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INPUTS

Generative Al has Propelled Us into a New Era

Before Al

Bespoke modelling
Time-intensive
Expensive

Five9

CAPABILITIES

Creates new state-of-the-art contact centres

More personalised and human-like self-service

Provides agents real-time knowledge and guidance

Uncovers CX Insights quickly and easily

Faster time to market for Al development

Improves business outcomes
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CX Leaders Prioritise Al Investments to Drive Business Impact
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GenAl Requires Preparation

23%

of organisations report
that their organisation is
prepared to deploy
GenAl tools

6\ e
37%

Of companies think
that they have the
right processes to
be GenAl Ready.

9 34

A N
20%

Of companies think
their talent is
prepared to start
utilising GenAl

N y

*Deloitte 2024: State of Generative Al

Five9

What have successful companies done?

~

48% 43%

Improved Data
Quality Practices

Collaborated
with IT partner

35%

Have human
oversight on Al-
curated content
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FIVE9Q Al STRATEGY

a_D

EMBEDDED Al

Al across every contact centre application

Al
<&

RESPONSIBLE Al

Rely on delivering secure and trusted Al
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Pain Points for CX Leaders

Al can help address these CX challenges

Customers

[§2

Impersonal self-service
Limited self-service
options
Long hold times

Long wait times

Five9

S

Low productivity
High turnover
High AHT and ACW

Compliance adherence
Repetitive workload

Business

i

Visibility into CX trends
Reduce costs
Increase revenue

Reduce outreach

Deployment

O
(&)

Costs of implementing Al
Reliance on data scientists
Long time to value

Trust and security in Al
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Al Improves Customer Experience

Challenges Solutions Outcomes
Automate tasks with contextual  Increase self-service
Customers data automation rate
Password resets «  Improve CSAT scores

(53

Status inquiries
« Decrease customer effort

. Bookings score (CES)
Impersonal self-service . ;
. ayments -
Limited self-service options Y - Deflect Calls to Digital
. «  Order lookup Channels
Long hold times R .
Long wait times - Authentication/verification . Lower call abandonment
FAQS rates
SN 5T}
X i X E' | nl O v
Customer Self ierwce 2m | ol Q (V)
GeniusAl Voice Digital Al N
by Five IVAs IVAs Knowledge Authentication
Five9




Al Improves Agent Experience

Challenges Solutions Outcomes

* Increase upselling and

+ Automate ,
cross-selling

transcriptions

« Provide real-time + Accelerate new agent
reminders & onboarding
guidance
, + Improve regulator
+ Al Checklist P g y

compliance

* Relevant knowledge-

Low productivity

. based answers * Reduce AHT and ACW
High turnover
High AHT and ACW | Cvgtr?(mdte after-call . L@ﬁ;%\;g nc:;l summary
Compliance adherence . Objection handling
Repetitive workload tips * Improve agent
experience

Agent Assistance @ % Gj) L=

a*

Gen?usAI Al Al Al Al

by Five? Knowledge Agent Assist Transcription Summaries
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IVA Self-Serve Journeys + Agent Assistance

Al Agent Al Assisted Agent

S,

Customer ldentification &

0’8\0 Verification

Al Speech Recognition &
llulha Natural Language Understanding
Customer
channel of
choice

Self Service & Automation:

«\\ - FAQs
+ Account updates
% + Password resets
- Digital deflection etc.

C(\? Seamless transfer to
o

\) best agent with context
Five9
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Al Kno;vledge

®

Al Assist

Al Transcription

o
) —
o —
o —
) —

Al Summaries
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Al Improves Business Intelligence

Challenges

Business

i

Visibility into CX trends
Reduce costs
Increase revenue

Reduce outreach

Management Insights
GeniusAl

by Five9
Five9

Solutions

+ Analyse transcripts at

scale

+ View data in a single

dashboard

comprehensive

* Real-time and post-
contact analytics

+ Identify trends,
patterns, and themes
among customer

interactions

Al
Transcription

Summaries

Outcomes

+ Improve automation
rates

+ Improve service quality
+ Improve efficiencies
+ Improve CX agility

* Increased customer
retention

* |[ncrease Net Promoter
Score (NPS)

Al Workflow
Insights Automation

"L




Al Insights Unlocks The Power Of Your Voice of Customer

1.  Real-time topics surfacing

2. Automatic impact scoring
3.  Emerging trends
4. CX, CSAT, Sentiment Insights

5. Automatic agent scoring

“ Like your CX analyst that never sleeps”

Five9 Al Insights — VoC/Conversation Intelligence



Al Delivers Faster Time to Value

Challenges

Deployment

O
gt

Costs of implementing Al
Reliance on data scientists
Long time to value

Trust and security in Al

Al Design Experiences
3
GeniusAl

by Five9
Five9

Solutions

+ Easily build, manage,
and deploy Five9 IVAs
across channels

+ Create, test and monitor
GenAl prompts for all
Five9 Al applications

+ Connect and act on
customer data in real-
time and trigger cross-
platform workflows

> CH

Al /Y
IVA GenAl
Studio Studio

Outcomes

« Speed up time to value for
Al deployments

« Ground Al models in data
and knowledge

« Ensure responsible Al

« Customise agent
experiences

« Define how customers get
answers to questions

« Automate processes and
workflows with ease

.
g &

Knowledge WOrkf[ow
Studio Studio




Al EMBEDDED THROUGHOUT THE CUSTOMER JOURNEY

Engage Automate Assist Inform
—_—
0 ) ol
W [-)
pOWGrfUl, personalised IVA |nte||igent and engqging Empower Qgents with context, Analyse interaction data and
and DVA journeys self-service experiences data and Al assistance provide actionable insight

by Five9

(b =R =

o*h Digital IVAs (/] Al Knowledge {3 Al Transcription

=S
Voice IVAs Al Authentication Al Agent Assist Al Summaries

A

GeniusAl

IVA Studio | Agent Assist Studio|] GenAl Studio | Al Knowledge | Workflow Automation

A Microsoft Azure a ) Google Cloud ‘Q‘ * LumenVox: v Dialogflow \Q'IBM Watson' W& WELLSAID AURAYA Deepgram @OpenAI
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Five9 Al Case Studies

Aeroflow /77 Health

vSP
vision care

EXACT
SCIENCES

Use Cases

e Call automation
e Reservation reminders
* Expanded channels

* Routine inquiry and order status

Five9 GenAl Studio Customizes
Post-Call Summaries for Each
Business Unit

* Self-service powered by advanced

conversational Al (NLP, speech recognition,

text-to-speech) and generative Al

* Automatically schedule a carrier pickup

Business Impact

20% calls automated
3% Reduction in no-shows
3-point improvement in conversion rates

Reduced call volume by 15%
Increased self-service options
Decreased average handle times

Automated after-call work

Saved millions by owning IVA management.

Delivered self-service to 12M customers with
Five9 Al

The company reduced support costs by two
FTEs.

45% containment rate

20% call deflection overall

60% time savings for customers
Automated, scalable self-service




What makes an Al-ready company, ready?

@

Technology Partner

Partner with the

right technology

and experts that

meet you where
you are.

Five9

X

Process

Developing a
strategic process to
migrate, innovate,
and maintain Al
tools and customer
journey.

x4

People & Culture

Employee upskilling
and change
management are
critical to
development
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GeniusAl

by Five9

A 4-step strategic process for
delivering Al business value

Five9

16

§E: 1
Listen /@

Capture & Enrich
Engggement Data Analyze
Gain Insights &
Recommendations
Interaction | Real-time
b CX Data 2

|ﬂ' /Knowledge\
s

- &
Appl &3
Deliveerepnsonyalized Tailor

A a
g Configure Al Models
with Contextual Data



Thank You

Five9






Generative Al

FROM SCRIPTED TO AGENTIC: for Fulfilment

Generative Al for
Personal
Knowledge

Large Language
Model gets access

Generative Al to APIs for fulfilment

for Entity

Extraction Large Language

Model uses the
knowledge base to
provide contextual

Generative Al for answers

Intent Recognition
Large Language
Model carries out
multi-step
conversations by
understanding

customer intent &
Large Language Model gathering

replaces Natural information
Language for intent

recognition T R U E

Word spotting or A I
Natural Language

engine for intent

recognition A G E N T S
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