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Case study 24

Disruption (IROPs) decision
intelligence for airlines

When flights are disrupted, airlines juggle crew, aircraft, rebooking,

compensation and communication across many systems. Wexa built a decision-

intelligence platform that brings that context together and acts on it.

5

capability modules: signal,
rebooking, care, journey, cockpit

2026

rebuilt on the Wexa context graph as
a production platform

CLIENT

Airline group (APAC), with an airline-
operations partner

WHEN
2025-2026

WEXA COMPONENTS

Wexa context graph - ops, crew and
passenger agents - role-based console
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The challenge
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3

role-based workspaces (admin, ops
manager, agent)

REGION

Australia / global

ENGAGEMENT

Solution build
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Disruption data spread across reservations, crew, maintenance, weather and

loyalty systems
Rebooking and compensation decisions made under time pressure

Passengers informed late and inconsistently

What Wexa built

Always-on multi-channel disruption communications
Automated rebooking from disruption to new boarding pass

Personal-care engine prioritizing vulnerable passengers; amenities and
compensation

Control cockpit for operations and passenger-service teams

Integrations: reservations, crew scheduling, maintenance, weather, flight
operations, loyalty, hotel and meal vouchers

Wexa, Inc. - wexa.ai - Case study 24



02 CASE 24

How it runs on Wexa

CASE 24 - AVIATION © wexa

Airline disruption platform on Wexa Fabric

Disruption context across reservations, crew, aircraft and loyalty becomes recovery actions in minutes.

CLIENT SYSTEMS WEXA FABRIC - CONTEXT LAYER Cloud-VPC -on : i USERS AND OUTCOMES
Reservations and departure ??NNECT Fightops)) (Weather Ops managers
control 200+¢ tors one recovery cockpit
bookings

AUTOMATIC ONTOLOGY DISCOVERY
y Flight, passenger, crew, aircraft RN SIS a0 Passengers
Crew and maintenance eaiiiesrod elaticrsip s sl et e rebooked andinformed
rosters, aircraft
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Weather and flight ops Wexamemory layer (graph DB)

disruption signals
AGENTS AND PROCESS FLOWS
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'WERNANCE
S:K” C“ st Ops-manager approval RRCT T Mo

Highlighted: components centralto this use case Client names withheld

Loyalty, hotels, vouchers
care

How this use case runs on Wexa: client systems connected, ontology discovered, context graph in
the Wexa memory layer, agents and process flows, and governance. Highlighted components are
central to this use case.
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Capability architecture

Wexa ACX unleashes intelligent IROPs handling at scale, powering next-
generation service excellence through smart orchestration.

Vision o . .
Turn moments of disruptions into
opportunities of service excellence
. - Customers Ops Team Support staff
Objectives = Personalised care, improved ® Improved efficiency and better @ Ability to serve customers
“== experience and comfort @ decision making @ petter with enhanced efficiency
CEELEIPLLE Fly Signal Pulse
care Always-on agentic automation that turns operational Al-powered personal-care engine that detects
data into timely, consistent, and caring passenger needs, prioritises the vulnerable, and delivers
Capabilities Automated communication across every channel empathetic, culturally-tuned assistance without missing
operations K R
Flight Flex Journey Care Control Cockpit
Better From disruption to new boarding Smart disruption response with Unified operations and passenger
intelligence pass in seconds: automated instant amenities, compensation, service dashboards for disruption
9 rebooking that keeps journeys on and transport alternatives resilience
Enablers System Integration g{;‘;ﬁ;;fﬁgﬁfﬂ""g Data readiness People and change
Connected disparate systems NG Clean and connected data New ways of working at scale
Key KPIs Improved NPS @& Cost benefits Regulatory compliance
ﬁ Revenue assurance through E=1) Reduced AHT per IROP, call centre @ % of IROP cases resolved

customer loyalty load & compensation costs within regulatory timeframes

(1) AHT = Avg. Handling Times (2) IROP = Irregular Operations

Capability model: vision, objectives, capabilities, enablers and KPlIs.
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Solution architecture
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OUTCOMES

Operations and customer-experience brain connecting airline systems to recovery actions.
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Results

MEASURE

Disruption handling and passenger-care cost
per year

Annual cost of the process

Time to implement the Al solution

Al build cost (one-time)
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BEFORE /
WITHOUT WEXA

$12M

$12M

9 months

$1.2M

WITH
WEXA

$9.6M

$9.6M

12
weeks

$133K
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BEFORE / WITH

MEASURE
WITHOUT WEXA WEXA

Al operating cost per year (models, $704K $336K
infrastructure, upkeep, platform)
Total Al cost in year 1 $1.9M $469K

WITH WEXA

$2l 1 M

net annual value to the client after Wexa's

own operating cost
3x 52% $1.4M
faster to implement lower Al operating cost less Al spend in year 1

Developed with an airline-operations partner; pilot discussions with carriers are in
progress. KPIs tracked: NPS, handling time per disruption, call-centre load,

compensation cost, cases resolved within regulatory time.
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