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Growing enterprise customer community in /5 countries
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Selling to enterprises

100% Uptime SLA

O Global Data Centers

Highest Call Quality
4.2 Global MOS SLA

Push Button Agent Provisioning
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Selling to enterprises
30+ Security Certifications
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625% Increase In
AppExchange ratings

appexchange Talkdesk #1

Number Nolilgle

Five9 4.3

NICE inContact 4.7

Genesys PureCloud
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Talkdesk Enterprise Contact Center

Voice Workforce Mgmt. Agent Assist Live

IVR Email Quality Mgmt. Supervisor Assist Explore
Agent Experience Chat Performance Mgmt. customer Assist

Studio SMS & Others

Benchmark

Guide: Knowledge Base Speech Analytics
Outbound

40+ Integrations 50+ AppConnect Partners
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zendesk
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The agent

Reimagining the agent engagement




Millions and Millions of agents..

3.4
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For how long?
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For Industry Disruptors the
Contact Center Is a Strategic Asset

0/ Prefer dealing with
O human beings to
solve service Issues

Blue
FARFETCH ¢ STITCH FIX ¢
PELOTON Your partner in personal style Apron
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Replace
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Replace

Augment

talkdeSk Talkdesk Proprietary & Confidential 14




Replace

Augment

Assist
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Replace

Augment

Assist

Automate
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Replace

Augment

AN

Assist

Automate
Medadsure

Performance
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Replace

Augment

AN

Assist

Self Learning

Automate tools
Medadsure

Performance
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Replace

Augment

AN

Assist

Self Learning

Automate tools
Medadsure

Performance
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Replace
Self manage

Augment

AN

Assist

Self Learning

Automate tools
Medadsure

Performance
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Assist

Powered by Talkdesk ' IQ




Listens

Q Speaking via Support Number

Carly Yates
+1 234 567 8901

Snapshot Activity Notes Assistant

Listening

The Agent Assistant is listening to your call
to help you give the best answers to your
clients' questions

Agent * 00.12

Thank you for calling Big Retail, Q’
how can | help you today?

@ -t

I'd like to check the status of my
last order and
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Listens

Q Speaking via Support Number

Carly Yates
+1 234 567 8901

Q Speaking via Support Number

Carly Yates

+1 234 567 8901

Snapshot Activity Notes Assistant Snapshot Activity Notes Assistant

clients' questions

l Agent * 00.12

Listening Thank you for calling Big Retail, @’
how can | help you today?

The Agent Assistant is listening to your call
to help you give the best answers to your
clients' questions : LU AU

I'd like to check the

status of my
last order and also place a new
order.

Agent * 00.12

Thank you for calling Big Retail, Q’
how can | help you today?
2] Check Latest Order

® - 2] Place New Order

I'd like to check the status of my
last order and
Agent - 00.37

It looks like your last order is @’
expected to arrive tomorrow
before 8:00pm

Q -

Perfect, thank you.
Now I'd like to

v [

talkdesk
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Listens Recommends

{2 Speaking via Support Number Q Speaking via Support Number

Carly Yates Carly Yates Carly Yates
+1 234 567 8901

+1 234 567 8901 +1 234 567 8901

Q Speaking via Support Number

Snapshot Activity Notes Assistant Snapshot Activity Notes Assistant Snapshot Activity Notes Assistant

clients' questions

l Agent * 00.12

Thank you for calling Big Retail,

Listening
' s . how can | help you today?
The Agent Assistant is listening to your call Recommended Products %

to help you give the best answers to your
clients' questions : (Aistomer s 00.28 : Eyelet
I'd like to check the Statusiofimy Embroidered

last order and also place a new Oblong Scarf

Agent * 00.12 -
' $34.95 §17.49
Thank you for calling Big Retail, 9’ 50% OFF

how can | help you today?
2] Check Latest Order

@ aiigne 2] Place New Order
Agent - 01.43

I'd like to check the status of my
last order and ,
| wanted to let you know that 9’

Agent - 00.37

we have the necklace you see
in the picture on sale today at
50% off. Can | add this to your
order?

It looks like your last order is @’
expected to arrive tomorrow
before 8:00pm

Customer * 01.52

@ fla m Yea, that'd be great, thank you!

Perfect, thank you.
Now I'd like to
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Listens

Q Speaking via Support Number

Carly Yates
+1 234 567 8901

Snapshot Activity Notes Assistant

Listening

The Agent Assistant is listening to your call
to help you give the best answers to your
clients' questions

Agent * 00.12

Thank you for calling Big Retail, @’
how can | help you today?

@ -t

I'd like to check the status of my
last order and

talkdesk

Q Speaking via Support Number

Carly Yates
+1 234 567 8901

Snapshot Activity Notes Assistant

clients' questions

Agent * 00.12

Thank you for calling Big Retail,
how can | help you today?

Customer * 00.23

I'd like to check the
(@stierden and also

2] Check Latest Order

2] Place New Order

Agent - 00.37

It looks like your last order is @’
expected to arrive tomorrow
before 8:00pm

Q -

Perfect, thank you.
Now I'd like to

S n © \ZH

Recommends

Q Speaking via Support Number
Carly Yates
+1 234 567 8901

Snapshot Activity Notes Assistant

Recommended Products

Eyelet
Embroidered

Oblong Scarf
$34.95 §17.49

W Add to cart

Agent - 01.43

| wanted to let you know that g’
we have the necklace you see
in the picture on sale today at
50% off. Can | add this to your

order?

Customer * 01.52

@ Yea, that'd be great, thank you!

Automates

Q Speaking via Support Number

James Thompson
+0 116 461 1000

Snapshot Activity Notes Assistant

IN Albuquerque, INew IviexiCo’

2] Schedule Follow Up

Type

Premium Customer

Slot

[ Tomorrow: 05:00em v

Customer * 00.51

é That'd be great, I'll take the
earliest time slot you have
available tomorrow.

Agent - 01.03

That would be tomorrow
at 09.00
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Make any agent your best agent powerad by iQ

How does it work?

T

Knowledge Base

Customer “--. Conversational Transcript
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Engage

Reimagining the agent engagement




Agent in the center

talkdesk

Hello Kate!

Nice to see you agail

Notifications

Your time-off was approved!

32 minutes aqgo

& Time-off

New schedule: 14-18 Dec M Schedule

Yesterday . 6:43PM

~ Performance

Average daily calls: 32

Voactoarrdaw Q
Yyesie ‘_I-_l V . O LYAN

Show more...

AHT (min) v Last 7 days v

Total Average © MedianHT O Average HT

Show more metrics
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Agent in the center

talkdesk

Hello Kate!

Nice to see you agaill

Notifications

Your time-off was approved! & Time-off

32 minutes ago

New schedule: 14-18 Dec M Schedule

Yesterday . 6:43PM

Average dall‘y‘ f:,a\ll,s: 32 BNy

Vactardaw Q
yesie -.I-_l\‘ . O.ZYAN

Show more...

AHT (min) v Last 7 days v

s /— == /\_/

S

0

Total Average © MedianHT O Average HT

Show more metrics

Schedule

Agent Portal

Calendar Performance Quality Management
Schedule view v
Today

Morning shift / Sales - General
09:00 AM - 12:30 PM

Lunch break
12:30 PM -13:30 PM

Afternoon shift / Sales - Europe
13:30 PM - 6:30 PM

Dinner break
6:30 PM 7:30 PM

Overtime / Sales - North America
7:30 PM - 9:30 PM

Tomorrow

Y Request change

talkdesk
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Agent in the center

talkdesk

Hello Kate!

Nice to see you agaill

Notifications

Your time-off was approved! & Time-off

32 minutes ago

New schedule: 14-18 Dec M Schedule

Yesterday . 6:43PM

Average dayl‘y‘ f:,a\ll,s: 32 BNy

Vaoactardaw Q
yesie -.I-_l\‘ . O.ZLYAN

Show more...

AHT (min) v Last 7 days v

e /— == /\_/

S

0
Total Average © MedianHT O Average HT

Show more metrics

Schedule

Agent Portal

Calendar Performance Quality Management
Schedule view v
Today

Morning shift / Sales - General
09:00 AM - 12:30 PM

Lunch break
12:30 PM -13:30 PM

Afternoon shift / Sales - Europe
13:30 PM - 6:30 PM

Dinner break
6:30 PM 7:30 PM

Overtime / Sales - North America
7:30 PM - 9:30 PM

Tomorrow

Y Request change

Performance

A Agent Portal

Calendar Performance Quality Management

Overview v

First Call Resolution Rate This week v

Average Quality Score

HS WEEeK

Key Focus Areas

I'his month

Opening

talkdesk
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WFM

Forecast
Schedule
Intraday

Settings

Schedule

M 20Mar2019

Customer Support English

Schedule for Monday, 20 March 2019

.‘6 James Howell
‘ Susan Waters @)

* Craig Gibson
@ LelaLong

a Noah Chapman

‘ Eva Simpson

3 Belle Ferguson
@ Stephen Craig

Time stamp

Volume

06:00

06:00

Monday, 20 March 2019

Schedule assist

Susan Waters has requested to move her
lunch time.

Recommended action: Approve

Deny Approve

11:00 ® 11156 @€ 11:30 11:145® 1200 ® 12:15

Volume

® Actual
Forecast

«» Reforecast

07:00
Intraday assist

Volume is trending lower
than expected.

Recommended action: VTO
five Customer Service
Y Agents.

Deny Accept

07:00 10:00

12230 ® 1245 @

® Actual

@ Actual

13:00 @

Forecast

Forecast

131156 ® 13:30

s+ Reforecast

»» Reforecast

21 agents

13:45 14:00 @

16:00

Export v

Export v

WEM ASSIST CAPABILITIES

Schedule Assist
Intraday Assist
Staffing Assist
Coach Assist

Quality Assist

INPUT VARIABLES

Any accessible measurement

OUTPUT ACTIONS

Any influencing measurement defined

by and controlled by the business

talkdesk
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Remove low value
conversations

Reimagining the agent engagement




What can be done?

Provide flexible self-service tools to handle
transactional interactions

Self Service Tools
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What can be done?

Provide flexible self-service tools to handle
transactional interactions

_ Select the interactions you want to take and the ones you

want to deflect
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What can be done?

Provide flexible self-service tools to handle
transactional interactions

Select the interactions you want to take and the ones you

want to deflect

Identify trends, hot topics, that decide how to address
them
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Wrapping up..




Assist

Make any agent your Bring agents to the Make sure the agents
best agent center of planning and take the interactions that
really matter
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In the future..
Well all be talking -

to Virtual Agents! |
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We'll be around - Thank you!!
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