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What do consumers want?

of global consumers of consumers expect of consumers want

say they actively use “now” service within two-way conversations
three or more customer five minutes of making via messaging channels
service channels contact online and apps

(Microsoft) (McKinsey) (Sinch)

Would love to be able
to reply to brands
in-message to ask
questions

a (Sinch)

3 Source: https://www.sinch.com/insights/report/customer-experience-annual-report/retail-e-commerce/ © 2023 Sinch All Rights Reserved
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What could it
look like?

99% read rate within 2 minutes

2-way inherent to channel

Close loop from marketing to service

Seamless experience from bot to
human

Customer stays in the channel
from start to finish

| Mobilitia Free Msg: Happy Anniversary!

Alicia, here is
your personalized
anniversary offer!
You get a free

phone upgrade.

. ﬁ

Happy Mobilitia Anniversary, Alicia.
To celebrate, we have a special gift
for you. Would you like a free phone?

c sinch

Alicia, Customer
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About Sinch

$2.7bn

annual revenue and profitability

150k +

Customers

$840m+

Gross profit (last 12 months)

o000+

direct operator connections

600bn+

engagements per year

30+

operator customers

c sinch

NASDAQ

publicly listed on NASDAQ Stockholm

4 000+

Employees in

o4

countries
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We've solved challenges
just like yours for the
world’'s biggest brands

Tech Google m® Microsoft facebook ORACLE @ tinder
Telco @ Telia = atex cricket bouygues o g %r Z
Financial services Allstate.  CIBCO Nordea BEC 8 Belfius
Retail & LOREAL NESPRESSO. @GO O Micromania AFFLELOU
Travel & Transport \/. TUl Uber & Lufthansa '@ OC Transpo @ AIR CANADA
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Sinch — Global Leader in Cloud
communications

Magic Quadrant

Figure 1: Magic Quadrant for Communications Platform as a Service
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How to leverage conversational

commerce In retail?

Sign-up Notify Promotions
VERIFICATION TRIGGERED MESSAGING MESSAGING AND SOCIAL
Validate users 99% read rate within Outbound and
and welcome 2 minutes with SMS inbound

Always on Service

Al-POWERED CHATBOT
AND CONTACT CENTER

Omnichannel access
with self-serve

In store

CONNECT TO MOBILE

QR codes, short
codes and more
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The challenge:

PARFYIVI-SE

The solution:

Parfym.se

The results:

Slow time-to-market and
lack not using SMS to its
full potential.

Wanted to reach
shoppers quickly, and
with precision.

Using Rich SMS for
segmented and
personalized Black Friday
campaigns.

Nearly 100% engagement and
higher ROI from Black Friday
campaigns.

or higher open rates with SMS
and Rich SMS.

Source: https://www.sinch.com/insights/customer-stories/black-friday-personalized-sms-campaigns/

07:32 w T E3
PARFYM-SE [—
Varukorg Meny
Sok efter marken eller produkter m
2 =) B
Fri hem- och 1-2 dagars leverans Ingen faktura-
boxleverans éver 499 kr avgift

Locka fram \
dittbdstajag! |

Upp till-20% pa
utvald harvard och styling

Locka fram ditt basta jag med upp till -20% pa harvard!

Oavsett om du langtar efter glansande lockar, silkeslen
platt har, eller vill starka din harbotten - sa har vi allt du
behover for att locka fram ditt allra basta jag! Har hittar
du harvard for alla hartyper och énskade resultz +

FILTRERA ][ BASTSALJARE l_:

AA & parfym.se ¢

< (] SRR ()
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picard

10

The challenge:

Boost and increase sales
over the crucial holiday
season.

The solution:

Creating an interactive,
engaging conversational
experience with RCS and
Rich SMS.

The results:

42%

Increase in customer
engagement with RCS.

3X

Higher CTR with RCS than Rich
SMS.

Source: https://www.sinch.com/insights/customer-stories/boosting-engagement-over-holiday-season-rcs/
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1520 & @ @ o N 3 72%4
<  Picard 9 Q

Merci pour toutes vos
réponses !

Nous vous avons trouve 2

superbes idées de menus

pour votre repas : un menu

traditionnel de Noél et un

menu avec une touche
seers  d’oOriginalité...

Menu traditionnel Menu origin

Je découvre Jed

Je découvre

Maintenant  Distribué

® [ Messagedechat @ ¢

[ O <
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ll

COURIR

The challenge:

Aimed to diversify
communication by
launching WA for
exclusive content
delivery. Opt-in
customers will receive
early access to new
collections and deals.

The solution:

Get a personal shopper
for WA inbound, matching
the perfect sneakers to
your unique style.
Additionally added
giveaway to optimize
engagement, pushed opt-
in to boost the
transformation rate.

The results:

66%

Transformation rate

68%

Participation rate

c sinch

09:00 al 4G (@)

{ 4  Guw Courir @

Bonjour, je veux découvrir la surprise de la

Team Situations ! 09:00
AV BN AT BN AT BN V. M FREIPRCTID
. = 2 "I I
e il Py PR
o B R Y
== NEEFE"
FREm (AREIMREID
= Id s L+ I o IdE 9
B B o %wam‘
e r F ,}l": - 3
== L e B R

Salut les gars, bienvenue sur le compte
WhatsApp Courir ! .

Courir x adidas Originals vous présentent
aujourd'hui les 4 sneakers cocongues par
Lena Situations, en hommage a sa
communauté - #WeAreTeamSituations

Pied-de-poule, vert acidulé et détails pop
sont & I'honneur. @ ¢"

PS : Restez jusqu'a la fin pour tenter de
remporter une des paires ! ¢ 09:00

Allez, c'est parti !

Trouvons ensemble la paire qui vous
ressemble et que vous pourrez porter
dans n'importe quelles situations (sans
mauvais jeux de mots ahah).

Dites-nous en plus sur vous... &  9.00

C'est partiiii

i ©C ©
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Omnichannel — don't forget SoMe!

Q: Do you ever use your mobile phone to

B oheocbilpltioe: Q: How long does it typically take

retailers to respond to your social

(§uch as Snapchat, Facebook, Instagram, TikTok, or messa ges?
Pinterest)
o, o, | don’t usually receive a response
58 /° 56/° ¥ More than one day 0,
of Gen Z of Millennials 2 /o
say yes say yes 7%

Instant response

25%

A full day
14%
Q: Have you ever messaged a retailer on a
social platform?

(Asked of those who say they shop on social media
platforms)

54% 60%
of Gen Z of Millennials
say yes say yes

Several hours

52%

Source: Sinch’s State of Customer Experience 2022

Source: Sinch's State of Customer Experience 2022

12 Source: https://www.sinch.com/insights/report/customer-experience-annual-report/retail-e-commerce/
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Conversations can have multiple
entry points

Conversational commerce flow

My Schwarzkopt Professional Marketing

ol cipe o a2y e

ions ant
s QUeSt o arions asdfghijkim

Tallred salon support for incvidual success.

Your product words [ e et N . OREona -
Schwzzzkopf v © thon )
PROFESSIONAL ASK
eAcademy
Push campaigns ' e Social media campaigns
(outbound) (inbound)

ol >0 @ ol >0 @ ol >0 @

<« @ms
or

you

STop o0

V L SMS
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“® e s ‘

ou

AZERTY U o R

QSDFGHUJIKLM

+wWxcvsN' @&

+ QR codes in store/receipts/boxes

O @ e <
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Key takeaways

14
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Consumers want to use different
channels.

/)

Consumers desire immediate
responses and the ability to engage in
conversational commerce.

Conversations starts on various
platforms and should seamlessly
transition to others.

Build trust and treat your consumers
as your best friends — throughout the
customer journey.

Dare to be different! Embrace
creativity to stand out from the crowd
to drive higher customer engagement.
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Europe: +46 844 682 803 sales@sinch.com
US: 470-300-8394 www.sinch.com
APAC: Tel: +6531583155 @wearesinch



