mer Experience (CX)
formation

With strategic precision and technological foresight, delivering exceptional customer experiences across diverse digital
touchpoints—spanning booking platforms, in-flight services, and post-travel interactions—has become the defining competitive
advantage in the aviation ecosystem.

Our tailored Enterprise Design methodology enables airlines to craft seamless, data-driven, and adaptive experiences that cater

to the evolving needs of modern travelers. By integrating three core principles, Humanized Data, Synthesized Innovation,
and Non-Linear Design, this approach goes beyond traditional UX methods.

TheThree Pillars of Transformative Experience Design

Humanized Synthesized Non-Linear
Data Innovation Design
e (Collect and analyze traveler e Integrate technological e (Create designs that adapt
personas and behavioral innovations from diverse to unpredictable passenger
patterns for impactful decision- industries behaviors with Al-driven insights
making
e Understand and synthesize e Ensure consistent experience
e Connect with individual consumer behavior patterns across all customer
passengers by tailoring data to to design customer-centric touchpoints—whether web,
their specific needs workflows app, or customer care
e Transform data into relatable e Align solutions with passenger e Deliver continuous, seamless
and actionable insights, expectations, delivering not journeys that span multiple
leveraging LLM-based modeling just functionality but true touchpoints
engagement

Transformative Business Outcomes

Our enterprise design methodology combines strategic rigor with creative flexibility, guaranteeing measurable business
outcomes for airlines:

¢ Increased Conversion Rates: Enhanced CX lead to higher conversion rates from flight searches to bookings
e Enhanced Passenger Loyalty: By meeting and exceeding expectations, airlines cultivate loyal passengers

e Operational Efficiency: Streamlined processes and personalized service delivery optimize operational efficiency, reducing
costs and improving resource allocation



Optimizing CustomerTouchpoints

Tracking and optimizing customer touchpoints across physical and digital channels are critical for delivering best-in-class
experiences. From pre-flight interactions to onboard services and post-travel follow-ups, each touchpoint presents an
opportunity to engage passengers effectively and build lasting relationships.

* Seat Selection

* Search for Flights * Flight Status

* Find Trip Details e Check-in * Flight Information * Loyalty Programs
* Booking * Boarding Pass e Entertainment * Airport Information * Offers

* Sign-in / Account Mgmt * Baggage Booking * Shopping * Baggage Collection * Reviews

Booking Pre-Flight = In-Flight Post-Flight SN Post-Journey

Customer Support g

FAQ | Chat | Email | Call

Referential Architecture Leveraging GCP Components

Trip Planning Flow

User Experience (FE) Layer

App Engine
API / Micro Services Layer (APIGEE APl Gateway)
Booking Service User Profile & History mS Recommendations mS
Google Maps Cloud Run Apigee API
Integrations mS Platform Management
Enterprise Systems Databases and Storage Al & Advanced Analytics Layer
User Travel Personalized Demand Forecasting &
Booking & Ticketing Loyalty Program < Recommendation . g
& Activity L Trend Analysis Service
System System o Service
Pub/Sub BigQuery —
Other Data
i 3rd Part:
sources / APIs Other Operational Data v Cloud Storage
System Natural Document  Vertex Al Al Platform

Language API Al



Breakthrough Enterprise Design Engagement & Delivery Methodology

We offer engagement models from Staff Augmentation to SOVW-based projects, spanning different levels of ownership &

delivery outcomes.

T&M-based SOW

We will assemble a team of
people who will work as part
of your extended team under
your supervision

Customer retains responsibility for
day-to-day contractor work
assignments and outcomes.

Squad-Based Managed
Teams

We participate in forecasting,
building and deploying POD
teams; manage their
allocation and performance.

Customer owns deliverables and
directs the work to be performed.

SOW-Based Projects

We assume end-to-end project
responsibility and provide
deliverables to a defined goal
and outcome

Our assumed responsibilities include
staffing, managing, and delivering
work products to meet the stated
objectives.

s
@
@

Managed Services

Working to shared SLAs, we
take on defined, day-to-day
functions (e.g., support,
maintenance, operations) to
help you improve operations
and lower cost.

Reimagine Aviation. Personalize Journeys. Drive Success.

Connect with Us!

About Innova Solutions

Contact Us

/, Innova Solutions is a trusted global technology partner specializing in transformative digital solutions for

innova

SOLUTIONS

complex, real-world challenges. With teams across North America, Europe, & APAC, we blend exceptional
talent and advanced technologies to enhance operations and drive sustainable revenue growth for our
customers. Partnering with technology leaders who share our passion for bold innovation, we deliver cutting-

edge solutions such as generative Al, data & analytics, cloud computing, digital product engineering, and

www.innovasolutions.com

cybersecurity. Since 1998, we've proudly supported leading organizations across critical industries—including

Banking & Financial Services, Healthcare, Insurance, and Communications—with sector-specific solutions to
tackle evolving business needs.
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