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What is CPaaS?

Communications platform as a service

Embed real time cloud based communications into existing systems through APls to
communicate with customers on a global scale on multiple channels
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Who uses CPaaS?
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Loyalty app

50% read rate

46% ongoing app engagement and
retention

High adoption rates

Increased offer redemption instore
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SMS surveys Service app & SMS journeys

Over 800,000 messages deployed a App engagement rates boosted by
month to over 40 countries over 300%

Surveys triggered automatically, with two way surveys
conducted in real-time

Reduced missed appointments by 25%

99.997% platform uptime for mission critical
99.997% platform uptime for continuity messaging
of service
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SMS

Push notifications

Coming soon....

Omnichannel

Web chat
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Facehook Messenger

Apple Business Messaging

()

App messaging

Twitter DM

We Chat

WhatsApp
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RCS Business messaging
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Simply shoes
Hi James,
Your trainers have
arrived! They are

ready for collection
in store
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Omnichannel examples
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From: Simply Shoes

To: James Jones Simply Shoes

Your trainers have
arrived! They are
ready for collection
in store

Hi James, 0K
Your trainers have
arrived! They are
ready for collection
in store.

Hi James,

Your trainers have
arrived! They are
ready for collection
in store
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UK

(‘ 0330 024 1235

Monday to Friday: 8am - 8pm
Saturday: 9am - 5pm
Sunday: 9am - 3pm

Bank Holiday opening times
may vary

Omnichannel examples

‘ @ FACEBOOK MESSENGER ‘ ‘ f ASK ON FACEBOOK ‘

‘ W TWEET US ‘ ‘ = SEND US AN EMAIL ‘

If you contact us via social media, we ask that you only share your personal
information via private message.

Our privacy policy explains how we use your information.

Contact about flight bookings

Contact us

\ Call the KLM Customer Contact Centre : +44 20 7660 0293

@ Send KLM 24/7 a text message via WhatsApp to +31206490787
n Contact KLM 24/7 via Facebook

o Contact KLM 24/7 via Messenger

, Contact KLM 24/7 via Twitter

E Send an e-mail to the KLM Customer Contact Centre



The current messaging landscape

R The average customer now communicates Over 1 billion monthly
T3 .
' _!?_T;i? via 10 channels active users each
H (Salesforce 2018) (Adweek 2018)
~ B B,
s 89% of adults in mature markets ; f“’fﬁ% l Global A2P SMS Market to touch
own a smartphone A N4 72.00 Billion by 2022
(Gariner 2016) - — ‘ (Market Research Engine 2018)
é_ Average of 3.3 hours screen time 500 million live chat
£ on mobile per day customer conversations
S (Kleiner Perkins Internet Trends 2018)

(Intercom 2018)

5.7 billion messaging users
worldwide January 2018

100 million smart speakers

have now bheen sold
(Statista 2018) (Canalys 2018)




Changing behaviour

e Consumer habits

new technology

new set of

expectations

competitive advantage



Mobile and static consumers




Does omnichannel really matter?

72% of adults prefer communication

with companies digitally

90% of customers expect consistent

inferactions across channels. (* 1)



https://www.marketingsherpa.com/article/case-study/customer-communication-by-channel
http://www.sdl.com/about/news-media/press/2014/90-percent-of-holiday-shoppers-expect-consistent-brand-experiences-across-channels-and-devices-according-to-sdl-survey.html

Does omnichannel really matter?

87% of retailers agree that an

omni-channel strategy is critical or very
important to their success ( )

47% of customers would switch to a

competitor within a day of a poor

customer experience ( )



https://www.research-live.com/article/news/retailers-struggling-to-master-omnichannel/id/5031952
https://www.247.ai/company/blog/new-247-customer-engagement-index-great-engagement-experiences-are-critical

The future of messaging




What can you do with RCS?



What can you do with WhatsApp?

This pa: s member of a

This passenger is travelling on behalf of a company with an AR FRANCE - KLM Corposate Accown

Contact details
This information allows us 1o contact you about your i any changes in your flight Rinerary.

E-mail agdress

Country code

Tekephone numsber |

ry eode
Telphone number 2

Don't have 3 KLM account yat? Ragister mew by choos skip this amd registes latar)

Updates via Social Media

han pleae bet us know on wéat channels

Do yeus want
Read mare aboy

Flight preferences
This passenger wouldt Bke a special meal. Please select ane of our spec alth, mecical

o redigious 5pe




Messaging strategy 2015

* Valued
that drive conversations and positive
outcomes for both the business and
consumer

* Keeping pace with your customer

* How are you communicating with your customers

now and in the future? >




Thanks

Want to find out more about omnichannel messaging?
Speak to one of our team.
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