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Utilizing collective intelligence to tackle staff shortage, &

volume volatility and boost customer retention
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(pandemic influenced) business challenges

I{IW'P Talent war

Staff shortages are reaching all sectors and regions:
Limited agility if volumes fluctuate
Automation technologies do not (yet) deliver 100% quality:

Al/ML technologies need human input to be trained

Customer
centricity

Increased expectations
Tighter service levels

Focus on customer retention

GDPR
requirements

Limiting factor for many use cases to
engage external/worldwide talent



what if you could ...
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access skilled staff
on-demand, 24/7
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utilize an Al-based

managed service
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increase your customer

satisfaction and retention

04



wha

collective intelligence?
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concept of collective intelligence
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ARTIFICIAL INTELLIGENCE

Maximizing the benefits
of artificial intelligence

HUMAN INTELLIGENCE

Bridging the gaps with
human intelligence
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automation?

automation
level & quality

Crowdsourcing — Human Intelligence

Disruption:
The cost/quality paradigm

cost (Co0)
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hype cycle for business process

services, 2020

Customer Journay Analytcs A\

Virtual Assistants in HCM

expectations

innovation
Trigger

Al-Related C&S! Services

Supply Chain as a Service —
mm—) Human-in-the-Loop Crowdsourcing
Customer Psychographics

Blockchain for Procurement

Low-Cost Domestic Sourcing

Plateau will be reached:

O less thar

Source: Gariner
ID: 467853
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g:’”f / Chatbots
ouskass | / — Order-to-Cash BPO
—J
Consulting

Services

Recorded Video |
Customer Service

L

Source-to-Pay BPO

Peak of
Inflated
Expectations

Trough of
Disillusionment

time

years @ S5to10years A more th

Finance and Accounting BPaasS

Augmented Reality for Customer Support
loT Business Sclutions

Videa Caling for Customer Service
= \loice-ol-the-Customer Sclutions

Blockchan in Banking
and Investment Services

Werek al Homey
Gig Agent CM BPO

Sl

L Customer Analytics BPO

Finance and Accounting BPO

Leaming BPO

Robotic Procass Automaton (RPA)

L Virtual Customer Assistants

Slope of
Enlightenment

Customer Management BPaaS

As of July 2020

Plateau of
Productivity
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concept of collective intelligence

THE SCALEHUB DIFFERENCE

2.3 M skilled crowd workers
deliver guaranteed quality in
guaranteed time
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the collective intelligence difference
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solving staffing limitations
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increasing customer satisfaction & retention
example: insurance claim

MUVIVEINT S1TMAICvIEIvE Sheet 1/2
[Date of accident Time Locality: Plage: 3 s in even if sl
23/cP 9.9 ] Country: (LIS Hg”(\f nqstok’- l no O yes@
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turning to the right 128
turming to the left 10 Wa‘q‘g LJ/MLM
Address: Mmt 3
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11.)Visible damage
1o vehicle B:

[14]My remarks:

Lucky me gne LS
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Unpredictable volumes

Impact on customer satisfaction
and retention

Impact on insurance margins/cash
outlay

GDPR restrictions
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increasing customer satisfaction & retention
example: insurance claim

Exceptions, peaks, selected

documents / fields are

Customer IDP transmitted to ScaleHub

»
>

Multi-Channel
Input
ScaleHub applies
specialist Al

ScaleHub applies HI
(crowd) to verify data to
guaranteed SLA
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Clean Data delivered within guaranteed Service @
Level: Time & quality @ transactional cost



example: insurance claims
how is the ScaleHub crowd engaged?

automatic shippeting distribution
classification to the crowd

ERIC OPHotE

ke JC el

Public crowd

s — | R
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/S AT - SpeCiaIist/

FEEET BPO crowd
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verification and data entry

in the crowd




example: insurance claims
ai & hi for computer vision tasks

—
scalehub_

017



tackling data protection challenges:
Al applied

People And Computers Ltd. AAAAAAAA AAAAAAAA/AAA.
53 Derech Hashalom St. Givatayim. ISRAEL 00 AAAAAFAAAAAAAFAA Givatayim. AAAAAA
To ScaleHub AG Date 10.11.19 To AAAAAAAZAA

Time 15:14

Federal Tax ID: 510904758

Federal Tax ID Federal Tax ID:
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Date 00.00.00
Time 00:00
Federal Tax ID: 000000000

AIR Invoice 33304 Copy AIR Invoice 00000 Copy
# Description Quantity Price Total # Description Quantity Price Total
1 |Future of Al Europe 2019 - 10-12/12/19 I 1 | 245.00 $ 245.00 $ 0 |Future of AAAAAAABOOO - 00-05700/00 I 0 I 000.00 $ 000.00 $
2 [Anja Poredda o IAAZAAAAAAA

Where do | find the invoice number?

Full documents cannot be disclosed in the

cloud. * train Al

* avoid extensive technology spend

Anonymizing / Pseudonymization

Data labelling with the crowd to:
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benefits of this approach

UNLIMITED SCALABILITY &
BUSINESS CONTINUITY

HIGHER SECURITY &
DATA PROTECTION

000

W

ACCESS TO
SPECIALIST SKILLS

scalehub_]

3%,

=7

INCREASED
SERVICE LEVELS

SUPPORTING ESG &
NEW WORK INITIATIVES

—
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the impact we achieved
for customers & partners

TIME

e (Claims assessed in 40 min

* 1,000 workers in 10 min

» Loan acceptance down
from 6 weeks to 3 days

QUALITY

* 99.9% guaranteed:

« Even if volumes fluctuate e.g.

500-1,500,000 docs/day
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COSTS

* Savings 35%+

« BPO Boost Program
avoids slack
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let's talk:

scalehub

HEADQUARTERS
GERMANY

ScaleHub AG
Heidbergstr. 100
22846 Norderstedt
Germany

contact@scalehub.com

OFFICE BERLIN

ScaleHub AG
Angerstralie 12
12529 Schonefeld
Germany

contact@scalehub.com

OFFICE USA

ScaleHub

201 Spear St., Suite 1100
San Francisco, CA 94105
USA

contact@scalehub.com

OFFICE AUSTRALIA

ScaleHub Pty. Ltd.

32 Bougainvillea Drive
Black Mountain, QLD 4563
Australia

contact@scalehub.com

OFFICE JAPAN

ScaleHub Japan Co,, Ltd.
Marunouchi Kitaguchi
Building 9F

1-6-5 Marunouchi
Chiyoda-Ku, Tokyo 100-0005

contact@scalehub.com
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