Integrated Support




Assistant

Virtual Agent @ virtual ogent

 Self-service support for Entertainment and Smart Home devices

» Simplifying setup of devices by handing off the onboarding to a
second screen (New)

* Integrated with QuickSet for improved and semi automated
troubleshooting and onboarding (New)

» Smart Feedback Loop to improve accuracy and response times (New)

* Available as a pure web-based app and TV app for easy integration

My Nevo Companion App nevo ' E—

» Turnkey companion app for onboarding, setup and control of devices.

* Ability to onboard devices by scanning QR code on device (New)

* Delivered as a skinnable companion app or an SDK. (New)

» Covering UEI's portfolio of devices across remotes, QuickSet Widget,
etc.

* Integrated with Virtual Agent for self-service support (New)

» Commercially launched with two products launched in 2022 alone!
(New)
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@& virtual agent

An integrated Self-Service Support solution
for Smart Home and Entertainment
companies.

UNIVERSAL Poweredby
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VIRTUAL AGENT FOR CUSTOMER SUPPORT

Self-service support for
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Setup Feature Discovery Troubleshooting

When combined with QuickSetit is enhanced with the
knowledge of existing devices at the home includingreal-

time access to secure remote troubleshootingfeatures.
POWERED BY

OUICKSET
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@ virtual agent
Self Install

— ; Nine out of ten smart home device owners have either installed and
set up a device themselves or had a friend or family member help.

Overall Smart Home Device Installation Methods

- .
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@ virtual agent
Common Technical Problems

Users experience difficulty when buying and setting up smart home
devices due to the complexity of the products, user interface, and
the lack of customer support

Smart Home Devices: Common Technical Problems
U.S. Broadband Households that Experienced Technical Problems with Smart Home Device

Difficulty setting up the device

Device unresponsive

Difficulty getting software/apps
to work properly

Technical issues resulting in poor

device performance
Difficulty using device features _

© Parks Associates
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USER INSIGHTS

@ virtual ogent

Self Install Is a painful process

o2

9

The percentage of smart home device
owners who experienced atleast one
problem during device setup grew in
the last years

Convenienceplays a major role in
the actions consumers are likely to
take when seeking support, creating
a large opportunity forservice
providers to fill this customer need.

Universal Electronics - Confidential
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While 43% used available information
found in product manuals or on the
internet to resolve the issue with their
smart home device, 28% reached out
to either a manufacturer or
independentsupportprovider.

Nearly 40% of smarthome device
owners who set up their devices
themselves report they would prefer
to have professional help the next
time they setup a device.

‘ UNIVERSAL
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USER INSIGHTS @} virtual agent

“Complexity contributes to Churn”

29% of consumers who indicate their devices were
difficult to set up ended up switching to a different
brand. Brand abandonment shoots up to 49% when
consumers reported setup was “very difficult.”
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@ 0 QUICKSET CONVERGENCE

DEVICE ONBOARDING ON ANY SECOND SCREEN

= QUICKSETD

cLouD

QuickSet Convergence

Use Virtual Agent to easily onboard Smart Home and
Entertainment devices - by scanning a QR code, the
Virtual Agent takes over, allowing for quick and effortless
integration to provide a seamless user experience.

N 54 = - Drastically reduce integration time and effort

OUICK /b?:k
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@ virtual agent (Gavensa

« Reduce friction for end users
« Improve overall user experience

Universal Electronics - Confidential
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COMPATIBILITY CHECKER

o) virtual agent

-]

Alright. Now let’s check the wire labels

Select Wires

SAVE TI M E & HASS L E Do not include wires that are connected by a

‘jumper’ Only select the wires that run from
your thermostat into the wall.

Compatibility Checker

The compatibility checker helps users ensure device

~
J

| + Show More Wires

compatibility. If unsure, it prompts the user to send a

picture to the human support team for analysis. If

incompatible, the team provides advice & guidance on
hOW tO fIX. Type your message °

This compatibility checker feature will save users time
and hassle by identifying any potential incompatibilities
before they make their purchase.

@ virtual agent &5

Now also available inside the MyNevo Companion App &
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remote.

) virtual agent

Got it, now let’s take a picture of the original

Take a picture of the device

Take Picture

Take picture

‘ ‘ Type your message

Universal Electronics - Confidential
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SMART FEEDBACK LOOP

IMPROVE ACCURACY AND RESPONSE TIMES

Smart Feedback Loop

Utilizing the camera

During a troubleshooting session, users can expedite
the process of reaching a resolution by taking a pictures
of their situation and upload it to the Virtual Agent.

Automatically Generate Support Tickets

Generate support tickets automatically using information
supplied by users, such as transcripts, enhanced meta
data, and images captured during virtual agent
interactions.

‘ UNIVERSAL
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TROUBLESHOOTING

&) virtual agent ) r:) virtual agent

>

OK, please connect your Gateway to the Wi-Fi router.

What type of Audio Issues are you experiencing?

SAVE TIME AND ENJOY BETTER CUSTOMER SERVICE.

Do o
S5af H
] N &
Volume Controls Picture with no No Pictu
not working Audio AL
Volume Controls not working v

Before we continue, let’s check the battery level first.

This feature enables users to quickly and easily troubleshoot oy times cos e LED ght o your remote i

when you press any key?

Verify that the gateway is connected to your home router via
a ethernet cable and that the router has internet connectivity.

technical problems at home. Powered by QuickSet, the Virtual

Did you connect the Tradfri Gateway with router over wired
Ethernet cable?

Agent detects devices and their status which helps solves

issues quicker. "
Type your message ° Type your message °

If it can't be solved, the session can easily be handed off to a
human agent, with all necessary context provided for an

efficient follow up process.
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CROSS SCREEN CONTINUITY

ELECEECE T

SEAMLESSLY TRANSFER BETWEEN MULTIPLE DEVICES

!

!

Cross Screen Continuity

Start a conversation on one device and seamlessly transfer it

SRy

P

to another device

« Virtual Agentremembers the conversation state and context

« Can be used to send more informationto a Smart Phone, for
example to download a Product Manual
« Can also be used to expand the types of user input available

on a second screendevice

ECTRONICS.
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CROSS SCREEN CONTINUITY @ virtual ogen’r

Cross Screen Continuity Example

@ virtual agent  x

b
a Sure, | can help you setup your remote!
m it is the device? /

- —

Start on TV.. ..Scan QR Code.. ..Continue on Phone

Universal Electronics - Confidential (gl_nI:!'C‘{'Egﬁlllyg
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@ virtual agent
Contextual Awareness

Virtual Agent can understand context from different sources even before
a conversation with the user has started. It uses this context to
understand the situation in the home and significantly reduce the
amount of steps needed to solve any potential issues.

Single
Device

Context Examples

Devices available in the home

’ POWERED BY
« Device Configurations O U I C K //>
|

« Services available in the home CLOUD
« Geo-IP Location

; Location on a website
‘Primary.

Internet Service Provider

Discrete
Apps



@ virtual agent
Virtual Agent Insights

Built-in tool to surface valuable user insights and collect user feedback.

v Conversational Analytics
v User Behavior Analytics
v Analytics Dashboard

v Track User Engagement
v Track Success Rates
v Collect User Feedback
v Collect User Ratings

v Capture User Contact Details for follow up

16



@ virtual agent

Integration Options

Yy virtual agent

Virtual Agent is a pure web app and can be easily
integrated on the device itself, on supportwebsites
and in mobile apps.

& \ 500 | = \
=/ =/ B
On-Device Support Mobile Apps

(TV, STB, Thermostat etc) Websites

Integration on support websites takes a couple of minutes




@ virtual agent

e w can | help with your XITA Remote?

Hi @, 'm Nevo! How

@& virtual agent

Universal Electronics - Confidential
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VIRTUAL AGENT ON DEVICE

For the Big Screen L=
=

Conversational Interface optimized forthe Big Screen

« Avalilable as an Android TV App (APK)

- Avalilable as a pure web-based app for easy integration on
TVsor Set Top Boxes

« Offering Cross Screen Continuity

« Transfer a conversation to a Smart Phone

« Send documents like Product Manuals to a Smart Phone

« Contextual Awareness powered by QuickSet
« Ability to customize the branding and personality of the

Virtual Agent

‘ UNIVERSAL
ELECTRONICS.

18



INTEGRATION OFFERINGS QJ V|r1.UOI Ogen.l.

> @ asknevo x

@ What is the device?

VIRTUAL AGENT ON THE SECOND SCREEN

©
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For Mobile |e

/ @ Alright, and what is the brand? 3
@ LG V P

[
@
Type your message °
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« Conversational Interface optimized for Mobile & Touch

- Easy & Quick Integration for:
« Mobile Apps

(..

o

« Mobile Support Websites

R « Available as a pure web-based app for easy integration
« Contextual Awareness powered by QuickSet
« Ability to customize the branding and personality of the

Virtual Agent

@& virtual agent
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@ virtual agent
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VIRTUAL AGENT ON THE SECOND SCREEN

For Desktop | =

« Easy & Quick Integration on Support Websites

« Conversational Interface optimized for Desktop
Websites

- Available as a pure web-based app for easy
Integration

« Contextual Awareness powered by QuickSet

« Ability to customize the branding and personality of

the Virtual Agent

‘ UNIVERSAL
ELECTRONICS.
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" Customize the look and feel of the user interface.
Dynamic

S kl n n | n g Customers can choose from a wide range of color palettes and design
elements such as font styles and sizes, image backgrounds, and logo
placement. This feature allows to personalize their virtual agent's appearance
and make it look unique, giving an even better customer experience.

virtual
agent

Y

Hi there Xfinity subscriber! I'm Nevo, your Virtual Agent today. Ready to
help you setup your device and discover what it can do! "
y to help you

Which remote do you have?

Xfinity XR15 Xfinity XR11 Xfinity XRS5 Xfinity URC3068

| don't see my remote. | have a different provider.

Here are some thir

i ics - i i ( UNIVERS.
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Mobile Companion App
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Smart Home Smart
Smart Remotes
Hubs Thermostats

And other QuickSet Widget enabled products...

A turn-key mobile companionapp for device onboarding,
remote control and built-in self-service support solutions.
Also availableas a Software DevelopmentKitincluding

developerdocumentation
POWERED BY

_ , 1 T
Powered by QuickSetand Virtual Agent O lJ I C K S ET
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Product Overview
My Nevo Companion App

Leverages nevo.ai to guide users through:

1) Onboarding a QuickSet enabled device
2) Discovery of Smart Home and Entertainment devices
3) Control of Smart Home and Entertainment devices

Hi, 'm Nevo! | can help with your remote.
What would you like to do?

Throughout these 3 components the Virtual Agent is easily accessible, to
help the user with any troubleshooting or questions.

‘ UNIVERSAL
ELECTRONICS.




MYNEVO

Onboarding

Manage the full process of onboarding QuickSet

enabled devices and their accessories.

Guiding users through the initial setup or
installation steps

Connecting the devices to the Wi-Fi network
Configuring them with BLE.
Keep track of all onboarded devices.

Ability to onboard devices with a QR code to
automate discovery and authentication.

™ 00
Oi5
@ 9 =

Great! You might need:
+ A Philips Screwdriver
« Drill to mount anchors (optional)
- Wirestrippers (optional)
- Pencil (optional)

A

Please make sure to power off your system by
using a switch or turning power at the fuse box.




PHILIPS

POWERED BY

OuiCcK

Discovery & Setup

Take control of your Smart Home

QuickSet enabled devices can discover devices
within your home network.

The My Nevo companion app renders those
discovered devices, allowing users to quickly interact
with their devices.

My Nevo also handles and helps with devices that
require additional onboarding user interactions like
Scanning a QR code, entering a setup code, signing
in with OAuth or just simply pressing a button on a
device.

‘ UNIVERSAL
ELECTRONICS.
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MYNEVO @

What would you like to do?

Entertainment Setup

- Setup Entertainment Devices over BLE
- Device setup powered by QuickSet O Devices

« Customize App Keys

« Customize Activity Keys

POWERED BY

DUICKSET




Control

Take control of your Smart Home

Master Bedroom >

Users can experience fast and meaningful interaction
with their devices as soon as they are discovered.

Possible interactions include:

« Controlling individual devices like thermostats
« Changing modes to “Away" or “Comfort",

« Activating One Touch View Activities

- Launching apps related to content sources,

Furthermore, the experience can be enhanced through
conversational interfaces, a mobile app interface, and
smart home dashboard widgets on any screen.

‘ UNIVERSAL
ELECTRONICS.




Master Bedroc
Thermostat X

xxxxxxxxxx
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Control Widgets & Dashboard

Smart home control made easy

MyNevo offers the ability to control smart home
products via a customizable, web-based dashboard
with widgets for any device with a screen, as well
as mobile apps or websites.

Widgets could include climate control, security,
energy monitoring, automation features, and real-
time insights into product performance.

The dashboard would also allow users to access
their smart home products remotely.

‘ UNIVERSAL
ELECTRONICS.
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Thank you!
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