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@ eltropy

When | think about Credit Unions ...

1993:
Opened my first bank account to deliver
newspapers

w °
2020:

Desjardins invests in Lexop' seed round O De Sja rd i NS

following its move into Collections. >

e






Collections Conversations

Simple

Higher Volume
Lower Value

R

Member

Payment Due Date Inquiry Setting Up Auto-Pay Dispute a charge

Account Balance Check One-Time Payment Processing Financial hardship case

Minimum Payment Amount Requesting a Payment Extension Payment plan negotiation

@& eltropy

Complex

Lower Volume
High Value

Lost Employment

Life Events

Bankruptcy



: : : % eltropy
Collections Conversations in the Era of Al

Simple Complex
_)
Higher Volume Lower Volume
Lower Value High Value
Automate & Human Touch

Self-Cure 1S o W/ Empathy

ment Extension Payme




INTRODUCING
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Consumers + Collectors

The Best Collections Experience For
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@ eltropy

Consumers

v Hate phone calls from strange numbers
v Prefer Texting and Email
v Want the ease of use and speed of self-service




@ eltropy

Click,
Click,
Donel




@ eltropy

Let's play a game
Rules

Scan a QR code
Make a loan payment

— All proceeds donated to forkids
CU4Kids

A cooperative network of
credit

unions that support nonprofit
children's hospitals in the U.S.




@ cltropy

Or Text
SELFCURE
10
74994




Step 1: Consumers engage

<

Friendly Reminder: & Auto Loan
Payments Due  [Exemal inbox

\jy  Worlds Best Credit Union

Dear Beverly,
We hope this email finds you well. We wanted to remind you
that your auto loan payment of $743.90 is now 3 days past
due,

If youd like to make a payment easily through our self-serve
payment portal, click Make Payment. This will reduce any
potential additional fees and protect your credit

Your current unpaid balance:

$743.90

You can also make a payment through our Online Portal, our
mobile app or by calling us at 1-888-865-6402. If you're
experiencing financial hardship, please reach out to discuss
available options outside of those in the self-serve portal.

‘Thank you for being a valued member of World's Best Credit
Union

unsubserive nk

Wi

+1(712) 526-6981

Hello Beverly, your auto loan payment of
§743.90 is now 3 days past due. To avoid
late fees or credit impact please make use of
our self-serve portal found here
sms.worldsbestcu.com/x3b2

& That way we can get you back on the
road cruising smoothly.

For assistance call us at 1-688-865-6402
Thank you!

Msg & data rates may apply. Reply HELP
for assistance. Reply STOP to opt out

tep 2: Decide the payment

V

Hi Beverly Ashwood

Account number
91485411

Current balance

$743.90 USD

Make a payment

Payin full $743.90 USD
Pay what you can

Make a payment arrangement

@ Hi! Need Help?
Schedule an appointmer,

& rorldsbestcreditunion.com ¢

0

@& cltropy

- 3 easy steps - click, click, done!

tep 3: Pick the wallet

10460589
Pay now: $743.90 USD

Make a payment

& Pay

~
G Pay
Credit & Debit Cards VisA @

Bank Transfer Al.l.l.l

‘: b Hit Need Help?

& sorldsbestcreditunion.com ¢

i



Hi Beverly Ashwood

Account number
91465411

Current balance

$743.90 USD

Make a payment

1. Options 2. Method 3. Confirmatior

Pay in full $743.90 USD

Pay what you can
Enter an amount below to submit a partial payment

Q =— ®

$10UsD $743.90USD

‘ $250

© 4 orldsbestcreditunion.com ¢

h m ©

10460589

Pay now: $250.00 USD

Make a payment

2. Method

3. Confirmation

& Pay

G Pay

Credit & Debit Cards VISA .4

Bank Transfer

@ Hi! Need Help?

2 & orldsbestcreditunion.com &

h m O

- Collect what you can!

pay.google.com

G Pay

Complete your purchase

@ beverly.ashwood.gmail.com

PAYMENT METHOD

Mastercard -+« 1345

© Your payment details are encrypted

Hi Beverly Ashwood

Account number
91465411
Amount paid: $250.00 USD

PT—
((Balances493.90UsD )

Make a payment

2. Method 3. Confirmation

@ Payment successful!

Confirmation number: 2130000005631520134
You have completed a payment of $250.00 USD

Hpy of your receipt has been sen;
wood@gmail.com

Download receipt

Back to portal dashboard
o

9 & rorldsbestcreditunion.com ¢

h m ©




Make a payment

1. Options
Payin full $743.90 USD

Pay what you can

Make a payment arrangement

Number of Payments

3

Frequency
Weekly

3 weekly payment(s) of $247.97 USD

2 & rorldsbestcreditunion.com ¢

b m ©

- Provide fl

exibility.

Pay now: $247.97 USD 10460589
Pay now: $247.97USD
Make a payment
2. Method 3. Confirmation
Make a payment

Credit & Debit Cards visa @ ) C s 2. Method 3. Confirmation

Full Name

& Pay

Beverly Ashwood
Email 3 P ay
beverly.ashwood@gmail.com
Card
Credit & Debit Cards

Expiration
Date Bank Transfer

@ Hit Need Help?
Submit Payment

© @& orldsbestcreditunion.com ¢

h m ©

© & orldsbestcreditunion.com ¢

0

Hi Beverly Ashwood

Account number
91465411

Amount paid: $247.97 USD

Make a payment

2. Method 3. Confirmation

@ Payment successful!

Confirmation number: 2130000005631520134
You have completed a payment of $247.97 USD

Download receipt

Back to portal dashboard

2 & rorldshestcreditunion.com ¢

h m ©




@& cltropy

- Make Bank Transfers effortless!

A\
Hi Beverly Ashwood

Account number

Hi Beverly Ashwood 91465411
Account number
Amount paid: $743.90 USD
91465411

Current balance Make a payment Make a payment

$743.90 USD Lot > 2 enes -

Make a payment
Make a payment —— i) VISA @ Debit Card ) VISA @

_—

Bank Transfer iy Connect to your institution
Comnect o your insttution

(V] Payment successful!

Pay in full $743.90 USD Bank Transfer
Confirmation number: 2130000005631520134

Bank of America
Pay what you can Dok ot Amerea Selectan account You have completed a payment of $743.90 USD

Capital One Checking Account

Make a payment arrangement Download receipt
Chase Bank
Savings Account

@ Hi! Need Help?
Schedule an appointme. m Back to portal dashboard

9 & orldsbestcreditunion.com ¢ orldsbestcred on.com ( © & orldsbestcreditunion.com ¢ 2 & orldsbestcreditunion.com ¢

h m © h m © b m ©




- Get answers to your question!

(1214} @Dd 12:16 ]

easypay.worldsbestcreditunion.com (1 easypay.worldsbestcreditunion.com easypay.worldsbestcreditunion.com '

Hi Beverly Ashwood I N ]

Account number @ Ellie m Welcome Beverly Ashwood , how would you like to @ Michel Jamati P m

connect?
91465411

Current balance Hi there! I'm Ellie, your virtual
collections assistant, here to support ¢ Video Hey Michell Can you help me? .

$743.90 USD you in handiing lf's unexpected

situations.

Whether you have questions about M Chat I'm not able to pay w

Make a payment payments, need to set up an
arrangement, or require assistance
understanding our policies, I'm here for
you—clearly, confidentially, and free of T e e
any judgment. It me know which payment method did you try.

Option Michel Jamati &,

$743.90 USD Just ask away and well see what we "

Pay in full
J can do!

Connect
Pay what you can
For security purposes, and if we should get
disconnected, please enter your 10-digit

mobile phone number.

Make a payment arrangement
P

E-
Hit Need Help?
Schedule an appointmer,

@ jorldsbestcreditunion.com ¢ © & Type here

h m O .




% eltropy

- Schedule an Appointment

([ 12:51 ] wll 56 % ! 56 %

W easypayworldsbestcreditunion.com

easypay.worldsbestcreditunion.com easypay.worldsbestcreditunion.com ()

. x x

Hi Beverly Ashwood

Account number En v En v
91465411

Service Channel Timeslots Details Service Channel Timeslots Details
Current balance —_—

$743.90 USD View your appointment selections v View your appointment selections v

Booking Complete!
We have texted and emailed you an invite

Appointment details
How would you like to meet? Select your Date and Time

Make a payment Confirmation code: 60278R

Reschedule > Cancel >

Payin full $743.90 USD Service: Collections
Select an available time

& Thursday, April 3

Pay what you can o America/Toronto © 3:00 PM| America/Toronto

Q' Phone
In-Branch s

Make a payment arrangement Meet us at your nearos 03:00 0345 @ Michel Jamati

'@_n Help? 06:30 06:45
[ Schedule an appointmer, Your Information

o7y,
. Hil Need Help?
2 & rorldsbestcreditunion.com ¢ @

h m ©




W

CREDIT UNION

Fulfil all your dreams with
our affordable loans and
mortgages

Home Equity

AR s low s 7%

Vehicle Loans

AR aslowas 7%

Visa Credit
i

AP a0 0w as 75%

Pay EMIs easily and quickly

Make a payment

2 & jorldsbestcreditunion.com C

h m ©

W

Make a payment

borrower's social security number.

Account number: *

91465411

Loan ID (1st non zero number): *

Last four primary SSN: *

=]

010

3664

Cancel Proceed

World's Best CU does not accept credit card
payments to pay loans. We can accept ACH and
debit cards. If you have any questions, please
feel free to reach out to us at (514) 583-7763. We

appreciate your membership.

8 stg-accounts.lexop.com ¢

o

mm

—

% eltropy

- Make a quick one-time payment anytime.

W
!

Hi Beverly Ashwood

Account number

91465411

Current balance

§743.90 USD

Make a payment

1. Options 2 ) 3. Confirmation
Pay in full $743.90 USD
Pay what you can

Make a payment arrangement

@ Hi! Need Help?
Schedule an appointmer,

2 & orldsbestcreditunion.com C

h m O



A Personalized,
Dignified Experience

o
° Payment Completed




Collectors

v’ Would rather focus on impactful conversations
v Love Al, but fail to see concrete applications
v Keep juggling systems and integrations




Are juggling logins instead of

completing conversations.




Collections 2.0 Tech Stack

Collector

Collections
Workflow Engine

Core Systems Payments

temenos *AKUVO Alacriti LEXXOP SWIVEL.
Ve corelation i iy
Symitar GD fISEI'\I_ megglllcelgf REPAY @MessagePoy
Appointments

::::::

Al

@eltropy posh

Communications

Text
@ cltropy £ guens
Phone
SGENESYS 00 Mitel
Email

B® Microsoft

Letters

@ eltropy

» Member

Hello Darius, Your loan
repayment is due in 3

days. Click here to make
a payment:

https://click.payable..

2 mins

Thanks for the heads up!
Paid.




Eltropy Collections 2.0 Tech Stack % cliropy

Collector » Member

Core Systems Collections
Workflow Engine

temenos *AKUVO .
Hello Darius, Your loan

Symitar @ flSEI’\I, meridian repayment is due in 3

days. Click here to make

collect

% eltropy

Collections 2.0

Thanks for the heads up!
Paid.




@ eltropy
How does Collections 2.0 work?

e

Automate




- Automate

Data-Driven Outreach:
Ensure the right reminders are
sent at the right time

Send to: All Contacts v Schedule: Immediately v

Email Reminder Notice - 7 Days PastDue v
Subject
Urgent: Payment Reminder for {Organization_Name}

Dear {First Name},

Thank you for being a {Organization_Name]

that there remains an unpaid balance of {InifiEIL PR LN A
forgot to make a payment you can do so at

payment portal here: {Payment_URL}

Ifyou've already made a payment, pleased  Send to: Has notciickedthe link v Schedule 1 day later at 9:30 AM v
Thank you for being a valued customer. *
Template
The {Organization_Name} Team
Text First Reminder Notice:
e Hello {First_Name}, this is a reminder from {Organization_Name} that you
have a payment of {Initial_Debt_Ami} that is {Days_Past_Due} overdue. To

submit a payment click (Payment_URL).

Rules

days_past_due = 90

product_type == Mortgage
Transformations Edit Clone Delete
product_type == HELOC

Campaign Builder Config
Sequence name 91+ days - 24 hrs

Future send date In 1 days at 01:00 PM

Campaign name pattern ~ %d - $m - $Y - 91+ - 24 hrs

Smart Campaign Workflow:
Engage with behavior-driven
messaging



:  elt
Augment with Al for Collectors i

Al Knowledge Al Compose Al Intelligence & Al Quality
Assistants Assistance Summaries Assurance




- Augment

@ eltropy

Al Knowledge Assistance: Reduce handle time and increase first contact
resolution with Al-driven tools

Al Assistant comntc.nm,; B 0@ 0| m 0 LosnsOueis: B O | & O | m O ContactContraueve: m 0 | & O | m Available v

Al Assistant
& 3
& Ask Al Assistant >

B Knowledge
* Starred
B History

Ask Al Assistant

The Al Assistant is your go-to resource for navigating credit union policies and procedures. It provides quick, accurate answers to your
questions, helps you stay compliant, and offers tailored guidan...

Groups Access @
All Knowledge Group
General Policies
Lending Team

Select an assistant or type @ to select a different assistant
AJ Test Group

@ AlAssistant | v @ Document M, pefault v °



https://docs.google.com/file/d/1lNaQFlZbBcU-u4Cf-wGPi9E6vPrPZfrq/preview

real-time

- Augment

Conversations

e« 0 &
Inbox Departments
Chat (0)
Text (1)

#9), Steve Kamath
e

Mientras investigamos la Central...

Steve Kamath »* ©
+1669-309-2719

Conversations Co-browse  Consumer details

Steve Kamath
Will this account still be considered past you while the dispute is under investigation?
Translate to English 918AM @

Steve Kamath
I lost my job, but Support, can you offer me?

Translate to English 918AM @

Steve Kamath
How will a settlement affect my credit report?

Translate to English 919AM @

Steve Kamath
Will this account continue to be considered overdue while the dispute is under investigation?
Show Original Message 923AM @

Yes, the account will be placed in a temporary hold status while the dispute is investigated.

A QD B OP X OS S Tansfer  Aa % English 4% <% AlCompose

Al Compose Assistance: Draft messages, translate, and surface relevant info in

-3 Available v

Saahil Kamath (Agent) @ Complete

Fa Preferred Language : English

Click Shift + Enter to add a new line.

[}

©


https://docs.google.com/file/d/1kgkcoCsdtdScRw0NgwGDSSwfyhqW6vVd/preview

- Augment

Al Summaries & QA: Summarize entire conversations, facilitate

handover, and ensure compliant and consistent auditing

Insights

Interaction List

Observatory

Start time

09/24/24
01:10:33 PM

09/20/24
09:43:01AM

09/20/24
09:26:20 AM

09/20/24
12:23:15 AM

09/20/24
12:19:57 AM

09/20/24
12:14:34 AM

09/20/24
12:06:23 AM

09/19/24
11:58:03 PM

Eleveo (Cisco Call Manager) ~ Analytics

Queue/Department

Loans and Lending

Loans and Lending

Loans and Lending

Loans and Lending

Loans and Lending

Loans and Lending

Loans and Lending

Loans and Lending

Contact info

Collin

Collin

Collin

Collin

Collin

Collin

Collin

Collin

Handled by

& Ishank Vaish

Agent Demo

Agent Demo

Ishank Vaish

Ishank Vaish

Ishank Vaish

Agent Demo

Agent Demo

Status

Closed

Closed

Closed

Closed

Closed

Closed

Closed

Closed

Interaction Id

o 7

[s]

Conversation Id

[ I}

& Exportdata

Al Score

@ ¢ e Offine v

Survey score



https://docs.google.com/file/d/16e66LLGBxtR5AZJ0gxWYCb1yeea_XVxe/preview

[ 251 i 56 %

easypay.worldsbestcreditunion.com 1y

x

Service Channel Timeslots Details

View your appointment selections v

How would you like to meet?

Video

Meet face-to-face from anywhere

Phone

Our team will give you a ca

In-Branch

Meet us at your nearest t

@ Hil Need Help?

a5

Conversations

Inbox  Departments

Beverly Ashwood
'@ 00:06:57

Chats (23) ¢
Beverly Ashwood
Okay, thanks!
o Dario Lessing
QT Okay, thanks!

Richard Walters
Okay, thanks!

Thomas Anderson
Okay, thanks!

Emma Olivers
Okay, thanks!

Texts (23) ¢

Collections

5m

Mortgages

5m

Lending

5m

Lending

5m

Mortgages

Beverly Ashwood » ©
+1(123) 456 78 90

Conversations

1 Payment amount

2 Options

3  Method

© oorimier

Collections  Contact 360

o z

* Michel Jamati

Enter the amount to be paid

O w—

$0

$5000

&

Available v

Close




COllect

Over the phone or Video: create self-executing instalment plans

[ 251 i 56 %

easypay.worldsbestcreditunion.com ('

X

Service Channel Timeslots Details

View your appointment selections v

How would you like to meet?

Video

Meet face-to-face from anywhere

Q

Phone

In-Branch
L

t your nearest branch

@ Hil Need Help?

a5

Conversations

Beverly Ashwood » ©
+1(123) 456 78 90

Inbox Departments =
e o Conversations  Co-browse  Salesforce

Beverly Ashwood 1 Paymentamount
S'm. 00:06:57

2 Options

e 3  Method

© oorimier

Beverley Ashwood

Chats (23) & ~
Beverly Ashwood 5m

Okay, thanks!
@), Dario Lessing 5m
QT Okay, thanks! Mortgages
Richard Walters 5m
Okay, thanks! Tarding
Thomas Anderson 5m
Okay, thanks! Lending
) EmmaOlivers 5m
. Okay, thanks! Mortgages

Texts (23) ¢ v

&8 Vichel Jamat

Collections  Contact 360

Payment options
Amount

Pay itall

Make a payment arrangement

Number of Payments: Frequency
2 v Weekly v

2 weekly payment(s) of US$0.00

&

Available v

Close




- Report

% eltropy

Real-Time: Track collection performance and consumer interactions, optimize
strategies, and reconcile to keep all account data up to date

Insights

« Conversation Intelligence (Demo)
o

Conversation Intelligence ~ Agent Intelligence  Conversation List

Controls Select Department Category All Select Department All Select Channel All Select Conversation Quality...

Volume & Average Handling Conversation Quality
Time (AHT) Score

oo R R -
Video -Keractions . Video

Volume of C

by Member

All Select Member Sentiment ... All Select Agent Handling Score All

Available v

Select Period 2022/01/01

Member Sentiment Agent Handling

Score Score
Chat 1 Chat
Text 6.0 Text
Video Video

Voice 2 Voice

Conversation Quality by Department Category

For every Member Sentiment - Negative/ , the graph illustrates the number of interactions held over a Gives the distribution of the Quality of Interaction -

given period of time

106Kk 112K 103K 106K 111K
0.47K

023k o023k 027k O3k
015K 0.13k 0.13K 014K _ 015K _ 0.14K

0.02K

0.02K
—o—

Department Category

Mortgage L.

General

003K 003K g0k

Contact Cen...

Consumer L...

Collections

®

/Needs Improvement for every


https://docs.google.com/file/d/194GARM0CYMeH3Gad5OgJeFeLggaWMMGB/preview

Supported by an
Integrated Ecosystem

35+

CFI-Specific Integrations*

*All available via SFTP and direct API integration for posting
payments available for Symitar, Corelation, and Fiserv DNA.

@ eltropy

~Prodigy ¥ docusign

SsHareTeC Symiltar IMM/eSign
fiserv.

Encompass E‘"’@
meridian )

~is  fiserv.

WITHCLUTCH .

ORIGENCE jack henry

temenos 1 FINASTRA

temenos / j
s / ‘ Q Banno
meridian
collect \
marketing cloud
meridian Prisma
Opening LLLLLLL
U ég;hpealgn
interface
)osh Five? NICE
Go gle N inContact

AMELIA 3 GENESYS



@ eltropy

The Platform Works

240  $59M  15M+

Customers Dollars Collected Text & Email Reminders
| in 2024 | in 2024




@ eltropy

Collections Integrations - Key Features

el temenos “AKUVO symitar  meridian

Automated
personalized text
alerts

Instant Notifications in to
collections officers when
they are NOT logged into
Eltropy

collect

Initiate 1:1 Text conversations
during late-stage delinquencies
within Collection system

Sync all Outgoing and incoming
Text Messages to collections
system

SWIVEL. @ MessagePay " elt ropy

Sync Member opt-outs back
to Collections system to
meet TCPA requirements

Send Secure
Personalized payments
via Text



@ eltropy
Collections Integration: Insights with Impact

>97K 6M+ $59M+

Personalized 1:1 1:Many Dollars Collected in 2024
Conversations Collection Texts .
) @ eltropy
emenos .
temenos SwiveL
*«AKUVO
@MessagePoy —
/\.
Symitar A

Helped Consumers Pay their Debt on Time !



' What's Next ?

Collections
BK Checks with
Symitar

Payment Integrations

Alacriti

Lender =)

@ eltropy




The case studies show it

&@ Sou’rh ‘Texqs

91%

Increase in collections
quarter-over-quarter

© Falrs’rone

A Fairstone Bank C

150%

Improvement in
collections efficiency

Federal Credit Union

$12.94

Return on every
$1spent

( The Atlantic

® Suncoast
Credit Union

31FTE

Equivalent productivity boost
experienced with texting

@ eltropy

X%
~*apr

;é Federal

( Credit Union

20%

Drop in delinquency within 1
month, lowered CECL

o

CREDIT UNION

$4.8M

Dollars collected in 3
months of implementation




The moment we sent out the first collection
campaign, we started taking payments right
away. The receptivity from the member
base was automatic. It's not embarrassing...
members just click here, they execute the
translation, 1-2-3, and it's done!

Anthony Mero, CEO (Uhe Atlantic

\ Federal Credit Union

@ eltropy



@ eltropy

The fact that our members can make
payments at any time with just a link has
made a huge difference in our ability to
collect on time. The system has allowed us
to scale our outreach as delinquencies
increased, without having to add new staff.
That's been crucial to keeping us efficient.

Lilly Megias, coo @ South Texas




@ eltropy

Once they get the email with the payment
link, it's so convenient that they pay faster.
Any by paying faster, it removes the
accounts that our agents need to call or
spend time on, and they can focus on the
accounts that need our help.

Jahed Jahed " Fairs’roneg

VP ColleCtiOI’IS A Fairstone Bank Company




One Platform
Consolidate
Vendors to do
More with One




Click,
Click,
Done




