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Executive Summary

Scale and Growth Metrics
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Aleading global airline partnered with Atain to

continuously evolve its operations from

fragmented, process-heavy environments into a
unified, orchestration-led model. This

long-standing relationship has scaled with the

airline’s business, enabling predictable,
measurable outcomes across global operations

and supporting 1M+ transactions with

consistent efficiency, CX excellence, and
multi-channel support.

This growth was achieved while maintaining

control, consistency, and performance across all

dimensions.

Transactions

240,000
1M+

FTES

.

60
2400+

Delivery Locations

1
6 countries

Services

3
20+

Operational Coverage

@ Performance Metric

Limited
24x7, Multilingual

@ |Initial State @ Current State
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Business Challenges

Workflow Operational Execution Global

Architecture Load Model Footprint

Operational fragmentation Demand volatility impacting High manual dependency Lack of unified visibility and

across workflows and functions turnaround times and service leading to inefficiencies and control across global operations
consistency errors

Atain implemented an integrated operating model

SOI Utlon: centered on outcome ownership, workflow
O rCheStratiOn - Led orchestration, and dynamic scalability. People,

processes, and automation were unified into a single

O perati ng M Odel system to eliminate variability, improve decision

velocity, and ensure consistent execution across
channels and geographies.

Workflow standardization and integration

Key Transformation
Leve I’S Multi-skilled workforce model

Automation to reduce manual intervention
Data-driven performance management

Agile frameworks for demand
responsiveness
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Business OQutcomes

Higher Enhanced Greater Stronger Lower

Efficiency Customer Scalability Operational Costs
Experience Resilience

Improved turnaround Consistent and Seamless scalability Operational resilience Reduced costs through

times and operational enhanced customer across geographies and during disruptions optimized workflows and

efficiency experience services (including COVID-19) automation

Built on a 20+ year partnership, this transformation

DrIVI ng ASSU red demonstrates how sustained collaboration, deep
operational knowledge, and intelligent orchestration
O Utcomes Th roug h can deliver assured outcomes at scale. It enables

I ntel I igent predictable performance, faster execution, and lasting
. business impact.
Orchestration
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