| IR

Mosaic
Voice

Better customer
conversations powered
by real-time intelligence

Learnhow MosaicVoice:

v" Ensuresconversations stay onmessage and
compliant withreal-time agent guidance

v Monitors performance at scale by leveraging
Alto QAT100% of customercalls

v' Proactively surfaces performance trends and
suggestindividualized training opportunities

Serving customers inindustries including: financial services,
healthcare, insurance, hospitality, utilities, BPO, retail, consumer
services, and more.
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Adapting to outperform

Innovationsin artificial intelligence and the ability to
accurately and cost effectively guide agents through
customer conversationsinreal-time have dramatically

reshapedwhatis possible.

These innovations touch every corner of the call

center:

= Training

= Coaching

= Customercalls
= Scoring/QA

= Management

A holistic approachto
quality and compliance

MosaicVoiceis an end-to-end solution powering

outperformance at every step of the agent experience
Agent onboardingand training

Real-time agent guidance

Post call QA automation

Performance trends andinsights
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Agent coachingand development
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1. Real-time agent guidance

Status Ready { Close prompt library

Information gathering!
M a ke eve r a e nt o u r Hi, thisis Sarah, I'm excited to welcome you to NewEra Analytics! I'llbe the one
guiding you through every step of the onboarding!
Before we jump intoit, I'm going to drop my contact informationin the chat - please
e s a g e n reach out with any questions!

Let me start by asking a few simple questions. Have you worked with a solar
capacity analytics solution previously?

Yes No Mot sure

MosaicVoice...

That's awesome, it's always good to work with people that have a baseline

‘/ ||StenS tO every Ca”, |n real—tlme understanding of what software analytics cando.

' Before we jump into the nitty-gritty, help me learn a bit more about you guys, what
enSU res Conve rsatlons Stay On message are the biggest pain points you're looking to solve?

quarter. Obviously, we know the story <laugh=, but we want to take himthe

v
v leavesroomforagentsto build rapport data. Does that make sense? o
v

&

prompts agents With responses to Customer That's great to hear. Those are all things we can definitely be helpful with!

objections

<

monitors agent and customertone Searchby word or phrase

v instantly identifies compliance violations Customer focused on managing costs!

Costis always important. What we can dois set up a dashboard that tracks your
grants overtime. This should give you some insightinto where the dollars are
going. Does that sound good?

..andintegrates with your existing tech stack (dialer, CRM,

analytics platform)
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2. Post call QA automation

Compliance Completion Monologue Questions asked Talk / Listen
violations

Get unparalleled visibility | )
into call performance ' -

Goal: 30s ® Goal: 10 * Goal: 50%
® Current:1:58 & Current: 38 o Current: 39%

MosaicVoice...

‘/ SCO reS '| O OO/O Of C U StO mer Ca | |S U S i n g Al Customertriggered prompts Compliance violations

There were no customer triggered prompts during this call The agent said
v allows usersto develop fully customized scorecards Agent riggered proms Professional Language - Yeah
\/ measures Soft_skills and message delivery ;,:‘i::elir:sn?AlwaysImmediatelyasl-cfcragesandcheck 2] Other violations

The agent prolonged silence:

Prolonged silences

and US@S geﬂerative Al tO Other notable events

100* ~ iThere were no other notable events during this call

@ Agent provided appropriate greeting

summarize every customer conversation

identify call drivers

"myname" (00:05)

extract conversationtopics enroliment specialist* (00:05)

"learning more" (00:05)

DN N NN

suggest areas of opportunity foragent development
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3. Performance trends andinsights

Extract game-changing
insights with a click

MosaicVoice..

v
v

DN NI NN

offers highly customizable “drag and drop” reporting
tracks and summarizes KPIs across allagents and
groups

identifies trending discussion topics and call drivers
compares performance across user groups/teams
allows forautomatic data exports

proactively surfaces areas of opportunity and

development

..allwiththe support of a dedicated customersuccess

s5leader

Total Calls

15,576

Repeat Calls

Leaderboard

TM  Tania-Sue Mitchell

YC  Yasmin Castellanos

T™M  Tyra Matthews

AA  Anita Audinette
Call Length (Sec.) Compliance Violati

SO Sabrina Osbourne

. IIIIIII IIIIIII IIIIIII

Talk/Listen Rati Meonelogue Length (Sec.)
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4. Agent coaching and development

Mosaicvoice x  + [m] X

c app.mosaicvoice.ai/admin_reviews New Chrome available

[d Ferwick @ Dev Team> Al MV Download (I \ . [3 All Bookmarks

n Mosaic Reviews
Voice
Reviews (B Calscores
® Reports
L] L] L] P Livestat Requires follow-uponly [ |
Intelligentreviews -
01/17/2024 - 04/15/2024 Anyone Anyone
Scorecards
Agent Reviewer Createdat Form Subject #Calls Score Read
Settings Sheena  Melssa . Written Coaching Call
04715/2024 9 @
Orozco Laraway O Reviews QA o
Erma Jenny . Coaching SessionQuality  One on One Meeting Cohort
' ' 520 o )
M O S a | C\/o | C e ] Dumdum  lames V152024 oo wuith @A #2 o
e

Bermard Melissa - Coaching Session Quality  One on One Mesting Cohort
0415/2024
Mijares Laraway A Review with QA #2

v' provides customizable review templates e - -

RE: [External] Customer

el ELa 04/15/2024 Quality Ist Service Result from Denise
Castro Gardner
v all ' to attach calls directly t iewform
allows reviewers 10 attacn Calls airecCtly toreview 1orms e v ooy oo e
Maldonado  Laraway Q3782024 e viewwith QA Meeting #24/3/24
Lucky Melissa _ Coaching Session Quality  Cohort #2 NewAgent QA
v’ enablesn \anagers to track agent developl nent over e e T e T
Marcela Melissa R Coaching Session Quality  Cohort #2 NewAgent QA
04/15/2024
Alvarez Laraway /e Review with QA Meeting #24/3/24
'
Cristophe: Melissa - Coaching Session Quality Cohort #2 New Agent QA
04/15/2024
tl | | Ie Rivas Laraway /e Review with QA Meeting #24/3/24

Analytics

v tracksreviews forfollow-up

Date Range

v ensuresagentsread and acknowledge reviews arens v 2ot

Reviews Read Reviews

R, StartNew Call

@ Reac Reviews @ Unread Reviews
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Results you can measure

Revenu
e

QA
Cost

AHT (21%)

Compliancefltasys

Violations

Training (70%
Time )

Drivers

Upsellreminders, improved
objection management

Auto scoring, real-time alerts,
analytics andinsights

Agent prompts, knowledge
management, reduced hold
time

Real-time tracking and
prompts, clear guidance

Real-time knowledge
management, contextual
prompts
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Data privacy FAQ %ciacsgic

Is MosaicVoice secure?
Yes. MosaicVoice holds a number of compliance certifications including
SOC2Typell, PCIDSS, HIPAA, GDPR and others. Alldata is encrypted at

restandin transit. MosaicVoice regularly undergoes audits to ensure -

ongoing compliance and best-in-class security practices.

Is MosaicVoice recording my calls?

By default, MosaicVoice creates and securely stores call recordings. All
audio files and transcripts have Pll, HIPAA, and sequential numbers
redacted. Note that clients have the option not to save the callrecording if

i ?
desired. How are my calls being processed?

Audiois streamedinreal-time to a transcription engine whereitis
Who owns the call recordings? convertedinto text. The audiois then sent to MosaicVoice and storedina
The client owns all rights, title, and interestin and to the call recordings. Fesigrestil chzonse, Nestedlenl e () Terfuriner o e ceseie.

Who has access to call recordings?

Is MosaicVoice using client conversations to further build its Al models?
\[e}

From MosaicVoice: Alimited number of database engineers and customer
success teammembers are able to view client data.

Fromthe client: Users are assigned permissionlevels that dictate scope of
access

How long are my recordings saved?

The period of retentionis decided by the client. If given no instruction,
MosaicVoice will store call recordings for the entirety of the client
engagement.
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