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Most consumers find customer service bots frustrating.
However, most consumers love the experience of ChatGPT.

Both are chatbots, so what's the difference?



The old chatbot paradigm

' Dialogflow

! Global ¥ Intents
Essentials

Traditional chatbots are intent-based : P

Inflexible S

- Predefined rules and inputs o o cHps-sop-Son

. Struggles to understand underlying concept ok e
Difficult to manage e R

- Requires technical mindset, costly+lengthy projects .., o L cors-sop- uosleDmost-Us

- Need to think of every way a question can be asked ~ ~- S
Minimal business impact S

- Less than 10% containment rate P N ————

e - Reduced CSAT - consumer frustration -



Chatbots have changed

The new recipe is GenAl + Knowledgebase

Flexible
. . Hey! I'm TechBot, Tech Direct's customer
a . Understands underlying meaning of customer request cupport bot. Ask me 2 question!
- Multi-lingual, conversational experience
Easy to manage . . | bought a Tech Direct smart bulb but |
- Just upload your knowledgebase, get started in minutes YR RO Ao T by
- No conversation design required

To set up the Tech Direct Smart Bulb without

Significant business impact the Hometub, simply choose the Manual
- 40-60% containment rate
° - Increased CSAT, available 24/7

Privacy Policy ~ by Talkative



GenAl chatbot advantages

- Can transfer to a live agent queue

- Can respond in any language (even binary,
morse code, and emoji!)

« Quickly establish 50%+ containment rate

- Minimal set up (no pro service) and maintenance

- Potential to use standalone for guidance




GenAl-Enhanced Digital Channels

Easily deploy GenAl chatbots across web chat,
SMS/WhatsApp, email, and voice, with an easy-to-
use Al Knowledge management system

Highly flexible web chat widget, with enhanced
agent handling tools such as translate and copilot

Use web chat, video chat, co-browse/screenshare,
inbound/outbound SMS, WhatsApp, and
Messenger channels

Al-powered real-time alerts, dashboards, and topic
analysis based on all your interactions

Integrated into the MiCC agent client, with unified
workloads, queueing, and reporting

-~ Concierge Al

James

Do you have any rooms available for this
weekend?

Concierge Al

We do indeed. How long are you visiting
London for, and did you have a particular
style of suite in mind? Let me
recommend some of our most popular
packages...

Room Details

Hola, stienes habitaciones disponibles a
corto plazo?

Hi there, do you have any rooms available
at short notice?

TravelBot

iHacemos! ¢Puedo ayudarte a reservar
ahora si quieres?

We do! | can help you book now if you'd
like?

PixelBot

Sorry, that's not a subject | can help with.
You can ask me a question on our
products or choose an option below!

% Talk to human

PixelBot

'Y 4 f
\5;"7‘ KMG Clothing

Jodie

Thank you so much - | can't believe | threw
the returns slip away!

Sure thing! Transferring you to Sales now... KMG Suppo

No problem! Here's a replacement PDF you
can download. I'll also post a video tutorial
on how best to pack your return too!

KMG Suppo

Returns.pdf



Features & Capabilities

Al Chatbot

Powered by generative Al and
Large Language Models (LLMs),
Talkative’'s chatbot can automate
up to 88% of customer queries with
highly accurate and human-like
responses - all within your current
Mitel setup.
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Al Live Chat

Al-enhanced Live Chat that
integrates seamlessly with MiCC
Business & Enterprise Agent
clients, empowering agents to
perform better and faster with real-
time response suggestions, next-
step advice, and internal-facing
chatbot, "Navi”.

Fres defivery on all UK ordem ower £330
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Social Messaging

Social messaging that’s fully
compatible with MiCC Business &
Enterprise, enabling you to engage
and serve customers via Facebook
Messenger, WhatsApp, SMS/MMS,
and more.

2:4

i I_-l'?p A "iEIS Suits

What time's the London shop open?

Which location would you like

to visit? We have three stores

opening tomorrow: Oxford St,
&  Angel, and Hackney.

Ch, great - Hackney please!

& Mo problem: The Hackney store
apens at 10:30 - 7:30pm




Features & Capabilities

Video Chat Omnichannel Integration Analytics & Reporting
Video chat lets you take the in- By integrating Talkative into your Analytics and reporting features
person customer experience online. existing Mitel MiCC B/E setup, you that provide extensive data insights
Deliver high-quality video calls via can create a cohesive solution that to help MiCC Business and

your website, app, and messaging ensures a consistent and unified Enterprise users continuously
channels, without leaving your Mitel CX at every touchpoint. improve their CX, operational
environment. efficiency, and overall performance.
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Build your own virtual agents

= Simple, flexible, and secure

= Use a combination of GenAl messages or pre-
written “intents”

= Rapid deployment using your Knowledge Base for
responses

= Chatbot is smart enough to know when to transfer to
a live agent automatically or via customer request

= Integrate into your CRM/API for actions e.g. “"where
IS my order?” lookups

= Seamlessly pivot to live assist with an agent

= Human agent sees the conversation between the
customer and the virtual agent




Knowledge management

Cirl | | K
Website Data
Favourites
Scan website for URLs
General If you want to add the entirety of a website (or a website section) to your knowledge base,
click the button below to automatically scan for publicly accessible pages on your website
T I k t. I I t b . Id n I User Management and add them to the list of URLs below.
a a Ive a OWS yO u O u I yo u r Feature Management Scan website for URLs
Knowledgebase

Outline a list of URLs from which the Al knowledge base will be created. Note: the inclusion
of linked/related pages isn't automated - you must specify every page you wish to be
included in your knowledge base.

- Add in website URLs that regularly refresh | Atnovedgesoses

Al Insight Reports Configs

- Add in documents (PDFs, spreadsheets, o s spacercom o
ge Base Lookups
teXt, etC . ) - Al Knowledge Base Misses Rep... PP e e com/launchee _
- Sim ple self-serve interface get started In g s ot Y >
. J https://www.spacex.com/updates/index.html ]
Messaging Service Queue Conn...
m I n u teS https://shop.spacex.com/ |}
" 13 99 Alerts
[ Ad d I n C u Sto m p rO m ptS to h e I p Al Interaction Alerts https://iss-sim.spacex.com/ O]
personalize your knowledgebase Talatve Call
res ponses Integrations
Chatbots Choose how often the content should be re-downloaded from the URLs:
Weekly b
CRMs Refreshing your knowledge base more frequently will incur a higher cost.
Security
Advanced
File Data
Agent Experience You can add files to your knowledge base. They can be PDF, JSON, TXT or CSV files.
Channel Management falcon-users-guide-2021-09.pdf 1]

Supervisor Controls

Misc. Configs



GenAl messaging

GenAl responses

- Respond to customer questions
by using an LLM/AI with your
Knowledgebase

« Only responses in the

Knowledgebase will be provided,

keeping answers on-brand

« Safeguarding mitigates prompt
Injections and hallucinations

 Roll out across web chat, SMS,
WhatsApp, and Facebook
Messenger, email/voice

« Choose between OpenAl,
Anthropic, Google, and Meta
LLMs

Al lookup

THEN

+¢ Look up last customer message in Al
+  knowledge base "test”

X

[

Item found successfully

N KNOWLEDGE BASE LOOKUP

If Match found in Knowledge Base Lookup

E FOLLOWING

4+, Send Al Knowledge Base response

We hope the above answered your question.
Is there anything else we can help with?

THEN

A

Wait for user input and choose the next
node based on the user response.

Transfer

EEEEEEEEEEEEEEEEEEEEEEEEEE

a If Match not found in Knowledge Base Lookup

FOLLOWING

We are sorry we could not find an answer to
your question.

THEN

23 Transfer to Felix Queue

Al lookup

Mode Label

Al lookup

Actions

Add Action

Exit Approach

++ Look up last customer message in Al
+  knowledge base "test"

Knowledge Base te look up in
test
Model to use

GPT 40

GPT 4, Llama 70 and Sonnet will use more tokens than the rest

of the models.

Warning: changing the exit approach will delete
all descendents of this node.

Change exit approach



Chatbot builder

Admin control

= Easily deploy GenAl responses,
traditional intents, or a T
combination

o TalkatheJune2024 Suppent

| missed the return window because my

= Easy-to-use visual editor — ————
=« Supports “fulfilment” into 3rd party l ‘ P—
systems e.g. CRM lookups % || e T
= Define out of hours flows S— N ey e gt
= One tool for messaging g e | -
(chat/SMS/WhatsApp) and voice e S -
workflows 2 —— >
= Also option to integrate with ¢ * . R
Dialogflow ES/CX, Salesforce e — —
Einstein D | 8 (@:




Al copilot for agents

@Internalh‘!essages Information Copilot o049 [0

Felix

Welcome! How can we help? Al Knowledge Base Answer

Yes, we do offer WhatsApp integration. You can use Talkative to connect with
test customers via WhatsApp for customer support and engagement. To get started,

Reduce handle times with Al support st | oy b At T s s ok
- Suggested Knowledgebase responses o T comropere e

Auto-complete messages —

Al rephrase messages

Internal chatbot “Navi” for agents

Training simulations

Customer

w4 Navi

+. Navi

Hello, I am Navi. I can answer your guestions based on the context of the
conversation, as well as resources I've been given, I have access to your
customer's chat history, and their current web page. What can I do for you? Keep
in mind, [ am Al-powered so I might not always answer correctly.

:':,‘Z]l.'-i message.. @ B D 4 4



Al assistance for supervisors

Automate QA and get real insights

= Al insights across all interactions

= Individual interaction summaries

= Al alerts

= Suggested knowledgebase
Improvements

Al Insight Report: 1st - 30th November 2023

The following is an Al generated report based on data compiled from 10 interactions. Please check the validity of data presented.

Report Metadata
Based on the provided chat transcripts, the 10 most frequent issues raised by customers are:
Report Type
1. Order Status Ingquiry: Start Date
* Customers want updates on the status of their orders.
* Representative chat: 1466945 End Date

2. Product Availability:
* Customers inquire if certain products, like trainers for marathons, are available.
* Representative chat: 1466946

Interactions

3. Sizing Information:
* Customers seek assistance with sizing charts and size conversion (e.g., EU to US sizes).
* Representative chat: 1466947

4. Exchanges and Returns:
* Customers request exchanges for items that are the wrong size.
* Representative chat: 1466948

Monthly
01/11/2023
30/11/2023

10



Conversational Knowledge

How to improve GenAl over time

= GenAl will soon be handling all
Interactions

Today, humans are still required
GenAl in contact center is only as
good as the dataset

Human intervention today is the
best way to identify the gaps in the
dataset

We use human input from
transcripts to improve contact
center knowledge

This improves model efficacy in
handling interactions

Report

Common Themes

1. Study Gap and Eligibility:
* Many users asked about the possibility of applying with a significant study gap.
* Users are also interested in the age limits for applying to programs.

2. IELTS and Language Requirements:
* Numerous inquiries about the necessity of taking the IELTS exam.
* Questions regarding the acceptance of other language proficiency tests like OET.

3. Scholarships and Financial Assistance:
* Users frequently asked about the availability of scholarships.
* Questions about educational loans and financial aid were also common.

4. Job and Work Permits:
* Several users asked if they could get job opportunities or work permits after completing their
studies.
* Queries about direct job visas were also noted.

5. Application Process and Fees:
* Users wanted to know about the refundability of application fees if the application fails.
* Questions about the overall cost and duration of study programs were common.

Agent Provided Answers

1. Study Gap and Eligibility:
* Interaction UUID: 3762926
* Answer: Normally, there is no age limit prescribed by the Universities/Colleges. However, since
the studies are challenging and there could be other implications involved, it is not
recommended for mature students above the age of 40 to apply, unless there are exceptional
circumstances leading to the decision to pursue studies at this stage.

2. IELTS and Language Requirements:
* Interaction UUID: 2759874
* Answer: The English language requirement for programs varies. Some educational institutes
conduct their own English language assessments, while others require IELTS test scores. The
specific IELTS score needed depends on the university or college you are applying to.

J



MiContact Center (MiCC) integration

oo Mitel | Ignite

Agent 301

One workspace for agents

Integrated via Open Media API

Single blended/omnichannel

workload for agents

= Single reporting stream

= Single workspace for agents —

« Supported for MiCC Business and o o
Enterprise -

= Transfer to other users

omMaGz

3

[ |
F B 0 Q0 G D

Talkative Interaction - 178333,

Inbox

Talkative Inteéraction - 1783339¢-0b0f-4bd4-bade-ad9b7dc0ads7
oMQz

B

Open Medla Detalls Notes Interactions Participants Other Cases

0+0)/1 Bio+0)/1 ad-;l-.U:-.-'i :

10:51

0000000066

URLs Suggestions

Talkative Interaction - 1783339¢-0b0f-4bd4-ba9e-ad9b7dc0ad87

Chat Queue &

hitps:/feu.engage.app/talkative-chatbot-config-preview?data=ey|jdXNOb2 11cV1aWQIQII2ZZGFhN...

@ Internal Messages

Customer
does multimedia have reporting?

Mitel
Yes, Multimedia Contact Center includes Comprehensive Real-time

and Historical Multimedia Reporting capabilities. This feature allows
you to monitor and analyze multimedia contacts, such as email,

chat, and social media interactions. You can generate reports on

various metrics like agent performance, contact handling times, and
queue information. This reporting functionality helps you track
performance, optimize workflows, and improve customer service
across different media types.

We hope the above answered your question. Is there anything else

we can help with?
Customer
Speak to the team
Mitel
Will transfer you now!
Felix

Hello! You're through to Chat queue. My name is Felix. How may I
help you?

Customer

can | use sms?

¢ o4

Type a message...

mm @ @ X

Information Copilot 1153 O

Al Knowledge Base Answer

Yes, you can use SMS with Multimedia Contact Center. It integrates with the
third-party SMS gateway provider Twilio to support SMS interactions with
contacts. However, to handle SMS messages, you must have an account with
Twilio. It's important to note that Multimedia Messaging Service (MMS} is not
supported, and only long codes are supported for SMS interactions, allowing 60
SMS messages per minute per mobile number. Short codes are not supported.
«.less

> 4. Navi



Web chat customer experience

Highly flexible widget

= Seamless CX across mobile, tablet, and desktop browsers

= Emoji and file sharing capabilities to share images, video,
documents, between agent and customer

= Fast, responsive, and lightweight scripts to minimize impact
on website load times

= Typing indicators and message preview

= WCAG 2.2 Compliance

= Google Analytics integration

= Display queue time and position to customer

Credit Union

Serving The Community

Live Chat With Us

Email Us

Text Us

Apply For Aloan Open An Account

Report Card Lost/Stolen




Web chat features

= Real-time translation (140+ languages)

= Customer message preview (see what
customer is typing)

= Block nuisance customers post-chat

= Block/warning on keywords, swear word
masking

= Pivot to WebRTC
voice/video/screenshare

= Internal chat whisper (internal messaging)

= GDPR-friendly data deletion

= Customer journey info, page visits,
current URL etc.

= PCIl-compliant automatic credit card
masking

= Al auto-suggested wrap tags, custom
wrap builder

= And many more...

b
(3]
®
®
v
o
0]

e

Mitel | Ignite

Grid

g B @ Agent 311

B

Hello! Welcome to the mitel-demo website, My
name is Steve. How may I help you?

¢4

iidir ety | YBS - 001a f6a5-470d-a786-43c50cdchbeds 01:13
0000000006 F—
F Participants Other Cases URLs Suggestions -y




SMS, WhatsApp, Facebook Messenger

= Single, customizable workflow routing interface used for all media

= Single agent client for all media types

= Deploy chatbots across SMS/WhatsApp

= Qutbound 1-1, and mass outbound for SMS

= No need to contract separately with Twilio

= Handle file transfer with all channels (MMS support)

9:41

e Alfie's Suits

What time's the London shop open?

Which location would you like
to visit? We have three stores
opening tomorrow: Oxford St,
Angel, and Hackney.

Oh, great - Hackney please!

“¥» No problem: The Hackney store

opens at 10:30 - 7:30pm




Video

= WebRTC-based voice/video/screenshare between agent
and customers

= Escalate from chat/SMS/WhatsApp into video, or start a
call directly from website widget

= Instant video recording, with option to pause mid-call

= Transcription and closed captions

= Supervisor ability to listen in or join call

= Virtual backgrounds with blurring for privacy

= Camera control/select

= Full controls to limit features based on queue/widget

= Scheduling feature with Calendly/Acuity integrations

= “Meeting link™ feature to pivot from phone to video

= Screenshare for both customer/agent

= QoS check to maximize customer experience




Email Al (initial release Q4 2024)

Felix Winstone ... o0

Re: loans [CSE: WYZ2qRE, TKT: ...
¥ Ignite@simplyemall.cloud
Test emall q (talkativetesting@gm...

Al response across inbound emaill

= Respond to inbound emails using
GenAl with Knowledgebase

= Either suggest the answer to the
agent or respond directly to the 5 OMQ2
customer 3 o o

= Forward emails into Ignite/MiCC B+ Secondary OMQ

email queue '
= Doesn’t require Multimedia licenses

Felix Winstone fwinstoneatalkative.uk
FW ' Re: ioans [CSE: Wy2gRE, TKT: yUGOKR]
7 Ignite@simplyemall.cloud

Test emall q (talkativetesting@gmail.com)

Email Detalls Motes Interactions Farticipants Other Cases Suggestions
To: Felix Winstone <fwinstone@talkative.uk:

Cc:

Bec:

Subject: Re: loans [CSE: WY2qRE, TKT: yUQ9SkR]

B 7 U = = % B W 3 = s = &£ 2 >
Formats + FontFamily ~ FontSizes ~ A ~ A -~ w B HEH~ Q H % English(United Stat

IA.I

On Wed, 28 Aug 2024 at 16:40, <felixi@talkative-ai.com=> wrote:

Hellg,
Yes, yvou can apply for a loan by selecting the "Apply for a Loan" option under the "Borrow" section on our website.
We offer varicus loan rates depending on the type and term of the loan. For example:

Auto loans for 2021 and newer vehicles have rates as low as 7.25% for up to 60 manths.
RV loans for 2016 and newer vehicles start at 7.75% for up to 72 months.
Motorcycle/ATV loans for 2016 and newer vehicles start at B.00% for up to 48 months.
Home Equity Lines of Credit have rates starting at B.50%.

Please let me know if you need more detailed information on specific loan rates.
Best regards,

Felicia | psepaper

Customer Support Agent

(This email is Al Generated. To get in touch with a person, simply respond to this email)

can i get a loan?
what rates do you offer?

regards

felix winstons

MiCC Business Ignite Agent Interface



Voice Al (initial release Q4 2024)

Al response across voice

= Respond to inbound calls using Talkative
chatbot workflow builder

= Use a combination of GenAl + Knowledgebase
responses, and traditional intents (including
ability to capture data during the call)

= Uses GenAl-powered voice models to give
natural sounding responses

= Choose from a variety of voices, you can even
upload your own custom voice

= Forward calls to live agent queue

= Provide agents with screen pop of call
summary and caller details

= Calls can be transcribed and analyzed

= Doesn’t require MiCC/MM licenses

Voice Al

Last published: a minute ago

Starting Point

DO THE FOLLOWING

Thanks for calling! How may I help you?

THEN

"l Wait for user input and choose the next
node based on the user response.

e

.

USER SAYS

1E FOLLOWING

Salesitis

Support

Support  +8

IF USER SAYS

DO THE FOLLOWING

Service

Service

Supportitis

IF USER SAYS

DO THE FOLLOWING

for some reason we ended up in service

Preview chatbot Save  Publish
Starting Point
# Send Message m]

Thanks for calling! How may I help you?

You can use the svntax
{{interactionData[dataName]}} to include data
stored in Interaction Data. Replace dataName with the

name of the data you want to include,

Add Action
Retry Settings ~
Retry messages
# Send Message m]

Sorry, I didn't understand that. Please try
again.

You can use the svntax

{{interactionData[dataName]}} to include data
stored in Interaction Data. Replace dataMName with the
name of the data you want to include,

Add retry message

Maximum retry attempts



Web Chat Widget Editor

= Intuitive visual interface to build and customize
web chat widgets

= Build your own pre-chat data collection forms
and post-chat surveys

= Configure granular settings (video/file transfer,
etc.) and design settings (fonts, letter spacing,
theme, position, etc.)

« Embed images, videos, and multiple contact
options into “cards”

i

Test Your Widget m

Welcome Cards ; ~ Content

& General Setti ngs
Start Chat

~ Getin touch.

9 B8 R

Action contrast
W Video @

T Getin touch.

U

Start Chat [ Button Link

Background

®y Start Chat

_ @ Action main

= Trigger proactive nudges to initiate chat R poe )

proactively with website visitors T Getintouch, @ acionman @ 3 w0~
= Hide/display options/widget based on queue — e ~ Action

status / business logic T Sart a ntaactio .
= Build out dynamic queue messages, display e

position in queue, and expected current wait

time based on real queue data L

= Build out custom CSAT forms
= Easily create and manage multiple designs
= Import/export option

Get in touch.

Start Chat

> Advanced

by Talkative




Supervisor Experience

= Al summaries of all interactions (chat, SMS,
WhatsApp, video)
= Al summaries across entirety of chat transcripts

for topic analysis Alert triggers
= Real-time chat monitoring and whisper Define the conditions for alerts. If an interaction matches that condition it will be highlighted to you using
= Sentiment and Al powered alerts Fe ey meedhepies e et montornen
= CSAT reporting Alert trigger 1
= POST and GET APIs, Azure Blob Trigger Condition
u Create and manage Canned messages when the customer says they want to cancel or get a refund
= Easily search for messages, customers,
iInteractions
= Create Al-powered training scenarios, define a )
customer profile and send in test chats Alert Level ’
= Easily update Knowledgebase / copilot settings Warning v
y:;;ee;e{;icy of the condition being met. This will show alongside any notification of the trigger being



Historical Reporting

» Queue and user reports are
tracked within MiCC

- Use Talkative reports for
sentiment, CSAT, and Al topic
reports

» Set reports to be emailed
periodically

« Al insights reports



Real-time Reporting

o0 Mitel | ignite

Dashboards 0+0)/1 0+0)/1 w+o)/s 2 + 0O

Mew Dashboard

- Real-time stats on queues, wait

times, CSAT, chatbot deflection
Dashboard rates, and more
Options CSAT Today Active SMS Total SMS Today Total Chats Today Active Chats ¢ Pre-bu”t daSh boards Wlth granUIar

- 1 00% sitive 1 52 32 4 customization options

- Embed into Ignite or share as
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Reporting and Analytics

Create your own custom

dashboards using 319 part

Business Intelligence (Bl)
engines, such as...

Qlik @

.rm Power Bl

ni + 1+
I“ Hh
brightmetrics ble

Excel

@

L

®

Dlanhboard

Powdr §

MICCE Dashboard -

Pages

Calls Ovarview

l Angwor Statistics

Abandon 51.1451 5
nterflow Statistics
Senace Statistics

ANIFCLI

Dashboard via 37 Party Bl Engines

Sample analytics dashboard

00:28:58

00:36:33

arch [ R
—+ Export #? Share B ChatinTeams @ Getinsights [ Subscribe to report & Edit e O jm |
Report Data Queue Full Mame Offer Count  Ar Count  Roque nt Py o Mg Harudle
Tena
[mivk 1 trymitel.com] - 7122 - Ring n 0 000001 000010 100.0% @ 1000% @ 000002
Group - 7122
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Total 591 436 2 00:00:06 00:00:34 73.8% . T3.6% ‘. 00:28:58
Answer Count Answer Service %
436 13.6% Drill Down Awg Time to Answer and Answer Service %
@ Avg Time to Answer 4 Answer Service 9
20 100%
Avg Time to Answer Avg Handle Time 2 ;
00:00:06 00:00:34 8 w 0% 8
= %
o :
Max Time to Answer Max Handle Time <
0 P P — P ———— o

60 Minute Interval (HHomm)

-
Answered Hedd WraapUp R
09/21/23 6 o 0 i} 024 23 0 23 1 0 L1} 0
092023 9 0 0 o 02 8 2 ] 0 0 0 0
091923 10 [+] 0 il 1006 4 (1] i i i} 0
09/25/23 13 0 0 0 109 4 o 4 0 0 0 0
D223 16 /] (i 0 44
Total 54 0 0 o Total 45 2 2 o o 0
b & "’

L



Established Market Presence

Vertical Solutions
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Talkative will always prioritize roadmap/development to best align with revenue potential and customer demand




Financial Services Use Case

~ MoneyHelper Al X

= Simple, flexible, and GenAl chatbot for account e
iInquiries and guided product selection (e.g.,
mortgage calculators, investment options) _
= Secure video banking for mortgage

applications and wealth management e offer soveraltynes of savinge |
consu Itatlons accounts with different interest rates and £ i

MoneyHelper Al

benefits. Let's discuss your financial

= Al copilot for agents to quickly access and goals and find the right fit.
explain complex financial products

= Omnichannel support with seamless transition
between chat, voice, and video for sensitive
discussions

Privacy Policy 4 by Talkative * Wt



Retail Use Case

= Simple, flexible, and GenAl chatbot for product
inquiries, with CRM integration for personalized
"Where's my order?" lookups

= [ntelligent routing to separate sales and support
teams based on customer intent

= Video chat for virtual product demonstrations
and fitting room assistance

= WhatsApp integration for order updates and
easy returns initiation

= Al-powered agent assistance for upselling and
cross-selling recommendations

A Active Life

Bobbi

| missed the return window because my
order arrived late! What should | do?

Activa Al

Don't worry, we can still process your
return! We just need proof of your delivery
date in your return request. To provide
this, please check your inbox for the
confirmation email you received following
your delivery. Next, head to the returns
portal as normal. Does that help? :)

Bobbi is typing...

Privacy Policy



Government Use Case

= Simple, flexible, and Multilingual GenAl chatbot 3
for 24/7 citizen service, with automatic routing

to specific departments (e.g., tax, benefits,

Callum

licensing)

= Secure video chat for remote document
verification and virtual citizen consultations CivicBot Al

B AI_aSSISted emalltrlage (Comlng Q4 2024) to | can help you with that! Just tell me the
prlorltlze urgent Cltlzen requeStS street name andabriefde'scription ofthe |

- Real-time translation in live chat to serve you. Plaase enter the normation below
diverse communities efficiently now...

= Al analytics to identify peak service times and E— C—

optimize staffing across channels

Type here...

Privacy Policy



CASE STUDY
Healthspan - 88% Al Resolution Rate %

healthspan

Business Challenge

Healthspan was saddled with an outdated contact center solution that wasn'’t
performing properly. In addition, the organization wanted to better access data from its

Electronic Health Record (EHR) system, Epic.

Mitel Solution

Mitel contact center software replaced the outdated Avaya solution, amplifying service
delivery to customers. With more advanced communications capabilities in
place, Healthspan was able to build an ecosystem for internal and external customers
to access data from Epic via the contact center and channel applications.

« GenAl Chabot, SMS, WhatsApp, and Agent Copilot integrated with MiCC Business

« “Where is my order” lookup

Impact

- 60% deflection with Al
- 88% Al resolution rate within 1 month
- Increased CSAT from 86% to 89%

“Getting Talkative’s Generative Al
Chatbot is a no-brainer. It's mind-blowing
to see the responses it gives, and
achieving a 60% deflection rate has

been massive... It's changed the way we

think about Al customer service.”
— Rob King
IT Manager, Healthspan

> Mitel



CASE STUDY

Camden Council - 41% Channel Shift

Business Challenge

Camden Council needed to serve a diverse, multilingual population
of 280,000 residents more efficiently. They faced high volumes of
housing queries and struggled to provide accessible, real-time
customer care in multiple languages while reducing call center
strain.

Mitel Solution

Enhanced live chat with WCAG2.1 accessibility support and 100+
language translation. Integration with SMS, WhatsApp, co-browse,
and video chat enabled seamless omnichannel support. All
channels were centralized through Talkative's Mitel integration,
allowing advisors to manage interactions from a single dashboard.

Impact

- GenAl for initial triage
« 10k WhatsApp chats per month
« Video chat and translation

2:09 4
< 3 {‘ Camden

Camden Counci

Welcome to Camden Housing
Repairs Service. Qur hours of
operation are Mon to Fri between
8am - 6pm, and we usually reply
to you in under two hours. You can
now communicate with us in over
100 other languages. Start by
texting in your first choice of
language, and we will reply in the
same way. 2:04PM

Login - Residents Portal - Camden
Council

ntact.camden.gov.uk

You can book non-emergency
repairs via the Camden account,
it's quick and easy, it's available
247 and you can pick your own
appointment time that suits you.
To do so, please visit https://
contact.camden.gov.uk 2:04PM

g Contact

.I-l i
Eoyiaforg=" online
. .;i:-._'E"l- camden.gov.uk/repail

ﬂf{ L You can share pictures &

Fri, Feb 16

“Talkative has enabled a more
transparent, user-friendly interaction
between users via Video chat, Web

Chat, SMS, and now WhatsApp, where
previously the only form of interaction
was telephony. We have been able to
prioritize the emergency requests and

vulnerable residents over the telephony
service. By introducing these new
channels we have halved the telephony
demand systematically for over a
year. This has been a winner all around
to propel our digital channel shift from
non-existent to 41% and growing over

the last year.”

- Juliana Beshir
Contact Centre Manager, Camden Council

> Mitel




