TURKNING SPEECH INTO & DIGITAL ASSET

ASR and voice-based solution.

Chatbot, Data and Analytics

When voice become a new data asset in your A.l. strategy

EUDATA CUSTOMER CONTACT 2018



Today'’s presentation flow

* A bit about Cedat85g

* The transformation of ASR technologies

* The voice as digital assets in a ever changing environment
 Platform Vs Product

e Building solutions on a modern ASR based platform

* Our development roadmap

* Vocal Order Validation in a large utility company




Where we come from?

« Working on speech recognition since 1985
* Organic growth (10%+ YoY)

* Internal R&D Department (computer scientists, Linguists, Physicists, Mathematicians,
Philosopher) with internal software development

« 85% graduate from highest international universities
 Investing more than 35% of revenues in Innovation

» More than 30+ years expertise in Speech digital processing, Text Analysis, Deep
Neural Networks, Machine Learning

* Average 20+ years Senior management international experience in the company
management

* 400+ Customers and over 3 Millions hours of transcription every year

 Named in Gartner Competitive landscape 2018 for Speech-to-Text Applications. Considered
In the top 11 world-wide players for Speech to Text applications and in the top 5 in Europe.




The transformation of ASR technologies

From an innovative and emerging technology to an ever improving
commodity

Lot of players not a market leader

Big players heavily invest and evangelize the market

The rise of the consumers

Still big differences between B2C and B2B voice applications will function as
an essential part of companies’ omnichannel strategies. Therefore, this data
cannot exist In a silo; companies putting their voice data to best use will apply
It to all aspects of the consumer journey.

Voice into text as a digital asset in Big Data and Analytics strategies

Voice as integral part of modern A.l. solutions



The voice transformation into a Digital Asset
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Speech to text technologies have to face new compelling challenges and
profound business model innovation / renovation, considering areas of
applications where they never played before




We face an ever changing environment

“By 2020, 40% of users will be interacting with primarily new
applications that support conversational Uls with artificial
Intelligence (Al).” .

- Gartner’s Competitive Landscape 2018 — Speech to text Applications -

STT applications can be stand-alone or embedded within a larger suite
of services of conversational platforms, including automation equipment
and natural-language processing (NLP).

STT technology is fundamental, and broadly useful, as part of a broader
Al technology Stack.

This potentially disruptive situation often leads to highly customization,
flexibility and adaption to different applications’ requirement.

Not a product but a platform




Modern ASR
technologies




D4D
Mediamonitor
* BeSmartCall
= AdScribe

Modern

solutions built
on consolidated
ASRtechnologies
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TURNING SPEECH INTO & DIGITAL ASTET

Voice based digital asset transformation provided by
Cedat85 solutions

* Customer Centers
* Voice ChatBots

Synchronization Clipping  Virtual Assistants
Batch Real time

Publishing e Verbal Orders
On-site ! Cloud _
@ * Medical and Health
|

: AP
Search Analytics . . .
i e Government and Public Administrations

Inde X * Publishers — Broadcasters — Media and Advertising agencies
ndexing

* Public Safety

Multilanguage

* Interview Recording
* Legal and Justice Administrations
* Conferences and webcasting

e Board of directors




A powerful platform on which we build our
solutions or Ad Hoc customer projects

Batch and real-time processing

Speaker indipendent

Speaker coverage: dialect, speaking style, gender, age, non-native

Channel coverage: mobile phone, VolP, microphones

Environmental noise: office, car, train, public places

Limited power computing resources

Audio segmentation (no audio length limit)

Online speaker adaptation

Client APIs (Https / websockets Interface for streaming, synchronous & asynchronus off-line transcription)
Hosting —On premises — hybrid

Open API’s for any type of integration

i . . : : . SJE = |
Integrated with other ASR Solutions or using our ASR with this available languages e = |



Our solutions

magdiamonitor

TV - Radio Broadcaster, Media companies, Press Government, Public Institutions,
offices Municipalities
\ E
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Legal affairs and compliance Contact centers, marketing
offices departments,

Customer Service Operations
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Innovation Depts, System
o Inteqgrators
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We are working on..

* Vocal Order Validation

* Out of the Box solution for on-premise transcriptions
* Court Reporting Solutions

* Market Research Solutions

e Security Solutions

* New language models

* Call Centers Platforms Integration Certifications

e Interactions/Integrations with Virtual Agents
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Speech Analysis

LARGEST UTILITY COMPANY IN ITALY
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BeSmartCall

;?Speech Analytics

Timnlalal = i




Instant analytical report with customizable update
frequency

Customizable Reports including statistics, graphics
dynamically and automatically calculated on data subsets
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BeSmartCall

KEY FEATURES

Calls can be filterd by topic, type, silence, etc.

Real time statistics
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« CONFIGURATION: Easy Web Interface configuration.
Customizable analysis for specific needs

Use Case # 1 -

« ANALYSIS: 100% of the calls are analyzed and transcribed

desmercal
EXAMPLE

 DRILL DOWN, SEARCH & LISTEN: Search into the calls,
Read, listen, Analyze each single call details

r
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Use Case # 1

BeSmartCall

KEY POINTS and RESULTS

Listen the customer voice through analysis
and transcription of direct calls allowed to:

|/dentify unsatisfied customers for a better
handling and service

*Create new business opportunities, up
selling, cross selling

*Reach better quality in customer services

*Get time reduction and problem solving

Over 2 millions/year of recorded
calls
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Vocal OrderValldatlon

LARGEST UTILITY COMPANY IN ITALY



The context

* The objective

* Reduce to minimum potentially “Zero” the manual verification of Vocal Orders.
* The project

e The project had the scope to Classify, verify Vocal Orders with compliance check with
contractual rules an contract contents, such as: correct customer contact detail, sales
terms and conditions and other relevant data. Each recording that is below the quality

value set by the company are taken apart for a «Manual» auditing by qualified
employees.




The information flow

Call center Recording,

handling and meta data m

integration, enrichment, .

RA technical phone :
support and script .

monitoring selection

Call Center

The manual validation is the confirmation or the rejection of each single call.
e Reduction of validation time
* Increasing of confirmed V.O. by the operator
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TURKNING SPEECH INTO & DIGITAL ASSET

The process

* Vocal Order acquisition

e TheVocal Orders are uploaded in a database for script download and audio-files analysis.

* Manage of script sections

* Scripts are organized in sections so that can be specify additional information such as:
* Type (Vocal or Pre-Vocal)
* Level of attendance (OK or NOT-OK)
* Keywords

* Handling of discarded scripts - for each discarded scripts is possible to visualize:
* The entire script
* The single portions

* Audio files analysis
* STT (Speech To Text): transcription of the audio-file for each Vocal Order
* Analytical comparison of the transcription with the call-script

 Search, retrieval and visualization of the analyzed Vocal Order
* Filtering Vocal Order with search and retrieval

* Vocal Order validation




The final results

: Dedicated
Costs reduction gperators

Vocal Order validated
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Manual verification

40 20 80%
Normally on 10% of Vocal i %
Order is checked o 50 s 100
Dedicated Team for manual Only 10% of Vocal O?ders
verification of Vocal Order is manually checked * More than 200.000
w6 2 e Vocal Orders per year
Vocal Order Management gm = i
) g i * More than 2.000.000
The system is now able to 10 80% minutes of recording
validate 100% of Vocal /. x . 0% affecti
Orders with the same 0 - o0 _70 0 efTectiveness
Same team allocated for 1009 of Vocal Order increase

team checking Vocal Orders validated
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How Voice and STT applications
become a new data asset in your A.l. strategy
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fif- Features description

Channels
(O ¢ O

Integrations
N
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Implementations

7

Chat, Voice

Avaya, Cisco, other call centers, ASR, TTS,
Inbenta technology, other application via API's

o« General transcriptions
e Vocal order validations
e Speech analytics
e \oice based interactions
Functionalities
@ Automatic process from collection to transcrtiption and TTS

Web chat, phone channel

Modern ASR support with full customizations, accents, languages model, business
process, business intelligence, analytics, reporting

24/7 Services




CEDAL
‘j‘?f — Cedat85 integrations
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Chat

Customer Backend




