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Carolyne Truelove

Vice President of Reservations & Service Recovery

Ignite the Leader Within:

Embracing the Power of Inspiration

for Extraordinary Results




























It's the people around us who make
transformation successful.



Our mission is to Amplify Pride and Create

o
Fq n q t I CS® Connections for all Fans. We know sports fans
better than anyone else because we're fans, too.
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NFL NCAA MLB NBA MHL MLS Soccer NASCAR WWE WNBA Golf F1













How does your organization make

diversity and inclusion your superpower?



Operational Technological Transformative
Efficiency Innovation Change Management



Change is inevitable...

managing it well requires

foresight, strategy, and

most importantly, empathy.
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‘ Truelove, Carolyne
Fri @

Meet our incredible Reservations & Service Recovery
Policy & Procedure team, the unsung heroes behind
the scenes! f§ &

With an astounding 294 years of combined
experience, they're the best in the business and are
committed to empowering you to deliver exceptional
customer experiences. Let's give them a round of
applause!! §§ = >

@ & Herrera, Juana and 173 others

Daniel, Sereta Yesterday
Great to see this amazing team highlight...
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Global Single-Year Growth



Global Single-Year Growth




2022 AVERAGE HANDLE TIME

Transformation Begins

2023 AVERAGE HANDLE TIME

Simplified processes

2024 AVERAGE HANDLE TIME

Contact Center Transformation

2025 AVERAGE HANDLE TIME

Transformation Complete









As leaders, It Is our
duty, privilege, and responsibility

to Inspire, uplift, and transform.
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You are why we fly"



AmericanAirlines

AAdvantage \\_M

Travel is better as an AAdvantage® member

You'll earn miles to redeem on travel, plus Loyalty Points
toward AAdvantage® status and Loyalty Point Rewards
when you fly and spend with over 1,000 partners.

Redeem your miles on:

* Flights to more than 1,000 Hotel stays

b destinations worldwide Car rentals
g* ° Upgrades

4 ° American Airlines

) ‘ Vacations™ packages

Experiences
Retail products

Join for free
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