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OUR BUSINESS

= Risk/Reward Business Model
= Fast moving & unpredictable

= Multi-language, multi-currency
= Growth mostly by acquisition

= Increasingly competitive

= [nexorable shift to digital...
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This is your ticket
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PHIL MCINTYRE & UNIVERSAL
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ITS ALL ABOUT SUPPORTING CUSTOMERS DIGITALLY...

= Automation & Customer Self-Service = Moving support online with the customer

= Reducing Customer Effort = Seamless, single process

OUR ONLINE EVOLUTION

Keyword search knowledge ) Conversational
. base =Natural Language Processing knowledge base
——=FAQ’s | | Languages e A v atar
inbenta inbenta




EXISTING CUSTOMER SERVICE SOLUTION

ticketmaster-

Jnited Kingc

Music  Sport  Arts, Theatre & Comedy  Family & Attractions ~ Offers  Gift Cards

Music >

James Morrison
The Overtones
Muse

Leona Lewis
Jess Giynne
James Bay

AllMusic » Rugby tickets
‘Want to score Rugby World Cup 2015 fickets for as little as

Sport Ll 157 Here's how.

BBL Cup Final
British Athletics
Big Game 8
Rugby World Cup
ICW Wrestiing
British Cycling
All Sport »

Recommended Events

Arts, Theatre &
Comedy nendel Mcintyre Little Mix

Disney On Ice Worlds
of Enchantment

Imagine-o

Strictly Come Dancing
Chris Ramsey
Noel Fielding

Hot Tickets Just Announced
Kinky Boots
Katherine Ryan

o1 Bty FIND THE BEST OF THE WEST END >

All Arts, Theatre &

Alternative and Indie
Comedy » t

Jesus and Mary Chain

Family & Attractions >

London Anniversary Games

EXHIBITIONISM The Corrs

My Account v

Buy & Sell Guaranteed Ticke

My Account

Hello.
Update your list of favourite
event!

Sign In or Create Account|

amemicaN  Unmissc

EXPRESS
tickets

FIND TICKETS 1
OF THE WEST |

© Find out more

inbenta

ticketmaster@ Search Artist, Team, or Venue Q )

tv Customer Service

ted Kingdom v

Music Sport A, Theatre & Comedy ~ Family & Attractions ~ Offers  Gift Cards Buy & Sell Guaranteed Tickets GETMEINI (7

Live Ticket Delivery Updates Cancelled and Altered Events Confirmation of Booking Access Information

= £ ®

Venue changes, date changes and
refund information - updated daily.

Instructions on how to check the details
of an existing order.

The latest dispatch information for Booking procedure and policies.

some of our biggest events - updated
daily

Gift Cards Update Delivery Address My Account Contact Us

(3

Where to buy a gift card, how to check Update your delivery address for an View your order details, update your 95% of our customers find what theyre
the remaining balance and how to buy existing booking billing information and print a receipt. Iooking for on our helpdesk - but f you
tickets. stil need to contact us, click here.

CAN'T FIND WHAT YOU'RE LOOKING FOR?

Search our helpdesk by typing a keyword or phrase into the bar below, then hit the 'Go' button @

TOP 10
» Cancelled & Altered Events
» How do | change the address on my order?
» Have my tickets been sent yet?
» What should | do if | haven't received my tickets?
» Can| have a refund or exchange on my tickets?
> My tickets are on box office collection — can someone else pick them up?
» Gift receipts
» How do | get a confirmation of booking?
» How do I contact customer services?
» When will | receive my tickets?




INTELLIGENT ASSISTANTS - TURKEY TRIAL

Online Sales Support

Automated Deployment I

Live Agent Supported




INTELLIGENT ASSISTANT

Online Sales Support

€« (] www.biletix.com

“Sarkilar da hayat gibidir, Ayse ':',:'."x.“,' o on sevis
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Uluslararas: Etkinlider | Hediye Kart | Yardim | Hesabim | EN

blletlx 4 e
ticketmaster- Turkiye )

Bige: Tam Tarkiye v

Ana Sayfa Mazik Spor Sahne Sanatian Aile Eglenc Bjze sorun night

ss 13 EYLUL PAZAR Biletix: Merhaba, size nasid yardima olabilirim?

7
coMPA = babylon

BUTCH LEE FOSS
003534 ) WANKELMUT Iltinda
AHMET SENDIL BEN PEARCE

COMPASS'A'Day at the'Beach

Compass - A Day ot the Beach, 13 Eylal Pazor gdnd plojdo, ild sohfede
tom gin, house ve techno dfler lle yazi kapatryor.

gortas e Koyt Go

If user accepts, Avatar is
s on e T Tl S Fovorlerini deployed to answer any

B oo ié I ., = questions the user may have.

14 15 16 17 18 19 20



INTELLIGENT ASSISTANT

Automated Deployment

www.biletix.com

P (L MR- . . L ey

Biletix Yardim

Bilet satin aldiktan sonra etkinlige katlomayacagimi farkettim, iptal /
iade veya degisiklik yapabilir miyim?

Ne yazik ki bu konuda yapabilecek fazla bir gey yok. Biletix sadece
organizatorler ve kulipler adina bilet satigkanni yopar. Organizatér tarafindan
herhangi bir etkinlik iptal edilmedigi veya ertelenmedigi middetce yo da
organizatorin belirledigi kurallar diginda, bilet iadesi, iptal ve degisiklik
yopilamaz,

Bu bilgiler sizin igin yeterli oldu mu?
If Avatar is unable to answer
the user’s question, they may
be offered a contact form...

orunuzy bize ulastinn




INTELLIGENT ASSISTANT

Automated Deployment

age x ¥ By Google Gevir %V b Etionlic Biletleri | Konser, © X \:

www.biletix.com/anasayf

Biletix Ycrdlm Gerekli lletigim Bilgileri

Bilet satin aldiktan sonra etkinlige katilomayg
iade veya degisiklik yapabilir miyim?

Ne yazik ki bu konuda yapabilecek fazla bir gey yol
organizatorier ve kullpler adina bilet satiglanni yo
herhangi bir etkinlik iptal edilmedigi veya ertelenm)
organizatorin belirledigi kurallar diginda, bilet iad
yopiamaz,

Etkinlik ve Hesap Bilgileri

Bu bilgiler sizin igin yeterli oldu mu?

The user completes this pop
up form, which creates a
support ticket within Inbenta.

Sorunuzy bize ulastinn

[47) nt +JE




INTELLIGENT ASSISTANT
Agent Supported Deployment

2n sevdiginiz

age x 'Q Google Cevini xY b Etiinlik Biletleri | Konser, © % \ A “aval One'da
val 0/

Alall Radyo

www.biletix.com

ye Kart | Yardim | Hesabim | EN

Biletix Yardim
Merhaba, idil | Cikig

Bilet satin aldiktan sonra etkinlige katilomayacagimi farkettim, iptg Bolge: Tam Tirkiye v
iade veya degisiklik yapabilir miyim?

Bize sorun

Ne yazik ki bu konuda yapabilecek fazla bir gey yok. Biletix sadece
organizatorler ve kulipler adina bilet satigkanni yopar. Organizatér tarafi
herhangi bir etkinlik iptal edilmedigi veya ertelenmedigi middetce yo da -
organizatorin belirledigi kurallar diginda, bilet iadesi, iptal ve degisiklik
yopilamaz,

Biletix : Sorunuzun cevabi icin ncelikle
asagidaki bilgileri kontrol eder misiniz:

Etkinlik iptal olursa bana bilgi verilir mi ?

Iptal olan etkinlikte bilet bedelim ne zaman iade
edilir?

Bilet satin aldigim etkinlik ertelendi veya iptal
oldu, ne yapmaliyim?

Bu bilgiler sizin igin yeterli oldu mu?

Hosgeldiniz! Sizin igin uygun bir misteri temsilcisi
ariyorum, litfen bekleyin...

Biletix konusmaya katids Alternatively, if available,
Biletix: Merhaba they may be connected to a
idil: tarkan biletimi iptal ettirebilir miyim liVe SUPpOI‘t agent.

tinn

Sorunuzu bize ulas
sorunuzy bize ulag!

Biletix: Evet



INTELLIGENT ASSISTANT

Self Serviced Query Resolved

Support Offered Avatar Deployed

Contact
Disposition
Web Form
Inbenta Support Query
Ticket Created Resolved
Live Agent
Deployed

‘l' *Knowledge base content

IIIIIIIIIIIIIIIIIIIIIIIIIIIIIII muSt be dynamlc.




TRIAL DATA

TRIAL PERIOD 12™ AUGUST TO 8™ OCTOBER
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ONLINE SALES CONVERSION
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ONLINE SALES CONVERSION

= 107k Avatar sessions

= 027 Live agent chat sessions
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OTHER MEASURES OF SUCCESS

99.4%
SELF SERVE

86%

FIRST SEARCH
RESOLUTION

=7.3%
TOTAL CALLS

R\

@ 2

\ d

+30%

CALL CONVERSION

CONTACT DISPO
FORMS DRIVING TECH
IMPROVEMENT & CX

CSAT

FORMS STILLIN
DEVELOPMENT



OUR NEXT STEPS...

Experiment making support more visible

» Finalise CSat survey format

* Launch trialsin Sweden & UK this year

= Migrate all markets by end of June 2016

= Investigate targeted Upsells...




QUESTIONS ?

- ticketmaster-



