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Safe Harbor

This presentation is proprietary and is intended solely for the information of the persons to whom it is presented. It may not be retained,
reproduced or distributed, in whole or in part, by any means (including electronic) without the prior written consent of Five9, Inc.

This presentation includes forward-looking statements within the meaning of Section 27A of the Securities Act of 1933, as amended, and
Section 21E of the Securities Exchange Act of 1934, as amended, concerning events and trends that may affect our industry or the Company,
including potential growth drivers, projections and guidance concerning our future results of operations including our intermediate and long-term
models, our market opportunity and our intermediate and long-term growth prospects. Our actual results may be materially different from what
we discuss here and you should not unduly rely on such forward looking statements. Please refer to our most recent Form 10-Q under the
caption "Risk Factors" and elsewhere in such reports, for detailed information about factors that could cause our results to differ from those set
forth in such forward-looking statements. We undertake no obligation to update any such forward-looking information.

In addition to U.S. GAAP financials, this presentation includes certain non-GAAP financial measures. These non-GAAP financial measures are
in addition to, and not a substitute for or superior to, measures of financial performance prepared in accordance with U.S. GAAP and may differ
from non-GAAP measures used by other companies in our industry. The Company considers these non-GAAP financial measures to be
important because they provide useful measures of the operating performance of the Company, exclusive of unusual events, as well as factors
that do not directly affect what we consider to be our core operating performance. The non-GAAP financial measures should not be considered
a substitute for financial information presented in accordance with GAAP. Please see the reconciliation of non-GAAP financial measures to the
most directly comparable GAAP measure set forth in the Appendix to this presentation.

This presentation contains statistical data that we obtained from industry publications and reports generated by third parties. Although we
believe that the publications and reports are reliable, we have not independently verified this statistical data.
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Where are we?
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Five9 has been VERY successful at replacing legaisno®CDs and their basic functionality
Step 1: replace my current-qnem functionality with Five9 Cloud

Five9has been VERY successfunhtaigrating the Five9 Intelligent Routing Platform with CRM

StepH Y LYGSAINIGS CAGSd 6AGK Y& [/ dzi G 2 Y-<®eMNite5Snork
intelligent, accurate routing of our calls, and seamless, prata®s tools for our agents

Customers are in process of digital transformagdiive9 Cloud makes it easy to add new chamels

Step 3Give my customers more options to interarte same Five@RM routing intelligence used on
voice callsand enable (or expahdny agent tools withn Omnichannel view of all custonneteractions

Now that we did all that, where can we add efficiency?

Step 4 Automation



Where can technology HelfexampléAutomation Points

Flexible Customer

TouchPoints, all
managed via single
Five9 Routing engine

Five9Engagement Workflow
(Service Creation Environment)
A Al Queries

A IVAs

A Self Service/Automation

Five9 Desktop

A Unified, OmniChannel Agent Experience
A Interaction History

A Contextbased Screen Pops

A Five9 Genius Sidekick (Agent Assist)

Voice
Chat
email

YVYYYYYYVYVYYY
AAANAAANAAAAAAA

-
H 2
H H g
;
2
z
2

YYYVYYYYYYYYYYVY
AAAANAAAAAAAAAA

Routing

Sel‘ Service

Five9 FDStream

Complete Interaction Data

APIs- capturing all
real-time events

Postinteraction Data (recordings and

associated detail
and output Post |
02 KIGQa

NA 3K

s) consumed BYEngine
nteractioAnalytics
KFELIWISYAyYy3a A

V26 HKE

Fived

&

. Jrlteclratio-n; .
In-house Five9 Data
Agents Services
servicenow
ORACLE
Workcat: zendesk REST API
Agents B® Microsoft

=

Five9
FDS
Stream

Five9
FDS
Stream

Managing
Applications

Supervisor

Dashboards
Reporting &
Analytics

Management
Applications

Quality
Management

Workforce
Management

Scheduling/
Forecasting

y

Ye

O2y il Of

agent emotion)

Supervisor Apps and Dashboards cpn
subscribe tAnalyticsfor reattime
KPIs, Alerts, and more based high
level trends or down to individual

Supervisor/

CC Manager

Manager

Coaching/

Quality Optimization is automated
based on data feeds directly from
Al-Driven Analyticsnto CRM
Tasks, Cases, Dashboards
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Automation Points with Al
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Example Chatbot IVA

Five9 Engagemefitenterc Automation Points with Al

¥ Chat st - Google Chrome: -

® hitps:/utlities1 gointeractio/demosites
CONTACT US
o Welcome to the Universal Telco
virtual mssistant!

e —
i oo o Yo

LAIN MY BILL
UGH BILL

SOMETHING ELSE

What can | help with?

Routing Al Integration

Agent Assist Example

Business Insights Example
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Customer Examples:
Automation in the Contact Center



Example #1.
Genius Sidekick
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Problem Statement

A
v

Slow Resolution Quick Resolution
Doesnot know what to do Knows what to do

Doesndt know what to say Knows what to say



Problem Statement

How do we
shorten the time
from Entrant to

Expert?

A
v

Slow Resolution Quick Resolution
Doesnot know what to do Knows what to do

Doesndt know what to say Knows what to say



Q, Search... =

{3t Agent Assistance

@ Natalie Young ~

Conversation Transcript Related Suggestions
Agent Warning
. . . @ Agent Warning
o o Stop interrupting or talking over the customer. Understand
This is not the first time and I'm really customer's issue and try to find a solution.
angry about my experience here...
Offer $30 Discount Trasnfer to Cust. Retention | :

Natalie

If you could just give me a moment!

Me

You are being rude... I'm thinking of

dropping you guys!

Natalie

Saved (2)
# New Customer Special Offers
= Bill Payment

(&)

Transcript




=2 Agent Assistance Q, Search... =

@ Natalie Young ~

Conversation Transcript Related Suggestions

Tesla\ Products Y Model 3\ Delivery _ :
. = Product Delivery FAQ = [
How long does it take tofreceive]the car? [ Share Design Studio Link

— Where can | find the estimated(delivery timingfor my

Model 3?
Estimated delivery time for Model 3 You will be able to view estimated delivery timing in the Design
depends on the options you select in Studio, based on options you select while configuring your
the Design Studio. Model 3. After you place your order, you can check estimated

" delivery timing in your Tesla Account.
e

What should | expect on the day of delivery?

On delivery day, our Delivery Experience Specialists will
provide an overview of basic features and answer any
questions you have. To prepare for delivery day, review the
checklist in your Tesla Account, including items such as final

delivery paperwork and contracts. You can also learn about Saved (2)
your Model 3 before your delivery by watching our support / Tesla Roadster Pre-Order Forr
Cald RUdUSLET e-Lirge ] i
videos.
=» Transfer to Support

(&)

Transcript




21 Agent Assistance Q, Search... - X

@ Natalie Young ~

Conversation Transcript Related Suggestions

Tesla \ Products \ Comparisons

] -+ Product Comparison: 3vs S
- Product Comparison Highlight differences (8) P

And what's thgdifferencefbetween thg Model 5 and Model 3

[ Model-3 Buying Guide.pdf
— Model 3 Model S

[& Model-s Buying Guide.pdf
That's a great gquestion! Let me lock into that. Max Range of 310 Max Range of 360 B Email Buying Guides to Customer
Looks like there are a few key differences between All Whee| Drive All Whee| Drive
Model S and Model 3. The main ones would the
range and performance... Acceleration of 3.3 Acceleration of 2.4
Me Full self-Driving Capability Full Self-Driving Capability
' Smart Air Suspension Smart Air Suspension
e
. ] 19" Standard Wheels 21" Performance Wheels
Katie speaking... Saved (2)
HEPA Filtration System HEPA Filtration System .
# Tesla Roadster Pre-Order Form

Aluminum Body Aluminum Body

= Transfer to Support

@

Transcript




1 Agent Assistance

Transcript

@ Natalie Young -

Tesla \ Sales \ Pre-Orders

v Pre-Order Form Auto-populate Data

Model 5 - | | Performance
Mame
Matalie Young

Address

516 Mary Av, sunnyvale, CA S

Q_ Search...

Related Suggestions
~ Pre-Order Form
[& Pre-Order Contract.pdf
< Order Cancellation Policy FAQ

[3 Share Pre-Order Form Link

Saved (2)
# Tesla Roadster Pre-Order Form

= Transfer to Support



2} Agent Assistance 0, Search... =

@ Natalie Young ~

Conversation Transcript Related Suggestions

Wrap Up Content

E Product Delivery FAQ
Thanks so much for your help! Topics

[ Share Design Studio Link
-
Its been my pleasure helping you.

Have a great day! Summary

Me Customer called about DVR problem. Customer had

rebooted the DVR already. Agent suggested firmware

update. Firmware update completed. Customer issue
resolved.

Attachments

transcript.txt X Saved (2)
# Tesla Roadster Pre-Order Form

(&)

Transcript




Example #2:
Five9 Insight

Five9
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© 2019 Five9, IncAll rights Reserved. Proprietary and Confidential to Five9 Inc.



WE (YOU!) HAVE THE DATA

What is happening in the contact center?

AWhat data do we have to answer that question?

AFive9 has interaction performance data ..
AFive9 has call transcript, recordings and chat and email transcripts
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Example Insights
with Five9 Call Data

The Intelligent Cloud Contact Center



(Standard Five9 Call Detail Report)

F|V99 Home Dashboard Reports . 1-800-553-8159 B English - United States = Log Out

Call Tracking Analysis - Call Log

Report Generation Status: Complete Total Elapsed Time: 13

Report Options:

Order information by: Time Frame
CALL TYPE ¥  Ascending v L UTC.0500) Eastern Ti US & Canada) v
_Mone-- ¥  Ascending v Time Zone: { -05:00) Eastern Time ( anada)

Interval Date Range v Start: 1201772015 12:00 AM D

End: 1/82019 11:51 PM [T

[un g | cumomice ] sove 1 5ore 22 ] ot o votes § s ] rascror e

Generated Report:

RECORDINGS TIMESTAMP CAMPAIGN CALLTYPE AGENT T DISPOSITION ANI S LOMER DNIS CALLTIME  IVR TIME QUEUEWAIT piNG TIME  TALKTIME  PARKTIME  RIJERCALL 1
13:558 38(30-38) Maon, 17 Dec 2018 13:57:59 BlueRubyEngage Inbound daniel@blueruby.info g:ni::ell General Support Questions 7143754378 Harold Cartmell 3563125356 00:31:19 00:00:40 00:00:33 00:00:09 00:30:39 00:00:00 00:00:00
12:35:34(0:52) Tue, 18 Dec 2018 12:35:21 ElueRubyEngage Inbound daniel@blueruby.info g:m:lell New Sale 7143754378 Harold Cartmell 3583125356 00:01:07 00:00:14 00:00:07 00:00:07 00:00:53 00:00:00 00:00:00
13:19:11(48:09) Tue, 18 Dec 2018 13:18:34 BlueRubyEngage Inbound daniel@blueruby.info g:mﬂell General Support Questions 7143754378 Harold Cartrmell 3383125356 00:43:47 00:00:33 00:00:30 00:00-11 004310 00:00:00 00:00:00

agent: hi thank you for calling blue ruby — -
caller: this is bob need help with flux capacitor
agent: okay, is it the blue 5000 or 6eee -
caller: 7000
agent: okay, one second. How is your day going so far
caller: good, but the 7880 has been frustrating to work with -
agent: well, the new 70080 does not use a capacitor for flux, it uses a bi-piphicator. 0000
caller: aha, I did nto even try that. let me try and call back. -
agent: glad 1 could help. callback and your call wi come back to me, as long as I am available, if you need more help

:00:00







