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INDUSTRY: FINANCIAL SERVICES

¢

Capgemini’s Digital Selling Experience solution is designed to help financial service organizations augment their sales platform providing the
necessary tools to their agents & advisors enabling omnichannel experience for potential new customers. This B2C solution helps businesses
with rapid prototyping to enable digital channels to engage with new customers, using Microsoft's low-code/no-code technologies.

CHALLENGES IDEAL SOLUTION DESIRED OUTCOMES

Many Insurance agents and
financial advisors lack the
digital channels to engage
with new customers
effectively

Institutes don't have the
ability to provide their
agents personalized, Al-
driven chatbot

Customers prefer high-
touch experience from the
comfort of their homes

Typical CRM and
Omnichannel solutions are
expensive and/or require
extensive customizations

A simple solution which
offers Voice, Video,
Screenshare, and Chatbot
capabilities

A low-code/no-code
solution which can be
easily customized and
rapidly deployed
Agent experience is
delivered via Microsoft
Teams, which is
implemented in most
organizations

Our solution helps
insurance agents and
financial advisors provide a
modern, yet personalized
experience, virtually.

With the omnichannel
experience, time to valueis
significantly reduced.

Organizations are not
spending a lot of time and
money on custom
development and
maintenance.




DIGITAL SELLING EXPERIENCE FOR FINANCIAL SERVICES

Empowering Insurance Agents and Financial Advisors to Provide Digital Experience to Their Customers

1 3

Built on Microsoft Azure
Cloud Services

Secure and
Compliant

« Leveragesindustry leading « Low-code/no-code means Deploy the solution in your
Azure Bot framework minimal development and Azure subscription
maintenance cost
« Customer and Agent/Advisor » Chat conversations can be
experience is available via « While integrations with MS retained as per privacy laws
Web Client or several other Teams, Omnichannel, and and regulatory compliance
channels Power Platform are
available, they’re optional « Customers leveraging MS
« Seamless B2Cintegration and such licenses are not Teams can record

. , mandatory audio/video calls for
Completely customizable oS sl g

and modular « No vendor lock-in or third- puUrposes
party licenses required*

* Unless an integration is required needing a third-party license



WHAT DOES DIGITAL SELLING EXPERIENCE MEAN FOR YOUR BUSINESS

Let the Virtual Assistant Do the Work for You!

Bots can Look up Agent/Advisor Calendar and book an
in-person or virtual appointment with customer

Customers can get answers to FAQs using Multi-turn
Conversational Al

Provide human-like conversational experience using
Language Understanding (LUIS) and Sentiment Analysis

Get notified on new sales leads on Teams Channel,
Email, or other channels

Trigger Teams App or a workflow, update CRM, call an
API, Invoke another Bot and much more!

Using screenshare, guide customer to pick the best
insurance policy, investment option, or show them
how the bundle option can save them money

Provide facetime to customers virtually, save them
the trip, improve customer satisfaction and increase
the win rate!

Include additional experts to the voice/video call to
provide expert advise or instantly resolve customer
concerns

Increase the reach to customers by publishing your
bot on Facebook, WhatsApp, Alexa, Skype and several
other channels

¢

How Can Agents/Advisors Create Value for Customers?



Customer Experience

Artificial Intelligence

Agent Experience

( Customer Asks for

2C/

L Live Agent

EXAMPLE JOURNEY MAP FOR CUSTOMER AND INSURANCE AGENT -
POWERED BY Al

~
Customer Clicks on Bot Client Invoked Customer Asks to Agent Starts Customer Joins
Chatbot via Agent Customer Greeted Schedule a Meetin Conversation with Teams Meeting and

Microsite with Adaptive Card g Customer Shares Screen

A A
Customer Asks
Known CQuestions
h 4 h 4 h 4 h 4
Bot Actions Bot Actions Bot Actions Bot Actions Bot Actions Bot Actions

Invoke Scenario for
Adaptive Card

Invoke Language Model

Invoke Logic App

Trigger for h}otiﬂcation

Invoke Scenario
Based On Context

Invoke Language Model

Fetch Answers to FAQ
from QnA Maker

Invoke Scenario for
Scheduling

Invoke Logic App
Trigger for Teams
Meeting

Invoke Scenario for
Teams Handoff

Bot Enables Agent
Login

Broker "Connect”
Between Agent and
Customer

Broker "Meeting”
Between Agent and
Customer via Microsoft
Graph

f

Agent Recelves New
Lead MNotification in
Teams Channel

Agent Logs In as
Agent in Teams Bot
and Connects with

user

)

Agent Offers Teams

Video Call with
Screen Sharing




CUSTOMER EXPERIENCE SCREENSHOTS

Q Your Local Capgemini Insurance Agent

Steve Smith
Since 2002

Hi! My name is Steve Smith, and | look forward to working with the
Greater Austin community to help meet policyholders’ insurance
needs

Agency Name: Capgemini Insurance

Address: 2300 Business Ave Austin, TX 78224
Phone: 512-123-4567
Email: stevesmith@capginsurance.com

Schedule A Meeting

Get Started with Auto or Home Insurance Quote

Visit My Website

How can | help?

Just now

[ﬂj Type your message

Capgemini Digital Selling Experience for Financial Services

Natural Language Processing in action ————> offie hrs @

l 10 minutes ago

Here are my office hours along with the office address and
contact information:

Agency Capgemini Insurance

Address: 2300 Business Ave, Austin, TX 78224
Office Hours M-F - 9:00AM - 6:00 PM

Phone: 512-123-4567

Email: stevesmith@capginsurance.com

10 minutes ago

LUIS - Intent recognition ——> | have a very specific question @

l 9 minutes ago

Sure, would you like to have a call now to discuss this in
detail?

9 minutes ago

Yes

No

U

rfype your message

Company Public © Capgemini. All rights reserved |
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AGENT EXPERIENCE SCREENSHOTS

Teams Notification as soon as customer clicks on Chatbot Commands for Agent to take over bot and have live conversation with customer
Microsoft Teams Q Search I 4 Search _
) _ N _
o, ~ Teams = n General Posts Ffiles Wiki | Chat v = ¢>  insuranceBot  Chat
9 Your teams
: Sam Yande via Power Automate 419 PM Recent Agent Options
oe n New Lead Notifications ° o e e Ao seen 9 i :?t list of ted
(] + list: see a list of connected users,
Teams General Attention, There's a new sales lead! et Insurance Bot 4:28 PM ) e )
. . ‘ ) Agent Options list: see a list of ... * queue: see the waiting user queue.
g"*f'; the Bot and type ‘login”in the chat window to begin the * connect: connect to the user who has been waiting
et gent Sxperience. @ Online meeting with Sam ... 10/8 longest.
User added . 4 o
¢ connect <user_numbers: connect to the specified user
% &/ Reply
- @ Oninc meeting with Sam... <129 conversation. ~
User added * reconnect <user numbers: reconnect to the specified
user conversation.
i | (8]
@ msfgg‘jgﬂw'th Sam Yande 29 * context see the context message for the user that has
been waiting the longest.
Online meeting with Sam ... 9/28 * context <user_number>: see the context message for
User added the specified user.

i . . » takeover <user_numbers: take over another agent's
Online meeting with Sam ... 9/28 . ; .

User added specified conversation with a user.

* meeting: create a Microsoft Teams online meeting and
@ Meeting with Sam Yande 928 send the URL to the user.

User added ¢ disconnect: while chatting with a user, end the

Meeting with Sam Yande 9/28 conversatian.

User added » comment : while chatting with a user, add a comment
) . _ to the conversation transcript.
LR \,L&a Jr‘gﬁfson and Ravi e * logout: end this agent conversation.
+ options: see these options again.
e -

Online meeting with Sam ... 9/27 .
User added [Type your questicns here

Capgemini Digital Selling Experience for Financial Services A= Online meeting with Sam ... /27 A © @ & 8 & - B
I




AZURE ARCHITECTURE FOR THE ILLUSTRATED JOURNEY MAP

MNew Lead Teams

€ Channel Notification 'ﬁ(.’_‘) < { {i‘ } n _b-

E A _— ! ; i
Agxlent I MS Teams API Logic|App —»  Azure AD :
L ! Connections anA Maker ! : :
| » Service : : i
(& : : O
L’ i :
[ 1 ) .
| QnA App | Key Vault |
| Web App Service ' : X
(R >('a2 (- 1 5 :
Al | o > @
Customer Bot Client Application Azure Bot Azure ; : S
) Web App Service Cognitive Search App Insights |



SOLUTION ARCHITECTURE WITH ENTERPRISE INTEGRATIONS
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¢ New Lead Teams | "i'_i n i
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: o : | : i 1

L8 QnA App -  Keyvault |

g | . M Web App Service |

: o"Te  —

¢ 3 > a0 .t

i ma &> L @
Customer Bot Client Application Azure Bot Azure E . :

\Web App Service Cognitive Search .’ . APP In5|ght5
_________ AT 7T memo eI foolliioioioioiolol- SO

: 'g :

i

s D I SS SR, SR e Custom Telemetry

E g E . CRM '. :, Data Layer ' | Analytics \

22 > . O B ., ] O

1M A “ = i

53 ! I Customer Master Conversation History  Ent System ! . Power BI ' i

E gg : D365 ! . in Common Data Storage Account Data . ! Log Analytics v

87 K . Model (Dataverse) K ' Workspace |



6-WEEK RAPID PROTOTYPING ENGAGEMENT MODEL
N\

PLANNING - 1 Week

= Engage with key stakeholders

= Define scope and success criteria
= Assess Environment Readiness

SOLUTION DEVELOPEMNT AND IMPLEMENTATION-4 Weeks
= Deploy Azure Bot and other Azure Services
= Configure Language Models
= Configure Out of the Box and Custom Scenarios
n = Make Chatbot Webapp available as iframe to be integrated in the agent/advisor portal
= Enable Microsoft Teams Integration
= Deploy Agent Experience

FEEDBACK & BACKLOG CREATION - 1 Week

= Demonstrate integrated Chatbot, Customer and Agent Experience, and Voice/Video/Screensharing capabilities
= Seek feedback from key stakeholders on the prototype

= Define high Level Epics for enterprise integrations and org-wide rollout

= Conclude prototype




CAPGEMINI
DIGITAL SELLING EXPERIENCE FOR
FINANCIAL SERVICE ORGANIZATIONS

Microsoft Partnership:

Contact us: microsoft.fs@capgemini.com
Learn more:

Link to your Microsoft Commercial Marketplace
offer

M iCrOSOft Gold Cloud Platform

Gold Security

Pa rtner Gold DevOps

Gold Application Development
BE \icrosoft Gold Data Platform

Capgemini Digital Selling Experience for Financial Services



https://www.capgemini.com/partner/microsoft/
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This presentation contains information that may be privileged or confidential and
is the property of the Capgemini Group.

Copyright © 2021 Capgemini. All rights reserved.

About Capgemini

Capgemini is a global leader in partnering with companies to transform and manage their
business by harnessing the power of technology. The Group is guided everyday by its
purpose of unleashing human energy through technology for an inclusive and sustainable
future. It is a responsible and diverse organization of 270,000 team members in nearly 50
countries. With its strong 50 year heritage and deep industry expertise, Capgemini is
trusted by its clients to address the entire breadth of their business needs, from strategy
and design to operations, fuelled by the fast evolving and innovative world of cloud, data,
Al, connectivity, software, digital engineering and platforms. The Group reported in 2020
global revenues of €16 billion.

Get the Future You Want |


http://www.linkedin.com/company/capgemini
http://www.slideshare.net/capgemini
http://www.twitter.com/capgemini
http://www.youtube.com/capgeminimedia
http://www.facebook.com/capgemini

