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Agenda

> Current Challenges
> Brands/businesses need to reach consumers where they are

> The messaging channel must be helpful

> The channel must be responsive
> Use Cases

> Q&A
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Current Challenges
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IMMEDIACY AUTOMATION CONVERSION

> Consumers and > Brands are trying to > Brands are looking
brands want rely more on for ways to increase
immediate automation to conversion over
engagement properly scale digital channels

> Automatic handling
of customer
requests
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Messaging is Key for Conversational Commerce

Businesses

> Messaging is where consumers live today

Conversational
Commerce

>

> Enables fast business digital presence

<
(N
%)
> Persistent customer engagement o,
@

But Messaging is no longer

a single channel
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Messaging is Heavily Fragmented

> Messaging has become a wild land where

consumers congregate in tribes G
> |solated islands with SMS and RCS acting

as shuttles
> Creates inconsistencies for brands G

— Consumers can be in multiple ecosystems
simultaneously — cost duplication

— Phone number vs. user ID
— Text only vs. rich media

— Available capabilities (rich cards, carousels, rich
links, time pickers...)

This model is complex and expensive for brands

The need for simplicity creates big opportunity for messaging service providers
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The Keys to a Helpful Messaging Channel

Rom B '

-

TWO-WAY GET STUEF DONE MULTIPLE LAUNCH
COMMUNICATION POINTS
> Always open to let the consumer > Move away from notification or > Allow conversation to be started
reach at their own pace informational channels where the consumers are
> Persistent Conversations > Let users fulfill tasks, purchase > Company website
goods, book appointments, > Maps App

> Web Search
> QR Codes in printed media

schedule deliveries, obtain
customer care, etc.
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The Future — Multi-Channel Messaging Providers

Business and Brands

Unified API

MESSAGING SERVICE PROVIDER

3 Party Chatbots ] ] i 3" party Business
Communication Platform as a Service (CPaaS) Integrations

. ‘/"" \ fni ff @
=. Microsort K%son Chatbots Campaign Analytiqs & CUStg'r:;c?Irscare Collaboration -IShop g
Manager Reporting (Live Agent) }d[k - sugarcrm
% Dialogflow
Messaging as a Platform (MaaP) Huospst AT
Apple

SMS RCS Google Business || OtherOTT

RCS Chat messaging

Consumers
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Delivering the Right Value

The Traits of the Next Generation Messaging Service Providers

LEVERAGE NO LOWER AUTOMATIZE AS
CHANNEL COMMON MUCH AS
CAPABILITIES DENOMINATOR POSSIBLE
> Adapt the brands > Rich Cards > Implement > Minimize per channel
content to the channel > Carousels workarounds to customizations
to provide the best > List Pickers overcome channel > Leverage pre-built
user experience > Time Pickers limitations. E.g.: templates
> Templates — Drive users to a web > Provide visual builders
> Suggested Responses chat on SMS
> Notifications — Use time pickers on

Apple Business Chat
and use a web view to
offer time selection on
RCS

MAVENIR o imanrzs. Y L L 4 ',



What a Multi-Channel Experience Should

> Chatbot/campaign deployed
once with the Service Provider

> Service Provider Messaging
Platform presents it in each
channel, leveraging its specific
features & capabilities

> Always delivering the best
customer experience

Simple for the brand,

optimal experience for
the customer

MAVENIR
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Welcome back, Jason! Last time you ordered
the double bacon burger with large fries and
unsweetened iced tea. Would you like the same
again?

g Else
Repeat Last Order

Perfect! We got your order and
charged you to your preferred
method of payment.

You can pick up your order in
15 minutes at the bar

Google RCS
(Rich Card)
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BurgerToGo

Confirm Selection

yose from the options below

.- Repeat Last Order

Order the same food and drink

P57 Choose Something Else
B Start a brand new order

Apple Business Chat
(List Picker)

Look Like

BurgerToGo &

Food & Beverage Company

Welcome back, Jason!
Last time you ordered the double

bacon burger with large fries and
unsweetened iced tea.

Would you like the same again
Pick an oplion below

Facebook Messenger
(Template)
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Automation that Helps

> Start with state-based bots but evolve
them to smarter customer service agents

> Al powered knowledge bases that let
consumers get answers or vital business
information

> Natural Language Processing (NLP) to
better understand customer intent
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Live Help

8:58 @

& Instant Flora 9 Q
Your order has been placed.

@ View your order summary

> Built in tools to transfer chatbot fyouvant o ha withne |
conversations to a human agent | 8§ et e

> Triggered at the consumer’s request ® B cramesse  © ¢
or automatically by the chatbot SRR

1234567 )18Q9])0

> Leveraging all the channel
capabilities (e.g., file transfer, rich
links, rich cards, carousels)

QEIWIEJRJTIYQJULI JOYP
AJSEDIFIGEHYJIK]L

TRZIX|CJVIBIN|Mp =

> Allowing return to the chatbot after 20 I O

the human interaction is over : " o o
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Overview of Use Cases

Customer Service

Municipalities

Lead Generation

Aropg

WELCOME!
ENJOY 15% OFF
YOUR MEXT ORDER
Wian you jon our ama i

T e conterg
Apecinirrant wah e Lyde.

App Download
Campaigns

Hit send to start your order

J | am Brew2You and I'll be
serving you until the start of
the 4th quarter (@) or the 3rd
period { £ ).

Here's what we're serving up!

e
e ]

User Acquisition

I BBVA Compass

With BEVA Compass For Your Cause”,
something you do every day can go BEVA Compass
* kA

along way for us.

Breast Cancer Can 5k B
Compass For Your Cause AMinity Code:
05543

MAVENIR

Wk Lo Eatant Flors W bay o
@t for very cecasion. impress
your iovesd ones with samething

Joe Manganiello reveals new details
about Ben Affleck’s abandoned
‘Batman’ movie: "It was really cool,...
ar Sescribens AMinck plars for o
s Deanhatrabe’s new kook i The
p—

QIWIE|R|T|Y|u|I1|O]P

Chat to see our
holiday deals!

AlSID|FIGIHIJ|K]|L
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...and many more
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Customer Service

> Customers obtain help about products and services

> Rich media elements used to enhance the user
experience

— Time Pickers for appointments
— Mobile payment trigger
— Location and file sharing
> Multiple entry points:
— Scan a QR code at a store/location
— Redirected from a chatbot conversation

— Deflect to chat from a voice IVR
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& Instant Flora 9 Qa

Your order has been placed.

@ View your order summary

If you want to chat with one
of our customer service
_ representatives, just type "help”
.-JC-_ and hit send at any time.

Mow

@ F‘@ Chat message ® ¢
N & P @ ¢ &
TE21304)5 6718090
QIWIEJRJTRYJURIJOQP
AlSIDJFc]H]JK]L

THZIx|cjviBiN|M} &=
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Municipality Citizen Services

@ Coolville

Main Menu

Tap here for

> Persistent conversations initiated from
City’s website

COVID-19 & Weather Updates
Safety guidelines, vaccinations

> Automation of high demand queries and Hello, | am Colon he

customer service chatbot of
the City of Coolville, TX. |

transactions SR

Utilities
information easily. Check and pay you

. g . . Our office hours are 8am to
> Self-service utility bill checking and Spm, Mon-Fri. During these
ours, if Colton is unable to

answer your question, just

payment type help to chat with one

of our live agents.

Property Maintenance
Permits, inspections, etc

> Easy reporting of issues with attached R o s
images (e.g., potholes, broken lights, etc.)

— Street Maintenance
Report potholes, broken signs.

> Follow up on permits and registrations Evonts and Activi

(o 2 @
+r OO0 O
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Customer Information and Lead Generation for Businesses

> Once customer, clicks,
scans, etc., the brand
chatbot wakes up and
provides services that
include:

Google Ads

WELCOME!
ENJOY 15% OFF
YOUR NEXT ORDER
When you join cur ol Est!

g L0 Y
1 s e Ay

— Product Information

— Promotional content/videos

— Scheduling appointments on
calendar

— Collecting user information

E E oc:\DS (Opt—in, email, etC-)

— Surveys

WEBSITE | SEARCH QR CODE ADVERTISING / MAILING — Product purchase

Multiple Launch Points for Customer Engagement
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App Download Campaigns _

rf"' I"'. & o09:417

( Search

Olsen Credit Union
_—_— OCU USA

> Customer-initiated chat sessions can be -
leveraged to promote mobile app for B e Ahdalalalalel
more elaborate user interactions Tuesday, April 21,2020
3240 N Josey Ln
. . . Carrollton, TX 75007
> Less intrusive, not perceived as spam by United States

u S e rS For self-service banking options,
download our mobile app

> Deep link chatbot into application or R R
drive them to the app store to download
app

within the app
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= Hit send to start your order
=T
- Delivered

. lam Brew2You and I'll be
serving you until the start of
the 4th quarter (&8) or the 3rd
period (£ ).

Here's what we're serving up!

il
Beverage Menu
Select your drinks |

Don’t miss the game!

Order your drink from your
mobile and we’ll alert you when
it is ready to pick up.

SCAN CODE NOW
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Food/Beverage Ordering at Events

Users scans QR code at back
of seat to start chat

Chatbot interacts with user,
collects order, confirms it and
manages payment

User is alerted when ordered is
ready for pickup

NO WAITING IN LINES!

20



User Acquisition / Discovery

> Users discover your brand:
— Search on Maps, Siri, Safari, Spotlight
— QR Code on printed ad or billboard

> During initial conversation, request for
consent to send communications to user

> User is converted and can receive
promotions, offers and other upsell
opportunities
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Q, oisen Cred

Make your mone?
work for our caus

For every $1000 in average balance
gualifying Olsen Credit Union saving
investment account we will donate $
the National Breast Cancer Foundati

Will you help us?

OCO Investments
Finance
L6 & & & 4

WEB VIDEOS Show Mare

Olsen Credit Union with

m Kevin Durant, James Harde...




Interactive Mobile Ads

& yahoo.com

yahoo!emﬂainmeﬂt Search

Business

Welcome to Instant Flora. We have a
gift for every occasion. Impress
your loved ones with something
unique.

) Yahoo Movies User taps
User discovers the Joe Manganiello reveals new details
Ch atb Ot in an a d about Ben Affleck's abandoned 1fuyou want to\fhat with one oifvour )
"Batman’ movie: 'It was really cool,... it e b sondaters Messaging app opens

unit on the media
inventory.
(e.g., Yahoo site)

The "Archenemy” star describes Affleck's plans for "The time.

Batman" and explains Deathstroke's new look in the
Snyder Cut of "Justice League.”

User engages with
+ OD e @ @ brand chatbot
QIW]JEJRJT]IY]JU]LIL|JO}P

‘v ;
e % Instant
e 02 Flora
o » Chat to see our
holiday deals!

AISIDJF]JGIH]J]IK]L

Yahoo Celebrity
Lori Loughlin's daughter
Olivia Jade on college
admissions scandal: 'l was
not fully aware of what wa...

4 Z X CV B NM &=

espacio intro

¢
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Thank You




