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Forward-looking statement

This document may contain forward-looking statements that involve risks, uncertainties, and assumptions. If any such uncertainties materialize or if any
of the assumptions prove incorrect, the results of Talkdesk could differ materially from the results expressed or implied by the forward-looking
statements we make. All statements other than statements of historical fact could be deemed forward-looking, including any projections of product or
service availability, subscriber growth, earnings, revenues, or other financial items and any statements regarding strategies or plans of management for
future operations, statements of belief, any statements concerning new, planned, or upgraded services or technology developments and customer
contracts or use of our services.

The risks and uncertainties referred to above include — but are not limited to - risks associated with developing and delivering new functionality for our
service, new products and services, our new business model, our past operating losses, possible fluctuations in our operating results and rate of growth,
interruptions or delays in our Web hosting, breach of our security measures, the outcome of any litigation, risks associated with completed and any
possible mergers and acquisitions, the immature market in which we operate, our relatively limited operating history, our ability to expand, retain, and
motivate our employees and manage our growth, new releases of our service and successful customer deployment, our limited history reselling
non-Talkdesk products, and utilization and selling to larger enterprise customers.

Any unreleased services or features referenced in this document or other materials such as presentations, press releases or public statements are not
currently available and may not be delivered on time or at all. Customers who purchase our services should make their purchase decisions based upon
features that are currently available. Talkdesk assumes no obligation and does not intend to update these forward-looking statements.
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CX Platform

Global communications network
Low-, no- and custom-code tools
Flexible deployment options

60+ pre-built integrations

30+ security certifications

80+ AppConnect solution
marketplace

CX Services
Success services
Success community

Success ecosystem
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Automation-first customer experience solutions.

Industry Experiences

Industry Workspace

Pre-integrated with core
industry systems

Pre-designed with custom
workflows and automation

Pre-trained with Al
for industry expertise

Talkdesk Al

Customer self-service

Agent empowerment
Fraud & authentication

Operationalizing Al
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Talkdesk Al for every day advantage.

Automating every step of the customer journey giving customers better answers, faster.

Customer Self-service Agent Empowerment Fraud & Authentication Operationalizing Al
AUTOMATION AUTOMATION AUTOMATION AUTOMATION
QV Virtual Agent (o Agent Assist Guardian Al Trainer
Automated voice and digital M Automated assistance Automated authentication A no-code Al model training
self-service experiences for agents and fraud detection for tool for better automation
a secure contact center using human-in-the-loop
Self-Service Portal Knowledge Management @ Guardian Guardrails technology.
Self-service KB and KM for teams to orchestrate Automated and on-demand
content for automations information to power issue mitigation; API
automations integration to 3rd party
systems
QM Assist @ Guardian Identity
Automated quality Automated voice biometrics
assurance for agent and phone validation of callers

coaching & improvement

Interaction Analytics

Automated issue discovery,
speech search & real-time
assistance

oo WFM

Automated staffing and
scheduling decisions



Talkdesk platform advantage.

Trusted enterprise-grade with consumer simplicity.

Powerful Al platform

Al-based apps to
automate customer
self-service, empower
agents, mitigate fraud,
and operationalize Al

Human-in-the-loop
technology with
Al Trainer

Agent Assist
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Native

Broadest suite
of native apps

One unified
platform

One user experience,
device agnostic
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Adaptable

Flexible to change
with your business
with low-, no-, and
custom-code tools

Customizable
Workspace, reporting
& integrations

“Clicks not Code”
administration

Stats

VVVVVVVV
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Integrated

60+ pre-built

integrations

Easy custom
integrations

AppConnect
Marketplace

Trusted

30+ security
certifications

100% uptime SLA,
global call quality

Authentication &
Threat Protection

Intuitive

Fast deployment
Fast onboard

Fast time to value




Talkdesk CX Cloud product advantage.

A complete cloud contact center solution with Talkdesk Al for a better way to great CX.

: : Customer
Self-Service Omnichannel * Workforce Employee 2 : Q”
: . isr Experience il
Experience Engagement Engagement Collaboration .
Analytics
Voice Virtual Agent Voice Engagement Workforce Management Business Phone System Real-time Dashboards
Digital Virtual Agent Digital Engagement Interaction Recording Plug & Play Communications Business Intelligence
Self-Service Portal Orchestration & Routing Quality Management Interaction Analytics
& Sentiment
Outbound Engagement Al-automated QM
Assistance Real-time Sensors
Agent Workspace & Automations
& Mobile App Agent Coaching

& Performance
Agent Assistance

Knowledge Management
Omnichannel Feedback
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CX Cloud
Self-Service

EXperience.

Provide a high-quality, convenient digital self-service experience
with Talkdesk Al.
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The future of self-service.

504

are actively using
Al/automation for
self-service

have not prioritized
Al/automation for
self-service

84%

of organizations believe 330
customers expect 76

Sée If- service OptIO ns 24 / 7. are actively investing have prioritized
in Al/automation for Al/automation for
self-service but not self-service, but

using it have yet to invest



CX Cloud
Self-Service

EXperience.

Capabilities
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Self-service.

Al-powered tools to help your
customers help themselves.

Guide

HOME
ALERTS

DRAFTS

TOPICS Q + :

Using Talkdesk v

Configuring Talkdesk A
Getting started
Marketing and receiving calls
Agents and teams
Phone numbers
Callbar
Callbar Chrome app
Customizing your call center
Queue management and features

Waiting queue

Monitoring and reporting
Billing
Integrations

Troubleshooting v
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Last 24 hours v = Filters :_,—: Edit dashboard New widget
Incidents Articles with incorrect information Missing Topics

®© Alltime ® Alltime @© Last 24 hours

Diction

o
Q
o
£l
@

ary

nts

: !41 Deleting Age!
SMS Pricing 28

i 16,1% Datasets 8
Searches without the expected result. 4
View incidents. View articles. View all missin g topics.
Recommended improvements Top articles with negative feedback Articles not accessed
@© Last 24 hours @® Last 24 hours ©® Last year
Article Negative feedbacks -

38

There are articles that need to be improved.

Callbar Settings

View changed articles. View all articles with negative feedback.

Most discussed topics in the community
@© Last 24 hours

Talkdesk

-

Suggested keywords
© Last 24 hours

Keyword Number of articles to be included -

Orders

View all suggested keywords.

187

12,7%

View articles.

33

Conversational

Every self-service channel is now conversation ready with
Talkdesk speech tools for deeper engagement spanning service,
sales and support.

Mobile

Take advantage of smart device ubiquity through SDKs and APIs
that embed Talkdesk into apps and websites to gather real time

context for a better, more personalized self-service experience.

Intelligent

Make your systems intelligent and your customers
knowledgeable with Al tools ensuring the best answers rise to
the top, and speech technologies that let you know what your
customers mean, not just what they’re saying

Continuous

Available anytime, on any channel and easily started and
stopped with the confidence Talkdesk is always running from
our industry leading 100% uptime SLA.



Self-Service Portal.

Help your customers help themselves
with an Al-powered knowledge base.

co

8 0: :

Knowledge
Management

WWWWWWWWW

COLLECTIONS

Talkdesk Support v
Intent cards
Knowledge sources

Self-Service Portal
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NGB v Q

Talkdesk Support
o Self-Service Portal & o
Use this area

to preview all the content you will share with your cust

GETTING STARTED

Signing Up
Adding Numbers

NNNNNNNNNNNN

Talkdesk phone number availability

Numbers Custom Settings

Enabling Extensions on Agents and Phone Numbers
Dedicated Phone Numbers

Limitations in Ca lling China

Assigning a Talkdesk Number to be a VIP Phone Number

CCCCCCCCCCCCCCCCCCCCCCCCC

Preferences Overview

Device Settings

Call Quality Feedback

Configuring custom Business Hours

IIIIIIIII

Voicemail Settings

Configuring the Limit for Voicemail Length

Voicemail | Transcri ptions

Email notifications for voicemai Is

Customizing the Voicemail / Not Answered Message

AAAAAAAAAAAAAAAAAAAAAAA

Talkdesk Callbar

Routing Settings

Auto-Answer

Enabling Desktop Notifications

Automatic vs Customized Outbound Caller ID

Configuring an Outbound Caller ID

AAAAAAA

Using Callbar

Callbar FAQ

How to Uninstall Callbar from Windows

Installing Callbar App on Mac

Installing Callbar App on Debian Linux (Beta)
Installing Callbar App on Linux Cent OS 7-1708 (Beta)

Customizing the Welcome Greeting
Maximum Queue Size

Forced Queueing

Customizing the Available Agents Greeting

Intelligent Reconnect

Customizing the Intelligent Reconnect Prompt Message

Setting up an IVR

Deleting / removing an IVR tree

Going back to the previous menu and replaying the IVR
Is the delay between IVR prompts customizable?

After Hours IVR

omers and the look & feel of you Self-Service porta

@ Configure Look & Feel

AAAAAAAAAAAAAA

Setting up Teams: Ring Groups

Managing agents using search, filters and bulk actions
Team Roles

Enabling Specific Device Settings per Agent

After Call Work & Call Dispositions

AAAAAAAAAAAAAAAA

Callbar Chrome App (Admin Guide)
Installing Callbar Chrome App Automatically in G Suite

WAITING QUEUE
Waiting Time Limit
Customizing the Waiting Message

Activating the Queue to Voicemail
Customizing the Full Waiting Queue Message
Customizing the Delay Announcement Message

Activating the Queue Callback

GGGGGGGGGGGG

Talkdesk Single Sign-on
SSO with Salesforce Credentials
Okta SSO Activation
OneLogin SSO Activation
SSO with Google credentials
SO with Microsoft

Improve self-service success rates.

Provide greater convenience to your customers to get faster answers to basic
inquiries and FAQs. Using Al-powered search and answering techniques, you

can reduce the need for customers to call or visit in person to get answers to

their questions.

Provide a simplified, consistent, and automated self-service tool
to match your brand experience.

A self-service portal helps meet the challenges of gathering all of the
necessary information to serve customers online. Simplifying and automating
how you give information to customers will enhance the digital customer
experience and elevate your brand profile.

Effortlessly create relevant content.

Use an intuitive drag and drop interface to include content from community
forums to create relevant knowledge articles.

Unify knowledge across your business.

Leverage Talkdesk Knowledge Management to bring together information and
data that is distributed across siloed databases, including FAQs and
third-party knowledge bases.



Virtual Agent - voice & digital.

Deliver faster answers with conversational Al.
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Virtual Agent KK

. . Inbound SMS
Session monitor A X
Harmen Porter
Active History
Virtual agent Sentiment Started on
8 interactions Hide escalated interi ~ Book flight ® Negative Today, 8:20 PM
Channel & contact Virtual agent Sentiment Started Q
help me booking the flight?
Harmen Porter .
¢ ] % o Book flight ® Negative Today, 8:20 PM
+1128-791-0911 g i (Book flight (@)
(] +1 595-125-1234 Order requests ® Positive Today, 2:20 PM
Sure Harmen, where do you want to fly?
G tl:a:foﬁlves : Book flight ® Negative Today, 11:20 AM
P 1 would like to travel to London departing
¥ +1361-726-2539 Car rental © Neutral Today, 8:20 AM from New York
@sys.location
) Chandrasheliar Ganguli Order requests ® Negative Yesterday, 11:20 Virtual Agent + 10:14 AM

+1 530-635-0611
Perfect, and what's the starting date for
® Unknown Book flight ® Positive Yesterday, 3:20 F your trip?

® Neutral Dec 10, 2020, 10

rrrrrrr HP Can you share the possible dates,
I something around the second and third 0]
364 o voce - :
o'siis T (|l a Flow1 Flow2
® WhatsApp 64 i
Twitter General ~
S 4 cwesx 52
[o)
am® 4 Flow trigger
Q comem | Creckouersaus
© Conversation end
2
Total

28% escalations (629)

..........
uuuuuuuuu

Round-the-clock support on multiple channels
Serve customers 24/7 with an Al-powered virtual agent that

listens, understands, and provides answers to customers on both
voice and digital channels.

Intelligent agent handoff

Deliver immediate, personalized self-service with intelligent
handoffs to human agents for more complex issues through
real-time call and text transcriptions.

Drive better customer & brand engagement

Virtual Agent autonomously solves customers’ issues with a
two-way natural dialogue on voice and digital chat channels, with
multiple language support.



CX Cloud
Omnichannel

Engagement.

Meet your customers where they are.
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The CX impact of customer engagement.

90«

of customers say the

experience a company
provides is as important as
its products and services.

:talkdesk:

67

of customers have
switched brands due to
poor customer service.

of companies cite upgrading
contact center systems/

technologies as a top priority.

389

of companies say call/contact
center is a meaningful
contributor to CX strategy.

Salesforce State of the Connected Customer Report | Talkdesk Insights



CX Cloud
Omnichannel

Engagement.

Capabilities
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IVR (Studio).

Smart and effective customer Streamline customer journey design

journeys - simply designed. Ditch complexity by leveraging a visual flow designer and
a rich library of “plug-and-play” components that enable
non-technical users to create effective customer journeys
with clicks, not code.

Documentation [ GIVE US FEEDBACK

Customer service - US ~ Sl
Q vrien3 ¢ Create smooth customer experiences
: SP amorg BPOS: 798 Visualize the exact structure and outcome of any call flow,
| = all while performing real-time error checking, so customers
on. never struggle with stalls, loops or dead-ends.
= — —
‘ - ‘ . o Inform routing decisions
Collect key contextual information via the IVR or fetch it
S@ from an integrated system to make sure every customer
Q E- “ - is matched with the best available agent.
A 8 - -
; Assig 110 8PO 6P
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Proactive Outbound Engagement.

A broad suite of productive outbound Powerful native predictive dialer
dialing thions based on customer need. Next generation Predictive Dialing for highly efficient and
compliant customer outreach. Deliver 200-300% more

outbound calls per agent per hour, leading to more revenue
and high ROI. Ideal for B2C.

Premium clients , s name

Campaigns (l:)

Outbound Dialer 1< [ Disca m
3 < S

Power and Preview dialer for Salesforce

Talkdesk enables customers to access preview and power

.........

it
®

e

®

<o

s

v

o dialer capabilities from within Salesforce in a seamlessly
integrated environment, leading to more agent productivity.
|deal for B2B.

Max. dialing ratio *

Max. abandonment rate *

Proactive notifications

Talkdesk enables companies to send personalized and timely
notifications via phone or SMS in a completely agentless
mode, reducing customer effort and inbound call volume,

and improving customer experience.

:talkdesk:



Predictive Dialer

Deliver 200-300% more outbound productivity

O Discard

ﬁﬁﬁﬁﬁﬁﬁﬁ

ananan

RRRRR
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MOST PRODUCTIVE DIALING AVAILABLE

e 3X-4X more agent productivity.

e All non-productive calls are screened out

e Intelligent algorithm dials multiple calls per agent, based
on connect rate.

POWERFUL CAMPAIGN AND LIST MANAGEMENT

e Run multiple campaigns at once, each with its own dialing
strategy and settings.

e Ensure reps are connecting with the right prospects at the
right time.

e CSV uploads or push records from your CRM via API.

DIALING MANAGEMENT

e Define the best time to reach out to your audience, across
multiple time zones.
e Manage dialing pace and abandons.

FULLY INTEGRATED

e Integrated with agent desktop (Callbar) and Talkdesk
Explore reporting.



Power & Preview Dialer for Salesforce

Preview and Power Dialing within the SF Console HST MANAGEMENT

Dial records from List Objects to keep an efficient
cadence of outbound interactions and avoid the
inefficiency of manual dialing

. - - @2 & a 8
1t Talkdesk Lightning Mome Caves v Contacts v Reports v Deshboards +  TalkdeskLve  Tokdesk Activites Tokdesk Admin  Talkdesk  Taledesk AppCornmect / POWI R DIAI IING

L.l Birthdays This Month v »

- - [ [ P e Dialer automatically launches a call from list when
e Lo e | agent becomes available.
' e User definable delay between calls (0-30 secs)
S f ) B e Ideal for B2B campaigns such as to current
.gg AT s o=~ OOl o - customers to renew or up-sell a product or service

1 welectod

.........

PREVIEW DIALING

e Agent can preview records in SalesForce before a
call is launched.

e User definable preview time (00:05-5:00 mins)

o : e Agent can call the record or skip to the next record

in the list.

e |deal for cases when record information can
enhance the interaction quality and outcome

il
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P roa Ctive N Ot|f| CatiO ns PERSONALIZED, TIMELY OUTREACH

1ali - Deli higher CSAT ti t h,
Agentless dialing for personalized outreach ¢ Cenverhigner (proactive outreac

personalization)
e Reduce service costs (call deflection, issue
avoidance
e Reduce operational costs - reduce costs around
Y— appointment no-shows and rescheduling activities,

Campaign Manager

. .
ove on-time payments, etc
Search: Q All v n 1-120f I m p r V n I m m n )
Name Start Date End Date Talkdesk Number Type Status Actions
December Campaign 12/16/2019 12/26/2019 +16508607046 . Voice Complete ©
SMSMS 10/22/2019 10/31/2019 +19253363220 B svs @ - M U LTI -C HAN N E L
Sendit 10/21/2019 10/24/2019 +19253363220 B sus Cancelled ® | -
. . . .
nnnnnnnnn -1 e Send notifications using either phone or SMS

BT Agentless Campaigns

oS | TehplsteMahagE channels in a completely agentless mode
=D e Upon hearing the message, customers can be

Pedro's Outbound Campaign Voice Demo Template SMSMS prom pted With an IVR Option to Con neCt tO an agent if

Welcome to Pedro's magical world Hi, welcome to Talkdesk. Please press one to route to an agent Hi, please rate your last transaction with the Talkdesk Dialer

g | - e I8 A - e e they want to learn more, or hang up.

Dan's Outbound Test Templated

Working one

Nicks SMS test Outbound ENG EmployBridge Campaign Outbound FR Calls

Hi, this is a test campaign Hello and welcome to EmployBridge. If you are interested in a new weldi... Welcome to eDreams, press 1 to speak with an agent

m peive B s “ . m AAAAAA X voe COMMON USE CASES

Fraud alerts
Appointment reminders
Bill pay reminders
Shipping status updates
Delivery confirmations
Claim status updates
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Omnichannel.

Meet your customers where they are. One platform across channels
Unify your digital channels into one platform with complete
customer context and easy elevations between channels

10+ channels

Engage with customers on their channel of choice, driving
higher CSAT and CX.

Phone Twitter SMS/RCS
S Email Facebook Messenger WeChat

Chat WhatsApp

Social Apple Business Chat ... and more

Powerful insights

Uncover conversations about your products and feed information

back to internal teams to help drive product enhancements

WATCH VIDEO

:talkdesk:


https://www.talkdesk.com/resources/videos/omnichannel/

Agent Workspace.

All the tools and data your service and
support staff need at their fingertips.

Activities

Last updated: Today, 10:42 AM
All activities Bookmarked
26534 activities

Activity

Carly Yates

+1 347-458-7609

K~

w James Cato
+1 347-458-7609

Robert Scholz
Consultation

e

Marvin Romero
+1 814-458-3728

%

+1248-485-4265

R

Sarah Lucius
<]

2 Sylvia Lively
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B SMS: +1 530-635-0611

£ Refresh

Agent

Alex Jones

via Orders Number

Alex Jones

via Orders Number

Alex Jones

via Orders Number

Michael Knight

via Sales Number

N/A

Alex Jones
via Sales Number

Alex Jones

+1 612-863-3930 via Orders Number
© James Cato W Alex Jones
+1 347-458-7609 via Orders Number
w James Cat Alex Jones
+1 347-458 via Orders Number
% Sylvia Lively Alex Jones
1612-863-3930 via Orders Number
< Previous 1 7 8 n 10 11

.. 234 Next >

Q Talking - 01:58 via Sales Number

Carly Yates
+1 305-574-4779

Snapshot  Activity Notes

Ring group(s)

Order Issues  VIP  English

Contact details

Carly Yates

Number
E= 1 305-574-4779

Email
carly.yates@gmail.com

Company
Desktalk Inc.

Language

English

Contact pop

td ® i

n X o i %

@® REC
tails X
& Flow Wrap-up Transcription
Speaking On hold
2 02:08 @ 00:11
,Q
07:09
was on the phone
insferred ito
Michael Knight
Billing Team
n 47s
up
Iversation
nded
m 56s
up
.
» 0001 = o5 ) O @ 100

{») Advanced player

¥ Download < Share

One-stop-shop for customer conversations

Manage all voice and digital customer conversations with a single,
unified interface wherever customers are located. Critical information
and customer context are directly accessible every step of the way.

Unparalleled agent productivity

Provide direct access to all vital customer experience applications
and data on a single screen, eliminating context-switching between
browser tabs.

Intuitive, personalized interfaces

Reduce onboarding time and quickly develop power agents with a
consistent, intuitive user experience across every Talkdesk
application. Organize and customize your Agent Workspace by easily
adding new cards and tabs to prioritize the applications, information,
and integrations your agents need most.

Integrate and automate your CX workflows

Enable greater efficiency with our AppConnect marketplace and our
more than 60 out-of-the-box integrations, including with leading
enterprise systems such as Salesforce, Microsoft Dynamics 365,
Zendesk, and ServiceNow.



Agent Assist.

Make every agent your best agent.

Agent Assist X

Highlights  Transcription Search
I
ﬂ Pinned messagese

Alex Jones * 00:01

Hello. How can | help you today? a

Carly Yates « 00:04

cyY What is the due date to cancel
this subscription? | don't want
to keep this service.
@

C_E Manage Subscripl:on)

Alex Jones * 00:11

Sure, let me just check you 3
account for a second

You can cancel until the 31st
before the subscription is
renewed automatically

Is there anything else |
can help you with?

:talkdesk:

What is the due date to cancel
this subscription? | don't want
to keep this service.

@

Q Quick Answer A

For a full refund, the customer must cancel
within 48 hours of subscribing to the service.

For a 50% refund, the customer must cancel 7
full days after subscribing.

For a 25% refund, the customer must cancel
14 full days after subscribing.

Exceptions can be made if the customer is a
long time customer (subscribed to previous
services in the last 4 years or has multiple
subscriptions).

e 9

Improve agent proficiency and accuracy

Provide real-time call transcriptions and dynamically suggest relevant
articles and direct answers from the knowledge base, to help resolve
complex customer issues correctly and boost first contact resolution.

Eliminate window switching

Proactively deliver content and next best actions recommendations inside
the agent interface to avoid switching between multiple windows and solve
customer issues faster.

Simplify agent effort on admin tasks

Automate repetitive tasks to help agents resolve issues faster and focus on
more complex tasks. Intelligently deliver real-time next best actions and
use integrated automations to ease back-office tasks and after-call work.

Reduce the need for supervisor assistance
Enable agents to be more self-sufficient in solving customer issues, giving
supervisors more time to focus on priority tasks.

WATCH DEMO



https://www.talkdesk.com/resources/videos/agent-assist/
https://drive.google.com/file/d/1ihq0QUFJhX9ggEyHMy1ChziBjwlVFjrW/view

CX Cloud
Workforce

engagement.

Drive engagement throughout the employee lifecycle and turn
every agent into a top performer.

:talkdesk:
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The cost of a disengaged workforce.

Employees worldwide
who aren’t engaged in

o
8 5 /0 the workplace.

Contact Center leaders that
consider employee engagement
equally or more important to CX
than other factors.

36

® Increasing staffing costs

Disengagement — o ® Lower employee morale

o Poor customer experience

Sources: Gartner, Gallup
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The impact of engagement

In the contact center.

9 25.)

Greater productivity. Lower attrition.

Greater CSAT.



Empowering employees to deliver an exceptional CX.

Talkdesk WEM Suite

Onboarding
& Ramp

Agent-centric

Intelligent

Intuitive

Productivity Coaching &
& Retention Development

Seamlessly connected

E tq I kdeSk® TALKDESK PROPRIETARY & CONFIDENTIAL 27



CX Cloud
Workforce

engagement.

Capabilities
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Enabling successful on the go customer service & sales.

Mobile solutions that are intelligent, intuitive & seamlessly connected.

Real-time
communication.

Stay engaged with
customers when “on the go”
with inbound and outbound

calling, recording
and reporting.

:talkdesk:

{ Leads

Andy Young

Title

Sylvia Lively Company

Phone

vvvvvvv

Unified device
experience.

Move seamlessly between
a traditional desktop, mobile
phone, tablet and even a
smart watch, staying in sync
on any device.

&
X%

Q A 3 speaking 14180 0814
Remarkable Business
+1 615-747-3907

Ring Groups

eeeeeeeeeeeeeeeeeeeeeeeeeeeee

aaaaaaaaaa

Data
accessibility.

Access essential contact
center and CRM information
— in one mobile application
— to have the context and

tools you need to provide

great service.

Enhanced
productivity.

Tap into your mobile device’s
automation applications and
voice-activated personal
assistant to enable extra
efficiency.

Easy to adopt
and use.

Quick to implement and
adopt — simply download
and start using on the device
of your choosing,.



Accessibility standards.

Hello John!

Welcome back

Status

b ® Available

My Stats

B Today

bound

Average handling time

Average occupancy

:talkdesk:
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Average speed of answer

w30

Recent Activity

~ 1

02:12
00:04

66%

Keyboard Shortcuts

Shortcuts menu

Accept call

End call

Mute call

Hold call

Warm transfer

Blind transfer

Toggle snapshot

Toggle call notes

Out-of-the-box accessibility

Talkdesk supports screen readers — including JAWS, NVDA
and VoiceOver — and offers keyboard-only navigation for
agents, equipping your employees with everything they need
from the start.

Guided by accessibility best practices

We follow the internationally recognized Web Content
Accessibility Guidelines (WCAG) to ensure the Talkdesk
experience is intuitive and effective for any individual.

Designed for your workforce

We are committed to working with you to accommodate the
needs of your workforce and equip every employee with
tools they can use.

NOTE: Talkdesk accessibility Voluntary Product Accessibility Template
(VPATSs) are expected by June 2021.



Conversations Mobile App.

Empower agents to engage with customers Empower agents to professionally handle customer calls on any iOS or

any time, anywhere, from any device. Android device. Conversations Mobile App has all the functionality
agents expect, including call controls, status settings, dispositions.

Superior call handling on the go

Customer service beyond the contact center

ormrerr— Give every frontline employee the power to deliver exceptional customer
experiences by extending Talkdesk beyond the call center to field
Talkdesk Keypad . . . .
ORI technicians, outside sales, or location-based workers.
— ;:eb;-;;d Welton | e .. . .
1 2 3 Connect to critical information
4 5 6 : Integrate with your favorite CRM or Helpdesk systems, providing agents
5 8 9 s OO with quick access to customer context, and time-saving automations.
Welton - * 0 # e
’ — s — Stay in the know

Conversations Mobile App keeps track of every conversation, so you
can stay on top of key performance metrics. Reporting options are
designed to help you better manage remote teams and optimize your
customer experience.

I
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Workforce Management.

Optimize resources to meet customer demand Al-driven forecasting and scheduling

with intelligent automation. Al-powered omnichannel forecasting you can trust from day
one coupled with an end-to-end automated skills-based

scheduling experience.
[ e &

07:00  08:00 10:00  11:00 1200 01:00 0200 03:00 04:00 0500 07:00 08:00 09:00 10:00 11:00 12:00 01:00 0200  03:00
° ° ° e o ° ° °
DO OODODDDDDD DD Efficient, intuitive administration
3 Agents 85 80 792 8 85/+2 80 80 80 82 8 81 8 82 82 ]
-

- . LJ . Seamless integration with the Talkdesk platform, and
@ e N = y . . .

— an intuitive user experience that makes every process
& s E - ..

N o = more efficient.

Forecast

> O 120202018 Apr, 2020 O o | © Importcsv © Exportesv | Retention .
Designed for the modern workforce

OZZWW Support for omnichannel workflows, agent training
‘ : and development, remote work, and greater scheduling

flexibility.

evo @

7 days /' Edit
Days ~ Vo AHT STAFF

Sun, 12 Apr 20 interactions 20s 20 hours

Mon, 13 Apr 10 interactions 10s 10 hours

Tue, 14 Apr X Campain 40 interactions 40s 15 hours

Wed, 15 Apr 30 interactions 30s 10 hours

Thu, 16 Apr 10 interactions 10s 10 hours
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A modern, on-the-go scheduling
experience for agents.

Talkdesk Schedule is a native mobile app for
IOS and Android that provides agents with 24/7
on-the-go access to their scheduled shifts
directly at their fingertips.

September

MON

10:00

11:00

13:00

14:00

TUE

16:00

Available for voice channels (2h) 14:00 -

WED THU FRI SAT SUN

Available for voice channels (2h) 0¥

L 15 minute break (15m) 11:00-11:15

Available for voice channels (1h45) 11:15 -
13:00

ale for voice channels<é

33



Quality Management.

Improve agent performance and

elevate your customer experience.

n Evaluations

¢}

0.

Bl D

> B @ 3 8

C mer Supp
Danielle Bank: Sall
Joaquin Phoenix Sall
Tom Chapm Sal
Robbie Margot Customer Support
Ellen Web: Sal
Christopher Nol Sal

:talkdesk:

All time

Average Team Score
232 evaluations

61 %

eeeeeeeee

DDDDD

Top skill Bottom skill

Problem Solving Abilities

91 %

Customer Experience

47 %

. Sarah Kelly’s activity

Recorded on - May 27, 2020 - from 2:00 PM to 2:07 PM

92,0 @
[
N/D
“ diullall il st ullnl ol
95,50 ® & I &
© © e 060 © © 00 o000
97,15 o
/D Q <« I »l ‘D s X v B Show screen E
V|
N/D
b
o2 Evaluation
98,50
91,459 QM Scorecard O Discard Save
A Section 1 - Seek the Story Pl te th. t

1 - Was the contact opened and closed correctly? *
No

° Yes

2 - Did the agent display that they have listened to the contact? *
No

o Yes

3 - Did the agent understand the root cause? *
No

o Yes

4 - Did the agent understand the contact's journey? *
No

@ o Yes

Effortless evaluations, actionable feedback

Evaluate customer interactions, fill out scorecards, and
add time-stamped annotations for agents to review, all
from a single, intuitive user interface.

Get a complete picture of every interaction

A combination of voice recording, agent screen recording,
and omnichannel transcripts provides the context you
need to holistically evaluate agents and identify areas

of improvement.

Track team performance, recognize results

Track team performance trends with accessible metrics
that help identify top and bottom skills. Reinforce positive
behavior and reward progress.



QM Assist.

Turn every interaction into an opportunity

to improve with Al-assisted QM.

Evaluations

Average Team Score
232 evaluations

61 %

-3
10 of 232 evaluations 8 drafts D All time Week m
eal

. Sarah Kelly's activity
from 2:00 PM to 2:07 PM

thatluth

Problem Solving Abilities Customer Experience

o Yes

No

O ves

No

o Yes

No

@ o Yes
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4 - Did the agent understand the contact’

Alex Jones Custs Recorded on - May 27, 2020 -
@
Trevor Gardner Custorisy
JD
Danielle Bank sales lG) &—‘Im“""ll L
Joaquin Phoenix Sal 22
Tom Ch sales [
om Chapman ales
P : SECH IS
Robbie Margot Custof
nfl
Ellen Webster Sales Evaluation
Christopher Nolan Sales
3 QM Scorecard
D Cameron Bates Sal
" A Section 1 - Seek the Story

3 - Did the agent understand the root cause? *

's journe!

— ©® © 0060 660 o6 o6 60

2 - Did the agent display that they have listened to the contact? *

¥

© Export to CSV = Filters

Activity details

name is James. How may | help you today? -

D | am calling because | received a wrong bill. |
just paid my phone bill two days ago and my

payment is not reflected in the bill

Silence + 2 sec

For verification purposes sir, can | get your
name and birthdate?

D John Doe, July 23, 1974 and the account is

under my name

Thank you for that information sir. Pe
vetam'e dAata vai did nav vane laet hil

lly + 00:48
rour &
Il lact

Al-enabled efficiency

Leverage the power of artificial intelligence and speech
analytics to streamline the quality management process
for supervisors and analysts, so they can spend more time
coaching agents.

Never miss an opportunity to improve

QM Assist uses speech analytics to provide searchable call
transcripts and analyze customer sentiment, making it easier
than ever to identify areas of improvement.

End-to-end QM automation

Augment or completely replace your manual quality
management process with fully automated, Al-driven
interaction scoring that's custom tailored to your unique
evaluation criteria.



Voice & Screen Recording.

A complete picture of every
customer interaction.

= . Kathy Agent's agtivity Activity details

@)

by [
Q
hy Krucek + 00:01
Positive
Thanks for calling.
eve
Neutral
« c yt *
Be bike.
n Q e Q Talking * 01:58 via Sales Number ® REC Neutral
) The leader in urban sustainable
Carly Yates mobility solutions.
2 B +1305-574-4779
QI o Contgmg ek = o) bar
Callbar Snapshot  Activity ~Notes
8 —
o Callbar provid: g b ml
tttttt d the freedom to work across multiple applications.

Ring group(s)

Order Issues ~ VIP  English

NNNNNNN

1 just saw the new trading

. campaign on your website, and |
Contact details want to train in my e bike for the
40% discount on the new model X.

Carly Yates v V4 Neutra

Number
2= 41 305-574-4779

Email
carly.yates@gmail.com

Company
Desktalk Inc.

Language

English
Contact pop

td ® i
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Voice and screen recording, better together

Synchronized playback of voice and screen recordings
provides the context you need to holistically evaluate
customer interactions, ensure compliance, and provide
detailed feedback to improve agent performance.

Powerful tools for analysis and feedback

|dentify key conversational moments with a visual,
waveform-based player and easily share recordings with
others in the organization.

Sensitive customer data, secured

Ensure regulatory compliance by storing your recordings fully
encrypted and according to your industry compliance needs.



Provide consistent quality support.

Kn OW I ed g e M a n a g e m e n t . Make complex agent tasks simple by easily building standardized

workflows and create custom scripts to ensure every agent

Turn organizational knowledge provides a consistent and speedy resolution.
Into exceptional customer
experience. Optimize effectiveness with Al and analytics.

Improve knowledge quality with Al-powered recommendations
ot ® o oTa and knowledge performance dashboards, so that managers can
anagement . . .

pinpoint areas of opportunity.

o @i e i g
e 241 28 Scale knowledge faster and create a unified knowledge
ecosystem.
S ST . N Reduce the time spent manually creating new knowledge articles

T | N | e with pre-built templates and seamless content import. Combine

38 R ad 187 knowledge spread across disparate systems, to ensure
e information is readily available to the right audiences.
ost scusse topc n e communty Supested epuors
: Power better customer and agent outcomes.
Deliver contextual knowledge to agents through Agent Assist, to

DG ®

solve customer issues correctly and quickly, and feed
Self-Service Portal and Virtual Agent with accurate and
up-to-date information.

View all suggested keywords.

:talkdesk:



Talkdesk Performance Management.

Engage and develop teams that deliver
exceptional CX.

Performance insights that work for you.

B Performance i R It . . .
o [ es"s Get the insights you need to evaluate agent performance against
| 0 woor (Y s moman  Lasimann oo | CHED CEED® -] = goals and peer benchmarks across metrics like CSAT, AHT, Quality
= Development 234 Results Measure Average Handle Time v @ Average 07:11  Goal 06:00
s Scores, and more.
@ 1 %? Nick Evans 05:14 34 o
:
2 i,!,; Chinelo Chyke 05:55 45 ’%
ﬁ Sammy Lawson - 06:01 52 & e °
= , = Targeted coaching that moves the needle.
* @ "W pevelopment Leverage leaderboards and automated goal setting to clearly identify

----------------- e Sstons s top and bottom performers, while driving continuous improvement

. e ol Average Handle time Quality Score Customer Satisfaction (CSAT) W i‘t h C O n te Xt u a | | y re | eva n‘t C O a C h i n g .

4 agents missing 6 min goal 1 2 agents missing 92% goal 8 agents missing 4.5 goal

9 @ Amach
10 . Roman 4.agents Q = Filters

Engage teams with gamification and recognition.

Arkell Charles Agents CAN Supervisor Recommendation, Performance Exception ~~ Dismiss | Coacl h e
Chioke Okonkwo Agents UK Agent Self Request Dismiss Coach e, 0 .

Leverage peer recognition, achievement badges, challenges and
Fatima Delgadillo Agents CAN Supervisor Recommendation Dismiss Coach

BEED Ferfomanoe Ecepton wemis | coseh | - more to keep agents engaged, reduce turnover, and improve
productivity in the contact center. [COMING SOON]

:talkdesk:



Employee engagement

leads to better CX.

Making agents a priority

can have a powerful

impact on the customer

service experience and 1 9 % 2 5 %

your bottom line:

Greater productivity Lower attrition Greater CSAT

Source: Gartner, Gallup

:talkdesk:



Enabling successful work from home contact centers.

85% of Talkdesk customer agents work from home.

=, Wrap Up
+351 273 463 88339

OOOOO

Intuitive
experience

100% Cloud Native
Same intuitive agent
experience office
VS remote

:talkdesk:

" gl

Inbound call - Alex Jones

L 17:16

© Add comment PomEnet e

Margaret Drake * Today

The intro was good but can be more
assertive and less formal, as it should.
There's other details to go over later.

/" Edit 0 Delete

Virtual
coaching

Call & Screen
Recording, WFM,
Quality Management,
Speech Analytics

Agent tota | contacts
(O

241

Q = Service level Q ¥ Average wait time Q =
02.51
94% -
0 <05:00
>90%
Q Live ag
Lt
Agf
eeeeeeeeeeee
aaaaaaaaaaaaa
xxxxxxxxxxx
ooooooooo
® A
B i
.I.t

Flexible and customizable
self administration, IVR
Flows and Reporting

Longest wait time Q =
= Inbound with Salesforce data dip
09:47
e VAR B e e —_
e
Q
Satus Gz
‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘‘ ‘
vvvvvvvvvvvvvvvv g

it

Guardian provides a
birds-eye view to
effectively mitigate the risk
of a distributed workforce

Black listed users

© Last 7 days
o Security alert

¥ 24,7%

than last week

Highest
call quality

Best in industry
4.24 MOS far exceeds
Voice over VPN
100% uptime SLA



CX Cloud
Employee
Collaboration.

Extend customer service beyond the contact center with
employee collaboration.

:talkdesk:
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Contact Center and Unified Communications

Better together.

..

Lower Total Cost of
Ownership

$161,000

Businesses have reduced IT
spending by $161K/yr by
eliminating redundant apps
and switching to cloud

UCaas.

Improve Customer
Experience

35%

of agents are bringing in

non-agent SME resources
to address customer

issues

:talkdesk:

of companies are
integrating agents with
other employees to
collaborate on key
customer projects

UC/CC Integration Value | Metrigy



Building a better customer
experience is not just the job

of the contact center —it's |
the job of every employee in

the organization.

:talkdesk:




CX Cloud
Employee
Collaboration.

Capabilities.
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Talkdesk Phone.

Get your teams talking with a cloud
business phone system.

Call from

Conference
4 participants * 00:04

Qo p Pam Beesly

Connected

+1 555 666 7788

Connected

+1 666 777 8899

Connected

Carly Yates

+1 562 001 5599 + 1005

HH
«» Decl °°°

% # @

Mute Keypad Add

«» End conference

:talkdesk:

Communicate anywhere.

Connect from anywhere on any device using a modern cloud business
phone system that empowers your teams to talk to each other and to
receive and make calls to anywhere in the world you do business.

Simplify everything.

Gain a holistic view of all voice interactions across every department
with unified reporting and effortlessly manage all users, numbers, and
devices from a unified interface. Realize significant cost savings and
benefit from the simplicity of managing everything on a single
platform and a single user experience.

Increase business agility.

Leverage the benefits of a leading CX cloud platform to extend
advanced contact center technology to business communications
users and increase business agility across the entire organization.

Drive customer obsession.

We've taken the insights we learned from the contact center to
deliver a cloud business phone system for better customer
experiences. For you, this means faster help for complex customer
interactions, increased workforce productivity, and better sharing of
scattered insights to build a culture of customer obsession.



Talkdesk Zoom Connector.

Enable cross-team collaboration for
the best customer experience.

Real time collaboration

When a complex customer question requires assistance,
agents can quickly engage a subject matter expert to join the
conversation and resolve the issue then and there.

Enhanced agent productivity

Eliminate application switching and boost agent productivity
by allowing your agents to effortlessly find and collaborate
with experts in your organization from a single interface.

Frictionless routing

Provide friction-free routing between Zoom Phone and
Talkdesk without disrupting the customer experience.

Maximize your cloud investments

Connect Zoom with Talkdesk and add the power of the fastest
growing cloud phone solution in the industry to Talkdesk CX
Cloud and drastically improve your total cost of ownership.
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Talkdesk Microsoft
Tea ms CO nn eCtO r Real-time alerts & notifications

Ensure critical business events and relevant contact center
Contact center meets collaboration insights are delivered to the right employees at the right

for the ultimate customer experience time, by automating alerts & notifications in Teams straight
. from Talkdesk.

Microsoft Teams 4 Search or type a command U n ifi e d i n te r fa C e

* e Provide faster answers to complex questions. Agents

can seamlessly connect with other agents, supervisors,
R % i ckininonsgenine

@ o or subject matter experts — without disrupting the

.
customer experience.
VIP Customer Request
A VIP customer just had a problem with your product.
Click here to listen to a recording of the call.

X ffi'i"i?jjn’lﬁédﬂineam.wmhavingammqueswnsabomenewpmm ‘ Accurate coaching

| 5 s o s s Actively coach agents with real customer cases and improve
, team performance by automatically delivering notifications
e in Teams of contact center calls that didn't meet your quality
A ——— . standards or weren’t resolved.
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Talkdesk Slack Connector

Contact center meets collaboration for
the ultimate customer experience.

Live Dashboard  Explore

Tags A

Amanda, Listening to

i My Apps v

your call.

Don't forget to mention the NYC event

Keep up the good work!

W +1781-552-1990
. +1504-655-4501
. +1918-534-8746
adam@handybook.com

f e +1850-241-3667

:talkdesk:

e |

handybook.com

daniel@wiselbe.com

Il @ 00:24:19
From +1 720-608-4079
To +1 347-478-5764

(Support - EN

5‘, (

Real-time alerts & notifications

Ensure critical business events and relevant contact center
insights are delivered to the right employees at the right time, by
automating alerts & notifications in Slack straight from Talkdesk.

Unified interface

Provide faster answers to complex questions. Agents can
seamlessly connect with other agents, supervisors, or subject
matter experts — without disrupting the customer experience.

Simplified coaching
Improve team performance and efficacy by monitoring live

calls and silently coaching agents with messages powered
through Slack.

WATCH DEMO
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https://drive.google.com/file/d/1bggh-b0lMIy99I34yewpJU8YnAyUnML7/view?usp=sharing

Hear from your peers.

o0 o0
“Talkdesk’s integration with Slack is a “With Talkdesk Analytics and
game changer for our Client Services Talkdesk for Slack, the data we've
team. We're able to notify our agents been able to gather has been so
when there’s a backup in our queue, or helpful that we've consistently hit
when an agent leaves for lunch, so that over 90% service level and
our team is better prepared to make decreased our average hold time by
sure we're handling call volume.” 8Xx and our abandonment rate by 5x.”
— Greg Zalecki — Meagan Mckinnon
Director of Sales Operations | Sema4 Head of Customer Experience | Parkwhiz
sema/ {D PARKWHIZ

:talkdesk:


https://www.talkdesk.com/customers/sema4/
https://infra-cloudfront-talkdeskcom.talkdesk.com/talkdesk_com/2019/08/06080354/customer-story-parkwhiz.pdf

CX Cloud
Customer Experience

Analytics.

Analytics, automation and insights tools to know everything
about the customer and interaction.

:talkdesk:
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The power of

CX analytics.

As technology advances, it’s
now possible to capture and
store more information than
ever before. Contact centers
must invest in powerful
customizable analytics tools
that let them take full
advantage of their data, so
they can accurately track
insights, measure success,
make better decisions &
achieve customer experience
excellence.

:talkdesk:

52

of companies identified
customer analytics as one
of the main areas to
increase funding

64

of companies of companies will adopt
cited metrics as their Analytics and Bl by 2021
top priority (up from 35% in 2019, due

to the use of new
technologies*)

Sources; Gartner, “Gartner Top 10 Data and Analytics Trends” 2019
Gartner, “Gartner's 2019 Customer Experience Innovation Survey” 2019



Turn insights into action to drive better business decisions.

JAN
o

Customizable

Tailor-made Easy to use for any Trustworthy data,
analytic to fit any role, activity and accessible and
individual need. skill set. shareable in minutes.

35

Al-powered Secure

Enable automation and
remove manual data
crunching tasks.

Ensure data privacy
and security.
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Unlock the power of data.

Interaction analytics, and sentiment

Surface key conversation moments, topics,
sentiment, and discern customer intent to take the
next best action towards a better customer
experience.

Real-time sensors and automations

Proactively identify customer issues 24/7 and
address negative situations before they escalate.

Survey and feedback analytics

Go from real-time customer feedback to resolution
in no time with fast and simple surveys.

:talkdesk:

=30

@

Real-time dashboards

Open a window into your contact center with
real-time dashboards and reporting that drive
better business outcomes.

Business intelligence

Make more effective data-driven decisions with
powerful business intelligence.

Data APIs

Improve customer experience by integrating
real-time and historical contact center metrics
into your Bl systems, CRM, case management,
and more.

Benchmark data

Benchmark your contact center against industry
peers to help identify areas for savings and
quality improvement.


https://www.talkdesk.com/cloud-contact-center/analytics-insights/speech/

CX Cloud
Customer Experience

Analytics.

Capabilities
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Interaction Analytics.

Turn every conversation into
customer intelligence.

Discover the root causes of customer issues

Understand the issues causing contact across different channels.
Easily visualize the trending topics and variations on customer
intents and sentiments,with the power of speech and text analytics.

": Inbound Call - Fakhri Shokoohi X

Transcription

Overall customer sentiment ® Augment agent CoaChing

Q Search transcription

Discover issues impacting agent performance faster with

D 00:24 N 00:56

e searchable transcripts, sentiment analysis, and automated
e interaction scoring, using Talkdesk QM Assist™.

10 sec silence

ative  James Johnston + 00:18

P ¢ Speed up response times to critical issues
© [vrercw e Use Talkdesk CX Sensors™ to trigger alerts when specific preset
e ] © conditions occur to proactively address issues 24/7 and avoid

name and birthdate?

escalations. Automate alerts on your preferred channel and take

1D:200393293 + 00:40  Neutral |

@ John Doe, July 23, 1974 and the account is

action on urgent issues in third-party systems.

Negative James Johnston + 00:48

Thank you for that information sir. Per our

system'’s data, you did pay your last bill last

Aug. 12 which was two days ago in one of ° ° °

our affiliated payment centers and you M k t d t ff t

currently have 0 balance. However, the bill a e cus omer an agen Journeys more e ICIen

that you received was generated a week

before you made the payment that's why . . . . . . .

Use live agent resources more efficiently by identifying the ideal
You can simply disregard the amount

indicated in the bill and continue enjoying

use cases to implement self-service automation, agent assistance

and knowledge management tools.
E tq I kdeSk® TALKDESK PROPRIETARY & CONFIDENTIAL 55




Live.

Turn real-time analytics into great Display what matters

customer service performance. Customize widgets and dashboards with the information and
visuals that are important to your teams.

Respond in real-time

Tech SUppOrt v Edit mode Q = *2 Project to wallboard

) Instantly understand trends, identify inconsistencies and track
oo Y | Mo metrics to make the right decisions and effectively take action.
Voucher 74 12.4% pe
Online price Motivate your team

paneelorder inbound - General Europe ~ - Provide a high degree of visibility at all times and make your entire
::m‘ . T —— p— P P team of agents performance-focused.
241 m 02:51  09:47
L R Q Automate alerts
S e B - Provide a high degree of visibility at all times and make your entire
56 ST S 55 teamof agents performance-focused.
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Explore.

Turn insights into results.

Live hboar: Explore

956 321 218 127 129 161

Ive Dashboard Explore

< Explore & [ Defout dashboards: Contacts
Service level (GMT+00:00) Lisbon v u -
TERS
A VISUALIZATION
otalwalttime ~ Average walt ti me  Longestwaitt ime Average abandonment time
12:10 00:21 04:05 00:35
Service level Inbound Service Level
| I :":“;.,". o ."\": .'L" IIIIIIlIIIIIIIIIIII|IIII
o 85%
Total duration Average duration Longest duration
02:47:57 04:56 23:14

:talkdesk:

Create tailor-made analytics

Create custom reports, dashboards and metrics to get the
insights that matter the most to your organization.

Build custom metrics in seconds

Use custom calculations to mix and blend more that 900 metrics
and dimensions to fine-tune your analytics.

Plug & play reports and dashboards

Adopt out-of-the-box reports and dashboards based on industry
leading best practices to hit the ground running.

Schedule reports and dashboards

Automate distribution of reports/dashboards to individuals or
teams to save time.

WATCH DEMO

TALKDESK PROPRIETARY & CONFIDENTIAL D7/


https://www.talkdesk.com/resources/videos/talkdesk-explore/
https://talkdesk.wistia.com/medias/o5w6pr2myl

Live and historical reporting APIs.

Live API

Use real-time data from Talkdesk Live in any platform of your
choice to blend information and have a 360° view of your

business.
Explore API
‘ Illl Incorporate the granular data surfaced in Talkdesk Explore into any

reporting system. Reveal valuable trends and discover insights in
your company'’s performance by correlating Talkdesk data with
data from other systems.
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Feedback.

Turn customer feedback into
customer satisfaction.

< Explore £ [ | Mydashboards: CSAT Repont

CSAT Report (emr+0000) Lison v ([N o
v FILTERS
CSAT Average AgentsCSAT  Average CSAT
gent
3.89
_:\/ Wrap-up - 01:24
Carly Yates
. +1 305-574-4779
Contact . 2 6
/\ Carly Yates v
/ \/ Mood® I 3 2
'
Disposition *
v
Notes
Q
01:5‘8
q -
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Create and deploy surveys with ease

Your customer feedback program shouldn’t require a team of
consultants. A streamlined interface and user-friendly tools make
it easy to create and deploy new surveys to ensure you're always
tuned in to how your customers are feeling.

Improve engagement and response rates

Engage customers they spend their time and improve survey
response rates. Share surveys and collect feedback on a variety
of channels, from SMS to your IVR.

Analyze and act on areas of opportunity

Your customers respond to your surveys—now what? Use a
real-time feedback stream to see what customers have to say and
use filters to drill down into the data further.

Create happier, more loyal customers

Customers are happier and more loyal when they feel their voices
are heard. Use the rich customer feedback you've collected
paired with the customer interaction data in your contact center
to make meaningful improvements to your CX programs.



Talkdesk Benchmark.

See how your stats stack up.

Recognize trends

Increase contextual knowledge using smart segmentation to
% Var YoY . . .
compare key metrics against comparably sized contact centers,

companies, or with others in your industry.

::::Jgo:ment rate 4 21% 591 % +Q'30pp

Uncover improvement opportunities
+26s

Average talk time 3m 095 3m 355

Use Talkdesk Benchmark insights and recommendations to

£12 improve operations, drive results and outperform the competition.
Average hold time ] 835 3 '] 38 IS
T 3 6. 8 4,7, =012, Leverage your results
oo ' : vl Promote your performance results internally and externally to
227 distinguish your contact center as a market leader.
Service level 856% 825% .lpp
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Talkdesk Al for every day

Automating every step of the customer journey giving customers better answers, faster.

Customer Self-Service Agent Empowerment Fraud & Authentication Operationalizing
AUTOMATION AUTOMATION AUTOMATION AUTOMATION

Al Trainer

A no-code Al model
training tool for better
automation using
human-in-the-loop
Guardian Guardrails technology

Automated and on demand
issue mitigation; APl integration
to 3rd party systems

Guardian

Automated authentication
and fraud detection for a
secure contact center

Virtual Agent

Automated voice and digital
self-service experiences

Agent Assist
Automated assistance for agents

Self-Service Portal

Self-service KB and content for
automations

Knowledge Management
KM for teams to orchestrate
information to power automations

QM Assist

Automated quality assurance for
agent coaching & improvement

Guardian Identity

Automated voice biometrics
and phone validation of
callers

Interaction Analytics

Automated issue discovery, speech
search & real-time assistance

WFM

AUtomated Staﬁlng and SChedU“ng © 2021 Talkdesk, Inc. All Rights Reserved Worldwide. Unauthorized use, duplication, or modification

deC|S|OnS of this document in whole or in part without the written consent of Talkdesk, Inc. is strictly prohibited.




Al Trainer.

Automation made better with
human-in-the-loop technology.

Al Trainer I Trends

D Last 14 days v

MY BANK
Intent
Volume Confidence

TTTTT

DDDDDD

View all intents

:talkdesk:

Trend ® account. balance... @ Default Welcom...

v @ View Default Fallback

b

%

Resolve more cases through automation

Improve the level of accuracy and trust in automations to decrease the
cost per case and increase CSAT and NPS scores by fine-tuning and
maintaining the predictive power of Al models.

Improve Al and machine learning models without data scientists.
Talkdesk Al Trainer is a human-in-the-loop tool operationalizing Al in
contact centers. It lowers the barrier to Al adoption by reducing
dependency on specialized data scientists, with a no-code interface for
agents to update Al training data.

Leverage in-house domain expertise

Agents are the frontline experts of contact centers. With
human-in-the-loop technology, they can apply their domain expertise to
improve the accuracy of automations enabling good customer service.



Hear from your peers.

“Agent Assist Is a game-
changer for achieving our
goals of reducing agent and
customer effort while driving
customer satisfaction.”

— Dave Sturgill
VP Contact Center Operations | Employbridge

EMPLOYBRIDGE'

:talkdesk:
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Trust & security.

Capabilities
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Talkdesk CX Platform Advantage

Enterprise-grade with consumer simplicity.

® Broadest suite of

native apps

® One unified
platform

®* One user

experience, device

agnostic

aaaaaaaaaa

Subscription

uuuuuuuuuu

Bike details

aaaaaaaaa

Intelligent ® Flexible to change *
engagements with your business
Human-in-Loop Al ® Customizable °
Trainer Workspace

Real-time & batch ¢ “Clicks not Code” *
transcription 30+ administration

languages

‘‘‘‘‘‘‘‘‘‘‘‘

60+ pre-built
integrations

Easy custom
integrations

AppConnect app
marketplace

¢ 30+ security
certifications

® 100% uptime SLA,
global call quality

® Predictive fraud
protection

100%

®* Fast deployment
® Fast onboarding

® Fast time to value

UL R Talking - 01:58 via Sales Number

("M Carly Yates
+1305-574-4779
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The trusted choice for enterprises.

30+ certifications & standards and growing.

Security Certifications & Standards

PCl & e McAfee Privacy Shield ~ CSA ;oud S il
ey U E SSA <oty BITSIGHT — ((Cona
8 i Framework Qrumn = L V2~ . ,
5/ LEVEL 1 171 *;f PA‘A ¢ . x ) ENTERPRISE-READY ~ N | K alliance® SECURITY
SOC2/S0C3
Ay |National Cyber 112 v/ 112 v/ iapp V=N NATO EU NATIONAL
I~ |Security Centre : AS : KAS BRONZE =acuiite CySec .
a part of GCHQ sofec zrooy | LA 150 22301 | L MEMBER SECRET SECRET SECRET
RTIFIED CSRrimED
CYBER Certified in Risk Sl "
ESSENTIALS ) g . \ . . : P ‘ ’S’ 2 M O R
CISM Security Manager " ‘ CISA Systems Audtor CRISC §ystoms Control = EURTPOLEXAERTS mcm@}m.;m: .........
An ISACA" Certification An ISACA® Certification A Gertificat U o s | onsewawror OAXELCB

okta {5 onelogin & Mot &

Federation Services Azure Active Directory

v':v Auth0 @ Bimum === ) Centrify
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Guardian.

Keep your contact center safe
from threats.

Guardian

n Overview
m Ovel
> Dashboards O Last2
@ Cas
. Critical cases
o c ) Previously I T ) 3 months ag 6 months ag 12 mo
392 311 432 500 230 398
ﬁ ¥ 20,6 ™ 10,2% 255 Vv 413 NTH
&2 //\
fl
ﬂ Cases
®
@ 2 I up by Case ty| l I ]
e Total agent Total case tal case tyf
Top 10 311 1311 10
Agent 5 Agent # Critical cases ¥ Top 3 cases triggered
@ o= ; ;
o ,‘JL Cdl‘lhn Wilkinson
o e
6 RoH * @ B‘sin‘{a‘mm Wilson
-, Alic}
12 I Gwendolyn Satterfield
@ Jol Outbound
@ Lanni P
@&le Outbol
@ Georgianna Morissette

!
g Caitlin Wilkinson
Complaints

George Sippel
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Full visibility into user activities

Get a comprehensive view of the security landscape in

your contact center. Gain full access to detailed reports and
dashboards to easily visualize information and spot potential
security issues in a single tool.

Continuous enterprise monitoring

Immediately know when something doesn’t add up with

your users’ behaviors. Infused Artificial Intelligence identifies
suspicious activity outside of established data patterns,
flagging unexpected events, triggering alerts and tracking risks.

Act upon insider threats faster and more effectively

Spot key security insights such as compromised user credentials
and access to sensitive information to detect
threats as they happen and act before the damage is done.



The industry’s first.
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* " Uptime SLA




Our commitment to global call quality.

USA Ireland Germany

Japan
MOS: 4.28 MOS: 4.37 MOS: 4.31

MOS: 4.34

Jitter: 1.78ms Jitter: 1.93ms Jitter: 1.83ms

Jitter: 1.92ms
Packet Loss: 015%* Packet Loss: 0.13%* Packet Loss: 015%*

Packet Loss: 0.20%*

IRELAND @ ® GERMANY
® Canada
® USA
Voice quality (in MOS) o USA @ JAPAN
USA = 4.28 out of 4.4
Globally = 4.25 out of 4.4 ® SINGAPORE
® BRAZIL
* Global low latency (GLL) architecture ® AUSTRALIA

e Priority voice package routing
e Network connection quality monitoring

. . . Brazil Si Australi
e Automatic telephony provider failover MO';ZZ:.W h/llrc‘)%a:%rg Mgger,IQ%

Jitter: 2.34ms Jitter: 1.92ms Jitter: 1.97ms
Packet Loss: 0.20%* Packet Loss: 0.25%* Packet Loss: 0.16%*

:talkdesk:
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Proxy.

Your business, always on. Always on for your customers
Make outage worries a thing of the past with a reliable backup
system that supports your key contact center capabilities.

Secure redundant connections

All connections, even the ones provided as redundancy, are
secure. Whatever the system supporting them, interactions
are handled by Talkdesk with the same security standards.

Total availability

With Talkdesk’s 100% uptime SLA, your calls will always be
delivered. In the event of a communications layer outage,
Talkdesk will automatically failback to our geographically
redundant, secure communications network.

TALKDESK PROPRIETARY & CONFIDENTIAL /1




PCIl Payment.

Accept payments in a PCl-compliant
environment.

s+ v

:talkdesk:

Outbound on: Sales Number v

#1087 | €9
e l

Technical Payment

Please enter the callers details and the amount to be paid...

First Name B arry

3 Last Name Allen
6 Amount $ 419.56
9‘ Email barry.allen@email.com
WXYZ Street 123 Main Street
& City/Town Charlotte

= Post Code 28202

State North Carolina
=3

Improve security & compliance

Easily and securely manage credit card transactions over the
phone. No caller credit card data is sent to or stored in the
contact center environment.

Increase customer satisfaction

Let agents guide customers as they enter their data using the
keypad, continuously providing assistance while keeping all
information safe from record.

Universal integration

Consistently protect your customers regardless of their
payment provider since it integrates with all major players.






xConnect
Connect to any carrier

Talkdesk flexible
deployment options

Boost
Connect to any ACD

for your digital

Hybrid cloud
tra N Sfo 'm atio N jo U 'n ey. Choose your storage deployment model

Regional cloud
Select your cloud location

:talkdesk:



xConnhect.

Keep your carrier, reap all the benefits
of the leading cloud contact center.

dAw
([ ]
L |/ |

(= ¢
_

:talkdesk:

Work with your preferred carrier

Talkdesk is constantly growing its carrier partnerships.
Ask how we can add your provider to the Talkdesk xConnect
ecosystem.

Secure, reliable connections

All connections between Talkdesk and telecoms/PBXs are
encrypted: both voice and signaling have securitization
using SRTP and TLS.

High availability
Our geographically redundant points of presence (PoP)

ensure that when one is not available, the calls can be
redirected to a different one to always be on.



Boost.

Give your digital transformation a boost.

On-Premises ACD

-

:talkdesk:

Future-proof your investment

Keep your ACD while enjoying all cloud capabilities and access
to a constant stream of new features. Also, since the cloud has
no barriers, you can expand internationally at your pace.

Take your customer experience to the next level

Equip your agents, supervisors, and customers with intelligent
tools to advance customer support and make every contact
valuable.

Embrace all digital opportunities

Empower your agents with mobile access and real-time
knowledge to deliver consistent business excellence over
multiple touchpoints.

Ensure business continuity in uncertain times
Enable your agents to work remotely from their homes as
protection against natural disasters, viruses and other threats.


https://www.talkdesk.com/resources/videos/boost/

Hybrid cloud.

The best of both clouds.

:talkdesk:

Private

_D_ cloud

Specific internal
compliance and
security regulation

Public
cloud

Innovative
globally
managed

~S“\kplatfor:n/'

A\ / 4

Experience the advantage of both clouds

Enjoy the full public cloud’s advantages, such as agility,
scalability, uptime guarantee, and cost-efficiency and the
private cloud’s customization, security, and ability.

Customize to enterprise-grade policies

Create a competitive edge in our hybrid cloud completely
tailored to your specific enterprise-grade policies and needs.

Private storage

An isolated cloud instance where you prefer, guaranteeing
full adaptability to IT specifications.


https://www.talkdesk.com/resources/videos/hybrid-cloud/

Regional cloud.

Your flexible storage to meet your
geographic compliance requirements.

Choose your region

Take advantage of a global cloud infrastructure with the
flexibility to choose the geographic region where Talkdesk
and your data is securely stored.

Regulatory compliance

Ensure compliance with data privacy regulations (GDPR
and CCPA), industry regulations (Financial Services and
Healthcare) and data sovereignty laws by country.

Fully regional

All Talkdesk services are available in each deployment
location, so all Talkdesk-generated information is stored
and processed in the desired region.

:talkdesk:



Hear from your peers

“We see great benefit for some enterprise
clients of having data safely stored in a
private cloud to comply with their specific
internal security and IT requirements, and
combine it all with the amazing benefits of
having a cutting-edge cloud-native contact
center platform, a key success factor in the
Intelligent Experience Center."

— Pedro Pombo
Managing Director | Accenture Interactive

Accenture Interactive
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Connections

Build any integrations in minutes

umbers udio gents "
@ Createacton Ve w documentation @ cancel E

Basic Information

& Create Custom Integration

Basic Information

Point of origin & Authentication
Once the base path changes, the private values will be cleared
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Zh==

URL settings

Numbers  Studio Agents Dispositions Roles Integrations Preferences Holiday Hours  Billing  Invoices

< New Integration View Documentation [}
Available Integrations Q
R @ A LY
Custom Integration BigCommerce Contact Importer Contactually
o
[s]

CONNECTIONS m Add Integration Add Integration Add Integration

> T
N
Freshservice Highrise Infusionsoft Intercom

F ) te, notif art ft. Aut x t
Add Integration Add Integration Add Integration Add Integration

Quickly integrate any system

Create custom integrations using low-capabilities (such
as dropdown menus or checkboxes), dramatically
reducing the time it takes to develop, test, deploy, and
innovate..

Gain business agility

Nimble integration to third-party systems allows you to
quickly add capabilities and adapt to market changes.

Connected contact center

Digitally transform your contact center by equipping
teams with all the necessary tools, apps and data, to
deliver seamless, added-value customer experiences.



AppConnect™

Instantly connect Talkdesk CX Cloud™ with
a wide variety of contact center solutions

:talkdesk APPCONNECT

The first enterprise

............

............

:talkdesk:

Click-to-install

Eliminate tedious deployments with a self-service,
click-to-install process allowing you to rapidly expand
your contact center capabilities.

Free trials

With a 30-day free trial, you can avoid lengthy vendor
approval process and contracts risks when the solution
doesn’t fit your needs.

Simple billing
Get full control over how you manage your contact center

costs with a pay-as-you-go billing model and a single
invoice from Talkdesk.


https://www.talkdesk.com/resources/videos/appconnect/

Talkdesk for
Salesforce

Options

stalkdeske 00000 o KPESKPROPRIETARY & CONFIDENTIAL 8 2



Talkdesk for Salesforce

Improve agent productivity and contact
center performance with the leading
Salesforce integration

. s x|~ B3 2 B a s
e ’

:EE Talkdesk ngh(njng Home Cases Contacts v Reports Dashboards Talkdesk Live Talkdesk Activities Talkdesk Admin Talkdesk More v

Contact
Ms. Lauren Boyle & 4 Follow

SVP, Technology

Related Details

SVP, Technology

Technology $%(212) 842-5501

04/09/1959

llllllllllllll

:talkdesk:

Industry-leading automations framework

Dozens of pre-built and fully customizable automations free
up agent time by eliminating manual, redundant tasks.

Full integration with salesforce omni-channel

Provide both phone and SMS support and easily manage work
items across multiple channels directly within Salesforce.

Comprehensive reporting built into salesforce

Optimize your contact center by accessing dozens of pre-built
reports and live dashboards without ever leaving Salesforce

Intelligent routing

Get callers to the right agent by easily setting up routing by
case, lead, contact and account owner


https://www.talkdesk.com/resources/videos/salesforce/

Phone Numbers

Data Dips Salesforce Data

Agent Presence System Omnichannel Sync
Screen Pop Contact, Lead, Case, Opp
Deepest _ seeenpop | ConiactLead,Case Opp
Salesfo rce Click-to-Call Phone Fields, SSO

integ ratiOn Automations Create, Update, Close
cRM INTEGRATION

Call Logging and Transcriptions Call Stats & Recordings

Skills and Routing Data Dips Smart routing

External flow triggering Salesforce Lightning Flows

Next-Gen CSAT
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Talkdesk CXTalent™

Utilize our global network to find contact center professionals
that are ready to deliver an exceptional customer experience.

E ta I kd eSk® TALKDESK PROPRIETARY & CONFIDENTIAL 85



Talkdesk CXTalent BPO partner program

Need help with staffing Trained CX workforce

BUSINESSES

Talkdesk

< CXTalent >
BPO Partner

Program

:talkdesk:



Talkdesk CXTalent
B P O pa rt ner p rOg ram Consult with our cx staffing professionals

) Our dedicated CXTalent team will meet with you, for free, to
Contact center meets collaboration help build a staffing strategy plan perfectly suited to deliver

for the ultimate customer experience for your customer’s needs.

Pick the right partner

Access our global network of vetted and trusted partners

to find the right business process outsourcer (BPO) to deliver
on your staffing strategy, all with white-glove service and at
a preferred price.

Extend your service, reduce your spend

Utilize outsourcers for some or all of the functions in your
contact center to increase you service footprint while
reducing your spend. Our global network can expand your
service hours while reducing the overhead of full-time
employment for your business.
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Talkdesk CXTalent platform — Gig economy for contact
center talent

Need work-from-home jobs Need help handling demand
JOB SEEKERS ERRFETCH
Talkdesk Talkdesk Customers
< CXTalent

powered by m

Recruiters

TaskiUs| :-: Humach

- randstad

:talkdesk:



Talkdesk CXTalent™

Helping people hire and get For job seekers
hired — right NOW e Personalized profiles

e Flexible availability settings
. e Free online training
* Forecast

e I —— e 4 levels of CX certifications
© e e Al suggests profile optimizations

For hiring companies
e Access to a global talent pool
e Browse by experience, skills, languages & more
e Alrecommends best candidates for role
e Trend reporting with talent network insights

:talkdesk:


http://www.youtube.com/watch?v=JDnZR02VJj4

Customer validation
on Talkdesk CXTalent™

“Talkdesk CXTalent could transform
contact center staffing. The option to add
trained and certified agents, who have
been grouped in terms of performance,
anywhere in the world, will help companies
scale customer service teams faster and in
places where currently they have no local
offices or support.”

— Patricia Loureiro
Global Director of Customer Service | Farfetch

FARFETCH

:talkdesk:

“The launch of Talkdesk CXTalent is

a game-changer for contact center
staffing. The ability to find agents and
supervisors that are already trained
and certified on Talkdesk Academy will
help us hire and onboard fast, enabling
us to scale our customer service
teams with skilled CX job seekers.”

— Sérgio Cruz
Support Services Director | Glintt



BPO Partner Validation
on Talkdesk CXTalent™

“With the world rapidly changing, Talkdesk is

showing their innovation at a perfect time by releasing
CXTalent. We're hoping this will help us weather the
ups and downs during COVID-19 and open us up to
taking new types of clients that we couldn't take on
before because our region lacked the experience.
Knowing that they will already have passed
standardized training with Talkdesk Academy will help
Pac Biz move even faster to help support businesses.”

— Eric Mulvin
CEO | Pac Biz

(QPAC BIZ

:talkdesk:

“Recent shifts in the marketplace have
shown how remote work can be equally
successful. | believe the CXTalent platform
has arrived at the right time and will allow
companies to up their CX game by
harnessing the power of this open talent
marketplace. We are really excited to
partner with Talkdesk on this initiative.”

— Tabish Khan
Vice President, Sales & Operations | Regalix

regaliz



Talkdesk Academy

Advance your career and increase your earning potential with hands-on experience and training

:talkdesk  ACADEMY” o | i sEEup

Welcome to Talkdesk
Academy

Embark on a series of free training courses that
can help expand opportunities and grow your
.o . career. Whether you're new to the industry or a
Certlflcatlons seasoned professional looking to deepen your
knowledge, the Talkdesk Academy™ is designed
to develop your skills through tips, techniques
and prescriptive training with the Talkdesk® CX
Cloud™ contact center platform.

BEGIN YOUR TRAINING

'R = m|

Agent Supervisor Admin Advanced Admin
Become your best agent. Engage, motivate, and retain Orchestrate a better experience Become a CX admin expert and
agents. for your teams and customers. make your career soar.

:talkdesk:



Online courses and certifications give job seekers

new skills

()

"

Agent

Become your best agent.

Agent

Agent Certification

Contact Center Soft Skills
Certification

:talkdesk:

Supervisor

Engage, motivate, and retain
agents.

Supervisor

Supervisor Certification

Talkdesk Explore
Certification

AppConnect Certification

—

Admin

Orchestrate a better experience
for your teams and customers.

Admin

Administrator Certification

Basic Networking
Certification

Studio Certification

H|

Advanced Admin

Become a CX admin expert and
make your career soar.

Advanced Admin

Advanced Studio Certification

Advanced Network
Testing Certification

Talkdesk APIs Certification

Custom Component Certification



Customer validation on Talkdesk Academy™

“The Talkdesk Academy was

a wonderful addition for newer
admins such as myself. Having
come from a hardware based VolP
system | had my initial questions
on configs and troubleshooting.”

— Joey Marquez
Manager Desktop Support | Broadly

< BROADLY »

BROADLY.COM

:talkdesk:

“Talkdesk. It's a fine piece of
software, easy to use, simple,
the tutorials and free courses of
Talkdesk Academy are really

useful."

— Daniel Pereira
Pakket Mail

“Talkdesk has provided us a great
level of support when it comes

to migration and setup from our
previous vendor. Not to mention
they have Talkdesk Academy
which also helps you learn the
platform before switching over."

— Prabh Heer
Sales Manager | You Move Me

@

~



Talkdesk
Industry solutions

Talkdesk solves problems and delivers better outcomes for
all types of industries. Our solutions are used by leading
brands who depend on Talkdesk for simplicity, security,
reliability and rapid innovation.

:talkdesk:
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Talkdesk for
FinanCiaI SerViceS Deliver digital experiences

, . . Connect with clients at every stage of their financial journey,
Invest In the client experience. in the places they prefer. Talkdesk packages voice and digital

Invest in the lifelong loyalty. channels in one simple solution — so you can offer
convenience without sacrificing security.

Know your clients

Use the wealth of data you have on each individual to
AAAAAAAAAAAAA B W provide better service. Contextually route inquiries to the
?Tﬁ-& 3 | banker, advisor, or specialist that's best skilled to handle them
and arm agents with a 360° view of client context by unifying

data from your CRM and other systems.

Protect your assets

Talkdesk takes security seriously. That’s why we have more
than 30 certifications, including PCI, and a dedicated team
that keeps on the cusp of regulatory compliance.

:talkdesk:
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Talkdesk Financial Services
Experience Cloud™ for Banking

The first contact center solution built for
firms to deliver a client experience that'’s
. Connected
seamless, personallzed: and trusted. Built with out-of-the-box integrations to leading core banking

systems, and customizable banking specific workflows, for seamless
conversations g interactions that bring value on day one.

Assigned to you Queue Dlana L| +1305-574-4779

6 conversa tions Snapshot Client Details Visual Support Identity Notes

g Diana L § Account Balance Activity 3 I n tel I i g e nt

VIEW All Accounts~»  SCHEDULED EVENTS

Built with artificial intelligence to drive more personalized

Available Balance [ A ] Automatic
Payment Reminder, in 2 days
Current Balance

@ e, "0 $21,205.67 52094059 engagements across live, automated, voice and digital touchpoints.

INTERACTIONS HISTORY

=] Caifas Elizondo M
Lol ne a sec. while | search for g
- o RECENT TRANSACTIONS Missed Call
Today, 3:45 PM
M Macayla Wright 09:53 AM flocay
{it My order arrived yesterd (1) ) I Outbound Call
Payroll Deposit - COMPANY X $5,634.92 -~ 2
e ecure
!9. Sailesh Chaudhary 09:38 AM Operation Date 04-01-21
m a bit lost here
q e bitiosthe ° Payroll Deposit - COMPANY X TRANSATIONS ABC 0987 R) Inbound Call

Yesterday, 4:32 PM

Ry s iy ry— Built on an enterprise-grade platform with state-of-the-art encryption

:
2 days ago, 10:30 AM

PSRRI AR ARSI Sy v e and core KYC technologies that protect client data and develop trust.

+ days ago, 10:00 AM
[ View All

Actions

Start Cobrowse or Video Call
=1 ; ; ; =
Partner a pp to view an: d interac t with customer.
+ New conversa tion Consult < Blind transfer «~» End call

OTHER ACTIONS

B Reset Passwort d
B Activate Card

° o /A Report Lost/Stolen Card
‘talkdesk

[E Make a Payment



: Talkdesk Insurance Smart
e Service solution

Simplifies policyholder interactions with intelligent
self-service and Al-assisted interactions.

:talkdesk:

What do you recomm

Life Insurance policy

Agent Assist

| don't know which i

or  Whole Life ?

Q Choosing a life insurance policy

Not all life insurance policies are built the
same. Depending on your age, needs, and
willingness to spend, different policies
make sense for different people.

the best choice for you. If you are lookin~
for permanent protection with living
benefits, then Whole Life could be the VOl ume

| don't know which life insurance policy is the best.
or Whole Life ? What do you recommend when it comes to  Term

< If you are looking for temporary >
protection, for say 10-20 years at a
cheaper price point, Term Life could be

best option. Number of phrases with matched intents, detected intents

See more information

auto.coverage
claims.status

policy.update
= S 9D 3 7 5 4 @ deductible
Transcri ption Recommen dations Timel ‘ ® premium

liability.coverage
fag.policy.docs
whole.life

View all

189
23

64
60
52

48

46
48

Drive policyholder loyalty

Deliver a digital-first experience, enhance
self-service, and enable the policyholder to
interact when and how they want.

Capitalize on every opportunity

Insurers can easily adjust to fluctuating call
volumes, adapt IVR menus, self-service portals,
and inbound flows in real time to proactively
engage to keep policyholders informed on
evolving situations.

Equipped with Talkdesk Al that can
autonomously solve policyholder issues and
provide real-time agent guidance during live
calls, agents are more prepared and able to
focus on the most important tasks.



Talkdesk for Healthcare

Reimagine the patient and member experience.

291

SESSIONS
CREATED

X’

:talkdesk:

Deliver real-time clinical and care communications

Talkdesk enables secure HIPAA-compliant communications —
whether by phone, email, or messaging — so you can make
timely, patient-centered care a reality.

Personalize the patient experience

Use patient context to improve healthcare engagement and
patient outcomes. Leverage data from your CRM or EHR to
route incoming calls to the best agent or automate
post-discharge follow-ups.

Build patient trust

We take patient privacy as seriously as you do. That’s why
Talkdesk maintains a regulatory-secure platform with HIPAA
attestation and more than 30 security certifications, including
PCI-DSS.
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Talkdesk Healthcare Experience
Cloud™ for Providers

The first contact center solution built to
deliver a synchronized, personalized,
and convenient patient journey.

u Conversations

:talkdesk:

%3 Talking * 01:58 via Clinic Numbe @ REC
Alex Smith -+ z05-572-477¢

Snapshot Patient 360 Notes

Medical Information

KNOWN CONDITIONS

PATIENT INFORMATION

Date of Birth Gender
Jun 3, 1967 Female

PRESCRIPTIONS
Lisinopril 20mg
Atorvastatin 10mg

Levothyroxine 50mcg

Patient Journey

SCHEDULED EVENTS
= Cardiologist Follow-up
9 ST SN sios=

Il Hold X Mute © Stoprecording

uccessfully sent

n refill for Levothyrox
recei tails via SMS.

Agent Assist

'-[rj Recommendations I}

Yes, | need to refill  my levott

Medical Record Number

#1234567890

Next Best Actions k>

Planned

i Keypad = Consult

= Request Pres

What you can do

Request directly fr
using the Medical
Requests are autol

X

ine was requested. Patient will

Appointment Details X

This appointment is scheduled to happen in 2 days.
Service Type
Cardiologist Follow-up

Date & Time
May 14, 10:30 AM

sent within the sar

See more information

HIGHI IGHTEN ACTINNS

Specialty

Cardiology

Physycian

Dr. Daniel Cassis, MD

Location

Address < 9
1400 Market St. San Francisco CA 94102

San Francisco Hospital
Departmen
Cardiology

Instructions for Patient

Arrive at least 10 minutes before your scheduled appointment
time. Please bring your list of current medications and any
insurance information and a copayment if required by your
insurance company.

Cancel Appointment Reschedule

Omnichannel engagement

Reach patients on their preferred channel, avoiding friction, and
creating a synchronized experience that exceeds patients’
expectations.

Smart automation

Deliver convenient self-service without sacrificing personalization by
leveraging Al and out-of-the-box automation for smarter, easier
patient touchpoints.

Empowered staff

Streamline the agent experience with intuitive tools and a complete
view of patient context, helping them offer personalized and
proactive service to patients.



Talkdesk for Retail & E-Commerce

Deliver a seamless shopper experience.

Reach your customers everywhere

Shoppers interact with your brand on multiple devices and
channels. Seamlessly connect with those customers at every
step of their journey using one simple solution to connect by
phone, chat, email or messaging apps.

Let’s get personal

Whether you're checking an order status, issuing a return,

or identifying your biggest spenders, you need all your data

in one place. Talkdesk connects the data in your CRM, website,
sales and service systems and puts it at your

agents’ fingertips making personalized service easy.

Supercharge seasonal readiness

Scale operations to meet seasonal demand — without
compromising customer service. Talkdesk works from any
location or device, so you can instantly add agents and
perform at your peak.

:talkdesk:
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Talkdesk Flexible
® : :
e Shopping solution

STREAMLINE CROSS-CHANNEL COMMUNICATIONS
Deliver outstanding cross-channel experiences that meet new
customer demands for buy online pickup in store, curbside
pickup, and appointment shopping. Improve satisfaction with

Provide customers choice and convenience
throughout their shopping journey.

streamlined communication that serves customers where and
how they want.

=) Recently put on hold by you Search

Q

wl

IMPROVE OMNICHANNEL EXECUTION
Remove internal and external communications siloes to deliver

o [=] MYCHATS(1/1) © ‘? S s

‘J John Yates
omnichannel fulfilment more effectively. Leverage

cloud-based architecture that is simply to integrate with

o John Yates
‘; + S F B O ACTIONS* ONHOLD ~

Recen tly closed by you

existing systems.

Q0 00 0 0 O O ¢

DEPLOY WITH SPEED AND FLEXIBILITY
Streamline deployment by implementing at your chosen pace

=3 without having to rip and replace multiple existing systems.



Talkdesk Retail Smart

O . .
e Service solution

Delight customers with intelligent self-service and

Al-assisted agent interactions.

« Q Speaking via Support Line
& Product cross-sell Oliver Smith
T 712:391: 9418 Most discussed topics in the community
Snapshot  Activity Notes Assistant ® Last 24 hours

Thel received is damaged
and | want toit fora

. What can | do?

Wireless Headphones Recommended articles

Refunds Overview

Dismiss o Add o basket

Troubleshooting & Tech help

You can check the payment method that was
Precedure refunded and the status of your refund in Your
Orders.

Note: After the carrier has received your item, it
can take up to 2 weeks for us to receive and
process your return.

Check arder In CRM ' To see how long it takes for you to receive your
refund, please see the table below.

1 Valwdate customer 1D

3] Choose refund ewthod T erp— [Z See complete article

Return Items You Ordered

Track Your Return

:talkdesk:

7

(O Payment, Pricing &
Promotions

() security & Pricavy
Shipping & Delivery

Managing Your
Account

Missing topics

Redeeming coupon codes [T
Store credit policies 33
International return policy 28

Payment plans 8

View all missing topics.

Deliver friendly and personal self-service.
Allow shoppers to better help themselves through
Al-powered knowledge bases, conversational
chat-bots, and virtual-voice agents that deliver
automated, satisfying resolutions to inquiries like
order status, delivery, returns, and more.

Provide human experiences, everywhere.
Know when your self-service shoppers need
extra attention through real-time intent and
sentiment monitoring. Seamlessly transition
shoppers to human agents without making them
wait or repeat themselves. Empower agents to
‘train’ the Al to deliver more human experiences.

Make every agent your smartest agent.
Enhance agent intelligence, responsiveness, and
satisfaction, surfacing shopper information, product
details, best-next steps, cross-sell/upsell
opportunities, and more. Alleviate agents from
manual-tasks with Al-powered automations like
smart-notes and transcriptions.
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Talkdesk for Government

Redefine the citizen and agent experience.
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Simplify access to information

Empower citizens to help themselves with Al-powered
self-service options for easy access to frequently sought
information. Leverage automation and machine learning (ML)
to route complex inquiries to live agents best equipped to
respond, resulting in greater productivity, operational
efficiencies and an improved customer journey.

Improve reliability to better serve constituents

State and local government entities are relied upon for
guidance, especially during crises. Talkdesk can help you
rapidly achieve elasticity and scalability to serve as a trusted
source of vital information.

Enable government employees for remote work
Empower agents to work from anywhere with security in mind.
Leverage Al to identify patterns and provide visibility into
network health, agent activity, vulnerabilities and suspicious
behavior.

TALKDESK PROPRIETARY & CONFIDENTIAL

104



‘ °
e solution

Improves the benefits administration process.

Enables proactive communication with constituents.

GEMIENE) does it take to process

 R— — TANF applications 4

2l Tiffany Williams Virtual Agent

napshot  Activity Notes Assistant
—
Citizen + 00:08

I'd like to understand how to apply for

unemployment benefits [} California} Citizen Journey 5)
LAST 5 DAYS
Recommended articles X
X -
T e
File for Unemployment - Overview ~ 2 1
Missed Calls Inbound Calls
nemployment Insurance
AU ati A
If you are out of work or have had 2 uiomino Jy [RNCE A
your hours reduced, you may be Agentless SMS 2 Outbound Calls
eligible to receive unemployment Application receipt confirmation Assistance programs
benefits.
INTERACTIONS HISTORY
Take the Necessary Steps
n Learn how to qualify for ) Mosedca o]
unemployment benefits. Then, follow
these steps to register and apply for ¢z  Outbound Call &

unemployment, certify your benefits,

and manage your claim. o '
@ Apphcatton‘SL‘Jle.tted i Brdcuss ®

1a V
= Outbound Chat ®
jays ago, 12:30 PM
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Talkdesk Citizen Engagement

IMPROVE ACCESS TO GOVERNMENT ASSISTANCE PROGRAMS

Enable citizens to easily find program information, understand how to apply,
fulfill eligibility requirements and obtain application assistance on the
communication channel of choice. Utilize bots, multi-language capabilities and
self-guided options to simplify the program enroliment process and accelerate
access to funds.

REDUCE THE EFFORT ON CITIZENS AND AGENTS

Proactively notify applicants throughout the enroliment and benefits
disbursement journey to reduce citizen effort, status check inquiries, and
inbound call volume. Seamlessly transition complex inquiries to the right live
agent without long hold times or making citizens repeat themselves.
Effortlessly integrate systems of record and identification tools to streamline
verification.

MODERNIZE FOR SCALE AND FLEXIBILITY

Scale operations to meet fluctuating demands without complicated coding and
overloading IT resources. Utilize Al to efficiently onboard new agents and
minimize ongoing training efforts. Modernize your contact center with flexible
deployment options to efficiently adapt to evolving program offerings and
disburse funds while maintaining data security.



Talkdesk for Travel
& Hospitality

. Your customers are on-the-go. Offer them more convenient
Create a memorable customer journey.

ways to contact your business — whether by phone, live chat
or messaging apps — without sacrificing high-quality,
consistent service.

Whether you’re checking a reservation or quoting a package,
you need all your customer data in one place. Talkdesk
connects the data in your CRM, CRS, website, sales and
service systems and uses it to intelligently route interactions
and give your agents important context.

Scale operations to meet seasonal demand — without
compromising customer service. Talkdesk works from any
location or device, so you can instantly add agents and
perform at your peak.




Talkdesk for Nonprofits

Increase your impact. Advance your mission.

WORLWIDE
CONNECTIONS

:talkdesk:

Powerfully simple

Whether you're focused on inbound questions or campaign
outreach, Talkdesk makes it easy to maximize supporter and
volunteer contact, reducing manual efforts so you stay
focused on engaging your community in a meaningful way.

Harness technology for good

Volunteers can successfully manage fundraising, campaigns
and hotlines from any location and any device, making it easy
and cost-effective to ramp up donor and constituent
engagement.

Empowering your people

Increase donations, raise public awareness, attract more
volunteers and monitor campaign progress with the use of
powerful integrations, automations and reporting that help
your people advance your mission.
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Serving veterans
& their families

powered by

:talkdesk’

Wounded Warrior Project® (WWP) is

a national, nonpartisan organization, top
rated by Charity Navigator, helps veterans
and service members who incurred a
physical or mental injury, illness or wound.
WWP’s warrior Resource Center will use
this platform to more efficiently connect,
serve and empower wounded warriors.

:talkdesk:

“Wounded Warrior Project is
transforming the way America’s injured
veterans are empowered, employed
and engaged in our communities. This
tool assists us to more quickly connect
warriors with free services in mental
health, career counseling and
long-term rehabilitative care.”

— Sally Bramston
Resource Center Director | Wounded Warrior Project

»

WOUNDED WARRIOR
PROJECT”


https://www.talkdesk.com/news-and-press/press-releases/talkdesk-to-assist-veterans-charity-with-cloud-contact-center-solution/

Talkdesk early
access program
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We innovate a lot.
Get the benefits of early access.

i e

Access Promote your
powerful new company via case
capabilities study, quote, etc.

Influence the Receive high touch
product roadmap services with product
experts

Receive exclusive
early access pricing

:talkdesk:



:talkdesk:

Thank you!




