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® Messaging, the new customers’

Messenger MAUs

(Monthly Active Users)

o

The volume

of messages

sent by customers
to brands via
messaging

apps is also
exploding !

Source Messenger
Billions of messages
Monthly

- WhatsApp - Facebook Messenger

= WeChat Instagram

- Twitter

Amazing growth in the past 4 years... Confidential - 2018
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® Le social messaging

7 En 2018, Messenger a passe le
cap des 30 millions de comptes...

7 60% des internautes utilisent déja
regulierement le social messaging

/7 » \

7 34% des internautes ont déja

directement contacté une marque via

ce canal

gja achete des produl
par des influenceurs sur les résea

Les messageries sociales deviennent un ma

o
une margue ou une entreprise: 34 /o des uti

Plus d’1/4

58]
des utilisateurs de chatbots % 2
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an ont déja sallicité un paur Les chat!
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® Le messaging en France
Nouvelle 1ere ligne conversationnelle

16

2 +15%

»

source : Fevad 2018




® Pourquoiils adorent

J’ai toujours une réponse
I Jamais d’attente !

C’est simple a utiliser et a retrouver

d) 3 .g
C’est comme c¢a que

Je pose ma question
n’importe quand, n’importe ou
C’est hyper rapide !
,/ ' \ — ‘
" " ", 7 " "‘. ’ " "y 7 " . "y 7
#Simplicité #FIeX|b£'#P fficacite #Convivialité

je communique avec mes amis




® To bot or not to bot

Dialoguer avec un conseiller humain ou un
chatbot est le plus approprié pour...

Préférence Globale

Des individus ont deja utilisé au

0 Relationnel

I’automation  §
et du service humain
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Welcome to

EEEEEE LL DRI 2L EE ADDRR
EE LL II A AL AR
EEEEE LL II ZZZ ARRDRAR
EE LL II ZZ AL AR

EEEEEE LLLLLL IIII ZZZZZZZ AA AA
Eliza is a mock Rogerian psychotherapist.

The original preogram was described by Joseph Weizenbaum in 1966.
This implementation by Norbert Landsteiner 2005.

ELIZA: Is something troubling you ?

YOU: Men are all alike.

ELIZA: What is the connection, do you suppose ?

YOU: They're always bugging us about scmething or other.

ELIZA: Can you think of a specific example ?

YOU: Well, my boyfriend made me come here.

ELIZA: Is it important to you that your boyfriend made you come here 2
YOU: He says I'm depressed much of the time.

ELIZA: I am sorry tcoc hear that you are depressed.

YOU: It's true. I am unhappv.

ELIZA: Can you explain what made you unhappy 2
You: |




T he mobile’is ihe client
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Contenu du rapport complet Social Life 2018
Perspectives 2028 : 10 scenarios testes

Reéalité
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THE CHALLENGE

Unprocessed messages

B
'&‘ Delay to 1st answer > 2h

Social Media Customer Sales
Marketing Service Department Unexploited opportunities

Confidential - 2018



WITH ALCMEON

8.8
A
Social Media Customer Sales
Marketing Service Department

Confidential - 2018



Alcmeon

2=

Innovation,
Conversational UX
& developments

A

Monitoring

@
=

&
e

Dialog Master

Social Media
Marketing

oLO
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Customer
Service

Sales
Department
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Analytics

&
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Social Media & Messaging
Governance

Confidential - 2018



® 5 Verticals, 20 Leading Brands,

TRAVEL RETAIL TELECOM LUXURY BANK
LEISURE E-COMMERCE TECH SERVICES BRANDS INSURANCE

# \/
56% 24% 17% 2% 1%

incoming volume incoming volume incoming volume iIncoming volume Incoming volume

LVMH

©

@ BPCE

orange"

5 Champions, 25 Languages, 9 Countries

Carrefour

Confidential - 2018



@ At the Heart of Messaging & Innovation
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Cloud Accelerator

inventars for the digital world
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®

In a
Alcmeéon is a unified SaaS Platform ! y ?Q e
which centralizes all your customers @ o ° 0

messaging streams in one point.

Social Media Messaging Apps In-App & in-Web

Tweets, comments on your Facebook
wall or on an Instagram post, direct
messages on Messenger, WeChat,
WhatsApp, iMessage, RCS...
conversations started in your app or
via a web widget...

Alcméon
Our messaging hub captures everything
and gives you the tools to offer a premium
service , 24/7, at scale with its powerful
hybrid technology combining
seamlessly Al, chatbots and
human intervention.




@ ZB2Company
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M’u alces hava swraal chewac ot R2S Tew thicom |

ZB2Company
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We also have greal shoes al B2C... Try them on |

COWHIDE
STANDARD CREW ——=

White coloured, short-sleeved, printed T-s) @ Q) How can we help you ?

men by Levi's. This crew-neck T.shirt is
ganic cotton and comes in a regular fit.
OK, what would you ke to try on

SHIP NOW @ 27 Do you knyw your size 7

nY- mer

Please let us know where you'd like to receive your purchase information. Read more about what
we’ll send you at https://globalpancakesupply.com/orderinfo

Send to @9 Messenger

#% Judy Abad

Send to (% WhatsApp
Telephone country United States of America (+1)

Telephone number +1 [ 1234567 ’

\]‘ 5
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el |

d:) Like O Camment ‘ _ @ v

ZRiComncany

Eccond
Futicctons
Pan

Eroew

rtrepeas imlorretyue

r e MG e
Carvrary) ¢
DT wwpany b X

A oo - ) PATIOANR Brwent GO
=4
sk o 2bihdy -
be pon o 2

B W Vi o Hette e

Puldie o

@ WoCampary s
L

990

scamed (30d]

Avwrdan

L e FIDAVOWsd Dy CUmake 1003y 00 SUlect of 255 Erpacth
30505 M you'Te 1D 42000 ment In the, o4 INEENG nduarn,

Lomoan Fan

dreconiams
190 ANR/2 REVD BODY DI 1604" U 1N I SOSE1 MEOE 1N0e I8
bagiving lha Hootauie Meogio end wary more 0 Makdives 172!

fesl i

matlres WAL

Yo ! SeguMedia

B2C MESSAGING HUB

24/7 automatic filtering & triaging, Al, Chatbots,
Augmented advisors / inbound+outbound messaging




B2Company & $300

HOME | SALE | HANDBAGS | WALLETS | ACCESSORIES | MENSSTORE | SHOES | VINTAGE | SERVICES | CONTACTUS

COWHIDE
STANDARD CREW

White coloured, short-sleeved, printed T-shirt for

men by Lewvi's. This crew-neck T-shirt is made of or-

ganic cotton and comes in a regular fit.

x Hi! How can we help you? G

Chat%gow

BRANDED BRANDED
SHOES ISHIRTS

< oniie trmvideo o s s sor @


https://youtu.be/oQ9rU7AaPRE
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The Next Level :

Messaging as a new landing

tool for campaigns, and

a hew powerful outbound .

@tiﬁoud\ﬁ oy e Channel Subscription Account Mes... =
O vazs | min

v’ Service Notifications (&GEXE] BHHEERDN, *

v’ Clienteling & Content

v Consent Management
v Customer Feedback etc.

The perfect reward this half term is a LECO set!

w# Send a message to get started! -
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Ralph the LEGO Chatbot is | @ Send Message
ready to help! .
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MARCH 10, 2018

& Messages to this chat and calls are now secured
with end-to-end encryption. SB Bank may use
another company to store, read and respond to
your messages and calls. Tap for more info.

Hello, | was wondering if | could
see a summary of my recent
activity on my credit card?

Sure. I've attached a pdf of your
transactions since your last statement.

ﬁ Financial Statement ¥

Thank you!
MARCH 31,2018

Your card account statement is now
available online for you. Please log in
at sbbank.com (http://sbbank.com/)
to view your statement and make your

® WhatsApp for B2C :

WhatsApp has just started
opening its API to a very
limited nhumber of brands
and third party applications

v N°1 messaging app

v Encrypted

v High level of trust / open rates
v 24h window to answer

v Paid notifications

¥ M

- Purchase - Bank transactions
confirmations - Two-factor

- Food order receipts authentication
- Delivery notifications - Appointment reminders
- Delivery tracking

Please let us know where you’d like to receive your purchase information.
we’ll send you at hitps://globalpancakesupply.com/orderinfo

~ Send to ° Messenger

¢ Judy Abad

__ Send to () WhatsApp

Telephone country United States of America (+1)

Telephone number +1 1234567

WhatsApp notification can be sent via
a checkbox. Apowerful way to start

a conversation & open it as a hew
service channel
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® Apple Business Chat :

CREDIT SUISSE
Credit Suisse ©

O

Log in with your
Credit Suisse
PB APAC App

Tap here to log in.

v/ ) Logir

Welcome to Credit Suisse Apple
Business Chat! Your Credit
Suisse team will respond to you
shortly.

Hi Ann, Good afternoon.
How may | help you today?

| have a few questions about
the proposal you sent me
yesterday.

I'm happy to walk you
through. Are you available
this afternoon?

all ¥ -

G /ﬁMé; &ERauved

Harry & David ©

tNank you.

You're all set!

Tap below to enter the
recipient's shipping address
and place your order with
Apple Pay.

v/ | Harry & David® Fruit &

Harry & David® Fruit & Snack
Gift Boxes
Paid $77.96 with &Pay

Your order has been confirmed.
You should receive an email
confirmation shortly. We'll send
you an update once your order
has been shipped &e

Thank you for shopping with
Harry & David! @

O JA)

The Apple ABC has started vetting
trusted partners like Alcméon

to allow B2C brands & retailers
iInteract with their customers

via “iMessage” on their iphones or
mac, ipad, watches...

v Premium image / service
v Privacy proof

v’ Built-in authentification
v  Apple Pay & service features
v Not an outbound channel

[ CorporateFB
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ke el L ey ‘ 15:33

Cet hiver Londves #is 39§ T

mikalil | - o { Home o

O o, G Ml o] ) sonjour !

B Amncior ure cor ot ur abom Votre réservation aller-retour
D s g s s | = pour Saint-Pierre-des-Corps
Artivie : le 20/09 a 58,90%€ est

1912018 - Départ 316h , A snct (FR confirmée.

Retour -~ Doy Merci et bon voyage !

en ’.r."l\ - ‘;-_" ma Soe

Bonjour ! J2 suis OUlbot. Mais ce n'est pas 'a seule GARE MONTPARNASSE (PARIS)

m corde a mon arc <> SAINT-PIERRE-DES-CORPS

Dis-moi o0 et quand L veux gartir, j& JEUDI JEUDI

m'occupe du reste ! |
N » - . : . | | 20 SEPT. .y 20 SEPT.
Nos idées pol MUJ) + OAlcmeon 4 .IAdVIZO | 16h30 21h54

Voit. 001 Voit. 015
% i :‘, 4 .'j{’:.. " ' c 14; el ':. .4 &I

Dis-moi ou et guand Tu veux Ref. dossier: TDFSUI

partir, je m'occupe du reste !

gk 2000 107% o G

users in the first weekly train bookings of eligible customers”
& months choose to receive their
ticket in Messenger

Nom: DOXUAN

Voir le deétail

) NOUVEAU

Si tu crées une alerte TOP
DEPART pour ce trajet, je
t‘enverrai directement le
numero de ta voie, 10 a 15
minutes avant le départ de
ton train !

Train Bu> el Hotel vl + HOtel Vil e 3&j

Darlings, sortez les imprimés Fleuris !
Derniers jours avec 'éEUQ.OSrAR

e 39€ f - B ( M'en dire plus ) ( Créer mon alerte )
JAS Ony va! 7

® Aler simple

The pioneer of conversational commerce -

in France & Continental Europe | FwlipurEicTesevaRon

™NIZUTE - VPt S e

Hetwour

Nos idées pour voyager
n | New York 2018 - Facebook Group Global Partner Summit




li Carrefour @) Charles Home Find Friends :.3 cs g

Cartefour @
@carrefour
About See All
‘ ' ’ R, 3235
Je dialogue avec mon m... - 2 !

(® Typically replies within a few hours
5 -~ p & Send Message
Posts ) - 9

@ www.carrefour.fr

(™ Retail Company

Videos

Photos
7 Suggest Edits

The Challenge o |

Carrefour, the biggest retailer in France B e S e
and Europe has to innovate and adapt its model o . z -

to the new “phygital customer”. This customer

is always connected, a heavy user of social B

networks and messaging apps. When he has
a question he wants a quick and efficient answer,
even if his request is posted at 11pm as a
comment of a Carrefour Facebook post ...

As a result, on one hand the community managers
were overwhelmed by the number of requests on
Facebook, Messenger or Twitter ; on the other, anytime and

a growing gap between customers expectations on the device of their choice...
In terms of service and what the traditional
phone+email Carrefour customer service
can offer.

Peur nous contacter chiquex-ici:

- NOS EQUIPES SONT AVOTRE ECOUTE
The SO|utlon -
Connect Carrefour Facebook, Messenger
and Twitter accounts to Alcmeéon, the hybrid

Canefour

Besoin c"a de 7 Trouvez les reponses a loutes ves Justors 7

Benjour et bienvenue chaz
Al+human customer messaging platform. Train the | :fi:;,_?.wm:
community management team and the contact Auestions fes plus fréquentes s Grdonen e
centers’ advisors. Co-design the first Carrefour Conument culed rindreun articefralsou swoek? | | m
Messenger and Twitter welcome bots. Start rmm— G o et
A promoting the new service channel on Carrefour’s o R e e Hode O

website, and last but not least, embed Alcméon e e R e

Customers cann contact answering console in Carrefour’s CRM portal v a s o e 12 e Gficuié B ecwecisre ot Carte b, nous vus it séecticones e i 08 e cane’ s oment de vore nsrition sur b it de Carrefo Drve. Unef wire ©

Carrefour 24/7 directly on Messenger on Oracle Service Cloud.

;"k‘




CARREFOUR

24/7

Extension of service hours
via messaging thanks to the
Messenger & Twitter welcome bots

0%

Of answers in less than 1h

A quick and impressive improvement
in less than 6 months and without
additional workforce

100%

All the messages and conversations
are now processed in real time
and synchronized with Carrefour’s CRM

“On Facebook, we were at
70% of answers in less than

1 hour. Thanks to Alcméon

we are now at 90%. We gained

.. customers.”

In speed, but also in quality.
The motives of interaction are
getting more subtle and we
are able to build a better
relationship with our

Simon Leost

Head of Social Media
Carrefour Group

Verbatim extracted from the magazine LSA
“Startups that are changing commerce”
September 2018
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