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Introduction

Within the industry, we saw more developments with Al, more explorations
into personalization, and more bots with features like voice and predictive
actions. At Unblu, we had new challenges and new opportunities and we tried
new ways of doing things. But one thing has remained unchanged throughout
our work. We've seen time and time again that there’s simply no substitute for
the human relationship. But it's still a fresh discovery for us to see how much
people value it—and that's one of the most satisfying aspects of growing
Unblu. So online meaningful conversations are key to succeed in the next
banking era.

A valuable conversation opens the door to
opportunities and builds relationships. For that
we are now focusing on helping our clients deliver
meaningful conversations for their customers.

But in our rush to digitally transform, perhaps we've
tried to mechanize the human, to borrow a phrase
from thought leader Leda Glyptis, rather than
humanize the machine. We've worked with hundreds
of financial institutions over the last decade and
they’'ve consistently told us the same thing—
customers want the convenience of the internet
and omnichannel banking, but they also want

the personal touch that comes with speaking to
their bank. Conversation is the vehicle to create

the hybrid experience customers are looking for.

How is the industry defining conversations?

The financial industry tends to narrowly define
conversational banking as chat bot-based
interactions for getting help, discussing finances
or even asking for advice.

But bots have limited capabilities right now, and for

the foreseeable future. We believe conversational
banking has to be both convenient and personal,
a balance between bot, where appropriate, and
human interaction.



Conversational banking must make things

simpler for the customer, regardless of the device,
the channel or the type of advice they need.

When conversational banking is well-implemented,
you can truly be present for your customers. When
they want to text you a quick question, you can text
back, securely and compliantly. When they need
financial advice and want to look you in the eye, they
can use video features together with co-browsing
features —and you can create the same kind of
interaction you would have during a meeting at the
branch. All these interactions happen within one
secure conversation space. With one click, the
customer chooses how they want to interact with
you. Solo information gathering efforts turn into
collaborative exchanges and decision-making.

Whether the conversation is initiated
by a virtual assistant or a human,
each and every conversation is an
opportunity to get to know your
customers, to be helpful and relate
to them and ultimately guide them
through their financial decisions.

To borrow a wonderful phrase from Chris Skinner,
banks are “a foundation of humanity”, built on
decades of trust.

This is a big advantage that banks have over
start-up competitors. By implementing a
conversational interface, they'd be well-positioned
to take the conversation to the next level with
customers. The time is ripe to use conversations
to drive these valuable, personal interactions that
build loyalty. In our experience, the banks that use
conversational interfaces have the best shot at
moving from being reactive to proactive. Instead
of only interacting with customers when they are
angry about an issue, an advisor or an agent can
initiate a helpful conversation with a customer that
leads to satisfaction and possibilities.

We challenge you to consider each conversation
an opportunity to add value. It's time to transform
interactions and transactions into meaningful
conversations.
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Unblu Secure
Messenger

Secure Messenger is part of the Unblu
suite and is a natural expansion of the
pervasive chatting experience.

Whether a customer needs help with a
transaction or wants more of a personal
touch with investing, Secure Messenger
is one more tool that empowers an
advisor to guide them efficiently through
transactions and provide relevant and
personal advice. Secure Messenger
provides an unobtrusive, asynchronous,
secure manner for providing an ongoing
conversation with clients.

Our Secure instant messaging solution helps
banks to provide the WhatsApp experience whilst
remaining compliant.

Designed to meet the needs of a secure and
compliant Relationship Manager (RM) / Client
conversation and collaboration session, it can
be easily integrated into mobile native or
browser-based applications. After the customer

Unblu Embedded Interface

Web
Chat, Secure Messenger,
Video & Voice, Co-Browsing eBanking
Mobile App
Call Center

showed you during our meeting. I'll
wait for your final decision.

You Sunday

Thank you very much Alex. | will get back to
you asap.

Hi Alex, I've been thinking over what we
spoke about yesterday and | believe it is a
good opportunity for me. Can we move
ahead with this please?

Alex Haldimann Sunday

Q Sure, doing it right now.
.

Placeholder @ B

has passed through the bank'’s security procedures,
their conversations with the bank/insurer are
available to them.

The RM can login to the Unblu Agent Desk (locally or
with SSO) or into their dedicated RM app (with our
Agent SDK installed) and exchange messages freely
with their clients.

Unblu Cluster k |

Agent Desk / App

Other systems (CRM, Messaging

AP platforms, chatbots, etc.)



Unblu is messaging with super-powers

The Secure Messenger features seamlessly work
together with co-browsing, video, and voice call,
and can be added to the conversation when the
time is right. By bringing all these elements
together—enhancing the conversation with visuals,
sharing research documents and having the ability
to see each one another —the quality of a client’s
experience increases exponentially. These improved,
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application. Share also other
websites or applications.
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Thank you very much Alex. | will get back to
you asap.

Hi Alex, I've been thinking over what we
spoke about yesterday and | believe it is a
good opportunity for me. Can we move
ahead with this please?

Alex Haldimann Sunday

Sure, doing it right now.
Co-Browsing
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@ Can we start a Co-Browsing session?
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Maybe later
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Offer the personal, attentive
one-on-one support that
customers appreciate.

Life Moments
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Gold card only $39 per year

Fee free cash when abroad and accepted
worldwide

more frequent interactions go hand-in-hand with
increasing transactions. Using tools like Secure
Messenger, the relationship manager can now
leverage the customer’'s moment of truth and be
available at the right moment to drive it home.
Secure text messenger capabilities are even better
when combined with:

Document Sharing &
Co-Browsing
Collaborate with customers and

guide them through complex
documentation.

Login Contact

Conversations with Bank

Alex Haldiman
You: Thanks!

Monday

o Mortgages Friday

¢ Agent: Our current interest rate is..

@ Call Center Friday
e vou: Thanks for the information...

e Support Saturday
¢ vou: Thanks for the support, now...

Chatwith a support agent

‘{ Call support Video call
EnterPIN  Share website

Are you prepé
Powered by 2nblu
Our Dynamic Allocator enapies your areams.

Learn more @ °

Apply today (3)

Document Sharing & Co-Browsing



Unblu Secure Messenger is highly Secure and Compliant

Unblu exceeds every security requirement for the banking and financial
industry and guarantees protection of your information. Our customers
keep total control over the communications between customers and their
staff. All the communications are recorded, encrypted and stored safely.

Cloud or on-premise

‘///////
222> We support both deployments. Our financial cloud is fully ISO 27001: 2013

T certified and it is compliant with the FINMA Guidelines of Circular 2008/7 and
of the SFBC Circular 2005/2 No. 87.

Single sign-on (SS0) for web and mobile

Unblu uses existing authentication mechanisms already in place in the on

premise infrastructure of the customer.

SSL Encryption

All Unblu communication is secured through https. On premise, Unblu is

architected to leverage existing security infrastructure (WAF, Reverse Proxy)

=

and functions behind the SSL termination of an e-banking environment.

Secure archiving

The structural information, along with any messenger data (text, media, files),

of every Conversation is stored in a database, which can be extracted using
the Unblu Web API to be archived.

Video and voice recording

Audio and video conversations are an integrated feature of Unblu. They are
conducted through built in Browser Capability leveraging WebRTC. Video

sessions are encrypted end to end and can be recorded. Recordings can be
encrypted using a public/private key pair.



Why our customers are using Secure Text Messaging

Boosting customer experience with more
engagement

In the retail space, customers are looking for more
two-way interaction using their mobile phones.
Messaging can be an effective tool for validating a
transaction or for conducting routine banking
activity such as address changes, new accounts
or closing on a loan. When it comes to shopping
for a mortgage, Secure Messenger provides the
asynchronous channel to stay in touch with bank
support and leave the conversation open-ended
to ask questions while comparing information.

For example, the first message could happen
Thursday afternoon when the customer texts a
question, but then has to rush off to pick up kids
at school and can’t stay in the text conversation
long enough to get things resolved. The second
message might then happen late Thursday evening
or Friday morning, after the agent was able to
research the issue in detail. And the conversation
continues, when it's convenient. The customer can
engage on their own timetable, and the customer
service agent has time to research items for
customers asynchronously before texting back.
The time pressures of a voice-based call are gone.

Adele 15:40

Hi Patricia, could we chat about
a new car loan later today?

o

Agent 15:40

Sure Adele. | will prepare some options

foryou.

Adele 18:37
Hi Patricia, | have some time now. @
)

Build the client-advisor relationship

In a world with fewer branches, financial advisors
now have to rely less on traditional workspace and
instead leverage technology to drive customer
engagement and build relationships. Their work-
space is evolving into a virtual space and they need
to be as connected as their clients in order to keep
up with them and provide virtual advice that is
relevant and useful. Secure Messenger extends their
ability to address the needs, wants and preferences
of their clientele. With a spontaneous, naturally
flowing communication style, the advisor and client
can build a trusting relationship without needing to
be in the same room.

For advisors, Secure Messenger provides a powerful
productivity tool, helping them be more efficient,
while providing a secure space to have more
engaging interactions with customers. With over one
hundred implementations, we've seen how the right
tools like Secure Messenger can transform the
advisor-client relationship. A private wealth
manager can provide real-time investment advice
directly to a client via Secure Messenger. This
allows quick decision-making on time-sensitive
opportunities. The relationship manager can
leverage the customer’'s moment of truth and be
available at the right moment to drive it home.



INTEGRATIONS

Is it possible integrate Unblu
with third-party messaging

applications?

Thanks to our business APIs, our clients manage all communications

with customers through a single application. Our Business Logic Engine

read through the request and connects the customer to the right person

or team.
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Do you want to know more about the
WhatsApp integration?

Together with one of our partnersm we have brought
together our collective wisdom and we cordially invite
you to watch this exclusive webinar.

Presenters

Jens Rabe, COO at Unblu

Hugh Hopkins, Product Manager at Nexmo

Reda Haidar, Account Manager at Nexmo (Dach region)
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https://www.unblu.com/en/resources/webinars/whatsapp-integration-webinar/
https://www.unblu.com/en/resources/webinars/whatsapp-integration-webinar/

Conclusion

If financial institutions are to leverage the opportunities for conversations
that are hiding in the omnichannel experience, they first need to do some
soul-searching. To genuinely create customer-centric journeys and
experiences, banks have to reorient to the question of why they exist.

Customers’ wants and needs have to be at the customers’ financial well-being. Adding the
heart of digital strategy and all activity. Rather messaging experience to your digital customer
than selling products and services, banks need to journey will genuinely improve your ability to
switch gears and create helpful and memorable connect with customers, partner with them,
experiences for customers. Conversations can't and make your customer conversations

be focused on pushing lending products. Instead, more meaningful.

banks need to focus on how to help customers
manage their finances and get ahead and

consistently demonstrate a true interest in their




Would you like to find out
more about Unblu?

Visit www.unblu.com/resources to access webinars,
documents and use cases about our features and solutions.

If you have any questions, please email us at sales@unblu.com

vnblu



