Do More With Less:
Overcoming Staffing Challenges in 2022



Can You Hear Me?

« We are audio broadcasting so please plug in your headphones or
computer speakers to listen in.

* If your audio is choppy or slow, you may wish to dial into the
teleconference:

* Telephone: +1 646 558 8656
Webinar ID: 848 6973 8565
Passcode: 447914



Slide Link

Today’s slides can be found online at:
http://bit.ly/2022-4-20-engageware
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http://bit.ly/2022-4-20-engageware

We Encourage Questions

Use the

Questions Box

located on the bottom of your screen to
type your comments or questions.
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Tell Us What You Think!

Please take our post-event survey.
We value your feedback!
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Today’s Speakers

Al Rosenbaum, VP of DJ Haskins, Marketing
Customer Success
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Staffing Challenges

Member Self-Service

Employee Knowledge
Management




e
Staffing Challenges in 2022

Credit Unions Have A Staffing Problem | Credit Unions Banks Barely Keeping Up with Staff Shortages In a Covid World

& thefinancialbrand.com/121433/why-banks-are-barely-keeping-up-with-staff-shortages-in-a-covid-world/
THE FINANCIAL BRAND

CRED'TUN'ONSCOM LOG-IN READ & WATCH SEARCH & ANALYZE CONMECT PUBLICATIONS ABOUT Automate Your Mrth aPoint-Of-Sale
Credit Unions Have A Staffing Problem Banks Barely Keeping Up with Staff

Shortages In a Covid World
The U.S. labor shortage is wreaking havoc on businesses. How is it impacting credit g
unions, and what are they doing about it? GET THE FINANCIAL BRAND NEWSLETTER FOR FREE - SIGN UP NOW

When more than four million Americans quit their jobs, it caused

By Roman Ojala W . 27153 ripple gﬁ‘ects all through_ the labor market. Banks apd credit unions
! I f in i 8 - e of all sizes have felt the impact, but there are solutions that help

attract talent and hold onto current employees.

Not long ago, the nation was in economic turmoil. In response to COVID-19, businesses shut down and laid off workers in

Bhs Macnd FBalak Edibadal Asasaiaka ot The Elaamatal Baaed

INSIDER “Never in my 40 plus years in banking have |
INTELLIGENCE  seen labor shortages at the level they're at
now. The job openings exceed the supply. 7

Steve Steinour
Huntington Bancshares CEO



The Quadruple Whammy

The Impact of Staffing Issues

Attrition, Increasing Rising Employee Poor Member
Hiring & Training Workloads Costs Experiences

s £ )
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e
Staffing Challenges

Is your bank or credit experiencing staffing issues?

No

Yes, but no different

than pre-COVID
Yes, it's worse QL4 P

than pre-COVID

Engageware survey results from 500+
banking leaders in December of 2021 are
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Challenges Facing Contact Centers

What are your top priorities to work on in 20227

Staff properly to match workload (i.e.,gain budget approval for additional staff) 18.9%

Improve employee engagement and empowerment 18.5%

Redesign/improve/automate processes 17.9%

Implement changes to attract desirable recruits (e.g., higher pay, greater 17.4%
flexibility, work-from-home, etc.) '

Implement/improve self-service (IVR, web, mobile) 16.8%

Improve training to support current processes & technologies

Frontline Staff
Workload and Performance
Technology

Improve knowledge management access, content, processes

Increase focus on coaching/development

2022 Challenges and Priorities
Survey, January 2022 STRA rEEICA CoNTACT are
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Staffing Challenges in 2022

Rising labor costs

WELLS >
J.P.Morgan FARGO BANK OF AMERICA %7

11% $500M $36B

increase in non-interest increase expected in wage and iIn wages and benefits last yearr,
expenses in the fourth benefits-related costs in 2022 up 10% from a year earlier due
quarter last year, largely due to beyond the normal level of to higher salary costs as they
higher staff compensation. merit and pay increases. compete for talent.

10.5%

iIncrease in employee compensation since 2020 as credit unions push to attract
new staff to compensate for workload challenges, spending $8,400 more per employee.
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The Impact on Member Experience

‘Due to COVID related staffing shortages,
you may experience longer than normal wait

times and some branch lobbies may be
closed, but drive-up ATM, may be available.”

N
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The Banking Customer Journey: Support

70% 30%

start digitally (Gartner 2021) start in branch or call center

30%
|
Self-Serve 1 2 3 A+
Interaction Interactions Interactions Interactions

Agent-Assisted Interactions
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Optimize Both Digital and Employee-assisted Channels

| want to do it myself | want help

Call Center Live Chat Video Banking Branch

Self-Service Assistance
General Support
Technology Support
Product Support
Transactions

Employee Self-Service Knowledge Base

1st
call
resolution

Deflect
50% of
emails &
live chats

Improve Deflect
self-service 25% of
rates calls

Reduce Consistent Ramp Up in
handle times & accurate weeks Vs.
by 1-2 mins answers months
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Two Ways to Leverage Self-Service
Work smarter and do more with less

Member Self-Service Employee Empowerment
Reduce the number of calls by 25% Improve staff efficiency by 30%
Reduce the number of emails and live chats by 50% New hire ramp up weeks vs. months



#1: Member Self-Service



Technology Solutions

To improve the digital experience and staffing considerations

SN &

Live Chat Video Banking
N\ l 7
= L)

IVR ITMs

20

o0
| e | enmm—

Digital Assistants

Online Apps
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—
Digital Support & Self-Service

Are they hurting or helping?

“We installed Glia, and we realized demand for
live chat is more than we anticipated.

We’'re staffing it with 2 full time people, with 4
more needed, and we are seeing some long wait times.

We need to put in a gatekeeper that can help
with some of that volume, that is quick and easy Live Chat
for members to use.”

Digital Service Director
$1.4 Billion Credit Union
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Digital Support Answers

Sometimes the best solution is the most obvious

Step 1 , w

Provide access to answers to
the most common questions
flooding your contact centers
(calls, emails & live chats)
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Top Banking
Digital Queries

Key Takeaway:

Provide answers to the most
common guestions:

« Easy to find answers
e Accessible everywhere

*Data from 500,000+ digital banking questions
answered from 2/15/22 — 3/15/22

© 00 N o o b W N P

I R e N T~ il ol =
©O © O N o o W N PP O

Routing Number
Zelle

Loans

Transfer

Rates

Turbo Tax

CD Rates

ATM

Order Checks
Credit Card

Tax Forms / 1099
Login

Mortgage

Fees

Direct Deposit
Hours

Notary

Online Banking
Debit Card
Account Number

Support
Technology
Product
Technology
Product
Technology
Product
Support
Support
Product
Support
Technology
Product
Support
Support
Support
Support
Technology
Product
Support

'are



e
High Volume & Lengthy Support Calls

General Support  «--===mmmmmmmmmmmmg Product Questions

* What is my routing number?

« How do I change my name or
address?

 How do | order a new debit card?

* How do | order new checks?

* What are your rates?

» How do I sign up for direct deposit?
* How do | apply for a credit card?

* How do | open an account?

Technology Questions

* How do | reset my password?

* How do | deposit checks online?

* How do | transfer funds?

* How do | set up bill pay?

* How do | register for online banking?

24 Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare



e
It’s All About the Content & Journey

25

What is your routingfABA number?

First Financial MH rowting numberis B67530910.

— Answers the question

A routing number (or ABA number) is a 9@ digit code used to identify financial
institutions in electronic transactions. You can always find our routing numberin the

lower left-hand comer of vour checks:

YOUR MAME o3
B T e et
Aryywhase, M 12345 DATE
Hl.'l'ﬂaTl-E 4
[a2e WEE

I-:QQQEEE???“-!UUIHHEF-'?E‘?I 11 [T I

Routing Account Check

Mumiber ] Murmber

—  Additional information

Mot enrolled in Online Banking yet?
YOu can process transactions such as:

With Online Banking

——  Actionable

Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare
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Surround Your Members with Access

What Are You Looking For?

What would you like to know?

Frequently Asked Questions

M) What is a Mortgage Loan?

X

M Do you have any deals for FIRST
first time home buyers? FINANCIAL
1 -—l USERNAME
!l How are mortgage interest ' PASSWORD
rates determined? -
!l What are the closing costs Q. How do | open a new account? Q ' Forgot Username?  Forgot Password?

for my mortgage?

M, Can | be notified when QUICK LINKS
mortgage/refinance rates are

updated?

Support Locations Contact Us

Schedule an

Products Apply Online
Appointment i =

26 Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare



e
Average Monthly Usage

Average Technology
Asset Size Questic?ns Product Related Related Support Related
i 0) i 0) i 0)

Answered Questions (25%) | Questions (35%) | Questions (40%)
Less than $500M 3,664 916 1,282 1,466
$500M - $1B 4,050 1,012 1,418 1,620
$1B - $2B 11,332 2,833 3,966 4,533
$2B — $5B 12,233 3,056 4,278 4,889



Franklin Mint Federal Credit Union

“Adding good support content
to our digital channels has
saved us hundreds of calls to
our service center every day
since launching. It was an
obvious value-add to our
member engagement
strategy.”

$1.6 billion
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Top Impacts & Initiatives:
Member Channels

Technology adoption (i.e. mobile,

Call Centers - Service Level goals : :
online account/loan opening, etc.)

Member Experience (NPS/Survey’s) “Run-around”

Wallet-share (PFI) Grow without adding headcount

“Flying blind” — what is the member is

Efficiency Ratio trying to do?

Account cancelations

29 Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare



To get members
to self-serve

Technology alone doesn’t
guarantee self-service

The member journey and
needs have to be considered

Placement for self-service
prompts are critical



e
ROI Calculator — 100 Employee Credit Union

Return on Investment )
(Jpl-Els[Jvare E Customer Self-Service
Calculator
The Cost of Questions - Contact Center 2
Inputs Results
Phone Calls  Value Unit
Monthly Call Volume 8,000 count Total Contact Center 24%
Average Variable Cost per Call 5.00 Volume Reduction
m
Monthly E-mail Volume count
Average Variable Cost per E-mail 5 00
m 96,000 81,600 14,400 Call Reduction Per Yea
Monthly Chat Volume 2,000 count 10,800 5,400 5,400 E-mail Reduction per Year
Average Variable Cost per Chat 8.00 S 24,000 12,000 12,000 Chat Reduction per Year
Total Volume Savings 31,800
Input: Engageware Value Unit
Call Reduction|  15% %
E-mail Reduction 50% % $480,000 $408,000 $72,000 Call Costs Saved Per Year
Chat Reduction 50% % $54,000 $27,000 $27,000 E-mail Costs Saved Per Year
Notes: $192,000 $60,000 $132,000 Chat Costs Saved Per Year
1) 83% of Engageware clients report $5 cost per call Total Cost Savings $ 231,000
2) Most Fl's report a 10-20% reduction in call volume. Bank of OakRidge = 21%
3) E-mail and live chat has higher reduction than calls - clients report closer to 50% reduction
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/0% of Banking Consumers Want to Self Serve

70% 30%

start digitally (Gartner 2021) start in branch or call center

30%
|
Self-Serve 1 2 3 A+
Interaction Interactions Interactions Interactions

Agent-Assisted Interactions




#2: Employee
Empowerment



Consumer -----===---- == [FIEMHE LR m==m==mer oo + Management ----------------- + CEO

( “I think it’s...” )

2 A - 40%
@ (“canyouhois ) 8©8 ng d4zgy/ % &

( Univ. of MSU ) spent
answering
questions
Experience Execution Strategy
«  Lack of confidence «  Exceptions «  Growth
- Frustration 22X *  Risk/Accuracy . Efficiency
«  Turnover with a *  Train/Retrain «  Experience
*  Multiple Versions of Truth merger or + Delayed Initiatives
* Inconsistency conversion

34 Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare
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What Percentage of your key staff’s day is spent

supporting frontline questions?

Under 10%

11-20%

21-30%

31-40%

Time Spent

Over 40%

35

10%

63%

Of key staff spend more
than 30% of their day
answering staff questions
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The #1 Problem:

Overload
Staff is overwhelmed...
5,000
D) =2 & Thi
gé@ Too much to know To &T]%SW
(and growing)
)

g Too much to train on

Not enough staff

Eﬁ@ =4

=
t
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The Digital Era Mindset: Search vs. Retain

Technology has changed the way we

think about information: GO ' 816

» Google mindset: search over retain

Training for retention is a losing game:

 Forgetting curve: 50% forgotten within 1
hour, 70% within 24 hours, 90% within a
week

37 Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare



Empower your
staff with easy
to find, follow

and use with a
consumer In

front of them

Training alone won’t work

Technology alone won’t work

It requires a combination of
training, technology, and
content management



Typical Employee Search for
“Open a New Account”

Search for: [bpen new account x| ] Submit I Results per page:

Match: ® any search words O all search words

Search results for: open new account

166 results found containing all search terms. 783 results found containing some search terms.

95 pages of results.

1. 9-007
.. to be processed. Transfemng Open End Loans can only be and reas:.xgnment of a new member number is established. ... closure of a primary membership account, and reassignment of a ...
m"ua‘* 3 - Score- 1449 - 6 2014 - URL: file://fresnocfo/fc Ji dt 0-%520

R

ust be completed before an account can be opened: Establish ... eligibility Obtain valid picture ID (unexpired government issued identification such ...

i:3 - Score: 1183 - 16 Oct 2014 - URL: file//fresn %20Branch’%200ps/2-046 doc
3.1
.. Procedure The process of opemng new memberships through the Credn Du'ect Lending (CUDL) program Description The credit union ... by opening a share savings account and to obtain vehicle loan ...
Terms matched: 3 - Score: 913 - 5 Dec 2013 - URL: file://fresnocfou/fofen/WebDocs 220-%20Branch%200ps/6-013 doc
4.1

Fmanc1a1 Service staff during the opening of new membetshxps and accounts ... Any supporting department that engages in financial transactions with members and ... will also be required to use this procedure to screen the ...

erms matched: 3 - Score: 682 - 9 Dec 2014 - URL- file//fresnocfow/fofen/WebDocs Procadures%20-%20Branch®:20 )Ops/2-017 doc
51

Dlsclosuxe if member is opmmgIRA Cemﬁcate If member opens ... NEW ROTH IRA Forms: Foxm 2400R- RothIRA .. 1 In the Accounts area, click on the ..
Terms matched: 3 - Score: 669 - 6 Aug 2009 - U cfeu/fefeu/WebDocs/Procedures%20-%620Branch?e200ps/2-024%20R: 6_09.doc

6. WX_Overview.pdf
.. ® from Flseﬂ Fleld Desmpnon OPEN BAL ST -\TUS Time (hh ... of Change 1 Jul 2005 New manual 2 Oct 2008 Updated ... . 16 Viewing the Fed account balance.... ...
T ' fofon/WebD

core: 644 - 6 Mar 2012 - URL: file/Fre: farencas%20-%200perations WX_Overview.pdf

s matched: 3 -

7. CREATING AND PROCESSING NEW MEMBERSHIP CARDS ONLINE
: Trust Accmmrs You will  open the account as you do CRE_-\TII\G AND PROCESSING \J'E\\, NEEMBERSHIP APPLICATIONS IN IMM MAY 2014 apphcauons for these: Trust Accounts You will open the account ..

- Score: 587 - 22 Sep 2014 - URL: file EMBERSE CARDS%200NL

8. Message Format Specifications
... QualiFile® service automates ac ount opemugs xmmm1zes rlsk and mam.tmzes 1 0 Quah]’xle@ Versxon N001

r -\ccoumChexSM Version V006 Version: ... Description Version 1.0 Updated screens Account Action Text Updated the note ..

Terms matched: 3 - Score: 562 - 6 Aug URL: cfcu/fefen/WebDocs Ref 200perations/ Efimds%20Qu
9.1
. as legal personalities) that open a new Accoum and ) An mdmdual who opens a ne\\ accoum for:i... each per:on ona ]omt account is considered a separate customer ..

Terms matched: 3 - Score: 559 - 11 Mar 2010 - URL: &la://Fr

1In + nan



Typical "Knowledge Management" Within Banking Today

Training
Accounts_HelpGuide (2 pg)

Retail Banking
Order_Form (1 pg)

Compliance
Accounts _Auditing (2 pg)

40

[ - e ————

Marketing

:"“' Account_Placement (3 pg)
S Retail Ops

i Accounts Guidelines (15 pg)

s

Deposit Ops
Account_Checklist (1 pg)

Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare
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Account Opening

13.]\?'

FIRST FINANCIAL Search all categories

Best time to add products when

opening an account

[ New Account Opening - Overview Deposit Products & Additio... ~ Categories: Demo =
o ) - New Account
IS S u eS . Member Eligibility Requirements Opening
- - Learn About the New Member

Review Deposit Opportunities

Discuss the benefits of belonging to credit union such as

Use the Credit Report to Cross Sell

H Use Credit Report to Enhance Score member-owned, money re-invested back to memberships. Select
Steps for Openlng accounts are Often . o one of the links below for additional product information:
. . Deposit Products & Additional Services to
dlfflCUlt tO fl nd and fO”OW Recommend » Free checking
* Money market
- New Account Opening - Primary Account « Certificates
New Account Opening - CIP Procedurs
Empl n't feel comfortabl
_p Oyees do . t ee CO O tab e Mew Account Opening - 1D Scanning Procedure PrDmUte Convenience SerViCES
asking the additional questions that - New Acoount Openng - Adding Additonal e ,
i . . i is will strengthen the new relationship. Select one of the links
make you the Institution Of ChO'Ce When Accounts & Products below for additional service informatian:
) . New Account Opening - Adding a CD » Debit Cards
they’re fumbling through the process o - Gokse Banking
New Account Opening - Adding Checking « Mobile Bankin
Products « Bill Pay ’
R — S — T o « Online Loan Application
New Account Opening - Creating a Debit Card ) ]
Focus on the “Magic 3” (Debit, Bill Pay & Direct Deposit - 4x more likely to _ o * Direct Deposit
be the institution of choice. $212 more profitable each year New Account Opening - Document Printing &
Source: Javelin Strategy and Research Disclosures

41 Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare
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Multiple Versions of the Truth

R:=]) ,
o=
Tribal Knowledge Old versions Lack of version
still “live” control
Can’t find, follow or use in
the moment
Ask 3 people, get 3 different
answers



From Silo’s To Centralized
Content Assembly Line

Coordinator Knowledge Frontline
Base Staff

Usage Analytics

[ Coordinator ]

» Searchability
» Step by Step
» Titles & Flow
« One Version
» Formatting

« Approval
43 @ Employee Knowledge Management Confidential and Proprietary. Copyright ©2022 Engageware. All Rights Reserved. [Slele[Ivare



Consistency

Long handle times

NPS/Experience

Wallet-share (PFI)

Universal Banker Never Achieved

Employee Confidence

Top Impacts — Can’t find and follow

Front Line Turnover

Employee Ramp Up (6 months)

Consumer gets ”the run-around”

SME and Manager Productivity
(30-40% of day)

Multiple Versions of the Truth —
exceptions and compliance
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Jefferson Financial Federal Credit Union

effe Inanci:
Jelferson Financial

REDIT UNION

Jetterson Financial J

FEDERAL CREDIT UNION

"Knowledge management has saved a lot
of time on the front end. Staff no longer
have to research multiple platforms, nor
call various departments to get the

answers they need. This also improves
our member experience. The faster the
frontline is able to access a resource that
will help them assist the member, the
faster and smoother that transaction will
be for the member.”

Kristin Morrison, Chief Operating Officer
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ROI Calculator

are Return on Investment Knowledge Management
9ag Calculator & g

Summary - Engageware Savings Impact
) Engageware
Cost Reduction Current Costs . % Saved
Savings
Handling Time (Hard Dollars) $590,270 $174,636 30%
Accounts Closings (Hard Dollars) $745,392 S0 0%
Employee to Employee (Productivity) $259,200 $233,280 90%
New Hire Savings (Productivity) $259,200 $216,000 83%
Total 51,854,062 $623,916
Monthly Opportunity Cost Total Engageware Savings $623,916
Days to ROI
$51,993
Knowledge Management Cost S0 [Post-Launch]
0
Annual Return on Investment $623,916

SleEl-[-Wvare



Consumer -----===---- == [FIEMHE LR m==m==mer oo + Management ----------------- + CEO

( “I think it’s...” )

2 A - 40%
@ (“canyouhois ) 8©8 ng d4zgy/ % &

( Univ. of MSU ) spent
answering
questions
Experience Execution Strategy
«  Lack of confidence «  Exceptions «  Growth
- Frustration 22X *  Risk/Accuracy . Efficiency
«  Turnover with a *  Train/Retrain «  Experience
*  Multiple Versions of Truth merger or + Delayed Initiatives
* Inconsistency conversion
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Poll / Offers

Complimentary Digital Self-
Service Assessment

Complimentary Employee
Empowerment Assessment

Learning more about
Engageware



e
Offers

Complimentary Digital Complimentary Employee
Self-Service Assessment Empowerment Assessment
« Assessment of current paink « Assessment of current paink
points, including visuals points, including visuals
« Analysis of current « Analysis of current
consumer experience employee experience and
- Best practices for success Impacts on productivity/CX
from a technology and » Best practices for success
content perspective from a technology and
« Business impact content perspective
assessment with ROI * Business impact
calculator assessment with ROI
calculator

Engage [EIG
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Questions?

Al Rosenbaum, VP of DJ Haskins, Marketing
Customer Success
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Engage V&1

Thank you.

) 978.654.6800
@ engageware.com

= sales@engageware.com

CONNECT WITH US



