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Introduction 

• How to use NOA? 

My Assets 

• Monitor Shares 

• Availability & Unblocking 

• Access Rights 

Place an Operation 

• Place an Operation 

• Brokerage Fees 

• Simulate Fees Amount  

My Operations 

• Analyze a Transaction 

My Documents 

• Search for a Document 

• Subscribe to E-Services 

Open an Account 

• Open an Account 

Live NOA 

• Escalation to an Agent 

• Learning, always Learning! 



3 

Some advice to Follow… 

1. Question NOA in its field of competences. 

2. Make short and simple phrases. 

3. Reformulate if NOA doesn’t understand at first. 

 

Interaction between NOA and the Shareholder 

• Choose your language by default in Planetshares and click on the icon. 

 

 

 

 

• You can have access in the Menu to the topics NOA is able to assist 

you on. 

 

 

• To start a discussion, you can choose one of the subjects in the 

drop-down list or ask your question directly. 
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Below are some example questions … 

• How many shares ? 

• I would like to know the valuation of my registered shares portfolio. 

• Can you show me my available assets? 

Interaction between NOA and the Shareholder 

• NOA proposes to the Shareholder to choose a share category of their portfolio (Registered, Free Shares, Employee Saving Plan…). 

• NOA then shows the principle characteristics: 

Number of available and blocked shares | Global Valuation | Available and Unavailable Amount. 

• The Shareholder can also have the detail of its valuation calculation. 
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Below are some example questions … 

• When will my shares be available? 

• Which are the next availability dates? 

• I want to unblock shares. 

Interaction between NOA and the Shareholder 

• NOA shows to the Shareholder the availability dates and the blocked shares status. 

• For an early release, NOA show the release reasons (Employee Savings Plan) and search within the Documents an unblocking form. 
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Below are some example questions … 

• What is the status of my stock-options? 

• What is  my free shares attribution date? 

• What is the amount if I exercise my SO? 

Interaction between NOA and the Shareholder 
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Below are some example questions … 

• I want to place an order. 

• I would like to sell shares. 

• Can you help me cashless exercise my options? 

Interaction between NOA and the Shareholder 

• NOA verifies the available operations types depending on the Shareholder profile, and of their request. If an operation type is not available, NOA shows 

the blocking reasons. 

• NOA proposes shares on which the chosen operation can be executed. 

• NOA then registers during the conversation the operation details (quantity, order type) and displays the pre-filled « Place an Operation » screen for 

validation by the Shareholder. 
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Below are some example questions … 

• I want to know what are my fees. 

• Which are the brokerage fees of an operation? 

• If I sell, how many fees will I pay ? 

Interaction between NOA and the Shareholder 

• For the concerned issuer, NOA searches in the Account Opening Conditions the applicable fees. 

• NOA display the fees details to the Shareholder, including brokerage fees, banking commission and miscellaneous fees, if applicable. 
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Below are some example questions … 

• I’d like to simulate the amount of brokerage fees I will pay. 

• Simulate fees for a sale of 100 shares. 

• What are the fees if I sell 1000 shares? 

Interaction between NOA and the Shareholder 

• If the question is not specific enough, then NOA will ask the Shareholder what is the quantity of shares for the simulation. 

• For the concerned issuer, NOA will search the applicable fees in the Account Opening Conditions. 

• NOA will then display to the Shareholder the amount total of fees and propose to share also the calculation details. 

 

 



10 

Below are some example questions … 

• I would like to see the details of my last operation. 

• What’s the problem with my sale operation? 

• I would like to have the details of my operation as at 15/09/2015. 

Interaction between NOA and the Shareholder 

• NOA helps the Shareholder find a given transaction thanks to various filters (type, date, status, quantity, etc.). 

• NOA displays the transaction characteristics and details. 

• NOA proposes additional information to the Shareholder on some fields as status, amount or fees. 
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Below are some example questions … 

• Can you give me my last situation statement? 

• I search a document to transfer my shares. 

• Did I receive my operation advice? 

Interaction between NOA and the Shareholder 

• NOA searches among the documentary basis the document corresponding to its request. 

• The Shareholder can filter its search per date or document type. 

• Once the document identified, the Shareholder can either view it or download it. 

• If the search is unsuccessful, NOA can propose to fulfill a contact form. 
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Some phrases as example… 

• I want to receive my documents in electronic format. 

• How can I ask for an e-subscription? 

• I no longer wish to receive documents in paper format. 

Interaction between NOA and the Shareholder 

• NOA verifies the current electronic subscriptions. 

• Depending each issuer, NOA will propose to the Shareholder the available services in soft copy format. 

• NOA  registers and applies Shareholders choices. 
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Below are some example questions … 

• I would like to open an account for the Company [Issuer Name]. 

• I wish to invest in a new security. 

• How can I open an account? 

Interaction between NOA and the Shareholder 

• NOA verifies if the requested issuer is managed by BNP Paribas Securities Services. 

• NOA asks what type of account to open (individual account, joint securities account, account in indivision, separated account). 

• Depending on the response, NOA will guide the Shareholder in how to fill out the Account Opening Agreement. 

• Finally, the Shareholder can print or receive by mail the pre-filled Agreement  form. 
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An Escalation can be activated if… 

• NOA cannot respond to 2 consecutives questions. 

• The Shareholder is not satisfied of its discussion with NOA. 

• A technical issue is encountered. 

Interaction between NOA, the Shareholder and the Client Support 

• If one of the above situation occurs, NOA will propose to the Shareholder to transmit the discussion to an Client Support agent. 

• NOA looks for the available Agents and sends them an escalation notification. 

• The Client Support agent will resume the conversation started with the Shareholder. If there is no available Client Support agents, or if it is after offices 

hours, then NOA will propose to fill out a contact form. 
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Why continuous Learning? 

• Increase intent recognition (comprehension of the questions asked). 

• Extend NOA’s field of expertise. 

• Improve the user experience and the fluidity of exchanges. 

Improvement Axes 

• NOA « observes » the conversations between the Shareholder and the Agent in order to propose its model adjustments. 

• The « abandoned » or « escalated » conversations are systematically analyzed to increase NOA’s comprehension. 

• Depending on analysis feedbacks, other business processes will be added to NOA’s base knowledge. 

 

 




