Craft Tal

messengers and chat- bots

Al PLATFORM
For customer support,
processes automation

and marketing in text channels




lCrafthQ!

WHAT IS CRAFTTALK?

A human agent workplace with
Al assistant for clients communication

with an integrated Al-powered chatbot

.




CRAFTTALK PLATFORM COMPONENTS

ﬂt ai bot

chat bot

ﬁt messaging platform

communication platform

Connects channels

Identifies user intentions
and agents to process user requests

using Al/Deep Learning.

Messaging _ .
° Q m Handles dialogs with users. ‘s
> O A Learns from humans 4 {t

[dt knowledge base Workplace [dt workplace

knowledge base human agent

mm workplace
P sisTance 5 GUIDANCE 2

LsuppoRT - Supports humans
using an Al assistant and

other Al-powered tools

Accumulates company knowledge. ¢

Data source for bots,
humans and Al assistants

+ [t monitoring & analytics



cls WHY CRAFTTALK?

« Al-powered

Learns from real users’ questions based on deep learning technology

Multiple
« Humans and chatbots on the same platform

Chatbot learns from human. Humans are superpowered with chatbots integrations.

languages

« Easy integrations

Integrate chatbot with internal IT platforms of your company

« Built-in knowledge base

For chatbots and humans, including scenarios for chatbot replies

« User-friendly interface

Facilitate increase of human agents’ performance




Increase of your customers!

Save up to costs on human agents

Chat-bot will serve up to 75% of the requests

Increase your Service Level to . Serve your client

Chat-bot will reply immediately 24x7 via the channel chosen by your client

Make average handling time up to

Al-assistant will save up to 30% of human agents’ time on handling clients’ requests



s CRAFTTALK PRODUCTS

All products can be used (purchased) together or separately

fla m
+

e Workplace for human agents . -~

and platform for
communication with clients

a Al chat-bot & assistant e Knowledge base
powered by deep learning, data source for
learns from human interactions bots and human agents

Q + monitoring & analytics



L WhatsApp

= facebook
Messenger
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web-chat

amazon
alexa @
Telegram

email

HOW IT WORKS? (1)

" B KNOWLEDGE BASE
s

T -

Humans use bot suggestions

and can start bot scenarios
(pass the request to bot)

Messaging HUMAN

CHAT BOT AGENT
' Chat bot learns from human agents

LB

integrations (API)

platform



cls HOW IT WORKS? (2)
CUSTOMER SUPPORT

Client sends support
requests over any
supported channel

Human agent

Processes up to

5% requests Processes unusual

cases
Solves issues 24X 7

Helps bot to learn

Executes business processes and
returns info on balances, etc
using integrations



cls HOW IT WORKS? (3)

PROCESSES AUTOMATION
HR, legal, internal processes

Employee sends support
request through
company portal, mobile
app or messenger

Chatbot Human agent

Processes up to

75% support requests

Helps with leave tickets Helps process
unusual cases

Automates business processes

Helps bot to learn
Provides the employee with standard

forms, etc (case: HR)

Onboards employees

Helps to make decisions
(case: legal)




cls HOW IT WORKS? (4)
MARKETING

INFORMATION AUTO FUNNEL ACTIVE CHANNEL

Provides customer with . Once the appropriate
Automatically . .
information where the . channel is set up, it can
guides customer
customer needs it be used for further
through the sales :
. communication wit
(i.e. on the product page) funnel

the customer



[t INTERFACE OF WORKPLACE FOR HUMAN AGENTS

Current chat, history, Suggestfons from
Multiple chats full client profile, Access to Al Assistant &

simultaneously tabs with CRM & service desk aknowledge base results of search in the
integrations knowledge base

lCraFt ra‘k n G 0D B i N e g RSHB Customer . Firstname Lastname v

Mouck knuerfios Q O6pawyeHve Mpepbiaywye obpalieHns AHkeTa KnveHTa 3 CMPABOYHUKMN

anoros B o
Mincan Er— p— 002703 | | | Q Moo crarei e sase o
Temartuka He onpepenexa D/ ID: ccc098¢9-c7e8-4cd8-bd36-aa0c669b2b37 Nocnepree obpawenue knuenTa: 10/09/2019

@nyiicra,
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pwsert

10-09-2019 12:49:18, WebChat, 78f3c04a-8218-437f-bb05-a9110bcd8bef B2 AccuctenT BbiGopa BKnana

Firstname Lastname, 10-09-2019 12:49:00 v

* Integrated Al Assistant

Muxaunn
Muxaun, npusetcTayio! 1 - Baw accucTeHT no ycnyram AO "PoccensxosbaHka", s roToB OTBETUTL Ha Bawm Bonpocs! 8

Orser: 5l nomory Bam sbiGpars.
A pexume 24/7. Kakas nHcopmaums Bac nHrepecyer?

noAxoasuwA Bknaa. B KaKoi
Baniote Bul xoTenv Gbl OTKPbITL OtpeneHus n 6aHKoMaTbl Kypcbl Baniot MpopykTsl 6aHka Ans neHcuoHepos ns lopuanyeckux nuuy

B2 Brnags! ¢ BeirofHoi cTaBKoi (eBpo) 76%

«  Omnichannel

BKnaR? Bbl Tk Mo.

© 03:32 m Bknagb! C BbIrOAHOM CTaBKOMN B py6nsix
2 ot System System, 10-09-2019 12:49:26 v/ 76%
KAHAJ: WEE AT
e 8 s oo ramon (U500 e Access to the knowledge base
ponnapax CLUA 75%

10-09-2019 12:49:54, WebChat, 78f3c04a-8218-437f-bb05-a9110bcd8bef

VHOOPMALWISI O KIMEHTE

£ nomory Bam BbiGpaTh noaxoaswumii Bknaa. B kakoii Baniote Bel xoTenu Gbl OTKPbITL BKNaA? Bol Takxe mMoxeTe

e s g st +  Option to switch dialog back to the chatbot

OCRM Wws
Mincan py6nv | ponnapeiCLUA  espo  [ipyrie npoayKThi Ganka AEROH OTEETOB .
OCRM dammnws: System System, 10-09-2019 12:49:54 ¥
Yepea [[XTJ knvenTy asTomaTuuecky GyaeT oTnpasneHo coobluenme: Bce pasaens: N . . .
OCRM damnans . . -
5 woryBen ol Yot 0 HOMONST” O « Timers and auto-replies to provide KPIs
OCRM Orvectso: .
BaepvTe coobluieHve v HajwuTe Ctrl+Enter gns oTnpask... © Bce HassaHms v
KpadTTOKOBNY
Texcr

ALT+q

: WebChat:78f3c04a-8218-437f-bb05-a9110bcd8bef ~

) D Banpoc cearica kobpayauHra [o6pbiit feHs!
ALT+p
3ppascTeyite!

Customizable short Auto-replies Omnichannel: Quick replies templates
client profile offered option to choose
appropriate channel

Option of co-

KPI tracking browsing with client



Knowledge base &

Search in REEIEENLEFNEEERES

Search article code, title or content
Records from 1 to 13 from 13 (filtered out of 2,476
records)

Title

Loans and mortgages

Cash loans with collateral
Cash loans without collateral
Credit cards

Refinancing and restructuring
Mortgages

Auto loans

Interest rates

Loan application

Status

KNOWLEDGE BASE

STATUSES

All statuses Draft To verify Published Inactive Deleted B
RECORD TYPES
Not chosen v
CATEGORIES
Clear filter

Site navigation °

Site navigation

Individuals
Credit cards _
2
Deposits
Loans and mortgages 3
About bank
| [ ]
Currency exchange i3
Services
General 8
Partners
1
Transfers
Privileges 8
Accounts

rFL Ub-UB-ZU1Y 1/7:U3:59 °
FL 06-08-2019 16:04:09
FL 06-08-2019 16:02:09 .

Source of information For bots and human

agents

Search performed using deep learning

technology

Versioned

Ready for multiple data owners



MWUr
RUSSIAN NATIONAL PAYMENT CARD SYSTEM

National payment system established by

the Central Bank of Russia

More 50 million cards issued by January 2018

Mno4TA
POCCHH

RUSSIAN POST

National postal operator of Russia
390,000 employees | 42,000 offices

Delivers over 1.5 bn mails and parcels per year

@ Poccenbxo3baHK

ROSSELKHOZBANK
5% bank by total assets in Russia

26,000 employees | 73 branches

JenaptaMeHT
HH)OPMaLUOHHDBIX
TeXHOJIOTUM
ropoza MocKkBbI

IT DEPARTMENT OF MOSCOW CITY
Responsible for Moscow IT systems, open

government services, online city services



[dt OURCLIENTS AND OUR POSITION ON THE RUSSIAN MARKET (2)

TOP OUTSOURCING CONTACT CENTERS IN RUSSIA:

EiComfortel ~ New Contact BN FRONTLINE I

MOEM HA KOHTAKT!

Client Contact Center

COMFORTEL NEW CONTACT FRONTLINE
Outsourcing contact center Qutsourcing contact center Outsourcing contact center

2000 employees 1800 employees 1200 employees



messengers and chat-bots

WHOOPMALIUOHHBIE TEXHOJIOIMU B bBAHKE
C r a t Ta TADVISER KAPTA PbIHKA 2019

WE ON THE RUSSIAN MARKET OF \
INFORMATIONAL TECHNOLOGIES FOR  (Zif5emas,
BANKS

MARKED AS TOP SOLUTION IN 2 SEGMENTS*:

« Contact centers and voice technologies
« Chatbots




lCraft Tal!s Al PLATFORM

d chat-b
e e e For customer support, process
automation and marketing

To get access to your client’s heart - get settled in his phone.

Let's do this with CraftTalk !

Denis Petukhov Michael Sbitinkov
CEO CTO
dp@crafttalk.ru ms@crafttalk.ru

www.craft-talk.com




ﬂt Appendix: Successfully realized projects MWNr-
CASE: NATIONAL PAYM ENT CARD SYSTEM MIR RUSSIAN NATIONAL PAYMENT SYSTEM

National payment system established by

the Central Bank of Russia

e Customer service:

37 million cards issued by June 2018

* In mobile applications

« In password protected user area on the web site

+ Full communication history ®

+ Knowledge base for humans and Al assistant « Buzmems 138

ccccc 60

lanuHa 28.08.2018 21:38

+ . . LY ol . = Obpauaem Balle BHUMaHWe, 4T

Offline messages with push notifications
cuctembl MUP npegoctaenset
€060/ BO3MOXHOCTb lepXaTensim
KapT MUP nony4atb geHexHoe
BO3HarpaxzeHue 40 20%,
cosepLUas NoKynku B MarasvHax,
NPeANPUATUSIX,

~ YACOBOE
MACTEPCTBO, e
M3 AMOHMU.. N
e, T -
[ ] ~-""\.

° /_/‘ ad npeAoCTaBNAOWNX pasinyHble
C (oaem ycnyri, SBASIOWNXCA NapTHepaMmn

J nporpammel Kaw63k-cepsuca.
Yuactue B nporpamme Kaw6k-
cepBuca abcontoTHO becnnatHoe

launch of new communication channels + chat-bot SEIKO s

BeeauTe cooblueHve



ﬂt Appendix: Successfully realized projects

CASE: RUSSIAN POST

« Customer service:
« In mobile applications
« on website of the Russian Post

+ Detailed reporting

+ Different service scenarios on the website and in apps

+ Integrated postal tracking chatbot

ROADMAP:

il Bunaiin LTE 3 12:23 v 72% @)

< CoobLueHus

erop
[o6pbiit geHb!

CerogHs ,10:28

S1 MOT'y 3aperMcTp1MpoBaTh NOAYyYEHUI
OTNPaBNEHWI MO ABYM MacnopTaM Ha oguH
TenepoHHbI HoMep?

RUSSIAN POST

National postal operator of Russia
390,000 employees | 42,000 offices

Over 1.5 bln mails and parcels per year

CeropHs, 12:19

w UpuHa

3npascTByiiTe. Bbl MOXeTe

3apEerMcTPUPOBATLCS TOMbKO MO OAHOMY
nacrnopTy Ha OfvH HoMep TenedoHa.

(O] |Coo6uJ.eHV|e otnp.

D D G D U G G D W - - il
D D CEED CEED CEED D D R R R W

D WD WD GED WD IR D D S ==

Mpob:
e~ .

€ MOd NocCblJiIKa
JIKa Wan NnucbMm
WUMOCTb U CPOK
0 Nucatb agpec

launch of new communication channels + chat-bot =

TMYHbIN KabuHe
nekc?

CA MEeCTOMONOXK..........

Onsa 6usHeca @ MMomoLb

- x
ONeKTPOHHbIW NOMOLHMK m
OHnaiH-KoHcyneTaHT

3ppascTeyiTe! 5 SNEKTPOHHLINA NOMOLLHKK
Moutsl Poccum! 1 nomory Bam otcneanTs
OTnpaBneHue, HauTy GnxanLLee oTaeneHue,
NOCYMTATL CPOKH M CTOMMOCTb OTTPABKM MUCEM,
NOCLUTOK W IEHEXHbIX OTNPABNEHNH, a Takke
CBA3ATLCA CO CNIELMAniCTOM.

Bonblue BO3MOXHOCTEH B Baiibep:
hitps://chats viber.com/russianpost/ru

Moz ynpaenexvem CraftTalk




[dt Appendix: Successfully realized projects  Exm

rOPOIA MOCKBb!

CASE: MOSCOW CITY IT DEPARTMENT OF MOSCOW CITY

Responsible for Moscow IT systems, open

government services, online city services

12 mln citizens

« Knowledge base for city contact centers

« Multiple editors, history of changes

« Source of data for multiple city contact centers

 Situation center for smart city

« Real-time dashboards with hot issues in the city

« Available for PC/TVs and mobile

« Chat bots for city services: utility, documents*

* This project is in the testing phase



[dt Appendix: Successfully realized projects @Poccem&m“
CASE: ROSSELKHOZBANK *

Mopnepxka

MbI roTOBbI OTBETUTb Ha BCe BaLLX BONPOChI

nomoru Bblbpath BKaA

Bbl 14.05.2019 10:40

A nomory Bam BbIb6paTb noaxoaaLmin Bknaa. B
Kakou BantoTe Bbl XoTenn bbl OTKPbITh BKAAA?

Bbl TakXXe MoXxeTe BOCNO/1b30BaTbCA
Ka/IbKy1IATOPOM Ha canre:

https://www.rshb.ru/natural/deposits/summar

y-deposits/

BaHk 14.05.2019 10:40

Beeaute coobLyeHue...

by CraftTalk

&

ROSSELKHOZBANK

5t bank by total assets in Russia

¢ CUStomer Sse rVice 26,000 employees | 73 branches

Viber, chat on the website, emails, forms

®* Al chatbot

24x7 fast service: answers to repetitive questions, assistance in
choosing bank products, information about bank’s products and

services

®* Knowledge base for the chatbot
ROALB]ME'}Q}OQS' history and information about bank products

launch of new channels: WhatsApp ,Facebook, VKontake
chatbot for internal support
service in mobile and online banks

more business lines

* This project is on the testing phase



tE Appendix: Successfully realized projects
CASE: BANK ABSOLUT *

=

Mopaepxka

MbI roTOBbI OTBETUTH Ha BCE BaLLW BONPOChI

3apascTBynTe, Mmnxann! 4 ABCONMOTHBIN
MOMOLLIHWK, paj MPUBETCTBOBAaTL Bac B AbcontoT

————————————————————————————————

BANK ABSOLUT

35% bank by total assets in Russia

~ e
———————————————————————————————

Multiple services on the same platform:

MnoTeka

Bnaa ® Client service with Al chatbot

lMnacTtnkoBble KapTbl

Oduch! 6akKa [ HR Chat—bOt

BaHk 4.09.2019 13:38

B0O3MOXHO, Bbl XOTe M yTOYHUTL:

® Internal support with Al chatbot

Kak noracuTb nnoteky
OdOpPMUTb UMOTEUHBIA KpeauT

Kak onniatuTb 63 KoMrccum

Kyna BHeCT1 cpefcTea

by CraftTalk

BeeauTe coobLueHme... @ [b @

* This project is on the pilot phase

) T



