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Texting Is the king of communications
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Messaging on the rise

Monthly Active Users on Select Social Networks and Messengers,
Global, 2011 - 2015
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Smihula Waves

Industrial Revolution Technical Revolution Scientific- Information & ‘ _
1780-1880 1880-1940 Technical Telecom hypothetlgal wave of the post-
Revolution  Revolution informational technological
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2015 - 2035



Acceleration of growth

Commerce

Gross Merchandise Value (GMV), Time Shifted
Amazon.com vs. JD.com
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Enterprise

Est. Quarterly Revenue ($MM), Time Shifted
Salesforce vs. Slack
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Consumer habits predict the future B2B communications
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Millennial Social Network Engagement

Age 18-34 Digital Audience Penetration vs.

Engagement of Leading Social Networks, USA, 12/15

1,200

1,000

800

600

400

200

Average Monthly Minutes per Visitor

0
0% 10%

@KPCB e

tumblr.

\$ine
o
20%

30%

& Snapchat
o

Pinterest

o o Twitter

o Linked[T)
40% 50% 60%

% Reach Among Age 18-34

70%

Instagram
& @ g

80% 90% 100%

KPCB INTERNET TRENDS 2016

P

DIALTONE

AGE 73



Messaging becomes more expressive

Attributes — Millennials vs. Gen Z

Millennials @ Gen Z
Tech Savvy: 2 screens at once Tech Innate: 5 screens at once

Communicate with text Communicate with images
Curators and Sharers Creators and Collaborators
Now-focused Future-focused

Optimists Realists

Want to be discovered Want to work for success
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Messaging going business

A thread

user/business can

return to

Conversational
& In-context

Hyatt

Check Availability / Reservations / Order Room Service

w000 ATAT &

& Racant

The Grand Hyatt as 2 double
beds far 3429 per night ar ane
king for 345 per night, the
Hyatt Regency has twa double
beds or one king for $504 par
nght plus tax. Would you like to

@ ook one of thoss horets? L

Hyatt Regency valet s al S67/

night tax inchusive. Grand Hyatt
is the same at $671ax Inclusive.
“a5

Thanks! @
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Started Offering Customer Service on
Facebook Messengerin 11/15

+20x Increase in Messages Received
by Hyatt Within ~1 Month
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o Tiehiect {CCTS) reported a 65 per cent decrease In customer compiaints between 5/15 and 1116 compared io the previous st months

Rogers Communications
Ask Questions / Update Account / Set Up New Plan
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5 AN CAULage inour anea right now, |
apalogize bar the incormeninoe, We ane
wOrking 10 hava the service Dack up and
MUTFIING 45 5000 &5 possible our
astimated time is about 3 hours. Alica
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Started Offering Customer Service on
Facebook Messengerin 12/15

65% Increase in Customer Satisfaction
65% Decrease in Customer Complaints
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Popularity of Business Contact Channels, by Age

Which channels are most popular with your age-profiled customers?
(% of contact centers)

This consumer trend  4....cony

will move to B2B

@KPCB

(born 1981-1999)

Generation X
{born 1961-1980)

Baby Boomers
(born 1945-1960)

Silent

Generation
{bom before 1944)

‘Source: “Global Contact Center|

% of Centers Reporting Most Popular Contact Channels by Generation
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Electronic
Messaging
(e.g. email, SMS)
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[Benchimarking Report,” Dimension Data, 205,
N =717 Contact Cerfers, Global. Reeuis are shown B2sed on contact centers thal aciually fracked channel popuiarty. Pescentage may not 20 up to 100 owing bo rounding.

Generation ' s typically refemed io as “Millennials

Smartphone
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The Future of
Communications



Hypothetical Mock-up 02/ DIALTONE

Can this indicate future meeting scenario/engagement?

Notifications, Vertical View = Horizontal View =

Tune-In Notifications, Live Broadcast + Tweets Unencumbered, Full-

resietionyy ; Scoerb&avr%IAlngans 3 Dashboard for Social Screen, TV-like Viewing
Breaking Actions ay-by-Play i e il

»
Tweets Engage Fans in Professional Toggle Between Tweet
2 - Commentary and i
Real-Time Conversation o a,ysg from Stadium / Nearby / All
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Business transactions will move to B2C &=/ PIALTONE

communications platforms

WeChat Virtual Red Envelopes Sent —
Chinese New Years Eve, 2014 — 2016

PayPal started for
shopping, now used for
business transactions
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Human-Computer interaction moving to voice

—

Moving from 95%
to 99% accurac ot
will be an inflecfion
point

Electromechanical Electronic Computer Paper Tape Reader
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SD-WAN
aggregation server

il

Enterprise Branch
replicated at multiple locations

Router

Dynamic multi-path
selection &
optimization

SD-WAN

Internet

MPLS

\

/

UCaaS Data Center
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The Future of Communications

L O

Messaging Storage

Telephony Chatter

True collaboration — Big Data allowing for Voice centric vs. text Transactions through B2C
remote joint work search & retrieval of voice, Human-Computer communications platforms
texting, content interface moving to voice also in B2B
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@ Skype for Business

Traditional
communication IS
challenged by other
disciplines

Dropbox

E = slack

Google Apps for Work
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Thank You
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