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PROBLEM STATEMENT

Delivering a Consistent Netflix Experience with Al
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' . [ECI Out of the box Almodels are designed for accuracy
Alresponsesvary in tone and quality and efficiency,not brand alignment

Lackof emotional intelligence in critical moments Eachmodel has a different default tone

Inconsistentbrand voice across interactions Noinherentunderstanding of brand personality
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Limited control over how Albehaves once deployed Limited control over how responses evolve over time
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customer experience Alinteractions

Alcan respond but it doesn’tinherently represent your brand.
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HUMAN VS Al

The Human Values Gap in Al
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Global Values Population
Distribution(Humans)

e Builton 1M+respondents
across 124value dimensions

e Humans exhibit a full,
balanced value spectrum

e Values are diverse,contextual,

and often conflicting

Humans = Rich,multi-
dimensional value systems
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HUMAN VS Al

Global Values v Global Values v Global Values v
Claude Opus4.1

Global Values vs Alreflects only ~15% Coverage is narrow and Missing core dimensions:

Al Systems of human values uneven across models Empathy  Cultural context : Moral nuance

Al= Fragmented, incomplete value representation

Thegap isnotintelligence —it’s human values
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OUR APPROACH

Designing Al That Reflects Netflix

We go beyond promadti

itbehaves.

(o] ¢ Approach

Translate Netflix’s Brand into Al Behavior
Tone, values, and experience principles

Understand Your Customers
Intent, emotions, expectations across
interactions

Shape Al Responses
Define how Alcommunicates, reacts, and
makes decisions

A custom Al persona that is:

We don’t just configure Al,we shape how Netflixshows up in every conversation
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HOW IT WORKS

mtinuously Improving Al S%m

Build the
Foundation

Convert Netflixvalues
+ customer insights
into Alprompts and

Deploy at
Scale

Alhandles live
interactions with
aligned tone and

conversation design behavior

Refine & Review &
Improve Evaluate
Continuously Measure

optimize responses, conversations
tone, and decision against brand,tone,

patterns and customer

What Makes

This Different

Nota one

time setup

A managed,
ﬁai evolving Al
-J.L- system

Al performance iscontinuouslyreviewed, refined, and aligned to Netflix.
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VALUE TO NETFLIX

Values Drive Emotions. Emotions Drive Behaviour.

-—f

e Consistent,on-brand

Rootbeliefsth.at Triggers that Observable M h theti
ShERRRGERIBThg value SAOPEHREIRAE not just symPIMS. ¢ Morehuman, empatnetic

conversations
Reduced manual effort
Scalable across markets
Althat reflects Netflix’s
identity

e Differentiated, future ready
experience

“Measure behaviour and you see what happened.
Understand values and you see what will.”

e Anticipate Needs e Make Better Strategic Decisions

Althat speaks in Netflix’s voice —consistently,globally, and at scale.
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Matthew Cubby

VP Global Clients

Konecta | English Speaking Markets
m +1(469) 210-9705, Ext109
matthew.cubby@konecta.com

www.konecta.com
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