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The 2404 release of Sinch Contact Pro brings several exciting enhancements aimed at improving user
experience and efficiency.

Key improvements include Al - driven analysis for conversations, more comprehensive data display across all
communication channels, and enhanced multi - session capabilities in the Communication Panel.

Additionally, the technology demo of a new Dashboard with better visualization and filtering options is set to
show the way to modernize Contact Pro user interfaces.

Integration improvements, such as SAP Service Cloud support for RCS and MMS, and Al - enabled post - chat
analysis, demonstrate our continued commitment to innovative and seamless integrations.
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enhance customer service.

Markku Helin, Head of Product Management, Sinch Contact Pro
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Agenda

This 2494 Show and Tell presentation is
available on

Contact Pro Community Pages

And as always, list of all changes
including corrections will be available in
§p- Dz2CCoI G

. Communication Panel content and

usability enhancements

. Chat, messaging and emaill

Improvements

. Dashboard content and usability

enhancements

. Sinch integrations for Contact Pro

. Integration enablers and

Improvements

. 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

Communication
Panel

content and usability enhancements




Agent can view the conversation Al analysis in own blocke snc

Conversation details has now a reserved area for

Al analysis results.
A Shows the dynamic content of the Al analysis.

A Al analysis block is available on all channels;
however, it is shown only if the conversation
attached data contains the Al analysis extra
data.

‘ v ( ‘:) Ready

Home Conversations

A 01:50
From Sales EmaillAGA @ B\ stg gat

To:  markku@helinfi

Subject:  Hello world EmaillD 589589 @1
B 77 U S = = = = Calbr 11pt A A
EES=E RO & R
Hello

Thank you for your email. We appreciate your effort to reach out to us. Please let us know if there are
any additional details or assistance you require.

Kind Regards
Markku Helin

O contact
Tel:+358 123 4567

From: markku@helin.fi

Sent: 9/9/24, 11:06 AM

To: stg.gal-1t

Subject: Hello world

Hi!

This is a test email. Please reply to confirm this working.

br.

[ Save H Send H Close l

Accepted: 1

Conversation Details showing Al analysis of a received email. o }
DI CI C- Ul 6bCBCCCI a1 AROUCPg CAECDgol CzCCl o0-Ri C- 6ECD-

¥) Profile 6 (Emply Q... ~

Conversation details

v [Z Inbound email

Type:

Email

Customer's display name:
Helin, Markku the Customer
Source

markku@helin.fi

Queue

sig.gat-1

Status

In process

D

19A15875826EEF11AATDAS2ZAEN1BD589

v Al analysis

Email language:
English

Sentiment
Neutral

» Attached data

1.08:27 AM

=
X
=
)
Arrival time:
9/9/2024, 11:06:52 AM &
&
Agent: 6
Helin, Mariku
B
Total duration =
00.03.08 =
Email 1D 7~
589569
Summary
A test email requesting a reply to confirm it
is waorking
Keywords:

test, email, reply, confirm, working

Draft reply

Thank you for your email. We appreciate
your effort to reach out to us. Please let us

know if there are any additional details or
assistance you require.

- &
qf}EV
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Improved display of attached data through the lifecycle o sne
of the conversation

The attached data is displayed for all
conversation types Voice calls, Chats, and
Emails, throughout every phase of the
conversation.

A For Queuing conversations in the Picklist
view, agents can examine the attached
data in the extension area by clicking on
them.

A For Ended conversations, agents can
examine the attached data through the
extension area by locating them in the
History view.

A For conversations in the Pending or
Viewing tab, the attached data is also
visible in the extension area.

Home Picklist

asa

®

»

s

() %) Not Reagy

Conversations Directory

From: 0713

To:
stg.gal-1@s

Subject:

Work from Home and Earn $5000 Weekly!

Dear Job Seeker,

Are you looking for a way to earn money from the comfort of your home? We
have an amazing opportunity for youl

Position: Data Entry Specialist Salary: $5000 per week Hours: Flexible,
work at your own pace

No experience required! We provide all the training and tools you need to
succeed. Just follow these simple steps:

1. Click the link to sign up: Sign Up Now
2. Complete a short registration form.
3. Start earning money immediately!

Don’'t miss out on this life-changing opportunity. Spots are limited, so act fastl
For more information, reply to this email or visit our website.

Best regards,

Easy Income Team

Attached data - here Al analysis - shown as part of Conversation details.

7) Available -

Conversation Details
Customer's Display Name:
mittal, vikas

Source:

uueue
stg.gai-1

Status:
In Process

-
D

0AF1BAEITS6FEF11AATDAGB2AED1BDSS9

~ Al analysis

Email language:
English

Sentiment

Neutral to Positive
Context:

Spam

Summary

An email offering a work-from-home data entry
position with a promise of eaming $5000 weekly.

requiring no experience and providing all necessary

training and tools
Keywords

Work from Home, Data Entry, Earn 55000 Weekly,
Flexible Hours, No Experience Required

0
9%

Accepted: 4:10:34 PM

Destination

Total Duration
00:07:13

Email ID:
589623

Draft reply

Thank you for reaching out with your interesting
opportunity. We appreciate your offer and look
forward to receiving more detailed information.
Could you please provide additional specifics about
the role, such as the nature of the tasks involved,
and the authenticity of the organization? This will
help us to better evaluate the opportunity. Thank you
for your understanding

Language:

+ B 3
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My Conversationsessiorsyncimprovements

Communication Panel in the embedded
mode allows user to launch a2 "
Communication Panel in a new browser
window.

Depending on the configuration, the
embedded window, when made smaller in
width/height, can change to a minimalistic
My Conversations view, taking less space
within the host application.

The synchronization of conversations and

status between the two CP windows has

AilTl 6CyACogéil 6 YCEEI CbgCCI
changes.

This has been fixed and enables users
again to take advantage of the multi -
modality of two Communication Panel
sessions.

c% sinch

Mark Cirrus

06 060

Internal notes X

Previous notes

/912024, 10:53:12 AM - Helin, Markku
Here the notes related 1o the conversation

3
+]

m

@

Communication Panel embedded in My Conversations view and another CP in own window.
Here user is handling a WhatsApp chat.

© 2024 Sinch All Rights Reserved




Google has rolled back th& Barty cookie phaseut hend

We are (were) prepared for a solution for 3 ' party
cookie phase - out, but Google decided to roll back
the phase - out.

Customers who use Communication Panel in
| Al EEIl ECOOEI CEg6zbPCo6i 1l ECPgCEgC- ¢

If Google at later stage decides to re - initiate the 3 ™
party cookie phase - out project, we are ready with a
solution.

Preparations for third-party cookie restrictions o sinch

Major browsers like Google Chrome, Safari, and Firefox are
phasing out third-party cookies to prevent user tracking
across multiple websites.

For more information, see for example
https://developers.google.com/privacy-sandbox/3pcd

This has an impact especially on customers who use
Communication Panel embedded within a host app, like SAP
Service Cloud and Salesforce. This usage is considered as
third-party cookie dependency for non-advertising use
case.

As short-term measure, Sinch Contact Pro is participating
to Google's third-party deprecation trial.

The 244 release is including the technical capability that
migrates Contact Pro away from third-party cookie
dependencies for non-advertising use case.

2024 2025
Q1 Q2 Q3 Q4 a1 Q2
ANNNN\\\\J
1% third-party cookie *Third-party cookie
restriction phaseout

Planned third-party cookie restrictions on Chrome.
Source: hitps://developers googie com/privecy-sandbox/3pced

Slide from 243 show & tell about planned browser restrictions for third - party cookies.

© 2024 Sinch All Rights Reserved 8



Chat, messaging
and emal

improvements



Reminder: Contact Pro supports RCS

RCS messaging can be used with
Contact Pro (since 2021 already).

A Connection to Contact Pro is
done via Conversation API

A Rich content and documents
can be sent and received

A Links (also Contact Pro cloud
attachment links) work nicely.

A Location message and location
extension area in CP is
supported.

/[ 0957 @M

& e Sinch Contact Pro De.. &

Hello Sinch!

Your position in the RCS queue is
2

Estimated waiting time is 1
minutes.

Number of agents serving in this
channel right now is 1.

Warm welcome @ to Sinch RCS
customer service.

One of our customer service
representatives will be with you
shortly.

Hi Markku

Nice painting!

@ @ 2 || Rcsmessage

I O

Android phone RCS messaging.

N Al 57%E
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¥ ® Sinch Communication Panel @ X +

C @ o login-eu-¢

(v ( ) Ready /) Available -
fome Picklist Conversations
Chat

My Conversations 000
Warm welcome @ to Sinch RCS customer service

@ Llelin: Markia th One of our customer service representatives will be with you shortly
ter: 9:50 AM
Pending (0) Your position in the RCS queue is 1
Estimated waiting time is 1 minutes
Number of agents serving in this channel right now is 1
Viewing (0)
Markku: 9:51 AM
Hi Markku
NDM1ZDiwMzVmMTgwYWVmYWFhMTMSYTEX
Jjoie)
Size: 207 KB
kku: 9:52 AM
Nice painting!

[ &« Show Less| p End chat |

(ERE] Accepted: 9:50:47 AM

Sinch Contact Pro Communication Panel with an active RCS conversation.

=% O 0O

Conversation Details X

v & Inbound Chat

RCS

Customer's Display Name

Helin, Markku the Customer

+358403510898

RCS +46

In Process

Arrival Time
9/10/2024, 9:50:47 AM
01F49FCDPK2V8F1WJCESDM1MBH@rcs.sinchconversatio
n.com

Agent

Helin, Markku

iration

00:06:13

01F15A0F6F4111EFAA75AD109DBD1DFD
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Dashboard

content and usability enhancements
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New Dashboard

CZX Dashboard

i Agents
I'.'] Agent T mat Today's statist Queues
@ Agents (7)
Dashboard is having a makeover! w coume Drirs = o &
Name Availability (Sinc.. (Sinch Co.. (Sinch Co..
A New Dashboard will have the same views as the current o e = ——
Dashboard i.e. Home, Agents, Conversations, Campaigns )
er CZ2 Dashboard
etc.
m & Agents
A Initial rollout of the New Dashboard will start from 24q4 dog 0 Agentinformation  Today's statistios  Queves
CC-Cir"+C-06ECCHPb-CBbROUCGRDPCHDP vee & Agents ()
i ) . Melt I COLUMNS _ToF\LTERS = DENSITY & EXPORT
A Proceeding quarterly releases will see the additional e - ot
views added.
Supervisor, Demo Away A Meeting
A Moving to the Material Ul (MUI) component library UsetO.Demo  @Free K Mobile App User
Material Ul is an open-source React component library that implements Usert Demo O [ Available
Google's Material Design.
User2, Demo @ Free [ Available
A" BRI GCCGRi 1 CECIi CXzZEZCCO-DP- COCRES (  weovee  ore  Available
visualisations and a more structured format for the Userd Dems  ®Free  Available
dlsplayed Informatlon User5, Demo @ Free [¥ Available
User6, Demo ® Logged out

A Data Grid provides many inbuilt features such as filters,
column sorting, pagination, export to and various page ®
layout options.

Note: The existing Dashboard will be maintained until the New Dashboard is
ready to replace it.

(Sinch Co...

[

(Sinch Co. (Sinch Co. (WavyAPI
o
Number  Mobile number

Conversations

0% 08
0% 0B
0% . 0B
0%. 08
0%. 03
0% 0B
0% . 0B

032

.08

0B

08

.03

0B

.08

900

890

891

892

893

894

895

896

+447970 900900

+447970 890890

+447970 891891

+447970 892892

+447970 893893

+447970 894894

+447970 895895

+447970 896896

12345678.

Chat name

DemoSupervis..

DemoUser0

DemoUser1

DemoUser2

DemoUser3

DemoUser4

DemoUser5

DemoUser6

12345678.

12345678.

Chat address

demosupervisor@acme.com

demouser0@acme.com

demouser1@acme.com

demouser2@acme.com

demouser3@acme.com

demouserd@acme.com

demouser5@acme.com

demouseré@acme.com

Rows per page: 100

The prototype of the New Dashboard can be accessed from the 24Q4 release via your tenant https://<your tenant>

Chat.Bot_.

c% sinch

Chat.Sale..

Z e ®

Email address

demosupervisor@acme.com

demouser0@acme.com
demouser1@acme.com
demouser2@acme.com
demouser3@acme.com
demouser4@acme.com
demouser5@acme.com

demouser6@acme.com

1-150f 15

/dashboard/
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New Dashboard U Agents view o5 sinch

C2 Dashboard

Key changes to Agents view & Agents
I Q Agent information Today's statistics Queues
A View moves to a tabbed approach )
Agents (7)
A View built around the MUI Data Grid Il COLUMNS = FILTERS I DENSITY y EXPORT
A Selectable columns and reordering by dragging
pOSSIbIe Find cn N Il COLUMNS _TQF\L'ERS = DENSITY & EXPORT
A More filtering possibilities against column chat.sales Name ¥ Availability Chat Sale..
information @ ChatSales1 Quese visanyof - (chatsae
. ) @ Chat.Sales? X T
A ROYVS has three de_nS|ty options as well as four @ ChatSales3 _— - N
options for displaying number of rows before @ ChatSaless Name “isanyof  + (Mcal, Nina
a |nat|0n Demo, Pauli -
bagd HIDE ALL SHOW ALL X
A Export all loaded data as CSV or Excel T + ADDFILTER 3 REMOVEALL

. . .. . The Material Ul Data Grid with inbuilt features Columns, Filters, Density & Export
A Column grouping, sorting and pinning possible

A Pagination allows for a paging experience of loaded
data

Define the number of rows before paging
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