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First airline in the
world to offer . Enable passkeys
pG SS keys : " | Passkeys are the easiest and most secure method of verifying your

identity.

Introduced contextual and step-up Multi-factor .
Authentication (MFA) Next time we ask for verification, you'll only need to use your facial
— " recognition, fingerprint or any other method you use to unlock your

Started with passkeys as an additional MFA factor device.

Opt-in rates that surpassed expectations Add passkey il dos it latar

Reduction in customer password reset volumes _ .
and customer support volumes, due to passkeys . : About passkey authentication

added as an Account Recovery option
”

One month implementation with existing internal LAL7

. . A STAR ALLIANCE MEMBER T, &
customer identity team and resources -
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Passwordless

Leveraged the success of passkey adoption and high
performing MFA conversion rate data. Air New Zealand
decided to go passwordless.

First in the world contact centre Interactive Voice Response
(IVR) passkey authentication

e Reduced caller processing time by 30s per call
o Combined interactive call routing to improve queue routing

Reduction on SMS OTP

*Based off combined WhatsApp and passkey use
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Signin
Airpoints™ number / username
| | Stay signed in

Signin

Forgot username/password

Not an Airpoints™ member?

Join Airpoints
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Native mobile
passkeys

Fully native mobile passkeys experiences allow for highly ‘ ol
customized and slick user experiences (UX) \Cll
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Sign in

’ Join Koru ‘ (-. J n
==
B G
Continue without signing in Sign In
Sign in to "Air NZ" with your passkey for
"45161271"?

Opt-in passkey rates

Use Passkey

More Options
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AUthentiCQ te Air New Zealand
rolled out passkeys
FIDO Conference to customers in

May 2023

case studies

2024 One Year on with Passkeys: Air New Zealand's Insights First airline in the world

and Learnings from a Global Rollout Opt-in rates that surpassed expectations

Amazing customer feedback
Watch here

2023 Authenticate 2023 Flying into the Future with Passkeys:
Air New Zealand's learnings and insights

Watch here
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https://www.youtube.com/watch?v=dvWY4687dEw
https://www.youtube.com/watch?v=auUJ2F9PqxA

@ Authsignal

&) Confidential




