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Executive Summary

The Challenge

SkyWave Airlines faces a 400—-600% surge in contact center
volume during IROPS events. Average wait times hit 47
minutes. Agents manually rebook passengers, issue
compensation, and field status calls — all simultaneously.

The Solution

Deploy ARIA — an Agentic Al agent on Netomi's platform —
to autonomously handle rebooking, compensation, proactive
outreach, and baggage inquiries across voice, chat, SMS, and
WhatsApp.

The Outcome

70%+ contact containment. CSAT from 3.8 to 4.2+. Cost per
contact reduced from $14.20 to under $6.40. Proactive
outreach to 85% of impacted passengers within 5 minutes of
IROPS declaration.

70%+

Containment Rate

vs 0% today

$6.40

Cost per Contact

from $14.20 today

4.2/5

CSAT Score

from 3.8 baseline

85%

Proactive Outreach

of pax in 5 min




The Problem: IROPS Creates Unmanageable CX Spikes

47 min

Average hold time during IROPS events

11 min

Avg. handle time per rebooking — 60%
manual lookup

400-600%

Volume spike in first 90 minutes

0%

Proactive passenger outreach during
IROPS today

$2.1M

Annual cost of reactive-only contact
model

3.8/5

Post-IROPS CSAT — below airline
industry standard



Solution Architecture: ARIA Agentic Al

CHANNELS ARIA INTEGRATED SYSTEMS

Voice IVR Netomi Agentic Al Sabre GDS Flight availability & rebooking

» Intent Classification

Web Chat IROPS Event System Kafka event stream triggers

» Decision Orchestration

Salesforce CRM Loyalty tier & case logging

Mobile App » Multi-turn Dialogue

s » Action Execution Zendesk Escalation & ticket handoff

» Escalation Logic SkyRewards g;r};p;ecnesatlon & voucher

WhatsApp

» Proactive Outreach SMS, WhatsApp & email

delivery

Twilio / SendGrid




ARIA Agent Workflow: IROPS Rebooking (Happy Path)
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IROPS Declared

Kafka event fires
ARIA activates
IROPS persona

Proactive
Outreach

PNRs fetched
from
GDS —
SMS/push
sent within 5 min

Customer
Responds

Intent classified:
REBOOK_FLIGH
T
(92%+ accuracy)

Offer Alternatives

GDS availability
query — NLG
options
presented to pax

Confirm &
Execute

Customer selects
ARIA books,
reissues
boarding pass

Compensation

Loyalty tier
checked
Voucher/miles
issued
automatically

ESCALATION GUARDRAILS

Customer requests agent — Immediate transfer
| Unaccompanied minor — Human always

| 3 disambiguation failures — Mandatory escalation | Confidence <0.72 — Soft offer




Business Impact & ROI Projection

Before vs. After ARIA Deployment
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Baseline B With ARIA

Annual contact volume (IROPS)
Baseline cost per contact
Baseline annual CX cost
With ARIA — containment 70%
New cost per contact (blended)

New annual CX cost

180,000

$14.20

$2.56M

54,000 human
contacts

$6.40

$1.15M

Annual Savings $1.41M

Netomi Platform Cost (est.)

$320K/year

Net Annual ROI $1.09M

Payback Period

< 4 months



Deployment Roadmap — 12-Week Plan

Discovery & Design Build & Configure Test & Validate Launch & Optimize

‘ Stakeholder . !ntent library built (20 ‘ 48 functional scenarios . Shadow mode (7 days)
workshops intents)

o Current-state process o Workflow blueprints o Load test: 10K o Gradual traffic ramp
mapping configured sessions

@ «ri baseline @ APlintegrations o UAT with CX team @ Live monitoring
established completed dashboard

‘ Integration inventory . SP:trsona & guardrails ‘ Security audit . 30/60/90-day reviews

v Week 3: Design freeze « Week 6: Integration complete v Week 9: UAT sign-off v Week 12: Full production launch




Why This Matters

ARIA transforms IROPS from a CX liability into a competitive differentiator

Proactive, autonomous resolution sets a new standard in airline customer
experience

Scalable to 10,000+ simultaneous sessions without additional headcount

Every interaction logged, auditable, and continuously improvable via Netomi
analytics

Proven architectural pattern — extensible to baggage claims, upgrades, and
loyalty
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