Experience
Optimization (XO)
Platform

Sales Presentation

kore &l



It is an experience driven world

Customers value
speed, but increasingly
want empathy and
access to preferred

channels

kore &)

Quick Resolutions

Helpful / empathetic agents

24/7 support

Availability of preferred channels

Proactive support

Kore.ai Confidential




Assistant needs to engage across multiple user types cit

3

Key insights P 1 ¥ 2
from emerging Never used a bot ' Novice bot user
user personas

Advanced bot user

Low digital savviness Medium digital sawiness High digital sawiness
Uncovered from
. . Influencers are friends and family Influencers are primarily online platforms
qualitative
researCh Wlth No experience with bots; unaware of what Limited experierllce; Associates bots with fixed Extensive experience with bot§; Considers Alexa
bots are & what they are capable of click-based replies as a benchmark for the potential of a bot

~ 20 patrticipants

Desires humane, "non-robotic" conversations with the bot. Will appreciate a bot that is affable, polite and adept at problem-solving

Prefers the bot to have a female voice Indifferent to gender of the bot

Role of the bot -Advisor giving tailored and

Role of the bot - Knowledgeable advisor who is unbiased and objective i ) )
personalized recommendations per portfolio

BOT EXPERIENCE

Low Medium High

BOT EXPECTATION

kore m Kore.ai Confidential



What does your customer experience look like today ?

Each customer touchpoint defines the TOTAL customer experience.

Very Satisfied

Can do better — should
look somewhere else?

Angry and bitter
about the service

kore &)

Browse company
website

Did not get
answers through
the chatbot

Got the necessary

Forced to call the
contact number to
repeat questions

info through a live

agent @

Stuck in an IVR loop
and dropped. Had to
call again

Decide to buy the

//@

P \

. \
\

Delays in shipping, waited
in a queue for service

Cancelled and re-ordered
the product through IVR

@\
~
/

/

Received the
product on time

()

Loyalty
Threshold

It only takes a few
poor experiences to
cause customers to
consider switching to

your competition

Kore.ai Confidential



To drive customer loyalty, you

... at every touchpoint

Very Satisfied

Can do better — should
look somewhere else?

Angry and bitter
about the service

kore &)

Browse company

website Query party resolved,

transfer to live agent Got the necessary info
S o through a live agent
~
. e/ ---—-__ _ -’
\ - =
\
\

N I
\
N I
Did not get d
answers through !
the chatbot { I
\ I
\ I
S\ I
\
\ I
\ I
\ I

/]
~ o ~
Forced to call the

contact number to

) Stuck in an IVR loop
repeat questions

and dropped. Had to
call again

Decide to buy the Cancelled and re-ordered
item online the product through IVR

) Received the
e N P s S product on time
LN s ~

Shippin\qdelays: promptly
updates (rom the ahatbot
\' oy

' Loyalty
Threshold

Delays in shipping, waited
in a queue for service

need to deliver great to exceptional service...

Organizations must
be responsive to
customer demand
for CX excellence in
order to build and
maintain lifetime
loyalty among their
customers

Kore.ai Confidential



Great Exceptional Customer Service Starts From Great Employee Experience

Better Service

) o)
\w)
(0l C )
EMPLOYEE CUSTOMER
EXPERIENCE EXPERIENCE

Better Experiences

__—

kore &)

Increased Engagement

Engaged employees go the extra mile to promote their
brands

Better Performance

Happier employees are more motivated and productive
increasing performance rates

Higher Retention

Good employee experience results in employees staying
longer and creates a good employer image

Customer Delight

Research shows that customer satisfaction is deeply
connected to greater employee satisfaction

Kore.ai Confidential



Kore.ai defines Experience Optimization or ‘XO’

1

Delivering extraordinary experiences, for
customers, employees, and agents,
using Al-native automation and augmentation
across voice and digital channels,
resulting in optimal business outcomes

)




Kore.ai Named Leader in 2023

Conversational Al Gartner Magic Quadrant
Twice in a row

Gartner Highlights Kore.ai Strengths

* Market understanding: Kore.ai has an excellent
understanding of the major enterprise use cases
and the requirements

» Solutions Clarity: The company’s CX and EX
solutions are among the sharpest found in this
research

* Product capabilities: An extensive feature set and
capabilities that are available to non-developers and
non-data scientists in no-code tooling

 Ease of Use: Easier to operationalize by a variety of
users across different business units

* Innovation and excellence: Large development
organization allows Kore.ai to stay up to date with the
R&D trends and emerging demand for capabilities

e Toolkit: Comprehensive toolkit for NLP, as well as a
complete portfolio of connectors and integrations
with channels and leading back-end systems

kore m ©2023 Kore.ai. All Right Reserved

Figure 1. Magic Quadrant for Enterprise Conversational Al Platforms

ABILITY TO EXECUTE

kore &l
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o
)
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Inbenta
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eGain o o
[
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One Unified Platform to Optimize All End-user Experiences

Solutions

Deployment
Platforms

Channels

Tooling

Conversation
Lifecycle

Enterprise
Services

kOI © ol

Platform

Kore.ai Experience Optimization (XO) Platform Component Architecture

BankAssist

€3 SmartAssist

Enterprise Messengers

sunshine g oo S8

O N ON HFE

£ HealthAssist [ RetailAssist

Customer Experience

Employee Experience

€1 TravelAssist BT Assist 2 HR Assist B RecruitAssist €] SalesAssist ProcureAssist
2) AgentAssist B WorkAssist
SearchAssist
B Platform ( Experience Optimization (XO) Platform )
Social Messengers Web & Mobile Email & SMS Live Chat Voice Assistant IVR
O 0 o % O B2 38 @ a =, % O A 8 " %

LLM and Generative Al Capabilities

« Zero-shot Learning « Few-shot Learning « Intent Discovery « Use case Suggestions « Auto-dialog Generation « Training and Test Data Generation . Intent Less Model « Conversation Insights « Dynamic Paraphrasing

Topic Modeler Dialog Builder Knowledge Al Voice Al Multi-Engine NLP Test & Validate Enterprise Integrations AgentAssist
* Intent qiscovery from « Conversation designer « Connectors to extraction « Native integration with « ML models with « Simulation « Auth configuration « Agent desktop
transcripts « Preview, share and collaborate enterprise knowledge ASR and TTS systems unsupervised and « NLU and flow regression « Service orchestration «+ Conversation
+ Discourse patterns + Aito-dialog generation with 2-ways §yic « Built-in content review and « Native IVR supervised training « Continuous « Request processor insights
discovery No code builder with infint de-duplication workflow integration/VXML * Ontology-based improvement with P A « Next best action
« Auto dialog generation GRveoe ;I‘" e w: s canvas + Smart answers / natural support knawledge graph Explainable Al Zte‘gongs = « Agent
« Continuous trainin o8 srinbol language response * Contextual speech * Computational « Goal-driven Validations - Enterprise Apps collaboration
leidolod + Proactive notifications generation adaptation linguistics model ol ooinendations - IVR & agent software W m:n; -
« Small talk + Auto generation of domain « Visual IVR « Traits « Model validation - Third-party NLU 9
ontology «  Inbound/ outbound call - RPAZ zZww
Omnichannel Interface Conversational Intelligence Enterprise-grade Security Analytics & Insights
* Authorization * Multi-turn dialog * Pause and resume * Secure message store * Usage metrics
« Channel API handling management intents « Pll masking « Performance metrics
« Auto format messages by channel = Mestad and folow;up itaats * Context management « Encryption « Conversation insights
« Cross channel context * Mutiple intents * Sentiment « Summarization templates * NLP metrics
«  Amend entity value management * Custom dashboards
* Conversation flows
Enterprise Administration Security & Compliance Continous Improvement & Continous Development Deployment Scalability & Extensibility
* User management + SSO « Versioning « Cloud * Multi-tenant
* Assistant management « Domain verification « Version comparison « On-premise « Botkit
« Enrolment « Compliance (GDPR, HIPPA, PC1) « Hybrid

nore.al voniidential



Unlimited Possibilities with the Kore.ai XO Platform

Diverse use cases to transform every industry and every department

Customer Experience

@ Healthcare

* Drug Information

« Patient Reminder

@ Insurance

+ Add Dependents

» Fetch Policy Information

Manufacturing

* Machine Maintenance
Alerts

* Fetch Equipment
Information

% Telecom

* Promotions & Offers

* Recharge Assistant

PN

LT

Banking

Open an Account

Check Balance &
Transfer Money

Schedule an
Appointment

Report a Lost/Stolen
Card

Plan Investment &
Process Trade

Employee Experience

Platform

% Human Resources

» Organizational Policy FAQs
* Leave Management

« Visa & Permits

[ IT Services

» Asset Management

» Qutage Alerts

» Software/Hardware Request
Fulfillment

@ Travel

* Virtual Help Desk
* Loyalty Program

* Booking Assistance

E Retail

* Product Notifications
» Shopping Assistance
» Operational Support

@ Marketing

* Personalized Marketing
« Customer Analytics

« Social Media Outreach

% Finance

» Vendor Onboarding
« Payroll Processing

¢ Procurement

kore &l

M Sales

» Lead scoring & nurturing
» Sales forecasting

« Data entry automation

Contact Analytics
Scheduling support
Opportunity scoring & guided selling

Kore.ai Confidential
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Unique Stories
with Extraordinary Business Outcomes

citi

Citi Bank

Multilingual,
Multibrand IVA

90%

Containment Rate

18%

reduction IVR Volume

kore &)

Florida
Blue

In the pursuit of health®

Florida Blue

Visual IVR
Assistant

1000+
Digital Cards/Day

3X

Lesser Resolution Time

Pfizer

35 IVAs in
25+ Languages

Reduced

Load on Live Agents

50%
Reduced Wait &
Hold Time

20 ABInBev
\\ To a Future With More Cheers

ABInBev

Multilingual Email
Clustering IVA

90%

Accuracy Rate

$187K

Annual Saving

 CENBRIDGE

Enbridge

HR Virtual
Assistant

85%

Containment Rate

10X

Lesser Resolution Time

AAA Insurance

Customer
Support IVA

700+
Daily Requests

81%

Containment Rate

Kore.ai Confidential 1



Powered by the Kore.ai Experience Optimization (XO) Platform & Platform

NO-CODE UNIFIED PLATFORM

Intuitive Ul-based platform for all your
conversational Al implementation requirements ML Configurations

Define the values for the ML Configurations

Network Type

G E N ERATIVE LAN G UAG E MODELS Choose the Network Type to train the intent models.
Harness the power of large language models and stendard
generative Al technologies to accelerate development standard
Few-shot Embeddings
Zero-shot by OpenAl
MULTI-MODEL NLU MLP-BOW
Accurate outcomes with minimal training and state MLP-WordEmbeddings
of the art Al by leveraging LLMs and Generative Al. LSTM
CNN
CONVERSATIONAL ANALYTICS frenstormer
KAEN
Comprehensive in-built conversational analytics with -
custom dashboards, NLP metrics and more s
Multilingual
@ n-gram skip-gram
OPEN ARCHITECTURE . -
n-gram Sequence Leng
100+ Prebuilt connectors to integrate with popular Define maximum length of n-gram sequences.

enterprise systems.

kOre .@ Kore.ai Confidential



How does Kore.al look at
Generative Al, I—arge Language ¢ / ‘ ” '\ "‘l:‘

L ‘\
lllllll L " mll\l’\

Models and Conversational Al? | = ‘ i W

| M»

kore D



Better Together
Generative Language Models & Conversational Al Platforms

Better Together

> Kore.ai XO Platform

Together they offer incredible benefits -

Better Understanding

Higher Accuracy

Conversational Al

Platforms Improved Efficiency

Complete Flexibility

\ Z0 T N 2

Faster Time-to-market

kore m ©2023 Kore.ai. All Right Reserved Kore.ai Confidential 1414



Better Together
Leveraging Large Language Models & Generative Al

Smart Copilot Dynamic Conversations
For IVA Development Based On Generative Language Models
Smart suggestions and Facilitating natural, human-like
recommendations to quickly build, conversations by dynamically
train and test IVAs. handling user requests.
v/ Use Case Suggestions v/ Zero-Shot Learning Model
v/ Conversation Preview & v Few-Shot Learning Model

Auto-dialog Generation

v Knowledge Al
v/ Training Data Suggestions

v/ Al-Assisted Adaptive Dialog
v NLU Test Data Suggestions

v/ Dynamic Paraphrasing

2a =

©2023 Kore.ai. All Right Reserved

kore &)

Advanced Analytics

Powered By Generative Language Models

Intelligent metrics and insights
for evaluating the performance of
NLU and flows.

v/ User VA Conversation Insights
v/ Intent Discovery

v/ Agent Performance Insights
v/ Quality Management Insights

v/ Agent Customer Interaction Insights

il

Kore.ai Confidential
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Smart Co-pilot for IVA Development

B Check Balance ¥ /4 Trelning Ere”s\;?': conversation flow :k:“!dm' business logic :'r::nmtcn? and entities © Nolssues Q ~ 0
e Use Case Suggestions
. . . . . Intent: Check balance PRIMARYINTENT v/
o  Build sophisticated virtual assistants
Wlth smart use case SuggeStionS Utterances  Patterns  Negative Patterns  Rules
e Conversation Design Preview & | £ ADD | 4 Suggestons
Auto-Dialog Generation —  hgaat 3 o
e terances X ( A k
+ "How much do | have?" v X
O Fast-track your IVA deve|0pment with "What is my current balance?" WM MOToN COLTIoNe:
o "Let me know [AccountType]
XO Platform advanced LLM & "Can you tell me my account balance?" o} SN 2t FEA
Generative Al capabilities # 2 Te umon spondy

"I'd like to know the balance of my account.

« "I need to check my account balance,

([ ] Tra inin g Data G ene I'atIO n "Could you check my account balances for me?" can you tell me how much money |

have available?"

o  Speed up the training by 10x by * it sl s

account [AccountNumber]

employing the LLM-based suggestions 217638217

« "Can you tell me how much money |
have in my [AccountNumber]

e Test Data Generation 21763821 Account?
. . « "l want to check my balances, can
o NLU Test Data Suggestions Achieve you te me how much money | have?
efficient testing through advanced test + G o ghemesn e

data suggestions

kore m Kore.ai Confidential 16



Dynamic Conversations Based On Generative Language Models

e Zero-Shot Learning Model

Bot Level Intent Model Configurations

o Achieve rapid development by eliminating the

ML Configurations

Define the values for the ML Configurations trai n i n g effort

Network Type -

Choose the Network Type to train the intent models. [ ] FeW'S hot Lea rn I n g M Odel
Standard
Standard o  Consistent high performance with only 1/10th of
Few-shot Embeddings the necessary training
Zero-shot by OpenAl [N
MLP-BOW e Knowledge Al

MLP-WordEmbeddings

LsTm o Instantly retrieve & summarize answers from
CNN multiple documents without prior training
Transformer
KAEN e Al-Assisted Adaptive Dialog
Multilingual
Multiingual o  Enrich customer interactions with dynamic
@ n-gram skip-gram conversations for human-like experiences
n-gram Sequence Length . .
Define maximum length of n-gram sequences. ([ ] Dynamlc ParaphraSII'Ig
° : i '
1 o Generate engaging responses by leveraging the

generative Al techniques

kOre .@ Kore.ai Confidential 17



Zero-Shot and Few-Shot Training Models

Zero-Shot Model (with OpenAl)

Platform

Few-Shots Model (Kore.ai Hosted Embeddings)

Key Considerations Key Considerations
e Identify and define granular intents describing the purpose of e |dentify and define granular intents describing the purpose of
user interaction, and not what bot can do user interaction, and not what bot can do
e \Works well when the bot has good intent coverage e Works well when the bot has good intent coverage
e Dialog intents and FAQs need to be treated the same e Dialog intents and FAQs need to be treated the same.
e No option to tweak the training if something does not work e Will require few training utterances to for specific scenarios
e Utterances are required to train entities e Utterances are required to train entities
e Intent names and user utterances will be shared with e No data is shared externally. LLMs are hosted with the
OpenAl Kore.ai XO Platform
e Bot designer needs to enable the integration with OpenAl by e No additional enablement or cost is involved
providing the API Key
Advantages Advantages
e No training required e Limited training required.
e Uses OpenAl’s LLM & Generative Al models to identify the e Consistent responses, and easy to predict
intent names by comparing the user utterance e [Easy to extend by additional training

kore &)
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Answer from Documents - Knowledge Al

ANALYZE MANAGE () D-PINBANK P ¢ O © Env (@ Help n @
e Automatically answer FAQs from Kriowiedge:Al
PDF documents
e Not required extract the FAQs or train Knowledge Graph S
the Knowledge Graph
8 4 0 [€ Import  [3 Export i= Manage Extracts
e FAQ identification as well as answer
generation is handled out-of-the-box
Answer from Documents ¢* 2 Upload Document (@D
® Answer generation is enabled via
integration with OpenAl
M-Pin Termsheet Robert Green 15 Sep 2022 Failed ®
® Designers can choose to review the | '
auto-generated answers, curate the MPEIREHACY Boucy Aron Finch 15 May 2022 active @D ® @
answers and add them to Knowledge
Customer Onboarding Aron Bineh 15 Sep 2022 Ihaetive
Graph .
M-Pin Terms and Conditions Karan kapoor 15 Sep 2022 Active Q

kore m Kore.ai Confidential



Advanced Analytics Powered By Generative Language Models

ANALYZE MANAGE

e Conversation Insights
Intent Discovery

o  Enhance the IVA training by uncovering Projects / Kore Bank Transcripts
false positives and negatives Transcripts  Intents
[ ) Intent Discovery Extracted Intents(/ Mapped Intents
checkaccountbalance Trained an intent. View More
o Develop IVAS from transcrlpts by Block Card Added as an intent. View More
processing the historical chat Whats the process to apply... Trained 2 intents. View More
transcri ptS lost debit card Added 2 intents. Trained 1 intents View )

restaurant booking

e Agent Performance And Interaction
Insights

check payment

card closure

o  Empower customer support agents by
suggesting the next-best action,
rephrasing messages, and sharing
post-call summaries

Added 3 intents View More

More

() D-PINBANK P

Conv. Count

65,621

52,485

43,877

38,804
34,900

23,432

5,899

Entities

47

41

35

20

19

15

9

O © Env (@ Help u

Utterances Tags

435

344

322

234

109

86

54

kore &l
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Conversation Insights

Conversation Insights

Date  Mar 012021 -Mar 292021 v @ Conversation Type  Interactive v ©

book_flight127  ticket_b.. 127 Cluster 10

travel_reservation
524 Cluster 3
224

Cluster 6 Clu Clu

224 =gT H=st

87 87
plane_ti

holiday_plan_reserve flight_pur.. 228 4
387 324 Others W
127

flight_cancel Cluster 6 Cluster 7

cancel_booking
224 224 224

524

: Clu...10
Cluster'4” Clustens 224

224
224

cancel_travel_res.

387 y
booking_update Others | +22 }

324 224

Cluster 2 Cluster 4 Cluster 5/, 510
Cluster 1 387

524

Cluster3 224 “gjyster7 127 Cluster 8 12

kore &)

Conversation Status ~ Closed v ®

Intents per page 10 v

IOE

More Filters v Reset Apply

Cluster1 187 Cluster 2156 Cluster 1

276

e (el Bcéfgzgalgg
Cancel Meal

— i, 172 182
Txacking
Clu..r8 Others 302

123 134

Cluster 7 221 Others
08

Cluster 9 89 198

J Cluster 1 Clus..r2 Clu..r

arch

Bagoaye

142

Cluster1 Cl.r2 C

€hecl::

Platform

Visual map of the user utterances to

easily discover false positives, false
negatives and opportunities to train

new intents
User utterances are clustered based

on semantic meaning and mapped

against intents

Drill down to clusters or intents to
analyze the utterance

Follow-up actions to add training to

Dialog or FAQ intents or identify and

create new intents

Kore.ai Confidential



Intent Discovery - Automate Dialog Generation Platform

e Add agent interactions T } /~
and historical transcripts &= Chat Transcript o
from PDF or CSV into the

platform automatically. ’
The platform intelligentl @ = w kX?,!:go'?
| | y — :
extracts the information, > { RS covery Indentify Intents
reads, analyzes and ‘9 Knowledge Base 3
identifies the intents and \ \

flows.

Leverages this data to
build virtual assistants and
to communicate with
customers/users
proactively.

kOre .@ Kore.ai Confidential



Knowledge Al / Document Al @ra-wmay 2023) & Platform ‘

e Intentless models to answer questions and generate
conversational responses

e Retrieval augmented LLM to answer with fluidity while
grounded to factual information

[ ] DOClJment Al y :uman .
Needed?
o Automatically extract layouts from documents BODOE sl e (0] (&) SR |
O BHEBEE " le(x 57, DD OCR
. . . | === — P . "\goo |
o  Context aware intelligent chunking EEDD ) No L]
Documents ) Layout
A . . . LayOL_Jt Projection es
o  Workflow with ability to include Human review and REkLmn Layout Schema ' k -
feedback

Layout to COCO
COCO to Layout —_— Converter
Converter —

o Pre-process documents for cleanup and context

enrichment ‘ €0CO Schema ‘
o  Extract text, tables, charts and images, support for e oo
OCR =%{ ' Label Studio|—
---—-—l—', — X b‘a?‘]'wmm' 51.81, "height":6.98,
e  Support multiple content sources - websites, file drives, Mol Armotation )

content management systems

e Content refresh with dynamic retrieval and periodic
synchronization

e Support for Ontology
e Topics extraction

e Answering using context, with citations

kore m Kore.ai Confidential 23



Generative Al LLM for Enterprise (GALE) Framework

Platform |

Business

Web content Docs, files Rules

kore &)

|
ol

Knowledge
Graph

Enterprise
Applications

Real-time querying & retrieval

Adaptive Dialog Execution

Dialog modeling Modal Insights Multi model deployment
[
Business rules management Human-in-the-loop review and Automated Fine Tuning
Feedback '
Knowledge Al Automated evaluation of the lptls el

I
conversation flow .
Scalable model serving

Document Al infrastructure

Custom fine tuned models

Multi models optimized for

different tasks

\
(
S

Virtual Assistant-1
Virtual Assistant-2

Virtual Assistant-3

Conversation Engine + Policies

Working Memory

Query engine

Model selection and task
routing

LLM
(GPT-X, T5, BLOOM, XLNet etc.)

Human-in-the-loop

Kore.ai Confidential 24




Innovative Capabilities to Enhance Development Experience & Platform

Delivering extraordinary experiences for customers, and employees, globally

NO'CODE E '-'-’ S User =tent

Confirmation v

UNIFIED PLATFORM Bot Action - m

Crtity: Phone Number

32 Dialog Task

MULTI-ENGINE NLU intent
Agent Transfer -
MULTICHANNEL Digital Form Y E “E
ANALYTICS

e Actionable insights of virtual assistant usage in a single dashboard

e NLP metrics to track failed and successful utterances

k()re m Kore.ai Confidential 25



Innovative Capabilities to Enhance Development Experience & Platform

Delivering extraordinary experiences for customers, and employees, globally

= BUILD DEPLOY ANALYZE MANAGE o Banking Bot &
lli  SUMMARY
& CONVERSATIONAL SKILLS A Banking Bot

o Bank Assistant

@ Storyboard Created On: 2nd July 202112:43PM  Available in : English, Swedish

2% Dialog Tasks

UNIFIED PLATFORM

® Knowledge Graph

+ New Task
& Alert Tasks Tasks Knowledge Graph Sme
Q Small Talk NPS Test DIALOG Small
MULTI-ENGINE NLU [J DIGITAL SKILLS v 29 12 7 can.hz‘
check balance DIALOG Paths Terms Synonyms desigr
user. k
[@f NATURAL LANGUAGE v
Pay bill DIALOG
@ INTELLIGENCE v 0 27 0
MULTICHANNEL Get Balance DIALOG Traits Fags intents
TESTING v
7 More Tasks
£%  INTEGRATIONS v
& CONFIGURATIONS v

ANALYTICS

Offers end-to-end capabilities including Design, test, train, deploy, analyze and manage assistants

One platform for all your diverse use cases: build virtual assistants (VA) and process apps (PA)

kore m Kore.ai Confidential 26



Innovative Capabilities to Enhance Development Experience & Platform

Delivering extraordinary experiences for customers, and employees, globally

NLP ANALYSIS JSON VIEW

- -
- —

» Fundamental Meaning

s HARRE A FRsrARaafATTRA
efinitive matches found.

@ Definitive matches Probable matches

NO'CODE USER UTTERANCE

| want to transfer funds
| want to transfer funds
PROCESSED UTTERANCE

transfer fund

UNIFIED PLATFORM — _
MACHINE LEARNING MODEL

transfer funds 11,546
check balance

apply card (Eliminated) 0
MULTI-ENGINE NLU FUNDAMENTAL MEANING
Book a flight (Eliminated) 0
fetch master details (Eliminated) 0
MULTICHANNEL KNOWLEDGE CRAPH
open account (Eliminated) 0

- /no match/ -

submit master details (Eliminated) 0

RANKING AND RESOLVER

ANALYTICS

e State-of-the-art Al with Machine Learning + Fundamental Meaning + Knowledge Graph Models

e Results in higher intent recognition rate and less false positives

kore m Kore.ai Confidential



Innovative Capabilities to Enhance Development Experience & Platform

Delivering extraordinary experiences for customers, and employees, globally

NO-CODE

UNIFIED PLATFORM

MULTI-ENGINE NLU

MULTICHANNEL

ANALYTICS

kore &l

Enterprise On Cloud / On Premise
Voice Assistants
Messenger ) ERP
@ Q @ l Kore.ai w =- ORACLE
Skpe ‘I%I:;os Woriglace e [} Ass ISt an ts A . Microsaft e
¥ O Vv S g CRM
Cisco Grip Yammer § '.g 4] hyl]rls Du—ﬁiif
Jabber o N
O $ ) . > o
L]
' o SMS E ~ 2 Core Platforms Banking
Slack  Kore Google Microsoft o c 5 N . el henr
Hangout  Teams ( .) O - & | FiNasTRA =S Jegheny
- ) 4 <
@tw.llo 4 § 2 wremevos @) [ cuibewire
TROPO ]
Social Messenger S®
=2 HRM /HCM
© © - + I
[ T SAP SuccessFactors
Line FB Telegram Email B o4 ety workday.
Messenger Messenger = 8
® W ) Agent Handoff =8
I P ITSM / Productivit
WhatsApp  WeChat  Twitter S D 4 g . Y
<] wrelr  BOX  zendesk
SJIRA C servicenow
IVR
AVAYA il Web\Mobile Hooks Live Chat Agent i RPA
S GENESYS - U anU = & blueprism \ Wi @Pqth
[=] 3 NUANCE
oy NICE kO/‘ C- G0 0O %z Virtual Call _ Healthcare
Five% inContact o —-Rv = oy . - A t EpiC & cerner [ mfermedica
erviceNow LiveChat Zendesk gen <

e Deploy VAs and PAs to 35+ voice and digital channels in 100+ languages

e The platform also offers pre-built integrations with popular enterprise systems
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Innovative Capabilities to Enhance Development Experience & Platform

Delivering extraordinary experiences for customers, and employees, globally

Session Type Interactive v @ Session Status  Closed v @ More Filters v

< BUILD DEPLOY ANALYZE MANAGE
’ Overview
NO-CODE
28 Date  Mar 012021 -Mar 292021 v ©
U N IFIED PLATFORM : Conversations Dashboard
I Conversation Sessions
5 10,000 =
=)
MULTI-ENGINE NLU
AR
Self Service 7,000
@) Drop Offs 2,500
® Agent Transfer 500
E
MULTICHANNEL i
= Performance Dashboard
&
Intent Identification Rate

ANALYTICS

@ Personal Banking < Q © Env @ Help @

Users Dashboard

Messages Total Unique Users

102M =+ 2,105 =

® VA Sent Messages 95,000 ® New Users 1,750
VA Received Messages 17,356 Returning Users 577
Goal Completion Rate Services Executed Scripts Executed

Actionable insights of virtual assistant usage in a single dashboard

NLP metrics to track failed and successful utterances

kore &l
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Optimize Customer and Employee Experiences

with the Kore.ai Product Suite

& BankAssist HealthAssist
200+ Pre-built Retail Pre-trained Virtual Assistant
Banking Workflows for Patients

TraveIAssist Coming Soon

Pre-trained Virtual Assistant

for Travel

Accelerators

m SmartAssist Al-native CCaaS Platform

Experience

SERTTS | Flow Designer

SearchAssist Al Powered Conversational Search Engine

Al Routing | Agent Desktop

£2 Retail Assist cominssoon B HR Assist

Pre-trained Virtual Assistant
for Retail

Pre-trained Virtual HR
Assistant for Employees

Apps

AgentAssist Al-native AX Platform

P|qt‘f‘orm Experience Optimization (XO) No-Code Platform

Virtual Assistants

Conversation Designer Dialog Builder
35+ Channel Multi-Engine
Integrations ‘ Shlle NLP
A A Conversational Al automation
ngh“ghtS Full lifecycle management

kore &)

Next Big Action Action Suggested Agent Search
Suggestion Fulfillment Response Assistance
Federated Search & Chat ‘ Synonyms & Context
Process Assistants
Process App Builder Voice Al
Analytics Conversational -
& Insights Intelligence ‘ Seztslivy

35 interaction channels
Retains context over time

SalesAssist coninssoon

Pre-trained Virtual Assistant
for Sales Teams

Analytics
& Insights

Easy, no-code orchestration
Pre-package applications & integrations

Platform

B RecruitAssist comnsson

Pre-trained Virtual Assistant
for Employee Recruitment

BT Assist

Pre-trained Virtual IT Assistant
for Employees

(1) ProcureAssist corirssoen ><

Pre-trained Procurement
Virtual Assistant for
Employees

Templates

@ WorkAssist

Table Apps, Views
& Dashboards

Al-native EX Platform

Context based Conversational Al Cognitive
Collaboration with Kora Search

‘ Auto Suggestions ‘ Filters & Facets ‘ Weights & Ranking

Digital Apps

Knowledge Al Al Driven Topic Modeler

Message

Governance ;
‘ Middleware

Enterprise Integrations

Full native CCaasS option
Customer, Agent & Employee use cases

Kore.ai Confidential

30



////

Al-powered Visual i
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Automate customer and
employee interactions

kore D



Virtual Assistants are Redefining the Future of Conversations 8 Platform

Enhance engagement and build loyalty with

Al-first Virtual Assistants

e Ubiquitous - Interact with anyone, anytime and anywhere

e Conversational Ul - Supports Verbal and Voice commands

e Contextual - Remembers Context and Delivers Natural Experience
e Omnichannel - Deploy on multiple channels and languages

e Proactive - Send timely notifications and alerts

e Self-learn - Understands and learn from previous experiences

e Higher EQ - Identify emotions and transfers the interaction to live agents
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Tooling & Capabilities to Manage the End-to-end Lifecycle

Design
« Conversation designer

- Dialog Builder, Auto-discover
intents and Knowledge Graph

* Digital views & Small Talks

| Train

i * Multi-Engine NLP

i - Conversation Intelligence
i + Explainable Al

i + Context Management

Test

* Talk to bot

» Conversation regression testing
+ Batch testing

» Utterance testing

kore &l

A

Kore.ai
XO Platform

Platform

Manage

* Enrollment, user management
* Roles and permissions

* Groups

Analyze
» Containment + drop-off insights

* Virtual Assistant performance
insights and dashboards

* NLP Metrics, Usage Metrics

Deploy
» 30+ pre-built channels + SDKs
* Supports 100+ Languages

* Pre-built workflows - Integrate
with popular systems and tools
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Design Human-like Conversations Using a Visual Designer & Platform

= Travel Bot / Bot Summary X

Conversation Designer < Transfer Money Preview S B o

Scene Timeline

Knowledge Extraction

Training & Testing

Contextual Intelligence

Voice Capabilities

Pre-built Templates e Intuitive conversational interface to design conversation experience between the user and assistant

e Auto Dialog Generation - Automatically convert user-assistant experiences into executable dialog tasks
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Elevate Your Existing Enterprise Knowledge Repository & Platform

Add Intent X
Kore.ai Bank
Knowledge Graph
1 H Search Term Intent
Conversation Designer ® FaQ Task
Personal Banking - Intent Name

Banki
e ] Open an account

Knowledge Extraction

Internet Banking >

Savings Account | want to have an account here

Mobile Banking

Training & Testing

Display Name

Credit Cards Account_.opening

Bot Response

A N N N

Contextual Intelligence | Home Loan ] o popm— ”
—{ Personal Loan J
Rates and Fees ’ 1
Voice Capabilities o ] &

l Insurance

Pre-built Templates e Instantly build Conversational Experiences by processing the enterprise knowledge repository including PDFs, CSV,

Webpages,Wiki and more
® [Extract, annotate, train and publish the data to construct a knowledge graph
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Enhance Performance with Best-in-class Training & Testing & Platform

< BUILD DEPLOY ANALYZE MANAGE o Banking Bot
. . I N Training In Progress
Conversation Designer i summary
=, CONVERSATIONAL SKILLS Training o
C] DIGITAL SKILLS v
KnOWIGdge Extraction Intents Entities Bot Synonyms Concepts Traits
[©f NATURAL LANGUAGE ~
s+ Training
Training & Testing = Thresholds & Configu...
apply card /\  Dialog Intent
@ Advanced Settings
@  INTELLIGENCE v change account type Sub Intent
Contextual Intelligence S .
& change name and account type Sub Intent
€% INTEGRATIONS v
check balance Dialog Intent
. yegs & CONFIGURATIONS v
Voice Capabilities
fetch master details /\  Dialog Intent
> TooLs v

Pre-built Templates

® The platform offers comprehensive tools to train VAs for intents, entities, synonyms, traits and concepts

® Ensure optimal performance with batch/utterance/conversation testing
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Personalize User Interactions

Conversation Designer

Knowledge Extraction

Training & Testing

Contextual Intelligence

Voice Capabilities

Pre-built Templates

kore &)

Platform

Hi

User Context
“first name=Sam”

Hi Sam, how can | help
you today? >

Do | have enough funds to make ()
a wire payment of 4000 to ABC Inc.? ‘ ’

O Yes, you can wire $4000.
. . Enterprise Context
Your savings account balance is $8700 "account_type=savings"

()

Great, pls make a payment

Bot Content

“curreny=dollar”

LY 4

Sure, | will initiate payment Bot Context
of $4000 towards ABC Inc. “payee=ABC Inc."

Uses contextual data from user input, APl responses, and custom processed input

Handles and remembers context for recent conversations
Ability to carry context across intents and FAQ’s.

Kore.ai Confidential



Create Seamless Experiences Through The Voice 8 Platform

Conversation Designer

Knowledge Extraction

Training & Testing

Contextual Intelligence

Voice Capabilities Play Video: IVR Banking

Pre-built Templates

®  Seamlessly integrate with popular voice channels,IVR systems, ASR and TTS tools

[ Offer out-of-the-box integration with Alexa, Google, Genesys, Nuance, Cisco and more
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http://drive.google.com/file/d/1lTQc_wY65hSZnei5xfOyXdpvjIbctqbA/view

Get a Head Start With Out-of-the-box Templates & Platform

kore @ Experience Optimization Products Use Cases Services & Support Resources Company Try for Fri
.

Conversation Designer Platform Virtual Assistant ~ Process Assistant. Enterprise .~ Resources. Pricing Marketplace  Sign|
Platform
Virtual Assistants View Less
. ‘= Discover
Knowledge Extraction
e
Virtual Assistants 5 N
e -
A - pre
&% Process Apps %% ? . | o = ;
Training & Testing A n Y 4 :
7 4\ | ,h:]i
Password Reset 866 Insurance Lead Booster 780 Vaxie 606
Contextual Intel I |gence This Virtual Assistant helps employee This Virtual Assistant template Vaxie is a Virtual Assistant that
of your organization do a password... captures your lead data and provide... answers questions for members of...

Voice Capabilities

Prebuilt Templates

Accelerate your development by leveraging customizable pre-built accelerators and templates
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Interact with Your Users in 100+ Languages

Enable multiple languages
without having to rebuild
the virtual assistant

Train in one language and
the language-agnostic
NLP models start
interacting in over 100
languages

The platform also allows
you to build
language-specific models
for 25+ popular languages

kore &l

Platform
Languages Supported
Arabic English Kazak Slovenian
Bahasa Finnish Korean Spanish
Brazilian French Malay Tamil
Catalan German Marathi Telugu
Dutch Hindi Polish Ukrainian
Chinese Simplified Italian Portuguese
Chinese Traditional Japanese Russian

Click here to view the list of 100+ languages supported

Kore.ai Confidential
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https://developer.kore.ai/docs/bots/advanced-topics/multi-lingual/building-multi-language-bots/#Generic_Language

About Kore.ali

8+ Years of Innovation-driven Growth

Launched Enterprise Frost & Sullivan Global
Conversational Platform CAIP Award

In-house research and Recognized as a leading
engineering CAIP by Gartner, IDC and

Everest Group

2015 2018
2014 2016

Company Founded Gartner Recognition

Office in USA (HQ), UK, Diverse customer base in

India, Japan, Korea banking, telecom &
healthcare

» Experienced Management Team
multiple IPOs in prior experience

» Large Product Organization - 500+ Engineers

« 800 Global Employees

kore &l

2019

Raised Series B

Leader Position: Everest, Leader in the
IDC, ISG Gartner Magic Quadrant

Positioned as a leader in
the IVA Peak Matrix

2020 2022
2021

Series C Raised 73.5M

Growing customer Launched 4 New Products
fA?FS),;[\Cp)rlnt in NA, EMEA and SmartAssist, BankAssist, IT/HR Assist

New offices UK, JP, Korea

* Global Footprint
with over 200+ Fortune 2000 customers

* 130% Consistent YoY Growth

Kore.ai Confidential
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Start Your Journey With Kore.ai Today

The industry’s most comprehensive, intelligent CAIP
trusted by 1000s of customers globally

kore m Kore.ai Confidential
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IVR based Universal Assistant handles large inbound call volume ) Cigna.
Voice based telephony with orchestration of multiple bots

- Contact center burdened with over 100M calls - Universal bot built on Kore.ai platform easily understands

annually from members seeking support callers' intent, interacts with other bots as needed and
. Members had to interact with multiple seamlessly handles multi-turn conversation to provide

individual bots to seek support for different contextual responses or can transfer to an agent with CUSTOMER WINS

queries. This was hampering experience and interaction history

more likely they request for agent support - The bot takes up incoming calls and also runs outbound IVR based universal assistant
. Call center experienced low containment rate campaigns proactively for refill and status of their orders handles 100M calls annually,

and payments targeting 125M in next one

year

Universal assistant capable of
handling Inbound calls as well

Authentication Bot

Order MS as outbound campaigns.
nemoer Order Status Bot ) _ _
Service 8% increase in containment
Bot
IVR based * > Payment Gateway rate

Universal

Refill Request Bot

Expect to achieve $13M cost
savings

Assistant

Medicine Inventory

- Order status Al DB e .

. Refill prescription m ‘. q Payments Bot Ret.ralnlng results in reduced
. Change refill maintenance costs

- Payment

kore &l R
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Conversational IVR system responds to customer queries Cfﬁbank

Large scale implementation / Complex dialogs

21 million calls per month for Citi credit card - Consumer Banking & Cards Conversational IVR virtual
queries assistant built on Kore.ai platform identifies caller intent
and responds to caller’s queries or hands over to an
DTMF based IVR system leads to a longer agent CUSTOMER WlNS

- Handles calls in English and Spanish
- Supports 100+ banking intents

- User behaviour analytics ~ 500,000 monthly calls handled
at present

call duration and bad customer experience

- Costly upgrade and maintenance

Vol expected to grow up to 250M

. Core banking system in 1 year
Conversation
al IVR 1Q0 PSR :
: 18% reduction in call duration
Integrated with )
existing IVR Payment Gateway due to conversational IVR
Queri dina bill techstack
ueries regarding bi oy
payments, credit limits, v 93% intent accuracy
card transactions, lost or Knowledge Base
stolen, and promotional {L|'"|" q Seamless transition from legacy
offers, statements, IVR techstack to conversational
Payment address , IVR
Registration, Login , Pwd
troubleshooting and
account balance etc Sp. Agent
Transfer
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Digital Virtual Assistant provides brand specific customer service

Large scale implementation / Transaction based / Complex dialogs

Citi’s own credit card consumers and 65 million
Consumer Business Credit Card customers
from 40+ partner firms (Macy’s, BestBuy,
Home Depot)

25M monthly calls with volumes increasing
10-15% YoY

Increasing load on contact center was
increasing operational cost as all queries/
transactions were routed to live agents
Current system unable to provide brand
specific responses

=

Queries regarding bill
payments, credit limits, card
transactions, lost or stolen,

and promotional offers, ‘L||-|||.

statements, Payment address ,
Registration, Login , Pwd
troubleshooting and account
balance etc

kore &l

Webchat
Intelligent
Assistant

- Consumer Response System (CRS) virtual assistant built

on Kore.ai platform answers repetitive queries and
transactions related to card limits, bill pay, lost/stolen,
promo offers

- Provides brand specific and personalized responses on

different channels

Brand Card Policy Docs

» Payment Gateway
' Knowledge Base

Consumer
Business

(CRS)
Virtual
Assistant

TN\
www
AV 4

Agent

citibank

CUSTOMER WINS

IVR volume reduced by 22% YOY
90%+ containment rate with:

85% of transaction-based
conversations are now
automated with conversational
Al

15% of customer
engagements serviced with
automated FAQs

8% of customers now make
payments via SMS
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Visual IVR assistant helps members with ID cards Florida Blue

Voice based telephony / Complex dialogs / Multimodal implementation

Florida Blue agents handle thousands of - Visual interactive voice response assistant built on Kore.ai
calls daily to help members in form fills for platform guides member with digital ID card, fill-up form, or
requesting digital ID cards, look up PCP, get get the claims status.
claims status, Bill pay. - Virtual Assistant interacts with member on IVR and CUSTOMER WINS
h bers had t it too | i Webchat channels simultaneously.
o racive VA guides members o Nl il - VisualIVR handies over 2000
- Interactive VA guides members on while filling up . : : :
to fill up basic forms. the web form digital ID cards inquires daily
75% Customers opt for visual
IVR option over live agent
N = B 1200+ ID cards dispatched
; . Digital ID card B -
V'SU?I IVR - Form fills —_— 90% containment rate
Assistant . Claims status : — _ -
. Look up PCP Link | s . 3X reduction in waiting and
— resolution time

Improved customer
satisfaction. 94% customers
provided Positive feedback.

Queries regarding Cisco IVR, g
ID card, look up Nuance ATS

PCP, Bill pay,
claims status, m q

policy details English/Spanish

Agent
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Virtual Assistant automates enrollment and policy FAQs.
Transaction based conversations
* 450,000 calls related to policy and payments * ‘My Policy’ virtual assistant helps customers with policy

during open enroliment period related FAQs and transaction related queries during
enrollment cycle.

* Costly agents were spending too much time
answering repetitive queries

Integration with Liveperson for seamless agent transfer

Quickly scaled to answer specific queries during the
COVID-19 pandemic

* Lower call containment rate resulting in lower
productivity

Policy Docs

» Payment Gateway

Knowledge Portal

My Policy

Virtual
Assistant

. WwWww
Policy renewal (s

Scheduling a payment
Checking due dates
Setting up Auto-Pay

Agent

kore &l

g Insurance

CUSTOMER WINS

1000+ requests/day
50% call containment

My Policy VA on website
improved customer
experience with FAQs

Higher engagement on the
website

Easily scaled up during
pandemic

Kore.ai Confidential
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Virtual Assistant provides customer care service for appointments & ops Millennium

Transaction based conversations / Multibot hanlk

Agents are overwhelmed with 400K inbound - Banking virtual assistant built on superior NLU XO platform
calls/month with better intent recognition
Bank’s existing voice and chatbot solution is + 15 voicebots and an intelligent virtual assistant CUSTOM ER WlNS
unreliable, fails at multiple in§tances, and . Support both Polish and English languages
leads to bad customer experience - |Is available on web, mobile, IVR, and bank’s intranet portal 1.2M voice and chat sessions per

: ear are handled by the voice and

. : Use Cases in scope: y
Increasing load on contact center agents is : :
increasing operational cost g 1. Voice Inbound: Password Recovery, Card Block, Reset digital chatbot solution.
gop Card PIN, Password Unblock, Call Steering
2. Voice Outbound: Leads Validation 15 Voice bots, 1 IVA
3. Chat:.Money Transfer, Digital Access FAQs, Chat 70%+ containment rate with:
Steering
Kubernetes 70% of transaction-based
Chat conversations are now
Web, KQRE‘A' , , automated with conversational
Mobile A — Microservices NLPEngin N
PP NLU+Dialog Manager+NLG
80% intent recognition rate
Voice call 7% reduction in customers
IVR Al VOICE INFRA Bank API inbound calls
‘. Genesys Techmo Gateway

Handoff to Human ASR+TTS

kore &)
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IVA helps in underwriting queries and recommendations Rakuten &X4ES

Transaction based conversations / Complex dialogs

Rakuten Life's 4,000 insurance solicitors . Conversational Al IVA “Aria” is embedded in the Bank’s
carry out sales activities nationwide using app on iPad.
iPads as sales terminals . The IVA immediately responds to the customer's
Epc:erwriting queries based on the customer's disease BUS'NESS BENEF'TS
. e istory.

Complicated and large amount of guideline In theyunlikely event that it is difficult to enroll in the
judgments for insurance underwriting based desired insurance, Aria will also recommend (sales All 4.000 insurance solicitors
on the matrix of disease and insurance type activity) insurance that can be enrolled to the recruiter. ’ _ _ A
is a big hindrance in improving the use IVA to identify criteria for
proficiency_of new employees and a Guidelines for underwriting insurance underwriting
bottleneck for veteran activities. - General

Addendum 85% satisfaction rate

Corona

2X faster response time for

Disease DB underwriting questions

: Plans to expand to other
Conversational .
Al assistant Underwriting Rules operations (more than 1,000

FAQs, new policy guides)

“Aria”

Knowledge Base

==_——| Aria on
— — iPad App
kore m B Kore.ai Confidential 51




Multiple virtual assistants answer employees queries

Orchestration of multiple bots

High volumes of low-value, repetitive
queries for HRBPs and IT helpdesk.

Employee Life Cycle management along with
enrollment period & appraisal cycles were taxing
limited HR staff.

Triaging issues with multiple applications over
call was leading to average call duration of >15
minutes.

ﬂ 69 Virtual

Assistant

Queries regarding
onboarding, Password

reset, Triage issue, /v|:|\
Outage information (-
etc. -

- Multiple virtual assistant built on Kore.ai platform helps

answer these queries

. Available on intranet as self-service

- Integrates with Informatica and ServiceNow

ELC Bot
- Benefits

servicenow.

- Onboarding
e

- FAQs Employee + Benefits

ITSM Bot
- Reset Password
- Triage Issue
« Incident
Resolution

Tickets + Catalogs

ServiceNow KB

Agent Training
VA used for

training agents

Intranet MS Teams

kore &)

ltec

CUSTOMER WINS

Handles over 100,000 queries
every year.

~90% containment rate

20% reduction in average
handling time by the agents

20% reduction in the support
staff workforce

Resolutions time reduced from
15 mins to a few seconds
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Intelligent Virtual Assistant helps Agents in answering queries

Complex dialogs / Transactional

Over 2000 agents busy serving clients on
wealth management related topics

Legacy homegrown agent support solution was
difficult to improve and maintain

Even a small change request would be process
intensive and would take 12-16 weeks to process

Very high development and maintenance cost -
requires technically skilled resources

Queries regarding New
retirement account, transfer
retirement account, status, etc

7=

Virtual
Agents R ’ AL
Assistant
[ai

kore

) =

Intelligent ‘Agent’ virtual assistant built on Kore.ai XO
platform (On Prem Deployment)

Full understanding of Wealth Domain Ontology/Taxanomy
dynamic conversation flows that resolves partial user

queries and smart disambiguation handling.

Supports 3000+ FAQs, Tasks, Lead Generation and
Escalation to operations team

Reduced dependency over skilled technical resources
and enabled rapid change implementation

Wealth Policy Docs

Domain

Ontology/ Knowledge Mgmt
Taxonomy

Lead Gen System

Intranet [ [  Operations Agents

Morgan Stanley

CUSTOMER WINS

Handles over 600,000
Search/Query sessions/year.

580,000 searches contained
~70% agents use assistant

12% reduction in average
handling time by the agents

1M+ minutes saved since Jan
‘21

83% positive perception rate

Kore.ai Confidential
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Virtual Assistant provide guidance to procurement teams, globally SIEMENS

Transaction based multilingual conversations / Complex Dialogs

* Procurement helpdesk staff was spending too much ° An IVA was developed for SCM organization to provide 24X7
time answering repetitive queries from global teams instant support for all regional and global procurement
queries
* Purchase employees had to spend time in looking for ° on time
right and receFr)1t i3|/1fo P J o In their preferred language (German, English, Spanish) C USTOM ER WI NS
o relevant/ compliant to their region.
* Long w_alt time, lower cont?Ir.Iment rate resulting in Multiple SCM use cases are deployed under Global VA program. Within 6 months of go-live,
delays in procurement decisions ] . .
This VA offered guided flows, dialog tasks and FAQs for there are over 6 global bots,
o Supplier qualification, Supplier management, Data over 23 child bots.
catalog

o Country specific queries and FAQs 80% Average goa| completion

rate

Policy Docs

~73% Average containment
rate

» Payment Gateway ~75% Average intent

identification rate

Global

Procurement
AV/AN

>

v

2% LIVES . Knowledge Portal 86% of the users have a given
LIVEPERSON

e  Supplier qualification WWW D a good rating for the bot.
e  Supplier management, N\ 5
e  Datacatalog
o Majorly FAQs for different countries émé
Al Agent
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Universal bot provides quick resolution orchestrating multiple bots

Multibot orchestration

DB internal support staff experienced
exponentially high call volume for HR, IT,
Compliance, IT Ops related queries

Different agents for different languages was
operationally costly

Agents unable to handle call vol lead to long wait
times, lower productivity

Employee
Service

e HR Queries
e ITSMand ITAO
e Compliance
e Credit Risk

kore &l

Five different IVAs build on Kore.ai XO platform. “lva” for
ITSM, “CatBot” for HR, “Carrie” for Compliance,
“ITAOHelper” for IT Applications, and “Ria” for Credit Risk
queries.

Universal bot built on Kore.ai platform easily understands
callers' intent, interacts with other bots as needed and
seamlessly handles multi-turn conversation to provide
contextual responses or can transfer to an agent with
interaction history

IVVA Bot for ITSM

ServiceNow
CatBot for HR
Carrie for > KMS
Compliance
ITAOHelper for IT Employee Dir

Applications

Ria for CreditRisk

Deutsche Bank

CUSTOMER WINS

e HR Bot alone consumed 10K
sessions in 5 months

e 45% reduction in Agent
deflection rate

e 70% increase in containment
rate

e Resulted in annual savings
of $640K and growing YoY

Kore.ai Confidential
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Customers Choose Kore.ai for Our Superior Platform

No-Code

Drag and drop builder,
OOTB support for 35+
Digital and Voice
channels

Multi-engine
NLP

Higher intent
recognition rate
with less training

kore &)

Explainable
Al

Tooling that provides deep
understanding of NLU
models and training

Contextual
Intelligence

Human-like conversations
with interruption handling
and entity amendments

Choice of
Deployment

On-premises, in the
cloud or hybrid
deployment

Universal
Bots

Interact with multiple
virtual assistants
through a single

interface

Open and
Extensible

Seamless integrations
with channel/app of your
choice through APls

Conversation
Analytics

Track the assistant
performance in
real-time with inbuilt
dashboards and
metrics

Platform

Language
Support

Build virtual assistant
that interacts in 100+
languages

Enterprise-
Grade

Multi-tenancy, enterprise
security, audits, analytics
and more

Kore.ai Confidential



Chatbot vs Virtual Assistant

Chatbot

* Rule-based

« Ul (Buttons) focused Interface

« Lack of contextual awareness

« Developer has to configure each and every
response

« Chatbots cannot handle deviations within the
conversation

« Fails to answer multiple queries in a single
utterance

» Provide responses only in the defined language

« Performs better for FAQ kind of interactions

kore &l

Platform

Al - Virtual Assistant

Intelligent

Conversational and Rich-Ul Interface
Understands the context and responds
Leverages ML capabilities, understands from
user responses and self trains

Virtual assistants are good at handling multi-turn
conversations with interruptions

Virtual assistants dissects user utterances and

identifies multi-intents

Capable of understanding user language and

respond accordingly
Organizations leverage virtual assistants to

automate front-office and back-office interactions
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Voice Capabilities Deliver Extraordinary Customer and Agent Experiences Platform

Revolutionizing Contact Center Experiences with Platform’s

Voice capabilities

* Al-Native Automation - Automate up to 80% of customer interactions
with Conversational Al-first Virtual Assistants

* Al-driven Smart Routing - With agent proficiency, affinity and
priority aging

* Integrate with popular agent platforms like ServiceNow, Salesforce,
Liveperson, Nice in Contact, Genesys etc.

* Next best action based suggestions for Agents
* Ability to suggest the answers for the customer queries

* Suggest relevant tasks based on the customer input and

conversational context
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Conceptual Architecture | Contact Center solution

Digital

<

Voice

kore &)

IVR
(Genesy, .
Cisco,
Avaya,
etc.)

Kore.ai Voice Gateway

Audiocodes
TTS Engine
(Nvidia, Nuance Vocalizer,

Microsoft TTS, Google)
ASR Engine

(Nvidia, Nuance Recognizer
with Krypton Engine, Microsoft
STT, Google)

Voice (Call is not contained)

£

Enterprise
Applications /
Data Lake

Voice (Sent for distribution)

Kore.ai XO Platform Agent Desktop
. Salesforce CRM
Dialog
_—
Voice Cust
Intent Chat / Message ustomer
. . : Agent Detail
Detection ——* Chat Deflection Email Assi
. ssist
Social
kore &0 kore &)
e
Agent Transfer Digital
OR
_______ : : ~ Routeto Kore.ai
: Kore.ai Services & Models : Agent .
1 : Desktop Voice c
3 o 000 ] ustomer
?f 338 @ c . Chatém:ﬁsage Agent Detail
Analytics Amin NLP / ML 4 Social Assist
Servers s
@ % @ kore &0 kore &0
Execution Database Conversatio OR
Servers Servers n Engine i
@ (-g f Other Agent Desktop Solutions
Process i Voice
Knowledge i
] Assistant Al ¢ : Sl Me§sage Agent  Customer
............................................. . Email A X
. Assist Detail
Social
kore €D kore €

Automatic Call Distribution & Call Routing

(Genesys, Cisco ICM, Avaya, etc.)

Voice (Routed to a Voice Agent)

Platform

—

Live Voice
Agents

—

Live Chat
Agents

Kore.ai Confidential

61



AgentAssist Key Features Platform

Intent detection and call
resolution support

Next best action suggestions

Leverage the Kore.ai conversational Al
platform to build intelligence so AgentAssist
can help resolve customer queries.

AgentAssist can monitor and
proactively suggest what the
next best action is to the agent.

Agent training and

empowerment Multi-modal engagement

Agents can submit queries to the VA
or have it automatically listen in to a
conversation, supporting agents
end-to-end in the conversation

Help agents be the best they can and
give them the tools to feel confident in
their job with reply suggestions,
sentiment monitoring and more.

Scalable personalization Enterprise system integration

Integrate AgentAssist into backend systems
and seamlessly surface information, launch
applications, run RPAs and more.

Personalize agent conversations
to provide a better customer
experience and identify
opportunities for upsell

kOre .EU Kore.ai Confidential
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Proactive NLU Validations

e Enhance the virtual assistant
training by offering proactive
warnings and suggestions

e Simplified experience for Intent
and Entity detections

e I|dentifies untrained Intents or
intents with inadequate training

e Predicts the expected intent
with low confidence

kore &)

Training

Intents  Entities  Bot Synonyms

Order Updates

Cab Booking

Book Hotel

Fall Back

Refund Queries

Sample Task 1

Fund Transfer

Statement Request

New Order Updates

Repeat Order Updates

Concepts  Traits

Error (2) Warning (1)

A 2 Utterances may wrongly identify other Intents
Modify the utterances or use Utterance Testing to
understand the issue.

A 4 Utterances do not identify any Intent
Modify the utterances or use Utterance Testing to
understand the issue
2 Utterances have less confidence score

Modify the utterances or use Utterance Testing to
understand the issue

= View Utterances
A Sub Intent Dialogs
Alert
Sub-Intents

Dialog Intent

jo)
1l

19 Utterances

23 Utterances

14 Utterances

7 Utterances

23 Utterances

14 Utterances

-+ Utterance

14 Utterances

7 Utterances

23 Utterances

Validate Model v

12 Patterns 9 Rules
14 Patterns 33 Rules
33 Patterns 13 Rules
9 Patterns 9 Rules
2 Patterns 21 Rules
33 Patterns 13 Rules
+ Pattern + Rule
33 Patterns 13 Rules
9 Patterns 9 Rules
2 Patterns 21 Rules
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Multi-Engine NLU for Delivers Superior Intent Recognition

;-

Fundamental Meaning
Engine

Fundamental meaning to analyze the
structure of a user’s utterance to
identify words by meaning, position,
conjugation, capitalization, plurality
and other factors

kore &l

%3

Machine Learning
Engine

Machine learning that uses
state-of-the-art algorithms and models

Knowledge
Engine

Knowledge graph, which provides
the intelligence required to
represent the importance of key
domain terms and their
relationships in identifying user’s
intent

g
ulln

Ranking & Resolver
Engine

Ranking and Resolver - engine is
used to determine the winning
intent based on the user utterance.
The winning intent between the
engines is ascertained.
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Higher Accuracy with Multi Engine NLU (ML+2 NLP Approach)

A person
communicates Conversation
with voice or Context
text...

1
1
1
| 1
| 1
| 1
! 1
> v

@ Concepts

£ Traits

Language Correction Model
& Spell Correction Model

kore &)

Multi-engine
NLU Analysis

Machine Learning
Engine

Fundamental Meaning

Engine

Knowledge Graph
Engine

e

N

LR

Ranking &
Resolver

A
|
I
I
I
I
I
1

Disambiguation

... and Kore.ai
XO Platform
understand

what they need

I
I
1
1
I
I
I

v
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Advantages of Multi-Engine Approach

Kev Features Machine Fundamental Knowledge Multi Engine
y Learning Model Meaning Engine Graph Engine Approach

Learning based on example training utterances Yes >< Yes Yes

* Use of term roles (subject, object, verb)

* Use of canonical forms Partial Yes i Yes

* |dentify each word by meaning, punctuation,
position, verb conjugation, capitalization

Minimal Training using task names, >< Yes ) Yes
synonyms, & patterns

Deterministic intent recognition >< Yes - Yes
Fewer False Positives >< Yes Yes Yes
Decisions based on domain term priority >< >< Yes Yes

and relationships
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Machine Learning (ML) Engine

< B MLscore

e Operates statistical modeling and

. . True +ve False +ve True +ve False +ve
Neural networks to train an intent oges 1 a8 1
prediction model
0.9 0.9
e Uses conditional random fields for - -
named entity recognition (NER) and
extraction 07 0.7
0.6 0.6

e Multiple text classification features,
including n-grams, entity marking, 0 s
lemmatization and others for superior

intent recognition & o
e Supports supervised and oe o2
unsupervised learning 0.2 0.2
e Visualize and fine-tune the models for 01 01
optimal results . .
False -ve True -ve False -ve True -ve
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Fundamental Meaning (FM) Engine

NLP ANALYSIS JSON VIEW

- -
-, -

» Fundamental Meaning

One definitive matches found.
@ Definitive matches Probable matches

e FM model is a deterministic model that
USER UTTERANCE .
uses semantic rules and language context

| want to transfer funds l for fd
want to transfer funds . .
PROCESSED UTTERANCE to determine the intent match

transfer fund _
e Add synonyms and patterns to train the
INTENTS SCORE .
transfer funds 11,546
e The FM model scores using various
apply card (Eliminated) 0 . . .
_ semantic rules including:
FUNDAMENTAL MEANING
Book a flight (Eliminated) 0
© Grammar
fetch master details (E“m|nated) 0 _ o) Parts of SpeeCh
KNOWLEDGE GRAPH
t (Eliminated 0
open account (Eliminated) T o Word Match, Work Coverage, Word
. o o o Position
submit master details (Eliminated) 0

RANKING AND RESOLVER

make payment
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Turns static FAQ text into an intelligent,
personalized conversational experience

Build ontology using domain terms and
relationships

Enables the ontology weighted features
whenever ML gets confused

Knowledge Graph Generator can extract
key terms, define hierarchy and build the
Knowledge Graph (KG) quickly

Knowledge Graph Analyzer reviews and
suggests changes for KG

kore &l

Ontology-Based Knowledge Graph (KG) Engine

< Knowledge Graph

account
savings
current
card
credit
debit
loan
| 4
home
personal
P

car

general

Banking FAQs

What is a pre-approved car loan?

Can | foreclose or prepay my car loan?

Is mobile banking available? )

How many people will be on my trip?

Who will be my group leader?
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Raking & Resolver Engine

» Ranking and resolver NLP ANALYSIS JSON VIEW
1 definitive and 1 probable match are found . All identified

probables matches are rescored . @ Definitive matches Probable matches
RANKING SCORE

e Determines the best possible intent
match based on the scores from all the
NLP engines

make payment 11,629.05 Can | transfer funds

check balance @ 8,685.71

Eliminated - Intent is eliminated due to a E—
negative pattern match MACHINE LEARNING MODEL

Ranks each NLP engine as Definitive

raise issues match vs. Possible match

Eliminated - Intent is eliminated as no word
in the user utterance matches with the

intent name or qualified training utterances FUNDAMENTAL MEANING ® In case of a non-conclusive matCh, a

disambiguation dialog is triggered

R make payment

Winner

make payment KNOWLEDGE GRAPH

Eliminated

- /no match/ -

RANKING AND RESOLVER

make payment
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Multiple Intents

e Complex conversations are all about
multiple intents

e |dentifies and order the multiple
intents expressed as part of a
conversation

e No other platform can handle Multiple
intents at the dialog management
layer

kore &)

Hi, can you transfer $50 to John
and show my balance

Sure, should | use Checking
account for transfer?

You have $2,300.00 in your
Checking and $320.00 in

your Savings acoount.

Platform

Transfer the
amount

Gat the
account
balance
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Amend Entity

e User conversations are dynamic with

multiple intentions in the single
utterance

e Automatically amends entity value
during a conversation, without
developers writing a single line of
code

e Allows users to amend entity values
anytime during a conversation

kore &l

Can you pay $100 to John?

Sure, should | use Checking
account for transfer?

Yes

Shall | go ahead and transfer
$100.00 to John Milton from your

Checking account ($2,200.00)?

Can you change that to $200?

Sure. Shall | go ahead and
pay $200.00 to John Milton?
Yes
| have transferred $200.00
to John Milton.

Platform

User is
amending

previous input
to the bot
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Interruptions Handling ... & Platform

-

Hi, | want to pay my cable bill
e Allows users to

o Hold the current task )
Sure, | can help with that.

o  Start another task

o On complete, resume the original task You have $83.54 due on your cable
bill. Shall | go ahead and pay?

e Handles the intricacy of complex
conversations and interruptions

What's my balance? ?
e Granular control of hold & resume at virtual

assistant, task and node level

. , . You have $11,344.00 in your Get the account
e Conditional exceptions between tasks with Savings and $3460.00 in your P .
the ability to pass contextual data Checking account.

e Control context switching rules and configure
possible behavior

Shall 1 go ahead and pay .
the cable bill? Pay bill
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Sentiment Analysis

e Measures real-time emotions based on
user utterances

e The tones derived from each statement
are scored, counted, and ranked
accordingly

e Uses the score to steer the
conversation or invoke escalation to a
live agent

e Inthe case of agent transfer — context
and sentiment are passed in a transcript

e Events can be automatically triggered
based on user tone for an utterance or on
task completion

Emotions: Disgust | Fear | Joy | Anger | Sadness

kore &l

Hi
° Hi Sam, how can | help you today?
Sentiment Score: What the@is wrong with your
tone name= Anger ' delivery team, my order was
{positive=0, Disgust=0.83, suppose to reach day before
Fear=0.01 Anger=0.53} yesterday. It is not yet delivered
Sorry to hear that let me track
where is your order.
Sentiment Score: > | amysJEEE Reljjwith your service,
tone name= Anger connect me to the live agent

{positive=0, Disgust=0.83,

Fear=0.01 Anger=0.53} )
Hi Sam, | am Molly, your customer

service executive. As | can see you
have not received your package

yet. We are extremely sorry for the
delay. Your package will be
delivered today by 13:00 hrs.

o

Thank you

~
>

Platform
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Digital User Experience

Use Conversational Interface and Digital UX to Deliver Modern User Experiences

e Build a rich blend of
conversational interfaces and
digital UX

e Provide proactive display of
information in visually stunning
widgets

e Use embedded forms in
conversational interfaces for the
easy information collection

e Enhance the experience with a
seamless interplay of chat and
digital Ul

kore &)

© Mysales =
Sales Performance
O &= -
Target - $5,000,000
Good Evening, Robert C
e Hurray! No meetings for the day..
= Achieved:$1,535.000
0 0) Kora v v = Remaining:$3,465,000
== Click to view hintc
@9
How can | help you?
Show Closed Opportunities
e Schedule 2 meeting
Set > reminder
o My Daily Activities
Create task
Submit RFP response
o u Dwe Date: 27 -Feb- 2020
o Create pricing proposal for GE
a Due Date: 27 -Feb- 2020

SR Follow-up call with GE

2,

=] L <

Panels & Widgets

e DO OGO
Qesd
¥ o ey MAT MySaies MR MFira

miEim

Platform

Kore Banking Bot

Show my account balance

Please provide below details |/_‘
Form Name
Your name
T w
Account number
Date of birth
dd/yyyy S |[

|

=l L <

Ul Forms

Kore.ai Confidential
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Small Talk

e Build a personality and train the
assistant to conduct casual
conversations

e Quickly generate multiple
scenarios by simply providing the
user and assistant utterances

e Use Custom Small Talk Ul Editor
to build nested conversations to
answer follow up questions and
context-specific responses

kore &)

Platform

: -~
Hi
4»
© - Who are you?
q»
| What is your name? I Who t
-~
| How old are you? How old are you? ‘ v
&p
I What is your age v + ©

] 0ld enough to talk to you
I dont know

| ‘Who made you? | What are you?

What is your age?

-~
| How many people can you speak tgatonce? catedtc%u’
Nested
o Take aguess O conversations
to answer

LD

-~
| don't know follow-ups
| am same age as you
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Feedback Surveys

e Design Feedback Surveys using CSAT,
NPS and Like/Dislike frameworks

e Trigger the feedback at the end of
conversation or where required

e Support for feedback templates on Web
Ul channel

e Submit feedback captured using

out-of-the-box flows or custom flows or
via APl or BotKit

e Feedback Analytics module to show the
overall score and trend

e Integrated with Conversations History
module

kore &)

Bot Name — 2

Send $500 to Joseph

Sure, Let me check that for you

| do not find Joseph as one of your
registered Payee. Should | go ahead and
add him as a Payee?

No
| do not find Joseph as one of your
registered Payee. Should | go ahead and
add him as a Payee?
How satisfied are you with our product?
Highly Unsatisfied  Average  Satisfied Highly
unsatisfied Satisfied

Very Satisfied

Thank you for the valueble feedback.

On a scale of 0-10, how likely are you to
recommend our product to your friends?

000000¢ 00

How likely are you to recommend our product?

€  sulD  DEPLOY  ANALYZE  MANAGE

@ » 8 8

i}

T 8 © 0 & 9 F

Date  Last Month

Promoters

54% ...

<

NPS Score Over Month @

NPS Trend Chart ©

Soer

User Level Feedback (-

Airines Booking
Airines Booking
Airines Booking
Arines Booking

Airines Booking

o

" Feedback Dashboard

tighbndse?

56t45678hh

34567yunikiS6

4s6rtfgyhuise

5467yuniEshj

o) ®

Passives
12% 2.

s57gni67hiyu 00013243,
sugrge3saz2  804S0dy.
a74n8734gsg 23982394
wegr72782 bafoives?.
1783187320 287038,

© Travelviate

o

Web/. english
Web/ Engiisn
Web/ English
web/ Engiisn
Web, Engiisn

9

10

Platform

Support Experience

Principal
@  Detractors Corporate
34% o0 [ Redona

NPS Score ©

)

-100 -37 100

Word Cloud ©

reopie EliADIE
" good
Excellent
1o SUPpoOrt helpful
b team great

Aug 102022
Aug 102022
Aug 102022
g 102022 Boarding Pass not.

Aug 102022 Ticket Not Received

v [l 2 s ¢ s wes
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Universal Bots

e Connect your individual
virtual assistants to
simplify the user
experience through a
unified interface

Leverage Kore.ai Digital
skills, including widgets,
panels and forms, provide
a digital user experience

kore &)

Platform

User Input

Hi, what are my top opportunities
for this month?

Hey, | want to apply for a leave?

How do | change beneficiaries?

I need MS Office installed.

Universal
Virtual Assistant

Individual Assistants

Create new sales order
for Nxtday. Inc

Invoke the task
"Apply Leave"

Edit employee
beneficiary details

Report an issue with
demo version

Software Install request

salesforce

HR
Assistant

ITSM
Assistant
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Explainable Al: Unlock the ML Blackbox

e Real-Time Error
Detection: The Dialog
Builder displays any
detected errors and
warnings in real-time

Debug Log: Provides the
sequential progression of
a dialog task and context
and session variables
captured at every node.

kore &)

Platform

% & Get Balance + il
Dabug Log NL Analysis Session Context & Variables
1 {
2 "scoringModel": "original”,
3 "toneAnalysis”: {
4 “"dialogtone": [
5 {
6 ¢ “tone_name”: "positive”,
7 “level” : 1,
8 ¢ “count”: 1,
9
10 ]
1M}
12 “nlProcessing”: {
13 “originalinput’: "How can | check my balance,”
14 “spellCorrectedinput”: "how can | account bal-
15 ance,”
16 “wordAnalysis” [
17 {
18 “word": "how"”
19 “ignored” : true,
20 “pos”: "Adverb”
21 “original” : "How",
22 “processedWord”™: "how"
23 }
24 {
25 “word”; “can”
26 “ignored” : true,
27 “pos” : "Adverb”
28 “original”: "How"
29 “processedWord™ “can”
30 ¥

Conversation Builder

e
ar

=

ion
1ail
o

N

% NolIssues Qa ®
Banking Bot @& C — 1 X
How can | check my account balance?

Sure, | can help you with your request.
What is your phone number.

7986370362-682

You'll receive an OTP

Please enter 4 digit OTP
the otp is 5477

Your balance in checking account is
$584,736,48

Message

Kore.ai Confidential
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Utterance Testing

Test the virtual assistant's
performance for the given utterance.
The platform uses Hybrid approach
to classify user utterances as
Definitive Match and Possible Match
Definitive Matches get high
confidence scores and are perfect
matches

Possible Matches are intents that
score reasonably well but do not
inspire enough confidence

kore &l

Test the Assistant to Ensure Optimal Performance

aa
s

Batch Testing

Performs a series of tests to
performance of your ML model
Use the Test Suites provided by
platform or build your own in CSV
or JSON format
The platform also provides a few
out-of-the box Test Suites:
o Developer defined utterances
o  Successful user utterances

Platform

&=
==
&_ .

— X

Conversation Testing

Simulate end-to-end
conversational flows to
perform regression

Create Test Cases to capture
various business and
validate the virtual assistant
performance
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Health & Monitoring [NLP & FLOW]

Health & Monitoring

NLP = Flow

BOT FLOW HEALTH
Ensure that all the flows are covered by the tests.

Total Transitions Covered 100 of 186 >
L]
Covered @ Not Covere: d
80% > 5% >
Total FAQs Covered 256 of 568 >
e ]
Covered @ Not Covere: d
80% > 5% >
Total Small Talks Covered 256 of 568 >
]
Covered @ Not Covered
80% > 5% >

Pass

All Test Suites v View Test Suites

Fail Not Executed

70% | 20% | 10%

A

Total Test Cases 97,753

[
® Pass Fail
56% 12%

ANA|

Total Test Cases 35,435

————
® Pass Fail
56% 12%

Al

Total Test Cases 65,345

[ ]
® Pass Fail
56% 12%

kore &l

You have 6 recommendations

Error (2) Warning (4)

A 7 Intents have no utterances

A 2 Intents have utterances that do not identify any Intent
2 Intents have utterances with less confidence score

2 Intents have very few utterances

2 Intents have utterances with less confidence score

2 Intents have very few utterances

Q

X

Evaluate the ML Model's
performance using these
tools.

o —
AN —

Confusion Matrix

“®
K Fold Cross
Validations

ta into t
i test su

Platform

Framework to enhance the NLU and
Flow using in-depth analysis of training
health, test coverage accuracy and test

data results

Provides actionable insights and
recommendations to improve the NLP

and Flows.

Includes new recommendations for
identifying incorrect patterns, short
utterances and incorrect entity

annotations.

Flow Health presents insights into
coverage and flow health of the

intelligent virtual assistants
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Integrations e | CRM

blueprism HubSppt & cerner
AUTOMATION
fAANWEBE Infermedica
e Boost productivity and foster teamwork Ui[Path™ | ' EpiCc
by integrating and smoothly transferring servicenow -
information between applications and @ freshdesk g3 bmce helix 'y l?'abgﬂow
systems © Jira Software @

e Manipulate data collected in a user . ‘

ion before, during, and after an API % Airtable - ' '
session before, during, and after an - “ 9Dynamics365
H 1 AL L ‘.
request is made to a web service ' CII s: clo' sondesk b

HRMS ORACLE

e Enable one authentication profile #/.monday.. | BANKING w
. ) hopi / ‘
across all assistants and tasks for rapid £l shopify . Wo@oy
deol t @ Magento IS
ep Oymen SAP SuccessFactors ()
@ openAl O ;m w o)

. PayPal
bf@tium W
FINSERV
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Pre-built Integrations - Actions

S BUILD DEPLOY
[t SUMMARY

= CONVERSATIONAL SKILLS Vv

[ DIGITAL SKILLS v

() NATURAL LANGUAGE v

& INTELLIGENCE v

TESTING v

£% INTEGRATIONS v
&& Actions

2 RPA
3 Agent Transfer
@ BotKit

Aa Third Party NLU

@ CONFIGURATIONS 2

ANALYZE

Actions

Configured
@ Service Now

> g Airtable

Available
@ Open Ai
h‘ Adobe

aew  ZOHO CRM

E Google Calen...

MANAGE

| ]
1]

N

20
“

v

Zendesk

Confluence

Drop box

Freshservice ITSM

Microsoft Dyna...

() Travel Mate

@ Salesforce

Freshdesk

Google Sheet

Microsoft Graph

O © Env

Hubspot

“ Sharepoint

Power Automate

« monday.com

Microsoft Azure

kore &l

Easy and no-code interface to
integrate with popular applications for
CRM, support, ticketing and others
70+ integrations with continuous
updates

Every integration comes with prebuilt
flows, service calls and response
mapping

Install flows or use the service call
mapping or both

Map specific parts of the response into

the context
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Pre-built Integrations - Agent Handoff

e BUILD DEPLOY ANALYZE v MANAGE @ Travel Planning P 2 O © Env

e Pre-built integrations with popular e summary Agent Transfer

live/human agent systems to hand-off | = Sl e

the conversation z oo coniaures
e Support for Salesforce, ServiceNow, ® mrewcence v 2L Zendesk

Unblu, Nice In Contact, Zendesk etc., V Available
e Support for IVR Properties as part of ’ GA( v B Slesboree @ sericonon o bt o lesntons

ctions
the Agent Transfer node to support  RPA W rtercom - B Goromye B i
live agent hand-off for voice @ ::Ml:' —
&  Custom Integration £} Liveperson

conversations (IVR channel) Aa Third Party NLU :
e Avoids the need for hosting BotKit G e

SDK services
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Pre-built Integrations - External NLU

e Pre-built integrations with external NLU

g BUILD DEPLOY ANALYZE v MANAGE 0 P ¢ O ©® Env (@

engines to complement intent and entity

lln  SUMMARY

External NLU Adapters

= CONVERSATIONAL SKILLS v deteCtion
O oromaL skt ¥ B Daloofiowes e Seamless experience with Kore.ai NLU
& INTEGRATIONS v .
model as a fallback option
& Actions
S RPA e Intents or entities identified by external
3 Agent Transfi . . ugs
R NLU engines are accepted as definitives
@ NATURALLANGUAGE v o and take precedence
© nesies ) Alexa @ LuIs @ Lex Alexa L4 The approaCh matches ‘Intent Names’
TESTING v . , .
and ‘Entity Names’ between the Kore.ai
& CONFIGURATIONS v c y:;issz‘):m @ OpenAl 5 p—

definition and definition from external
NLU engines. It is essential to have the

same names for the integration to work.
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Conversational Analytics

(i \w a1
| .\'\\'\\\\ L\
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Overview Dashboard

a BUILD DEPLOY ANALYZE MANAGH - Travel Planning S Q ® en. O Hep .
Overview
e Conversations Dashboard Users Dashboard
() HaWk-Eye V|eW Of Cr|t|Ca| Metr'cs to 2 Conversation Sessions Messages Total Unique Users
_ - 10,000 102k 2105
understand the user behavior and )
IVA performance @
2
e Conversations Dashboard »
° Users Dash board o —Emf F\i‘!\'fl‘ 7.000 ° f,arl 85"3-0.2 ® Now Usors 1,750
® Drop Offs 2,500 ® Received 17,356 ® Returning Users 570

® Agent Transfar

e Performance Dashboard

& © 3 =]

Intent identification Rate Goal Completion Rate Service Execution Rate Script Execution Rate

90% 82% 56% 77%

3 CT—— e
® Intents Found 80 ® Successful Tasks 80O ® Succoss 5,000 ® Succuss 210
® Intents Not Found 10 ® Failod Tasks 20 ® Failed 5,000 @ Failod 90
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Conversations Dashboard

G BUILD DEPLOY ANALYZE MANAGE & Travel Planning < Q © Enw G Hep e

Conversations Dashboard

Pry Date  Nov 012021~ Nov282021 v ( Sesson Typs  Interactive v Session Statue  Closed v More Fiters

@

a: | o ;“24'5';* i E :5"0"; e ‘;5"0/" e ';5';/' e | e Make Data-Driven Decisions by analyzing
= ' " ° ° ; ’ — | usage and containment metrics

® e Track complete conversation sessions and
Conversation Sessions Trend ; the breakup of self-service, drop-off, and

= Yot Convreaions @ Eall-seriios @ Drop-if @ Agent Tanste agent sessions

17}

e Key metrics -

® Conversation Session Trends

® Message Trends

® (Channel Distribution

® Most Active Hours

e Engagement Analysis
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Users Dashboard
—

© st DEPlOY  ANALYZE  MAWAGE @ ey : 0 © ;e OHp | O
B Users Dashboard Rewrning Users @ |
®

e Assess User Behavior by tracking the ; o

user interaction data m‘ Total Unique Users @ New Users  ® Returning Users )
e Evaluate metrics like user trends and ‘i‘-"

retention status (active and inactive) :
e Cohort analysis plots the weekly new B

users and the percentage of returning

users
e Key metrics —

Py User Trends Total Unique Users New Users Avg. Unigue Users Per Day Avg. New Users Per Day

773 1 580 23% 1 150 10 100
e Returning Users

e Cohort Analysis

kore m Kore.ai Confidential



Performance Dashboard

a BUILD DEPLOY ANALYZE MANAGE & Travel Planning < Q @ Env O Hep e
Performance Dashboard
AR Date  Nov 20 2021 - Nov 29 2021 ~ Session Type  Interactive v Session Status  Closed v More Filters
B: l:;lr:l Identification FC::‘::I Completion o ::::xuculiun Success = i:;;p! Execution Success . Del ive r Extraord i n a ry Expe rie n Ces by
=) 50% 25% | 90% ~ 98% _ _
O monitoring the IVA performance and executing
%J Intent Identification Trend * Changes
y e Get insights on intent identification rate, goal

completion rate, API, and script execution rate

/\ e Key metrics —

- gi—
e Popular Intents
e Unidentified Intents
e Trends

Popular Intents ; Popular Unidentified Utterances e Performance

kore m Kore.ai Confidential
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Custom Dashboard

Track Business-Specific Metrics by
building custom dashboards

No-code interface to configure widgets
to track messages, analytics or
session datasets and add them to the
dashboard

Ability to add additional Dashboard
level filters for custom dashboards
Containment Type is available a field

in Sessions Dataset

kore &)

I BUILD DEPLOY ANALYZE ~ MANAGE Banking Bot < Q ©® Env @ ®

< Performance Dashboard Define Quality Review Data Configure Widget Preview & Add @ Help
Dataset Data Range 8

Select a dataset From 06-30-2021 to 07-07-2021 Widget name
Select

Select the fields to be included in the results

Dimensions

Filter By

Select the fields and define critena for filtering the results
Group By

Preview

Select the fields for aggregating the resuits

Sort By

Select the fields for ordering the resuits

Run a Query to fetch data for widget
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NLP Insights

a BUILD DEPLOY ANALYZE MANAGE
[E > NLPInsights
=
Date  Mar 20 2022 - Mar 292022 v © More Filters
28,
2
Intent Found  Intent Not Found  Unhandled Utterances
B :
What is my saving bank
o account balance? Entity
2 | would like to apply for
new credit card Entity
=]
Show me the last three
months credit card statement Confirmation
5]

Show me the last two months
savings account statement

| want to travel from
Dethi to Bangalore

kore &l

Confirmation

Standard Response

@ Travel Planning v

Falled Task  Performance  Pinned

Close account

\iew balance

Open account

Close account

Open Account

Entity001

SourceCity

Accountype

Confirmation001

Listing all tasks

Debug Log

jason.roy@kore.com

tim.southee@kore.com

john.pipe@kore.com

peter.oakley@kore.com

madhu.gilada@kore.com

English

English

English

English

English

Env (@ Help

03-27-2022

03-26-2022

03-25-2022

03-24-2022

03-24-2022

e

Platform

Gain in-depth insights into the NLP
and optimize the training

Track IVA performance — identified
and not unidentified intents,
unhandled utterances, and failed
tasks

Review the chat transcripts, and view
all the scripts and API services
across the VA tasks from a single

window
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Conversations History

e Analyze Every Interaction by tracking the
summary and chat history
e Detailed summary of conversations flow
(including the transcripts) and critical
events
e Conversation-specific metrics like:
e Intent identification
e Completed and failed tasks,
e Flow errors
e Duration of the conversation, time,
health, and more
e Add custom labels for review and
collaboration
e View feedback received from the

customer

kore &l

a BUILD DEPLOY ANALYZE MANAGE @ Travel Planning S Q ® Ene @ Help e
= Conversations History
& Back [ 07-01-2022 to 07-20-2022 ~ |
AR
Closed Conversations +
@
B i
Eng g ¢ / ea
] 2 Whaen can | sspect the delivery of my ordec? ¥ [+
1
C " pedi 3
|} o
1 . 2 & 1oamt malt that long - ) @ Can i speak wn an agent
(=]
5] vot . ’ ' Latm Sparizh 10 g 22 52ds ¢ averaticns \ Y
™ 2 When can | sapect the dethwery v R
2 1
Can you uxpedite my orde
2 o
1 ?
Contaxtusl itarss for oecer mepadtion arm not working, Nesds training spdates as mell as flow e
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Conversation Flows

e Trace User Journey with an interactive
visual representation

e Intent flow - Understand how virtual
assistant's intents are identified and
executed

e Session flow - View user journeys
across the different intents during

execution

kore &l

Platform

a auiLo DEPLOY ANALYZE MANAGE & Travel Planning < Q © Enw @ Heip

Conversation Flows

53]
P& Date Mar012021-Mar 292021 v Leszion Type  Interactive v Session Status  Closed v More Fiters
@
s
B :
E]
O [ 56 ] ArrivaiCity 3%
&) €& Others 200
[ 465 ] Small Talk ED °
@8 DepartureCity [ 7% ] Small Talk 15007
book tight (12) ™Y
= &3 BookFlight B
¥ °
@l Others (2 [6x | ArrivalCity 15c0! @3 Cancelflight 700
- [ 10 ] CancelFlight
- cancel flight (6)
@& Web_Checkin
Users
- web check (5)
ca Not Handled [100%]
- Othars |5)
&3 TransferToAgentM,
@l  TrensfeToAgen.. (4)

@ FAG oo
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Data Tables Platform

Data Tables (11

e e Data tables allows you to capture and retrieve

v v customer data within the platform

No Bots
Orderlinfo Orders placed by customers No Apps Santhosh Myadam 10-12-2022, 06:55 AM

e Offers APIs to read, write, update, and delete

No Bots
Information about customers
Customerinfo ! ¢ No Apps Santhosh Myadam 10-12-2022, 06:54 AM i d ata

and their profiles
P! No Process Apps
Export Definition

e Transfer data table ownership to other users

Delete

e View and manage all Data Tables and Views in

the account/workspace from Admin Console

< Data Service Request Definition

— e View and update full definition from Service

Choose the data table you would like to use

Orderlnfo M NOdeS (Data SerV|Ce)

View Definition

Actions

Select the action you would like to perform on the data table

Update Data v

Assign Values
Provide values to be added to the data table. You may specify a static value or a reference to the context object for each of the columns in the data table.

Orderld string

Customerld string
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Process Assistants

Empower employees with the
next-generation process
automation

kore.GIl



Automate Business Processes that Across Multiple Tasks and Users & Platform

¥
e

—
o e

; |

kore &)

Process Assistants automate and optimize critical business

processes conversationally.

e Higher Productivity - Automate business processes
e Easy Setup - Quickly make changes to the assistant
e Multi-Step - Define conditional logics and flows

e Multi-user - Configure multi-level approvals

e Proactive - Send timely notifications and alerts

e Operational Efficiency - OOTB integrations with enterprise systems

100



Trigger Process with Simple Natural Commands & Platform

Conversational Al First —— .
QJ onversational Add Trigger
Triggers
Form Builder > '
O @ Conversational
Start0001
' ' ‘ \ | Digital Form
Multi-step, Multi-user . | §
ManagerDecision ExpenseDetails
on condition ; email D Webhook
| | | ~
Process Simulator | | | 5 Emi
i Notifylnitiator

email

Experience Portal

Dashboards

® Invoke a process through natural human commands

® [ntegrate the process assistants with virtual assistants to conversationally trigger a process

kore &l

Kore.ai Confidential 101



Capture Input Through Ul-rich Forms, Built in Minutes

Conversational Al First

Form Builder

Multi-step, Multi-user

Process Simulator

Experience Portal

Dashboards

kore &l

Platform

<

®f1 Expense Reimbursement

oo

COMPONENTS oo

BASIC

&

® ¢ 4a

Text Field

Text Area
Number

Radio Button
Dropdown
Checkbox
Date

Phone Number
Email

Toggle

Drag-n--drop Form builder provides numerous tools to develop user friendly interactive forms

@ 4

@

TicketSubmission

General Settings
Display Name

Text Field

Description

Read-only

Tooltip Text

Tooltip Type

L

Ticket Submission

Accommodate buttons, dropdowns, rules, definitions, validations and more

Access controls
Configure Read/Write/
single click at an instal
Name
TextFieldO
Placeholder

Provide your input

Required

Tooltip Position
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Automate Workflows Across Functions, and Users 8 Platform

<>

< DASHBOARD FLOW FORMS SETTINGS Expense Reimbu...

’ 7 Publi

-

CO| IVGI’SGtIOI |a| AI I II’St Expense Reimburseme... »]'/ ®@n |ssues\\1 Last saved : 01-09-2023 @ 12:50:22 PM
P \
i

Form Builder

{} Script Task FinanceManagerDecision 2 NotifyRejected

on condition email
1

Multi-step, Multi-user

Connect to Data Table i

- ApprovalRequired ApprovalNotRequried
(I) Connect to API o

EndTask0001
FinanceManagerApproval FinanceProcessing g
Process Simulator =
email email
Split 1
Merge
EXperlenCe Portal FinanceManager NotifyAsApproved
f Goto Y
on condition email
(@) tnd

Dashboards

® The Drag-n-drop Process Flow Builder in XO Platform lets you develop Process Apps that handles multi-approval and

multi-user workflows
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Test the Process Performance Instantly

Conversational Al First

Form Builder

Multi-step, Multi-user

Process Simulator

Experience Portal

Dashboards

kore &l

Platform

Simulator for Employee Transfer
Request_john.****@kore.com

Il Auto arrange

v

ManagerDecision

Croject

DepartmentHeadApproval
~ NotifyRejected
! 3

- -

DepartmentHeadDecision @ EndTask0003
on conditio End this Branch

HRProcessing o ”
-7 , NotifyAsRejected

Simulate the Process workflows for all the triggers

| Exit Simulator ‘

< New simulation / Form trigger X

Employee Transfer Request

Requester Name *
Employee ID
Department

Choose an option

Request Date

Transfer Details

Type of transfer

Based on the trigger selected, the platform gives you the real-world experience
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Stay Organized by Taking Action at the Right Time

Conversational Al First

Form Builder

Multi-step, Multi-user

Process Simulator

Experience Portal

Dashboards

kore &l

Platform

Pending tasks

L1 leave approval

Leave approval

NITIATED ON

March 15,2021

1st Jan 202

NITIATED BY

Cody Fisher

Leave Approval

VISA NOC request

Cab request

Leave Approval

VISA NOC request

Cab request

March 15,2021

March 15,2021

March 15,2021

Brooklyn Simmons

Darrell Steward

Kristin Watson

It allows you to take action at the right time and stay productive.

Leave request

Initiated on
March 15,2021

Initiated by

Mona Kane

Due on
March 15,2021

Message

John Doe

johndee@freshdough.co

Panding

m

X

Request you to approval my leave request for the following

dates: April 5th to April 9th,

The platform presents the list of all the pending, overdue, completed and escalated requests for your work.
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Optimize Your Assistants Using Data-driven Insights 8 Platform

DASHBOARD FLOW FORMS SETTINGS Leave request S ® Hel|
Conversatlonal AI FIrSt Realtine sttis () Displaying sample data.  Dismiss for real data X 75 10 sec 7 days :ustom
Last updated 15:30:30 IST ~ Y
Instances
Form Builder . , Setting up triggers
32 29 01 E Conversational
. . Webhook
Multi-step, Multi-user E
p’ Jenny Wilson Jan 8th 2021, 2:16 pm Form
Marvin McKinney Feb 8th 2021, 2:16 pm Form @ Scheduled
System Mar 8th 2021, 2:16 pm Process Node
1 Form
PI’OCGSS S|mU|at0r Jacob Jones Mar 8th 2021, 2:16 pm Form g
Ronald Richards Mar 8th 2021, 2:16 pm Form a Callable
Experience Portal g Form
Tasks

Dashboards

e Enhance Performance by acting on critical data points

e  Track usage metrics, tasks count, usage of triggers, task trends, and workload on assignees
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Scalability, Extensibility and Deployment

kore &)

Scalable infrastructure (horizontal scaling)

Successful load test for thousands of concurrent users

Botkit SDK provides a set of libraries, tools, code samples for you gain

complete control of the virtual assistants

API authentication using the JSON Web Token (JWT)

On-premise, cloud and hybrid deployment

Standard backend infrastructure components

O (NodedS, MongoDB etc.)

Kore.ai Confidential
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Enterprise-Grade Security & Compliance

kore &)

Platform

SOC-2 certified

Two-factor authentication

Single Sign-on

Data archiving and retention, with end-to-end data encryption

Integrated System Authentication, leveraging basic auth, oauth, or API keys for

user authentication

Secure Messaging with AES encryption at rest and in transmission

Redaction options to secure sensitive user information
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Admin Console

A comprehensive dashboard to access relevant information for the Business and IT Managers at a single click

e Efficiently manage the
assistant's usage

e Supports maker-checker
process for virtual assistant
publishing

e Role-based admin and
access control

e Ability to recall a task at the
intent level or channel level
without writing a single line of
code

e Task-level and
assistant-level metrics for
business users

kore &l

BOTS ADMINISTRATION kore &l

DASHBOARD
ENROLLMENT

USER MANAGEMENT

Master Admin
Users

Bot Admin
User Settings

Bot Admin1
Groups

BMA

Role Management

BOTS MANAGEMENT

SECURITY & CONTROL

ANALYTICS

Admin

Admin

Admin

Admin

Bots Administration

Bot Admin

Deploy Request

Bot Role

John K

Maria J

Rohit D

Jason

Platform

ﬁ) Andrew Lee O e)

Default

09-27-2018,01:34 PM
10-03-2018,05:37 PM
06-09-2017,11:55 AM

10-08-2018,12:47 AM
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Thank You'

Visit Kore.ai for more information



http://kore.ai

