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Al-Driven Virtual Assistant for Digital Banking

e Launched January 2024
o Multilingual (az/en/ru) Gen Al-based

e Successfully processing more than 61% of ABB Mobile

customer requests

e 1.9 M queries from 420 k customers

e Loyal customers: 137 k customers

e 85K+ unigue words in the knowledge base

 Response accuracy rate: 95%

e Cost saving per month: 79K AZN (31 agent salary)

e Successfully converted 60% of the user's negative

conversations into neutral and positive ones



Al-Driven Virtual Assistant for Digital Banking

e Provides 24/7 customer support through mobile application

e Automates repetitive gueries, enhances decision-making, and improves customer engagement
(Al response time 9 sec, Agent first response time ~20min)

e Latest Progress:

o User Adoption: 420K active users, ~50-70K monthly users, 3-6K daily customers

e Al-to-Al conversations: 1.9 min handled end-to-end annually (from 3.2 min conv)

e Impact: 61% of inquiries fully resolved by Al without human intervention

o Capabilities Expansion - From FAQ to real transactions:

o Card block/unblock operations, Card balance inquiries, answers customer-specific transaction
& cashback gquestions

e Provides insights: starts conversations proactively and delivers personalized offers to

customers



Al-Driven Virtual Assistant for Digital Banking

Only Al conversation count Al to Support Direct to support Total Al Question Direct to support
conversation count @ conversation count Count message count

Total conversation count Total Al conversation count

3.2M 2.7M

First response time
by Agent (min)

Total Question Al response time

1.9M 751_3K Count 27M (second)

% -2381% X -1519% % - 27.36% % -7264%

23.33

Customers - 207.0K

Gl conversations
eap conversauo Monthly Quarterly
3.16M i .
Gleap conversation breakdowns Top question category
@ Total conversation count [l Only Al B Al to Support Total Bl Direct to support {E;llldﬁkw ﬁ?;ﬂ:khnw erTors 'l._rgi ET;at
Credit debt issues
11893k
Loan applications
128,74k TamCard Credit
184 96k
©
=
o x . Customer generation Customer gender
1.93M " 3 x > x ~ _
-1 i - UDE E_ = i"“'.
» o — = o = BOOMERS 60-78
= s =
s = = X GENERATION 44-59
-
-f51.33k
Y GEMNERATION 28-43
L3 " o
"'-.-Qﬁ{\ D'{xi'v {i,_ﬂl:}'
- Q‘QD Z GENERATION 12-27
& o & 3 S° g S S S P 3 N > S N
o o o T T i~ ok ik it it o ¥ * * n’
< i o ¢ 2 i N o & i P g 2
2 oy & o 1) % 2 o >
< y L i i’ v % s T g % £



Al-Driven Virtual Assistant for Digital Banking

Generative Al virtual asistant (from 18.01.2024) / Last Reload Time: 02.10.2025 10:07:13
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Al-Driven VA - impact calculation

e Cost of a human agent per minute: 0.1718
T76.98K AZN

AZN

Profit increase

e Average time an agent would spend on
each conversation: 5.45 minutes
e Monthly cost of running the Al system:

~6,7/14 AZN

 Net Monthly Impact: 79,452.45 AZN

savings

Monthly Impact = (Conversations Resolved by Al X Time Saved per
Conversation X Agent Cost per Minute) - Al System Cost



Offer Scenarios - Autopayment ...

Total number of people: 48961
@ Target @ Control Total number of people that set-up an Autopayment: 1025
Conversion Rate: 2.09%

2.5 Control

Total number of people: 5824
Total number of people that set-up an Autopayment: 68
Conversion Rate: 1.17%

20 Start Date: Jun 25" 2025

ABB Support X
7124 Online

@

ABB Support - a few seconds ago

can i make government payments
through abb mobile ?

—
Ul

a few seconds ago

Yes, you can make government
payments through ABB Mobile. To do so,
please click here and follow the
instructions in the application.

Do you need information about other
types of payments you can make
through ABB Mobile?

—
o

Conversion Rate

Dear MURAD S. @,

In the past two months, you have made
utility payments of 168.0 AZN. If you had
activated automatic payments, you
could have earned an additional 8.40
AZN cashback. & Choose convenience
and savings — activate automatic
payments now!

0.5
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Autopayment



Offer Scenarios - DigiDeposit
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@ Target @ Control

DigiDeposit

Target
Total number of people: 5551

Total number of people that Opened a Digideposit: 58

Conversion Rate: 1.04 %
Total Sales in AZN: 812429.91 AZN

Sales per person in AZN: 14,007.41 AZN

Control
Total number of people: 697

Total number of people that Opened a Digideposit: 6

Conversion Rate: 0.86%
Total Sales in AZN: 40,550

Sales per person in AZN: ~6617 ,

Start Date: Jun 21** 2025 < @ s

X

a few seconds ago

During the Novruz holiday, which is
celebrated from March 20 to March 24,
ABB Bank branches are generally closed
and do not provide banking services.
However, ABB Bank stands remain open
every day from 10:00 to 22:00 for
information purposes only, but they do
not support any banking operations.

If you need more specific information
about which branches might be open for
special services during the Novruz
holiday, please contact ABB's live chat
for further assistance.

Dear MURAD S. ¢,

Qver the past 6 months, your debit
cards had an average balance of 12427
AZN. If you had placed this amount in
the “DigiDeposit” digital deposit
product, you could have earned up to
621 AZN in income by today. Don't miss
out on opportunities—place your deposit
online now with just a few clicks and
benefit from fixed income options.

) Answer 13 15
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Offer Scenarios - Pre-Approved Cash Loan

Target
@ Target @ Control Total number of people: 13330
Total number of people that acquired a Cash Loan: 1044
8 Conversion Rate: 7.83%
Total Sales: 6,479,011 AZN

T~ Control

Total number of people: 1607
Total number of people that acquired a Cash Loan: 111

13,31%

Conversion Rate: 6.91% ’

Total Sales: 536,720 AZN < @ 458 Suppent X
Start Date: May 5™ 2025 ® F -

ABB Support - a few seconds ago

when does the sabail branch close?

a few seconds ago

The Sabail branch of ABB Bank closes at
17:00 on weekdays (Monday to Friday).
On Saturdays, the Sabail branch
operates from 10:00 to 14:00. The
branch is closed on Sundays.
Additionally, ABB Bank's stands are
open every day from 10:00 to 22:00 for
information purposes only and do not
support any banking operations. If you
need more specific information or have a
particular date in mind, please let me
know!

Conversion Rate
i

Dear MURAD S. @,

We have a special loan offer for you with
an initial calculated amount of 8700 AZN
@& Apply online or visit any of Bank ABB
branches to take advantage of this offer.

) Answer 13 1y

Pre-Approved Cash Loan * 0



Thank you for your
attention!



