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2020 has pushed
COIT.\pCII’“eS to rethink Customer expectations are higher
their customer than ever before

[ J
expe rle nce St rqtegy° of customers say a single poor
customer service experience
é 8 O/ will negatively impact their
O

brand loyalty.

Consumers have more choice and control in how
they interact with brands than ever before. In this
world of digital connections, every experience

is an opportunity to build trust and loyalty.

Every conversation is a moment that matters.

At the same time the pandemic has accelerated The pa ndemic has accelerated
the pace of digital transformation. the pdce Of dlgltql transformqtion

These two trends are driving the of CX professionals cite leading
heightened emphasis on customer e the digital transformation of

. . their contact center as a top
experience as a growth driver. O

priority.

Source: Talkdesk Research, Industry Revolution Series, Financial Services & Insurance
Dec. 7, 2020, Healthcare Feb. 15, 2021, and Retail March 29, 2021.
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Companies have got to
become customer-obsessed.
business with a brand they loved after

3 \O one bad experience.

\6. —PWC

q 0 of CEOs said their company will
&7 = fundamentally change the way it engages
c./ with its customers... for business growth,
4.

(o) durability and relevance.

(3

' L ] of all customers would stop doing

— ACCENTURE

talkdesk.com

“Great experiences are
no longer a nice-to have
—they’re a necessity
for business survival.”

>
accenture
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%

of CX professionals say
the call/contact center is
a meaningful contributor
to their CX strategy.*

talkdesk.com

The contact center is now
the core of your CX strategy.

Great customer experience requires insights driven by a 360 degree view of your customers,

the ability to make great data-driven decisions, and engaging experiences across all touchpoints.
We have built our contact center solution to be the engine at the heart of our customer’s

CX strategy.

Online display,
SEO, paid content Social

Chatbot

Word of mouth
Email

Websites,
Radio, print, landing Chat
TV, outdoor pages

Social media

Community
PR
Salesre
Royalty programs Surveys P
Mobile app
Direct mail
. foers Website
in invoices
. Awareness Purchase . Service ' Expansion { "- Contact center

*Source: Talkdesk Research, Industry Revolution Series, Financial Services & Insurance Dec. 7, 2020, Healthcare Feb. 15, 2021,
and Retail March 29, 2021.
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You can't be a customer-obsessed
company with yesterday's technology.

The experience your customers demand is that they want you to help them, to know them and to wow them.

Companies need to meet these heightened customer expectations with seamless channel choice to help customers any
time anywhere. Companies need deep, data-driven insights to truly know their customers, and they need Al-powered
automation to truly wow them. But it’s impossible to achieve these goals with outdated legacy contact center technology.

Customers want: Companies need:

e Help me e Channel choice

e Know me Challenges with o Data-driven insights

e Wow me yesterday's technology e Al-powered automation

Built before the digital age
Siloed channels

Little or no integration
Slow to adapt

Stagnated innovation

High cost of operation

Lack of artificial intelligence

talkdesk.com
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talkdesk.com

TALKDESK MISSION

We offer a better way
for organizations to
unlock the promise
and potential of great
customer experience.
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Talkdesk is a global customer experience
leader for customer-obsessed companies.

Here's why companies across the globe partner with us.

Customer-obsessed

100% Uptime SLA
Global leader

Industry innovators White Glove Customer Services
. , Leader in Gartner CCaaS MQ
Born Cloud Native Leader in Gartner Peer Insights
Leader in Forrester Wave for CCaaS
Al-Powered 97% CSAT
. Ventana Value Index 2021
AppConnect Marketplace Community & CAB

Frost Radar Innovation Leader 2020
G2 Crowd Winter 2020 Leader
2020 Forbes Cloud 100 (#53)

Industry focus

25 recent patents granted

talkdesk.com
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Customers in 75 countries rely on Talkdesk.

To deliver a better way to great customer experience.

. \4 O
acxiem  w)  RUiu SR D
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Our customers span multiple industries.

And we support them with products and solutions built
for their unigue needs.

Read more about industry solutions.

Rectangle arke .. ROOU B rarnassus — fomonade  [FFutureray -~ MOSAIC bambora

Insurance Co

PLERENS & DevotedHealth Dol sema/ = Ambry Genetics ~enitas

A Konica Minolta Company

Retail, E-commerce HunterDouglas @ worLopYTY ¥ — ;:'B w TUFTGNEEDLE P Peetis Coffee
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Our customers get results.

Impacting not only traditional KPIs but also strategic growth metrics.

Find out more about our customers.

Business
outcome

Contact
center KPI

Talkdesk
solution

Typical
Talkdesk
benefit

talkdesk.com

>

Streamlined
call handling

Reduce average
handle time

Talkdesk
Workspace with
CRM integration

25% reduction
in authentication
time

Resource
optimization

Reduce
headcount
costs

Talkdesk
Workforce
Management

7% increase
in occupancy
rate

(2)

Increased agent
productivity

Reduce ACW
and manual
effort

Talkdesk
Workspace with
CRM integration

and Talkdesk
Outbound Dialer

15% reduction
in manual call
work

23

Increased
self-service
rates

Reduce
support costs

Talkdesk Studio
with CRM
integration

10% call
deflection rate

&

Reduced
interaction
costs

Optimize
customer
interactions

Talkdesk
Omnichannel

15% reduction
in interaction
costs

Increased
service
automations

Increased
agent
efficiency

Talkdesk Agent
Assist and
Virtual Agent

10% decrease
in agent effort

Increased
CSAT and
retention rates

Increased
revenue

Talkdesk
CX Cloud

5% increase
in CSAT scores

Reduced agent
ramp time
and attrition

Reduce
training costs

Talkdesk Quality
Management
and Speech
Analytics

10% reduction
in ramp time
and attrition
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Global choice for enterprises.

Talkdesk is a leader in Gartner’s 2020 Contact Center as a Service Magic Quadrant.
We're one of only three vendors listed as a Leader in the report.

Figure 1. Magic Quadrant for Contact Center as a Service

Talkdesk is a leader in the 2020

READ THE GARTNER
REPORT NOW Gartner MQ for CCaas.
We're one of only three vendors listed as Leader
Compliments of Talkdesk. in the report. i
. I-;':':IL""-E."I
- IZ.-.'n'.n:-n: Gury
. . Vonage @ @ @ Talkdesk

@ Odigo @ Amazon Web Services

“Talkdesk demonstrates a strong b
commitment to the four pillars of great .- e
customer service with a good vision for e
analytics-driven engagements for both 5
the customer and the employee.” 5
Gartner 3 COMPLETENESS OF VISION As of September 2020 © Gartner, Inc

Source: Gariner (November 2020)

Gartner, Magic Quadrant for Contact Center as a Service, 9 November 2020. GARTNER is a registered trademark and service mark of Gartner, Inc. and/
or its affiliates in the U.S. and internationally and is used herein with permission. All rights reserved. This graphic was published by Gartner, Inc. as part
of a larger research document and should be evaluated in the context of the entire document. The Gartner document is available upon request from
Talkdesk. 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.

talkdesk.com
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End-to-end
customer service
solution.

Customer Service Pillar Coverage

[ | Getting Connected B Process Orchestration [ Resource Mgmt Knowledge and Insight

Gartner also puts Talkdesk at the top of
the list for our 3-year roadmap that best
addresses customer service requirements.
That makes us an excellent choice for Verint
companies needing an end-to-end solution Pegasystems
for contact centers across the globe. Zendesk

Talkdesk
Salesforce

Genesys

Oracle
NICE

Read more about Talkdesk's CRMNEXT

Bpm’online

8x8

AWARDS &
SAP

RECOGNITION

Microsoft Dynamics

Servicenow

Gartner

Source: Gartner report: Prepare for the Impact of a Consolidating Customer Service Technologies Marketplace, October 2019

talkdesk.com 13
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Leader in the 2020
Forrester Wave for CCaaS.

o0
FORRESTER | |
: “Shortlist Talkdesk for a navigable

solution that scales with a broad range

WAVE

LEADER 2020 | of capabilities and innovative support
services.”

Contact-Center-As-A-

Service (CCaaS)

Providers FORRESTER

talkdesk.com
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The most and best reviews.

Loved o iy 2000

by customers. Gooer
peer i,
Great products and white HOF  patin e
glove service translates
Talkdesk 1202 4.4 Talkdesk 407 4.6
to customer love,
Five9 238 3.9 Five9 197 4.6
NICE NICE
inContact 879 4.2 inContact 191 4.2
Senesys 457 43 Senesys 103 44
(Q “IR TrustRadius appeAchangs
O REviews RATING REvas  RATING
e Talkdesk 265 7.9 Talkdesk 686 .

CSAT

Five9 25 7.8 Five9 17 4.3
NICE NICE

inContact 283 8.2 inContact 97 47
Genesys Genesys

Cloud 212 7.7 Cloud 4 4.8

talkdesk.com 15


https://www.talkdesk.com/
https://www.talkdesk.com/talkdesk-customer-reviews/

This is all made possible by CX Cloud.

An end-to-end customer experience solution that combines enterprise
scale with consumer simplicity to deliver a better way to great customer
experience.

Talkdesk CX Cloud™

Customer Workforce Al & Knowledae Analytics
Engagement Engagement 9 & Insights

Security ‘ 100% uptime SLA ‘ Flexible Deployment ‘ Al & Automation ‘ Customization

80+ AppConnect offerings ‘ 60+ OOTB integrations

CX Strategy CX Enablement CX Success

talkdesk.com ‘ 16
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The Talkdesk CX Cloud advantage.

Helping you innovate a better way to great customer experience.

End-to-end Al-infused {Fe | Adaptable Ty | Integrated Trusted @® [ Intuitive ki

Broadest suite

Automation Flexible to change 60+ pre-built Enterprise scale Fast deployment
of native apps with your business integrations
Intelligent 30+ security Fast onboarding
One unified engagements Customizable Easy custom certifications
platform Workspace integrations Fast time to value
Operational 100% uptime SLA,
One user efficiency “Clicks not code” AppConnect app global call quality
experience administration marketplace
| | ) - | .
®00A " = (
e = o w - @1 O /?

talkdesk.com
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A better way to serve your customers.

With an end-to-end solution that includes self-service experience,
omnichannel engagement, and contact center operations.

Self-Service Experience Omnichannel Engagement Contact Center Operations

e Voice Virtual Agent e Voice Engagement o Workforce Management
e Digital Virtual Agent e Omnichannel Routing » Unified Recording
 Guide Helpdesk Portal & Reporting « Agent Coaching
e SMS, Digital & Social & Performance
Channels

e Customer Feedback
Management

e Qutbound Engagement

o Al Based Agent Assistance o Speech & Text Analytics

e Real Time Sensors
& Automations

Guide Knowledge Base

Al Trainer | Customizable Platform | 100% Uptime SLA | Security & Fraud Prevention | Integration & Ecosystem

talkdesk.com
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A better way to engage.

With powerful tools that allow you and your customers
to connect any time, anywhere.

SMART CUSTOMER JOURNEYS

Customer service - US ~# Not validated

ol Version 3 ~ < Inbound call 1 aoved by Bill Hicks
Invoke Zendesk Search AP|

Q

4 6heék Zendesk Costumer Status  # &

Preferences  Exits

Conditional exits
nfigure the conditions that will be used for diract the call 1o spacific exits

ANY CHANNEL

~ CONDITIONAL EXIT #1

Matching

Exit name

Play VIP Greeting

Send to

® Play VIP Greeting

PROACTIVEOUTBOUND

talkdesk.com 19
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A better way to manage.

With Al-powered onboarding, mentoring and workforce scheduling
and forecasting tools to engage CX employees.

WORKFORCE SCHEDULING & FORECASTING

SPEECH Al COMPLIANCE MONITORING
* Team schedule

= Sorting

Team Schedule

ance (u

italkdesk

AGENT COACHING

®

AGENT SHIFT SCHEDULING
MOBILE APP

talkdesk.com
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A better way to automate.

With a digital-first & automation-first vision. Give your customers better
answers, faster with Al-powered agent assistance and customer self-service.

Agent Assist

.
Transeript  Assistant

Hi Susan, how can | help you today? -]

o Of a” intel’aCtiOI’]S o Of a” interaCtions - Hi Charles, | was trying to signup for
/o digital* | /o automated* ACME Pro

I'm trying to make sure this is an
to my existing ACME bundle

I got you, definitely makes sense lat
me just take a look to see if that is
possible

Articl

I see that adding ACME Pro with your
existing ACME bundle service is
available, would you like me to add
this to your existing account?

@ Recormnmendations

--------- : 28 ) Yes, that's great, what is the additional
= fee?

*In 3 years.

talkdesk.com 21
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A better way to work.

With the power to personalize and customize the Talkdesk experience
to make work easy and adapt to your changing business needs.

AGENT WORKSPACE BUILDER

L

[?arly Yates Andrea Sanchez

> &

Snapshol  Customer detailbs  Notes

I Activity  Notes

B %%

Subscription Bike details Find my bike

v Carly Yates — A BMW Active
g : Hybrid E-Bike

Awards

o
a1 _"‘ ; G -'; / ﬁ

v Ve ¥ e S : Service level s Trending topics
‘- l'l-l Cyelo life i i i

Ring group(s) Contact details E-bike order status

B

Find dealer

Customer feedback

*:M o =

B5%
_————ealieN

Top 5 unhappy customers |

Evaluations to do

B

w
talkdesk.com
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A better way to integrate.

With a Talkdesk ecosystem that offers 60+ out-of-the-box integrations,
80+ offerings on AppConnect, plus endless options with Connections.

The first enterprise
app store

v
z
zendesk

Do
4 SlaCk ﬁ ' Microsoft Teams

KUSTEMER

EXTEND WITH CURATED

X . CX SOLUTIONS reshservice Highrise Infusionsoft Interco
Mg Microsoft Dynamics CRM

START WITH OUT OF THE BOX

INTEGRATIONS BUILD ANY INTEGRATION

IN MINUTES WITH CONNECTIONS

talkdesk.com 23
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A better way to safeguard.

With Al-powered tools you can trust to secure
your contact center from threats.

GUARDIAN IDENTITY

......

GUARDIAN

.

8 »

= @

GUARDIAN GUARDRAILS

talkdesk.com 24
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A better way to operate.

With an intuitive customer experience solution that is fast
and easy to deploy, administer, and use.

TALKDESKACADEMY

italkdesk

Welcome to Talkdesk
Academy

INTUITIVEUSEREXPERIENCE Fribs

FAST IMPLEMENTATION
LL L

kD Talk
mil Carly Yates

Kickoff Configuration Testing Deployment Client excellence é?
Project team Talkdesk setup QA Go Live Continued dedicated
Project scope Agents Fine-tune Agents live on Talkdesk Support 24x7
Project plan IVR/greetings queing configuration TD holds office hours Regular check-ins =
Meeting cadence Routing Strategic reviews

Porting prep Roadmaps @

Discovery Advanced configuration Training
Requirements Integrations User adoption

Business rules Automations Super-user training
Current setup Workflows Receive feedback
Reporting

Project manager

Solutions consultant
Technical account manager

Talkdesk customer support

talkdesk.com 25
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We're everywhere you need us to be.

With a global footprint of employees, resellers, data centers and R&D.

Employee locations
. Cloud distributors & resellers
R&D centers L

. Data centers

talkdesk.com

UK

Ireland . PS4 o

Germany . '.‘.‘.. °

Netherlands
Portugal
Spain
France

Italy

Armenia China
°

. s .. Japan
° °
°
° o
o0

® )

o ® o Southeast Asia
o

ANZ
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Providing expertise when and where you need it.

Cloud
distributors

Resellers

Strategic
alliances

Marketplace

talkdesk.com
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The qukdeg.k CX Strategy
g IOde services @, We partner with you to define your

specific business needs and ideal

CIdVCI ntCIge. future state.

We're here for you every step
of your journey.

Why do our customers love us and stay with us? CX Enablement.

Because we partner with organizations right from We help you enable the people,

start, before any contracts are signed. And we stay processes and technologies to realize
with our customers through the entire customer a best-in-class customer experience.
journey. We call this CX Services.

We offer a variety of services to enable
your organization to unlock and realize
the value of your contact center business
transformation.

talkdesk.com


https://www.talkdesk.com/
https://www.talkdesk.com/cx-services/

Specialists to support you
along the way.

Our customer-facing teams are PRE-SALES

specialists designed to support
customers at every phase of the
journey—from pre-sales

to implementation and post
go-live. While every member

of the team has a unique role

to play, they work together
harmoniously to provide a
cohesive and comprehensive
experience to customers.

Account executive

Strategic owner of the customer
relationship, comprehensive
account engagement and
alignment to the customer vision.

Sales engineer

Conducts tailored demonstrations
for prospects highlighting
Talkdesk’s differentiation.

Solution architect

Partners closely with the sales
engineer and customer to design
and architect a solution that aligns
with the customer’s objectives.
Prepares the statement of work
based on defined use cases.

talkdesk.com

IMPLEMENTATION

Project manager

Leads and facilitates the
implementation from kickoff to
deployment. Focuses closely on
identifying and mitigating risks,
keeping the project on track
and communicating status

to all stakeholders.

Solution consultant

Gathers requirements through

a detailed discovery process,
clearly understanding current
state and future goals, designs
and configures the solution,
develops test plans and ensures
a seamless go-live.

Customer success manager

Thoroughly understands
customer’s desired outcomes,
provides ongoing product
consultation, enablement and
adoption. Conducts reviews and
facilitates renewals.

Technical account manager

Delivers as-needed consultation
related to deployment and
configuration enhancements,
ticket trending analysis and
upgrade planning for the
enterprise segment.

Customer support

24x7 service centers, escalation
management, knowledge base
and Academy training programs.

POST GO-LIVE ——mm—

29
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Talkdesk values.

The moral code that defines,
guides and inspires us every
day.

We believe in giving back to our community
by volunteering our time, supporting
non-profits and minimizing our global

footprint. Talkdesk employees are given
1 day a quarter to give back to their
communities.

We invest in the highest security
in our products and build trust
with our customers, partners

and employees.

talkdesk.com

Trust &
transparency

We have an innovative and courageous mindset,
focused on offering products and solutions that
redefine customer experience, making the
impossible possible.

Courageous
innovation

Everything we do is for our
customers. As evidenced
by our 97% CSAT.

Customer-
obsessed

Diversity, equity
& inclusion

We are guided by our moral compass and
believe in an inclusive and diverse culture that is
representative of the communities in which we
live and serve. 45% of our Executive Leadership
Team is women, a ratio unheard of in tech sector.
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About Talkdesk.

Talkdesk® is a global leader in redefining customer experience in the enterprise.

We provide a better way for businesses and their customers to engage with one other.
Our speed of innovation and global footprint reflect our commitment to ensure businesses
everywhere can deliver better customer experiences through any channel, resulting

in higher customer satisfaction, cost savings and profitability.

Talkdesk was founded in 2011 by current founder and CEO Tiago Paiva. In July 2020,
Talkdesk announced a Series C funding of $143 million, backed by Franklin Templeton,
Willoughby Capital, Skip Capital, Lead Edge Capital and Top Tier Capital Partners, along
with existing partners. This brings Talkdesk’s valuation to more than $3 billion, reflecting
strong investor confidence and highlighting the strategic role of superior customer
experience among top global brands. Talkdesk is recognized as a leader in the 2020
Gartner Magic Quadrant for CCaaS (Contact Center as a Service) and the 2020 Forrester
Wave for CCaaS. Today, Talkdesk has over 1,700 employees across the globe and

is headquartered in San Francisco.

Innovative companies around the world, including IBM, Acxiom, Trivago and Fujitsu
partner with Talkdesk to deliver a better way to great customer experience.

Read more about Talkdesk.

Want to learn more? Contact Talkdesk at 1-844-332-2859

:talkdesk:
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