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Annual Revenues (in PLN mn)
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Live chat technology in 2019

— ¥

Top 10 live chat providers
across top 1 million sites

SmartSupp 3%
Drift 4% 28

LivePerson 6%

Zendesk Chat 27%
Olark 7%

RocketChat 8%

H H ¢
JivoSite 8% tawk.to 15%

Hubspot 11% LiveChat 11%

Source: thechatshop.com based on data
from Build With and Similar Tech

B B

Top 10 countries
by number of websites using live chat

Russia
Canada
232,7
UK
87,950
Netherlan&s .
nited States 31,592 Ukraine
1,112,073 41,07
Vietnam
25,244
Brazil India
90,056 28,543

Australia
32,764



Interactive 2020
Customer
Service Report

The report shows the results for key
LiveChat customer service metrics. The
goal is to give you insight into the state of
live chat customer service across different
industries and locations around the world.

Learn more

REPORT BASED ON:

23,487 30 304,165,182
companies industries chats

Introduction

This dashboard shows all cards with

customer service metrics and experts’

quotes. Other dashboards present
metrics related to the specific topic.
Treat it as your go-to place to see all

the cards and data at once. Use filers,

move cards, and have fun with it!

Chat availability

avg. number of hours a business is

available per day

Number of chats

grand total from all businesses

304M

304,165,182

First response
time

avg. per chat

(V.
45.

Chats per a

avg. number of chats p

&
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Stayuptod

You'll receive email eve


https://www.livechatinc.com/customer-service-report/
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Chats

v My chats 3(+
@ Kate Lampert

4" Go to Profile>Settings> Push not

‘ Greg Ashton
== Can | create custom.

841 -
Chats
' il Richard Bent
One more thing | would like to a...
~ My chats 3(+1idle

&3 Kate Lampert !
» Go to Profile>Settings> Push not...
Greg Ashton
= Con | create custom
Q iy Richard Bent
One more thing | would like to a

supervised chats

Michael Sand, Jessy

» Wherelcan find it?

Jueued chats

=
— B\ @ Patrick Trevor
) Waiting for 3 min
~ Supervised chats 1
Peter Luis
€' Michael Sand, Jessy Waiting for 52 5

ABOUT:

LiveChat product is a tool for quick contact between

clients and the company using a chat application

Kate Lampert e X

Today

Details

t{r‘ Pre-chat survey

You &) Kate Lampert
Kate Lampert a kate.lampert@company.com

3:33 pm local time

General Info

kate.lampert@company.com 9 New York, NY, United States

@9

Jane

4
Hello! How may | help you? a
pboken 228 Park Avenue South

te Lampert +

€ o

How to turn off push notifications on mobile?

. ®

Pre-chat survey

Kate Lampert

Go to Profile > Settings > Push notifications 1il: kate.lampert@company.com

and switch to off. Simple as that.

Visited pages

Visits: 2 pages in Tm 16s

LiveChat Pricing | LiveChat Plans
ww.livechatinc.com/pi

pricing,

LiveChat Partner Program

www.partners.livechatinc.com

#a0 =]

+Add tag

Additional info

VISION:

embedded on the company’s website. The solution is

used mainly for customer service and online sales.

LiveChat Software Products

Connects you with customers,

no matter the situation



C h at BOt LiveChat Software Products

Hi Peter, | am your virtual
assistant. How can | help you?

)
O

o= Story Structure £ Test story
= — Collapseall -+ Expandall — 100% -+

Tourist information

.F°

Book a room ( Leavea message )

O
Book tour

- @
Booking confirmation
" °

Sounds great! We have
a lot of apartaments.
What type of room are
you interested in?

: -
Single room Q
+
Double room Q O 4 Available rooms O Rent car
Exclusive apartment O IF °
+

o &
>

ChatBot ABOUT: VISION:
ChatBot is a product which allows the creation of ChatBot will be best and simplest

conversational chatbots to handle various business self learning solution to automate

scenarios. ChatBot is integrated with the LiveChat solution, business communication.

but also with other tools, such as Facebook Messenger.

n



Kn OWIEdge Base LiveChat Software Products

g:::vledge FEATURES PRICING HELP CENTER CTRY WITH LIVECHAT >

Smart Knowledge Base to support
your customers and agents

H X
Q Suogested reples

Canceling a subscription

What is your refund policy

If I cancel my account would

| get a refund?

KnowledgeBase ABOUT:

KnowledgeBase lets companies create their own
knowledge bases, which can be accessed by both

their employees and clients.

12



HEI pDeSk LiveChat Software Products

HELPDESK VIEW

Tickets All tickets \{
+ Add filter
Happy feedback ()
Unassigned tickets QUE
Order #345098 M ticket .
i @ L‘Sé Goqdman Shoe size question Patricia @ 4 seconds ago
Shoe size question Open
@ Garrett Richardson Order #345098 Michael 45 seconds ago
any.com ShBETEsR
Support@shoecomp Yy /
Spam @ Ausfm Burkg Happy feedback &) Dwight 50 seconds ago
Hi, ailable in size 77
tps://.../red-boots av
Are these shoes http l Al tickets
Thanks,
- =
CUSTOMER EMAILS
ABOUT: VISION:
HelpDesk

HelpDesk ticketing system helps solve v' Customers solve problems on their own.

all customer cases in an easy way. v Humans work only on issues that can't be automated.
Launched in May 2019, v' Companies know about problems before customers do.

v' Customers asking for help on any channel.
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Platform for Developers

)

LiveChat

for Developers

Hello, Marcin!

Welcome to your Developer Console. You're all ready to go and
build apps!

4 £ oA

e

Build & Monetize Apps

Start creating your apps. We'll guide you through
this process and help you with promotion.

Go to Apps

LiveChat Software Products

Explore Developer Tools

Dive into the sample apps, docs and app ideas to
get inspired for your next project.

Go Explore

Complete your Profile! Join the Developers Community

Please let us know more about you, so Join the LiveChat for Developers Community and stay informed

we can provide tailored support. about the updates, feature requests and Marketplace releases.
ABOUT: VISION:

LiveChat for Developers is a platform which

developers can build powerful apps, distribute

and earn real money.

We will be the most innovator-friendly

of all platforms.
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Key events: January — August 2020




Company

v' Rebranding of all products
v" New Mission and Vision

v' The beginning of the process of
building a sales department in
the USA.

v" USD 10mn+ of revenues in Q1
2020/21 FY

v" Introducing of LiveChat
Accounts — one place to
manage all our products.

Key events

v New pricing model ,,pay per agent” (PPA),
which replaced ,,pay per seat” (PPS) introduced
in January, accepted by customers.

v" Milestone of 30K paid customers.

v" Integration with Apple Business Chat.

v Milestone of 1K customers.

v" New pricing plans (team and business)
successfully introduced in January.

v" Works on new ChatBot creator.

v" New plans (starter and enterprise).

16



LiveChat in times of pandemic

From the week of March 92-15 we
introduced a model based 100% on remote
work.

No negative effect on our work.
New online recruitment system introduced.

Events such as ,,Side Project Day"” and
,LiveChat Academy” held online.

HQ re-opened in July, but ,,remote mode”
still preferred.
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Financial results
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KPls

LiveChat (humber of customers)

Jan 2019 Apr Jul Oct Jan 2020 Apr

%,

—paying customers only

We have noted a significant increase in the number of
trials since mid-March. Despite the high Churn, this
translated into an increase in the rate of building the

customers base. At the end of the Q1 the number
LiveChat clients grew to 30,391.

~ 9
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KPls

ARPU of LiveChat (in USD)

108
106
104
102
100
98
96
94

92 //

90

—2018 2019 —=——2020

/\/\/w Changes in pricing model introduced in January 2020
-

D and other initiatives are expected to have positive

impact on ARPU in the coming quarters. r\j/)_\

20




125

115

105

95

85

75

65

55

KPIs

LiveChat (USD)
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—avg sale price ——ARPU
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ChatBot (hnumber of customers)

Apr Jul Oct Jan 2020 Apr

—paying customers only

The number of ChatBot customers exceeded 1,000 in
January 2020. At the end of the 1 st quarter, ChatBot
had 1 350 active and paying clients, as compared

with 1108 at the end of the previous quarter and 660
one year earlier
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Financial results (PLN mn)

+37.9%

41,63

+441%
+41.4%

28,05

20,8

Net Sales EBITDA Net profit

m Q12019 m Q12020

24



Gross profit margin
EBITDA margin
EBIT margin

Net margin

Gross profit margin
EBITDA margin
EBIT margin

Net margin

N\

\,\\ //\._/
—

Margins

2019/20 2018/19
86.7% 83.6%
67.6% 68.2%
62.6% 64.8%
58.2% (50.1% without IP Box) 52.4%
Q12019/20 Q12018/19
86.5% 84.3%
67.4% 64.5%
62.0% 60.3%
50.0% 48.8%

The company maintains high margins
despite an increase in employment

25



Cash Position (PLN mn)

I
+24.3
2.9 -0.2
Cash Cash flow from Cash flow from Cash flow from Cash
01.04.2020 operating activities investing activities financing activities 30.06.2020

m ‘ Usually financial activities include almost
=0

only dividends.
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Dividend

Dividend paid Dividend
(PLN mn) (PLN per share)

2.48
1.41
0.71 L
18 037 =
2013/14 2014/15 2015/16 2016/17 2017/18 2018/19 2019/20 2013/14 2014/15 2015/16 2016/17 2017/18 2018/19 2019/20
=
According to the current dividend policy described in the company’s —

issuing prospectus, the Managing Board of LiveChat Software S.A. will be
recommending to the Annual General Meeting to pay out highest possible
part of the profit for the specific fiscal year as dividend, unless the
company sees investment opportunities that would give it, and the
shareholders, a return higher than the dividend payment.

o
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Revenues - geographical breakdown

% of sales

m USA + Canada
m United Kingdom

m Australia
Poland
Other

‘o 92

N
s 3T
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Revenues - products (2019/20 FY)

* 40 283 433 29 819 382 +35.1%

9 1249491 358 003 +249.0%
8 94 617 0 S

* Including: Marketplace and Knowledgebase
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Shareholders*:

*August 2020

m Agreement of Shareholders
(founders and key managers)
m Aviva PTE Aviva Santander

m NN PTE

Free Float

30



() LiveChat

DISCLAIMER

This document may include forward-looking statements. Because such statements deal with future events, they are subject to various risks and uncertainties.

The Company undertakes no obligation to revise or update forward-looking statements as a result of new information, since these statements may no longer be accurate
or timely.

This presentation does not constitute an offer to sell or the solicitation of an offer to buy any security of the Company.


mailto:m.droba@livechatinc.com

