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Enhancing Telehealth Services in the Age of Digital Inspired to DEWeéesfm | P Teleperformance
Medicine

The Future

¢ Increase in Al
e New specialties

The Latest

e \Wearable Devices
e Remote patient

The Benefits

* |[ncreased access
to care

Implementation

e Regulatory

* Cost Reduction monitoring Compliance and new
e Improved systems e Reimbursement populations
Convenience e Al-powered e Patient Education * Integration to

7 7 Chatbots EHR’s and CDSS's



Unlocking New Opportunities in Digital Healthcare Inspired to be]%eéesf | P Teleperformance
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i Transforming the Industry




e Positioning

nce Al Powered Operations

Serve Members at the | Make it Easy for Unleash the Power of
time and channel they =& Members to Resolve | Human Connection
prefer without losing 2 to Simplex through Agent
Context of the journey 4 = = |Interactions in Digital F&# Empowerment Tools

G

Proposition

Plan Inquiry Enroliment
b L TG T et - .

Verify Eligibility Change Plan Claims Filling / Follow-up

Use Case

PN

Coverage Inquiries Policy Inquiries Complaints / Billing Errors

e Website e Virtual Assistants

* Interaction Analytics
* Mobile App * Gen Al Chatbot / Voicebot e Al Coach + Gamification
e CCAAS/Intelligent Routing * Pro-Active Touchpoints * Agent Assist / NBA

Solution
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Al Powered &
Operations -

Al enables a Virtuous Cycle that Creates Value within
the Operations and extends all the way to your most
critical customer interactions

-~
Agent Assist / Co-Pilot . Channel Orchestration
—— Operational Customer p—
Interaction Analytics Excellence TP genAl Journey Conversation Al |
\-” Top Pe'rformer Op-ctirtrt‘i§ation L . .
Coach Al + Gamification Replication Ost 10 S€erve Self Service Options

Reduction
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TP GenAl: Real-Time Agent Assist

’ —
N
. /
Greeting & Intent . . . Post call \
Authentication Discovery A ol I wrap-up \
STANDARD TOTAL
CALL FLOW 7:04 MIN.
00 29 01:27 03:35 00:46 g 00 47

TP GenAl ® ,

Analyzes the =

intent based on

speech and TP GenAl Guides the

screen context agent anyd offefs

and suggests relevantfautongation

relevant sequencs, arrllfulfills

knowledge TP GenAl Presents the agents .

and/or detailed confirmation statements,

|dance TP GenAl & RPA Presents the agent
and listens for additional intents
W|th call summary and updates
CALL FLOW CRM systems
WITH GPT
00:29 0:53 2:14 00:32 00:12
TOTAL 4:20 MIN. } 2:44 MIN SAVED } 40% REDUCTION OF CALL TIME
'40/) AHT '50/) Training '90/) Errors
Confidential, shared under NDA - Not for re-use or further distribution in any form without Teleperformance’s written permission



TP GenAl: Summarization Use Cases

inspiredto be Thebesf P Teleperformance

Service Console

Case Details

Case Number Case Owner
00001053

Status Priority
New Medium
Subject

My hotel booking

Description

Hey there,

I'm booked to stay at one of your
hotels in New York for a week next
month, and | have a few questions and
requests.

Firstly, | was hoping to get some advice on
the best places to visit in the

city during my stay. 'm interested in
everything from museums to parks to
nightlife, so I'm open to any suggestions
you might have.

Secondly, | need to check If it's possible to
change the dates of my

reservation. Originally, | booked from July
10th to July 17th, but | need

to push back my arrival date by one day to
July 11th, Can you please let me

know if this is possible, and what the cost
would be?

Reduced AHT

My hotel booking

Details

Subject RE: My hotel booking

Dear ({{Recipient FirstName}}},

Thank you for considering Garden Inn New York Times Square Central for your
upcoming stay. It is our pleasure to assist you.

New York City is an exciting place with an abundance of things to do. We recommend chec!

out https://www.nyc.com/ for some inspiration.

oo

In regards to your booking, we are happy to inform you that it is possible to move your booking

1o arrive on the 11th of July at no additional cost, Please let us know if you would like to
proceed with this change.

W~ b

Improved CSAT

S eleperformance Options &
P 2 Language for the summary and

response can be chosen freely

Case Assistant

TP genAl

» Original Email (English)

Key Points

1 TPGenAl summarizes the most
= English

important contents in key points

Customer has questions and requests
regarding their upcoming stay at a

hotel in New York

Asks for advice on places to visit in th y
Inquires about changing the dates gjftheir
reservation and the cost

Requests a room upgrade to a r floor
with a view of the city skyline

Asks about breakfast and dining options at
the hotel

Quick Reply

Employee works on case and writes
3 short bullet points as answer

* so much to do in un New York. Check
https://www.nyc.com/

* Yes possible to move one day to'
arrive at the 11th of July. No
additional cost.

TPGenAl formulates a full answer in
4 the chosen language based on the

Generate Reply

given context and bullet points

Cost Savings

Confidential, shared under NDA - Not for re-use or further distribution in any form without Teleperformance’s written permission.
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TP GenAl: Generative Al Knowledge Management

o aamin
Management Evgeniy m TAP EMEA

Admin can feed the GPT supported
Knowledge base with only rough titles and

~
(&
[O) what can TP Interact do?

-TP Interact,tools

TP Interact can deploy Al and machine learning to correlate data from the entire customer journey, classify the CX,

GPT will process, analyze and structure
all information given in long text form

provide brand intelligence and predict outcomes

O) What are Teleperformance values?

_Teleperformanoe,ounum
Integrity, Respect, Professionalism, Innovation, Commitment
(<%

[O) whatis Storyfai?
>

. Storyfai is an Al-p d, user-friendly application developed by Teleperformance that provides translation
Choose file | No fil sen
services and capabilities.

File Edit View Insert Format

StoryfAl is an Al-powered, user-friendly application that connects brands with customers - allowing agents to operate
securely and effortlessly using multilingual and automated capabilities that increase their performance and ensure precise
responses. This proven and effective technology can automate more than 100 languages and reduce handle time by 30%.It
provides best in the class translation services. Storyfai is a tool, which is developed by Teleperformance. Storyfaiis a
Teleperformance solution, which provides translation services and capabilities.

Agent can type in concrete questions
as requests to the Knowledge

The Al Knowledge Base generates a
dedicated response from all unstructured

content, providing clear instruction for

+15% FCR +10% CSAT -15% AHT

Confidential, shared under NDA - Not for re-use or further distribution in any form without Teleperformance’s written permission.
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TP Al Powered Operations
Interactions Analytics




How it Works? Inspired to be 7%}9 éegfm | PP Teleperformance

Interaction Channels Transcribe & Redact Understand, Analyze, Score Actionable Insights

N Voice Cloud Storage SIE Generative Al Applications ~| Interaction Visualization &
— Too(® Reporting
. ® Contextual understanding of e Interactive data visualizations on
@ SMS Client Server customer needs and emotions process and agent performance
e Customer Experience, VOC/VOE e Actionable insights for
e Complaint Management
Chat [ e Regulatory compliance, P
= - e and many more ulli S ¢4
..g Transcription o sotto o oo
S EI e Voice files converted to = 9 |2 ‘@
E-mail ;’" || — | text oo corta oo T30
& e Metadata ingested S —
@ »
e =
=0 = il Interaction Consultant Impact
rglé Social Media \
e Deployment of pre-built module e CXenhancement and process
e Gen Al prompt engineering optimization
\ m Text Redaction e Correlation of categories and ® Sales optimization
% Documents/Blogs 2= e Sensitive information metadata . . ® Improved agent productivity
removed ® Near real time agent CoaCh|ng o R|Sk & compliance management
and feedback e Automated Quality Assurance

Multi-Channel Customer Interactions TP INTERACT

10
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TP Al Powered Operations

Al Powered Training &
Nesting

11



How it Works?

Set-up Intents

Configure the mock call
simulation based on
customer intents,
specific language and
scenarios.

&

&

Nesting Studio Set-Up Answers

Re-create real call
scenarios through
Nesting Studio.

Define model responses
that the Al will use as
reference for a good or a
bad response.

Training team loads the
conversation scripts
which the Al will ingest
based on the Top Contact
Drivers.

Inspired to be 7%9 é;ggfm | ? Teleperformance

Real-Time
Evaluation

The tool compares the
agent’s response vs. the
model responses to arrive
at a rating/ evaluation.

Closed Loop
Feedback

The evaluation is
leveraged by the
supervisor, trainer or
agent for coaching and
development.

12
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TP Al Powered Operations

Al Coach & Gamification

13
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Al-Powered Operations

Data Insights Actions Improvement Next Best Action

1 Consolidate across different Data 4  Root Cause Analysis 6 Insight to Action: Enable behavior 7 Leverage Analytics to objectively 9 ) Al Coach : Empower agents to
Sources KPI[] = (TCD, Behavior(], change through Roles-Based evaluate the effectiveness of a Self-manage and identify behaviors
Behaviors[) actions. coaching intervention. impacting performance and proven

actions to deliver improvement.

Coaching Focus
Targeted Behavior
Educational Tools

Behavior
New Behavior

New Impact
Re-enforce

Expected KPI Impact

(=

o

IS

=

&
O O O @ O O Coaching Effectiveness

Deploy Interaction Analytics to get a
richer data set to drive insights and

performance Gamified Interventions e
C
oo =
= o
Voice to Text Transcription _ = =
Coaching @ S
T i lysi S
Interaction Analytics Engine 5 opl.per.ormer persanagnalysis & bt =
replication " c X-2/9--%
Lexicon/Key Words Tagging Recognition F0||0W—UpS 1 ) _
Early Warning System — Identify at risk
Correlation/Relationships 8  Effectively manage supervisor and agents, Deploy targeted interventions to
I managers on their ability to develop improve engagement.
Al Driven ’ . e
their people.
3" One Tool, One view across Role-Plays
difff:r-ent Ops and Support « Top Contact Driver C-Sat / NPS A
positions o S Individual Team K)
e KPI Impact (+/-) Challenges Challenges FCR

Validation
Frontline Staff (_N
Team Leader K_)

Manager

Sales




@ teleperformance.com @ teleperformanceblog.com [Q /company/teleperformance @teleperformance_group [ /teleperformanceglobal @B /teleperformance W @teleperformance



