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The Contact Pro 2694 release marks a good leap forward in
blending real-time conversational intelligence with effortless

agent productivity.

Headlining this release is the General Availability of Live Call
Transcription, bringing instant speech-to-text and live AI
guidance directly into active customer conversations.

We continue to advance our artificial intelligence and analytics
foundation across channels and reporting, while deepening our
strategic integration with SAP Service Cloud to power automated
case workflows.

Paired with practical agent usability upgrades, such as dynamic
directory search and suggestive matching for email recipients,
the 2694 equips contact centres to resolve customer inquiries
faster, smarter, and with greater precision.

Markku Helin, Head of Product, Sinch Contact Pro
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Agenda

This 26g4 Show and Tell
presentation is available on
Contact Pro Community Pages

List of all changes including
corrections will be available in
What's new.

o o0k~ 0D H

Al new features and enhancements

Chat, messaging and email improvements

Communication Panel content and usability enhancements
Dashboard content and usability enhancements
Integrations

Miscellaneous improvements
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https://community.sinch.com/t5/Contact-Pro/bd-p/Contact_Center
https://docs.cc.sinch.com/cloud/whats-new/en/index.html
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This topic is managed in Contact Pro domain and
topic can be delivered / demoed today using
STANDARDDEMO.

s soic 12 on
Contact Pro relevant Al roadmap

This topic is in Chatlayer / KB AI domain and Pl d Contact P
topic can be delivered / demoed today using 26q4 i""‘e ontact Pro
STANDARDDEMO. release
“Bot phase” Routing Human agent handling conversation Wrap-up Reporting and quality monitoring

Al in dialog automation Routing based on Al Al assisting human agent (co-pilot) Al generated Al generated customer Al generated queue and

=) E

Voice bot transcript and
metadata interface
Voice mail
analysis with AI

Chatbot with
KB AI a LLM*

=

* LLM, Large Language Model,
a broad term used for any
large-scale model trained on
vast amounts of text,
including GPTs and others.

analysis

Which queue?

Which language?

Which skill?

Which priority?

The above-mentioned
routing options are
applicable for all
channels. These are
based on
metadata/variables
received from AL
analysis or from chatbot
/ voice bot.

Agent searchin
he KB AI for
answers

Talking poin
and next act

Voice bot conversation visibility
(summary and analysis)

AI voice mail summary and suggested
actions,

hatting assisted with KB AI answers

Automatic

Converting audio
translation of attachments to
ritten content text

Writing reply or verifying AI proposed

reply

conversation summary

Post-call summary
and content analysis

Voice bot and human
call summary
ice mail summary

Post-chat summary

Post-email summary

The summaries are
available in Contact Pro,
via Contact Pro APIs, and
they can be automatically
uploaded to a CRM system,
like SAP Service Cloud
(V1 and V2).

insight

AI generated
summary and
sentiment
covering all
interactions
with the
customer.

This customer
summary can be
shown to the
customer
service agent
and uploaded /
updated to CRM

agent performance

AI generated
summary of
queue / spoken
topics over a
specific time.

These insights
in Contact Pro
Dashboard
benefit
customer
service
manager and
product
manager.

summary

AI generated
summary of
agent
performance
across all
channels.

These insights
in Contact Pro
Dashboard
benefit
customer
service team
leaders and
supervisors.

driven Quality Monitoring




Live call transcription in GA o sinch

v % Team3 Communication Pan @ X + - o X
Real-time, rolling transcript displayed directly in the Contact R JES—————— x 00 wOQ
Pro extension area in a chat-style view with timestamps as the T reasy 9 vaiatie &
Conversation unfolds_ Home Picklist Conversations
My conversations eoe 03:51 Al X
Key benefits: Enhances agent efficiency with instant gran e
. . . ustomer - ¢ Incoming ca That we will send you also a coupon.
conversational context, in—call Al guidance, and automated P & Insoming call youagos coupen
. B
post-call documentation. b i caracmo e e ;
Key features: Rl © g:?‘é:rgﬁ‘é'::zueue1 +358 That's really nice &
From e ®
- - # +35840 From you and really thankful that you do get solved seriously. (1‘3
* Transcription auto—starts when the agent accepts an @ csone .
incoming queue call and automatically pauses/resumes on o A
hold. % oyt o ¢
33
o Pel'iOdiC in—Ca" AI ana|YSiS: DynamIC updates for Thank you all so for calling us and have a rea\\y,reé\‘lig‘;riat. o
conversation summary, key topics, customer sentiment, and e @
. 2
language detection. o R
Suggested actions
* Next best action guidance: Suggests the top 3 + Expian coupon usage
. . . . . . + Confirm coupon application
recommended actions in real time alongside rolling analysis. . Prode detats o et putcse discoun
Context
» Custom instructions and fields: Tailor the Al analysis with
. ape . . . Keywords
business specific instructions to guide what the Al should Ofr Headsel, Coupon, Discoun,Next Purchase, Hassl
focus on, and add custom fields to capture additional Engish
insights based on your needs. Newal
- - - . I} i;g‘;i;;merm uired if the older headset would still arrive, to which the agent confirmed that it would. The agent also
* Flexible Packaging Tiers (see next slide) mor T R e e S e
» BASE: Core support for key languages (EN, ES, FR, DE, IT, PT) o o ) (ot J[renow .
. ’ ) ) s 1y Q + @ O
* PLUS: Extended coverage across 60+ languages, covering all major i oo 116000 .

European languages for global reach.
Communication Panel live call transcript view
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STT tiers : Coverage, Quality & Pricing

Speech-to-Text Tiers: Quality, Reach & Pricing Speech-to-Text: Regional Reach & Capabilities
BASE Tier (Standard Enterprise Footprint) BASE Tier Scope
+ Coverage: 6 core languages for Live calls; 100+ global languages + Live: English, Spanish, French, German, Italian, Portuguese

for Post-Call recordings. * Post-Call: 100+ languages globally

* Quality: Solid, production-grade accuracy designed for everyday

customer service dialogues.
) . PLUS Tier Scope: 60+ Languages (Live & Post-Call)
* Commercial model: Standard pricing for Post—Call; affordable add-

on based on consumption. * Nordics & Baltics: Swedish, Danish, Norwegian, Finnish, Estonian,

Latvian, Lithuanian

* Central & Eastern Europe: Polish, Czech, Slovak, Hungarian,

PLUS Tier (High Precision & Global Real-Time Scale) Romanian, Bulgarian, Ukrainian

» Coverage: 60+ global languages across both Live calls and Post- » Southern Europe & Balkans: Greek, Croatian, Serbian, Slovenian,
Call recordings. Bosnian, Macedonian, Albanian

* Quality: Elevated precision model optimized for regional accents, - Regional & Co-Official: Catalan, Basque, Galician, Welsh, Swiss
dialects, and complex terminology. Gerrman ’ ’ ’ ’

) Comr.nerC|aI Model: nghly. competitive live add-on (modest + Middle East & Asia—Pacific: Arabic, Hebrew, Turkish, Japanese,
premium over Base); nominal upgrade fee for post-call. Korean. Chinese. Hindi. and more

PLUS Tier Strengths: High alphanumeric accuracy (IDs, account
numbers) and mid-sentence language switching.
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Post Chat Al Analysis & custom instructions =

Automatically analyses web chat and social messaging (05 notready & Avalable 5
interactions immediately upon conversation wrap-up Home  Conversatiens  History
to extract a Structured Summary, customer Sentiment, My conversations =22 Conversation details o X
detected language, context, and key topics. Fending [0 e -
. . . i Arrival time:
Key benefits: Enables agents to instantly review Viewna ) v Warm welcome & to Sinch WhatsApp customer sevice 912012026, 5:40.08 PM
One of our customer service representatives will be with you shortly.
previous interaction insights and summaries, (&) vikas © Joeaen &
H H — H H @whatsapp.sinchconversation.com
drastically speeding up follow-up resolution without I e _ - ®
reading fu” Chat hlStOerS. Number of agents serving in this channel ng::;&:v:':s\i’: Mkmal, Vikas @
Total duration @
Hello - Vikas | My name is Vikas. 00:04:40
Key features 5:40:46 PM W/ 5 [~
. 2CE354CDB50111F1BB2402E5BAD @
. Hello, My car needs service, could i book a time? 76FTF
* Analyses chats across all web chat and social @
media channels and displays the structured analysis Sure, when would you lke (0 come? Alanalysis = ]
directly to the agent. Language @
y 9 This Wednesday morning? Englisn
. . . 5:43:33 FM Context
» Custom instructions: Supports tailored system senvice
. . . ape That works, bring your car Wednesday moming at 7. o
instructions to guide the Al to focus on specific Keywords _
. . . . Car, Service, Booking, Appointment,
business needs (e.g. billing details, support queries, great thanks Vednesday
or specific intents). Senmen
Any thing else we can do? Summary
* Flexible custom fields: Enables adding extra custom e Tne customer booked a carsenvce
. . . . . it 7:00
fields alongside standard fixed fields as required. o Thanks, Bye bye ’
* Human-in—the-loop: Empowers agents to review e Attached data >
and manually modify or enrich the Al-generated
anually modity _ 9 snowies m
analysis as required before saving.
a - & O

CJo

Post Chat Al Analysis in CP
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Post Chat Al Analysis for SAP Service Cloud

Automatically transfers post—-chat Al analysis directly
into SAP Service Cloud (Version 1 & Version 2)
customer records.

Benefit: Enables agents handling new calls or chats to
instantly review previous conversation summaries and
insights directly in SAP Customer Hub / Interaction
Timeline without leaving CRM context.

Key features

* Supports post-chat Al analysis across all connected
chat channels, including Webchat and social
messaging.

+ Triggers and transfers the data automatically in the
background upon contact wrap-up without
requiring any agent action.

* Retains the exact same enriched analysis across
both Contact Pro and SAP Service cloud.

* Works seamlessly across both SAP Service Cloud
V1 and SAP Service Cloud V2.

~ @ Joe Miller - Agent Desktop ® x  +

€ 2 ¢ a O meki—

= EI7 Service Cloud Q N0 B @
Agent Desktop | (B 00:04:04
& Joe Miller
& Search Q) customer Hub
i ?
Agent Desk... ® What would you like to do?
Email + Create
CBo... [/ &
e 1000764
Joe Timeline Entities
Miller
ABC Main Interactions v Entities ~  All v
Classificatigntact
Today | 20 September 2026
Conversation
&5 @ WhatsApp session with Joe... Message from +358403... 17:

With

@ Joe... (4

Contact .
Email
D

1000765
Phone Mobile

- +asopmmmmem

Date of
Gender
Birth

Gender ...

Contacts (1) ~

L

Email: —

Phone Number: +35€
Duration: 00:04:05
Agent: Vikas Mittal

Organizational Unit: —

Notes

Al-Generated Notes: Language: English Context: Service
Keywords: Car, Service, Booking, Appointment, Wednesday
Sentiment: Satisfied Summary: The customer booked a car

service appointment for Wednesday morning at 7:00.

T& WhatsApp Transcript ¢4

Thursday | 11 June 2026

— . . . S

0 UM
Q C
<

© Sinch Communication Panel - Google Chrome - (m]

| ; X . . :
0 legin-eu-c1 .cc“-g ecf/latest/communicationpa...

Conversation details iz Ey
01t _Dwhatsapp.sinchco
nversation.com
Agent
Mittal, Vikas
Total duration
00:04:40
2CE354CDB50111F1BB3402E5BAQTEFTF

&
Al analysis [£] ~ ®
Language @
English
BB
Context
Service I
Keywords )
Car, Service, Booking, Appointment, Wednesday
a7
Sentiment 8
Satisfied
Summary ®
The customer booked a car service appointment for
Wednesday morning at 7:00.
Attached data >
Edit Al analysis
Close
T WOTKS, DIy youT Car
Wednesday moming at 7.
5:423:58PM W
» o
Q + &
CJo

Post Chat Al Analysis in SAP Service Cloud V2
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Post Chat Al Analysis SC Configurations

Activated and managed directly using EDI configurations,
zero code changes or deployments required.

+ Calls the /chat-analysis endpoint in the Orchestration
Layer on the contact Ended event when a chat
completes.

» Defines the target SAP tenant URLs, service users, and
optional custom Al instructions directly within the EDI
JSON body.

* Once configured, generated Al analysis is seamlessly
delivered to both Contact Pro and SAP customer
records.

File Personalize Help
bt

v E Home

» ﬁ System Services

v E System Management
|| Number Range
| | Secrets manager
|| Authentication Policy
|| Modules
|| Messaging Services
. Event-Driven Integrations
|| Channels
|| Personal Data Retention Times
|| System Languages

» [iF call Switching

» ﬁ Reporting

| | Scripting Management

» (E5 Directory Management

L4 ﬁ Presence Management

> [ﬁ Queue Management

> [ﬁ IVR Management

» ﬁ Campaign management

> ﬁ User and Role Management

» (E5 System Toals

System Management : Event-Driven Integrations : Chat : Chat Al Analysis

c0 sinch

Saved Searches | ¥ Go Search

Save Save and Close TIJ Delete | Copy [ AddMNew | ) Reset 3£ Close

Show D | B= M

e |
[» DirectConversations =]
[» Queues 5|
[» Autentications 5|

=

= JSON for Configuration

{
"request®: {
"method": "POST",
"authentication": {
"type": "oauth”,
"secrets_ref": "orchestration-layer"
N
"headsrs™: |
"x-cmi-api-key": "{secrets.ri-apikey}",

"X-cmi-password": "{secrets.cmi.u

"x-sap—vl-password”: "{seczets.
"i-sap-—v2Z-password": "{seczets.sap-vi—
N
"hodyt- {

"omi_url": "https://ivk
"omi_ user™: "comi.user™,
"contact_id": "{contact.id}",
"contact_group_id": "[contact.guid]”,
"customBilInstructions™: "Write the summary in English.”,
"sap_vl™: |
"url™: "https://my31438]1.crm.ondemand.com",
"user™: "_cti”
I
"sap_wva": |
"arl™: "https://myl000204 .cloud.sap”,

"user™: "TECHNICRL_USER_INTEGRATION_TESTZ"
1
}
}
¥

amazonaws.com/QRIDSCC/omi™,

pretiity | [ Highlight Code | | Add secret

| History | | ™y Connected

Post Chat Al Analysis SC configurations

10
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LLM model updates o sinch

We actively monitor the rapldly eVOIVing Al Iandscape and LLM Price-Value Map for Call-Center Transcript Ana|y5is
optimize our underlying LLMs to ensure the highest quality, 100

erformance, and low-latency processing across ever ® GPE55
p ’ y p g y Best price-value zone ® Gemini 3.1Pro ® Claude Opus 4.7
Channel. 90 @® Claude Sonnet4.5
o ® Gemini 3.5 Flash
® GPTRS- 4R Haiku 4.5

High quality, high cost

@® Gemini 3.1 Flash-Lite
® GPT-5.4 nano

With the 2694 release, we are transitioning post—-chat analysis 80
to Google Gemini 3.1 Flash-Lite and introducing the AWS Nova
family of models to power real-time Al analysis during live
transcription, while Claude Haiku continues to reliably power
post—call transcription analysis and inbound email
categorization.

70 ® Nova 2 Lite
O FOUEHD ek as

60
@® Nova Lite

® Claude Haiku 3.0
50
Low cost, basic value Expensive for routine processing

Key takeaways 20

Benchmark value /100 (est.)

* AWS Nova Family: Powers real-time Al analysis on live
transcriptions, delivering instant insights and conversational
intelligence as the call unfolds. 20

30

* Google Gemini 3.1 Flash-Lite: Powers post-chat analysis,
delivering ultra-low latency, fast response times, and
accurate conversation summaries tailored for chat 0
. . $1.00 $10.00 $100.00
interactions.

10

LLM comparison for contact center transcript analysis

* High-Speed Performance & Enterprise Scalability:
Engineered for ultra-low latency and near-instant insights
while maintaining premium-tier quality and robust
performance across enterprise-scale traffic.
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Chat, messaging
and emaill

improvements




Conversation APl OAuth authentication

2693 release introduced token-based OAuth 2.0 for outbound
messaging with the Sinch Conversation API.

Now, with 26qg4, the OAuth authentication is available also for
inbound messaging using Sinch Contact Pro provided IDP or
with your own.

Benefit: Provides enterprise—-grade, standard token—-based
authorization to secure outbound message flows without
disrupting existing API integrations.

Key updates

+ Seamless Transition: Fully backwards—compatible. No action
is required for existing integrations; current authentication
configurations continue to function without modifications.

* OAuth is the preferred authentication method for new
integrations with Sinch Conversation API

c0 sinch
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Sinch Chat Accessible & Inclusive

Sinch Chat is compliant with European regulations (EAA)
and international accessibility standards (WCAG).

Overview

Sinch Chat is designed so every customer, including
people using screen readers, keyboard navigation, or high
contrast, can interact effortlessly.

Why it matters

Inclusive customer reach: Welcomes all users by
removing physical and digital barriers to customer
care.

Turnkey compliance: Meets European accessibility
mandates and global standards right out of the box.

Key Capabilities

Assistive tech friendly: Full support for screen readers
and speech software.

Keyboard-only navigation: Complete chat functionality
without requiring a mouse.

Optimized readability: High—contrast colour palettes,
clear focus outlines, and responsive text scaling.

(O ks STANDARDDEMO GPT & +

<

¢]

a

www.tuotteistamo fi/index.htm

3|
e >»0 & =

c0 sinch

o X

s of

X STANDARDDEMO GPT Bot

Hit | am a GPT bot at your service. You can ask
me anything

Tell me about WCAG and EAA in the context of
customer facing web chat Ul

Justa sec...
2:43 PM

,
Here is what | found: Web Content Accessibility

Guidelines (WCAG) provide standards for making
web content more accessible to people with
disabilities. EAA (Effective Altruism Analytics) is a
framework that focuses on using data and
evidence to maximize the impact of charitable
efforts. Implementing WCAG guidelines in
customer-facing web chat Ul can help ensure
inclusivity and accessibility for all users.

~

Hope you like my answer. If you prefer
human agent, just hit the button below.

CUSTOMER SERVICE
@ Type message here
Powered by ¢ sinch

14
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Outbound chats using User IDs o sinch

Proactively initiating customer conversations is

now Seam|eSS across SOCiaI messaging Create new Send |n5tagram message
channels that identify users by profile IDs Vibd
rather than phone numbers. MESSAGING 3 Copy to clipboard
Key benefits @ Instagram ID: 8807777
- i ) - £ = 3 =4
+ Complete channel coverage: Extends O Create Apple for Business chat message Line ID: U497142f4c5e7c3dc30cb7amd
outbound reach to non—-phone—-number WhatsApp: FI1.3235537486744
@ Create Facebook Messenger message
platforms (e.g., Telegram, LINE, and more). -
L - Create new chat conversations from Communication Panel’s Create new
« Unified workflow: Agents use the exact same @ Create Instagram message menu, of directly from a directory entry.
“Create new" menu they already use for B Create KakaoTalk message
SMS: simply select the channel and enter the
user ID B Create KakaoTalkChat message % Sinch Contact Pro System Configurator - QA1 - a X
@ Create LINE message File Personalize Help Saved Searches ¥| Go search
[ Directory Management : Directory Fields : <Mew= Back
_p [€) Create RCS message v (& Home = iy Delete | [ Cop t
Key Capablhtles g N ﬁ' System Senicas Save Save and Close Tl | [ addew B Copy | E9 Reset 3 c.. ShowiD | & W >|‘
L—| Create SMS message » (i system Management |v Basics |.-\
. . . 3 Lredle sivls Mmessag . -
* Universal creation flow: Start chats directly - g Call Switching Name Instagram ID Type |25-chatID v
] " " Lo Reporting
from Contact Pro’s standard "Create new @ Create Telegram message [ Scripting Management Description Subtype F
menu. - & Dire;toryrdanagement [ Muttilingual Enumerated | 2Pplebc A
@ Create Viber 'ﬂESSEQE Directory Templates Builtin facebook r\
H ar Directory Fields ALl
* Quick launch context menu: Initiate new [ i e 2
&) Create Viber Business message Directory Groups - Engli kakaotalk
. ) . Create Viber Business message + @ Presence Management ¥ Dsta tems: English (US) |
interactions on the fly directly from contact g kakaotalkchat
di . et Wt e * [ Queue Management [r Data ltems: Chinese line ]
and interaction context menus. & Create WeChat message » (&5 VR Management
L [ﬁ Campaign management [ ¥ Data ltems: Croatian i?;zgj;? ]
* Dedicated directory support: Store and © Create WhatsApp message » (5 User and Role Management : 4
» (B System Tools [ » Data ltems: Czech =

search customer social profile IDs within

. . . Create chat channel specific directory fields from System Configurator.
integrated directory fields.

15
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Communication
Panel

content and usability enhancements




Create new menu enhancement

We've updated the Create menu to seamlessly
integrate the new chat channels. Options are now
intuitively grouped by Messaging, Email, and Voice
for faster, simplified access.

Features:

List is populated based on user’s access to
serving queues

* Items grouped and listed in alphabetical order

* Menu automatically scales based on
Communication Panel’s window size

Benefits:

+ Efficient Workflow Clearer logical layout for
easy menu navigation.

Common sequence the ‘Create new’ button
standardizes how outbound conversations
begin—giving agents one intuitive starting point
and a consistent action flow, whether they are
initiating a Chat, Email or Call.

F

() Reaqy

Home Conversations

My conversations

@ New

Pending (0)

Viewing (1)

(2 ) sarah Connor

< Show less

CJo

"

History
From:
— To:
Ca
Subject
Arial ¥
g
® E 9
©

[¥] Available -~

Create new

MESSAGING
test test@gmail.com

fol

Ask for agent guidance

0]

Create Facebook Messenger message

=]
=1
a
mw
~
e
L]

>

Create Instagram message
Create KakaoTalk message
Create KakaoTalkChat message
Create LINE message

Create RCS message

7 H @ I O @ @

Create SMS message

Create Telegram message

© ®

Create Viber message

@

Create Viber Business message

P

Create WeChat message

Create Apple for Business chat message
-

b

B @

© Create WhatsApp message

EMAIL

E2 Create new email
VOICE

%S Create callback request

i Make a call

Q + B B @

Outgoing: 10:38:23 AM

Communication Panel’s plus ‘+" button opens the Create new pop-up to select conversation type

(-II.’DEV

c0 sinch

17

pantesal sybl ||y 92020



Reply templates new keywords

Reply templates offered in the create dialogue,
can be customized per chat channel subtype
using custom keywords. Communication Panel
automatically detects these keywords to

suggest business tailored, alternatives to agents.

Features:

* Expanded list of Keywords like CREATERCS,
CREATETELEGRAM and more...

+ Same Keyword can be applied to multiple
templates

Benefits:

Faster Handling Times: Agents don't have to
spend precious time manually searching or
copy-pasting the correct template. The system
automatically prompts them with your business
defined contextual alternatives.

Improved Accuracy & Personalization: Chat
channels serve different needs. Matching
templates to specific channel subtypes ensures
the tone and content are always highly accurate
and context-appropriate.

% Sinch Centact Pro System Configurator - QAT

File Personalize Help

c0 sinch

= (] X

Saved Searches | "] Go Search

Create RCS message

From:

(Sinch Conv API) RCS +1 470 30...

To:

Reply template:

MNew Chat - Default queue template

(Mone)

BR Signature

Greeting, Intro & TY

New Chat - Default queue template

TY, Follow-up

% " | Queue Management: Chat Queue : (Sinch Conv API) RCS +147 | Back |
i =
¥ (& Home |r\ Sl s... & save and Close T Delete | [ Add New [[5 Copy | =) Reset Show D | &= »
» (5 system Senvices <
L ﬁ System Management  Client Settings -
" E Call Switching [¥) Activate Wrap-Up Status Automatically (CDT anly) Handlin
> -
i Reporting (] Activate Not Ready After No Response
[ scripting Management Target [
> ﬁ Directory Management ORI 20 m
»> ﬁ Presence Management EJ Use Rest Time After Scripting (CDT only) L
¥ (&5 Queus Management Default Reply Template LNew Chat - Default queue '][ Open } |
g
r N = - = X - - - = bl
[f& Sinch Contact Pro System Configurator - QA1 = O X
I
File Personalize Help Saved Searches |»| Go search T
" ¥ || Queue Management: Reply Template : BR Signature l Back J
v A
(i Home L\ Els.. & saveand Close T Delete | [ copy [ Add New | ) Reset Show D | & W
» (B system Senices E
» [ System Management [ b Basics ™
14 f:‘ Call Switching
» [ Reporting ~ Keywords =
[ seripting Management D
> ﬁ Directory Management % | Keyword a
L4 ﬁ Presence Management "‘ CREATERCS
¥ [ Queue Management :l SR
[ queues
E} Queue Groups
[ calendars
[ schedules
E} Prompts
[ Prompt Files
[ skins
Reply Templates L
|5 communication Panel extensions 1® I [ »_Tempiate Attachment = |17l
L History | %y Connected

The create dialogue offers the queue defined template first, the dropdown offers alternative templates based on the keyword linked to the chat type.

18
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Email recipient by directory match

Composing emails is now faster and more
intuitive. Just start typing in the To, Cc, or Bcc s
fields to launch a dynamic directory search

addresses.

My conversations

@ New

@ 001708

Features:

* The progressive search narrows down
results instantly as you type.

Pending (0)

Viewing (0)

* Click an avatar to open the associated
directory entry.

+ Easily add suggestions directly to your
personal contact list.

Benefits:

Speed & Efficiency: Agents no longer need to
navigate away, open a separate address book,
or memorize exact email addresses. The
progressive search brings the entire directory
directly to their cursor.

Error prevention: Dynamic name—matching
does the heavy lifting for you, while the
avatar’s one—click action allows for direct
previewing of directory profile.

< Show less

o

QA1 Communication Panel

L ) % ) Notready 04:15:56

match against first names, surnames, or email Home  Picklist

Conversations

0

History

From:

Subject:

Tahoma 3 1
Dear Mr Demo,
Subject: Resolution to yg

Please accept our sincer
experience, and we are t

To put this right immedig

Your correct order has b ¢

To restore your confiden

We deeply value your b
If you have any further ¢

Thank you for your patie

Warm regards,
Lindsey Winkworth

Customer Relations Mani ¢

ACME Ltd

stg.qal-1@

Dem

Directory matches

. Demo User
demouserxyz@xmail.com

Demo UserQ
demouser0@acme.com

. Demo User2
demouser2@acme.com

. Demo User3
demouser3@acme.com

. Demo User4
demouserd@acme.com

. Demo User5
demousers@acme.com

. Demo Useré
demouserb@acme.com

. Demo User8
demouser8@acme.com

. Demo UserX
demouserx@acme.com

~. Pauli Demo
pauli_demo@mail.com

[v] Available ~

&
B
O
?
h

order and the confusion it has caused. We pride ourselves on providing a seamless
ations in this instance.

utions for you:
ext-day delivery at no extra cost. You can track your shipment here: 127AB24394
order using the promo code: [DD3669] at checkout.

g and shipping workflows to ensure this does not happen again.
as expected tomorrow, please reply directly to this email or me directly.

c0 sinch

K|

*
s

H & @ p

I save H Send H Close ] m

(o} +

Outgoing: 3:36 42 PM

Start to type in the To, Cc or Bec fields, three characters triggers a directory search for matches against first name, surname, or email address

e @& O
Pev
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Email recipient by suggestive list

Composing emails is now faster and more
intuitive. Clicking the To, Cc, or Bcc fields instantly
opens a smart suggestions list divided into two

s <& (& QA1 Communication Panel

(: ) % ) Notready 043341

prOdUCtiVity—bOOSting sections. Home Picklist Conversations History
Features: My conversations o
. . N & -
+ My List: Quick-access to your top 10 hand- Q- cuged
picked, saved email addresses. e
. . . Pending (0) Tahoma # 9|
+ Last Used: A dynamic, rolling list of your last
H Tiewing D Mr D r
10 recently emailed contacts. Ywing 0 car e
Subject: Resolution to yd
* Click the avatar to open their directory profile.
Please accept our sincer
BenefitS' experience, and we are {
To put this right immedig
Frequent workflows: Users can now access and Your correct order has by
. To restore your confiden
enter frequently or last used email addresses at a
click of a button (or by tabbed navigation). We deeply value your b
If you have any further ¢
Tailored Workspace: "My List" gives users Thank you for your patie
complete autonomy to curate their own VIP
. . . Warm regards,
shortcuts. Creating a highly personalized Lindsey Winkworth
- ' Customer Relations Man
workspace that adapts dynamically to each user's ACHE Ltd
unique role, daily habits, and active project
relationships.
¢ Show less
CJo

c0 sinch

0 - 0O X
/] Available ~ Y
stg.gal-1@ ~
Suggestions &0
&
My list
== =" P E H G L &
ACME Ltd
@ acme@outlook.com ©
Belinda Miller
& belinda@acme.com ©
8 Demo User2 o .rder Iand .thfa confusion it has caused. We pride ourselves on providing a seamless
demouser2@acme com jons in this instance. =
o Demo User3 &) ions for you:
demouser3@acme.com xt-day delivery at no extra cost. You can track your shipment here: 127AB24394 ur
Demo User der using the promo code: [DD3669] at checkout.
& e &,
demouser4@acme.com o . )
g and shipping workflows to ensure this does not happen again. @
Last used s expected tomorrow, please reply directly to this email or me directly.
¥
Sarah Conner
@ sarah, conner@outlook.com ® 0
Pauli Demo
2 sinch@outlook.com ©
Belinda Miller
= belinda@acme.com o
ACME Ltd
@ acmedyou@outlook.com ©
- [ Save l [ Send l [ Close ] m
) Demo User &)
demouserxyz@xmail.com Q + &)
Demo User0Q
& @ zPMm Bev

demouserd@acme.com

Click in the To, Cc or Bcc fields a suggestion list opens offering user’s saved email addresses as well as the last ten used addresses in last sent emails.
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Data grid search enhancements

We've redesigned our Dashboard data grid
footers to provide clearer data insights and
effortless navigation. The legacy "Load More”"
button has been replaced with the more familiar
pagination system.

Features

* Adjustable Row Counts: Choose exactly how
many rows of data to display per page on
any grid.

* Intuitive Pagination: Navigating large datasets
is seamless using simple directional arrows.

+ Data insights: Instantly see the exact total
count when your results fit on a single page.

+ Pagination: If results exceed the first page,
easily cycle through the pages until the full
dataset is loaded.

Benefit

User action: Swapping the previous “Load More”
for pagination guarantees fast, consistent load
times by rendering data one page at a time.

0 sinch

th
(s
L]

w:

<0

C2 Dashboard

Agent information

Agents

I Columns

Agent

Supervisor, Demo

User, Demo

Userl, Demo
User2, Demo
User3, Demo
User4, Demo
UserS, Demo
Users, Demo
User7, Demo
User9, Demo

UserX, Demo

Today's statistics

= Density

Usergroup T

Demo User Grp C
Demo User Grp C
Demo User Grp A
Demo User Grp B
Demo User Grp A
Demo User Grp B
Demo User Grp A
Demo User Grp B
Demo User Grp A
Demo User Grp A

Demo User Grp C

11 results matched your search criteria

Queues

* Export

Availability
® Logged out
® Logged out
@ Logged out
@ Logged out
@ Logged out
@ Logged out
@ Logged out
@ Logged out
@ Logged out
© Away

® Logged out

Profile

(@ Available

(& Mobile Device
(© Available

(& Available

(& Available

A Vacation

(& Available

() Maobile Device
() Mobile Device
(& Lunch

(@ Profile 2 (G2 Email)

Phone extension Location
200 UK

77 UK, London
841 Buenos Aires
842 UK, London
843 Buenos Aires
844 EU, Paris
845 Buenos Aires
846 UK, Scotland
847 Buenos Aires
849 Buenos Aires
778 EU, Stockholm

Chat name Chat address
DemoSupervisor ‘demosupervisor@acme.com
DemolUser DemolUser@xmail. com
DemolUserl demouserl@acme.com
Demolser2 demouser2@acme.com
Demolser3 demouser3@acme.com
Demolserd ‘demouseri@acme.com
DemolserS ‘demouserS@acme.com
Demolseré ‘demouserd@acme.com
Demolser? ‘demouser/@acme.com
DemolUser? demouser?@acme.com
DemoUserX demouserx@acme.com

Rowsperpage 100 +

Showing rows 1- Tl out of 11 < >

0z e ek

EE

Email address
‘demosupervisor@acme.com
DemolUser@xmail.com
demouserl@acmecom
demouser2@acme.com
demouser3@acme.com
‘demouser4@acme.com
‘demouserS@acme.com
‘demouserdé@acme.com
‘demouser/@acme.com
demouserf@acme.com

demouserx@acme.com

This is an exact result based on the filters you've applied

> 1 results matched your search criteria

> 100+ results meet your search criteria

Based on the filters you've applied, this is a partial result of the total. Click

the page arrow to load more.

Information related to the results are provided in the footer of the Data grid

Rows per page

Rows per page 100 -

Number of rows shown per page One page equals rows per page

100 =

Showing rows 1- Tl out of T1 < >

Showing rows 1- 100 out of 100+ 4 >
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Data grid instant resultant count (BETA)

We are trialling a Data grid instant count
feature that provides an immediate result
total for your initial Dashboard defined
search.

Feature (when tenant enabled)

* On a per-session basis. User sets the
feature on, from their Dashboard settings

* In supported Data grids define the filter
criteria and search

+ Data insight text informs a resultant count
(Total) matching the criteria

* Pagination readily available with known
count

How to get involved?

Submit a support ticket for us to assess your
tenant's eligibility for this exclusive trial.

C2 Dashboard

]

L

w:

<o

O000000O0 !

M Columns

Conversations

Source

+358400.

+358400.

+358400.

+358400..

+358400...

jaska@c..

+358400.

+358400.

.
= Filters

Destination n...

OIFZDTHQWT...

OIFZD7THQWT...

O0WFZDTHAWT...

OIFZD7THQWT...

OIFZDTHQWT...

ChatSales1@..

OIFZD7THQWT...

O0IFZDTHAWT...

3550 results matched your search criteria

= Density

Stort time

End time

# Export | 01/01/2024 00:00

o] I [ 09/17/2026 00:00

Queue

(Sinch Conv API) WhatsApp _.

(Sinch Conv API) WhatsApp ...

(Sinch Conv API) WhatsApp ...

(Sinch Conv API) WhatsApp ...

(Sinch Conv API) WhatsApp ...

Chat Sales1

(Sinch Conv API) WhatsApp ..

(Sinch Conv API) WhatsApp ...

3550 results matched your search criteria

Status

(Handled )

(Handled)

(Handiled))

(Handled)

(Handled))

(Handled )

(Handiled))

Arival time

3:11:37 PM, 9/16/2026

3:10:49 PM, 9/16/2026

3:09:26 PM, 9/16/2026

3:08:44 PM, 9/16/2026

) 15412 PM, 9/16/2026

15106 PM, 9/16/2026

1:49:54 PM, 9/16/2026

1:47:38 PM, 9/16/2026

Connection time

31139 PM, 9/16/2026

3:10:51 PM, 9/16/2026

3:09:29 PM, 9/16/2026

3:08:46 PM, 9/16/2026

1:54:14 PM, 9/16/2026

151:22 PM, 9/16/2026

T:49:58 PM, 9/16/2026

1:47:41 PM, 9/16/2026

&) (9]

Disconnection time

3:11:55 PM, 9/16/2026

3:11:01PM, 9/16/2026

3:09:44 PM, 9/16/2026

3:08:58 PM, 9/16/2026

1:54:20 PM, 9/16/2026

1:51:28 PM, 9/16/2026

150:09 PM, 9/16/2026

14751 PM, 9/16/2026

Waiting ..

00:02

00:02

00:03

00:02

00:02

00:16

00:04

00:03

Rows perpage 100 +

Handling...

00:16

00:10

00:16

oom

00:06

00:06

oom

00:10

Wrap-up ...

00:01

00:03

00:01

00:00

00:01

00:07

00:01

00:01

Showing rows 1-100 out of 3550

Total dur...

00:19

00:15

00:20

00:14

00:09

00:30

00:16

00:15

c0 sinch

HNEZ e ¢k

Search

Script  Agent ..

Information related to the results are provided in the footer of the Data grid

Rows perpage 100 +

Showing rows 1- 100 out of 3550
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WhatsApp BSUID integration with SAP

Proactive readiness for WhatsApp's upcoming username and phone number privacy rollout
The Upcoming Change (WhatsApp Usernames & Privacy)

* Meta is rolling out a major privacy update allowing WhatsApp users to create usernames
and hide their phone numbers from businesses.

*  When a customer hides their number, interactions are identified exclusively via a Business
Scoped User ID (BSUID) (e.g., US.13491208655302741918).

Proactive Technical Readiness (Contact Pro & SAP Service Cloud)

+ 2692 foundation: Contact Pro introduced core architectural handling for BSUIDs across
inbound message display and session routing.

« SAP Service Cloud integration (V1 & V2): We have proactively synchronized BSUID
exchange directly with SAP Service Cloud to ensure customer profile linkage.

* Dual-ldentifier Mapping: SAP Service Cloud maps the customer’s traditional phone number
to their BSUID, maintaining complete CRM account context.

Key Business Benefits

* Unbroken Customer History: When usernames become active and phone numbers are
hidden, SAP Service Cloud retains the historical customer linkage with zero data loss or
duplicate accounts.

» Zero Disruption for Agents: Inbound customer interactions seamlessly match existing
contact cards and open tickets; no manual searching or workflow changes required.

* Future-Proof Compliance: Ensures full compliance with Meta's evolving privacy guidelines
well ahead of regional general availability.

sinch

L . &

O\ Meta

c0 sinch
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Automatic case creation during bot interaction

SAP C4C V2 Integration enhancements (this slide is from 26g2 show & tell)

Cases are now created automatically during
the initial voice bot or chatbot interaction.

Chatlayer captures the customer's issue and
creates a case in SAP with the topic and
description.

When the conversation is routed, the agent
has the case ready and available.

This process works even if the bot fully
resolves the issue or the customer contacts
outside of service hours. The case is created,
and the workflow continues as defined in
C4cC.

Benefits:

+ Saves agent time: Eliminates manual data
entry by automatically creating cases,
allowing agents to focus on the customer.

« Enables 24/7 responsiveness: Customer
issues are captured as cases around the clock,
ensuring every inquiry is logged and
addressed.

* Improves service quality: Agents receive
immediate context from the bot interaction,
leading to faster, more prepared, and effective
conversations.

v entD: @ %
« c R @

= @y i

= B Service Cloud

@ Home

£a Search

Nordic Running inc (5
e 1000000

Markku Helin

ABC Classification  Main Contact

Conversation With ~
@ Markku Helin (5

Contact ID:
1000001
Phone:

Gender: Date of Birth:

Gender not known —

Contacts (4)

@ Markiu WeChat He... [/}
@ Markicu Hetin (7}
@ Mark Cirrus (7}

1of2 >

Addresses (1)

Fi

Automatically created case in SAP Service Cloud V2 timeline showing the case topic and description. Communication Panel showing the call controls and the

+

ud.sap

Q Customer Hub

What would you like to do?

B Email

Timeline

Interactions v

)

+ Create

Entities

Entities v All v

Today | 26 March 2026

Incoming phone call from Markku Helin: Call from +358

Case created

481 My Canon scanner is delivering crappy results.

Account: Nordic Running Inc

 Description: Support Case

ect:

anon scanner is delivering crappy results
s: Open

Priority: Norml

It's quite consistcat and I think there is now something wrong with the
scanner itself, so ] would need some warranty related support

Incoming phone call from Markku Helin: Call from +358

Incoming phone call from Markku Helin: Call from +358¢

Case created:

476 | Yeah, it's the water heater is showing just some lights, b...

E2 Interaction Log
Markku Helin
& Nordic R

Additional Details

Notes

Catalog

Select Catalog..

Category

Category Hierarchy

Linked ftems

[ Knov

Change Customer

>

c0 sinch

1%

o

»

transcript of the call from the voice bot phase, enabling the human agent to continue the call with the customer.

S Sinch Communication Panel - Google Chrome

© rogineus

v

=tyumg

7] Avaliable

Incoming call

Phone +358,

@ Rec + Al Summary

Recording
[#] of

Chatlayer transcript X

26/03/2026 08:09
Thanks for that. Your support
case has been successfully
created with case Id : 481. 1 also
just dropped you an SMS with
that case ID.
26/03/2026 08:09
It's quite consistent and | think
there is now something wrong
with the scanner itself, so |
would need some warranty
related support.
26/03/2026 08:09
Thanks. Do you have any mare
details?
26/03/2026 08:09
My Canon scanner is delivering
crappy results.
26/03/2026 08:09
Could you give a short overview
of the issue?
26/03/2026 08:09

I would like to create a case.

Close

Hod || mute |[Hangup

a + 8 8

Accepted: 8:09:29 AM

m ® 5

B

o B Py P R

H m O
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Al intent detection: structuring spoken descriptions ="

Transforming unstructured spoken dialogue into clear operational problem statements

The challenge with spoken customer interactions

» Callers often speak in long, fragmented sentences with

tangents, hesitation, emotional remarks, and unclear
phrasing.

Traditional keyword or rule-based bots struggle to

= EI7 Service Cloud

m.clouds3p

¥ SearchAll

isolate the root problem, forcing human agents to read . Sinch StandardDemo Sinch QAIDSCC
. . . % Search ‘Y Customer Hub ——
or listen through entire transcripts. QLU @
. . Agent Desktop What would you like to do? 2 Interaction Log (2 Knowled. > Conversations
How Chatlayer & Generative LLMs solve this R B et | (4 oo Y P—— x s
rella Runniva I H O Cnange Customer
. ‘ ' ] Histo
* Intent Extraction Beyond Keywords: Chatlayer —— ; ¢ W incoming cal
leverages LLMs to interpret natural, free-flowing I Timeline s ; i’ | Cl
language and determine underlying caller intent S rersclons - Entles AL a c & 2210872026 1058 »
il ] Phone +358 thing is correct. | have
accurately. @ e © € e o s i ol o 35 # e of s
* Intelligent Dialogue Structuring: Condenses rambling @ oo 2210972026 10359 N
spoken descriptions into concise, well-structured oo0ont P | S ST o e b i e 2] x - Ll
. Phone — i T 22/09/2026 10:59 .
problem statements and normalized key facts. : S © Fec Al Summary P :
Missing 2 chairs from the order of a table and six chairs. RS 31:
+ Standardized Case Descriptions: The operative case Gonder ot rown ope 2210972026 1059 g
description saved to SAP C4C V2 is clear, objective, contact 8 Confirming your order number 1056 ®
H H H < Delivery content issue: Missing 2 chairs from the order of a table and six chairs 22/09/2026 10:59 d
and immediately comprehensible. . we | o
@ Maricu weCnat Heiin [} 6
. . 22/09/2026 10:59 X
Key business benefits 8
@ e © @ incoming phone cal from Marido Hebn: Call from +351 speakcit digit by digit. =
* Accelerated Agent Comprehension: Agents instantly N ) . 2210972026 1059
. . Markiu Hatin [} e e e watar hestar - cument ane nat werkin snknc) Reres I'm sory ta hear that there is an issue with your
grasp the core issue in seconds upon call transfer. ® ¢ e o ’
. . . . rua s =B Case crested: 614 || will assist you with that 2> [ ——
» Consistent Organizational Understanding: Every case ’ tunderstand that yu have isue vith the defvery
entered into the CRM follows a clean, professional, Addresses (1) e po—
. Incaming phane call fram Markkas Helin: Call fram +351 /09/2026 10:5
standardized format regardless of how the customer : = Un.Ive receved th frniture, Thank you. Thre s
expressed it. BB Case croated: 622 Car windshisld issue Recordng some missing chairs.
— 22/09/2026 10:59 -
) ) . ) » () Hold Mute up > <o for your callina fow
* Reduction in Misdiagnosed Issues: Al accurately B |t 27 Mgttt chs e sy . ’ Gt nEen
identifies root causes even through customer ambiguity BB o cest. 613 Febende Sle:Bstlling von  ten. a4 -

or emotional delivery.

paniasal sybu |y 92020

From unstructured spoken dialogue to a structured case summary: Chatlayer and generative LLM interpret conversational hesitation ("Uh, I've received the
furniture... missing chairs”) and extract the concrete operative problem ("Missing 2 chairs from the order of a table and six chairs") for instant clarity.
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Standardized case intent in SAP Service Cloud V2

Establishing a data foundation to empower System Integrator workflow automation

From raw logging to standardized case metadata

In 26qg2, bot interactions automatically created a raw
case in C4C V2 with basic transcript details.

We now identify the caller's specific intent and case
type during the bot conversation and inject this as
standardized, structured text directly into the C4C case
description.

Empowering Sis & process customization

Predictable CRM data hook: By injecting normalized
intent tags into the case description, we provide a
consistent, structured trigger within standard C4C
fields.

Configurable workflow mapping: System Integrators
(Sls) can configure standard SAP C4C rules to parse
this structured text and map it to catalogue hierarchies
and ticket attributes.

Key Business Benefits

Extensible Implementation: Gives implementation
partners a reliable baseline to build CRM workflows
without custom bot coding.

Immediate Agent Clarity: Human agents immediately
see the standardized intent at the very top of the case
description.

Zero Disruption to Existing C4C Configurations:
Respects existing enterprise C4C workflow logic,
business rules, and security frameworks.

« ¢ @ @ mw
= EI7 Service Cloud
@ Home

& Search %Y Customer Hub

Agent Desktop

Markku Helin

n Main Contact

Conversation With

@ Markku Helin (3

# known
Contacts (5)

@ Markiu weGnat Heiin [}

@ Marki L Hesin [

S ©

1otz >

Addresses (1)

o A
2}
PamMARY

doud.sap

) Markis Hetin

Sinch StandardDemo  Sinch QA1DSCC

v [ Ready
What would you like to do? E Interaction Log [ Knowled: > onVersanon
i . ®»n
2 Emak || + Creste Markku Helin
M Chang
¢
Q¢ Incoming call

Additional Details

Timeline Entities

<

=

nteractions v Entities v All v

Case creat... 615 | Missing 2 chairs from the order of a table and six c... 10:56

Account: Nordic Running Inc

Case Type Description: Support Case

Subject: Missing 2 chairs from the order of a table and six chairs.
Status: Open

Priority: Normal

Description:
Delivery content issue: Missing 2 chairs from the order of a table and six chairs.

Case created: 628 | Need

Case created: 614 || will assist you

Marklu Holin: Call from +3584 v a

Recording
Case created: 622 | Car windshield Issue. v ol or
» [] Hold Mute up
Case croated: 627 | Missing halt of the chairs in th delivery. v
Case creat.. 613 | Fehlende Stihle: Bestsllung von 6 Stihien, nur 4 er.. v Mo

]
Avallable & @
Chatlayer transcript x @
[
o]
. 10:59
sure everything is correct. | have
4 this as fol issing 2 chairs from ®
fa table and six chairs.
%
22/09/2026 10:59 .
I ordered a table with six chairs, but | only got 4
10:59 s
fu cribe the delivery content
wwords, please? &
an
10:59 <
your order number 105 6 L]
22/09/2026 10:59 hd
1056, a
10:59 X
e your order number. You can simply E]
jit by digit -
10:59
hear that there is an issue with your
Ments.
10:59
d that you have issue with the delivery
22/09/2026 10:59
Uh, I've received the furniture. Thank you. There is
some missing chairs.
22/09/2026 10:59 .
Ple. be the reason for your call in a few
a + 8 & O

Accepied 10:57:20 AM

Al Intent Capture in SAP C4C V2: The voice bot detects the caller's specific intent and infects a standardized prefix—"Delivery content issue:" —directly into the

Case Description.

c0 sinch
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Summary via Email, SMS & WhatsApp

Delivering instant conversational recaps and case confirmation across preferred channels

Omnichannel Dispatch Powered by Sinch
Communication APIs

* In addition to existing SMS and WhatsApp messaging
capabilities, the bot workflow now dispatches a
complete case summary via Email.

* Automated CRM Lookup: The bot dynamically fetches
the customer's verified email address directly from SAP
C4C V2 customer master records.

Flexible End-to—-End Execution Scenarios

+ Self-Service Resolution (Without Human Transfer): If
the bot successfully resolves the inquiry or registers
the case outside of business hours, the customer
immediately receives confirmation and a case recap.

« Assisted Escalation (With Human Transfer): If the caller
is transferred to an agent, a notification is dispatched
simultaneously, confirming their case number and
outlining next steps while the agent connects.

Key Business Benefits

* Immediate Customer Reassurance: Callers receive
tangible written proof of their inquiry with a clear Case
ID and summary, reducing anxious repeat calls.

*  True Omnichannel Continuity: Reaches customers on
their preferred channel (Email, WhatsApp, or SMS)
without manual agent intervention.

& 1 L = Yourchatwith ourvoice bot - Message (Plain Text)

File Message Help Q  Tell me what you want to do

mwee ] 5] | 51 &) [ B 7

[ Deleted ltems —> To Manager

v 5 Reply
R unk~ Delete Archive | Reply Reply Forward M an £ Team Email 3 Reply 8 Delete
Al B More Apps % Create New
Delete Respond Apps Quick Steps

Your chat with our voice bot

markku@helin.fi

Hello Markku,

Customer Details:

- Name: Markku Helin

- Email: markku@helin.fi
- Phone: +358

Service Ticket Details:

- Case Subject: Missing 2 chairs from the order of a table and six chairs.

- Reference ID: 615

- Note Content: Delivery content issue: Missing 2 chairs from the order of a table and six chairs.

--- Recent Chat History ---

B Bot: Willkommen beim X X X Lutz Veicebot!

= Bot: Dies ist unser deutscher Service.

= Bot: For English, please say English at any time of the call.

= Bot: Bitte beschreibe mir in ein paar Worten den Grund fur deinen Anruf.

¢ wvisitor: Englisch.

B Bot: Welcome to X X X Lutz!

= Bot: This is our English service.

B Bot: Please describe the reasson for your call in a few words.

& visitor: Uh, I've received the furniture. Thank you. There is some missing chairs.
= Bot: I understand that you have issue with the delivery content.

& Bot: I'm sorry to hear that there is an issue with your delivery contents.

= Bot: Please tell me your order number. You can simply speak it digit by digit.

© visitor: 1056.

= Bot: Confirming your order number 1@ 5 6 .

#® Bot: Could you further describe the delivery content issue with few words, please?

o Vvisitor: T ordered a table with six chairs, but I only got 4.

= Bot: Does that sound right?
© visitor: Yes.

directly to one of our staff members.

a

DJ/ =) Rules ~
Meve [ actions -

Iaove

@ support=sinchcontactpro.com@mg.sinchcontactpro.com on behalf of Contact Pro STANDARDDEMO <support@sinchcontactpr
Te

Thank you for chatting with our voice bot. If you like to get in touch with our customer service, please reply to this email

B Bot: I want to ensure everything is correct. I have summarized this as follows: Missing 2 chairs from the order of a tab!

- [m] X
~ F]] O Find A;‘w k) C)\
& = ’ ) ax
Motk Follow 0Pl poy nmersive | Translate | Zoom
Unresd Up~ | 3 Select Aloud  Reader v
Tags 51 Editing Immersive Language = Zoom e

1:09 di & ™

<« . Sinch Demo 61

4 Reply Al

Hier sind die Bilder die
zeigen Missing 2 chairs

- from the order of a table
and six chairs

1 o

B Bot: I just sent you an SHS with a link to WhatsApp. Please send us photos there on which the delivery issue can be clearly recognized. I will then forward the WhatsApp chat, along with the pictures,

Closed-loop customer confirmation across channels: Following the call, the customer receives an automated email summary (sent to the address verified in
C4C V2), an instant SMS confirming Case #615 with the structured topic ("Missing 2 chairs..."), and a direct WhatsApp link to upload supporting evidence

seamlessly.

c0 sinch
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In—queue DMTF forwarding options & sinch

Overview

Empowers administrators to configure multiple custom forwarding actions via
caller DTMF key presses while waiting in queue, expanding beyond the
previous single—option limitation.

Key Business Benefits

* From single option to multi-choice: Callers are no longer locked into just one
fallback path; they can now choose from multiple dynamic options while
queuing.

* Beyond standard IVR: Keeps routing options active throughout the wait
journey, giving callers productive alternatives instead of a passive hold loop.

* Lowers Abandonment: Callers proactively select alternatives, such as
requesting a callback, jumping to an overflow queue, or leaving a voicemail.

Queue Management : Phone Queue : Phone Test Queue +10001

* Peak traffic load balancing: Relieves pressure on congested queues
during spikes by deflecting callers to alternative teams or automated
workflows.

+ Total admin agility: Easily assign multiple keys (0-9,,#) to distinct
destinations tailored per queue.

Key Capabilities

* Multi-action key mapping: Configure multiple independent forwarding
targets simultaneously on a single queue.

* Flexible destinations: Forward to secondary queues, external lines,
callback services, or voicemail.

+ Contextual in—queue prompts: Play periodic announcements alerting
callers to available key choices.

| Back |

save 3 save and Close T Delete | [ Add New [ Copy | 9 Reset 3 Close

Show ID | Number Viewer | & b

[ ¥ Basics

[ b NumbersiAddresses

bl

[ ¥ Contact Management

bl

* DTMF keypress configuration

¥l

Keypress 0

b

Keypress 1

NIENEIS

Keypress 2

Keypress 3

Keypress 4

Keypress 5

Keypress 6
Keypress 7
Keypress 8
Keypress 9
Keypress *

Keypress #

NEEEEN

[ » Live transcription and Al settings

&

Extended DTMF configured under Queue Management.
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Al analysis in Reporting database & OData

Making conversation Al intelligence accessible for enterprise Bl and bulk
analytics in Public Cloud.

The Challenge & Solution in Public Cloud

* In public cloud environments, customers do not have direct access to
operative databases, and transactional REST APIs are not built for
mass data extraction.

+ The solution: Al analysis outcomes (summaries, sentiment, detected
topics, and categories) are now replicated directly into the Reporting
Database and exposed via OData.

Key Capabilities & Access Methods

* SAP BusinessObijects integration: Run rich out-of-the-box or custom Bl
reports combining operational contact center KPIs with conversational
Al data.

1000) [ContactGUID]
[TimeStamp]
[Analysis]
[JrRe_vwu] . [dbo] . [AIAnalysisDatal

dbo.DimApplicationLevel

Al analysis is stored in the Reporting database.

High—-volume OData interface: Ingest Al analysis metrics seamlessly
into external data lakes, Power B, Tableau, or enterprise analytics
platforms without impacting live operations.

Key Business Benefits

Safe, high-volume data access: Extract large volumes of Al
conversation data without rate limits, timeout risks, or performance
overhead on live call handling.

Service intelligence: Correlate Al conversation sentiment and topics
with queue wait times, handle times, and resolution rates.

Customer trend discovery: Track recurring customer pain points and

emerging issues over time across weeks, months, or quarters at scale.

c0 sinch
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APl enhancements

Restful Interfaces

« CMI/keywordCounts
Added capability to provide keyword trends.

* RCl/users
Support for defining voicemail number for a user.

* CMl/contacts/move
Added support for moving queueing conversations from
queue A to queue B.

{{BASE_URL}} /AlAnalysisData?top=1000&$orderby=Timestamp desc

« OData is enhanced with support to query Al analyse data 20008

Al analysis is available via OData interface.
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Dual Sinch Contact Center (DSCC)

Contact Pro's Public Cloud is moving to a dual-instance
model, providing each tenant with both an active and a
passive instance.

This DSCC architecture delivers two major benefits:

Shorter maintenance downtime

* Quarterly updates and patches are performed on the
passive instance, leaving the active service
uninterrupted.

* For customers, this means significantly shorter
maintenance windows.

Enhanced resiliency

« The active/passive model improves the reliability and
fault tolerance of the Contact Pro infrastructure.

DSCC project roadmap*

2693 status: 2694 status:

*  Continue migrating *  Migrating EU test tenants
customer test tenants to be finished
to DSCC in EU

* Roadmap is always a plan and plans may change

What's next

Review findings & issues from EU
migration project.
Decide next steps.

c0 sinch
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End

of Show and Tell presentation

Planned release dates for 264
Release to Customers’ test tenants September 29th, 2026
Release to Customers’ production tenants October 17th, 2026

Follow us on YouTube - Sinch Contact Pro
https://www.youtube.com/playlist?1ist=PLDWxiKsSIVPKgNU-

zKIJWGZeur78UqglIT6t

Sinch Contact Pro community page
https://community.sinch.com/t5/Contact-Pro/bd-p/Contact Center

Contact Pro Documentation
https://docs.cc.sinch.com/
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