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Who we are

We are a profitable, public
SaaS company with HQ in
Sunnyvale, CA

We help clients

reduce cost of service by

45%

improve NPS by

20+ points

with eGain
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We serve hundreds of We are the #1 Al
global enterprises from Knowledge Platform for
our offices in US, UK, Service

Germany and India
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#1 World
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https://www.kmworld.com/Articles/News/News/2023-KM-PROMISE-AWARD-WINNER-eGain-161335.aspx

Running Al or Knowledge project
in the next 12 months?
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Gen Al will fail to meet expectations

“By 2025, 100% of generative Al virtual customer
assistant and virtual agent assistant projects that
lack integration to modern knowledge
management systems will fail to meet their
customer experience and operational cost-
reduction goals.”

Gartner

Market Guide For Customer Service Knowledge Management Systems
10! June 2024
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The problem

. . arye . *
Businesses worldwide spend $1.5 trillion annually on customer service
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Financial challenge

Operational challenge

Technology challenge

Businesses must reduce costs to expand
profitability

Lack of trusted answers leads to ineffective
customer self-service and poor agent performance

Knowledge systems cannot deliver trusted
answers because content is in silos and knowledge
creation and curation is expensive.
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The solution

Al Knowledge will revolutionize the entire customer service function

Al Knowledge delivers trusted answers to customers
Technology Solution and agents by automating the creation and curation of
knowledge.

Trusted answers lead to increased customer self-

Operational Impact service and all agents can effectively resolve all
contacts
@ Financial Outcome $460 hillion in potential cost savings annually
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eGain Knowledge Hub delivers trusted answers to customers
and agents using Al

SharePoint |——

Websites —>

PDF —

CRM —

with eGain
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Knowledge Hub

Single U
source of - <m
truth

Composable
Architecture

Scalable
and secure

5

Al
assisted
creation

Al + Expert
in the loop
curation

Developer
friendly

@

Help Center
Web & App

Omnichannel

Agent

Desktop

Mobile friendly

Enabler
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Customer
Self Service

Contact
Center

Field
Service

Artificial
Intelligence
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Al Knowledge delivered in all channels

with eGain
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ANNOUNCEMENTS

How our waste collection
services work

How to pay my council tax

SEPTEMBER 18, 2024

Council Tax

E Council tax payments

Housing

E Housing needs

E Private Housing

Waste and Recycling

[E] How our waste collection services work

@I Report a missed bin collection

All Topics v

How household waste works - blue bir
supply official branded Borough Count
bags each year for every household tc
their household waste. No other bag ¢
will be emptied If you live in a flat and
communal bin - you use your own bag

E Discounts and exemptions

E Paying rent

E Tenant Services

how do i make payment\

LELUS RIIUW 1T yUU i€ TIavilly prouieins
paying your rent. We can give you help and
advice. We can discuss a way of paying off
your rent by instalments. The earlier you

contact us, the sooner we can solve any 5
problems.
Post office | How to pay your council tax incil tax

Bring your bill with you or quote the|
following bank details: Sort code: 57-93-64]
Account number: 04579364,

Pay by phone | How to pay my council tax

Telephone - 24 hour payment line: Call 0300
456 0505 - have your debit or credit card
details, Council Tax account number and
how much you want to pay to hand.

Make a one-off online payment | How to p...

Make an online Council Tax payment. GEWE
your Council Tax account number to hand. iny articles

Credit and debit cards are accepted.

2 TOPICS RECENTLY UPDATED

[E| Tenancy agreement

@I Housing complaints

4 TOPICS

3 TOPICS | 3 ARTICLES

@‘ Check your bin collection day

[[3 Garden waste

Slide 12



AssistGPT Transforms Content Creation

with eGain
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A, Generate Title

1= Change Tone

1+ Generate Summary

L= Improve Article

= Convert Text to Table

L= Convert Table to Text

‘= Generate Meta Description

= Write an Article

av Generate Keywords

= Write an article- DCI

1= 3 - ACME: Terminology Checker

1= 4 - ACME: Check for Article Design Compliance
1= 5- ACME: Text Format Checker

1= 6 - ACME: Bulleted List {Informational Article)

1= 6 - ACME: Numbered List (How To Article)
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When our customers succeed, we succeed

Gartner “Powerful Knowledge “Brings us closer to

: Management application.” our goal of operational
Peer Insights ”
& S6B Telco Provider excellence.

S48B Insurance Carrier

“Solid go-to solution “Easy to work with, lots
. for Knowledge of options, and a great
Management.” partner rather than just
in last12 months S2B Software Provider another vendor”

S3B Utility Company

with eGain
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Premier Telecommunications network
in the UK

@8

27.5M

Subscribers

3.5M

Contacts every month

600

Retail stores
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Results Agent Training time

43% reduction

Speed to Competency

2x faster

FCR

37% improvement

NPS

25 points improvement

with eGain
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Govemment Health Care Agency
19m

Veterans and family
members

1200

Heath Care Facilities

171

VA Medical Centres

128,000

Knowledge Users (90K Agents)

U.S. Department
of Veterans Affairs

VA

with eGain
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Interactions per month

33%

Improvement in CSAT

U.S. Department
of Veterans Affairs
30%

VA

Reduction in service costs

with eGain
W?_\@



Slash knowledge build time and cost with eGain

NETWORKS

European Energy Company

5X

Faster Knowledge Base
build using AssistGPT

6X
Reduction in “failure to
find answer”

Client Success

with eGain
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Challenge

Tools could not address
evolving customer inquiries

Lack of trust in knowledge
answers, hence poor use

Poor agent experience & CSAT

Worsening handle and hold
times

How we are solving it

Knowledge Hub

Gen Al powered

process to create
knowledge base

starting with call

transcripts

Improved Agent
Experience with
easily accessible,
relevant knowledge

SME & Knowledge
Consultants
collaborated to
deploy knowledge
quickly and safely

Intelligent content
authoring to boost
findability and use

Analytics for
Knowledge usage
and agent
performance to
optimize quality

Contextualized
Knowledge to
deliver to agent
needs in the
moment of truth
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Crown HM Government
Sarvice S-Cloud
Supplier Supplier
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De-risk your vendor selection process

eGain Innovation in Thirty Days

No Cost, No Risk, Guided Pilot

Guided innovation consumption model that is no-cost, safe, easy & risk-free

Your use case, your data, our product, our cloud

We do quick discovery & config, then you use the product. We guide as needed.

At the end, you decide. Continue or quit

Experience our product in a month
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