9:52 CRINCH 7N |

My data usage

16 days
left this cycle

DATA CALLS MESSAGES

2.16B | 147 min 15

of 8 GB of 200 of unlimited

Data consumption
- Period July 18th 2019 until today

RCS Business Messaging

- Bundle 842 MB of 8 GB
- Valid until August 17th 2019
- Remaining: 16 days left

a presentation for carriers |
w What else can | help with?

Now
Account information What's on TV tonight? Custom

% Have feedback?

@ r@ \Chat message @ $

Google



Carriers want $1 556

saving money and Average cost of live agent call’

increasing satisfaction
7%

Customers don’t enjoy using IVR?

(we have been looking for the 3% who enjoy IVRs - but can not find them)

Google



There are challenges for App owners to
drive downloads and usage

| €=

S 51%

apps are used Users don’t download any
85% of the time' new apps in a month?

Google

<30%

Users use their telco
app per month?®


http://fortune.com/2016/08/16/app-fatigue-is-taking-a-toll-on-smartphone-owners/
https://techcrunch.com/2017/08/25/majority-of-u-s-consumers-still-download-zero-apps-per-month-says-comscore/

Customers prefer live chats to phone calls

Live chat Email Social media Phone calls

Google


https://econsultancy.com/consumers-prefer-live-chat-for-customer-service-stats/

Customer service messages via SMS have
been effective but have limitations van o

& 462782 8

Your current data is
— . almost out and you have
160 Character limitation % iy loft in the eycle
with 0.2GB left of your
Data Plan.

O  Colors, pictures and videos You can view your usage

here
https://fehddkdmcongslon
.com or you can call our
sales agent at
. 1-888-345-6789 if you
O Brandlng have any questions.

Reply STOP if you do not

want any more
messages.

O  Readreceipts

Text message >
SMs

-+ oo/

4

/‘
@
[ ]

3% Engagement/ response rates

Google


https://ehdejkdd

Upgrade to RCS Business Messaging
for better results

9:52 CRUNCR JON |

Trusted branding - € My Carrier 9. Q
Displaying name and logo

My data usage

Fast creative -
Improving customer experience and :

strengthening brand awareness B . oA chLLs MESSAGES
9 9 218 147mn 15
of 8 GB of 200 of unlimited

Data consumption

- Period July 18th 2019 until today
- Bundle 842 MB of 8 GB

- Valid until August 17th 2019

- Remaining: 16 days left

Better metrics o

Data including client based
DLRs & read receipts

P w What else can | help with?
Now

Account information What's on TV tonight? Custom

Google

& Have feedback?

@ r@ ‘Chatmessage ® ¢ ...

16 days
leftthiscycle ........... L.

& peace of mind
With verified sender information

------ * Richer media

With images, videos, &
GIFs in any color

.-+ Time-saving actions

Suggesting actions for URL,
Maps, Calendar, & dialer

:» Ease of replying

Suggesting replies,
customized by brands



It’s time - give your customers,
and your company an upgrade

RBM response rate is proven
60% - 150% better than SMS.

Carrier industry standard response
rates for SMS marketing usually sit between
0.5% to 3%.

Google




It’s time - give your customers,
and your company an upgrade

“Click Through Rate” of messages

RBM SMS
22% 1-3%

|
|
users who tap a suggestion

users delivered to

Google




Better Metrics

More Accurate Delivery Receipts
New Read Receipts

Response confirmation for
engagement metrics

All data can be sliced and diced

Google

RCS Business Messaging  EatBot. Nom, nom, nom! ~

rrrrrrrrrrrrrr . Start date Enddate
2 Agent information Week 5/1/2019 al 6/30/2019
@z se
B3 Integ
Messages
Test
O oevices =
Sent, Delivered, Read ~
Deploy
Q@ Verity
& taunch 4,000
MMMMM re
g
A Analy! i
// =
e
Document / %
@ cuid 000 - - o /
<> Samples /Ff—fff —————

Sy Dashboard .




How can a carrier
use RBM?

Google



RCS Business Messaging

RBM performs across every stage of the customer lifecycle

o

Customer care )
Drive revenue

Improved upselling and

M
@ marketing performance.
Welcome onboard
=

Save costly and unpopular,

o ) customer care calls.
International

Roaming service

Understand your customer

. . h4 Track all engagement metrics
Marketing & promotions . . .
including read receipts.
° Increase engagement at
Loyalty & engagement 3 999

less costs than apps.



Self-service customer care

STAR is TracFone’s self-service activities agent

Account Management
Data usage

Changing phone number
Reward point

Refill service

Check out the video.

Google

‘Messages

N N

-

Internet

73% W 4:55 PM

3C.com

[S]

Camera



https://drive.google.com/open?id=1ekyBfR-NskUemkd3G4rLcPJ0RMficXTh

Self-service customer care

Joice is Oi’s customer care artificial intelligence

Plan information, bill generation, payment reminders,
technical support. It is important to be present in
multiple channels, but why RCS is different?

o Free of charge

o Be proactive: don’t wait for user complaints,
build intelligence to tackle issues preemptively

° Richer media and features

Google

& Oi-DEV 9

9

9

0k, ja registrei a sua avaliagao.
Obrigado!

2 min

Reiniciar

Agora * Entregue

Oi! Eu sou a Joice, assistente virtual
da Oi, e estou aqui pra te ajudar
com informagdes pra pagamento
de conta e suporte técnico. Seu
protocolo é 20198000005866.

Se precisar, digite 'ajuda’ a qualquer
momento. Por onde quer comegar?

Agora

Conta Suporte técnico Menu de ajuda

° @ Mensagem de bate-papo >

G CF & & o
q1 woe 't y° u it o p
a s d f g h j k |
A~ z x ¢ v b nm &



 pO.. N 7.4 82%m@13:

& Orange Services*777# & i

Self-service customer care

5 Welcome to Orange Services.

The existing USSD customer service was running I

Orange Jordan’s network *777#.

Roaming
Now, with no manual digit input customers can:
Lower costs on Got a question
e  Chatdirectly in the agent holidy
o Evaluate their plan & balances Seloct Saiai

o Explore offers and switch to other bundles

Swipe and tap on "Select" to
choose one of the options
& above.

Now

Google

} My Orange Share 777 Bot

@ f@ Chat message B>



https://docs.google.com/file/d/1lAdC6M-M5yLsVEQiaWaSzu9UfssRhuRl/preview

B Messages 16:29 v

Bienvenue a Chat Messages & 5
Appuyez sur un bouton ci-dessous pour en..

Welcome bot agent

MARK AS READ REPLY

Orange Service onboarding

e  Orange introduction

. RCS education

o Demonstrate RCS rich graphic, video

e  “Choose own Journey” - Interactive consumer
experience

Google

Chrome Messages




telenor

Data purchase

Telenor enables data purchases straight from
their RBM agent. Enabling clients to

o Evaluate their current plan & balances
o Explore offers and switch to other bundles

Options and interactivity opens for upselling in the
moment. Simplify decision making.

Google

© '
=

<

T anN $ror v.4511:30
Mitt Telenor
Hi Ola, | sent you this message to in-

form you that your subscription is about
1o run out of mobile data for this period

Use of data

Ola Normann

FR

Do

IHET 5 GB

14 412

days
of 5GB
to next period

you need better control of your use of data?

Download our app Mitt Telenor.

Now

Get more data B Install Mitt Telenor

Type a message

orant 3ibor v 451130

€ Mitt Telenor

Recommended packages

Ola Normann

FRIHET 5 GB
For you that For you that For you that
needs some spendalotof  streams video
refill for basic time on social and music
e-mailing and media

surfing

79, 99,- 149,-

The data packages are valid within this month. Data that
are not used, will not be transferred

In our app Mitt Telenor, you will get access to all
our datapackages

+ Typeamessage

OranNa

3ror ¥.4511:30

€ Mitt Telenor

Ola Normann

FRIHET 5 GB
474,00 kr
January
Invoicestatus © Not payed
Due date 15.02.2017
Invoice ID 5510221724021
KID-number 551022171240215

Account number 7058.06.99500

You can now pay your invoice with VIPPS in our
app, Mitt Telenor

Now

Gelay payment NdayD <h Installer Mitt telenoD

+ Typeamessage




1518

Marketing and promotion € OiControle °

‘ ‘ Despite the short time, so far the
conversion was 7.8x greater than SMS"

— Diogo Camara, Oi’'s Product Director

Google

0Oi indica: Aproveite o Dia das Maes
com mais internet. Tenha 12GB de
internet, WhatsApp, Messenger e
Facebook liberados por RS 49,99
no cartéo.

w

12GB rs49:2

o7 f

8x



Marketing and promotion

EE - our first UK Telco agent! Users
Sub-heading here receive messages showcasing

Heading here products they can purchase.

Place content here

. Place content here
° Place content here

° Place content here

Google



orange’ Africa

African Cup of Nations bot

This bot offers a rich and interactive user
experience about sports.
e  Strengthens relationships with consumers

o Get the latest sports scores, team updates and
live game information

o Provides sports fans with up-to-date information
about their teams’ competitors.

Google

435 P A\ VI

& CAN Total 2019 par Orange ... @

Orange Football Club vous presente la CAN Total
2019. Soyez au ceeur de l'action: résultats, news...

4:35 PM

orange”

Official Sponsor

Salut | -, Je suis l'assistant de la
Coupe d'Afrique des Nations ‘& F7
L 4

Je n'ai besoin que d'Internet, pas du
SMS

M Clique "Continuer" pour découvrir

Now



g:‘.; AT&T Demo Agent

Marketing and promotion

AT&T demo use case for new phone upgrades.
. Place video content and orders within the conversation.

. Watch demo videos.

o Select the color of the phone.

Google

© © "d i 1255

<  AT&T Digital Assistant

Great news, John! You've got 2 phones
that are ready to be upgraded at no
cost.

Peter - LG V10 Jenn - Lumina 950

FREE UPGRADE FREE UPGRADE

Upgrade Peter's phone

Looks like you're a fan of LG. | think

% you'd like their latest phone.
Now
+ Type a message >

[ ¢« @ m |



Sprint

Roaming service

Sprint customer lands in a new country:

o They get a rich message showing rates and roaming plans

o Customer can browse plans and choose one

Available at:

https://www.gsma.com/futurenetworks/rcs/demos-case-studies/?
ID=003w000001iwe8FAAQ&BU=

Google

< Sprint Care

4:33PM
Welcome!
28 min
© Type amessage >




New console for
RBM makes it easy

Google

Quickly register RBM agents

Easily manage branding
details and testers

Quickly launch live campaigns

Track performance with
analytics



We have carrier bot templates ready for you

(RCS Introduction

77 SO PLa

& XYZ Telcom Group 9 Qa

Welcome to the XYZ Telcom Group Demo Agent!

7:17PM

Hi there. Welcome to the XYZ Group
Telco Demo.

0On XYZ Group you can chat with
friends using Rich Communication
Services (RCS). RCS allows users to
do everything they already do with
SMS and MMS but also enables them
to send high quality images, videos,
see delivery and typing indicators, and
much more.

Would you like to explore some of these
@ L

Now
Yes No
e feedback?
@ @  Chatmessage e® ¢
< -

@ata Consumption

718 B CAUECE O]

& XYZ Telcom Group 9 Q

. Here are the services we can help you
with:

Data consumption

- Period 08/12/2019 until today
- Bundle 842 MB of 4 GB
- Valid until 09/11/2019
- Remaining: 16 days left

s there anything else | can help you
& i

Now

View Upgrades  Billing Information B Install App

& Have feedback?

® @  Chatmessage ®

Balance

e

( Bill Review

718 B S DOCLE

& XYZ Telcom Group 9 Q

lling Information

Details for your statement with
reference services. The amount is
$100 for the billing period starting in

. 07/02/2019 ending 08/01/2019.

SERVICES BILL: $100

From 07/02/2019 10 08/01/2019
- Extra consumption $5

- Taxes

- Monthly fee: $10

- Consumption: $6
~International costs: $4

- Television: $20

-~ Last bill penalty: $45

® PayBill

with?

Now

® Is there anything else | can help you

CheckBalance  ViewUpgrades b Install App

® @  Chatmessage ()

lave feedback?

-

¢

(Upgrade info

718 & S OP4ha
& XYZ Telcom Group 9 a
-

Vlew Upgrades

@  checkout your upgrade options:

GOOGLE PIXEL 2 MOTOROLA G6 PLL

@® View Details ® View Deta

Is there anything else | can help you
®

Now
CheckBalance  Billing Information b Install App
& Have feedback?
@ @  chatmessage @ ¢
< -



RCS Business Messaging
Success Stories

Google

1



Success stories

[ 2 N =il 78% @ 16:44

Com ex < Info & options
Club Comex

Increased Revenue
Official Comex Group RCS channel

115% increase in revenue = 5 N
boost visual impact and
product value

Info Options

+1 800-262-7696
Contact phone number

www.clubcomex.com/
Company website

contacto@clubcomex.com
Comex Contacts

Comex’

ClubComex

Google



Success stories

Comex’

s Mooeda
Increased Enga t el Reion Reguio
gagemen =Rl

{Regreso la promocion que regala mas itros de
lor!

color!

< Club Comex 9

@Pintura Gratis

iCubeta - Galén - Litro! & o o

10X increase in response rate

i20% de descuento!

Customer-nurturing
campaign resulted in a
click-through rate of 20.6%

Google



Success stories

820 @ OO A - COrOUEL N

wnv < 782929 Lo \‘/

Better Promotions vat

& Subway® 9

< ........I'F » Trusted Branding

1 l O O/ Subway Weekly Offer and Promotions W|th name and Iogo

Wednesday, Mar 20 - 10:39 AM

Get $1 off any Sub Meal Deal or
Signature Wrap Meal Deal purchase

increase in PuU rchases o a0 L STOP ol
Vs. SMS ®

@)  Textmessage ® ¢

< - Free 6-inch Sub w/ Any FVM Purchase ~ ....... ° Time_Saving Actions

Get a FREE 6-inch with a Fresh Value Meal purchase only
(@SUBWAY. Expires 9/15 HELP/STOP call 8447887525

Suggested Actions for URL,
Map, Calendar, & Dialer

@ View My Offer Now

° Chat message >

< @® ]

Google



Success stories

wev éé
RCS makes the customer experience richer than SMS

Loyalty & Engagement
where consumers are, using mobile messaging. With

(@) RCS, the business results are dazzling, so why
5 1 /o wouldn’t you do this?”

maore conversions, — Carissa Ganelli, Chief Digital Officer, Subway
with meal deal

Google



Success stories

p>>Totalplay

Better Collections

65%

increase in on time bill
payments over SMS.

Google case study: here

Google

V40 800
& 462782 Wy 4

BRI T 4 96%0524PM

& Totalplay Cobranza 9 Q

Obten hasta 0% de
Comisién y 2 boletos de

avién al incrementar el mm"m"mm:w
saldo en tus cuentas cpdes s elrr it on s e ekcsons s
Citi- banamex PYMES.
e Responde PYMES. R, Lines TotaiPlay
© i > e Ease for Replying

Pagar an lnea ovo | I

* Suggested Replies
00 - > customized by brands


http://services.google.com/fh/files/newsletters/totalplay_case_study.pdf?mkt_tok=eyJpIjoiWTJZeE5qVTBNMlZoT1RjMiIsInQiOiI3ZUtha1JMUE1XWFYzWDlkaWpBN2JhQkZyTjJYOFUyUE9xTmxQZkNRRVVuMFRuRXRSWWxHVmRCdmJueUNDd0JUemNVb1VuZzNFWnhlRGtMXC93ZUExejdxOWVITE96Wm03ZnRPSVpZbmRyZEtVRFg2bU1JTmJ3cXZpV01LZVdScHkifQ%3D%3D
http://services.google.com/fh/files/newsletters/totalplay_case_study.pdf?mkt_tok=eyJpIjoiWTJZeE5qVTBNMlZoT1RjMiIsInQiOiI3ZUtha1JMUE1XWFYzWDlkaWpBN2JhQkZyTjJYOFUyUE9xTmxQZkNRRVVuMFRuRXRSWWxHVmRCdmJueUNDd0JUemNVb1VuZzNFWnhlRGtMXC93ZUExejdxOWVITE96Wm03ZnRPSVpZbmRyZEtVRFg2bU1JTmJ3cXZpV01LZVdScHkifQ%3D%3D
http://services.google.com/fh/files/newsletters/totalplay_case_study.pdf?mkt_tok=eyJpIjoiWTJZeE5qVTBNMlZoT1RjMiIsInQiOiI3ZUtha1JMUE1XWFYzWDlkaWpBN2JhQkZyTjJYOFUyUE9xTmxQZkNRRVVuMFRuRXRSWWxHVmRCdmJueUNDd0JUemNVb1VuZzNFWnhlRGtMXC93ZUExejdxOWVITE96Wm03ZnRPSVpZbmRyZEtVRFg2bU1JTmJ3cXZpV01LZVdScHkifQ%3D%3D

Success stories

s> Totalplay

Increased Responses
/8%
O

increase in Response
rates through RBM

Google case study: here

Google

éé

It's more reassuring to receive a message from a
verified channel with the Totalplay logo than an
SMS with a link that you don't really know where it’s
taking you. We will continue to use RCS and develop
more personalized campaigns in the future.”

— Mildred Guillén, Senior Manager Totalplay


http://services.google.com/fh/files/newsletters/totalplay_case_study.pdf?mkt_tok=eyJpIjoiWTJZeE5qVTBNMlZoT1RjMiIsInQiOiI3ZUtha1JMUE1XWFYzWDlkaWpBN2JhQkZyTjJYOFUyUE9xTmxQZkNRRVVuMFRuRXRSWWxHVmRCdmJueUNDd0JUemNVb1VuZzNFWnhlRGtMXC93ZUExejdxOWVITE96Wm03ZnRPSVpZbmRyZEtVRFg2bU1JTmJ3cXZpV01LZVdScHkifQ%3D%3D
http://services.google.com/fh/files/newsletters/totalplay_case_study.pdf?mkt_tok=eyJpIjoiWTJZeE5qVTBNMlZoT1RjMiIsInQiOiI3ZUtha1JMUE1XWFYzWDlkaWpBN2JhQkZyTjJYOFUyUE9xTmxQZkNRRVVuMFRuRXRSWWxHVmRCdmJueUNDd0JUemNVb1VuZzNFWnhlRGtMXC93ZUExejdxOWVITE96Wm03ZnRPSVpZbmRyZEtVRFg2bU1JTmJ3cXZpV01LZVdScHkifQ%3D%3D
http://services.google.com/fh/files/newsletters/totalplay_case_study.pdf?mkt_tok=eyJpIjoiWTJZeE5qVTBNMlZoT1RjMiIsInQiOiI3ZUtha1JMUE1XWFYzWDlkaWpBN2JhQkZyTjJYOFUyUE9xTmxQZkNRRVVuMFRuRXRSWWxHVmRCdmJueUNDd0JUemNVb1VuZzNFWnhlRGtMXC93ZUExejdxOWVITE96Wm03ZnRPSVpZbmRyZEtVRFg2bU1JTmJ3cXZpV01LZVdScHkifQ%3D%3D

Success stories

K \
CFE Y/
ALATET = 1:30 a. m. 51% @

< 0

41735

Better Notifications b g

6:40 W O [CRUNCR ) |
¢ CFEContigo 9 Qi « Customer Safety
Ya estd disponible tu recibo CFE para H
que lo consultes en cualquier momento & Peace Of M I n d
y desde cualquier dispositivo de
manera fécil, segura y sin costo. W|th Verlﬁ ed Sender
Te informamos que cuentas con un . .
O . saldo a pagar de: $350.00 pesos. InfOI’matlon
. . Para darte una mejor atencion, no

FStlmado cliente l_e olvides actualizar tus datos.

informamos que tiene un

pago vencido con fecha 24

de septiembre por un monto

de $1500

increase in Response s

comunique con usted?

. ° . m
to Notifications e e o

and Payments

Entra a tu cuenta y consulta tu recibo de luz.

@ Portal CFE

Mend principal

Google ° @ Chat message >



Success stories

£3P

Better OTPs

When security and
success matters

e One-Tap to Authentication
o More Secure than SMS
o Higher Delivery Rates

o Read Receipts

Google

Spoke >

247533

IT: | found something that might
help:

Guest Wifi Password

The Guest Wifi Password is
'1457townshend"

Does that help?

& O

Yor) ADP

AADP one-touch login — We received a login reques..

Markasread  Reply

Single-Tap to
Authenticate
. No human error

. Lower latency
« Higher success rate



Getting started
IS easy

Google



Pick a high impact use case

A campaign with little IT system work

Preparation:
Decide on the use case
- Keep it simple

A case with clear attribution
metrics'

C— { —  — X

A large current opt-in list >1IM numbers

Google



Prototype
Map out your use case

Google

We suggest using a tree diagram to visualise
your users journey

Decide what the call to action is

Run it by the internal UX, digital team, etc

Once it is ready, test with real users

Now you are ready to build.....



Build and Launch in 4 steps

10 minutes 1day 1-5 days 2 weeks
AGENT REGISTRATION DEMO VERIFY & LAUNCH : LAUNCH . EVALUATE IMPROVE
Agent is created via Partner creates a Brand relationship Partner launches ROl is measured & Brand utilizes data
developer console. demo experience. is verified & agent campaign. evaluated by brand.  to improve agent.
is launched.

Google



Next Steps for Carriers

1 2 3
Get the Get on the Build and
Use Case Platform and Launch
Done on the
Console

Google



9

Thank you.

Google



