NOVATALKS

Omnichannel Platform for Customer Care and Sales

novatalks.com.ua



About us

We are a technology company specializing in solutions for

contact centers, experts INn customer experience

. . ) sense
Engineers with 20+ years of experience NperivatBank bank

who built the largest contact centers in HOBA

I 1t
N OVAI Ukraine o vodafone ‘;’ TIOLUTA
Implemented the best industrial solutions T

S GENESYS cisco

for many years

The first in the country to introduce a voice “ m I I I a

Conversational Intelligence

bot that understood Ukrainian

We have major projects worldwide -

Azerbaijan, USA, Kuwait, Vietham, and > IO

more "



Meet the
customer where
they are

When businesses use the consumers'
preferred communication channel, they
are more likely to*

82% remain a customer
69% buy more

66% become an advocate

*due to Arion Research
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Calls

Remain one of the most popular
communication channels,
especially among the older
audience.

Chats/Email

More than 80% of customers use
social networks and instant

messengers and rely on access to
companies through this channels.

Communication via messengers
allows reducing the costs of
clients who apply from abroad
while maintaining a high speed of
information exchange.
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 Good day! We are happy to hear you@®

@ for_nfg & cristina
Kostya Strich 235 0M

L
©

© Could you eleborate a little more?

S for_nfg & cristina
Irina Clark 234044
0200

“ Hi! Are you still interested in the gold car...

< NovatalksBABotflow & cristina
Antonina lvanch... g

m 01242024

© Hi! Could you please send me your ID?

% Voice

133
Oleg Stokes o

@ Conversation unassigned by Support

Oleksii Godin
Open - Interacting

< NovatalksBABotflow @
13:13
Conversation was snoozed by crist
Conversation was reopened by crisf

Hey, | cannot see the updates dashboard
233 PM 01242022

Hey @cristina.podoliut
3gain. I'm assigning this
investigation.

40 P 0172472024

Assigned to Nataliia Mysnyk by cris

@Bohdan Bouss | tried
be broken. Can you plea
242 9M 012072038

Hi! Okay, no problem

T45 PM D1/247202¢

Reply Private Note

Shift + Enter for new line, Start wath /" to select a Canned Response.

© 2 « D




Advantages of connection

the operator's workplace does not require the
installation of additional software

~ Simultaneous processing of calls and chats from all
channels in a single window

v unity of organizing all processes
v cost reduction per customer

more convenient interactions with the brand for the
client

v access to the service in roaming

v deep customer segmentation
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Functions of
NOVANATNLKS
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Chat Bot

A simple chatbot builder available in the system interface to =
increase automation and reduce workload of the agents. | Hi&5 We are happy to see you agam)

‘ Please choose your language ..,

. . . . . e _ E | h
v Super-friendly interface for creating chatbot logic, available to the user
at any time N PIease choose the topic of your request 3

v  multi-level self-service menu

v setting the chatbot logic in the client's language

Oh cool! We are glad that you are interested
in our product&s Choose the card youare

v NON-WO I’kl I"]g time |Og IC interested in and we will quickly prepare all
the documents for registration &)

v customer satisfaction survey

Classic

v integration with the third-party systems for receiving/transmitting customer
data. Setting the chatbot logic depending on the received data

End dialog

Main menu

v seamlessly handoff conversations from bot to agent
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Reporting system

Online and historical reporting based on main
indicators for regular monitoring of the chat
center

aggregated and detailed reports for text and

v .
voice channels

interactivity - transition to a dialog, conversation
or contact directly from the report

_ Selecting the interval for grouping metrics in the
report

v filtering and sorting

possibility to customize the report for your own
business needs: display/hide indicators

v~ possibility to download the report
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LiveChat for your website

customize the appearance of the widget in a user-
< friendly interface: change the color, titles, Welcome th
placement depending on the device NovaTalks!

v multilingual, support more than 10 languages

v allows to continue the conversation by e-mail

We are online

v supports emojis and attachments skl v vk veithilr a e «m
minutes
. input indicators for improving interaction with

v distraction-free messaging popup
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Voice menu and self-services customization
Integrated phone in the agent's workplace
Flexible configuration of the maximum number of
calls and chats that one agent can handle at the
same time

All necessary call management features:

mute/hold, transfer to another agent/team,
consultative transfer

Outbound calls

" Conversations

Mine 4 Unassigned. All 5

% Voice

Cristina
oo~

@O

\
® Assigned to cristina by ACD i~ @ NovaTalks Phone @ | &
< NovatalksBABotflow - O] 8
l Antonina lvanchenko
 Hi!
& for_nfg
K K
e >
new
“ We are always happy to help.
Incoming call from
<> NovatalksBABotflow cristina
Oleksii Godin
fop 7018
| want to know conditions of your : :
\. Online 1000 ) )




Al Assistant

Available features:
Rephrase a response
Correct errors
Shorten/expand a message
Change the tone of the
message to friendly/formal
Translate the message into any
language
Summarize a conversation

Suggest a response

Reply Private Note

Your card has been unblocked, and yc

Improve Writing

Fix Grammar

Translate to En

Change tone >

Expand ave any other questions?
Shorten

Reply Suggestion




Al evaluation of 100%
of dialoues

See the full picture of your contact
center at a glance

Use Al to monitor customer
dialogues for compliance with
norms and standards

Focus only on the conversations

that require your attention

§

i)



Embedded client card

Allows you to save basic data, configure additional

custom fields, build a tag system to ensure a

personal approach in communication with your

customers.

Contacts Q

NAME EMAIL ADDRESS
Cristina P cristina.p@gmail.com
View details

Daromanyuk
View details

142059704@telegram

Dendik_zim 366046418@telegram
View details i )
Denis 123@i.g
View details
Dmitriy dmitriy@gmail.com
View details
D.m|t|‘|y8_82 250722458@gmail.com
View details o
Dnodnanadnedna dnfng@gmail.com
View details o
Khazidhia

View details

389448942@telegram
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PHONE NUMBER

+380505925046

= cristina.boyko@viber
& +380993423773 [

B -

Contact Attributes

]

COMPANY

NovalT

hirthDate w

09-02-1996

language Ty
ua ~

+ Add Attributes

Contact Labels

Mobile application

Respond to
customers from your
smartphone and stay
connected anytime,
anywhere!

# Download on the

S App Store

GETITON

< Google Play

Conversations (19)

n w All inboxes

NovatalksBABotflow
aleksandr n

© Assigned to Support by cristina

NovatalksBABotflow

emili

one minute please

NovatalksBABotflow

natalia romanets

Thanks! Do you have any other question
NovatalksBABotflow

natasha larkin

© Conversation was accepted by Supp

NovatalksBABotflow
nadia clots

© Conversation was accepted by Supp

NovatalksBABotflow
oleksii godin
« | have a problem with my card

NovatalksBABotflow
natali

© Poamosa npuiHnaTa Support

90




Web-calls

The ability to make web calls directly from the

NovaTalks platform with screen-sharing support.

Integration with other systems

Integration of customer service applications into the
NovaTalks interface. The application can receive
conversation context, contact details, and more.

K

Add App l
[ |
ﬁ Tool
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Tagging

Ability to assign and filter conversations,
dialogs and contacts by tags.

3 p

Conversation Actions -

Assigned Agent - Assign to me

[ Presales Admin v }
-

Assign Wrap-up codes

Assighed Team

® antonina ivanchenko

S d % sales_team v
[_, - }

Search wrap-up code

Conversation Labels

Complaint

[ ® Add Labels x pureconnect x

N /

Open deposit

Open loan

Open card

Promo




I QU Search for messages in conversations

Conversations Open

Mine 1 Unassigned 175 All 280

& YSMessengers

e I\.Estenko @ @

@ Assigned to nataliia by bot 1 @

All conversations loaded

Smart queue

automatic dialogs distribution between
agents depending on priority, waiting
time in queue, availability of necessary
skills and their proficiency level and
agent availability

~ limiting the maximum number of chats
assigned to the agent

possibility to choose different

v distribution schemes: to the agent with
the least utilization, the least number of
dialogues or most skilled



Snooze conversation

If you need more time to solve the customer's
question you can snooze the conversation until
the customer responds or until a specified time

Polina_telgram
< NCC_Botflow Close details

Good afterncon! | have a problem with a
card transaction
Jun 17, 2:11 PM

Hello, Polina! Please, wait one minute,
| need to check it

Snooze Conversation

@Aleksandr Topor the client's card © Until next reply
was blocked by the security service.
Can you please check why and if it is

possible to unlock it? © Until tomorrow
Jun 17, 3:16 PM

© Until an hour from now

© Until next week

© Until next month

Reply Private Note
@© Custom...

B I ¢ = % * E 1

Shift + enter for new line. This will be visible only to
Agents

(O Enter to send




Change agents status

As administrator you can change agents status to
control their availability and workload.

Status

@ Online

@ Busy w
Break

Meal Change Status - Support

Availability
Meeting

Busy - Not responding

Training
Cancel

Keyboard Shortcuts

Profile Settings

Logout




Logout warning if agent has open
conversations

Control the logout of agents if they have
open conversations

wa y ;
» ‘ ’
Conversation was reopened by
SUPPOTt@NOvaR.com.ua M Golubenko_Sergey (-
& AW2N6gwiegram ()

Logout forbidden

| would like 10 order 1| @
10 Iy

anilxw

It is necessary to resolve open conversations or transfer them
to other agents/teams before logout

Cancel




Full-text search

The ability to find any dialogue by its content.

{ N\
@ ® All Conversations Q  order
© Ment Search Results (1)
Nataliia Povfarchuk % - Golubenko_Sergey [IE) 32 minules ago
Open - Interacting ~* Resolve 5] “~/  NCC Botfiow
© Messengers - Nova.BotFlow [x] sales_team
B 123 Golubenko_Sergey 23 minutes ago
I would like to order it @
321
Pl
ml 1232 G NBF_Chat 2Denys Samoiliuk
+380990000001
. Nataliia Povarchuk Wispy-Sun-845 1 minute ago
' + New team & Thank you for your request. We are ...
B testemail@gmail.com [] & _——
Ph b ived Inboxes
SU;'ZS:SE er receive & +380990000001 [J o
B ﬂ A0 & NCC_Botflow GolAu:senk:;Sefgey 19 minutes ago
'y & NBF_Chat @ Assigned to support_team by suppo... )

Please, write your email.
11:58 AM 05/17/2023 Conversation Actions

) ) Conversation Information
testemail@gmail.com

11:58 AM 05/17/2023

Contact Attributes

Email received successfully. Conversations
11:58 AM 05/17/2023

- Macros




0. hank you for contacting us!

Expectation - Just wail one minute

Goodbye - | hank you for your request. We are always happy |

Greetings_aft ‘“ on - Good afternoon! How can | help you?
Greetings_morning - Good morning! How can | help you?

Reply Private Note

Macros

Macros allow you to automate routine actions and
perform them with one click. Easily set up your
own set of actions in the interface, including
assigning tags to conversations, sending
messages, assigning agents and more.

Good afternoon! How can | help you?
A

4 tariffs condition
| want to switch to a new tariff. Can you provide SETCEERIET F

information on the terms of the tariffs? = — Send a message
) nversation In
e In the attachment, you can

find a file with the terms and

Contact Attribute . .
In the attachment, you can find a file with the terms conditions for all available
anq r:or?%iit_io_r?f_:_ for all available tariffs. Eerrres e tariffs.
Send Attachment
. Macros
I} All_Tariff pdf Add a label
Download get_email tariff
et bh Send a message
Is tl_were_{ing_/t_}Ti_r?g else | can do to help? get_phone Is there anything else | can do
- tariffs to help?
-
Reply Private Note o tariffs condition
a

Shift + Enter for new line. Start with '/* to select a Can' T

© 2



Attaching and replying to messages

Oleksii Godin

Resolved

© NovatalksBABotflow G2

Pinned message #1

Hey, | cannot see the updates dashboard

e
conversation.id - Conversation Id Hey, | cannot see the updates dashboard
233 PM 01/24/2024 o

contact.id - Contact Id

Hey @cristina.podoliuh! It locks like we are having payment
\_ failures again. I'm assigning this to the engineering team for further

contact.name - Contact name

contact.first_name - Contact first name

Hey Oleksii! We are having some issues with our payment system. |

rantarct lact namea - Cantarct lact namea o
would let you know as soon as it is resolved. Sorry for the

Your phone number - {{j inconvenience

Hi! Okay, no problem

2:45 PM 01/24/2024 -
Reply Private Note o
4= Hi! Okay, no problem X

bhiﬂ + Enter for new line. Start with '/" to select a Canned Response.

© @ « b




Webhooks

Webhooks allow you to provide integration between
your account and other applications. It is possible to
set up HTTP callbacks for various events in
NovaTalks, such as changing the status of a call,
creating messages, and changing the assigned
agent or team.

4 n
Edit webhook
Your Application Your Storage
Webhook URL
@ ‘ clounsm https://novatalks-test-url.com.ua/redbot/webhook/3
7 = Events
:@ 9 |é > Conversation status changed (conversation_status_changed)

o mm O Message created (message_created)

O Message updated (message_updated)

IV @ python

O Assignee changed (assignee_changed)

%GO “ ‘@d e ‘.f.-—() java ‘ O Team changed (team_changed)

Select inbox

OBTestChannel v

Update webhook Cancel

- /




v Keyword and category trends analysis
v

Emotions detection in customer requests

v Automatic analysis of agents work: if agents
follow the conversation scripts,

authentication correctness, deviation of
agents conversation metrics from KPIs, etc.

v Using TA for sales analysis: implementation
of successful sales techniques and

elimination of unsuccessful ones

novatalks.com.ua
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v Dialogues key indicators analysis across
channels and teams

v Agent productivity analysis

Dialogs. Open

v CSAT analysis
0

Waiting in queve

~ Configuration of automatic report
distribution

Ability to create custom and edit existing

4.8
dashboards setime

Avg First Respon
set

v

Live Dialogs

Date/Time ~
Jo2a-01-ASTAE230351E
J024-01197162234505%
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Dialogs, Resolved

80%

First Response 20sec

379 379,

0 Logged n

Dialogs, 0N Chatbot

51-4 4resolved dialogs/gent

Duration on Team, min

Conversation o
ataliia Mysavk i
o &8
aaadedeel - cupport
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26 - |
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Contact us

sales@novatalks.com.ua
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