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AGENDA }

Start to End Time in min

Welcome and Introductions 11:00 - 11:10 A 0:10

About Konecta & Experience & Kraken 11:10- 11:25 o 0:15
Solution Overview 11:25- 11:40 o 0:15

Sitelnformation and Operations 11:40- 11:55 - 0:15
Welcome Calls 11:55- 12:05 — 0:10

Ramp 12:05 - 12:15 0:10

o
~

BusinessEnhancem ents - IVR,Reporting & : _ _
Analytics, Knowledge Management, AQA (1215 12:45 e 0:30

Q&A 12:45- 01:00 —_— 0:15

All Times in CDT
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KONECTAAT A GLANCE

We are a globalleaderin
customer experience
(CX) and digital services

Byorchestrating a perfect harmony
between human ingenuity and digital
precision,we redefine what is possiblein
GenAl-powered user experience (citizen,
fan,employee, customer, patient etc.).

Top 5 Global BPOin South America and Europe,
#5 L .
strong ambition in Englishspeaking markets
1/

EverestGroup 2025in CX Management:
Leaderin EMEAand Major Contender Americas
€ 2%ofKonecta's global revenue comes from the
Utilities sector
- Kraken Accredited Partner

\

Y\
000

W

109,000+

employees

&9

40,000+

employees working
fromhome

40+

languages

€£€2bn+

revenue
[ )
\ ]

28

countries

820
WHW

500+

blue chip
clients
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A leadership positionacross five continents with
best-shoring capabilities

9 countries Colombia - 21sites Mexico- 4 sites ElSalvador - 1site
56+ sites Peru- 9 sites Brazil- 8 sites Guatemala - 1site
Argentina - 10sites Chile - 1sites USA- 2sites
14countries Spain- 34 sites Turkiye- 5 sites Slovakia - 1site
110+sites Italy - 31sites Romania- 6 sites Germany - 1site
France - 18sites UK- 3sites Belgium - 1site
CzechRep- 9 sites Albania- 3 sites Hungary - 1site
Kosovo- 1site Portugal- 2sites

MIDDLE EAST | AFRICA | ASIA

5 countries South Africa - 1site Morocco- 7sites  India - 1site
12sites Madagascar - 2 sites Egypt- 1site

Forthcoming: The Philippines

MULTILINGUAL HUBS
Allalong with a comprehensive virtual Barcelona Lisbon
----- model to provide best-in-class Work Bogota
6.0% 94°%% +85% from Home operations . London .
i \ Employee Attrition Loyalty Internal C.alro Mexico
ertified % y i - ) R ¢ Cit
2025 Satisfaction Industry: 10-12% Promotion y

Casablanca Paris
Istanbul Tang engie @ korvecta




INTRODUCTION

Why Leading EnterprisesChoose to Work With Us

g@ Customer-Centric

Approach

@ Integrated
& Expertise

Delivery
Excellence

Digital
Ecosystem

We put your businessneeds first
to deliver Gen Al solutions that
drivereal value.

® Jobsto be Done methodology:
uncovering real businessneeds and
challenges

® Context Awareness: Solutions that are
specificto your operational context

® [nsightful Understanding: insights into
your customers and employees

We combine diverse skillsto
ensure holisticand effective
transformation

® Proximity to Business Processes:
operational understanding

® Cross-functional delivery:blending
business,tech, data expertise and
people

® Data & Process-Levellnsights: Richdata
drives personaliZedhigh-performing
solutions

We are committed to delivering
results with agilityand a focuson
your success

® Qutcome-Based commercial
models

® QOperational speed and flexibility

® We don’t just tell you, we show
you

® Gen Alrepeatable delivery
model

We deliver smarter, faster,and safer
transformationthrough a strong
and strategic partner ecosystem

@ kore®  @openal AWS EE  iEGoogeAl it de
£ Googecious [UJPath sherpaai  anTHROPC [ 3Urd {3 synthesia

nextiva QWS s wold®  doenesys EROTGE
@ dele NICE' 2/ sprinkir Bcontact talkdesk unbly

@ i Cre@OVAI  servicenow z.?..ik

VERINT \dwhatfi X Genesys Clud N
A centrical. Thoodle. F@ Voiceable

# paloalto Veridas FEIRTINET ©TrustCloud
o ;
& dmicercn Brone  QlIKA o oo e
Arauoe  veean  esnowton O GoogeCos WS o .

Trusted BPOprovider with over two

decades of delivery track record

£150m investments in genAldevelopment

+2,500 digital experts
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We have extensive experience & capabilities in the utility sector

Utilities At Konecta (Global Scale)

o,
1 2 A) of Konecta's global revenue comes from the Utilities sector

:€250 M inrevenue is generated from the Utilitiessector

80+ciients
8,600 Utilities FTEs

Multi-sho I @delivery across Americas, Europe,Middle
East,Africa And Asia

#1 CXM partner by revenue in the Utilities& Energymarket

° Utilities& regulated-environment specialists

° Compliance-ready operations

° End-to-end ownership acrossthe full customer lifecycle

° Globalscale with flexiblemulti-shore delivery models

° Strongdigital, Al& automation capabilities

° Proventransformation partner, not justa BPO

We deliverend-to-end servicesacrossthe customer lifecycleand forall utility offerings

Amicable and
Inbound, c ai judiciary
outbound, upsell, o are,claims, lary, L "
Qualification, cross-sell Salesvalidation, accounting & negotiation proc:;yr:m?s
database f‘é'cf)'r:'t':“:c”t" billing 24/7 Support, Legal & retention.
isiti .
acquisition Telesales management MUltichannel conn::rt\igezouse Collections renewals
Lead customer care
CemarEtien Sales Technical Renewal
administration Assistance
N\ N/ N N\ —/ U
Customer lifecycle
== 9] @ @ = =y @
— Q ) dL L
. Payment&r Gas Water Electricity Solarenergy EVCharging Smarthome Heat Pumps
financial services
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EXAMPLES OF CLIENTS

A Client Selection.Decades of partnership.
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12%

Group revenue
from Utility
sector

E CEZ GROUP

80+

clients
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agents
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Activations Backoffice Customer Service Backoffice Backoffice Backoffice . LoyaIFy
Backoffice . Customer Service Emergency Services Customer Service Customer Service Customer Service Marketing
Claims Management - Emergency Smart Meter Digital Marketing Document Management Complaint Telesales
Collections Services Technical Support Pre- and Post Sales Lead Generation o Management
Credit Management Post Sales Sales Activations Customer Service Backoffice
Customer Service Retention & Lead ~ Backoffice Social Media Collections
Telesales Management ~ Claims Management Survey Customer Service
Backoffice Backoffice Backoffice Backoffice Backoffice Welcome Calls Collections Technical Technical Support
Customer Service Collections Collections Campaign Test Lab Customer Service Customer Service Support
Emergency Services Customer Service Credit Management Customer Service  Kraken Expertise Center Database Management Collections Backoffice
Vulnerability Emergency Services Customer Service Sales White Glove Pre- ?(gteict)isotnsales Customer Service Customer Service
Vulnerability Iéraken E)ipl\?lmse Cente{ Bl'ztsetnlf:)t? Technical Support Sales Customer Service Retention
ocument Managemen ;
Pre- and Post gales Telesales Collfcgons
a
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We understand ENGIE.Weknow your customers. We are
ready to bring that institutionalknowledge to the U.S.market.

13Years of Partnership. 530+ Experts. Proven Results Across ENGIE'sCustomer

Lifecycle.

_—
eNGie

e Trusted ENGIEpartner since 2013,
supporting both B2Cand B2Boperations

e 530+ dedicated FTEscurrently supporting
ENGIEacross Europe
o 450 FTEsinFrance & Morocco
o 80 FTEsin ltaly

e Deep expertise across Customer Care,
Telesales, Back Office, Welcome Calls,and
Customer LifecycleManagement

e Establishedgovernance model built on
transparency, quality reporting,data
insights,and knowledge sharing

e Provenability to scale operations while

preserving service continuity

France

Customer Care & CX

e Customer service operations for B2Cand ENGIE
Home Services

e Seasonalworkforce management, forecasting,
recruitment, and training

e Onlinetroubleshooting and customer support

Sales & Customer Acquisition

e Outbound telesalesfor electricity and gas
contracts
Web-form conversionand lead management
Upsellof green energy and value-added services
Maintenance contract salesand technical
appointment scheduling

ITALY

Customer Care, Sales & Back Office

e End-to-end customer serviceoperations

e Inbound and outbound sales

e Retentionand loyalty programs

e Complaints,credit management,and back-office
support

Delivering 12,000+annual energy salesthrough
targeted telesalesprograms

Managing 1.5M+customerinteractionsannually
for ENGIEHome Services

Processing 700,000+ energy acquisitionforms
and 180,000+maintenance-related formseach
year

Supporting ENGIE'scustomer-centric
transformation through operational excellence
and digitalenablement

Leveraginga suite of proven productivity and
workflow optimization solutionsto improve
efficiency,quality, and customer outcomes
Multilingual,multi-market deliverymodel with

demonstrated scalability across Europe

eNGie kosvecta



Konecta has been selected as Digital & CX BPOpartner by Kraken

Konecta is a trustedand preferredCX Partnerof Kraken, bringing proven delivery excellence to

fast-track the deployment and operation of the UniversalAgentmodelacross markets.

Dedicated servicedelivery excellenceto accelerate set-up

and enablem ent of Kraken based operations

Global oversight of Operations delivered on Kraken to
ensure consistencyand compliance to the ops model

Scalable, Multilingual workforce and capability sharing:Flexible, multi-site
operations and dedicated “tiger teams” ready to support rapid growth and
dynamic scaling. Knowledge hubs and best-practices dissemination.

/ Fast & frictionlessactivation:End-to-end accountability and experienced
implementation teams acceleratetime-to-live in new markets.

J Change enablement & Kraken adoption: Structured transition
management, training, and advocacy to ensure seamless adoption of the
UniversalAgent platform.

LK KKX

Operational excellence: Mature delivery capabilities ensure quality, consistency,
and performance at scale.

Customer Centric execution:Frontline talent focused on experience,retention,and
satisfaction,translatingAltransformation into measurable CXimpact.

On the ground expertise:Local delivery centers enable fast ramp-up, cultural
alignment, and proximity to end customers.

Partnershipmindset:Integrated with Kraken’s platform strategy to deliver end-to-
end transformation,not just outsourcing.

Anja LangerJacquin, Head of Kraken Experienceand ExecutiveGeneral Manager at Kraken We're
“ incredibly excited to launch the Kraken BPOPartner Program, a new chapter in our mission to

enable world-class custom er experiences and accelerate the energy transition for utilities. Partners
like Konecta will play a key role in helping us scale with excellence and impact. ,,

eNGie kosvecta



SOLUTION OVERVIEW

ENGIE Objectives: Konecta SolutionOverview:

Provensalesengine combining industry
expertise,optimized customer journeys,
and high-conversionengagement
strategies.

Acceleratecustomer acquisition and
increase energy contract sales.

whileincreasing uptake of value-added contracts and creates additional value
services. through targeted cross-selland upsell

Revenue-focused customer lifecycle
Maximize conversion of customer enquiries ) ) management that transformsleadsinto
programs.

<>

Mexico City offers ENGIEthe
ideal nearshore platform for
North American customer

Scalable,resilientoperating model with the
agility to maintain serviceexcellence
during periodsofrapid growth and peak
demand..

Deliverexceptional customer care while
seamlesslymanaging volume fluctuations
and seasonality.

Robustgovernance framework supported
by actionable insights,transparent
reporting,and continuous performance
optimization.

Enhanceoperational visibility,governance,
and performancemanagement.

solutionsthat streamline operations,
improve productivity, and accelerate
businessoutcomes.

Driveefficiency and productivity through
innovation and digital transformation.

Hybridhuman-and-Al customer
experiencemodel designed to deliver
personalizedinteractions, deeper customer
engagement,and long-term loyalty.

Create a differentiated,customer-centric
experiencethat strengthensloyalty and
satisfaction.

@ Suiteof proven digital and Al-enabled

operations—combining U.S.
market proximity, proven
utility-sector expertise,rapid
scalability, multilingual
talent,and a mature

operational infrastructure
that acceleratesdeploym ent
while minim izing transition
risk.

eNGie kosvecta



KONECTA MEXICO

e Konecta operates in Mexico since 2013

e FOOTPRINT:4sites, 3 cities, 3,800 FTE

e RECRUITMENTCAPABILITIES: 600 Spanish-speaking FTEsper month |
120+Spanish/ EnglishFTEsper month

e EMPLOYEES:Largepoolofhighly qualified ITspecialists, and digitally
skilled bilingual workforce. Languages: Spanish, English

e SERVICES:Omni-ChannelMultilingual Custom er Service | Technical
Support124/7 1 Servingclients across a wide range of industry sectors.

e CERTIFICATIONS:ISO 9001l 1SO 270011 ISO 18251 PCI-DSS | GREAT PLACE
TO WORK CERTIFIED

PROPOSEDSITEParqueToreo, Cdmx Vicinity, Mexico

In Naucalpan de Juarez,NW suburban area of Mexico City.
Centrally located inside a shopping mall with access to banking,
dining, and essential services.

Walking distance to Metro Line2 terminal and Mexibus routes.
25km from BenitoJuéarez International Airport

Modern facility with a spacious layout supporting 300 seats.
Air-conditioning, backup generator, controlled access system, and
internal security cameras.

Training room s, cafeteria, lounge areas, dining room,and lockers.

\
y LY DIAGEO
TELMEX ALD
Automotive
il CHUBB
it
e
Nacional Monte de Piedad AV o N
oA . .
atactsceSlieve 8l Liveroool
sura = .
% i; , - (JH
-
Zleke/ dent:li
? o
ZURICH Openbank natura
& Grupo Santander ISSSTE
Yy
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Organizational
Set Up izt

Pablo Estevez

Country Manager ENGIE
Leadership Team

DEDICATED SHARED

Giuseppe Ficarra Francisco Cornejo
Growth Leader ESM Director of Operations
Digitization
Expert

Supporting Functions

WFM/ Reporting Training & Quality
Continuous Improvem ent Manager : Account Manager : Manager

Corporate HR

Data Protection, Compliance &
Security

Facility & Security

Forecasting & RTA Supervisor/ Team Lead :
Global Digital Services Unit

ENGIE

Management Team

Real-Time Manager

. WFM
Finance
(GDSU)
ITI Helpdesk | ITDevelopment Customer Care
L I Agents

ega T1/ Welcome Calls
PMO
Reporting & Data Analytics .

Senior Agents

Talent Acquisition
Transformation Office

T2

Mexico City, Mexico
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KORE- Powered by COPC

KORE,whichstands for Konecta Operational ResourceExcellence,isKonecta's unified operating system. It provides a standardized

framework for planning, executing, measuring, and continuously improving operations across the organization.

Client

Account Planning & relationship
management

Contractchange management
Governance (MBR/QBR)

Client SatisfactionManagement
(NPS)

Revenue Assurance

Service Analysis

Service Performance

Vendor and Keysupplier
Performance Managem ent

People & HR

Recruitment & Selection
Compensation, Recognition &
Incentives

Frontline Staffing & Support
Induction & Initial Training (Soft
Skill& Product)

Attrition Management
Performance Managem ent
(Agent Development &
Recognition)

Frontline Staff Training &
Managem ent

Continuous Training & Skills
Managem ent (Career Planning)
Employee Satisfaction
Managem ent

Collaboration & Team Working
Employer Branding Strategy

Operations &
Processes

Setting Direction and BusinessPlanning
Target Setting
FrontlinePerformance Management
and Coaching

Team Animation

Operations Governance

Quality Monitoring & RootCause
Analysis

ProcessRe-engineering & Managing
Change

Business Continuity

Knowledge & Content Management
Projectimplementation

Top Call Drivers

Compliance & Data Integrity

alla Staffing &

BH RG

Forecasting

Capacity Planning

Staffing/ Scheduling
Real-time adherence

Time Keeping and Absence
Managem ent

Dynamic Staffing Adjustment
Dynamic Seasonal/ Peak

Managem ent

enNgGie kosvecta



Outbound Sales Capabilities

Data driven outbound engine designed to maximize connect, conversionand productivity

a 1.Lead

Sources

Digital Leads:High intent
Customer Data: Lifecycle &
upsell

e Prospect Data: New / Low
intent

All sources unified and
prioritizedfor maximum
conversion potential

Q!

2. Predictive Dialer
( tandard)

3to 4x productivity upliftvs.
manual dialing

Intelligent dialing
Time & sequence
optimization

3. Agent

Interaction
Optimized scripts & call
flows: Proven, high
conversion conversations
Personalization: CRMdriven
insights, history & behavior
Cross Skilled agents:
Handle all lead types
efficiently

©

e Appointment Setting: Book,
confirm & update inreal
time

e SalesConversion: Warm
transfer or calendar
handoff

e Dispositioning: Realtime
tagging & outcome capture

4. Outcomes

% 5. CRM

Feedback Loop
e LeadRecycling: Automated
rules & prioritization
e Followups:Intent &
outcome based workflows
e Datadrivenre
engagement: Continuous
conversionimprovement

(| Performance &

Reporting Management
e Realtime dashboards (Power Bl) e Callrecording from interaction °
e Agent,campaign & funnel metrics start
e Consentcapture & management °

e Track connect rates,conversion

1 ! . ia o
hd Lcau priorituzZativri

Compliance

%t

Provenscripts & call flows
e QA,coaching & feedback loop
Continuous testing & performance

Conversion
Optimization

g

)

)—e

o Al
Enablement

Alassisted QA (transcription &
analysis)

e Insightsfor better conversations

f“'-ci
Our outbound salesframework combines people, process,technology and data to drive higher connect rates,improve

eNGie kosvecta




Call Handling & Workforce Model

Buildinghigh performing agents through structured training, Alpowered QA and data driven coaching

1.Training
(Week 0-3)

e 3 weeksclassroom training

e Clientinputs + Konectaenhancement (Train
the Trainer)

e Product, process, compliance, systems & sales

2. Nesting
(Week 4-7)

4 weeks nesting (supported production)
KPI-based ramp: 50% — 75% — 100%
Hightouch coaching & supervision

Build confidence & pmfiripnoy

3. Full Production
(Week 8+)

e FullyKPI-driven agents

e Independent executionwith quality &
compliance

e Continuouscoaching & performance

training

Quality Assurance (QA)

Current State

Manual audit (~2 calls/agent/week)

Evolving To

Al-driven QA (100%call transcription & analysis)
Enables

Fullvisibility across 100%interactions
Consistent & objective evaluations

Y

o Speedto Competency
v e Structuredramp up model

w)*ntinuous PerformaM
Op o

High-performing Agents

il g
)—e | Al-Enabled Quality
. e 100%calltranscription & analysis

Coaching Framework
RAG-BasedPerformance Model

Amber
(Moderate Risk)

Focusedcoaching (2
sessions/week)

Red (High Risk)
High frequency coaching (=3
sessions/week)

Green (Low Risk)

Maintenance coaching (1
session/week)

— Sales Effectiveness

Focus Areas

Compliance

Performance-Driven Coaching
e RAGbased coaching intensity

Our Workforce .

RightPeople.RightTraining. RightSupport.RightTools.Delivering exceptional custom er conversations and measurable business

KPIldriven progression

e Data ledinsights

e Targeted interventions

eNGie konvecta



DIGITAL TOOLS PORTFOLIO

Konecta Digital Tools

A Proposalfor Engie —PoweringHuman-Centric Al Transformation

Al INTEGRATED TOOLS

’ Al COVERAGE & UPTIMESLA PRODUCTIVITY
o . (] L
100% 99.9% +30-35%
AI-NATIVE PLATFORM ‘ -

FRESHDESKCOMPATIBLE

\K\ - g \ eNGie konvecta



EXECUTIVEIMPACT SUMMARY

Transforming Engie’sContact Center

Konecta'sintegrated digital toolset delivers measurable results from day one.

30-35% 20-30% 25-30% 30-50%

PRODUCTIVITY GAIN FIRSTCONTACT RESOLUTION HANDLETIMEIMPROVEMENT TICKET DEFLECTIONRATE

FullCompatibility Guaranteed: All tools are fully compatible with Engie'ssecurity frameworks, IT
<>

governance standards, and existing Freshdesk/Freshworksinfrastructure.

eNGie konecta




DIGITAL TRANSFORMATION ROADMAP

A Structured Path to Al-Enabled Excellence

Phased rollout aligned to EngieMexico'soperational priorities.

o - J

Foundation
Back-Office Workflow

WEEK 3

Intelligence Conversational Al

Real-Time Reporting

Quality &
Automation

Al IVR Freshdesk

Integration
Fullomnichannel
intelligence & ticketing
ecosystem

Automated QA(AQA)

AutoPilot
Automated QA & task
automation at scale

Agent Timer (Kono) Insights LLM Knowledge

Co-Pilot
Data-driven decisions & Al-
assisted knowledge

Magic Button
Quickwins & immediate
agent productivity

eNGie konvecta



DIGITAL TOOL — BACK OFFICE

Back-Office WorkflowTool

Structuredtask management that eliminates manual effortand speedsresolution.

Task Orchestration

Automates routing of back-
office tasks to the right team
at the right time —reducing
manual handoffs and priority

errors.

SLATracking

Real-time visibility into
deadlines and escalation
triggers —ensuring every case
isresolved within agreed

service levels.

System Integration

Connects natively to
Freshdesk, CRMs,and Engie's
core platforms —a unified
workflow layer with no data

silos.

%)

Productivity Analytics

Track throughput, backlogs,
and team performance inreal
time —giving supervisorsthe

data to act, not justreport.

32°/°faster case resolution —Teams using the Back-Office Workflow Tool report this measurable improvement from day one.

eNGie konecta



L0,

AGENT TOOLS

Kono + Magic Button — Agent Empowermentat the Desktop

Structuredtask management that eliminates manual effortand speedsresolution.

Agent Visual Timer : yr One-Click Workflow Trigger
KONO ’ MAGIC BUTTON

Visual countdown for AHTmanagement during live _ - + more
(< Transfer W =CIE1EL ]

interactions

Color-cededsurgency signals One-clickactionto trigger predefined workflows — transfer,
e Green s Amber ¢ Red to coach agent pace escalate, create ticket

Eliminates multi-step navigationduring high-pressure

Reducesaverage handle time by upto18% : :
interactions

Non-intrusiveoverlay — compatible with any Fully configurableper process, queue, and agent role

desktop setu
P P Reduceswrap-up time and errorscaused by manual

navigation

Real-time AHTcoaching —zero supervisor intervention . ) ) o
@ ded 47 Process-awarerouting — zero Ul clicks wasted on routine task initiation
neede

@ Together, Kono+ Magic Buttondeliver a frictionless agent desktop —cutting AHTby upto 18%and eliminating workflow navigation overhead in oneclick.

eNGie konecta



Real-Time Reporting

Liveoperational intelligence — see everything, act instantly.

SERVICE LEVEL ACTIVE AGENTS AVG QUEUEWAIT

94% 87 0:42

A +2.1%vs.yesterday of 96 logged in V¥ -8s vs.target

I Decisions made in real time — not in yesterday's report.

FEATUREHIGHLIGHTS

LiveSupervisor View
Monitor queues, agents, and SLAsfrom a single screen with zero
latency. Full-picturecommand of your contact center,always.

Smart Alerts
Configurable thresholds trigger instant alerts via dashboard,
SMS,oremail. Never miss a threshold breach again.

Custom Dashboards
Role-specific views for agents, supervisors,and Engieoperations
leadership —everyone seesexactly what matters to them.

100% 3 Roles

DASHBOARD LATENCY INTERACTION COVERAGE DASHBOARD VIEWS

eNGie konecta



LLMANALYTICS PLATFORM

Konecta Insights

Large Language Model analytics that turn every interaction into strategic intelligence.

Automatic interaction summ arization
No manual call notes —every conversation captured,structured,and stored instantly

Intent detection and topic clustering
Understand exactly why customers contact you —at scale,inrealtime

Sentiment trend analysis across 100%of interactions

No sampling bias —full picture of customer emotion acrossevery channel and queue

Anomaly detection
NEURAL INTELLIGENCE Surfaceemerging issuesand complaint spikes before they escalate into operational crises

Powered by LargelLanguage Models

NLP '\ Fullyon-premise or private cloud deployable
ENGINE SCORING ANALYSIS Aligned to Engie'sdata sovereignty requirements —your data neverleaves agreed boundaries

COVERAGEUPLIFT

@ Konecta Insights analyzes 100%of interactions vs.traditional 2-5% sampling —delivering complete intelligence, not statistical guesswork. 2 0_5 0 X

more interactions
reviewed

eNGie konecta



CO-PILOT

Knowledge Management Co-Pilot

Contextual Article
Suggestions

Co-Pilotreadsthe live interaction and
surfacesrelevant KBarticles in real time —
no manual searchingrequired.

REAL-TIME SURFACE

Al-assisted knowledge that surfaces the right answer at the right mom ent.

Guided Response Drafting

Suggestscompliant, on-brand response
languagefor agentsto approve and send —
reducing errors and maintaining Engie's
voice.

ON-BRAND COMPLIANCE

]
[

Continuous Knowledge
Updates

Gapsidentified automatically and flagged
to knowledge owners for review — keeping
the knowledge baseaccurate and current.

AUTO GAP DETECTION

M

Agent Onboarding
Accelerator

New agentsreach full proficiency

with Co-Pilot assistance — reducing
ramp time and training overhead
significantly.

40% FASTERRAMP

eNGie kosvecta
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QUALITY ASSURANCE

Automated Quality Assurance (AQA)

Move from sampled, manual QAto 100%automated interaction scoring.

2-5%Coverage 100%Coverage

Traditional QA With Konecta AQA

2-5% of calls manually reviewed 100%ofinteractions scored automatically
Weeks-long feedback cyclesto agents Real-time feedback delivered directly to agents
Inconsistentscoring between evaluators Objective,model-driven scoring criteria

Reactive — issuesfound after damage isdone Proactive — alerts triggered during live interactions

INTERACTION COVERAGE INTERACTION COVERAGE
aD D

Only ~5% of interactions scored 100%of interactions scored

~  AQAreduces quality management costby up to 60% while triplingcoverage

e —
eNGie | kornvecta




AUTOMATION ENGINE

AutoPilot

End-to-end task automation that works while your agents focus on complex customer needs.

Trigger Intent Recognition

Interaction or AutoPilot identifies
system event task type and
initiates the required process
automation

— %

!_,V?ﬂ

Process Execution Validation

Automated steps Output verified
run across CRM,ERP against business
& Freshdesk rules before

confirmation

High-potential use casesforautomation:
FAQs
Basictroubleshooting
Pre-screeningand triage in voice/chat for
categorizationand smart routing
e Redirectsto external resources for non-ENGIEissues

Alagents can be deployed gradually acrossvoice and chat,
starting with written channels and expanding to voice.

‘b AutoPilot — Intelligent automation that scaleswithout scalingheadcount.

Agent Handoff

Complex exceptions
escalated
seamlessly to
human agents (if
needed)

45%

of routine transactions handled
without agent involvement

AutoPilotoperates 24/7 —
silently processing, validating,
and resolvingwhile agents
handle what matters most.

eNGie kosvecta



AUTOMATION ENGINE

Conversational AIIVR

Natural language voice autom ation that customers actually want to use.

Natural Language Understanding
Customers speak naturally —no menu trees, no frustration, no "press 1for..."

o
Spanish & EnglishBilingual Support

Natively tuned forthe Mexicomarket —seamless language detection, no switching required

Dynamic Intent-Based Call Routing
U Reducesmisroutes —callers reach the right team, firsttime
® 24/7 Self-Service Availability
@ Handledemand peaks and after-hours contacts without increasingagent
[ headcount
Seamless Human Handoff

Fullinteraction context —intent, history, sentiment —transferred to the agent on escalation

[

O Voice Biometrics Ready
Authenticate callers securely by voice —eliminate PINs,reducefraud exposure,speed up validation

55-70%

SELF-SERVICECONTAINMENT

‘b Self-servicecontainmentratesof55-70% achievable in energy sector deployments —reducing live agent load from day one.

eNGie kosvecta



IT ENVIRONMENT & SECURITY

Built for Engie's IT Environment

Native integration with your existing platforms — zero disruption, full compliance.

£

Freshdesk/ Freshworks Native
Connector

Bi-directional ticket sync across
all channels

Agent unified desktop —one screen,
all context

Automated ticketcreationfrom any
interaction type

RESTAPI&webhook-based real-time
data exchange

CERTIFIED& COMPLIANT

©

Enterprise Security Standards

1ISO27001 certified

infrastructure
GDPR-compliantdata handling &

processing

SSO/ SAML2.0 single sign-on

support
Role-based access controls

(RBAC)

=
=

Flexible Deployment

Cloud-native, hybrid, or fully on-

premise

Aligned to EngielTgovernance
policies
Containerized architecture for

scalability

99.9%uptime SLAacross all
deployment models

1SO27001 SOC2 Type Il m SAML2.0 REST API SSOReady RBAC

&

Data Sovereignty

Alldata processed within agreed
geographic boundaries

AES-256encryption at restand in
transit

Fullaudit trail & data lineage
logging

Right-to-erasure and data
portability compliant

EngielT Validated

i —
eNGie

kosvecta



Let'sBuildthe Future of Engie Mexico's Contact Center — Together.

Konectaisready to demonstrate each digital toolin a live proof-of-concept environment tailored to Engie'sworkflowsand volumes.

01| 02 | 03 I

Schedule a LiveDemo Pilot Proposal Executive Briefing

A focused sessionfor Engie Mexico leadership on the Al \

transformation roadmap —strategy, ROImodelling, and e
implementation pathway. 2,

'\\
configured to EngieMexico'sreal processes and criteria —structured to deliver measurable ROlbefore full
interaction volumes. \ deployment.
P
=

\'\ v s - = _\ \\ '\\\ 5 3
c : . R “.\\‘
¥ o \ \\ \“\\ '\\\\

\'\
ST

g Seeall Al toolsin action within your own environment — Agree a 60-day pilot scope with clear KPlsand success

People + Technology + Intelligence = Exceptional Customer Experience

enNGie kornvecta



OUR APPROACH

BusinessTransition and Onboarding Approach

Pre-Onboarding Preparation
Establisha strong foundation
forknowledge transfer and
operational readiness.

e Client Kick-Off Meeting
e ProcessMapping

e Technology Assessment
e Compliance & Security

Pilot Launch Continuous Improvem ent

Beginoperations on a small Optimizeoperations through

scale to validate readiness. data-driven insightsand
innovation

e Soft Launch o e Performance Reviews

e Performance Monitoring e Process Optimization

* Feedback Loop e Customer Feedback Integration
e Innovation Initiatives

STEP IV

STEP | STEP Il ONGOING

Review
STEP I
Our specializedteam will Knowledge Transfer &
visit your facilities for an Training
intensive SMEengagement, Absorb operational
diving deep into your knowledge to mirror and
processesto understand support existing processes

them in detailand analyze
hidden opportunities, with a .
sharp focus on analyzing * SMESessions

workflows and pinpointing e Documentation
pain points. Development

e Technology Training
e Tailored Training

BusinessTransformation
Drivetransform ative change with
strategic,data-inform ed innovation

FullOperational Launch
Scaleoperations to full
capacity with continuous

quality checks ]
e New services

e Technology-driven value creation

e Furtherelevation of quality and
performance

e New partnering frameworks

e Cross-Vendor Partnerships

e Gradual Scaling
e Quality Assurance
e Real-Tim e Reporting

eNGie kosvecta



Q&A
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CLIENTS TESTIMONIALS/REFERENCES

1

Konectahave been a partner of
Octopus Energysince early 2023,
and have supported us as we have
grown our customer base since
then.

Sincethen, Konecta have built
their expertisein using Kraken and
working in our operating model.
Theynow look after a portion of
the Octopus customer base end-
to-end inourteams-based
model. We've highly valued
Konecta partnership over the
years and found them responsive,

flexibleand supportive.

Joe Richardson,

Operations Director
Octopus Energy

Iﬁ ﬁased to provide this letter of reference for

Konecta, our partner on BPOOperations,who has
played an important rolein supporting our
operational transformation. Theirteam has
demonstrated exceptional capabilities in building
and executinga new operational model based on
Kraken Technologies.

Konecta has been a trusted partner of Plenitude
Francefor many years, consistently supporting usin
managing our customer base with professionalism
and dedication.

In September 2024,following a dedicated tender
process, Konecta successfully expanded its expertise
by adopting the Kraken UniversalAgent model for
Plenitude France. Theirseamless integration of this
new methodology, leveraging their existing
capabilities, has ensured a smooth transition to our
new operating model.

Today,Konecta manages a significantpart of our
customer base in Francethrough the Kraken model,
demonstrating remarkable adaptability and
efficiency. Theirability to apply best
practices,upskillteams at a new site,and optimize
operations has been instrumental in

strengthening our customer experience.

Anna LisaAmabile,

Head of Operations
EniPlenitude France

)J
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PARQUETOREO,CDMX VICINITY, MEXICO

Thessite islocated in Naucalpan de Juarez,a city in the State of Mexico that forms
part of the northwestern suburban area of MexicoCity. The site features modern
infrastructurewitha spacious layout and a total capacity of 300 seats.Itincludes
air conditioning, a backup electricgenerator and controlled access supported by
an internal access control system. Securityisreinforced through internal security
cameras and established internal security protocols. Thefacility offers multiple
functionalareas,including training rooms, a cafeteria, lounge areas within a dining
room,and lockers.

Thebuilding iscentrallylocatedwithin a shopping mall, giving employees
convenient access to banking, dining, and essentialservices,and iswithin
proximity to numerous schools and universities. The site is within walkingdistance
of the Metroterminal (Line2) and Mexibusroutes,with direct access to a major
highway and nearby exclusive,covered pick-up/drop-off zonesforride shares.The
distanceto BenitoJuarezinternational Airportis approximately 25 km, with an
estimated driving time of 40—-70 minutes, depending on traffic conditions.

RECRUITMENTCAPABILITIES: 600 Spanish-speaking FTEsper month | 120+
Spanish/English FTEspermonth

EMPLOYEES:Largepoolofhighly qualified ITspecialists, and digitally skilled
bilingual workforce. Languages: Spanish, English

SERVICES:Omni-ChannelMultilingual Custom er Service |l Technical Support | 24/7 |
Servingclients across a wide range of industry sectors.

CERTIFICATIONS:1ISO 90011 ISO 270011 1SO 1825 | PCI-DSS | GREAT PLACETO WORK
CERTIFIED

enNGie korvecta



GLOBAL SERVICE DELIVERY

A strong Service Delivery Excellencefunction
aligned with Konecta business priorities

Global Service Delivery Excellencesupporting Konecta’s transformation

OPERATIONAL
EXCELLENCE

Clear Roles& Accountability

° Defined responsibilities across Ops & Support

° Standard ratios for support functions across
regions

° Aligned goals under one vision & mission

Strong Governance & Structure
° Internal/external meetings with consistent
cadence & format
Clearescalation paths to manage risks &
issues
Shared performance targets:individual &
collective

Compliance & Consistency

° GlobalIT,data, and compliance standards
enforced
Governancemodels embedded across
delivery centers
Alignment on delivery models & client
expectations

PROCESS
OPTIMIZATION

Standardized Global Model
° One Global Operational Model built on COPC
principles
Unified practices for service delivery across
sites
° Scalability built into operational design

Tools & Reporting Alignment
° Standard toolsetsand platforms across all
functions
Centralizeddashboards & reporting formats
Real-time visibilityinto performance &
metrics

Performance-Driven Reviews
° Data-driven operations reviewsacross
functions
Benchmarking against internal and external
standards
Feedbackloops built into operations lifecycle

CROSS-CULTURAL
COLLABORATION

Unified Strategy & Goals

Common objectives acrossall global
ICEIE

Shared delivery vision for consistent client
experience

Cross-region alignment in execution

TransparentCommunication

Clearand open communication channels
Proactiveupdates and visibility into
decisions

Accountability driven by transparency

Culture of Sharing & Inclusion

Bestpractice sharing embedded in
operations

Cross-site knowledge exchange initiatives
Inclusiveplanning and recognition of
diverseteams

konvecta



