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Viber in 2023: strategy and
key trends

Atanas Raykov

Visi direktor za razvoj
poslovanja, vodeéa globalna
trZista
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Trend #1 in Serbia: mobile messaging

' 41.6%

of consumer goods
eCommerce spend is
attributed to purchases via

mobile**

Source:
Data Reportal, Digital 2022: Serbia

\}

3.65M

people purchased goods
via the Internet®
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Effective & convenient

Consumers Brands

71% 53%
have already made

their

customer engagement
digital®

deem messaging the fastest consider good customer

way to talk with experience a top strategic
brands** priovity****

want convenient access to

talking with brands***

Sources:

* Twilio 2022 State of Customer Engagement Report, ** Zipwhip . . , . .
2021 State of Texting report, ***Attentive 2022 The State of Viber Media S.av.| - Proprietary and confidential
Conversational Commerce, ****Navigate the Future of Customer
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Viber delivers
@ =

96%

Bosnia & Hzg

96%

Montenegro

84%

Macedonia

Viber Media S.a.r.l - Proprietary and confidential MAU% worldwide sw\ay-{;pp\oy\g
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Viber audience n Serbia:

2%

of Viber audience
in Serbia is payable

49% women (25-50 y.0.)

AR 2
X
Source: Viber internal

Viber Media S.a.r.l - Proprietary and report, 2022
confidential 22
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Viber for Business:
a single platform

i Konstantin Kostadinov

Visi direktor komercijalnog
odeljenja, regije CIE ZND




Viber Media S.a.v.l - Proprietary and confidential
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Viber's promotional tools

& Business Inbox Sticker Details [

Chats Marion Gold D —
Callended (TTT) Thank You Fest!
als

Your Apple Expert o q Lo a3t 5~ Toyota Talk
T-‘ Kio s "dl e "!h ng B00K ! i e l ' Express the joy & thrill of the Toyota life with

these new Toyota stickers!

Ap
Apple MpasHuuuTe ca TyK. UMaw
Hanuum ao 13750.

Send me the pics please

MATA3VHU 30PA
4 Hosara 6powypa Ha 30PA

Maddy Johnson
e Tyk ¢ Han 450 CTPaxoTHN o

Hey? Are you at work already? | have X
some questions regarding our last SAY ITTHETOYOTAWAY &
R
'DOWNLOAD TOYOTA LIFE STICKERS NOW! Transpress RANG o
International foodies & Transpress %QOW -
O Sticker Ochakvayte kurier Koyo Karak R
- !

7~ Unimasters ﬁ
Kate Roberts g Mons noTebpaere focTaska Ha &

npatka ot JYSK TMS-2100119...

@

e

568
o)
o

¢ Incoming call

- Speedy
Dora Gold Ha 13.01 Mexay 15:08 1 16:08
@ Photo message 4aca oyaksaiiTe nparka 2069
. Info LINK
Robin Champ <EBponbT> OvakeaiiTe AHeC
@ Photo message npatka N:9098614417 Ha an.

) UniCredit Consumer Fi...
Marvin Paye . | Message
Send me the pics please h

wg S

_ Yellow taxi
YELLOW! OYAKBA B KONA
84 3ATTOTFEEHTEPYIT b/

Small native Ad Post-call Ads with Native Ad placement Branded Stickers

placements rich media in Business Inbox

Viber Media S.a.v.l - Proprietary and confidential

Viber Lenses
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o Sl

Solution

Power Mac Center >
852 subscribers

Cruelty free >

r Mac Center chatbot wil assist you with your requests

Welcome to Power Mac Center Martha, thanks for
Chatbot! Your Premier Apple Partner pscribing! If you liked our
in the country is excited to serve your v palette, you'll be happy to
Apple needs here on Viber. pw that all our makeup is
elty-free! You can try it on
person in one of our stores
e n a n ‘ e 4 Get Started ¢ 2 alk to a consultant to pick
] [nething that matches your
Power Mac Center
Hi Sophia! Thank you for starting a le! B
conversation with us. Please tap “I

c a m p a i g n S 7 ‘ i S AGREE" to continue. S

‘ Your Premier Apple Partner is here! PoneraciCor o
| How can we serve you? Please

choose from the options below to
continue.

Talk to us for all your inquiri ol

View Products Locate Branches
Repair Services Training Inquiries

Enterprise Education

Viber Media S.a.v.l - Proprietary and confidential
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Nurture leads Be accessible &

I nfl U e n ce ‘ 3 orormotional discoverable

Viber BMs

Antalia Airlines >

customer

Enjoy a 10% discount on all Silver World

flight destinations this month

with any membership! % Psst... here's something just for you
@!

- Jenny, we saw your interest in our

Simple Silver line and would like to
invite you to participate in the Amy's Sportswear
creation of a limited collection as
well as win a decoration for your
designas aGIFT @.

Business Account

Please reply with “| WANT A GIFT"
and describe your wonderful idea to
join the competition

Chats
s Amy's Sportswear
What's my order status?& (1]

Address
Plaza, Northwest, Atlanta, GA 30313, USA

About

Learn more
Find Amy’s Sportswear, shoes and accessories and

Iwanta gift: a silver bracelet withan %5 view collections for football, running and training.
infinity sign &

Send relevant
offers | | Account

Viber Chatbot Commercial

Viber Media S.a.v.l - Proprietary and confidential
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Drive

through
conversations

Chair & Sofa Brand Store >

&3 Hey, Manty! Didyou need an @ teto,Diana. 2
ottoman to go with that armchair I'm your virtual assistant. What
you bought recently? are you looking for today?

Actually, yes! But | can't find @ ] Tops
one that matches the color of
my chair.... Here are some awesome tops
that are in stock in your size
Here's a video with the ottoman. ~Md
Looks like a match to your
armchair, don’t you think?

1

Brand Store

>
>
>
5
>
>
3
>
5

Summer Top $15.89

-

Learn more

Oh, it's gorgeous, and it's the @
same shade! |'ll take it @

Data-driven Rich media
personalized for driving
offers sales

Viber Media S.a.v.l - Proprietary and confidential

Fashion Outlet

Hello!

| am interested in these sneakers
https://f-0.com/shoes/sneakers/
FA14815 Do you have any photos
or videos of them on foot?

Hey, June, thank you for your
interest & Sure, here's video
with the sneakers:

Watch via browser

Wonderful, thank you &2/
They look awesome! I'd like to
purchase.

Real-time, 24/7
chats & support
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Manage orders Provide post-sales Collect customer
and deliveries support feedback

Nurture -

Your delivery number is 59000708945423. The delivery...

Your delivery number is 5970894542. The delivery... Hi Olivia! We see that your order

YOur Oraer, Fiease aowroaa has been delivered  Please do
your receipt here. Your delivery =" delivery numb: 5970894542. The let us know if everything fits
ra n number is 59000708945423. delivery dat Track at: hitp okay
: : R TS
The delivery date is 17.10. Please let us know if you need any

Track at: https://url.shop24.ua/
h7i31x

assistance with assembling
Hey, guys! The new jeans are
amazing!

Hi, I'm in the final stage of the
instructions but| can't figure out the
) n : A
Shop24_Receipt.pdf final steps. Can you help me please?

o Can you please send us a photo or video
Download 50 We can assist you further? w .,

Shop24 ﬂ
Hello, Vieronical Thanik you for your order.

Please download your receipt here, Your.

Thank you! Unfortunately, I'll not
be at home on 17.10. Would you
please deliver my order on 19.10 Thank you for your feedback!
i We are glad that we were able to
instead?.l, - . meet your expectations - hope
10 See you soon
Sure, we've rescheduled your 1 s
delivery 59000708945423 on
19.10. Thank you for informing

us! ey

Source; Invespcro, Customer Acquisition . . . o
vs Retention Costs Viber Media S.a.v.l - Proprietary and confidential




176% 71 170M 601M

New Business Messages Number of
accounts exchanged in average monthly
chatbots ads impressions
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Top-performing industries using Viber Ads in Serbia:
growth in 2022

+272%
+215%
@ @ @ @ o—
Legal Finance Retail Entertainment Travel
Services loyalty
programs

The period for YoY growth comparison:
Nov 1, 2021 -Oct 31, 2022 vs Nov 1, 2020-Oct 31,  Viber Media S.a.r.l - Proprietary and confidential
2021.
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Viber
Business
Messages
In

0 “_MPC Patch
Activity <

WHEN?

UGNAY

Upgrade

12:00 am to 5:00am of June 11

WHAT TO DO?

Advise customers/partners to

retry in order to
the transaction.

proceed with

UGNAY | ™

Sources:
* YoY growth: Viber, 2022 vs 2021

+46%

Promotional*

+91%

Conversational*

+126%

Transactional*
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Viber as a superapp:
new and upcoming features

Berina Tanovic

Vi¢a wmenadzerka za
partnerske odnose
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Viber: a single gateway to
multiple services

Almost

of time in
one single app

of their time
users
spend on their

Source: Statista Viber Media S.a.v.l - Proprietary and confidej
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BSIBank @

10:41

As part of our L

Business Inbox (1)
Chats with: Coca-Cola BSI Bank

Business Account

ey ATE JOU at WoTK already? (1)
| have some questions regarding...

, Viber hastwo @ =

Very busy week. Let's have a break...

m . - iy Kate Roberts BSI Barfk . . °
aJ o r a U n c e S I n ) Typing... Your activation code is 435877

BSI Bank Bot

Alex Kulnig
Hello, Michelle! How can we help

& Sticker ® youtoday?

January 2023 .

Glovam’_" Moretti ul. “Marko Balabanov" 4-12,1303 Sofia Center,
¥ Incoming call Sofia, Bulgaria

Lisa Kantor About
Typing. We at BSI Bank believe in strong and personal
connection with our customer. This Commercial
Account is a way for you to easily connect and get,
RobinGhaman and efficient service from us.

& PH

Viber Media S.a.v.[ - Proprietary and
confidential
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How does

@, Business Inbox (1)
!o'l Your chat with Coca Cola
g
Maddy Johnson
Hey? Are you at work already? |
have some questions regarding
A Kate Moretti
Not sure | can come today. Very
¥ busyweek. Let's have a break.
Kate Moretti
Typing...

- Alex Kulnig
& Sticker

Kate Roberts
Typing.

First business
message arvives:
meet Business
Inbox

5 Business Inbox

CocaCola @

Feel the pulse of summer with an
iced Coca-Cola! Download the ap.

il T
BSiBank &
Reminder of the day: we will never
ask for your personal information.
[~ LoveDelivery &
B Expect a courier at 5:00 p.m
Bigfood @

Your order has been processed en
and will be delivered at 12:00

Grab @
Get your comfort food from your
favourite restaurant without leavi...

GloriaJeans @
Time to freshen up the little ones’
wardrobes for summer! Enjoy 25%...

Business messages
land in Business
Inbox

0

& services

Business Inbox
| Messages from businesses and

Maddy Johnson
ﬁ Hey? Are you at work already? |

&

(8

v

]

have some questions regarding
Kate Roberts
Typing.

Kate Moretti
Typing.

Alex Kulnig
& Sticker

Giovanni Moretti
Not sure | can come today. Very
sy wonk | a¥s have o braat

Pinned to top
by default

Viber Media S.a.v.l - Proprietary and confidential

BSIBank
Message

Notifications on

locked screen




Rakuten Viber

for business

What can users do with Business Inbox?

9:41 AM

Business Inbox

Grab @
Get your comfort food from your
favourite restaurant without leavi...

CocaCola @

Feel the pulse of summer with an

iced Coca-Cola! Download the ap..

BSIBank ©

Reminder of the day: we will never
ask for your personal information.

LoveDelivery @

ier at 5:00 p.m

GloriaJeans ©
Time to freshen up the little ones’

wardrobes for summer! Enjoy 26%.

Pin a business
chat to top in
Business Inbox

L

% Business Inbox

CocaCola ©®

Feel the pulse of summer with an
iced Coca-Cola! Download the ap

Grab @
Get your comfort food from your
favourite restaurant without leavi...

b will never

LoveDelivery &

a courier at 5:00 p.m
Bigfood @
ord
GloriaJeans @

Time to freshen up the little ones’
wardrobes for summer! Enjoy 26%...

Move any chat
out of Business
Inbox

BSIBank @
Reminder of the day- we will never
ask for your personal information

Business Inbox

|l Chats with: Caca Cola,
foodpanda, PrivatBank.

Maddy Johnson

Hey? Are you at work already? |
have some questions regarding
Kate Roberts

Typing.

Alex Kulnig
£ Sticker

Giovanni Moretti

Pin a business

chat to top in the
main Chat screen

—

Viber Media S.a.v.l - Proprietary and confidential

Chats

4 Business Inbox
@ Chats with: Coca Cola,
S Grab, BSIBank

Maddy Johnson
“ Hoy? Are yo
ha

, Kate Moretti
Not sure | can come today. Very
busy week. Let's have a break

Kate Roberts
WS- Typing
- Alex Kulnig
d."".‘.‘ 5 Sticker
v

Giovanni Moretti
Not sure | can come tod
Dusy v r

Lisa Kantor

See top 3 most
recent brands
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for of
Business Inbox

Control over in-app experience

Important updates are allin one
place

Convenient Ul and notifications

Messages from verified brands only

Viber Media S.a.v.l - Proprietary and confidential
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for of
Business Inbox

Increased engagement and conversions

No more overlay: reduced block and
higher Open rates

Improved customer experience & brand
loyalty

Guaranteed security and user trust

Viber Media S.a.v.l - Proprietary and confidential
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What do users think of Business Inbox in CEE?

viewed Business Inbox want to receive

favorably and found messages in
it convenie - Business Inbox

will have a better
attitude to business
messages after Business
Inbox is introduced

*Source: Viber Survey (19-20 of January 202.3)

Viber Media S.a.r.l - Proprietary and confideny 9‘
8
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How will we

Chats

Y Business Inbox (3)

Ig g:g;s; E\::::( Coca Cola, Grab,
about Business Inbox? S

Kate Moretti

“ %
&' Mot sure | can come today. Very
¥ busy week. Let's have a break..
- r
ign

e Tooltip in the Chats screen
reminding Business Inbox

Alex Kulnig

= Sticker
Katgnobeﬂs
e CRM campaign to those users who @ Tk

haven't visited Business Inbox a L) Comiliianh
Fe W Weeks a Fte V- {a M V‘-Ch busy week. Let's have a break...

A tooltip on the
Chats screen

Viber Media S.a.v.l - Proprietary and confidential
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Q. Bulg

Commercial Account: “

Communities and Channels

EL SMILEFOOD BULGARIA

a single business entity to

discover all business "B
information and channels in

one place

Rapsody travel Bulgaria
337 members

rapsody

Viber Media S.a.v.l - Proprietary and confidential
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How does y

work?

Searchable and discoverable
Business chat and, later, chatbots
under one account

Managed via CAMP

New info page: Commercial Account ot
Page

SUNLIGHT

* the details about the criteria will be
provided to each partner separately

Viber Media S.a.v.l - Proprietary and confidential
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o 19.21.77

Benefits for of -
a Commercial Account

sMmiLe  SMILEFOOD BULGARIA
FOOD 173 subscri bers

ﬂq KyxHsita Ha 3Be3pes - Bulgarian recipes &
rg{f‘{; /914 subscribers

Users can find brands and initiate 3 s
C 0 V‘-V@ VS atl'o V\-S '."’?‘;"Y ?aﬂpsody travel Bulgaria
MWlFsa The Yoice R§dio&TV Bulgaria @

All business info is easy and quick to find

team. BULGARIA ==

Choose the communication channel you
prefer

Trustworthy brands are easier to recognize

Viber Media S.a.v.l - Proprietary and confidential
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Benefits for of
a Commercial Account

Increased visibility and easier engagement

Users can search for brands and introduce
others to them

lW\pVoved customer experience & brand loyalty

Brands are easy to recognize, harder to
(impersonate

Viber Media S.a.v.l - Proprietary and confidential

= @D ‘
. Bulg o Cam% o >

Chats Messages
Communities and Channels

sMmiLe  SMILEFOOD BULGARIA
FOOD 173 subscri bers

ﬂq KyxHsita Ha 3Be3pes - Bulgarian recipes &
rg{f‘{; /914 subscribers

)ﬁ 22,914 subscribel

ey Rapsody travel Bulgaria
s St 337 members

WE The Voice Radio&TV Bulgaria &
g 7,962 subscribers

team. BULGARIA ==
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1-2-1 conversations between
brands and customers

Viber for Business: a
for all

Up-to-date information brand-user
on delivery . -
Interactions

Viber Media S.a.v.l - Proprietary and confidential

Taxi order
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BRANDS'’
SUCCESS

Viber Media S.a.r.l - Proprietary and confidential






Using NTH Viber platform
without connection with
Al campaigning tools

Main channels of communication, SMS, push
notification and email, were integrated into
Salesforce Marketing Cloud, but Viber wasn't
We worked with external customer lists in
order to send communication via Viber

We were facing with target group
overlapping and risk to duplicate
communication via different channels




Solution:

Integrate main channels of
communication into
Salesforce Marketing Cloud
as only campaigning tool

* In cooperation with NTH, Viber is integrated
in our process of communication and
becomes important part of SFMC

* Viber messages are used in one of our main
customer journeys — renewal customer
Journey

* It is used together with email, push
notification and SMS communication and
triggered in certain period of customer’s
renewal lifecycle




Communication with
customer at the right time,
via the right channel and
with the right content!

* We are providing best E2E customer
experience with more effective
communication and higher customer
satisfaction

8% To6% 207%

Viber Seen rate Viber share
delivery out of n 1

rate delivered {:ustomer
Journey




ABOUT

A1 Srbija je deo A1 Telekom Austrija Grupe, lidera
digitalnih usluga i komunikacionih resenja u regionu
Jugoistocne Evrope, koja pruza usluge oko 25
miliona korisnika u sedam zemalja i zaposljava blizu
18.000 ljudi.

ADDRESS
Milutina Milankovié¢a 1%, 11070 Beograd, Srbija

PHONE NUMBER
0601234

@ http://www.al.rs,

Receive messages

L

€& A1SRB

Saznaj vise

Kupi Xiaomi Redmi Note 11 Pro
uz NEO23 promo praznicni
paket po vrhunskoj ceni. Ne
propusti priliku i uZivaj u puno
neta i neogranicenoj zabavi na
drustvenim mrezama na svom
novom telefonu. Brze-bolje u
A1do 31.01.2023.










Thank you!




