The right way of
doing digital
banking

Conversational experiences that
delight customers and increase
revenue.




Technology & regulation are changing the industry

Exclusive for banks Additional player

High fees and costs Low fees and costs

As It was

Personalized in person

At the bank

Personalized at scale }
Seamlessly embedded J

amazon NETFLIX Uber @ Google Pay & Pay Robinhood #




Here iIs where we make an impact

of customer

revenue interactions

Optimize the B o
ocesses that 0, &
drive your

of revenue




Are these your digital priorities?

Grow your customer base

Simplify onboarding and explanation
of complex products digitally with
collaborative tools.

+20 to 30%

more meetings

+15 to 20%

conversion rate

Modernize digital

relationship with customers

Provide ongoing financial advice and
support in a natural, unintrusive,
convenient and digital way.

Equip your staff with the best tool to be
successful at their job.

90 to 95%

banking clients happy with the service

85 to 920%

banking employees say that the platform
makes them more efficient.

Fewer branches, complex systems, more
complex products, same equipment... And
customers with higher expectations.

time/cost on support thanks to duration of the meeting when
co-browsing online / phone
Live chat allows 3 sessions in comparing email vs. livechat

parallel compared to phone or
email.
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WHAT WE DO
Facllitate a

coordinated &
collaborative
customer digital
experience

Loans

Credit Cards

Mortgages

N

SME

Etc.

Support



Main features




TEXTING

Secure Messenger

Designed for when a conversation can be
asynchronous. Use cases include complex financial
products and situations when the customer has a
dedicated advisor:

e Provide a WhatsApp like experience whilst
remaining compliant.

e Embed easily into your e-banking portals and
mobile apps.

e Integrate with third party messaging platforms.

e Seamlessly enhance customer journeys with the
rest of the Unblu features, such as video, voice or
co-browsing.

e Relationship Managers can handle all customer
interactions in a single place while compliance
documentation happens automatically.

Contactus

& -

Email us Click to call

Your conversations

"i Amanda Wolfe 14:00

® You: HiAmanda, | am available now.

@ Paul Lee Monday
@ No problem! Let me know if you need...

@ Patricia Stuicki Friday
® Have anice day!

Chat with us

Powered by vnblu

& = S 2

Home Accounts Transfers Contact

< ( )
Amanda Wolfe Wednesday
We can continue our conversation next
“i week.

10:36

Hi Amanda, could we go through the investment
portfolio early this afternoon? w

You 10:36

14:00 works! Talk to you soon!

You 14:00

Hi Amanda, | am available now. w

>




TEXTING

Live Chat

Clients can communicate directly and immediately
with customer service reps. They can share
documents, images and augment the experience with
video and voice calls:

e Triage inbound requests with the Concierge Bot.

e Automatically assign incoming chats to active
agents or service teams.

e Use canned responses to automate without losing
a personalised touch.

e Add context to the chat request with LiveView. See
exactly what the visitor sees so issues are
understood and resolved quicker.

e Integrate through our API with internal systems
and deliver key information related to day-to-day
activities.

+ Paul Rodgers X

> & < & 5 ‘gu Collaborate ~ End conversa tion

A

‘s ¥

8

(=] ‘gn Browser tab of Paul Rodgers Stop

Paul Rodgers 10:36
B Company website a g

Hi, could | please have some help with the

g. premium form?
-

You 10:36

< > C @ https:;//www.company.com

Company

Calculate your Premium

Hi Paul, | can help you with that. | see you have
already started, we can go through it together if
you'd like. w

° Step 1: Vehicle information

(2) Step 2: Driver Edit Paul Rodgers 10:36

u.gl Ah yes, that would be great!

Main usage of the vehicle Gender
rivate
Jork nale
oth
Country Nationa lity
1ganad
Postco de City
114 4 od
D f birth
12.19

@\) Step 3: Your premium » ] @ u




TEXTING

Chatbot

Fully integrated out-of-the-box with Unblu chat
and message types

Specialist bots are trained independently for their
topic

The Orchestrator ensures the best specialist bot
and intent are chosen

Full conversation history available and customer
utterances converted to training phrases

Full bot training capability with intent
assignment of training phrases and backlog for
future usage

Split delivery for fast validation of the trained
model prior to going into production

One-click deployment to production

Bot Dialog Builder X -+

< &

Bot Dialog Builder

& proxy.demo-bms.dev.unblu-test.com/ui/intents?domain=Ip

Transcript

vnblu Bot Dialog Builder

Finance Intents Delivery
Q Search [state: PRODUCTIVE]

Intents
CC_Compare_Plans
EN: PRODUCTIVE FR: NEW IT: NEW
CC_Platinum
EN: PRODUCTIVE FR: NEW IT: NEW
CC_Premium
EN: PRODUCTIVE FR: NEW IT: NEW
CC_Starter
EN: PRODUCTIVE FR: NEW IT: NEW
Credit_Cards
EN: PRODUCTIVE FR: NEW IT: NEW
E-Banking_Apps
EN: PRODUCTIVE FR: NEW IT: NEW
Family_Plans
EN: PRODUCTIVE FR: NEW IT: NEW
Investment
EN: PRODUCTIVE FR: NEW IT: NEW

Training Synonyms Tags

Intent: CC_Compare_Plans

Botanswers  Training phrases  General
Default +

(] Answers

Main Answers

| Add text answer | [ Add card answer | | Add list answer |

Alternative Answers

Admin

| Add alternative text answer | Add alternative card answer Add alternative list answer
Bot Dialog Builder B+
proxy.demo-bms.dev.unblu-test.com/ui/transcript/9e6f4f5f-4717-4feb-8367-9adeab9db61a?domain=Ig

CZ

i= Quick replies
Provide the user with predefinec

Add quick reply

Q Search (from:269.2022|To:3.102022]

Transcripts s iem:

Sure thing
We have different options:

* Premiu m
« Platinum

1, the chatbot from Unblu, am still at your disposal. How can | help you today?

We do provide family credit cards. Please find more information on [this
pagel(https://www.unblu.com "The Unblu website” _blank)

UNBLU / EN

UNBLU / EN

Yes, we do offer family plans

seems like nothing is happening here, | will forward you to the next available
nt.

age!

UNBLU / EN

Transcript

Synonyms Tags

8ot
c ave e :

¥ &
29,09.2022 15:02:27 - Live Ch

| Translate || Formatting tips

Hello, I am your virtu:
transfer you to on

al assistant and | am here to answer

your q
e of our experts. What do you need today?

Q
Admin
v
Chat client
UNBLU
angu
EN
Entry point
https://bank-latest-stage.demo.unblu.com/en/personal
Conversation rating
UNRATED

Bot
{H‘allcf my | assis "‘M_‘u re

Do you offer credt cards




TEXTING

External Messenger API

Thanks to our APIs, our clients manage all
communications with customers through a single
application.

Our Business Logic Engine reads through the
request and connects the customer to the right

person or team.

All external conversations are persistent for record
keeping and auditing purposes.

O O% ©

Logo

Company

Queue
Inbox
Conversation history

Agent monitor

Powered by vnblu

Queue
Sort by: Choose named area ~ Filter by: Choose language ~
Waiting (5)
Joe Walton WAITING TIME
() Hi, | have a question about your... 00:00:08

o’

Loans

Celia Schwartz
Hi there, can you tell me the status...
Claims

Bess Larson
Hi, what's your interest rate?
Credit card

Mary Gysel
| have a question about the...
Credit card

Claudia Costa
Do you have Young Professional...
Credit card

Paul Owens
| lost my card, can you block it?
Credit card

Ola Burke
Hi, | cannot log into my account...
Support

WAITING TIME
00:00:08

WAITING TIME
00:00:15

WAITING TIME
00:00:15

WAITING TIME
00:00:15

WAITING TIME
00:00:15

WAITING TIME
00:00:15

GEOLO!

Englis

GEOLO!

Englis

GEOLO
Englis

GEOLO
Englis

GEOLO
Englis

GEOLO
Englis

GEOLO
Englis

3 This is a Whatsapp conversation

Laura Matthaus 16:46

Hi Patricia, thank you for the call last week.
| have further questions, would you have

. time this evening?

You 16:46

Sure, when would be a good time for you? w

Laura Matthaus 16:46

.3 Would 19:00 be a good time for you?

You 16:46

Sure, when would be a good time foryou? w




VIDEO BANKING

Video & Voice

Video & Voice chat offers the personal, attentive
one-on-one support that customers appreciate. With
this personalized service, you can accelerate the sales
process:

Runs on any browser or device. Based on WebRTC,
customers do not need to install or download any
software. A single click triggers the interaction with
an agent.

The SDK adds video and voice chat to native apps —
for both iOS and Android.

Geo-fencing restricts server-side processing to
geographic regions, addressing regulatory
requirements.

All communication is recorded to meet.
compliance requirements. This includes the
engagement history, documents exchanged, call &
video recordings as well as encrypted archiving.

]

® B [ i

(=)

+ Paul Blooman, Elise... X @

> & 5 s\ Collaborate ~ End conversa tion

] s\ Browser tab of Paul Blooman

[ Company website
S ) (S @ https://www.company.com

DASHBOARD ACCOUNT BUY / SELL DEPOSIT WITHDRAWL = TRADEVIEW

INDICATORS SELECT TOOLS

Paul Blooman

1,456,987 * 456,987 ¢ 2,678,987 *

100,000,200,606.76 02/12/2017 $4,670

24,020,822.07 06/08/2017 $3,900

100,067,700.56 03/11/2017 $950 -
APPROVED

10,000,523.06 10/07/2017 $4,670



COLLABORATION

Co-Browsing

]

+ Eleanor Smith X 0
®

- fo r|:'| @ Collaborate ~ End conversation

Real life needs several flavours of co-browsing:

Kz S i Browser tab of Eleanor Smith Stop Q ) S s | :
@

B i

: leanor Smith
B Company website Eleanor Smith

e Embedded Co-Browsing: the agent or advisor joins

)

BN 0 o -

a session and collaborates with the customer on - e | | | e
the bank’s website, e-banking or customer portal. Home loan application -
e Universal Co-Browsing: the agent/advisor and L o RS e

customer can navigate together, viewing any public oo e v e 3 T i
or private site on the web. Also internal o ST
a p p I i C a ti O n S . o :::;Zi-;mn an embedded Co-Browsing )
e Document Co-Browsing: agents and advisors can oo s L
collaborate with customers and guide them
through complex documentation. o
e Mobile Co-Browsing: support customers on your S
mobile apps. e i $4,053.48

At 4.64% monthly repayments are: $4,118.66 » ® @



COLLABORATION

Screen Sharing

Screen sharing, also known as desktop sharing, is the
practice of sharing the contents of your screen with
another device or multiple devices. This can include:

e Your entire screen.

e An application you have open on your device
e A tab on your browser

The risk of unintended disclosure is greater with
screen sharing, which is why we only recommend it for

journeys were is required to share applications with no
Internet access.

=

Q&

Collaborate ~




PRODUCTIVITY & USABILITY

Schedule Conversation

Provide agents in the advisory / RM cases an easy
and seamless way to schedule conversations with
clients (and vice versa).

Schedule a date and time
‘Waiting room’ for visitors

Unknown visitors will be required to enter name
and email address

Agents can activate the meeting and admit /
deny unknown visitors.

Can be integrated with calendars like Outlook
and self service scheduling systems like
calenso.

Copyright ©2022 Unblu Inc. All rights reserved

= +

Scheduled Conversations

Admission requests

l Schedule a meeting ~

Marcelo Bastos (unauthenticated)

it
marcelo.bastos@email.com Deny Adm}

Upcoming Ongoing

TODAY

9:45 am

Meeting with a very long meeting topic as
the title meeting with a very long meeting
topic...

® Overdue D Copy invite link

9:45 am

Portfolio review

[D Copy invite link




PRODUCTIVITY & USABILITY

Embeddable Ul

Unblu’s seamless and adjustable User Interface
will also allow financial institutions to “break” from
the traditional chat location on a page (bottom,
right). Allowing them to integrate conversational
banking in a variety of ways that best fit their
clients journey:

e Place Unblu features on any page as required.

e Allow to show a split view of the inbox and a
selected conversation.

e Set and adjust the topic of the conversation
(which shows in the inbox).

e Same Unblu functions as the overlaid Ul.

Ba n k Home Assets Cards

Messages

& New message
Search conversi

. Startan audio call

@ Creditca X Starta video call
Subject: Hi
A f*] Share websites

3 Share screen

Ba n k Home Assets Cards Payments Products Mailbox

Products

Chatbot

Mailbox

16:46

Enter the subject of the conversation:

Answered

You 16:46

High credit card interest rate

Dear credit card team,

I’'m not happy with my credit card interest rate. Your top credit card interest rate
of about 20 percent is too high and has been this way for too long.

The Reserve Bank has dropped the Official Cash Rate (OCR) several times in the
past year, most recently in March.

You drop your home loan rates in response to OCR changes. Why aren’t you
dropping my credit card rate?

I'm calling on you to give your credit card customers a fair go and reduce the gap
between your rates and the OCR.

16:46

valir messane. Bank tvnicallv renlies within 24 hours.

@ [ Logout

>

© 2020 Bank Inc. All Rights Reserved

© 2020 Bank Inc. All Rights Reserved



COMPLIANCE

Conversation recording

L
-

@ Patrick Meyer X 9
C

© Ghost You're viewing this conversation as a ghost X Close

Unblu’s new Conversation Recording allows all a3 O
. . gk
conversation layers to be recorded for quality 7 w o
control and compliance purposes. = | W
= @ Doing great, | have gone through the list of items we talked about in the last meeting.
. view of the recording: Conﬁgurable All right! Let's have a session so we can go through the documents together.

Documen t-name.format

conversation template will allow administrators .
to choose which part of the conversation they e
wish to record.

"

Document so-browsing session has ended.

Unblu Concierge 16:46

Your collaboration session has ended. The recording is available below:

e Recording hub: conversation recordings are
stored as MP4 files and are available to o e
authorized users only. Recordings are kept for a BN oo ovaerz08 s
year in a secure database or exported into your ® s

own infrastructure.

“ Q;!
| = ZE

17 min « 15 megabytes

»

. Close Open conversation



Some final considerations

Thinking about implementing conversational banking...

U

o

Don’t create silos
Use your existing investments, your
customers are already there.

-

Offer convenience
Allow customers to reach out
through the channel they prefer.

% UBS ~$

2

Take security seriously

ISO 27001 certified and SOC 2 audited.

Plan short, mid, and long term
A platform that will allow you to test,
learn and grow.

carta

<>

Go for an open platform
It needs to integrate with your
existing systems: CRM, Al, e-Sign, ..

Look for know how

We made hundreds of banks with
millions of customers successful.

Deutsche Bank



Thank you

I:loasirtri‘o?w USA - Switzerland — Germany —
email United Kingdom — Czech Republic —

Bulgaria
www.unblu.com



http://www.unblu.com

