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FinXTech Connect Executive Briefings:

A.1L Contact Center
Agents - Conversational
Banking with Directlink Ben Nichols

Directiink

FiMQCh Brought to you by: BankDirector. #EXT23



Al Powered Customer Service

Conversational Banking with Directlink

o direct

partner with confidence




The Challenges.
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Compounding Scaling Your Customer Service Team
Difficulties

How does your financial Being Where Your Customers Are

institution make itself more

available to customers with the Reducing Human Dependence

same representative pool while

allowing them to specialize and

Availability of
Specialized Agents

increase their value to your organization?

Directlink




The (Directlink) Value Proposition.

Fast & Scalable
Accurate

6) Composable
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Intelligent Virtual
Assistants (IVAs).

_‘@' Process Improvement

~ Improve automation and process flows;

positively impact the employee experience.

<@L User Experience
Improve customer experience through

personalization and always-on service.

.||| Insights and Prediction

Use analytics to identify usage patterns and

trends, and then optimize for experience.

© Payment completed

Is there anything else | can help you with?

+ Live Agent

Seamless Transitions to Advance the
Digital-to-Human Experience.

ale \ Text 212 | Talk k Co-browse
J0c

I'd like to talk to an agent about my mortgage.



Directlink’s Conversation Management Flow.
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— (Actionable) Insights.

Name Deszription

Apolyira lor a Loar Precess for Applyirg for 3 News Loar: at the FI
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Training Phrases Phone Response. Webchat Response

Opt| mize Content &

Say-As Pause Rate

We offer loans and lines of creditfor a

‘We offer loans and lines of cradit for all of your
financing needs. Befara applying for a specific loan,

Conversation Flow

fi first, cneck out our loan Loan Rate Calculator wsee >
ifyou pre-gualfy. vYou can fin: if you pre-qualify. You can find our RATE
CALCULATOR sn aur home page, T ——

< directlink ®

NaxtAction:  Offer to Transfar v Dapartmont v ﬁ Home FAQS o Suggested v = Q ol 8l Create FAQ
@ Analytics Live -
Cryptocurre Updsosszmonthzage | Review |

Skills @@L Oraft

Disabled

A, Channels Company H Updzzcc 2monthsage | Review |
[ Now Fag] Suggested

@ FAQs
a Community Engagement Updated: 2 months ago Review J
® Publish T B
3 Admin .
Applying for a Loan ETT LD Lodated. 2 months ago Edit ]
R Support
Scholarship Offering Upeatect Tmontheage | Edit
L e ]

Best Iice Cream Flavor Suggested Phrases

Upcated: 7 months ago Edit

Conversation Flow
Suggests New Content ” SESSION TREND

A session is a conversation between a member and a virtual assistant on any channel

@ Session Count @ FAQ Count Skill Count

Evaluate Conversation
Flow Performance
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Implementation & Impact.

» 2 Months > OX¥
1) Implementation Planning | | |

2) Integrations & SSO
3) Content Management
4) Validation & Friends/Family

Requests Automated: 55% ROI: 2x in 12-18mo

Regular Business Hours Nights / Weekends / Holidays
Inbound Request Traffic: 100% Inbound Session Traffic: +10%
| |
Directlink Contained: 50% Directlink Contained: 50%
| |

Session Transferred High value session Message Captured Async Follow-up
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