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Atento Reaffirms Leadership in Frost & Sullivan's
Ranking as a Leader in CX Management in 2024

e The company excels in the innovation and growth matrices by offering CX
transformation solutions and demonstrating its innovation capabilities.

Madrid, September 12t 2024. Atento Luxco 1 ("Atento" or the "Company"), one of the world's
largest providers of customer relationship management and business transformation
outsourcing (CRM/BTO) services and an industry leader in Latin America, has once again
been recognized by Frost & Sullivan as a Leader in the 2024 Frost Radar™ for Customer
Experience Management in Latin America.

This recognition highlights not only Atento's ability to innovate, but also its comprehensive
focus on digital transformation and the implementation of advanced technologies, such as
generative artificial intelligence (GenAl), that not only improve the customer experience,
but also optimize operational costs for its customers.
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With more than 200 competitors in the region, Atento has positioned itself as a leader for
the third consecutive year, demonstrating a unique ability to combine cutting-edge
technology with a customer-centric approach.
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Boosting Innovation: Al Center of Excellence and AtentoNext

The CX market in Latin America is at a pivotal moment. Companies are looking for strategic
allies capable of implementing technological solutions that improve the efficiency and
quality of customer service.

In 2023, Atento launched its Artificial Intelligence Center of Excellence (Al CoE),
centralizing the development of a GenAl product portfolio. Backed by a global Al committee
and strict security and privacy policies, this center ensures the secure integration of
artificial intelligence into the transformation of the customer experience. In addition,
Atento is the only company on Frost's radar that has a start-up accelerator: Atento Next.

Al-based technology at the service of talent and the customer

Atento has implemented a GenAl-based tool for recruitment that simulates different
candidate profiles and assesses key skills, such as empathy, resolution skills, and
objection management. With this tool, the company ensures that the right talent is
incorporated into the team, optimizing recruitment processes and reducing associated
costs.

In addition, Atento has developed a predictive model of staff turnover, based on Al, which
analyzes the probability of an employee leaving the company. This solution allows Atento
to customize its approach to each agent, increasing their well-being, engagement, and
productivity, while reducing turnover rates.

Likewise, with Atento Al Studio, a proprietary Artificial Intelligence platform, Atento
elevates the customer experience and transforms the operational efficiency of companies,
within an ethical, secure and private framework. Within the Company's comprehensive
ecosystem of Al solutions and capabilities, Atento Al Studio is positioned as a fundamental
piece to optimize customer CX.

Strategic Perspective and Growth Opportunities

Frost & Sullivan highlights that Atento is in a privileged position and has consolidated its
position as a trusted advisor in customer experience management (CXM). The company's
ability to integrate GenAl and adjacent technologies allows companies to implement
solutions that in addition to significantly improving service quality, optimize costs.

"As it intensifies the use of GenAl and adjacent technologies, Atento helps companies
securely and strategically implement the right tools to reduce costs and increase quality of
service, cementing Atento as a trusted partner for its customers in the customer experience
management (CXM) sector." Sebastian Menutti affirms, Frost Radar Research Director.
"But CXM services are not a technology-only game, and Atento has found the right mix of
people, processes and technology."

The report highlights Atento's strategy to diversify its customer portfolio, attracting both
new customers and expanding its relationship with existing ones, especially in sectors such
as technology; travel and hospitality; retail and electronics; banking, financial services and
insurance; media and entertainment; and health.

With the consolidation of the CXM industry, Frost & Sullivan forecasts a wide range of
growth opportunities in the short to medium term for Atento, as various organizations look
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to bring in new BPO providers. This puts Atento in an advantageous position to capture new
opportunities in an ever-evolving market.

Legal Disclaimer

Frost & Sullivan is not responsible for any incorrect information provided by companies or users.
Quantitative market information is primarily based on interviews and is therefore subject to fluctuations.
Frost & Sullivan's research services are limited publications that contain valuable market information
provided to a select group of clients. Customers acknowledge, by placing orders or downloads, that Frost
& Sullivan's research services are for internal use and not for general publication or disclosure to third
parties. No part of this research service may be given, loaned, resold, or disclosed to unaccustomed
persons without written permission. In addition, no part may be reproduced, stored in a retrieval system,
or transmitted in any form or by any means—electronic, mechanical, photocopying, recording, or
otherwise—without the permission of the publisher.

About Atento

Atento is the largest provider of customer relationship management and business process outsourcing
("CRM BTO") services in Latin America and one of the leading providers worldwide. Atento is also one of
the leading providers of BTO nearshoring CRM services for companies operating in the United States. Since
1999, the Company has developed its business model in 17 countries, employing approximately 110,000
people. Atento, which serves more than 400 customers, offers a wide range of CRM BTO services through
multiple channels. The majority of Atento's clients are leading multinational companies in the
telecommunications, banking and financial services, healthcare, retail and government sectors. In recent
years, the company has been recognized for its excellence by several global industry analysts, including
Everest, Gartner, Frost & Sullivan and ISG. Forbes recognized Atento as one of the 100 best companies to
work for in Spain in 2023, while Great Place to Work® has continuously ranked us as one of the 25 best
companies to work for worldwide. We have also been recognized as the 1st company in the sector
worldwide to achieve the ISO 56002 Innovation Management Certification, which we have maintained for
four consecutive years. For more information, visit www.atento.com

Media Contact
press@atento.com

Weber Shandwick
Andrea Terroba | aterroba@webershandwick.com
Esther Presencio | epresencio@webershandwick.com


https://www.atento.com/
mailto:press@atento.com
mailto:aterroba@webershandwick.com
mailto:epresencio@webershandwick.com

