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The Travel Environment

FAA statistics demonstrate the changing
environment.

 Aviation Industry short 32,000 pilots

» FAA Air Traffic Controller shortage > 3000
 July 2023 saw 25% more delays than July 2022
« July 2023 saw cancellations triple over July 2022




ICeS

Emergency Serv
Status Update

Debbie Westlake
SVP, Operations and Service Excellence

ctm



Emergency Services

Status Update Expanded Coverage

Staffing

« Management coverage, increased
by 33%

« Agent staff, increased by 32%

Talent / Retention
« 2nd Salary increase

Workforce Management

« |EX Tool

* Hours of Operation (day teams)
« Best Practices

Weather Event Protocols

* Proactive reporting/action on
impacted travelers

* Immediate messaging updates

« Cancellation option, via email

Outbound Calls

« Partnerships underway with
primary carriers to minimize wait
times

Service Quality
» Continuous training on enhanced
processes and service delivery

“SWAT” Team
« 30+ on-call agent team

Overflow Operation
« Evaluating 3 party support

Technology Investments

Service Levels / Campaign Refresh
« Automated identification/prioritization
of calls based on departure day

Service Options
« Self Service Offerings
+« SMS/Chat Solutions



Technology
Update

Joel Bailey
Chief Technology Officer



CTM Data Hub

Dashboard: Dashboard (NA) V.1.20 using Role: Deme - Morth Ame

rica

Data Quality
» Cloud Based
» Updated Ul
» Bookmark Dashboards

» Save Dashboard Filters

Launching soon!
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CTM Mobile

Designed as a global solution:
» Available now in United States

» |In test in Australia

» Coming soon to UK

POWER UP YOUR TRAVELERS

The new CTM Mabile is our global app forsmooth boaoking, instant disruption alerts,
and effortless itinerary management all in one place. It's the ultimate travel
companion anywhere in the world for whatever type of travel you need to book.

VIEW BOOK

Trip cards show details for Book flights, hotels, and
every part of your trip, so you cars straight from the app
never waste time looking for a via Lightning or your
confirmation code, gate integrated OBT of choice,
number or rental car drop-off instantly synced back to
address again. vour itinerary.

¥ ctm mickile @
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ALERT

To-the-minute push
notification alerts for
delays, cancellations, and
gate changes help
travelers avoid disruption
and stay one step ahead.
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CTNM Scout 12105 P

Ok Joel Bailey, lets go!

Yeou are abaut 1o undertake a booking cancallatlon, Please note
any cancelled ticket will be placed in credit where the ticket
rules allow, If you require a refund, please contact vour CTM
Consultant to process the cancellation manually. At any time in
the process, if you wish to stop this cancellation, please restart
this chat using the option in the = Icon at the top. Are you sure
you want to go ahead?

|H"EE| Mo

CTM Scout

12105 PM
yes
CTM Soout 1205 PM
Ok, Please enter your PNR number for the booking? It is the six-character ALPHA code located on your
itinerary called 'PMR reference’ or 'Sabre referonce’,
1Z:06 Pha
CVBTAW
=
CTh Scout 1206 PM
Got it. The PNR is CVMTAW and it is for BAILEY/JOEL ALAN,
The details of this PNR that can be cancelled are:
Active cancellation items
Select Flights to Cancel
Select Hotels to Cancel
[J Hotel HOTELT: LEONARDO LONDON ST PAULS
Type a new message
OB P e Y 4 - By B

Al Powered Chat

Initial launch will support cancellations
Accessible via CTM Mobile & Portal
Other Options May Include

« SMS Text
*» Microsoft Teams

Survey Coming Soon!




Path to AA NDC enablement with increased automation

2Q23 3Q23 4Q23
& o @

“ Accurate frequent fi

" Allowing EDIF

* Cancel NDC ticket while retaining value for future use (airline dependent)
" Submit known traveler number at time of booking

Book with retained AA tickel credit (4023 for offline and online)

Unused ticket reporting (4023}

Involuntary exchange with waiver (4Q23+)

Launch Coneur Evolution of Travel (EOY24, CTM testing to start Sept '24)
Evolution with NDC via Sabre (EQY24, Concur Phase 3 lesting, date TBD by Concur)

Roadmap clarity on featuresfiunctions available at launch of new version andfer with NDC (TBD.
by Concur) ' '

© CTM Hinerary, Invoice with Service Fee as 2nd document, Maobile, Portal, Alerts, Schedule Changes,
Duty of Care feeds, and Reporting including NDC reason code (in lieu of fare comparison
documentation)

Comprehansive fare comparison documentation (4024)

Automated ticketing for online fulfiliment (4024)

1Q24

Folential
adoption by
customers




Phased AA NDC Readiness Update

Phase 1: Offline, manual (3Q23)
Phase 2: Scale with online and automation

Submit KTN# at time of booking *
Lightning shop/book/pay/seats
CTM Invoice with Service Fee as 2™ invoice document
CTM Maobile

CTM Portal

CTM ltinerary Delivery

CTM Alerts, including Schedule Changes

Cancel and retain credit (AA)

CTM Duty of Care feeds

CTM Reporting including NDC reason code (in lieu of fare
comparison documentation}

IS0, Crisis24 (lo be tested) *

FairFly re-shopping (vs. EDIFACT fares) *
CTM PSG NDC City Pair Analysis

AA status entitlement shopping®
GetThere *

Manual Unused Ticket Reporting (via manual process
handled by dedicated advisor team)

(1Q24)

CTM Invoice with Service Fee as 2" invoice document
CTM Giuality Control

Fare comparison documentation (4023+)

CTM Auto-ticketing / Online fulfiliment (4Q23)

CTM Inveice with Service Fee on single document

Involuntary exchange with waivers (4Q23+) *
Book NDC with unused credit (4Q23) *
Concur Travel (Sabre NDC content 4Q23) *
AA full schedule in shopping results (3Q23) *
Unused Ticket Reporting® (Q4CY23) *

* = 3" party dependency

Outstanding

Deem (via GDS) *
CTM Approve
After hours support
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NDC News from Additional Airlines @ UNITED 33| =R

Carriers Sabre is NDC live with:
« Aeromexico
« American”

* Austrian
The B eat Atravel business newsletter . Avi a N Ca

Air Canada lays ¢
strategy, includi
surcharge on leg
bookings

Ving memmy made' 2 Ioolecled) Oy coopgit. Livealorset aeandulon, oobaig srad moaaciy, 8 8
Hala¥o of ooeral

» Brussels Airlines

* Finnair

« Qantas

* Qatar

« Singapore

» Swiss

* United”

« Lufthansa (soft launch)

Singapore Airlines Expands NDC
Content Differentiation
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