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Game-changing

journeys

We are your global partner that designs,
delivers and optimizes unforgettable human
experiences for today’s digital world




Culture & \ Z

Values people-first

Webhelp Group — Overview and Core Capabilities

We build human experiences

and shape business solutions

We enrich customer experience and
business solutions to create lasting value for
the world’s most exciting companies. We use
our smarts, our hearts - and a drive to make
business more human.

Think Human

Webhelp is a
great place to grow

We grow, and so do our clients, because we
are creative, agile thinkers who strive to
enjoy every day at work. We don'’t rest until
we find a better, smarter, more human way.
Our clients live at the heart of everything we
do, and people matter to us above all.

We are a

company

#Integrity #Commitment

We thrive on making a difference in the lives
of people and businesses. At Webhelp, we
bring together passionate, fun-loving people
and give them the freedom and tools they
need to look after our clients’ customers as if
they were their own.

We give you the
technological edge

We deploy Al, voice analytics and other
leading technologies to futureproof customer
experience and transform ways of working.
This is how we create value.

People and technology in brilliant harmony.

We put our We are
client at the Q passionate

heart game-changers

#Unity #Recognition

Webhelp

designer

Service

provider

Technology

enabler

We strive
to enjoy
everyday

#WOW
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Anywhere, anytime, any device, right across the globe.
Our global footprint offers you our unique best-shoring approach.

90.000+

people

190 +
locations

\‘.{ :

@ -‘ ‘ ‘\'4‘1
[ Global | b

- 80+
consistency and Languages covered

client management '
o Sep Ry
90 +

B | ocations in over 50 countries ® Multilingual Hub Markets served
(incl. partnerships)
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We are focusing on the most profitable segments of growth through industry focus and a
strategic segmentation

2021 Budget ESTABLISHED & RESILIENT DIGITAL TRANSFORMATION DIGITAL NATIVE
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OUR SECTORIAL EXPERTISE

A specialized approach per industry: Sample of our 1000+ clients
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Our WOW model to drive excellent service delivery

PARTNER
Building partnerships, continuously working with clients to make their business better

perating Model

Copyright © 2020 All rights reserved

CREATE
Designing

great solutions
for clients and
their customers

using
Webhelp’s

expertise and

innovation

ONBOARD
Implementing
the solution
safely, using
Webhelp’s
structured
approach and
proven
methodologies

“World-Class Delivery”

ORGANISE

Planning the work balancing customer experience, employee
experience and efficiency

GROW PEOPLE
Afttracting, developing & retaining the best people

DELIVER
Implementing Webhelp’s
best practice to deliver
outstanding service

CONNECT

EXCEL

Maximising performance
through Webhelp’s continuous
improvement methodologies

WOW PLACE TO WORK
Inspiring people and empowering them to deliver great customer service

Creating seamless customer experience through integrated technology

INNOVATE
Future-proofing business
through investment in leading-
edge R&D

KNOW
Harnessing collective
knowledge to improve

performance &
manage risks

DRIVE
Leading business effectively
to deliver Webhelp
& client results

Webhelp

designer

Service

provider




Company Information

Webhelp Group — People First Company

A people strategy built on

three main principles...

Gr

<L

Value

our people

Inspire

our people
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Make me feel
welcome
Understand me
Help me do my job
well

Recognise me
Reward me
Involve me

Great leadership
Communicate well
Take me on the
journey

... and delivered through

our “WOW place to work”

Reward &
recoghnition

Outstanding
working environment

Delivering the optimum surroundings
to benefit employees and performance

Acknowledging our employees’
commitment and outstanding work

Webhelp

TAR
.S AWARDS

WebHEALTH

Employees’ well-being,
health and happiness

within our workplaces optimum

Efficient Organisation
& Management

Defining our global best
practices and the

way of working

A common purpose

Professional & personal

development

Educating our employees to develop
their careers and personal objectives




A long standing partnership creating value and growth

Challenge

Webhelp and EasyJet have worked together since
2015 and recently extended our partnership for the
next 5 years.

The next stage in our partnership will have an
increased focus on transformation, specifically:
* Increasing digital interactions

* Improving CX

* Increasing revenue

« Efficiency improvements

B @

Services provided

» Customer Service & Support
Executive Complaints
Legal and Privacy Services
Holiday Sales and Support
Back Office

Locations
10 international locations
including; UK, Poland,
Romania, Portuhgal,
Morocco, India and
South Africa

Copyright © 2021 All rights reserved

Webhelp

solution

=

Segment
B2C
B2B

&
&8
#Agents/employees
+ 900

Results

delivered

Languages
English, German, Polish,
Italian, Dutch, French,
Spanish, Portuguese

easyJet

Voice

Email

Chat

Social Media



Building a global partnership

Client

Client |

The on-line food delivery company Deliveroo

operates in over 200 locations around the world.

With rising popularity of the service creating
volatility for the business and increasing demand
Deliveroo needed a partner to bring stability
combined with the capacity to grow.

r%
Services provided dﬁb Locations

» Customer Service * Morocco
 Rider Support e Suriname
* Restaurant Operations * Romania

* lvory Coast

Copyright © 2019 All right reserved

Webhelp

solution

Segment @

« B2C E-commerce
support

#Agents /
employees

* 450 people

&
B8

Results

delivered

Languages

* French, Italian, Dutch,
Spanish and English

Voice
Email
Chat
Social Media

10



Transformational partnership

' Webhelp
challenge solution

Our 10 year partnership with The Very Group started
in August 2015. The Very Group wanted to reshape

their customer service operation with a strategy that
delivers a shift towards digital customer
engagements.

Together we are helping The Very Group transform
their business, delivering their strategy to become a
world class digital retailer.

9 @

Servic?es proyided Locations Segment
. Frgnt||nz Serv!::e— « Falkirk, UK . B2C
voice and emai . Glasgow, UK .- B2B

» Back Office Work .
+ FS Complaints Cape Town, SA

management
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& 8
#Agents / employees
» 580 employees

Results

delivered

Languages
* English

o

Voice

THE
VERY
GROUP

Manual Back Office

Work
Email

1M



Content moderation for the world’s fastest growing video portal TikTok

Webhelp Results

challenge solution delivered
The client needed a flexible supplier, easy to

work with and benchmark leader. As a large
start-up who makes fast decisions, the client is
looking for an agile partner to match the fast
pace in delivering accurate and timely Content
Moderation for an extremely fast-growing
Indian market.

AR Q) 8
e B & ala
Services provided Locations Segment #Agents /| employees | Languages Channels
+ Content Moderation ¢ India (2x) - B2B « 1800 + 15+ » Video
» Data labelling e Jordan - C2C Hindi, English, Arabic, e Audio
» Customer service e UK Urdu, Russian e Comments
* Live monitoring e Latvia
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Implementing a transformation partnership

Dixons Carphone is a leading
multinational consumer electrical and
mobile retailer and services company.
Dixon’s Carphone needed a partner to
help them deliver great service and also
support the transformation of their
business.

Webhelp

solution

Because of our specialised global
expertise in delivering transformational
partnerships Webhelp was the perfect
partner for Dixons Carphone.

AR

Serwces provided 'ﬁ'

Locations
Customer Service and . UK
Support + South Africa
+ Sales . India

+ CX Consultancy

Copyright © 2019 All right reserved

p

Segment #Agents
B2C + 1200
* Retail

» Electronics and
Telecommunications

2
B8

Results

delivered

Languages
« English

\

Dixons
Carphone

Channels

Phone

Email
Chat
Chat Bot

13



Webhelp

Think Human




