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A quick introduction... =

2018: Founded Chatlayer

2019: Expansion in Europe of Chatlayer

2020: Acquisition by Sinch of Chatlayer

2021.: global roll-out of Chatlayer

Rick van Esch

Vice President at Sinch
SaaS Business

2021 Acquisition by Sinch of MessengerPeople

2022: Recognition Gartner Magic Quadrant
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So, who's Sinch? 75y

Interactions
per person

SEK22.3bn |SEK20bn | SEK 2.0bn 4.399 VL g peryear
net sales in the Market Cap Adj. EBITDA in the people local presence
past 12 months past 12 months

a global leader in cloud communications | over 150,000 | Listed on NASDAQ
and mobile customer engagement customers in Stockholm, Sweden

Scalable cloud communications platform More than 600 billion Serving 8 of the 10 largest
for messaging, email, voice and video engagements per year U.S. tech companies
1605)) SorSUmas (=)= Growing, global, multi-billion ¢) Profitable since our
penetration g USD market foundation in 2008
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Conversational is fully happening =

Some examples from Germany —

’?M?‘ Red Bull

< IzB ??HFSChe Bahn O

Hi there! | want to report a mess in
a train station 8¢

w BMW Group Careers x %

nline
Choose an answer! 9
(A) Horizontal
(B) Head first

Thank you! (C) Feet first

Please type the information about
the type of mess, train station and

the platform number v
Ripped it, brilliant! ©

Of course & At platform 13 in
Munich central station. The trash
can is overflowing T/

Would you like to play again? Then
enter 'quiz' for a new start!(&)

Hey! Wir haben ein neues Immobilien-
Angebot auf unserer Internetseite:

Was will ich einmal werden und wie 3-Zimmer-Wohnung in Neheim!

geht es nach der Schule weiter?

(%) Gehen dir diese Fragen gerade Volksbank Sauerland Immobilien

durch den Kopf oder hast du

vielleicht schon einen konkreten

Berufswunsch, aber weiBt nicht,

wie du dich dafiir bewerben sollst?

-

Wildcard! Nice effort, but the
judges spotted a few mistakes.
2 form 3 questions answered
correctly in only 58 seconds.

w

Kein Problem! Nimm an unserem
virtuellen Bewerbertraining flr
Schiiler:innen teil und lerne nicht

nur unsere
Ausbildungsmoglichkeiten £3 2
“\, kennen, sondern erhalte
zusatzlich wertvolle Tipps fiir eine
erfolgreiche Bewerbung.& Wann?
11. April 2022 um 11 Uhr () Melde

+ G ® 9

Here is a picture
Next time | will be better!!! [
Thank you for the information!
The cleaning service will take care
of it.

G ©C ©® 9

Let me try it again

C ® 9
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The world Is evolving fast =

Conversational hubs

Slllcon Va”ey Chlna (not in scope today)

Brazil
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The world from a conversational perspective

WhatsApp

Facebook Messenger

Viber

WeChat

No Data
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3 global trends In
Conversational UX

“The great blur”




Blur #1:

Conversational UX will be
seamless from Sales &
Marketing to Customer
Care and back
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Conversational UX will touch the whole ==
customer Journey

Awareness & Consideration Decision

4

Evaluation Experience
Loyalty
Advocacy
CEMYErEEHoE Conversational Conversational
Marketing Commerce Care
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A real-life example:
Sinch & iFood & WhatsApp in brazil

OUR JOURNEY

And we are just beginning ...

movile
iFood is founded Achieved
1 million orders
1° Investment of per month

Movile Group

Conversational Business Summit 2022

We consolidated our
logistic business
model (1P)

We committed to
aggressive ESG goals!
iFood wants to promote a
positive impact on society
focusing on (E) Education,
(M) Environment, and (1)

Inclusion

The most important
contribution was the
perception of our social
value facing the COVID-

19 pandemic

ifgd

Services provided by Sinch to iFood:

282 Active Bots

84

Surveys

24

Customer
Support

01

Gift Card

67

Notifications

12

Opt-in

01

Authentication

46

Lead generation

08

Cart Recovery

39

Others

© 2022 Sinch All Rights Reserved
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How does it work?

IFood uses WhatsApp as a sales channel

Chat

<

17:07 :

1 @ iFood - Release

- Digital catalog Sinch Merchant!

Aqui, posso te ajudar a fazer e
acompanhar seu pedido e te contar mais
sobre nés.

Além disso, posso te avisar das nossas
novidades, promogdes e muito mais!
Gostaria de receber nossas novidades?

Além disso, posso te avisar das nossas
novidades, promogodes e muito mais!
Gostaria de receber nossas novidades?

Sim

Legal! @ Qualquer novidade, te avisamos
por aqui. &

)
|

Select

\ 4

14:46

Frango e vegetarianos

Combo Chicken Duplo

A partir de R$ 2990

Combo Veggie Burger

F en
A partir de R$ 3790

Combo Whopper de Plantas

A partir de R$ 3690

Acompanhamentos
9 opgdes

.))

Payment & delivery

= Q

Novos o Preparo Prontos

#189087

Bruno Tadeu

5 itens no pedido Aceitar pedido

Paloma Costa

#181234 @
11:09

2 itens no pedido Aceitar pedido

berved
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Why Is this so important for iFood?
In Brazil you order Take-away through WhatsApp

\

N4 W o

Conversational Business Summit 2022 © 2022 Sinch All Rights Reserved 12



Inthe
meanwhile In
India
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>
Blur #2: 0’@ =
-2 O

Conversational UX Is not only
messaging, It is also voice -



E-electricity
Mobile +32 3 346 06 12

History

Storage locations

Wondershare
DemoCreator W DamoCreator free plan

w <

Favorites Share

Conversational Business Summit 2022 © 2022 Sinch All Rights Reserved 16



Blur #3:

v
Artificial intelligence 3&

supercharges channels like
whatsApp & voice to create ‘
superior UX

A T



IBM’s Deep Blue defeats Kasparov in a
game of chess

IBM’s Watson wins a game at the TV
guiz Jeopardy

Google’s DeepMind wins a game

of AlphaGo against Lee Sedol

Conversational Business Summit 2022
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An Al trains itself to chat on Twitter, but
goes rogue in 18 hours forcing
Microsoft to shut it down

Google’s Deepmind brings us

closer to tabular rasa learning, with
AlphaGo Zero that teaches itself to
play AlphaGo

World’s first Al jury member understand
creativity, and picks
the winner for IAB Mixx Awards

Conversational Business Summit 2022 ” ©2022 S



In the last 5 year, we have come a long way <

3358 - &

Add to contacts Block number

@ it Detas vitua
Assistant, 'm here to help
you find answers to common
questions. I'm still learning,
so if you would like to speak
with a representative, type
‘Rep" at any time. How can |
help you today?

Need help rescheduling a
191 pyt Hght

The bot encountered an error
or bug.

To continue to run this bot,
please fix the bot source
code.

Conversational Business Summit 2022

TECHNOLOGY

The Google engineer who thinks the

company’s Al has come to life

Al ethicists warned Google not to impersonate humans. Now one of Google’s own thinks there’s a ghost in the machine.

a By Nitasha Tiku
June 11, 2022 at 8:00 a.m. EDT

© 2022 Sinch All Rights Reserved
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Conversational Al Is a logic consequence
Although It took a while to develop...

Al & machine learning

1950s 1960s 1980s
Al has been NLP R&D ML invented and
invented at gained concept of chatbot
MIT popularity created
- Q?. (2 q‘;) L
Conversational g o &
Q’ .. .. ..
.g: :Q.P: §:
L L LA L
U ~ .,&) 0 )
Fo(e) & (38
O S § 8 & L
NS (S Q
e o )
1800 1890 1960 1978
Physically go Phones and Contact DTMF-IVR
to the source switchboards centers flows are

emerge introduced

Conversational Business Summit 2022

1990s

NLP / ASR
R&D revival

LIVE

1996

Email and
Live Chat is
used

2015s

Deep Learning  First commercial
boosts NLP / ASR chatbots + Alexa &

Google Home
launched

2008

Social media
is introduced



Conversational UX will improve by Al =

But the road to success has been bumpy... and this is perfectly normal!

EXPECTATIONS

Responsible Al
ModelOps

Machine Customers
Al Orchestration and
Automation Platform

Composite Al ¢

Artificial
General
Intelligence

Knowledge Graphs Edge Al
Smart Robots Al Maker and Teaching Kits

Transformers % Deep Neural Network ASICs
Decision Intelligenc OCk Digital Ethics
Synthetic Data

Neuromorphic Hardware {, +— Al Cloud Services
Human-Centered Al J O— Deep Learning

Generative Al—~_U) . . .
Al Governance Data Labeling and Annptation Services

Natural Language Progessing
Multiexperience ‘

Y Machine Learning
Small and Wide Data ¢ Intelligent Applications
Model Compression

Semantic Search

Chatbots _'
Autonomous Vehicles

As of July 2021

Innovation
Trigger

Plateau will be reached:

Conversational Business Summit 2022

N

() <2yrs.

Computer Vision
Peak of Inflated Trough of Slope of
Expectations Disillusionment Enlightenment
TIME

O 2-5yrs. @ 5-10yrs. /A >10yrs. & Obsolete before plateau

Plateau of
Productivity

Gartner
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But what does this mean for us humans?

Al specializes in thinking, and
humans specialize in feeling.

The Feeling Economy



(Artificial) Intelligence has multiple levels

Al was until recently only ‘'mechnical’ or ‘analytical’ but is becoming ‘intuitive’

Intelligence
A
Empathetic
T Learn & adapt
|ntU itive empatically based on
I Learn & adapt experience
An alytl Cal systematically based
Learn & adapt on data
) systematically
Mechanical based on data
Learn or adapt the
minimum
>
Time
Conversa tional Business Summit 2022 Source: Huang and Rust [2018], “Artificial intellligence paper
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What does that mean for our economy?

Our jobs will increasingly be about ‘feeling’ instead of ‘thinking’

Feeling

Economy
» People jobs

Thinking
Economy

* Thinking jobs
Physical

Economy

» Doing Jobs

Conversational Business Summit 2022
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Is the feeling economy real ?! c®

Yes, the numbers indicate it is!

The top 10 ‘feeling’ industries Top 5 fastest growing industries in US

. Community and social service

. Sales and related

Personal care and service

. Management

. Food preparation and serving related

. Education, training and library SusTiEss @ fireres

. . 0,
. Protective service 20%

. Business and financial operations

. Healthcare practitioners and technical

ood preparation’§
Service

10. Healthcare support 14%

Some extracts from research from Rust & Huang [2020: The feeling econonmy] 209 Sneh Al Riohie R L 26
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3 Blurs in conversational UX

1. Whole customer journey
2. Mix of channels incl. voice

3. Al supercharges conversational UX

Conversational Business Summit 2022



What does this mean for the future? %

People are conversational, now machines are too. We gladly can be humans again!




Thank you!

Send me a message on WhatsApp

Rick van Esch

Vice President at Sinch
SaaS Business
Rick.vanesch@sinch.com
+32 495 58 88 87
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