAQ) and send

via Social Media 3 uf Customers with specific complaints from public to private if needed

rst Line Team*! 1o /00 First Line Team _TC [T

. . 4 Ithe Resolution tea
complaint or request complaints or requests Is the solution :
First Line through WhatsApp, Tu Do\ through private channels time greater G
Team Experiencia and private z *They need to deep dive on than 1 hour? irstLine Tea

S . Zerdesk Customers' reservations or users (o)
Social Media channels to give a solution P4 solves and closes the
complaint or request

Customers send their v g

(& JIEET sends cases from public to private where deep dive is
Resolution needed EMTNEE follows up on the claim and
gives a solution to the Customer through e-mail,
Team (s 48 AT escalates the complaints with a solution time higher callback, private or public social media response
than 1 hour through Zendesk or Conversocial

IR ilescalate delicate complaints to speed up follows up on the case,
Customer the resolution process, specially on specific cases that may need based on the known information retrieved during
Resolution extra effort during the negotiation aiming at regaining customers the investigation from each touchpoint and
confidence resolves with a callback




One year after starting with call center service zero project, we reached consistent

conversation's growth, improved CSAT and kept down the costs volaris 4

Volaris’ passengers conversations First response time in passengers conversations Cost* per PAX
(Oct 2020 ~ Jan 2022) (Oct 2020 ~ Jan 2022) (*Including Contact Center agents, chatbot, licenses and info calls cost)

500,000 | | 28:48:00
400,000 21:36:00 $11.00
$8.00

o0, 14:24:00

200,000 $5.00

100,000 7:12:00

0 0:00:00 $2.00 0 o o o o

O, G %o 0.%,. 5, o O o) A Y% (®) 4 7 2 > 4
Crs 0, (/ Cx., Qx, <, Cx < < o) <
N 96\-",'97 09572, % Y5, 7o, Y, D, o, "%, ‘30.9, D,
—Conversations —First response time —Cost per PAX

= 3Xincrease in conversations from 931k (2020) to 2.5M (2021)

= Faster first response time ever from 19hr. 40min. (Jan '21) to 1hr. 39min. (Jan"22)

= Customer Satisfaction Score increased 26pp from 44% avg in 2020 to 70% avg in 2021
= .23% general claims and -41 institutions claims

= Chatbot containment rate +8.4% from 70.4% avg in 2020 to 78.8% avg in 2021

~

= Costs: only 9% more agents 169 agents in "21 Vs 155 agents in "20 despite 3x volume increase



Closing the Gap Requires a
Whole New Set of Capabilities
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Distributed . . :
Engagement Workforce CX Culture the Enterprise to Drive Action
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State of Customer Engagement

Organizations Improved CE/CX in 2021 with New and Expanded
Engagement Solutions

Top Customer Engagement and Experience Solution Implementations in 2021

57% Quality and Performance 41% Compliance, Security, and Fraud

0
42% Workforce Management 36% Chatbots/Intelligent Virtual

42% \oice of Customer/ Assistants

Experience Management 36% Knowledge Management

36% Messaging
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2022 Priority Initiatives

Happier Workers, More Engaged Customers

High Priority CE/CX Initiatives Top Areas for Increased Investment

60% Technology to support improved 47% Quality and Performance
agent experience and well-being

59% Digital-first customer engagement 46% Compliance, Security & Fraud

58% Technology to support agent

. . 37% Knowledge Management
guidance for expressing empathy
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What Makes Digital-First Successful

Customer Engagement and Operational Efficiency

Intelligent
Self-Service

The best information can
be found and used quickly,
using Al and Automation

© 2022 Verint Systems Inc. All Rights Reserved Worldwide

Proactive,
Personalized
Experiences

Responses are driven by
the customer’s context:
identity, history and actions

One Workforce via
Engagement
Orchestration

Service actions evolve
seamlessly across tools,
devices, channels
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LEARN MORE: Volaris Case Study ﬁ

Transforming the Digital
Customer Experience Throug
Messaging and Automatio

volaris -
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LEARN MORE: The Engagement Capacity Gap™ Cﬁ

VERINT
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The Customer
Engagement Company™
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