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Conversations CFIs have with their consumers

Simple

Higher Volume
Lower Value

Transactions
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Withdrawals

Transfers

Consumer

Check Cashing Accountlissues

Account Balance

Bill Pay

Deposits Payments

Web Issues

Wires Commercial Loans

New Accounts
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Notary

Personal Loans

Complex

Lower Volume
High Value

Mortgage
Insurance

Investments
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Conversations in the era of Al

Simple
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Unified Conversations Platform

__Intelligence
Al Intelligence & Analytics . =
S o Al
Workflows Compliance Safe Al
. Automation & Security
Al Agents (Digital & Voice) & Al Assistants Appointments
Lobby
. . Management
Communication
—® Payments

Voice+ (CCaaS) | Office Phone | Email | Video | Text | Chat

+ + + + + + +
integrations Chos ] e
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Poll: Which is the most popular
Communication Channel?

600
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65%

of all conversations for CFls
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Telephony in the Era of Al
Artificial Intelligence

® ®
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UCaaS CCaasS

Office Phones Contact Center




UCaaS
Office Phones

Office Phone

#6789

Your Extension: 5673

& S ~

Conference Transfer Voicemail End call
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As Contact Centers Modernize,
Office Phones Evolve

Office Phones and Contact Centers are tied together.
Modernizing ong, forces the other to follow.

On-prem PBX lacks flexibility and integration.

‘ Legacy Office Phones weren't built for Al or the cloud.

CFls can't afford a fragmented telephony stack.
Separate vendors create inefficiencies and increase costs.
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Eltropy Office Phone: Key Features

Voicemail with
Custom Greetings

Direct Inward External
Dialing (DID) Dialing
{ @
=
Hosted PBX Phone Extension
Solution Cloud-based and secure Management
Support for Hunt. Support for
Groups/ Ring All* Hardware Phones
Profile-Based
Dialing*

New call X

Keyboard Address book °

#6789 a

Your Extension: 5673

1 2 3

| ABC DEF
4 5 6
GHI JKL MNO
7 8 )
PQRS TUV wWXYZ
* 0 #
i

Voicemail greetings (D)

Selecting a greeting will set it as the default voicemail message for the domain.

Voicemail greetings (1)
Selecting a greeting will set it as the default voicemail message for the domain

Default bell ° il

New call X

Addressbook | (@)

Type name, extension or a number

Keyboard

Your Extension: 5673

Carlos Rios

Diana Adams

John O'Connor

Mia Ingram

@ 666G GO

Samuel Ortiz

{$ Audio settings v

Make sure you can be heard before starting a
voice call.

Upload New

Upload New



@ eltropy
Hardware Phone Support

Ensure smooth integration and improve communication to enhance the user experience.

Any hardware phones
compatible with
FreeSwitch SIP server
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Demo: Office Phone

I



Architecture
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Thank you to our lead partners for Office Phones

Eg[in w e,
Qctew (A% sinWest

Why did you choose Eltropy Office Phone?
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Call to Action:;

Partner with us on Office Phone

Let’s make business conversations smarter,
faster, and more connected.
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Unifying Your Business Conversations

Seamlessly switch between Office Phone and Contact Center — all on one unified platform.

Conversations Accounts: @3 @2 =1 Autoloans: M3 ©2 m CustomerCare: B3 ©2 1 {3 32 Contact Center Available v -
» o ° a @ Sarah Johnson »* © smm . . =
oL - & : 112345678180 All applications -
e e e e Departments =
Inbox f o B = Conversations  Workflows Cobrowse Salesfc
°
. . . . . L1
Ct s A i
Office Phone
. . . . a Sarah Johnson m ‘
Okay, thanks Auto loans
5 o o o o . E uln
@Wéﬁ Dario Lessing L
. . . . . Okay, thanks! Mortgages .‘
x

Sarah Johnson

Richard Walters n Contact Center

@ Message blocked as it contains PII

Okay, thanks Lending
€, Thomas Anderson ]
Okay, thanks Lending Andrew Rayntoe

‘Your message contains personally identifiable information. Your message is
Emma Olivers S

blocked and will not reach us. Please resend the message without any

Okay, t Mortgages

personally identifiable information or call us. 10:02AM @

=~
Mute ) C ence Transfer End call
send the mess shift + enter to add a new line | Max 1000 characters o

Patricia Lambert

ay, thanks! Auto loans P 2 B 2 L B % O O S Transfer Aa Q . . . . .



Take the Call with

Eltropy Voice+

CCaas with Built-in Al

-



The Modern Contact Center Stack (CCaaS) % cltropy

Dial-In Eltropy
Voice Call ol
Al Assistants
Voice+ Agents
Website Eltropy |t Eltropy Skill
Live Help Conversation *l|[s* Based Routing
Panel
. Al Agents Digital Agents
OLB/ Mobile App . (Chat, Voice)
i ro
Live Help Mesfgging Al Intelligence
Service

l“_
.

Management

SMS Apps on Phones

Confidential: Do not redistribute this document without prior written permission from Eltropy

Digital Conversations Platform | www.eltropy.com



Enterprise-Class Call Flows with Skill Based Routing

New lock
Welcome o AmericesGredt Union. lsse R
ol fom one of he olowing optons
M spesk o Spanit °
o1
For service in English, press 1
o2
¥ paasenicio e spaol presione 2
NoReply ° ¥ Location & Hours " NewBlock
We r textng youthe ikt ourocton e
No Match o e o
page
Sendmessage fom ContctCotor
o department
NaWBRE For location and hours, please visit
s americase o ocaions i
DTMF: 1 o . i
Press 1 for Location & Hours. DTME:9 &
= A Press 9 fyou eedsddton ssssance © |
” |
ress 2 for Telephone Teller No Reply o
= NoMatch =
{ Press 3 forLending ; ) oton
[ gomea o] (1 SelectQueue
bo ¥ press afor ollecton —
New Bock  Colecton
o5 teml Tansto to Phons b
* Press 5 for Card Services. © @ 2142278286 A Quaue hax oane rprasactativa
e
4 oS N
Press 6 orCanact Cnter *No
Norepy
"
st “ New Block .
= 2] ( Now Block
{} Select Queue
@~ Transfer to-queue- ©
@ Lendng

v Yes

Queue has online representative?

o
[T NewBlock
> X No o J
w Block
HewBiod Sorry, we are not available currently. Please
‘This option is not valid. Please select one. leave a voice mz‘;WE ‘will get back to you
heop as soon as possible.
@0 Voicemail
Volcemail Queue: Lending Voice Mail
T NewBlock copy
() Select Queve
& Contact Center
[ NewsBlock copy
s queue in business hours? « Transferto queue
 Yes o—
New Block x No o ¥ New Block copy

»  Please select one of the following options O

Sorry, we are not available currentl. Please
leave a voice mail. We wil get back 1o you
a3 s00n as possible.

@0 Voicemail

Voicemail Queue: Contact Center Voice

Mail 2

New Block

Choose a queue

No Reply
No Match
[ Ccollecti
@ Transfer to queue o

¥ Collection
Sorry, we are not available currently. Please
leave a voice mail. We will get back to you

as s00n as possible.

a0 Voicemail

Voicemail Queue: Collection Voice Mail

¥ Card Services

() Select Queue

o

G Card Services —

Queve has online representative?

v Yes o—

X No o

eltropy

Neural Voices TTS

SIP/PSTN Transfer

‘ Transfer to Al Voice
Call Back

Sorry, we are not available currently. Please
leave a voice mail. We will get back to you
as soon as possible.

a0 Voicemail

Voicemail Queve: Card Services o

API & Custom Code

Priority &
Proficiency
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Demo:
The Modern Contact Center



The Modern Contact Center Stack (CCaaS) % cltropy

Dial-In Eltropy
Voice Call ol
Al Assistants
Voice+ Agents
Website Eltropy |t Eltropy Skill
Live Help Conversation *l|[s* Based Routing
Panel
. Al Agents Digital Agents
OLB/ Mobile App . (Chat, Voice)
i ro
Live Help Mesfgging Al Intelligence
Service

l“_
.

Management

SMS Apps on Phones

Confidential: Do not redistribute this document without prior written permission from Eltropy

Digital Conversations Platform | www.eltropy.com
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Unified User Experience e citropy

911/e9M

® Lol Available v

Messaging
» ‘e : Py Sarah3:45 -
- o o Q : ° [ . * Andrew Raynolds =
Inbox Departments s} = M
essages
—_— Co-browse  Screen POP =
g seron Jomson . After call work
o 000657 € | Infused with Al
Sarah Johnson
e | have a question about my credit card, hope you can help me? 09:37 Am e

Chats (23) & o

Andrew Raynolds (You)
There may be a service fee associated with a request for Express Delivery.
You can view the status your new card in the Status Tracker. 10:02AM B

Stephen Jelinek

a9 Voicemail A VOicemail

e 09:37 AM

Texts (23) ¢ L

Digital Channels
o m

Q Voice [ 7]

Voice call with Sarah Johnson

@ Click text or chat to send messages while on a voice call.

Voicemails (3) & v

& S Tansfer &, AddParticipant — Transfer & Conference

Offline messages (2) ¢ v
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Unified Live! Dashboard for Supervisors

Last updated: 12-30-2023 | 02:30:00 PM D 52 =
o Summary List Branch operations
T Service level Average handle time (i) Average wait time Longest wait time Abandonment rate
wvailable
Queues 2 $ Waiting < Live & Missed % a
users
Interval ¢ Day $ Interval ¢ Day ¢ Interval ¢ Day ¢ Interval ¢ Day ¢ Interval ¢ Day $ Real Tlme Key
Metrics
Auto loans 12 9 27 3 63% 63% 01:12:18 01:12:18 00:02:18 00:02:18 00:12:43 00:11:46 1% 9%
Customer care 24 14 36 36 79% 79% 01:12:18 01:12:18 00:03:46 00:03:46 00:18:46 00:12:32 9% 9%
HELOC 6 27 46 46 68% 68% 00:43:25 00:43:25 00:01:25 00:01:25 00:24:25 00:22:48 4% 4% Agents LISt & Status
Insurance 16 27 46 46 68% 68% 00:43:25 00:43:25 00:01:25 00:01:25 00:09:25 00:12:38 4% 4%
Lending 19 27 46 46 68% 68% 00:43:25 00:43:25 00:01:25 00:01:25 00:13:25 00:07:19 4% 4% A d
Monitor Interactions
Inbound interactions (1) Outbound interactions () Missed interactions (1) Abandonment rate (1)
Last updated: 02:30:00 PM Last updated: 02:30:00 PM Last updated: 02:30:00 PM Last updated: 02:30:00 PM
- o o .
100 200 10 5% Digital Whisper
Text:60 Chat:20 Voice:10  Video: 10 Text: 50 Chat: 100 Voice: 30 Video: 20 Text: 60 Chat:20 Voice:10  Video: 10 Chat: 3% Voice: 1% Video: 1%
Online users () Idle users () Available users by channels () Service level () Ba rge In
Last updated: 02:30:00 PM Last updated: 02:30:00 PM Last updated: 02:30:00 PM Last updated: 02:30:00 PM
25 23 100%
Fesiningie: : s Busy: 8 5 0% 80% 63% 5%

2 13

5 15 60%

Tc i 1

otal online 7%

users 10 7 40%
* . - -
i ACW: 28 0 0%

Available: 32
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Al Intelligence and Summaries

Use Al to gather info quickly, reducing effect for both members and collectors

Sarah Johnson »° O

+1(123) 456 78 90 @ jandrewiRaynolds

Conversations Co-browse Salesforce Interaction tags & notes

@ Refine with Eltropy Al o X e D ‘ o
Sarah Johnson

My query has be ® Friendly 3 Professional Elaborate njh
so much for help

= Concise

| Add notes 4* @ Generate with Al oS
SUGGESTION 1 Use this version e«

Lorem ipsum dolor sit amet, consectetur adipiscing elit, Lorem ipsum dolor sit amet,
sed do eiusmod tempor incididunt ut labore et dolore.

consectetur adipiscing elit, sed do
eiusmod tempor incididunt sit amet,
SUGGESTION 2 Use this version cons (this note was generated by Al)

m

Lorem ipsum dolor sit amet, consectetur adipiscing elit,
sed do eiusmod tempor incididunt ut labore et dolore.

Lorem ipsum dolor sit amet, consectetur adipiscing elit,
sed do eiusmod tempor incididunt ut labore et dolore.

12/09/2023

Customer loan status Customer loan
® Text [ (R [ 1] status Customer loan status

Customer loan status | Secure link




Al Knowledge Assistants

Reduce handle time and increase first contact resolution with Al-driven tools

SarahJohnson »° ©
1 )

AutoLoans: M 3

56 90

Messages Co-browse  Salesforce

Sarah Johnson
| have a question about my credit card,
hope you can help me?

QS me
p: Pr enter to
Nax 1000 charac
4 & * 0 0 &

m1  CustomerCare: @3 ©2 1

g Andrew |

S AskA

Answer

Here are s¢

SUGGESTIO

We have it
select car
xxxx 2398

Use this ver

SUGGESTIO

We have i¢
select car
xxxx 2398

Use this ver

Professiona

@ cenerato

-

% ) | start

o3 Available v &
& AskAl Assistant X
Reply to Sarah’s message
Answer

Here are some of the possible suggestions:

SUGGESTION 1

We have identified the following cards. Please
select cards: xxxx xxxx xxxx 1289 or xxxx Xxxx
xxxx 2398.

Use this version  «e+

SUGGESTION 2

We have identified the following cards. Please
select cards: xxxx Xxxx xxxx 1289 or xxxx Xxxx
xxxx 2398.

Use this version ==+

Professional lore...
@ Generatorlo 1

Professional lore...
@ Generatorlo 2

’ | Start Typing...




Enterprise-Class Voice Capabilities

Softphone Voice Controls
© Mute/Hold

) Warm & Cold Transfer

) Warm & Cold Conference
© Call Recording

© Voice Mail

Call Flow Designer
© TTS/Media

& PSTN/SIP Transfer
© DataDip

(@ CallBack

© SMS

@ APIs/Custom Code

@ eltropy

Skill-Based Routing
© Skill Queues

© Priority

© Agent Proficiency

() Most Idle/Round Robin/Least
Occupied

© RONA

(@ Sticky Routing
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The Plus Features In Voice +

Collaboration Analytics Al Voice Agent
Integration
© Text © Call Volume 9
¥) Multiple Al Voice Agents
@ Video Banking @ AHT/AWT/AR ) g
¥) Transfer Context
© Co-Browse © By Queue Analysis 9
@ © Conditional Al Voice
© Screenpop Agent Performance Agent Use
© eSign @ Collaboration Tools
Usage .
@ Collect/Send Files “ 0 Miscellaneous
<) Al Containment Rate
© ID Verify/Check Deposit © After Call Work
© Tags & Notes
Live Dashboard © Real Time Stats © Phone Number Blocking

© Provision/Transfer

v i i
© Current Interactions () Monitor e A ibers

v,
© Logged In Agents © Bargeln @ One Time Password



250K+

Voice Calls

in less than 6 months
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Thank you - Voice+

27

Sighed

2 People First LIRS

{ kohler 33GARIER

ONE  SUnWest
Live



Introducing

Al Voice 2.0

Agentic Al for Telephony

Lo

-



Al Voice 2.0: Key Features

Generative
Responses

Humanized Voices Contextual Al Routing

)

Core Integration Tool Calling

Voice Al 2.0
(Agentic Al)

Al Quality
Monitoring

Multilingual

Personalization




Old vs. New

Interaction Type

Knowledge

Voice Response

Personalisation

Languages

Maintenance

Al-Voice 1.0

Menu-based (Predetermined)
Predetermined FAQs/Flow
Artificial / Robotic

No personalisation

Limited Support

Managed Service

VIS

@ eltropy

Al-Voice 2.0

Conversational Al (Flexible)
Generative Reponse/Flows
Humanized Voices

Highly personalised
Muiltilingual (upto 10 languages)

Self-service (10x faster)
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| want to

High Level
Workflow

What is my transfer money

routing number

x| [l

0 f

N\

ir-al|r

S Voice Al Agent 2.0
Live Voice Link %
\\
N
- AN
< ([
B e ——————ml - 5
Al routing ' . ' !
Call Transfers . General Knowledge

Member Operations H Tool Calling

Integration Layer

Authentication
Voice Biometrics Member APIs Member APIs 3rd Party
Device Biometrics (Read only) (Write actions) APIs 34

Native Authentication
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Al Voice 2.0 Releases

Phase Objective Characteristics Timeline
Alpha (Early Access)  Testing the product internally Limited to internal testers or selected strategic Feb - Mar 2025
and initial shaping & Demos. customers. Not feature-complete; ongoing

development. Emphasis on core functionality, Al
validation, and concept verification. Higher tolerance
for bugs and issues.

Beta Expanding testing to external Available to a broader audience on a unified platform. Apr - Jul 2025
users (BETA Customers) for Focus on early adoption, authenticating, user (Emerge BETA Release)
real-world validation. feedback, and scale testing. Some features may still

be in development or limited.

General Availability Releasing the final, fully developed  All key features are complete and tested. Stableand ~ August 2025
version to the public. ready for widespread use. Supported by Release
comprehensive marketing and sales efforts.
Documentation and support are available.
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FREE
Upgrade to Al-Voice 2.0

Starting August 2025

ol
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Thank you: Al-Voice

Signed

Federal CreditUnion =~ '\ communiTy crepIT union

~ ®PeopleFirst (@PEARLHAWAIl  SFIRGT

 EGLIV FEDERAL r— CAROLINA FOOTHILLS
%J—\‘_:: CHED/]' ”Nlo” ° FEDERAL CREDIT UNION

TEXANS L/AFCU SunWest

NNNNNNNNNNN

We move you forward.

W TRUSTONE A2 Z> NOVATION

TOWPATH edwards

EEEEEEEEEEEEEEEEEEEEEEEEEEE
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Al powered Quality Assurance



eltropy

Goldmine of data in the Conversations

Discover service improvement opportunities, compliance risk, performance
improvements, and collection opportunities

| H""IH' -|\||||!|| .ll'HIE‘Hlu ll@ﬂ—.
| ® &

Customer Negative Agent Pll/Compliance  Customer Angry Competitive Escalation
Buying Intent Tone Violation Offer Mention Request




P

Demo:
Al Quality Assurance
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Unified Analytics ‘

Volume Trend by Channel ) Inbound

- Date Granulation Select Channel
() outbound
° Overall Week - All v
Use date granulation to change the time trend (day, week, month) and toggle for direction (inbound/ outbound).
40
37
30
. .
2
Historical Key Metrics
«w 20
]
@ 15
4 " i
@ " "
5 . 10 . 10 § .
S 5 8 7
z s 3 5 "
ol i 3 M Trends and Hourly Analysi
1
) 5 ‘e N - £ rends and Hourly Analysis
> » > > > > > > » > » » > » >
& & & S & & & & & & & S & S
s o o @ o o o ol Al o~ > o o M
B < & & & ¥ « « w® W W« « ® B ¥

Chat M Text M Video 1 Voice

: Queue Metrics
Hourly Analysis of Average Wait Time Channel Service Level St linsecond)

v 5 die
Use the channel drop-down to view the wait time for each channel. Al Service [evel measures the % of requestsithat had waitting time below
P : T 5 the threshold specified.
Note: Not applicable for Text interactions.
Please enter the required SLA in seconds.

45

3min
276 min

Agent Leaderboard
ik Outside Service L;;;:

162 min 164 min
151 min ™
i 2.4 min min
ESa 132 min
122 min

Tmin 096 min 097 min
071 min

Average Wait Time

055 min

Export to CSV and PDF

05.. Within Service Level
031 min ~—

68%

0min

omin

S e e e e P N
S e

U U Y
LIPS PG PG IIC I P O

hour W Within Service Level M Outside Service Level
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The Al Impact

CREDIT UNION OF y / CYPRUS A
uHTEXAS \‘ edwards
FEDERAL CREDIT UNION

89% 91 % 3of4

Of Questions contained by Al Accuracy on members Chat Interaction handled by Al

Voice requests

D0ceanAir  ®People First D macier

Banking with a Breeze

70% 2300Xx 84.5%

Improvement in chat Faster Audit Process Response Coverage for
conversations efficiency with Al Front-line staff requests
compared to human agents using Al Assistants
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Conclusion

Evolving expectations warrant Modern Solutions

Empower with “True Omnichannel"” Experience

Let's partner to provide the BEST* experience
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