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KONECTAAT A GLANCE

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

Byorchestrating a perfect harmony
between human ingenuityand digital
precision, we redefine what is possible in
GenAl-powered user experience (citizen,

fan, employee, customer, patient, etc.).

#1 BPOchallenger in Englishspeaking markets

BPQOin ltaly, Spain, Czechia & Peru

#2 BPOin Colombia with 15%o0fthe market share

BPOin Mexico with 5.4%o0f the market share

_ * __ -
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29 NP

i ofll

120,000+ €2bn+

employees revenue

=k H

40,000+

employees working
from home

30+

languages

27

countries

820
WHW

500+

blue chip clients
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A leadership positionacross five continents with best-

shoring capabilities

fa’-ﬁ'

89%

Employee
Satisfaction

6.0%

Attrition

Certified
G025 Industry: 10-12%

INGIA

94%

Loyalty

+85%

Internal
Promotion

AMERICAS

Mexico - 4 sites
Brazil- 8 sites
Chile - 1sites

9 countries Colombia - 21sites

5+ sites Peru- 9 sites .
Argentina - 10sites

Forthcoming: Canada

EUROPE

Tiirkiye - 5 sites
Romania - 6 sites
UK- 3 sites
Albania - 3 sites

13countries Spain- 34 sites

110+sites Italy - 313|tes
France - 18sites

Czech Rep - 9 sites

MIDDLE EAST | AFRICA | ASIA

ElSalvador - 1site
Guatemala - 1site
USA- 2 sites

Slovakia - 1site
Germany - 1site
Belgium - 1site
Hungary - 1site
Portugal - 2 sites

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

Forthcoming: The Philippines | Pakistan
11MULTILINGUAL HUBS
Allalong with a comprehensive virtual Barcelona Lisbon
model to provide best-in-class Work Bogota London
from Home operations Bucharest Mexico City

Cairo Paris

Casablanca  Tangier

Istanbul
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Our Experience &
Industry
Knowledge
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You are 500+ acrossall industries

relying on us to craft y creinrs & ovmann AL, 0D ¢
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EXPERIENCE

Our Industry Experience

We support allranges of e-commerce, retailand fast moving goods

10%

Group revenue
from this sector

8,500+

Retailagents

100+

Retailcustomers

mercado
libre
MANGO Dl
N
Walmart AVON Nestle
BALLY

SHEIN

Rakuten
Veepee D

VAR

YVES ROCHER Z ARA
HOME

INDITEX

Sales
Customer Branded Stores

Customer

Customer Service ;
Service

Order Management
Technical Assistance

Customer Service
Complaint Management
Claims Management

Data Management
Order Management

Complaint
Management
Online Review
Management
TV Advertising

Campaign Hotline
ReturnsManagement

MarketPlace .
Customer Service

Campaign Support

Customer Service
Sales
Claim Management
Community Management
Fraud Management

Customer Service
Claims
Account Management
Order Management

Konecta confidential and proprietary information

Customer Service
Back Office

Customer Service

Complaint Management_ Service
Sales Consulting .
SocialMedia Management Customer Service
Telesales OrderManagement

Account Management .
o Customer Service

Claims Management

Customer Service
Welcome and Loyalty Order Management
Complaint Management ReturnsManagement
Sales StakeholderManagement
Back Office

Document Management
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CLIENT SHOWCASE

Outstanding Servicefor a Retail Rock-Star

Temu, a leading Chinese online marketplace, has
been our valued client since 2023.From Colombia
and Peru,our 200+ bilingual agents deliver
exceptional customer service,seam lessly
managing inquiries,resolving issues,and delighting
customers with professionalismand empathy.

Our partnership has expanded to include Customer
Service,Content Moderation, and Data Entry. By
quickly adapting to Temu’s evolving needs, we’ve
grown our team by 600%since launch and
consistently exceeded KPlIssuch as C-SAT and
Attendance —earning recognition as the #1provider
for the U.S.Spanish-speaking market.

N\ J

Qmong 12vendorson Samsung’s scorecard

Comprehensive Supportfor Samsung

Since 2015,we’vepartnered with Samsung to deliver
Technical Assistance, Telesales, Back Office, E-Store,
and Digital Channel Support. Our 340+ agents in
Colombia serve eight Latin American markets in
English,Spanish,and sign language through chat,
phone, video calls,email, and social media.

We manage inbound/outbound service,pre-sales,
sales,claims, concierge, and remote technical
support for HHP,DTV,and HA products. Working
closely with Samsung, we’ve enhanced efficiency
and customer experiencethrough process
engineering, live visual assistance, and a digital
showroom.With speech and text analytics, we've
achieved 90%+customer satisfactionand top-tier
firstcontact resolution.Konecta proudly ranks #1

AN

ol ]
(jl)/ﬂ('/ﬁ (/(j?/k?zm

Empowering Customer Experience
Through Smart Recovery Solutions

Founded in 1898,this luxury retail chain

operates 21department stores across Mexico.
Our210-member team at SiteAdilmanages
B2C operations in Spanish, specializing in loan
recovery, payment negotiations, riskprevention,
and ecommerce support. Throughproactive
engagement and fraud control,we deliver
strong results —82% NPS,85% line quality, 8-
min AHT,and 90% SLV.

J

TikTok | korvecta




MERCADO LIBRE

Fine-tuning the hiring processand lessonslearned

SCOPE

Mercado Libreis an online marketplace
and payment system that operatesin 18
countries and isthe most popular e-
commerce sitein LATAM.

Since 2022,1000+ employees in
Colombia provide user support services
for all business units in the Mercadolibre
environment: Mercado Pago,Mercado
Shipping, Mediations and Marketplace.

Thebusinessis managed at highCX
standards,with end-user satisfaction
and NPSas leading KPIs.Ourexperience
and technology ensurescompliance
with service levelsin a highvolume,
fluctuating forecast businessmodel.
Konecta has Implemented operational
management models that adapt to the
model established by Mercadolibre
based on the “Continuous Beta”.

THE KONECTA EFFECT

Our goal isto find talent that joyfully
supports customers across various
channels, such as phone, email, and
chat. We began with an initialphase of
hiring 100representatives. First,we
filled the necessary staff positions with
existing personnel,considering the
correct hiring profile and looking for an
openness to learning and support. For
the agents, we implemented
assessments usinganalytics and
mathem atics. Thishelped us identify
representatives with self-discovery
and innovation skills,ensuring that
each interaction is handled with
professionalism.

We successfully met the client’s
requirem ents by hiring 100
representatives who fit the profile,
doing sowithin two weeks.

THE KONECTA EFFECT

impacted their job satisfaction. Asa result,we
switched to regular business hours.

Ourcurrent focus ison engaging with each
representative,creating an environment where
they can have fun,meet people, work,and support
each other.

kosvecta



MERCADO LIBRE

Ourclient isthe largest e-commerce platform inthe region, Where millions of
buyers and sellerscome together to carry out transactions.

2
% Years Countries of Visits per Employees
operation second

Same_ 52%

e/I'|/e,_. Sxp- .
'es Companles SMEsoffer Growth in direct and Employm.ent
eccl)r;t:?em their products indirectemployment g'e?rggaigdnlnhthi
USD $11.400M USD $40.7B : y istribution chai
Total volume of Total Payment :
products sold Volume Processed
1
] 1132 —S
0 @ E Net revenues totaling USD14.5billion.
S,
- 680 S |
= ! " . . .
619 a @ ! : Project Centinela: 1.5min faster calls, 50%
371 SN : : ! == lesssilence.Next:emotion-based case
) : : : : = routing.
6 310 . ! : | - outing
o) & ! ! - ! !
100 : SN : : E ; : @ Active participation in major RFPsinSéo
| : ! : ! : i Paulo,with a 100agent pilot laying the
e E I i i : E ! foundation for long-term growth.

Aug 2022 Jan 2023 Jun 2023 Dec 2023 May 2024  Aug 2024 Dec2024 Q42025
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Our Solution
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UNDERSTANDING YOUR OBJECTIVES

n
Our Solutionfor Bytedance EZ 2
Digital-first strategy focused on n
attracting creative, high- Q
performing bilingual talent. < >
Bytedance Objectives: Konecta SolutionOverview %
. =
[ Cost-effective and Scalable ) [ Flexibleand Efficient Delivery &%
S Operations ) S Model ) Brazil
: : A Q)
4 . . ) 4 Digitally Enabled Operations N Strongrecruitment engine
Multilingualand Multichannel supporting Customer and digital-savvy talent : .
9 Support Excellence ) L Interactions ) driving scalable CX growth. & >
N 't(y
4 . . N (" skilled,Culturally Aligned ) , y, ,
Compliance and Business Workforce ensuring Quality and (W)
Continuity in Global Operations rng fLuafity
\_ Y, \_ Agility Y, '
O
Brazil: The Vibrant Heart of Digital Connection Mexico : Where Culture Meets Digital Experience g
.- N

Nearshoreproximity and cultural alignment with
the U.S.market.

G/) Provenscalability and rapid hiring capabilities. > C\/)
G/) Strongtechnical and physical infrastructure. > @
(\/) Strategiclocation and wide talent availability. > C\/)

scalability.

Modern infrastructure supporting high service
quality.

Operational resilienceand cost-effective >
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GSDE TOM

Global Organization Structure

BusinessStrategy and Growth Service Delivery Excellence
Growth KAM Global SDEAccount Director

SeniorLeadership - first escalation point

GlobalAccountManagement

Contract Management and commercial negotiation

Main contact for global clientteam (strategic vision,escalation,global
compliance etc)

Strategicalignment and account planning | Global Account management team
Processconsistency across countries | Define Global operating model
Globalreporting and performance management system

Tech implementation acrossregions

Not make decisionswith financial impact without alignment with local team

LocalLeadership & Operations
Country 1: Country 2: Country 3:
Contract delivery, KPltargets and People Management

Site Operations Site Operations Site Operations Localteams and P&L
Director, Ops Director, Ops Director, Ops Alignment with global leadership in SteerCosfor client-impact decisions

Managers Team Managers Team Managers Team Performance Management, Quality Monitoring and Continuous Improvement
’ ’ ’ projects

Leads, Trainer, QA Leads, Trainer, QA Leads, Trainer, QA Create and maintain relationship with local client stakeholders
Not make any significant decisions without informing global team

TikTok | korvecta



GSDE TOM

A strong Service Delivery Excellencefunction
aligned with Konecta business priorities

Global Service Delivery Excellencesupporting Konecta’s transform ation

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
Clear escalation paths to manage risks&
issues
Shared performance targets:individual &
collective

Compliance & Consistency
° Global IT,data, and compliance standards
enforced
Governance models 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 toolsets and platforms across all
functions

° Centralizeddashboards &reporting formats

° Real-time visibilityinto performance & metrics

Performance-Driven Reviews
° Data-driven operations reviews across
functions
Benchmarking against internal and external
standards
Feedback loops built into operations lifecycle

CROSS-CULTURAL
COLLABORATION

Unified Strategy & Goals
Common objectives across all global
teams
Shared delivery vision for consistent client
experience
Cross-region alignment in execution

TransparentCommunication
° Clearand open communication channels
° Proactive updates and visibilityinto
decisions
° Accountability driven by transparency

Culture of Sharing & Inclusion
Bestpractice sharing embedded in
operations
Cross-site knowledge exchange initiatives
Inclusiveplanning and recognition of
diverseteams
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VALUE PROPOSITION

Operational Excellence

Konecta Global Operating Standards to guarantee consistency and efficiency

-

Clientengagement
management

Shared-value businessmodels,
Partnership ethos, innovative
thinking, competitive offers vs.
new players

&

Customer centricity
& Voice of customer

Empathy training, customer
feedbackmanagement,
Customer experience optimisation
experts

* O

L
Quality & continuous
improvement

Quality & team performance
monitoring, process control &
continuous improvement (Lean Six
Sigma),knowledge management

A S X 4

-b'c-
A ALY

Employee
Journey

Recruitment,onboarding,

training, performance
management, coaching,retaining,
care, career path & satisfaction
management

&

Data security & risk
management

High level Data & ITsecurity,
Change control &
Businesscontinuity
management

e

System,
technology & facility

Beststandards tools and
technology, modern working
facilities

Staffing & Workforce
management

Forecasting,capacity
planning, scheduling,
dynamic staffingadjustment

ok

Corporate governance
& control

Corporate culture & values,

roles & responsibility model,
communication methods & tools,
insightful reporting & analysis
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RECRUITMENT

Recruiting & Onboarding

PLAN
& ATTRACT

)

Buildour capability to
recruitrapidly and
efficientlyrelevant

profilesamong the most
talented candidates

e Planning

e Recruitment
marketing and
branding
strategy

e Talent pool

e Job profile (with
client sign off)

SOURCE
& SCREEN

Build a
qualitative talent
pool of
candidates from
external and
internal pools

Q

e Internal sourcing,
referral programs,
socialmedia and
web advertising

e Trusted talent
partners

5

INTERVIEW
& ASSESS

TALENT Al

Evaluatecandidates

competences,
behaviors and
motivation
"
0.0

e Individual interview,
language test
(verbal & written)

e Specific knowledge
and computer tests

e Practical tests

Internal Candidate
Searcher

Vacant Creator
Killer Questions
Candidate
Performance

CV Screener
Candidate Selector
Social Network
Analyzer

SELECT
& VALIDATE

Vo
LV g—
-9

Selectthe best
profilesand submit
for validation to
seniormanagers if
necessary

e Fact checks

e Background
checks in
accordance with
all local laws and
client specific
requirements

)

NV

e Client interviews and
validation of
selection process

e Approval at end of
recruitment cycle
and graduationto
training

JOB OFFER

& ONBOARDING

@

Welcome and
integrate new hires
within Konecta
Community

e Incorporation

e Welcome package,
onboarding tour and
presentation

e Learning expectation

TikTok | korvecta



RECRUITMENT

Language Assessments

AT

B

1§ O
)

Konecta assessesthe candidates based on the CEFRevaluationstandards.

We utilizea multi faceted approach to assess Englishproficiency levelsto ensure a comprehensive &
accurate evaluation,moving beyond simple self-assessment or subjective impressions:

Standardized Tests

We leverage internationally recognized standardized tests,which provide objective and comparable
measurem ents of language skills(listening, reading, speaking, and writing). These tests are aligned with
the CEFRframework,allowing us to accurately place candidates within the A1-C2proficiency levels.

Customized Assessments

In addition to standardized tests,we have developed customized assessments tailored to specific job
requirements. These may include:

e Role-PlayingScenarios:Evaluatingcommunication skillsin realistic work-related situations.

e Written Communication Tasks:Assessingwriting proficiency through emails, reports, or other
relevantdocuments.

e Presentations:Measuring presentation skillsand the ability to convey information effectively.

Interviews

Structuredinterviews are conducted by trained personnelthat provide insightsinto a candidate's
communication skills,fluency,and ability to interact in a professional context.

TikTok | korvecta



ENGAGEMENT

Talent Management

ASSESSI LISTENI ENGAGE | PROMOTE | EMPOWER
TALENTMAPPING & ANALYTICS

Assessment of talents skillsand abilities 3 months after their onboarding and
regularupdates on top performers

LEADERSHIP PROGRAM

Dedicated 3-6 month programs to train and coach on leadershipand
management skills

CAREER INTERVIEW

Discussionabout career evolution opportunities, either horizontal or vertical, and
design of personalized career plan

SOFT SKILL TRAINING

Enhanced by Konecta'sinnovative K!Talent program,we empower our team
members with comprehensive development and career opportunities.Through
personalized work plans, individuals identify their areas of improvement and
establish clear progression objectives, fostering both personal and professional
growth.

ANNUAL JOB APPRAISAL

Yearlyperformance review of each employee and discussabout expectations
TikTok | konvecta




TRAINING

Training & Development

Our tailored Training Programs to develop our people as your brand ambassadors

Memory anchoring

INDUCTION TRAINING Konectainductionand customer management fundamentals

Core businessinduction (brand values, products, processes and tools)

Validation quiz

Confidence building

NESTING Dedicated nesting environment where agents are closely supported
(1week)

Expertiseand autonomy reinforcement

CONTINUOUSTRAINING Continuous training through short pills

Ad hoc specialisttraining (customer excellence,new channels, leadership)

Day-to-day coaching & briefing

Latestgeneration digital learning
solutionswith highly engaging and

entertaining content foran optimal
learningexperience (e-learning,
microlearning, ...)

TikTok | korvecta



TRAINING

Training Platform
DidactiK!)

“oam MK 0°

Guide Plus Mirror

B K

YTbr Labs

In house Fabric for Learning Virtual Objects powered by Al
development tools.

LEARNING MODEL

Focusina Competency Development

0 5 8§ 08

Capacity Content Condition Consequence
/Ability

DidactiKD)

Customization
Look& feel adaptable to the needs of each service.

Programs
Automatic training paths according to the profile of
students.

Management reports
Customizable to measure the progress of students.

TikTok | korvecta
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RUA 7 DE ABRIL, SAO PAULO, BRAZIL

Brazil: A Growing BPOHub

Braziloffers a highly educated, multilingual workforce with strong U.S.cultural affinity. The
BPOsector is projected to grow 4.91%annually,reaching $9.28Bby 2029.

Konecta is the 5th largest BPOwith 8 sites,12,000+staff, and $100M revenue. Sédo Paulo
facility: 10,000m?2,2,200seats, 24/7 multilingual customer service & technical support, near
GRUAiIrport,with full infrastructure and safety measures.

' ion: L) \ s -T~
Client Selection: [\ trademaster dpcsu L0 CHUBB terra) somicrTy IAIR@
B Ssononcer  Woecowr 2 WiMetlife IETIM Cuen, eetnet piamam

. HONDA o o~
evoy E Hique @oactual TIGREG »rsus SKY ViP sman
SEGURO TEM A MELHOR CONERAD.

YDUQS hbrig olx Bl oyl wvivo ST digo M) pwecse

’ s
GYAMAHA LEVEROS A.C.Camargo WJ STELUANTIS F’éf-\ "Sg;c}:l)sgricn, UELOE
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CASE STUDY - ESSILORLUXOTTICA

Konecta launched with EssilorLuxotticaBrandsfivemonths ago and has demonstrated ability to grow
headcount and deliveroperational excellencein servicelevelsand quality.

Black Friday
Ramping to size Description of Service
Launph of e 100% WFH, Brazil
Soagiciog i e Support via Chat, E-mail and Voice | In Englishfor U.S.and
60 o6 English and Spanish for EMEA
Operational e Most representative brands: Costa Del Mar, Ray-Ban, Sunglass
50 Growth Hut
. 40 e Top Contact Reasons:Order Status (72%),Cancellation/
= Launch Modification Request (8%), RxVerification/Information (5%)
3 . e SLA'smet
B 3 e Quality Targets reached at month of launch, reaching 94%in
T b October (target 85%)
10
10 I Cornerstones to Client Relationship
O . Tganspa’e_“cy_a“d Agility and Flexibility KPIPerformance
ommunication
Jun-23 Jul-23 Aug-23 Sep-23 Oct-23 Nov-23

I HC US HC EMEA  ss==Total
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RECRUITMENT

Talent Acquisition Funnel

Total CV'’s

29% Hired

Assists in
attracting high
caliber
candidates

60% 20% 20%

Job boards, . . Internal

Outreach, Job Fairs Social Media Referrals
Candidate profile,Academic qualifications, Englishproficiency,
work history, minimum skillqualifications, and overall
experience.

Pre-employm ent testing and qualifications, reference checks,
Offer Letteracceptance, and Day 1onboarding.

*Including absence

We use Al to Recruit

+44% Recruitment professionalsuse data and analytics to attract the best talent

The Al Advantage in People Selection:

Reduces
recruitment
cycle time

Improves
P : Reduces
candidate )
: . recruitment
communication
costs

and engagement
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ENGAGEMENT

Employee Engagement Brazil

: RECOGNITION PERFORMANCE
. (o) .
* 72 A’ RETENTION @ EMPOWERMENT

] N

w 28% ~.
@ GROWTH
WELLBEING

. 80% Employee

... Satisfaction
6.7% Attrition DEI COLLABORATION
5.5% Absenteeism

We put our people at the heart of the businessand recognize
them as am bassadors of our clients’brands. We build an

I ammto \Norkat KdECta environment that supports professionaldevelopment and are

proud to be consistentlyrecognized as one of the best places to

work. TikTok | Konvecta
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PARQUE TOREO, STATE OF MEXICO, MEXICO

Mexico: A Strategic Nearshore Hub

Mexico stands as one of LatinAmerica’s top economic and tech centers,offering stability,
strong U.S.culturalalignment, and world-class infrastructure. With 160+universities and
800,000+ students, it provides a steady pipeline of bilingual, digitally skilled professionals.

Konecta operates 3 sitesin Mexico with 5,000+ staff,delivering 24/7 multilingual customer
service and technical support across industries. Located along the Periférico Ring Road, our
corporate site offers excellentconnectivity and access to major business hubs.

Recruitment Capacity: 200 Spanish FTEs/month | 80 EnglishFTEs/month
Certifications: 1SO 270011 ISO9001I PCIDSSv3.2.1

Client Selection:
2 oc
Panasonic CHUBBE CH Welacio delervo

CAROLINA HERRERA

& Liveroool N

natura

experience

4
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RECRUITMENT

Talent Acquisition Funnel

Total CV’s

27% Hired

Assists in
attracting high
caliber
candidates

55% 30% 15%

Job boards, . . Internal

Outreach, Job Fairs Social Media Referrals
Candidate profile,Academic qualifications, Englishproficiency,
work history, minimum skillqualifications, and overall
experience.

Pre-employm ent testing and qualifications,reference checks,
Offer Letteracceptance, and Day 1onboarding.

*Including absence

We use Al to Recruit

+44% Recruitment professionalsuse data and analytics to attract the best talent

The Al Advantage in People Selection:

Reduces
recruitment
cycle time

Improves
P . Reduces
candidate )
. . recruitment
communication
costs

and engagement

TikTok | korvecta



ENGAGEMENT

Employee Engagement Mexico

RECOGNITION PERFORMANCE
RETENTION @ EMPOWERMENT
W/

w 43% ~.
@ GROWTH
WELLBEING \

. 80% Employee
... Satisfaction

10% Attrition DEI COLLABORATION
4% Absenteeism

We put our people at the heart of the businessand recognize
them as am bassadors of our clients’brands. We build an
I ammﬂto VVOIkaI Kdma environment that supports professionaldevelopment and are
proud to be consistentlyrecognized as one of the best places to

work. TikTok | konvecta



PROJECT

Transition Delivery Framework

Ourapproach allows a controlled project deliveryand measurement

Envisioning Planning
® Agree high level project
quality and success

measures

® Projectplan built around
objective and quality

= Anal d t measures
nalyzeand capture ® Understandand manage
business processes & risk

procedures ® Detailed project

requirements

Delivery

® Control and governance
central to success
® Continued “check and
balance” of quality and
| project objectives

Stabilization

® Projectteam heavily
focused towards service
delivery

® Service quality
measurement

Steady State

® Handover takes place
once service quality is
inline with plan

® Smooth and controlled
transition into operations

| korvecta



PROJECT

Highly secure projectimplementation methodology

and great experience- you are in safe hands

« Assignmentofan highly experienceddedicated program & project manager

« Konecta Ownershipof project plan and documentation, regular and scheduled project meetings,
detailed riskmanagement and mitigation planning

« Anadapted methodology: follow-up, deliverables,dedicated project team, separate workstreams,
milestones and steeringcommittees

e Stringent adherence to communication protocolsand approval procedures.Clear processes for
client sign off at significant stages.

o Bringing Konecta’s Global expertsto ensure the transfer of knowledge and best-practice sharing

Program Director/
d B korvecta

TikTok | languages)

Under NDA

Project steering & HRand IT& Info Sec EEEES languages)
coordination Recruitment Nissan Europe

Brand & Culture Operations Quality and Governance and Premises and languages)

Leadership Training Contract Security SodaStream

languages)

(8 markets/ 8

(8 markets/ 8

(8 markets/ 5
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PROJECT

High Levellmplementation Plan

WEEK 1 WEEK 2 WEEK 3 WEEK 4 WEEK 6 WEEK 7 WEEK 10 WEEK 11

AWARD | CONTRACT | SITE

AWARD | KICK OFF

TECHNOLOGY | PROCESSES
(Requirements, Mapping,

WFM | REPORTING

Documentation,
Implementation, Testing,
Dry Runs, Sign Off)

TRAINING

PRODUCTION

over- ST /:c\hs

GOLIVE

NOTE:Country-level implementation details willbe shared in the Online
Technical Presentation.

. SITE READINESS| BUILD OUT | BRANDING

TALENT BUILD TALENT PIPELINE RECRUIT OVERHEAD

IT | INFOSEC | TOOL

RECRUITAGENTS

PROCESSES
QUALITY

TRAINING SET UP

CONTRACT DRAFTING AND SIGNING

A CLIENT SIGN OFF

N i
&

‘ START TALENT PIPELINEMAINTENANCE

LAUNCH PARTY

INTEGRATION

KNOWLEDGE TRANSFER
=T
CL 1+3(50) NESTING
CL2+3 (50) NESTING
CL 1+3(50) NESTING
100 HC 150 HC
. START BUSINESSIMPROVEMENTS| INNOVATION PROCESS

Assumptions:
Business Award Month Year
New Hire Training 2 weeks including Certification, excluding Nesting.

CL= Class | T-T-T = Trainthe Trainer

TikTok | korvecta
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GSDE TOM

A strong Service Delivery Excellencefunction
aligned with Konecta business priorities

Global Service Delivery Excellencesupporting Konecta’s transform ation

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
Clear escalation paths to manage risks&
issues
Shared performance targets:individual &
collective

Compliance & Consistency
° Global IT,data, and compliance standards
enforced
Governance models 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 toolsets and platforms across all
functions

° Centralizeddashboards &reporting formats

° Real-time visibilityinto performance & metrics

Performance-Driven Reviews
° Data-driven operations reviews across
functions
Benchmarking against internal and external
standards
Feedback loops built into operations lifecycle

CROSS-CULTURAL
COLLABORATION

Unified Strategy & Goals
Common objectives across all global
teams
Shared delivery vision for consistent client
experience
Cross-region alignment in execution

TransparentCommunication
° Clearand open communication channels
° Proactive updates and visibilityinto
decisions
° Accountability driven by transparency

Culture of Sharing & Inclusion
Bestpractice sharing embedded in
operations
Cross-site knowledge exchange initiatives
Inclusiveplanning and recognition of
diverseteams
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GSDE TOM

A globalized Service Delivery Excellencefunction to
support Konecta’s ongoing transformation

Driving aligned, efficient and scalable

service delivery worldwide

Vs

Unified Governance & Global

Account Alignment
Drive consistent client experience and strategic
alignment across geographies.

Operational & Financial

Excellence

Ensuredelivery performance is aligned with
financial sustainabilityand global standards.

Scalable Transformation &

Innovation Enablement

Embed innovation and digital transformation
into delivery models at scale.

~

A new Group GSDEstructure
with a strong regional anchor

Regional Global
Leads GSDE : overnance

Complex Transitions

COPC Standardization
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KORE PROCESSES

ClientManagement

= Account Planning &
relationshipmanagement
- Contract change
management

- Governance (MBR/QBR)
= Client Satisfaction
Management (NPS)

= Revenue Assurance

- Service Analysis

- Service Performance

= Vendor and Keysupplier
Performance Management

e

People & HR

= Recruitment and selection

- Compensation, recognition &
incentives

= Frontline staffing and support
Induction & initial training (soft
skilland product)

- AttritionManagement

- Agentsdevelopment /
performance management
(agent development and
recognition)

= Frontline/staff training and
management

= Continuous training & skills
management (Career Planning)
= Employee satisfaction
management

= Collaboration & Team
Working

- Employerbranding strategy

e s

e~ —— ——

Operations & Processes

- Setting Direction

= BusinessPlanning and Target
Setting

= Frontline Performance
Management

= Coaching & Team Animation
- Operations Governance

= Quality Monitoring & Root
Cause Analysis

- Process Re-engineering

- Managing Change

= Business Continuity

- Knowledge & Content
Management

= Project Implem entation

- Top call driver

- Compliance & Data Integrity

—_ -

Staffing & Workforce

Management

- Forecasting

- Capacity Planning

- Staffing / Scheduling

- Real-time adherence

- Time Keeping and Absence
Management

= Dynamic Staffing Adjustment
- Dynamic Seasonal/ Peak
Management

e ——
—~ ~

TikTok | korvecta



OPS MODEL

Employees Do ITManagement P Finance

VIP Manager Office worker  Mobile worker Fieldengineer = Temp. worker gProcurement Operations ContractMgt§ Financial Mgt

Omnichannel access layer Reporting & Dashboards

o El

Social Chat Inventory Invoicing

ACCESS
LAYER

Governance

Finance Mgt

FRONT
OFFICE

Security Mgt

Device Lifecycle Management

Ordering Management Mastering & Staging
Proactive Monitoring Experience Improvement Shipping & Logistics IMACDs

BACK
OFFICE
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We shape tomorrow’s
customer experience,
responsibly

We strive to integrate sustainability across our business
model and value chain, settingour company up forlong-
term success and resilience.

ENVIRONMENTAL

Aligned with the Science-Based Targets Initiative,we reduce and offset
our emissions,while cutting resource consum ption and shifting to
renewables.

SOCIAL

We foster diversity, equity & inclusion, with a strong focus on
professional development, health, safety and wellbeing,underpinned
by ethical behaviors.

GOVERNANCE

Throughour robust compliance program, we adapt to the evolving
needs of our dynam ic business while considering the interests of
custom ers and stakeholders.

Konecta Foundation

Created in 2005, it prom otes projects for people and
com munities in four dom ains: Employability,
Volunteering, Innovation, Social & Com munity
Development

+220,000 +20,000

liveschanged engaged employees,
social leaders,
strategic partners

+18 M€ +16,000

invested in vulnerable people

charities with new
employment and life
opportunities
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TRAINING

Digitaltoolswhich sharpen and reinvent training
and delivery

E

xperience Q3

Learning

Real-Time Performance
Management
Self-Assessment
Insightinto the agent’s
learning process

Search Database searches
Personalized Micro-Learning

Konecta Co-Pilot Suite
Virtual Showroom / Virtual Lab

DidactiKL)

Virtualeducation contents
and e-learning material

dp, myr......
MANAGE YOUR TEAM

Speech & Text Analytics
MYT“Manage Your Team”
Coach Al

Performance trainer

Performance

GAK Analytics

e Virtualtraining routes
e Advanced Gamification
e Remote Visual Support Tool
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QUALITY

Qualityassurance & performance management

Mutually define Quality & Compliance Targets ForEach Workflow & Sub Discipline

° Brand And Product Knowledge ° ProcessApplication & Systems
° Customer Management Skills Knowledge
° Technical skills ° Regulatory Knowledge
° Interpersonal & Soft Skills ° Accuracy & process adherence
oo @ Active Performance Monitoring & Analysis
Quality ° Side-by-Side listening/observing ° CSAT & NPSassessments
Management ° Histqricalcontact audits . ° Target monitoring .Of identified issues
Continuous ° Quality assegsment analysis ° Rootcause analysis
° Customer, clientor management
Improvement feedback
Feedback Loop
@ Take Corrective Action .
o2 eC %ngeecgys em%t89processesif ° Team Training
required . Quality Incentives
° Individual Feedback and ) Performance Action Plans
Coaching

° Flash Training

Innovate and Improve
° (lj_earrﬁngsfed back into ° Updated KPIsand Benchmarks

systems and processes ° Training, LMSand KBupdates

° ProcessIimprovements
TikTok | korvecta



WorkforceManagement

WFM PROCESSESFORDAILY, CONTINUOUS AND
ADVANCED MANAGEMENT

@ FORECASTINGPredictiveartificialintelligence models based on
“Random Forest”.

Workforce Management Structure

WFMManager

WFMCoordinator SCHEDULINGWeusedifferent planning methods to create
;ﬁm fixed,rotating or totally flexible shifts that fit the needs of

our clientsand operational teams.

PLANNINGOperationalmodeling. Calculation of needs and
@? strategy of hiring plans, based on the different variables
that impact said calculation.

INTRADAY Trackinggraphs by time zone and autom atic
alerts for deviations from NDS,NDAand KPI's.

595 COMMUNICATION AND ABSENCESAgents can make offers,
\@® exchange shiftsand request absences with complete
transparency and real time using the tool.

WFM RTA

@ REPORTSCustomizeddashboards for com prehensive
control and management of KPI'sinrealtime.
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REPORTING

Smart DaSthardS Example KPIs

Interactions by gender
Interactions by location
Number of orders
Conversion

Conversion by segment
Average%per day slot
%contact / per channel
Effectiveness

Scaled

Expected calls

Incoming calls

Answered calls

Average expected operating time
Average management time
Hours in Aux Required
Actual login hours

Actual auxiliary hours
Average net adhesion
Average total absenteeism
Cases per hour

Number of open cases
Average Cases by Login Time
Record delivery

Dialer calls

Managed records
Userscontacted

Records closed

Segmentation, information, decision:everything focused on customers and their experience

Through the Dashboard we can view all KPlsoperational:global, individual and activity groups.

Once the data has been obtained, correlationsto perform analysis of effectivenessand detect
the root causes that allow to establish continuous improvement plans from service.

. 1 . L eal x
Contact Center Service : . 5 o 7961% 24513 9500% 79,53% 23957 0,14% 79,62% 142,94 5,00 %

' e
592 37685 = Social Media Services “r Claim Handling

~r~  Miles & Go Contact e
5,98 578,09

By Language By Language By Language

SN oo
Lo " 7’74 v‘ - -

R T —

g
o>
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High Level Architecture

.1 i l
= AT ESEY
K 5@% '
Ve i ] P11
Omricard latiym konvecta | v A v TikTok
aWS\ Goc gle Cloud e a
\ /l e &
\ / R -
| I
— L —
Viice Carriers ‘ " ‘ Visce Cartiers
Q{} [ konvecta > konecta | | ()0
: 0 Traffic Distribution layer
3 Secure Access Layer
Site Site 2 Site 3 Site Konecta
a Dyt By f}}b‘ (Bt
LASAC | P AR | ﬂ.t R | Global Disaster
- Q" L * ’L ~ Recovery

Architecture Proposalbased on three layers:

1.Integration & Peering Layer

AWSgeo-redundant model inthe USregion.Independent and isolated
AWSaccounts foreach country, and connected to Customer AWS
instance (if need it) or to its own data centers through AWSDirect

Connect or Site-to-Site VPN.

2.Traffic Distribution layer

Severalregional telephone traffic centers with redundant connection

to the Switched Telephone Network by 2 carriers.

Distribution centers connected to a redundant international MPLS/
SD-WANnetwork. Ifrequired, the network can be connected to

customers

3. Secure Access Layer

Finally,the siteswhere the agents operate are redundantly connected
to the MPLSnetwork,accessing to Customers, Omnichannel Platform,
AWSor Google Cloud, and CRMapplications from controlled

environments.

Themodel iscompatible with WfH,sothis model can be activated for
very specific skills,night shifts, weekends....Alwayswith the maximum

information protection measures.

Continuity Plan

To protect against contingencies in a comprehensive way, Continuity
includes access to a virtual site in AWSthat allows to directly connect

the managers from the Internetin a secure way.

Features of our Global Network

e MPLS,SD-WAN,Internetdedicated, national and international

channels.

e Redundant channels: Lastmiles with different operators, routes

and service nodes.

e Perimeter Security: Firewall, IDS,IPS,access control, etc.

e Load Balancers.

e Connection to cloud servicesand premise systems
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SECURITY

Security is our first priority

Robustmodel focused on preventing incidents and protecting our operations globally in a 24x7basis.A holisticapproach designed to cover our agents
Anywhere model (Internal and WfH)

Governance Directreporting to Global strategy Independent from Compliance with best
model SteeringCommittee and footprint technical operations governance standards
Expert Red Team Blue Team White Team .
P Thread Intelligence Cyberdefense & Security for System & Analysis,compliance
team & Ethical Hacking responsemanagement Software Architecture & communications
Identity Management Cyber Ethical Data Governance Security Awareness
Defense Hacking Protection & Compliance
Account Mngt Onboarding Trainings
Privilege Acc. Mng Firewalls Thread Intelligence Data Governance Project Management
VIPprotection Web filtering Dark web Security
Ke IDS/IPS GDPR Coordination with Pills
y MFA N.Segm entation Pentesting technology & OPs
activities Identity Federation VPN/ CASB/ ZTNA Internal hacking DLP Simulations
SsO 24x7 SOC / SIEM Audits & Compliance
Anti-virus Social Engineering Encryption
XDR & Backup Disaster Recovery Plans
Anti-phishing Ransomware simulation policies
Best-of-breed 1\ .
) TARLOGIC a=2 Entel 4/, paloalto ) TREND. I
Technologies F::RTINET Entelg) % paloalto TREND Google
Information Security Quality Business Continuity Payment c .
. ompliant
Management System Management Management Security
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Business Continuity

BCP(Business Continuity Plan)

Businesscontinuity and resilience plan to keep key operations running in the

event of a service failure or crisis*

DRP(Disaster Recovery Plan)

BCPfundamentals

IT systems & data integrity
HR availability

Operation monitoring ability
Client Communication

Recovery of vital ITand physical infrastructures to enable service recovery

after a major crisis

Riskidentification &

notification

e Management & key stakeholders
notification

e Activation of the BCP/ DRP
procedure and notificationof all
personnel

e Activation of pre-defined plan to
manage customercontacts

BCP/ DRPprocess

Backto normal & root
| ment BCP/ DRplan activation ;
ssueassessme C plan a cause analysis

e Assessment of the severity of e Step-by-step executionof the e Complete recovery
the outage BCPplan (back-up site, W@H, e Rootcause analysis and

e Businessimpact analysis (ie. ) businessimpacts review
criticality of activities) e Continuous updates of between Konecta and Client

e Estimation of expected stakeholders e Preventionplan for future
duration events

e Involvement of necessary
parties to determine
actions/owners

*Client events & crisis,natural disasters, epidemics, power outage, public services strikes,etc.
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Innovation &
Value
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OUR STRATEGY

Blendinghuman ingenuity with Al precisionthrough
Konecta "Hybrid Agentic framework"

=@ Platformready to capture
additional need for CX

€150M+ Investments
: Hyper-personalized customer

knowledge including pre-built libraries O
. of industry- and agent-specific workflows t
Konecta Hybrld Global Deploymen
Agentic
framework |
. . Strategic partnerships
Multi-Agent Interactions Model
To prepare the evolutionof the human-agent

model
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Anopen platform toempower agents
with GenAlcapabilities

GenAlplatform

Modular tech stack
for client-centric solutions

Client-facing use cases Internal process use cases - ma?(,mum Sca|gb,|,ty
Task -
Autopilot Copilot Al coaching -
m - automation Lowcode/no code service
Data analytics Virtual assistants Real-time suggestions, Guidance and feedback Automation of Asmi
handling customer information, and next- to human agents administrative and Dem(.)cratlzailonhof uslage,
queries best-actions repetitive tasks CAUBU LGSl Lo T,

colleagues can configure flows
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We relyona dynamic tech and strategicpartners
ecosystem

5
4l

o
&

GenAl &
Automation

Omnichannel
Engagement and
automation

Workforce
Engagement &
Tt vertical application

@ Cybersecurity

Cloud &
Data Partners

b

Enabling our automation,
augmentation and personalization
strategy

Providing a seamless and
integrated CX management
across multiple channels

Focusing on human touch to
improve employee engagement,
performance and results

Protecting our operations and cloud
tech platforms

Enabling global & dynamic scaling
of our tech products

kore&l @) OpenAl - i+t Google Al unipho rpg d.
[vi]path sherpa.ai ANTHROP\C B aura {} synthesia
nextiva AVAYA  A®peca wolkio®)  SeENEsys — FAQTE
NICE % sprinklr o) COQD&Ct talkdesk sAblu
VERINT |A/h(:’tf ix 7 Genesys Cloud
,2 centrical. 1y Five9 Voiceable
%7 paloalto \eriDas F::RTINET UTrustCloud
<7
m» elasticsearch §3 kafka Qlik@ iIJ] Power BI Swl &
- uperse databricks
aws
/A Azure VeeAM O Google Cloud kubernetes

TikTok | korvecta



...to deliver
seamless
customer and
employee services.

We offera fullrange of end-to-end
customer management process
and digital outsourcing — including
acquisition, retention, customer
service,technical support, and
collection— allbased on a
sustainable business model.

Al & GENAISERVICES

Start-to-finish supportto accelerate your Al/ GenAljourney

R

A

Customer Experience

Hybrid GenAlagent solutions and
Al-enabled innovations for both
front- and back-office to
revolutionizeyour customer
experience and fit your needs.

@:

Digital Marketing
Outcome-based solutionsto boost
your sales,improve efficiency and

achieve better ROI.

&
Employee Experience
Employee care solutions, from

helpdesks to knowledge
management, to supportand

engage youremployees and
help your business thrive.

0%

Products & Solutions

Best-in-class solutions and services,
from CXautomation to analytics,to
reinvent your relationships -
harnessingour own and third-party
innovation.

Agileadvice and strategies from service design
totechnology implementation to processoptimization.

ADVISORY & CONSULTING
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IN A NUTSHELL

GenAlfor CX

We transform customer interactions by automating processes,augmenting agent capabilities,and Konecta differentiators
unlocking data-driven insightsto drives efficiency, personalization,and better business outcomes.

e Al-powered customer journeys with a

Insights:Unlockoperational data with advanced analytics by:
+8%to 20%revenue scalable low-code platform.

e Analyzingcall recording to connect content and KPIs
o e Monitoring agent performance to deliver personalizedfeedback -20%ramp-up time reduction
Illlllllﬂ" e Prodivingdashboards with customer satisfaction insights

e CyberSecproof and no ITdependency to
+15%quality results manage Alworkflows.

e Tech & model agnostic — no dependency

Co-pilot: Enhance agent performance with Al-driven support: i
to specific players.

e Pre-call:Summarizes past calls and customer data for better
i responses
e Nudge: Analyzesintent inreal-time to assistwith resolution
e Post-call: Generates call summaries to reduce AHT*

98%language accuracy

-30 to 50%AHTin email & comm e Qutcomes focus — cost-to-serve, AHT
reduction.

+30%quality of written comm.

e Consultative approach to problem solving

Auto-pilot: Automate routine customer interactions with Al- & collaborative approach with clientsand

powered agents: Up to 30%cost interaction reduction partners.

@) e Handlescalls autonomously with natural,human-like

(% conversations -15t0 -20%AHT reduction

! e Enhancescustomer understanding and problem-solving at

Aigiiesde  A'RWAYS K )
AN Barcelona Bancolombia

(__ CLIENTS PAIN POINTS ) (ld borcrola Slove? ZREOME
=) Industry-FocusedAl- Clientswant Alto solvereal business challenges in an innovative way. m IBERIAI & Santander Renting
=» Seamlesslintegration — Almust work smoothly with CXplatforms, CRMs,and enterprise systems. ——
—>» Smart Model Selection— Clients expect the best Alsolution for their needs, driving performance at the best price. !fgnfmw/mm “@‘

*Average Handle Time TikTok | kornvecta



MAGIC BUTTON

Some success storiesand on-going projects of our Co-
pilot solution

+ 80 FTEsusingthe Magic Button + Started as a cost saving project (0.9 « 53% AHTreduction between pilot
« 100 seconds AHTreduction for FO Mt costssaved annually) but thanks group using MBand control group
emails to great resultsboosted new revenues (256 seconds vs 540)
+ 150seconds AHTreduction for BO opportunities » Significant Overtime Cost
. + MORE VOLUMES FOR THE CURRENT Reducti
emails eduction
IDIOMS/MARKETS:0,5M€ : :
- 4% increase in overall productivity The Magic Button reduced overtime
« NEW VOLUMES INCREASE FOR MINOR b e Klae)
across the entire operation LANGUAGES-0.4ME expenses by optimizing workioa
. O management withoutreducing staff
+ Compliance rates went from 50% to « PROJECTEDGROSS MARGIN
80% OPTIMIZATION:+9 ppts

A

Live and Glovo sSPPL’ 7AW IOME SKy

ongoing =
doployment Proteccion  ZJ rmenraus I'TZ\ & Santander Renting
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Konecta’sinnovative approach to Digitalleversand transformation
programs: some references

CXImplem entation Services

CX/UXJourney Automation

Transforming the digital
experience with GenAl

94%Al understanding and compliance rate
during the Paralympic Games — Paris2024

Digital self
appointment platform

Increased success & reduced costs (~30%)
for FTTHinfrastructure company

E2EDigital
Onboarding

Digital deflection (~15%)
for primary ltaliandigital payment company

Al-Powered Customer
Engagement Platform

Digital deflection (~50%)
for primary Italian Public Sector entity

VoC & Feedback
management

Increase active customer (28%)
fora company for home cleaning and services

Experience Engagement Suites & Business Applications
Streamline Internal Processes

Alsupport for customer
Insights & Segmentation

Increase quality and revenues(30%)
for Energyclient

eLearning program

Increase productivity (30%)
fora primary tobacco company

Data-Driven Operation

Reduced costs (~20%)
for primary ltalian Bank

GenAl-Powered Knowledge
Mgmt

Reducein hands-on machining time (35%)
for Italian credit institution

E2ECreditmanagement

Increase inrecovered credits (85%)
for primary ltalianenergy company

Smart claims

Reducedend-to-end processingtime
(40%) forinsurance company

GenAl- Document
automation

Reduced processingtime (80%)
for Italian Telco company

Co-pilot

Increase quality score(30%)
of writtencommunications

Smart Lending

Reduction of E2Eprocessing time (25%)
forimportant Italian bank

Digital Medical Records

Streamlined process & infrastructure for
dematerialization (1.3Mdocs)
for Italian regional healthcare system

Holistic & transformative projects

° Plenitude

Reduced costs (~25%)
for Italian Energycompany

° Revo

Fasttime to market (3 months)
foran insurance company

e Trenitalia

Reduced costs
for primary ltaliantransportation company
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Strategic value that Konecta can deliver

Konecta will deliver early, tangible resultsthrough a phased, resultsdriven plan.

Impact Drivers:AHTReduction, Outcome based pricing, Automation of back
Phases office tasks, Lower Attrition - Better Knowledge Retention, Increased

Services Driven by Konecta

collections

*Gen Al
Adoption

*RPA

Consulting Process
Re-engineering

*Enterprise licensing for
Telephony | Outcome based
Pricingl Speech analytics
Konecta Quality | Monitoring
Tools | Magic Button

Digital Contact Center Team
Konecta People Practices | Global SMESupport |

PMOI Global Training & Quality Support | Best
Practice Sharing

asup@aiAg 1oj 100duwl anjoA

**lllustration only

Assumptions: 500 FTEs, blended pricing of $2,500/ month/FTE

$ Millions -

3 year contract

Total Contract
Investment

%Reduction across the

contract term

Net Investment for
ByteDance

Without
Konecta Phase 2,3 &
4 Proposed Solutions

45

5.0%

Through phase 1
initiatives starting
year 2

42.75(-5%)

b4

With
Konecta Phase 2,3 &
4 Proposed Solutions

48 (+7%)

>25%
Through all initiatives

listed under phases 1- 4

**34.50 (>-25%)

ByteDance Objectives

SPECIALIZED
CUSTOMER
EXPERIENCE

OPERATIONAL

EFFICIENCY

COST
REDUCTION
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COMMERCIALS

Economic Proposal

Our comprehensive comm ercial proposal,including pricing for both Mexico and Brazil,is attached
separately with this proposal,inthe requested ByteDance template.

000
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ASSUMPTIONS

Commercial Assumptions

Technology & Tools

e Initial staffing assumed at 150FTEs,scalableper ByteDance o EBJEREE e pr.ovide a.II systgms,tools,and Rl
e Konecta to provide basic equipment (PCs,headsets,

monthly requirements. o
e Resourcesto be full-time; overtime billable; no surcharges ch)::],netCt'V'iY)' qditi | tech to be di q
for nights, weekends, or holidays. ° integration or additional tech to be discussed as

Staffing& Ramp-Up

separate project.

Training & Nesting
Quality & Security
e QAratio assumed at 1:30.
e Alldata to be hosted and governed by TikTok;no PII
storage at Konecta sites.

e Nestingassumed at ~2weeks after training completion.
e Konecta to support with training logistics; TikTokto
provide curriculum and systems access.

Service Delivery Contract & Pricing
e Operations to be 100%onsite;each site to primarily support e Pricesin USD,tax-exclusive, subject to local legislation.
its local market. e Pricingexcludes interaction volumes, shift distribution,
e Cross-site support only for BCPor business strategy. and final KPI/SLAmetrics.
e Supervisoryand OHrolesto be onsite;no remote model
assumed.
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CLIENT SHOWCASE

NETFLIX

Netflix & Konecta:
Elevating CX Across Latin
America and the U.S

Netflixchose Konecta to support its growth in the Spanish-
speaking market, relying on our expertisein Latin American
custom er service,strong cultural alignment, and comm itment
to custom er satisfaction. With agile operations, transparent
processes, and early success on key KPIs,we’vebuilt a
partnership designed to scale with quality.

100% <2 months 30%

Achievement of Taken to exceed CSAT Decrease in handling
proficiency targets targets time since launch
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thank you

Alejandro Pardeiro

Director of Sales

Konecta | English Speaking Markets
Tel. +52 (415) 111-0716
apardeiro@konecta.com

www.konecta.com




