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B2B/B2C/D2C SaaS based omnichannel service automation
platform for conglomerate companies to offer

Delightful Customer Support




Okapture

Creating Happy
Customer Experiences

Kapture automation makes your customer service
more efficient.

support platform that enables superior customer
experiences.

Make your customer service more intelligent &
contextual.

O Improve CSAT scores upto 27% with a customer
0




Okapture

Customer Service Digitally Transformed!

— Integration with all major platforms.

Omnichannel Support on all platforms (Phone, Chat,
Email, Facebook, Twitter, Insta, WhatsApp, and more)

A s’mp"f,ed Increased customer retention, agent productivity,

improved FCR.

Support Solution




. Okapture
Omnichannel Support

205 wOOY DR

A complete package for all
your bUSiness processes Let your customers reach out to you through their

preferred platform. Agents get entire customer
history on a unified dashboard..

Hi need to place replacement requect — Please help me with the order ctatus

Manage complex processes with Kapture’s assisted
agent interface, or machine learning-chatbot
through messaging platforms like Facebook,
WhatsApp, or Website and Customer facing App.

Collect Feedback, enquiries, escalation etc.
Different workflows for different types of customers,
make it easier to onboard customers and collect
data, track and log all interactions.




Powerful Integrations

With seamless integration with e-commerce website,
you can view customer and orders in details and take
actions from the platform

\_e_-commerce

o0
Orders Histor .
! Orders

ORDERID CREATEID TOTALAMT STATUS

668236 21:02:25 300 TAS

Customer details
History

3rd Mar Task Created
14:03:25 at21/02/25

9th April Task Created
20:10:10 at17/03/20




Powerful Ticketing - Dashboard Okapture

View each ticket in detail

With Kapture, agents can spend more time on solving problems, handling more customer queries instead of indulging in manual tasks and juggling between multiple platforms

. BB 7 EncLISH » sid Dsouza P =

VIEWS

search tickers q 1-50 of many LAST CONVERSATION [F

@

Unassigned Shahkar Rizvi |:. ; call \I Cail Ticket : 6334376342 Shoppers Bazaar 18:10

All Perding Nikita gauba (" char ) Chat Ticket: 6334350764 Sroppers Bazaar 1728
All Complete Shahkar Rizvi | can ) Call Ticket : 6334350349 Shoppers Baraar 17:27

—
All Jurk Nikita gauba { gualitytssue | need refund z Shoppers Razaar 17:20

Assigned to me Nikita Gauba (can ) call Ticket ; 6334343450 : Stoppere Bazaar 1715
Created by me € Achinavsingh k m FE-Abhinav singh-Your services are really good. 16:53
Completed by me Achinav Singh (sakes ) 1G-1abhinave11-Nice 16:46
' Vinay Paril (" praduct qual._) Call Ticket : $334322256 Manish Maifio... 16:41
Preet Sahni 'k£> Chat Ticket 6334307148 Shoppers Bazaar 1615
Rajeev Prasad |'\’ .Quulil:y Tssum “"i Hello Team, the booking is cancelled please process th... 16:14

PR i = —
Srinivasa Bajgur |_ service | Shoppers Bazaar | Contact Us 1613

Srinivasa Bajgur { chat ) Chat Ticker 6334305317 : Shoppers Bazasr 16:12

Call

Rajeev Prasad { ) Call Ticket : 6334302462 shioppers Baz3ar
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B Rajeev Prasad (_ tnternal Conv.. ) Call Ticket 6334302462 16:09
L™
ﬁ /R (m:l FB-Message-Srinwvas Bajgur Manish Malkotra

=

Advanced Search

srinivas.bajgur@k., l Service Need a demo L Sheppers Bazaar 16.’@
_htipsiishoppersharaar kaptiresrm.com/nuijtickets/all_pending!2/-1/0 i




Customer 360 (everything about the customer in a single screen) @kapture

Complete allocated ticket view Past conversations
» %, E@ ¥ ENGLISH » ~ A Lo

ALL PENDING 3 £ H = Detalls = I:, > @

Rajeev Prasad Customer

Information: Fetched

e ) R _— — real time from

Preeti Sahni il | e e L raj'ew i S— internal database via
— - API integration

Rajeev Ranjan Prasad = FB-Message-Rajeev Ranjan Prasad

Sawik Kapture Hello team your services are great Pending o

hasan@tripjack.co
asan@iripjack.com Facebook User Phona 9980526879

Neelima Ashok hi Ticket ID 6293658299

*#y Senta Message

Bharath Nagara|

sap 1BGY 2027, 110 pom Due Date

Shahkar Rizvi 7.2 Wednesday, Sep  g°
Facebook User 29th 2021,

Shahkar Rizvi il hello team 671E:21 pm

4y SentaMessage i T CROY

FrestiZahn) ORDER ID CREATE DATE TOTAL AMOUNT STATUS

Preeti Sahni ‘ = i e
FotabOsk User 10500317 2021409-23 11:41:15 2000.00 TAS
kadir khan T hello

9362398 2021-07-30 144443 2000.00

S N Senta Message

Sep 29t 2029, 6,18 om = 9362379 2021-07-30 14:40:45 2000.00
Abhinav Singh

Rajeev Prasad 8205831 2021-06-25 11:08:40 5500.00

Reljeey Prasad e Order/transaction/service Details:

Rajeev Prasad

API integration with the order management system/ecommerce backend (shopify,
magento etc) to fetch real-time order details and relevant details like delivery status,
delivery executive details, transit details etc against each customer




Okapture

Skill-based Assignment

Automate your workflow so that tickets are
assigned based on requirements such as,
agent expertise, cross-skills, volume of tickets,
etc. This helps to maintain agent productivity
and cost effectiveness.

Round Robin

Automatically allocate chat queries to
available agents so that every customer is
attended to in a timely manner. Round-robin
ensures productive agent performance by
evenly assigning chats to all active agents in
the queue.

Smart Ticket Routing

Zone-wise Assignment

Ticket lands in a specific queue based on
customer city so that agents are better
able to help with knowledge of the local
language, region-specific issues, etc.

Kapture Automatically Routes Tickets/
Queries to Agents that are most suited to
handle the issues.




. Okapture
Rule — Based Escalation

Track agents response time for each ticket

EscaLaTion

ConbiTioN AcTion
HOME o TICKET o TICKET ESCALATION SELECT CONDITION FOR ESCALATION AACTION FOR ESCALATION
W Auto Dispase.
ConpiTiOoN AcTION
SELECT CONDITION FOR ESCALATION. AACTION FOR ESCALATION Escalation Name Escalate To Dispasition Type Priority

Team Leader X v pending X v High
Folder Afters Condition*

Generation After ¥ Intemnal SM5 Escalation

‘ " Assigned Template Creator Template Team Leader Template Manager Template
Alert Time™" Status* Sub status*

12 Pending * Unattended

! Internal Email Escalation
Priority Last Conversation Type Queue

Assigned Template Creator Template Team Leader Template Manager Template
High X v Select - Select

AMC

Customer Classification Match Child folders M Interal Web Notification

No

call [] Toassignee [] Tocreator [] ToTeam Leader [] ToManager

Chat

Email ! Customer SMS

Facebook Customer Template
Manual

Inst:

nstagram CONTINUE

Mobile A

obile App 1 Customer Email Escalation

Custom Escalation Criteria SLA Management

; Ensure agents are responding to tickets and completing
Set up an escalation management system to track both agents ) ) .

. o tasks on time with predefined rules. If an agent exceeds
and customers. Create rules based on various criteria to escalate

any tickets that breach the conditions. ;gzp::rlwess;;me, Kapture automatically triggers notification to




Qkapture
Ticket Filters and Auto Allocations

Auto Assign/Filter ticket based on certain criteria

Hous @ Teasy o Teower Firs

o Set Some Specific Keywords As Filters “Hi Team,
FILTER The Choose Payment Button ---P
Is Not Working.”

The System Reads The Keywords Before
The Mail Is Opened

From Contains

= Mails Containing Those Keywords Can be @ HiTeam, s Accounts Team

Directed To The RespectiveTeams Directly The Refundis ot Competed:

Subject Start Wit
H

Subject Contains Has Word

FiLTER

Howe @ Tickrt @ Terr Faren

H Refuna B refuna

Has Attachment Credential
No Al ConpiTion Action
At (14 onit reeo rom conian Acron ron rana

SubStatus Customer Classification Filter Name+ Priority SubStatus

Don't Change

Fomeeing s Weicome Template
Match Child folders end Out Of Office WeiCome Emai

o Defaurt
No

Platform




Help-Center » Order Related

Order Status

How can | change address or phone number in
Order?

How do | check the current status of my order?
Why is my order not showing?

What do | do in cases of failed delivery?

Returns and Refunds

International Shipg

Cancellations and Refund
Cancellation Policy
Are there any cancellation charges?

How do | cancel an order? (before it has been
shipped)

How do | cancel an order? (once it has been
shipped)

Will shipping charges be refunded if I cancel 7
When will | get my Refund?

How will | get refunded for cancelled orders and
how long will this process take?

What if | used coupon codes or gift card or reward
points for payment and | have to cancel my order?

Okapture

Self-serve Portal
Help is just a click away

A well-stocked self serve platform, enabled
with chatbots, FAQs and much more to help
your customers help themselves




Search FAQs

Help Categories

Account

Order Related Shopping

=

Video Tutorial

Submit

Back to help-center

O
-

Product Support

Email: support@boat.com

Okapture

Knowledge is Power

Provide your employees with a
knowledge base that they can
depend on

A well-stocked Knowledge Management
System, create multiple portals for
Employees and Customers.

Let employees share Knowledge Base
articles, videos etc., with customers




Okapture

The Differentiators

Intelligence \ Best Business Partner
/ Problem Solvers:
Exponential improvement in First Call Resolution (FCR) We work very closely with our partners and

clients to solve real business problems. We are

ML & NLP powered contextual ticketing platform: an agile, customisable platform with an

Intelligently assign, prioritize, categorize and escalate based on agent skill, customer query type incredible tech talent pool always in tandem with

(differentiating the discovery, buying and support stages), customer type, channel of enquiry etc our partners and clients.

Predictive Ticket escalations:
Using metrics such as customer, product or SKU, agent performance histories to predict an
escalation

Turning Solutions into Reality:

We are the perfect knowledge partners, turning
your recommendations based on years of
Hybrid chatbot: arsenal including knowledge banks, tried and

Al enabled autonomous and assisted chatbot for both non-human and swift human interactions tested mEthOdomgleS’ process flows, case

\\ / studies etc into a reality.

Case in Point:

Wipro pulled off Exxon Mobil's deal with the
Cost help of Kapture while other competitors
entered with legacy platforms.

Direct savings (~30%) on license fee Kapture's agility helped Wipro turn their out
of the box recommendations into a reality.

Long term cost savings based on utilisation (~10%) on human capital expenditure




Turbo charge APl integrations

Deeper API integrations that interface real-time information and
help you stay ahead of the curve.

Third party

Integrate with 1000+ developer

platforms

'@ Empower .
Self-Serve Backend M‘\’At,’!g &

system Applications

Qﬁ < Increase product
Functionality

Machine
Learning/Al




Thank You



