CASE STUDY

ACT’s Universal Agents
Help a Fortune 500
Finance Company Solve
for Seasonal Spikes:

Industry
Banking & Financial Services

Business
Student Lending

Objective

Improve success during 400%
seasonal peak

Challenges
» First Party Collections Efficiency

»  Fraud Detection and Prevention
» Loan Servicing Efficiency

+ Sales Function Optimization

About The Client

Our client is a well-established
publicly traded US consumer finance
organization.

Client’s Challenges

Our client faced the challenge of
how best to staff seasonal spikes in
demand across their sales,
collections, fraud detection, and
loan servicing functions. In some
cases, spikes in demand required a
400% increase in phone agents for
the line of business.
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Our team helped a well-established publicly traded US consumer finance organization staff
seasonal spikes in demand across their sales, collections, fraud detection, and loan servicing
functions. In some cases, spikes in demand required a 400% increase in phone agents for the
business. Below is a closer look at the challenges we solved:
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Sales Function Optimization: Maximizing sales effectiveness while navigating
regulatory complexities and seasonal staffing fluctuations emerged as a
critical challenge for our client's sales function. From lead generation and
sales conversion to compliance adherence and post-sales support, each
aspect of the sales cycle demanded meticulous attention amidst fluctuating
demand patterns. Our client sought a partner capable of driving sales
optimization strategies with agility and precision, ensuring seamless
scalability without compromising quality or compliance.

First Party Collections Efficiency: Cost-effective compliance emerged as the
foremost challenge for our client in the collections domain. Operating within
regulatory bounds demanded internal resources, specialized expertise, and
robust processes, which proved cumbersome and expensive to scale in line
with fluctuating seasonal demand. Managing compliance amidst rapid shifts
in staffing requirements posed a formidable obstacle, driving the quest for a
partner capable of navigating this intricate landscape with finesse and cost
efficiency.

Fraud Detection and Prevention: For our client, combating fraud entailed a
delicate balance between efficiency, customer experience, and regulatory
compliance. Identifying emerging fraud schemes, adapting to technological
advancements, and ensuring data security were paramount, compounded by
the need to maintain ethical practices and avoid exacerbating vulnerabilities.
The challenge of scaling operations to meet seasonal demands while
preserving security and integrity underscored the pressing need for a
trustworthy and agile partner.

Loan Servicing Efficiency: Efficiently managing a vast portfolio of education
loans demanded a delicate equilibrium between operational efficiencies,
regulatory compliance, and customer satisfaction. Complex administrative
tasks, coupled with the imperative of integrating technology seamlessly,
posed formidable challenges exacerbated by seasonal fluctuations in
staffing needs. Our client sought a partner capable of optimizing loan
servicing operations while navigating the intricacies of compliance,
security, and customer-centricity.
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Solution Highlights

» Universal Agent Model

+ WFH Agents

+ Scalability and Flexibility

+ Al Enablement

+ Agent Co-Pilot

« Total Experience Formula™

+ Lower Total Cost of Ownership
- Ease of Doing Business

* Removing Friction

» Proactive Management Approach

In the face of these formidable challenges, our client turned to ACT with our Total
Experience Formula™, seeking a transformative approach to address their unique needs.
ACT's track record of innovation, expertise, and operational excellence positioned us as
the ideal partner to navigate the complexities of their operations and drive tangible
outcomes in the pursuit of operational efficiency, compliance adherence, and customer
satisfaction.

ACT’s Solution

The Client initially hired ACT to help with their first-party collection needs. Due to our
exceptional performance, ACT’s partnership with the Client expanded over 15 years to
include their fraud, servicing and sales programs. As a 100% employee-owned company,
our Employee Owners have a personal stake in delivering value to our clients. This deep
commitment ensures that their motivations are uniquely aligned with your success,
enhancing service quality and fostering long-term relationships.

Firstly, we introduced a Universal Agent Model, strategically mapping out the peak
seasonal needs of all four lines of business. This approach ensured a balanced allocation
of resources year-round, with agents trained to handle multiple roles to accommodate
fluctuating demand seamlessly. What’s more, ACT uses work from home agents to meet
the client’s needs, thus allowing us to find the best talent for this unusual role.

Our commitment to scalability and flexibility was exemplified through our cloud-based
infrastructure and agile workforce management. This allowed us to accommodate
fluctuations in demand efficiently without compromising quality, ensuring our clients'
scaling needs were met with ease.

Furthermore, specializing in Al Enablement services, ACT seamlessly integrates advanced
analytics and machine learning technologies into call center operations. Central to our
approach was the proprietary Total Experience Formula™, which delivered a unified and
transformative end-to-end experience for all stakeholders. By collating every touchpoint,
technology, and employee policy related to the customer experience, we ensured
seamless integration across all channels and platforms.

Moreover, ACT prioritizes the reduction of the total cost of ownership for the client, going
beyond mere offshore relocation of call centers. Our delayered organizational structure
and removal of P/L responsibilities from Operations ensured transparent pricing and
contracts, eliminating unnecessary overhead.

Ease of doing business was paramount in our service delivery, with ACT recognized for its
speed to market, flexibility, and agility. Our streamlined processes resulted in
straightforward service delivery, faster turnaround times, and increased client satisfaction.

ACT has refined the agent experience by mapping and optimizing over 240 touchpoints to
eliminate friction. We address challenges like limited channel options, fragmented
processes, and outdated systems, ensuring a smooth and efficient workflow. Our agents
are empowered with Al-driven tools such as CoPilot, which offers valuable information and
predictive insights. This support enables agents to manage customer interactions more
effectively and empathetically, enhancing service quality and boosting customer
satisfaction.

Flawless execution is the cornerstone of our operations, driven by a streamlined,
delayered organizational structure. This structure ensures agility, with senior
management directly involved in every program, allowing for swift
decision-making and responsiveness. By removing P&L responsibilities from our
Ops team, we enable them to focus entirely on delivering the best outcomes in
our scorecard drive environment for our clients, fostering greater cohesiveness
and consistently superior results.

Finally, ACT offers a proactive approach to management, constantly providing
clients with suggestions for improvement and proposed solutions to drive
continuous improvement and ensure optimal performance.
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Outcomes
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Successful Months of Green Lines of
Seasonal Ramp Scorecards Bussiness

ACT’s innovative Universal Agent model
further enhances our capability to manage
seasonal demands effectively.

By cross training and temporarily reassigning
our seasonal agents across various projects
within the same client such as sales, fraud,
customer care, and collections, we create
full-time roles that ensure continuity and
domain expertise throughout the year.

This approach not only maximizes agent
utilization but also prepares them for
significant seasonal ramp-ups, enabling a
seamless 400% increase in capacity. When
seasonal peaks occur, our agents come with
a depth of understanding and expertise that
you cannot find by hiring people off the
streets.

Throughout our partnership, ACT has
demonstrated an unwavering commitment to
quality and excellence, as evidenced by our
consistent performance in meeting or
exceeding our client's expectations.

Utilizing a customized scorecard approach
tailored to the client's needs, ACT has
achieved a remarkable green scorecard
ranking for more than 24 consecutive months
across all four lines of business.

This achievement is particularly noteworthy
given the challenges posed by seasonal
fluctuations in demand and the utilization of
work-from-home agents, which often present
significant hurdles for BPOs in maintaining
quality standards.
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Conclusion

In conclusion, the transformational partnership between our
client and ACT has yielded remarkable outcomes, redefining
the standards of excellence for this client. Because we are
100% employee owned, our Employee Owners are deeply
invested in our clients’ success, providing unmatched
dedication, motivation and alignment to our clients’ goals and
vision. By leveraging our innovative solutions, including the
Universal Agent Model and the Total Experience Formula™,
we have successfully addressed the multifaceted challenges
faced by our client across sales, collections, fraud detection,
and loan servicing functions.

Furthermore, our unwavering commitment to quality,
scalability, and operational excellence has earned the trust
and confidence of our client, leading them to designate ACT
as their sole outsourcing partner for all four lines of business.

About ACT

This significant endorsement underscores the tangible value
and impact of our collaborative efforts in driving operational
efficiency, compliance adherence, and customer satisfaction.

Our consistent performance and ability to find viable
solutions for the client have resulted in a 15-year relationship
marked by increasing responsibility and projects. This
longevity is a testament to our ability to deliver sustained
value, as reflected in our average client tenure of 10 years.
As we look towards the future, ACT remains dedicated to
pioneering innovative solutions, exceeding client
expectations, and driving meaningful outcomes that propel
our clients' success. Our transformative partnership with our
client serves as a testament to the power of collaboration,
innovation, and relentless pursuit of excellence in achieving
shared goals and driving sustainable growth.

Nearly one-third of the top banks in the U.S. trust ACT with their outsourcing needs. ACT distinguishes itself across four key
dimensions: our delayered business model, our data-rich foundation, our employee ownership model, and our Total
Experience Formula™. By removing profit and loss responsibilities from Operations together with our delayered model, we
ensure efficiency, transparency, and direct engagement from program leadership. As the largest 100% employee-owned
company (ESOP) in the BPO industry, our team's alignment with client goals has not only driven a remarkable 31% drop in
employee attrition but also fostered a personal commitment to delivering client value. The transformative Total Experience
Formula™ encompasses all facets of customer interaction, including Employee, User, Digital, Multi-channel, and Member
Experiences, presenting a holistic and game-changing approach to member experience management.

DACT

Learn more at our website: acttoday.com
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