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business challenge
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Turn your contact center

Into a strategic asset

68 64

Report an increase Are able to reduce
in revenue operating costs

Source: Customer Engagement Transformat ion: 2020-21 Researc h Study, Nemertes Researc h
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Talkdesk CX Cloud™ - platform advantage

Trusted enterprise-grade platform and ecosystem

100% Flexible Al &

SRR Uptime SLA deployments automation USRI

30+ certifications Highest call quality Coexist on premises Native Al Personalize workspaces
Guardian Global scale Choose your cloud Infused across apps Create custom apps
PCI payment Proxy contact center Choose your region Automation & efficiency No code/low code

60+ AppConnect partners 60+ OOTB integrations
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Introducing Talkdesk CX Cloud™

An end-to-end solution for delivering great customer experiences

Customer Workforce Al & Analytics

Engagement Engagement Knowledge & Insights

Voice Workspace Agent Assist Dashboards - Live
ACD Mobile Agent Virtual Agent Bl - Explore

IVR - Studio Workforce Mgmt. Knowledge Base - Guide Speech Analytics
Outbound Dialer Quality Mgmt. Al Trainer Surveys
Omnichannel QM Assist

Self-Service Unified Recording

Employee Collaboration
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One user experience

One platform. Infinite possibilities

Conversations

Assigned to you ¢ Queue

‘2 Talking + 01:58 via Sales Number

Carly Yates

+1 305-574-4779 7 conversations

Snapshot Activity Notes

S Q
Type at least 3 characters to start searching
Ring group(s) Contact details
Voice capabilities Live chat
Label name  English  Order Issues Carly Yates
AW!l Alex Ward 10:50 AM
Number Hello there & I'm having trouble... 1
. . &= +1305-574-4779

C RM Integ rations Latest orders . ;-" Visitor #3455 10:50 AM

What can | do about it?
Dalttechnology

Wireless Bluetooth Transmitter

. . Jun 9,2018,9:33 AM - $27,36 - PAID Company
Digital engagement peskiak in. SMS
Bose Headphones A556
May 10,2018, 7:54 PM - $249,99 - CANCELED Language 8 Jake Peralta 10:50 AM
English @ Hil My order arrived yesterd... QD

Show all orders

Agent gam ification Gontact pop KS!l Katherine Schamberger 10:50 AM
tl ® 3K Yes, that's it 3
: Call history Email
Agent assist
@ 4 calls in the last 5 days Stats o jamuir@att.net 10:50 AM
] Lialla dlhmcn Van hacsiomm domcadala 1
Wait time Talking
Latest call Sentiment 01:25 Q 05:23 A
Yesterday, 3:45 PM © Unhappy ) : + New conversation
Total time on call 07:09

Includes wait time

Il Hold & Mute © Sstoprecording 325 Keypad é;- Consult & Blind transfer % End call
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Intuitive
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Up and running in weeks

:talkdesk:

Proven methodology

Tailored to your needs

Clear communication

@ Published

Sales - US @ 1 suggestion

Version 3 v Last saved by Bill Hicks January 10, 3:15 PM

¥ Inbound Call
e US Inbound
# Standard IVR

Speak with support

1-yes 2-no

&Y Standard IVR # Standard IVR

Support team Speak with sales
1-yes

& Standard IVR
Sales team

< @ Optimize IVR X

Two existing IVR steps can be merged into a single step.

Problem

Callers may need to go threw two Standard IVRs when they could
accomplish the same in a single step.

1 &
# Standard IVR yes 2 Support team
Speak with support
2-no
1-yes & Support team
# Standard IVR .
2-no & First response team

Speak with sales

Suggestion
Merge into a single Standard IVR step and improve callers experience.
1-support) & Support team
# Standard IVR
2-sales 2> Sales team

Speak with department
&> First response team

® Play audio
Intro for Triage te

“We did not expect the Talkdesk implementation
to be so fast, approximately three weeks, and

seamless - no disruptions.”

— Bill Burch

Vice President of Customer Support Services

cherwell

Acquired by Ivanti
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Flexible deployment

e Connect to any carrier

e Connectto any ACD

e Choose between public or private
e Select a cloud region

e Pick an infrastructure provider

XxConnect

Boost

Hybrid cloud

:talkdesk:

Ensure a Smooth Transition

Move vital operations and applications to the cloud
and integrate the systems and processes your

business needs to thrive.

Select cloud

1



Engage and train your team

Quality
assurance

e Call recording
e Screen recording

e Quality management

:talkdesk:

Talkdesk
Academy

e Role-based certification
e Best practices

e Train-the-trainer
program

Coaching and
development

e Performance management

e Gamification and
recognition

e Upskill learning

e Forecasting
e Scheduling

e Business intelligence



Integrated
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More than 60 OOTB
enterprise integrations
@ One-click install servicenow Zoom

4 slack @ freshdesk

Stable and secure

5 Microsoft ~ zendesk

Automated workflows

Google ORACLE
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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

aaaaaaaaa

aaaaaaaaaaaaaaaaaaa

eeeeeeeee

AAAAA

aaaaaaaaa
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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

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

Simple configurations to integrate any system

Create custom integrations using simple configurations
(no code required!), dramatically reducing the time it
takes your IT teams to build, test, deploy and innovate.

Streamline digital transformation

Overcome barriers in the digital transformation journey
by maximizing existing investments and driving
innovation, while integrating legacy applications and
on-premise data.

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 industry-leading applications

:talkdesk APPCONNECT

The first enterprise

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

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






Bulk provisioning and access management

Easily scale and adapt as your business evolves

okta onelogin

Google m Microsoft

O simium

V..‘O AuthO
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Studio

Easily create IVR call routing flow
for a better CX

Customer service-US ~ Not validated m

Version3 v < Inbound call

Split among BPOs # e
{}

Splitting distribution

:talkdesk:

Streamline customer journey design

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.

Create smooth customer experiences

Visualize the exact structure and outcome of any call flow,
all while performing real-time error checking, so customers
never struggle with stalls, loops or dead-ends.

Inform routing decisions

Collect key contextual information via the IVR or fetch it
from an integrated system to make sure every customer
is matched with the best available agent.



Al infused
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Al-infused contact centers have measurable benefits

200 23,

19, %

CSAT improvement Agent productivity Wait time
improvement reduction

Salesforce State of the Connected Customer Report | Talkdesk Insights

[ ] ®
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Talkdesk CX Cloud™: End-to-end Al for the contact center

SUPERVISOR

Virtual Agent Speech Analytics

Agent Assist & QM assist CUETRIET
20% increase Reduce agent 10x more feedback Increase
in customer call handle to agents contact center

self-service time by 30% security

5x more CSAT

Knowledge Base: Guide

Talkdesk Al powering CX Cloud™
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Optimize your business

Al-powered analytics to constantly optimize your business and improve CSAT

Queued contacts Service level Live agents
Charcal L SLA LWT Apere S1ates Charewd Tore
Cal w 2N g .‘ Surah Connee » Buay 0527
0 Web chat 24 At 14 40
W Leis Smith Aftar call work 2 12:34
Customer experience dashboard v B sus = T 1523 0
/ a Bernard Nomis * Awwy 1745
N Enl 2 A% W O
RIS Viderohat & s 0312 . MR BN packs Avatatie 0Z44 g topics v
- 80:"0 day
Sockd , a5k A3AT =) P vonid wallace Busy 1608 ucher

Karen Baum Busy e line price

Trending topics R Abandon rate

3) Genevieve Hughes Avalohie 0123 ncel order

Topia Cals  Peroentzge  Treed m Amedia Cabal Busy 0%27 deem

Aug Voucher / 2.4% /-
® DT Corp. @ Industry Company size (100-250) @ US Region

der return

' Res Xue After col work

Onkne price bl 10.3% N

. 2 lesc . 01:10
CSAT by channel L, Mana llescas Busy =2 1

tomer journey score

) Cancel order 58 9.7% @ Aexa Richardesn Avalabis 0244 day
» ‘ Redeem 35 540% -, ;. Pin Jung-Eum * Busy » 1008
: Ordier retum 34 57% s 1) PedoAmorim  » Awiy 17:45 4
) | ‘J.r:‘
“ | | ol Rovear huar >

October

® Voice @ Chat Email @ SMS (o)
80.7%

Benchmark analytics
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Trusted
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Keep your contact center safe

ldentify and neutralize threats faster with Talkdesk Guardian™

:talkdesk:

Guardian

Overview
Dashboards

Cases

Overview

D Last 24 hours v

Critical cases

392

Top 10 risky agents
Agent

Q Daniel Webster
‘. Benjamin Wilson
G Robert Scholz

‘g. Alice Kelly

@ John Murrah

432 500

™ 10,2% ™ 275

# Critical cases Top 3 cases triggered

213

Missed calls Password resets Speed of answer

After-hours work De

# Calls # Countries

After-hours inbound calls After-hours outbound calls

Accessing contacts

vices Password resets

After-hours inbound calls

Missed calls

Accessing recording files After-hours work

| €=

Top 5 critical cases

b

View all case types

Accessing call
recordings

IPs in use

@ Outside business

hours

Unusual countries

P Accessing contacts

Other (7)

|4

|



Enterprise-class
security and compliance

30+ security certifications Ensure your remote agents are working
Global compliance and attestation securely, and keep your contact center
Remote security safe from threats.

PCI

LEVEL 1
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The industry'’s first

f'IOO

" Uptime SLA




Talkdesk global communications network

e Over 150 POPs for WebRTC, IRELAND ® ® FRANKFURT
Carrier Connections, and
Global DNS ® USA-EAST
® USA-WEST ® JAPAN

e Instant phone number

provisioning in over
: ® SINGAPORE
150 countries ® BRAZIL

e Best global uptime with ® SYDNEY
100% Uptime SLA
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Don’t just take
our word for it

dellezlgle Y G e FRE AL 2 9



Talkdesk is a leader in the 2020 Gartner MQ for CCaaS

“Talkdesk demonstrates a strong
e commitment to the four pillars of

@ Genesys

e great customer service with a

Content Guru

e\ S good vision for analytics-driven
@0dgo @ AmazonWeb Servies engagements for both the
tesze @ ® customer and the employee.”

Vocalcom @

Worldline @ Gartne[;

Gartner Magic Quadrant for Contact Center as a Service, Steve Blood, Drew Kraus, Pri Rathnayake, 9
November 2020. Gartner does not endorse any vendor, product or service depicted in its research
publications, and does not advise technology users to select only those vendors with the highest
ratings or other designation. Gartner research publications consist of the opinions of Gartner’s research
organization and should not be construed as statements of fact. Gartner disclaims all warranties,
expressed or implied, with respect to this research, including any warranties of merchantability or
fitness for a particular purpose. GARTNER is a registered trademark and service mark of Gartner, Inc.

COMPLETENESS OF VIS'ON AS Of September 2020 @ Ganner: Inc and/or its affiliates in the U.S. and internationally and is used herein with permission. All rights reserved.

ABILITY TO EXECUTE
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Talkdesk is a leader in the 2020 Forrester Wave for CCaaS

FORRESTER’

THE FORRESTER WAVE™

Contact-Center-As-A-Service (CCaaS) Providers
Q3 2020

o0
"o “Shortlist Talkdesk for a navigable
1 solution that scales with a broad
range of capabilities and
iInnovative support services.”
(@ Lifesize

2020 Forrester Wave for Contact
Center as a Service

FORRESTER’

8x8 (+)

Vonage () @ Cisco©)
Amazon Web Services

Weaker strategy P Stronger strategy

Market presence
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Loved by our customers

2 Gartner - g | .
: : , salesforce appexchange
(‘) peerinsights. IR TrustRadius
# OF # OF # OF # OF
REVIEWS FATINE REVIEWS MAUINE REVIEWS RATNE REVIEWS NATINE

Talkdesk 1202 4.4 Talkdesk 399 4.6 Talkdesk
Five9 238 3.9 Five9 168 4.6 Five9 25 7.8 Five9 117 4.3
NICE NICE NICE NICE
inContact B 2 inContact et e inContact 25 8.2 inContact 27 ol
Genesys Genesys Genesys Genesys
Cloud 457 4.3 Cloud 104 4.4 Cloud 212 7.7 Cloud 4 4.8

H33 companies 2020

H#39 oaeiez020
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The Talkdesk CX Cloud™ advantage

B End-to-end Intuitive Integrated

Broadest suite of @ Fast deployment 60+ pre-built integrations
native apps Fast onboarding Easy custom integrations
One unified platform Fast time to value AppConnect app ecosystem

One user experience

Adaptable Al-infused Trusted
Clicks not code Automation Enterprise scale

Front line empowerment Intelligent engagements 30+ security certifications

Change with your business Operational efficiency 100% uptime SLA
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Al applications
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Getting customers their answers Round-the-clock support

faster with automated virtual agent Serve customers better with artificial intelligence that
. . talks, understands, and interacts in a natural human-like,
with the ability to reach a human conversational service 24x7.

when needed

Intent/sentiment/emotion analysis

Better understand desired customer outcomes delivering

'\': Transferred call via Sales Number 16:03 _..| =
epee ey 0 . @ e j immediate and personalized self-service and intelligent
el " Hilneedaloan handoffs to human agents for more complex issues

Oxte o through real-time call transcription.
Order Issues Y Ok. And what are you looking to buy?

Transfer notes Ask something...
Here you have
O Vil st i Warm transfers

| have some solutions for

e B s g e * Avoid customer frustration by summarizing the data

expressing call reason in a few long sentences,
customer requests to be connected to an agent

collected in the Virtual Agent as part of the transfer to human

Contact details Agent
Need car? Need a house? For personal needs

Number

=

== +1234 567 8901 I need a car Buy a new house Need a loan

E-mail

‘ n Te@E Y ®
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Real-time intelligent guidance
empowering agents to delight
customers, faster

Insights

Based on all interactions

Overall sentiment

Most common intents

Q, Refund >

From within, you need to navigate to the Orders tab and locate
the order ID in question and access the order slip itself. From
the contextual menu, choose whether you'd like...

:talkdesk:

- Agent Assist No active calls

Global insights Today v

® 21% 16% 64% ©

2 min ago

Q Hi, I'm Bruno. | want to pIIERILE],

could you tell me what are the

financing options EYEUED][E

Recommended action

Book an appointment

Recommended articles Name

Finantial options

Found on Zendesk Location
We offer financing options online
showrooms (powered by Affirm) V
money down and 0% APR Peloton
for 39 or 12 months, buying the P¢ Time
now easier than ever. Get more di

Palo Alto

If you have any further questions |

hesitate to reach out to our sales

(4 See complete article

Where to buy v
Types of bikes v

>«

Consistent, accurate responses

Dynamically suggests responses to agents based on the
real-time conversation, learning from the knowledge base
and previous conversations.

Time-saving automations

In-app automations perform in-call and after-call actions,
such as scheduling an appointment or placing an order.

Automatic notes

Agent Assist smart notes proactively populates keywords

into forms and call notes to reduce manual & mundane tasks.



Turn every conversation into
customer intelligence

Discovery

Search for keywords & phrases

Demo X

1-10 of 800 interactions E s

\'ﬁ Inbound Call - Contact ~ Agent Fakhri Shokoohi  Interaction E0262e07 7 Dec, 2020
) m  When can | watch that demo?
M We can schedule ademo for you.

K': Inbound Call - Contact  Agent Fakhri Shokoohi  Interaction E0262e0

)22pm  Itis possible to schedule the demo for that time.

) m  When can | watch that demo?

m  We have an amazing speech Analytics to We can schedule a demo for you.

< Previous 1 . 4 ﬂ 6 .. 9 Next >

:talkdesk:

) m  Any sufficiently advanced technology is indistinguishable from a rigged demo

ADVANCED SEARCH

P Play audio

» Play audio

P Play audio

p Play audio

P Play audio

P Play audio

3 saved =Fit
= Vie pi
= Vie p
= criptio
= Vie pf
= Vies p
= View transcription
8

Drive customer-centric decision-making across the
organization

Collect and share impactful data and insights with marketing,
sales and product teams to promote decisions that reflect
customer needs and expectations.

Promote efficiency and automation

|dentify automation opportunities and streamline processes,
using speech analytics intelligent insights to boost tools
such as Talkdesk Agent Assist, Virtual Agent and other.

Complete visibility into every conversation

Take advantage of artificial intelligence capabilities to
analyze 100% of interactions and surface latent opportunities
and trends.



Help customers help themselves elf-service support
to get answers faster with online Guide uses Al to provide customers with the most relevant

knowledge base content in real time -- based on the context

help center of their requests.

Al support

oniine Retale s e GRS e LR Use Guide as your content management system for Agent
Assist and Virtual Agent. Update content for these Al
systems as easily as you'd update an article.

What can we help you with?

>mething like i 1 ‘ Search
Online Retailer Your Orders ~ Our COVID-19 Response  Coupons & Gift Cards ~ Returns & Refunds ~Managing Your Account  Q
: 2 ALLTOPICS Home > Retuns & Refunds
Your Orders > Payment Methods > Trending Articles Your Orders

e Exchange an Item Ultra- fa st search

o Shipping & Delivery

Read more Returns & Refunds
& Refiind If you need to trade your item for a different size or color, you can exchange qualifying items
Returns & Refunds > Managing Your Account > Managing Your Account
aing Intemational Shipp g through our Online Returns Center. . . . .
s vitze cong 3 Buying Our Products
i 1 you wis! st have a » you! °
Our COVID-19 Response If the item you wish to return doesn't have an exchange option or you received the item as a gift, you'll need to return the original
Contact Shipping Cente item and place a new order.
Buying Our Products > Coupons & Gift Cards > Morbi blandi cu
llamorper it a chanaani
Read more ARTICLES IN THIS TOPIC fosxchandeanten 4 ° . L4 L4 L4
A L EA o e IS U t ra- t Vvin ru t r t lon N Iverin | t u
How to Apply Coupons 2. Find the order you want to return, and then click Return or replace items.
S Exchange an Item : ; ]
Excen 3. Tip: If you don't see the order you're looking for, select another option from the See more menu
Our COVID-19 Response > e Check the Status of Your Refund 4. 3. Selectthe item you want to exchange, and then select a reason from the Reason for return menu

Exchange or Replace an Item An exchange order, with the same shipping speed that was used on your original item, will be created. You can use the

. .
RTaER return label provided to you to send your original item back. You'l need to return the original item within 30 days to avoid o 1)
being charged for both the original and exchange items. ( >< ) ‘ E = I < E : ;( E E a r( : e X e rI e I l C e
Track Your Return L[]

About Our Returns Policies iz

If the item you're exchanging costs less that your original purchase we will refund you the difference
This policy refers to color/size exchanges only. Amazon does not price match.

About Exchanges & Replacements For details about what types of items can be exchanged, see About Exchanges and Replacements.
Return a Textbook Rental

About Free Returns

About Textbook Rental Conditions Published Date: March 17, 2019 Return to top

Need more help?

Was this article helpful?
For personalized help, email ou give s a call

Contacts
RECENTLY VIEWED ARTICLES RELATED ARTICLES
Exchange or Replace an ftem * Retum items You Ordered
Return a Gift + About Refunds
Track Your Return « Check the Status of Your Refund
About Our Returns Policies * Return a Textbook Rental
About Free Returns + About Textbook Rental Conditions
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