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MobilePay is more
than sending money
between friends in
Denmark?




Vipps MobilePay

MobilePay

Hey Vipps ! Want to merge and

make payments in the Nordic
eqsier? = i= +=

Right After

Vipps
Yeees, that's fun! We approve the request.
Let's make it very, very easy! &
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Vipps MobilePay

Simplifying commerce and
payments across the Nordics

L2

o w l 12+ million
_‘I’ . users ;

-l 4,6 million Danes

. Operating
. Offices

540,000+

shops & web shops

’ | \ 137.000 Danish merchants‘ .
.\ [ ] [ ]
X ~ 1,3 billion
transactions

570 m trx in DK in 2024
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Brugere

%) Send penge

Pengegaver

‘3 Del udgifter

Saml penge ind

@ @nskeliste




Virksomheder

Online betaling

9
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Checkout
Integreret betaling
Login

Regninger og faste betalinger

Betalingslink

Fysisk betaling

9
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Valgfrit belgb

Indkgbskurv

Donationer (enkelte og faste)
Mobilt kassesystem
Kasseintegration

Tap-to-pay (lanceres til sommer)
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Vipps MobilePay

Total time spent on support by our human agents

mobilepay.dk

/ mobilepay.fi

Vipps.no

January February March April



This is not a cost exercise!

Agent time spent on income activities



Is 18% total reduction a
good result?



Activity
Brand Index
App Reviews
CSAT

® Feedback

"o




Email

We are only live on
chat!




Irrelevant Unsolved

With no Escalated
personalization, ™™
we like our
automation rates

Automated
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Vipps MobilePay

How did we start and scale?

. . ) Live on )
One CS Org Signed W'Fh Live on mobilepaydk  Kundeservice &
boost.ai vipps.no mobilepay.fi KundeoIIeveIser
l @
June 24 Oct 24 Dec 24 Feb 25 Apr 25 2026

. i g In App, Merchant Portal,
Build or Buy Integrathn & Market Specifics Al PP .. .
Foundation Improvements Personalization, Voice, ...
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Build or Buy Vipps MobilePay

We decided it was best for us to partner with a mature vendor

Why go with a partner? Why build ourselves?

v" Mature off the shelf products o When our needs are different from other companies

. / . . . . .
v’ Very very simple to manage by non-tech persons When building it gives valuable experience usable elsewhere

v' When there are mature and easy to use open-source
v' Opportunity cost if built ourselves as we would need components
o Data scientists
o Azure engineers
o Product engineers

o When there are no mature solutions on the market

o When it is rather trivial to do well

v" There is a mature setup for
o Security
o Privacy
o Compliance

Rec
°’""7ended o When we have experience building something similar




Vipps MobilePay

We partnered with boost.ai with no regrets

1. Ease of use
2. Nordic
3. Responsive

4. Scalable

Delivering outstangihé customer exp"érier;ces

5. Compliance




Vipps MobilePay

Best thing? We haven’t had to use our own developers!

2 4924741
Conversation categories ' ?
® Automated Jeg kan ikke modtage penge
Escalated 16:07:31 w) ¥ 100% ‘G,
Unsolved X
C} Belgbsgraenser
e Not relevant Generated response
4+, Run Al review C++
Privatbruger
Tags - Du har muligvis ndet din
< arlige graense for
Add tags... modtagelse af penge. Den

maksimale graense for
modtagelse er 300.000 kr.
inden for 365 dage. Nar
gransen er naet, kan du
ikke modtage flere penge.
Genereret af Al

16:07:31

Den melder fejl ved den
<nm nraver at canda til mic
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Time to market




Just point LLM to existing knowledge

Cards and accounts

Oprettet af 7 ~senest opdateret den okt. 02, 2C

Payment source limit

Payment source

Receiving account

Shared account

Search for account and card in Backoffice
Frequently asked questions

Account balance in Vipps

Resources:




Personalized
User Experience




GenAl uses context from
your question in the
answer

Pling

Privatbruger v

| paid twice for single
transaction with Zalando.
How do | get a refund?

If you paid Zalando twice,
check for two receipts.
Contact Zalando for a refund
if both payments went

through. If one is reserved, it
should be deleted
automatically.

Generated by Al




Security and
Compliance

4
e



Our Al is
secure and
compliant
because we use
predefined answers

OurAl s
secure and
compliant because
we use Al
to control our Al




Vipps MobilePay

Knock on wood, we haven’t had issues

@ Security and privacy

(' GENERATIVE

Belgbsgraenser Audit |0g
## Background You are an Al
assistant handling customer

support inquiries on behalf of... Data retention & minimization

Knowledge

& USER - Amount limits Privacy & consent

IP and domain allowlist

Authentication




There is no such
thing as a free lunch




It needs work to be

Cards and accounts

Oprettet af senest opdateret den okt. 02,

Payment source limit

Payment source

Receiving accoun

Shared account

Search for account and card in Backoffice
Frequently asked questions

Account balance in Vipps

Resources:

Vipps MobilePay

great

USER - Payment source

« General questions

o Norway: What payment sources can | use?

o To which payment source do | receive a payment?
How do | change payment source?
I've changed bank. What do | need to do?
I'm trying to add an account or card, but get an error message saying "You have reached the maximum number of cards and accounts".
Payment source 'Unavailable' / | am unable to select a card or account. It is greyed out.
Norway: Can | withdraw money from my account/card with Vipps?

o Norway: Biometrics not activated

¢ Account
2 c How do I add a new account?

How do I remove an account?

How do | change receiving account? How can | change where | receive money?
I'm not allowed to pay with my account, only receive

I'm not able to add an account

| have registered wrong receiving account

I have received money to a closed, old or blocked account

Can | add a joint account?

Are you the manager of the joint account and have your own card linked to the account?
Norway: Im not able to pay with my account

Denmark: | received a text message from MobilePay

Finland: I'm not able to pay with my account

What is a receiving card?
How do I find a overview of my cards in the app? / How can | see what type of cards, | have in the app?
How do | add a new card? / | haven't added my new card
How can | remove a card (expiredfblocked)?
= |'m not able to remove my card; | cant remove my card; | am having problems removing my card; | am unable to remove my card

How do | add/change a receiving card?

How do | replace an expired card?

Can I send money from one card to another card?

Why is my card not working?

Denmark: Can | add a corporate card to my agreement?

Denmark: My card is blocked, can I still pay from my MobilePay?

Denmark: Problems adding a new card/| have tried to add a card but it is not working/| get an error code when adding a card

Norway: Problems adding a new cardjl have tried to add a card but it is not working/l get an error code when adding a card
= Canifix the token in my online bank / can this be fixed in the online bank?

Finland: Problems adding a new card]l have tried to add a card but it is not working/Errol kin meni pieleen" when adding card
= Can | add the card to Vipps/MobilePay if my card is blocked for online payments?

Where can | see if a card is open for online payments?

Can | choose a main card/favourite card/standard card as pay t source?

| get an error message that the card is already in use
= Customer says yes

Is it possible to add my Mastercard as a receiving card?

I can't find where it says 'Cards and Accounts’

I'm not able to select my card when doing a paym

Norway: What is a token?

1 am not able to select a card as my receiving card

Card was stolen
= | think someone has added my card to their account

Can | use a card to do instant payments?
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Vipps MobilePay

MobilePay Login in Chat and Voice

4 \

® Zalando Customer Service

For security purposes,
please authenticate your
identity using MobilePay.

&

MobilePay

Authenticate with MobilePay

Message

ONE solution
across the
Nordics!

Get Verified Data:

Full name
Email

Address
Birthdate

SSN

Phone Pumber

Talkmore and Telenor NO has reduced the
average time spent per customer with
+20seconds after implementing Vipps
Login on phone calls



Do you have experience with any of this? Let’s talk!

Better App
Integration

Let us help you.

Frequently asked questions

Getting started

All about limits

Get in touch with us

O

Chat with support

n
r

Adding a card

Sending abroad

]

Send us feedback

Personalized help for Automation on
our merchants phone calls

VIPPS MOBILEPAY AS v

Rapporter Salgssted

Fysisk betaling

ACME Fantastic Fitness
Betalingsanmodninger

Plakater og QR-koder

SuperKiosk )
ACME Fantastic Fitness

Tester #938030

Skattefradrag Test #938005
Online betalinger

O Faste betalinger

82 Scan og betal

& Ghopper20
% Chopper21

sealle 1 Totalt for dagen

0 0

© Bestil Izsninger

@ Dansk v © Hjzlp v & J

o PS! Husk ikke at give
& salgialt & it refunderet @ falsomme oplysninger. Lees
mere: Persondata

Gor din dag lettere -

@ Brugeradgange
© Erhvervsprofil

Med vores nye app Get p
héndtere betalinger. Holc

Til udviklere nye betalinger - alt sammn

B Transaktioner Status pé dine bes
Lgsning Status
Gennemfar bestilling
Betalingsintegration
Pabegyndt of din partner
82
Checkout (& under behandling
Checkaut @ Hejsa, jeg er chatbotten Pling
@
& birkmose-test1 i inger under behandling (2
Erhvervskunde? Skift til
'Erhverv' gverst i chatvinduet
v

nemt at komme i gang, o Stil dit spargsmal her




	Default Section
	Slide 1: Don’t be afraid of GenAI!
	Slide 2
	Slide 3
	Slide 4: MobilePay is more  than sending money  between friends in Denmark?
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9: Virksomheder
	Slide 10
	Slide 11
	Slide 12: Total time spent on support by our human agents
	Slide 13: This is not a cost exercise!
	Slide 14: Is 18% total reduction a good result?
	Slide 15: Activity Brand Index  App Reviews CSAT      Feedback             🤷 
	Slide 16: We are only live on chat!
	Slide 17: With no personalization,  we like our automation rates
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22: We partnered with boost.ai with no regrets
	Slide 23: Best thing? We haven’t had to use our own developers!
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29
	Slide 30
	Slide 31: Knock on wood, we haven’t had issues
	Slide 32: There is no such thing as a free lunch
	Slide 33: It needs work to be great
	Slide 34
	Slide 35: MobilePay Login in Chat and Voice
	Slide 36


