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cvery Moment
IS an Experience
that Matters

-
‘ ®
We have transitioned into the age of the customer where /
®

buyers have more choice and control in how they interact with

brands than ever before. Today it’s all about the experience.

Your customers demand real-time service - either via
self-service or direct to an agent. They expect seamless

service across channels, and they expect intelligent service,
Would try a new brand or

company for a better service
experience.

meaning you need to know who they are and have a basic

understanding of their problem.

And if they don’t get it, we’ll switch brands. — AMERICAN EXPRESS SURVEY
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Expectations Arent
Belng Met With
Yesterday's Technology

The challenge is that most contact center technology today o o o
|  Built before the digital age

can’t meet these modern customer needs. Most were built 20+

years ago, before the digital revolution. These systems operate

e Channel silos

as channel silos, with little or no integration to CRM or other

systems. They are inflexible, hard to adapt to your changing ° Litﬂe or no integ rqtion
business needs and expensive to maintain. These systems

lack innovation so adopting new technology like Al is virtually e Slow to ada pt

impossible.

* Innovation stagnation

» High cost of operation
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TO | kdes k’S MlS S IOﬂ "Our mission to end bad customer service is

aspirational and motivational. This, along with

|S tO E ﬂd BC]d our godl to help companies reduce customer

service cost, drives our passion and our

C U Sto mer Se rVICe purpose for everything we do’.

— TIAGO PAIVA, FOUNDER & CEO, TALKDESK
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| 800 Customers
IN /5 Countries
Rely on Talkdesk

to power their contact centers
and help make customer

experience their competitive
advantage.
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Our customers
Get Results

Find out more about our Customers

10y

CSAT
Improvement
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Agent Productivity Wait Time Time to Answer
Improvement Reduction Reduction

Data from an annual Talkdesk customer survey.
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Why Companies
are Successful
with Talkdesk
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Market Leader

Leader in Gartner CCaaS MQ
G2 Crowd Winter 2020 Leader
Forbes Cloud 100

Customer-Obsessed

100% uptime SLA

White glove customer services
98% CSAT, 124% net retention

Innovative

Born Cloud Native
Al-Infused: Talkdesk iQ
AppConnect ecosystem
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INnNnovation for You
to Stay Aheao

We move fast to provide the industry with disruptive solutions
that innovate the way enterprise contact centers deal with
customer experience. Our end-to-end approach sets a new path
for the contact center industry and helps organizations place

CX as their competitive advantage in the market.

200 U.S. patents filed in last 100 days of 2019
600 features released in 18 months

20 new products launched in first 20 weeks of 2020

talkdesk.com
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‘Talkdesk's commitment to innovation and
development philosophy stood out to us,
making it clear that Talkdesk was the right
partner to advance and future-proof our
customer service operations.”

- JARED ARNOLD, CHIEF INFORMATION OFFICER

7 ADVISORS.

EXCEL
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Global Choice
for Enterprises

Talkdesk is a leader in Gartner’s 2019 Contact Center
as a Service Magic Quadrant. We're one of only three
vendors appearing in both the North American

quadrant and Western Europe MQ.

Read more about Talkdesk’'s Awards & Recognition
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ABILITY TO EXECUTE

Gartner Magic Quadrant for CCaas,
Western Europe 10.15.19

CHALLENGERS LEADERS
Gartner Magic Quadrant for CCaas,
North America 10.15.19
CHALLENGERS LEADERS
@® Talkdesk
@® Talkdesk
AYERS VISIONARIES
SION > As of Sept 2019 © Gartner, Inc
NICHE PLAYERS VISIONARIES
COMPLETENESS OF VISION > As of Sept 2019 © Gartner, Inc

Gartner
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FNnd-to-End Customer

Service Solution

Gartner also puts Talkdesk at the top of the list for
our 3-year roadmap that best addresses customer
service requirements. That makes us an excellent
choice for companies needing an end to end

solution for contact centers across the globe.
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Talkdesk
Salesforce
Genesys
Verint
Pegasystems
Zendesk
Oracle

NICE
CRMNEXT
Bpm'online
8x8

SAP

Microsoft Dynamics

Servicenow

Gartner Report: Prepare for the Impact of a Consolidating

Customer Service Technologies Marketplace

[l Getting Connected

. Process Orchestration

Resource Management

Knowledge and Insights

Gartner
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Loved by Customers

Great products and white glove
service translates to customer love.
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The Most and Best Reviews

(5/|crowb

4.4 out of b
> 1029 Reviews

*Trustpilot

4.7 out of b
> 612 Reviews

4.7 out of b
> 659 Reviews

4.7 out of b
> 3b4 Reviews
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Customer
Engagement

Voice

ACD

IVR - Studio
Outbound Dialer
Omnichannel
Self-Service

talkdesk.com
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Talkdesk CX Cloud™

This is all made possible by Talkdesk CX Cloud™, an end-to-end
customer experience solution. Talkdesk provides the most

comprehensive native suite of contact center apps.

Workforce
Engagement

Agent Desktop
Mobile Agent
Workforce Mgmt.
Quality Mgmt.

Unified Recording

Performance Mgmt.

Enterprise
Collaboration

Phone
Messaging

Talkdesk IQ - Al layer

Al &
Knowledge

Agent Assist
Virtual Agent
Knowledge Base - Guide

Analytics
& Insights

Dashboards - Live
Bl - Explore
Speech Analytics
surveys

13
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Get Connected

Al-powered intelligent workflow to
with your customers.

ANY CHANNEL

Standard IVR
Nature of the call ~ Edit

Preferences  Exits iQinsights

Metrics

An overview of the principal metrics of this IVR usage.

Aggregated metrics
/]\3m158 S 23% J 17%

1-B2C support (30%
upport ( ) Avg. talk time Transfer rate Abandonment

2 - B2B Success... (30%)

3 - All other (30%)
Invalid (11% .
(11%) Check language - holiday

Timeout (5%)

French English

Topic analysis
By analysing the past 3 months of inbound calls, iQ detected a high volume of
distinct conversation topics spread across your IVR exits.

Holiday message - FR Holiday message - EN

Voicemail FR - holiday Voicemail message - EN

INSIGHTS ANY LANGUAGE

talkdesk.com
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ANY DEVICE

Respond Hyper Fast

Al-powered contextual to help agents provide
fast and accurate responses.

Al POWERED AGENT ASSIST

ANY CHANNEL

15
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Delight Your Customers

Al-powered customer tools to deflect calls,
increase CSAT and reduce costs.

AbOUt Refunds Cancel Save Draft m
Callbar wv Last edit was made 12 minutes ago by John Doe

Where's My Refund?

You can check the payment
method that was 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 H ow heCk
for us to receive and process your P

return. on y efund

] To see how long it takes for you to
receive your refund, please see the

table below.

Hello John. Welcome
to Big Retail. How can
we help you today?

*aragraphs

Reading time Document structure

Jane Smith 5 minutes Well structured @&

+ Insert section

Words Complexity Number of words
"""""""""""""""""""""" ; Academic 246
1 Column 2 Columns 3 Columns ’

Fairly easy to read ©)

Chatbot /s to fully process

What'’ r order
| h d aLS )’()OU orde Note: |If we refunded you to a pre-paid card and you no longer have the physical card, the card is still stored within your
was overc Grge on my PP account. It can be used toward future purchases on the account it's stored in.

monthly subscription. ' Gift Returns: The type of refund or credit you receive depends on how the gift was purchased and how it was returned.
ine Smith i For more information about gift refunds, go to Return a Gift.

Instant Refunds & Refund Without Return

i In some cases, you may be offered an “Instant refund” option to allow you to use your refund without waiting for your
Your order 9847637 return to process. Instant Refunds are either issued to your credit card or as an Gift Card balance. Refunds issued to card
i issuers will require an additional 3-5 business days processing time by those institutions. You'll still need to return your
items within 30 days.

was already sent. You
should have received
it by September 8th

We may determine that a refund can be issued without requiring a return. If you aren't required to mail your item back for
a refund, you will be notified in the Online Returns Center or by a Customer Service Associate. For more information, go
to the Conditions of Use.

VIRTUAL AGENT CHATBOTS KNOWLEDGE BASE

talkdesk.com
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Engage Your Employees

Al-powered onboarding, mentoring and
tools to engage CX employees.

WORKFORCE SCHEDULING & FORECASTING

SPEECH Al COMPLIANCE MONITORING

Inbound call - Alex Jones

« Share vl Download
Audio <07 Aug 17:16

Q Add comment Comment O

Margaret Drake * Today

] >l o) B Show screen

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

2 Edit i Delete

AGENT SHIFT SCHEDULING MOBILE APP AGENT COACHING
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ta[kdesk Calls Contacts Voicemail Channels Teams Live

Customer experience dashboard v

NPS trend

100%

Jul Aug

Industry Company size (100-250)

CSAT by channel

100%

August Septemb

Voice Chat Email SMS

OPERATIONAL REPORTING

talkdesk.com
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Optimize Your Business

Al-powered

REAL-TIME DASHBOARDS

to constantly optimize
your business and improve CSAT.

Queued contacts

Live
Channel #
Call 87
[&d Web-chat 24
[ IS VRS 19
Email 12
Video-chat 6
/4, Social 1
Trending topics IQ
“, Today
Topic Calls Percentage Trend
Voucher 74 12.4%
Online price 61 10.3% oY
Cancel order 58 9.7%
Redeem 35 5.9% M
Order return 34 WA

SLA

82%

94%

69%

90%

92%

85%

Service level

~, Last hour

LWT
07:18
16:48
15:23
1d 2h
09:12

02:41:51

Abandon rate
() Today

>80%

>10%

Live agents

Live

Agent

.) Sarah Connor
Luis Smith
@ Bernard Norris
é;ﬁ;' Bill Hicks
David Wallace

d@‘g Karen Baum

fé) Genevieve Hughes

Amelia Cabal

Ren Xue

Maria lllescas

Alexa Richardson

Pin Jung-Eum

Pedro Amorim

Status Channel Time
Busy 05:27
After call work 8] 12:34

e Away 17:45
Available 02:46
Busy 10:08
Busy 04:03
Available 01:23
Busy 05:27
After call work 12:34
Busy (= 01:10
Available 02:46
IR = 10:08

e Away 17:45

01:23

| oni Bowcher Available

22 Apps Web mode

iIQ ANALYTICS

(‘;& Available

18
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The Talkdesk
Services Advantage

Why do our customers love us and stay with us? Because
we partner with organizations right from start, before

any contracts are signed. And we stay with our customers
through the entire customer journey. We call this Business

Transformation Services.

CX Strategy > CX Enablement CX Success

We partner with you We help you enable We offer a variety of

to define your specific the people, processes, services to enable
business needs and and technologies to your organization to
ideal future state. redlize a best-in-class realize the value of your

customer experience. contact center business
transformation.

talkdesk.com
https://sommita.net


http://www.talkdesk.com
https://www.talkdesk.com/business-transformation-services/
https://www.talkdesk.com/business-transformation-services/

About Talkaesk

Talkdesk is a cloud contact center for the customer-obsessed.
Combining enterprise performance with consumer simplicity, Talkdesk
easily adapts to the evolving needs of support and sales teams and their
end-customers. The result? Higher customer satisfaction, productivity
and cost savings. However, the company’s success was born from

humble beginnings.

Talkdesk was founded in 2011 by current founder and CEO Tiago Paiva.
From 2014 to 2015, Talkdesk raised more than $24 million in seed

and Series A funding and raised a $100 million Series B round in 2018.
In July 2020, Talkdesk announced a series C funding of $143 million,
backed by Franklin Templeton, Willoughby Capital, Skip Capital, Lead
Edge Capital and Top Tier Capital Partners, along with existing partners.
This brings Talkdesk valuation to more than $3 billion, reflecting strong
investor confidence and highlighting the strategic role of superior
customer experience among top global brands. Today, Talkdesk has
over 1,000 employees, split between its U.S. offices in San Francisco
(headquarters) and Salt Lake City, an office in London, and offices

in Lisbon, Porto, Coimbra and Aveiro, Portugal.
Today, more than 1,800 innovative companies around the world,

including IBM, Acxiom, 2U, Trivago and Peloton, rely on Talkdesk

to make customer experience their competitive advantage.

Want to learn more? Contact Talkdesk at 1-844-332-2859

SOMMITA

TECHNOLOGY GROUP, LLC
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