lCraft TalK

MESSAGING CONTACT CENTER

Give customers the answers they need

with humans and Al teamwork

3



FOR CLIENTS

Contact center

Unified support for your clients on web-sites,

portals, mobile app, in messengers,

social networks and other channels

FOR EMPLOYEES

Helpdesk

One door for employees support in a chat

to get help and to open tickets

HR

Free up your HR professionals from

basic day-to-day tasks

+cross-messengers exchange between clients and employees

Let your clients in any messengers contact your employees in Teams



1. CLIENT CONTACT CENTER




CLIENT CONTACT CENTER

All-in-one solution for contact center in chats

Handling multiple channels in one place. Queues for automated agents load distribution.

Workplace for employees with access to the knowledge base and integrated Al-assistant.

with help of Al-powered assistants

Built-in knowledge base collects company knowledge and data for machine learning
from human agents. This enables full automation of up to 70% of requests while

keeping full control over machine learning



OUR CASE

2 WEEKS
57%
12.0x

Migration to CraftTalk from Genesys
6000 support topics, 450K request/month in peak

Requests are fully automated without

escalations to live agents

2.0x more requests are processed in a month by

the same number of agents as in Genesys

4.6x more conversations handled

with the same number of agents




Customer support

Hi Mike! | am your personal 24x7 assistant.

How can | help you?

COVID-19 information
Branches and ATMs
Exchange rate

Banking products

@ BaHk 23.04.2020 11:49

Please can you help me choose a right loan
program?

23.04.2020 11:54 ¢

Sure | can help. Please can you give me more
details. What kink of loan are you interested in?

Personal loan

Customer service ERR

Send a message... ©dy @

Chat to receive quick help with

your banking activities X




WHAT YOU GET

 Merge multiple channels into one

One place to process messages from web-sites, mobile apps, messengers, social networks, email and other channels.

* Versioned knowledge base for human agents and Al

One location for all company knowledge.

« Workplace for agents

Workplace with access to a knowledge base and Al Assistant. Efficient contact center-level solution

to work with text messaging: from chats to emails.

« Smart queues management

Control requests distribution, agents load and route requests to appropriate agents.

* In-time Al training under humans supervision

Knowledge base also stores data for machine learning that is always under your control and is the key to enable efficient Al.



WORKPLACE FOR AGENTS

Current chat, history,
full client profile,
tabs with CRM & service desk
integrations

Suggestions from
Al Assistant &
results of search in the

knowledge base

Access to

Multiple chats a knowledge base

simultaneously
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Customizable short
client profile

Kapgan: WebChal:7T83c04a-8218-4371-bb05-a8110bedBbel ~
a2 o ®
a3 D Banpoc ceaucaiwa Ompaswms ()

\

Auto-replies
offered

Omnichannel:
option to choose
appropriate channel

KPI tracking

N\

Quick replies templates

Option of co-
browsing with client



KNOWLEDGE BASE

STATUSES

All statuses Draft To verify Published Inactive Deleted 4

Knowledge base < FECORDTVPES

Not chosen :
" | CATEGOREES
Search | article code, title or content
Clear filter
Records from 1 to 13 from 13 (filtered out of 2,476 Site navigation Next
records) Site navigation
Title Status Individuals v
Credit cards |
Loans and mortgages i2
| Deposits 1
Cash loans with collateral Loans and mortgages 3
- About bank -
Cash loans without collateral m Currency exchange i3
| Services |
Credit cards m General P
. . 1 Partners ]
Refinancing and restructuring [ Publishe "
Transfers
Mortgages L Pubiishe; - 8
4 Accounts

Auto loans rL Ub-Ub-2u1Y 17:U3:39
Interest rates FL 06-08-2019 16:04:09
Loan application FL 06-08-2019 16:02:09






HELPDESK

should be easily available

Employees can ask whatever they need on a portal or in messenger

and prompt

Al Assistant will answer a question automatically or help open a ticket.

It will forward you to a support agent if needed

Telegram Web portal




Ask me ta
your dop
| can alg




Helpdesk assistant

Ask me to change a mouse or monitor, get access to CRM, change

your domain password or anything else.
| can also connect you with a customer support representative.

Helpdesk

Hi John, how can | help you?

| can solve your problem or open a support ticket
if needed.

Change a password
Buy or replace hardware

Buy or get access to software

@ System 23.04.2020 15:43

Can | replace a broken mouse

Bbl 23.04.2020 15:45 W

| can help you replace a mouse. Let's start?

Yes, please

No

@ System 23.04.2020 15:45
by CraftTalk

Send a message...



cls OUR CASES

1. LOGISTICS SUPPORT LINE 2. HRBOT

National postal service support line Public retail company

Human
agents z 60/
[ ]
-38% o
calls to contact center

on monthly payroll topics
Bot

62%

after 1 week since bot launch







HR BOT

Candidates screening

Comfort and manageable way to communicate with candidates

onboarding, surveys and help for employees

Help new employees get onboard.

Quick answers about payrolls, forms, vacations

* Microsoft Teams @

Telegram Web portal

Y,




HR BOT

Comfort way to
communicate with
candidates

Employees
onboarding

NURYEYS
Standard forms
Actual
. information
Better way to get in touch 1

with employees

Answers to repetitive
employees questions



4. MICROSOFT TEAMS

ENHANCE YOUR TEAMS EXPERIENCE



CRAFTTALK for MICROSOFT TEAMS

Connect clients and employees

Enables customers in any channel like Telegram get connected with a company employee in Teams.

Smart messages routing between Teams and any other channels

get help directly in Microsoft Teams

Get helpdesk support, HR services directly in Teams

@
Microsoft Teams



HOW IT WORKS




s CRAFTTALK PLATFORM COMPONENTS

~ SR vier

- X

All together
Messengers, social networks,

chat on website, emails:
for clients and employees

Al chatbot & Al assistant
~ Powered by deep learning

Learn from human interactions

ha®

Company's knowledge base

Single source of knowledge
for humans and machine

f
learning ~ :
WORKPLACE % [

Employees

Workplace
powered by Al assistant
and technology to eliminate waiting time

Bl analytics
Track what is happening

leading to increased cost efficiency and enabling the highest quality of service



HOW IT WORKS

Knowledge base constantly collects data from humans to mteg rations (API) -

build up datasets to be used for machine learning and stores ‘ ~~~~~~~~
data for humans and bots Automation of chatbot

N Humans use bot suggestions

skills — not just answers

and can start bot scenarios

N
u
H-
i

webchat  WhatsApp : CHATBOT .
Messaging - ./ | HUMAN
-70% -,
il\:?ecsesggggr platform of rgg;l?sts, AGENT
alexa
KNOWLEDGE
i
email oTeIegram E
|
Chat bot learns from human agents :
‘ |
// 1
’ |
/// (pass the request to bot) :
// |
Our machine learning algorithms using Traffic not handled by a bot is routed to humans.
the knowledge base ‘ The algorithms allow humans to handle requests up to 30% faster,

handle up to 70% of requests with a bot constantly learning from humans to increase bot efficiency



C
ﬂ WHY CRAFTTALK?

 Humans and Al teamwork within one platform

Al learns from human. Humans are superpowered with an Al-Assistant and chatbots’ integrations

 Built-in knowledge base Multiple

For Al and humans, including complex conversation scenarios languages

« Al-powered

Al is trained on real conversations based on deep learning technology

« Easy integrations of chatbot skills

Integrate chatbot with internal IT platforms of your company

* Full control over Al behavior

No need in Linguists and Al developers for evolving and training

* Provides with Bl-analytics




ABOUT US



[dt MARKET RECOGNITION

WE ON THE RUSSIAN MARKET OF INFORMATIONAL
TECHNOLOGIES FOR BANKS

WHO®OPMALIMOHHBIE TEXHOJIOTUW B BAHKE
TADVISER KAPTA PbIHKA 2019

MARKED AS TOP P
G\EP}A?Q.‘.I
SOLUTION IN 2 -
A
SEGMENTS*: =

o = %M BSH]

)
9 )
&

«  Contact centers and ok
voice technologies

« Chatbots

*Source: TADVISER, 20719

AND CLIENTS

JdenapTaMeHT
HH(OPMaLMOHHDBIX
TeXHOJIOTMH
ropoza MocKBbI

IT DEPARTMENT OF MOSCOW CITY
Responsible for Moscow IT systems,

online city services

MO4TA |E
POCCHH

RUSSIAN POST
National postal operator of Russia

390,000 employees | 42,000 offices

@ Poccenbxo3baHK

ROSSELKHOZBANK

5th bank by total assets in Russia

26,000 employees | 73 branches

My MATHUT

MAGNIT

Public retail company

300,000 employees | 15,000 stores

OUTSOURCING
CONTACT CENTERS:

New Contact

NEW CONTACT
Outsourcing contact center

3000 employees

I FRONTLINE =m

MWOEM HA KOHTAKT!

FRONTLINE
Outsourcing contact center

1200 employees

gEComfortel

Client Contact Center
COMFORTEL

Outsourcing contact center

2000 employees



Denis Petukhov

CEO

MBA, over 15 years as
C-level executive in Telecom

Z@BRAckcom [ I MTC

1 Bellintegrator A

FRESHTEL

Michael Sbitinkov
CTO

Over 15 years in
software development
in multinational companies

@A) | Altera Capital
== amdocs  <BpaAM>

Oleg Karenkikh
Co-founder

10 years as CEO of
outsourcing contact center

EComfortel

Client Contact Center

/ —
-/
CMHTEePrPPa

HALWOHANGHbIA ONEPATOP CBASH



lCrafl: Tallg craft-talk.com

MESSAGING CONTACT CENTER

To get access to your client’s heart - get settled in his phone!
Let’'s do this with CRAFTTALK !

Denis Petukhov, CEO Michael Sbitinkov, CTO
dp@crafttalk.ru ms@crafttalk.ru


https://craft-talk.com/

MOS.RU: The official website
of the Mayor of Moscow

. ]

mos.ru

CASE: CUSTOMER SERVICE FOR MOS.RU

2 weeks
30%
65%
2.5X

l

Migration to CraftTalk from Genesys

Requests were fully automated within 2 weeks when

working with over 6000 topics

Requests were fully automated when traffic increased 10x

after COVID-19 limitations came in place

2.5x more requests were processed in a month by the same

number of agents as in Genesys

Cost reduction per one request

Kak 3anucatbcs k Bpauy?

3anucb Ha NpUeM K Bpayy Ha caiTe
MOS.IU BOCTYMHA MO CChINKe
BeepuTe cepuio M HOMep nonuca
0bs3aTeNbHOro MegULMHCKOTO
ctpaxosanus (OMCQ), paty
POXAEHMA NALIMEHTA U HAXKMUTE
kHonky "Mpoaomxute. Cuctema
aBTOMaTMYECKU ONPEAenuT, K
KaKOW MONUKIWHUKE Bbl
NpUKpPeneHsbl, eC/in Bbl paHee
odopMUnM NpUKpennexHme K
MEeOMLMHCKON OpraHM3aLmm.
BribepuTe Bpaya, yao6Hy aarty u
BPEMS Np1eMa M HKMUTE KHOMKY
«3anucatbear. Nocne ycnewHom
3anucu Bbl MOXeETe pacnevaTaTb
TanoH M (MNK1) NEPENTM K
MpoCcMOTpY

3anuceii.BaxxHo! MNpeasaputensHas
3anucb BEAETCA Ha ABE Heaenu
Bnepen 1 oTkpbiBaetcs B 7:30 yTpa
B COOTBETCTBMM C pacnMCaHUEM
Bpaya. BoamMoxHOCTb 3anucatbcs B
onpeneneHHoe BpeMs 3aBUCHUT OT
3arpy>XeHHOCTU KOHKPETHOrO



m: Appendix: Successfully realized projects

CASE: RUSSIAN POST

e Customer service:

* In mobile applications

e on website of the Russian Post

e Pilot Al-chatbot

+ Detailed reporting
+ Different service scenarios on the website and in apps

+ Integrated postal tracking chatbot

wll Bunaiin LTE =

oaHs, 10:28

91 MOry 3apernucTpupoBaTh NoyYeHui

OTMPaBAEHMI MO ABYM NacrnopTaM Ha oauH
TenedOoHHbI HoMep?

ﬁf UpwuHa

3npascTByifTe. Bbl MOXeTe
3apEerMcTPUPOBAaTLCS TOMLKO MO OAHOMY B
nacrnopTy Ha ofvH HoMep TenedoHa.

m |Coo6meHme

B

MUy KEHT WLW 3 X Mo Pocoms! 5 nowory Baw orcrieauts

12:23

CoobuieHus

Cer:

CeroaHs

, 12119

A

MOYTA
POCCHH
RUSSIAN POST

National postal operator of Russia

v 72% @m)

390,000 employees | 42,000 offices

Over 1.5 B mails and parcels per year

ornp. x

@ ONeKTPOHHbLI NOMOLHMK w
it Onnaitk-KoHcynsTanT
N —

n

-

% 3apaecTeyiTe! A SNEXTPOHHLIA NOMOLLHKK

LA & R & & A A A & A N5 pal oTnpasnexme, HARTY Gnxaiiuee oTaeneHMe,

NOCHMTaTL CPOKM W CTOMMOCTL OTTID3BKW NKCEM,

® bl B AT P O N JIRD. ¢ 3 NOCHLUIOK ¥ ABHEXHBIX OTNPABNEHUH, 3 TakKke

S W D G TR D D GRS RS GRS . co

D W D GRS GRS CEED D D S S

[ MOSA NOCblINIKa

NIKa uiv NnucbM

DUMOCTb U CPOK
O NucaTb agpec
pKanoby unu npi
TMYHbIA KabuHe

nexkc?
Mog ynpaenexvem CraftTalk

LA MECTONMONIOXK . ivicivs v vmirianens

[na éusHeca @ MMomoup




CASE: ROSSELKHOZBANK Poccenbxo3baHK

ROSSELKHOZBANK

5t bank by total assets in Russia
Mopnepxka

MbI roToBbl OTBETUTb Ha BCE BaLLK BOMNPOChI

nomoru Bblbpatb BKNag

A nomory Bam BbIbpaTh noaxoaaLmMi BKnaa. B
KakoW BantoTe Bbl XoTenn bbl 0OTKPbITh BKAaA?

26,000 employees | 73 branches

e Customer service

Chat on the website, Viber, emails, forms

Bbl Tak>XXe MOXeTe BOCMC/Ib30BaTbCA
KasbKy/1IATOPOM Ha camnTe:

https://www.rshb.ru/natural/deposits/summar
y-deposits/ d AI ChatbOt

24x7 fast service: answers to repetitive questions, assistance in choosing bank
products, information about bank’s products and services

« Knowledge base for the chatbot

BeeauTe coobLieHue...



ﬂt Appendix: Successfully realized projects

i
CASE: Department of Information Technologies of Moscow . roromNooIes

IT DEPARTMENT OF MOSCOW CITY
Responsible for Moscow IT systems, open

government services, online city services

12 mm citizens

« Knowledge base for city contact centers
« Multiple editors, history of changes

« Source of data for multiple city contact centers

 Situation center For smart city

« Real-time dashboards with hot issues in the city
« Available for PC/TVs and mobile



