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PREMIER Bankcard

Modernizing Service
at PREMIER Bankcard:

From Onboarding to Disputes and Beyond

2025 Experian Vision Award Winner for Excellence in Innovation




“There are two times to make the level of investment
PREMIER is making in its business

The first is when you're investing in the fut

The other is when you have concern
and it becomes

Be the for



Winner of the 2025 Experian
Vision Awa rd for Innovation. “Premier Bankcard has staked it's claim as the most

innovative financial services company in America”
- Steve Rufino, SVP at Experian

PREMIER Bankcard

A leader in the non-prime credit card
market for 30+ years.

Transformation IS...
...People, Process & Technology

Transformation IS NOT...
.. An IT project
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Five (5) Keys to Transformation

Know the Problem You Are Solving
 Build strategy to outcomes

Be Audacious & Ambitious
» Go Big! All change is hard

People, Process & Technology
« '‘PEOPLE' are the most complex

Partners v. Vendors
« The difference is critical

Define Success
* It only counts if you can count it

‘ Copyright image Apple TV, Ted Lasso 5



Know the Problem

More competition entered our market
in the_past 5 years than in the previous
25 years combined...

Market Shift from ‘Access’ to ‘Convenience’
» Credit stressed consumers have more choices than ever

Post COVID Credit
 COVID inflated credit scores; The air is out of that balloon

Simple & Easy

* Your customers’ best experience anywhere is their
expectation everywhere

Technology Moved to the Cloud

» Perpetual licenses are now streaming subscriptions

Agentic Al... is Different

* Only lifeguards and bartenders are safe...
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The Pace of Change
has Changed
The Internet - 14 Years Chat GPT - 36 Months

2026
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Agentic Al is scaling faster than previous enterprise tech, with 65% of
companies expecting to fully deploy agents within two years (24 Months)

Zsb
Source: Agentic Al IDC Study; Funded by AWS 7



Audacious & Ambitious

To remain a market leader,
PREMIER needed to modernize...
EVERYTHING
Account Opening

Online Account Opening, A/B testing & Customer life-cycle
management

Scalable Intelligence
Intelligent offers, automated underwriting & fraud controls

Engagement

IVR, intelligent call routing, skills management & outbound
call dialing

Pega is the Customer System of Record

EVERY interaction, Al Powered workflow automation &
agentic agent desktop

Payment & Transaction System of Record
Core system for payment and transaction system of record

Integrations
AP| gateway
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Equivalent but now i
Case Types g Equivalent to
16% Current
47%

PEGA Minimum Viable Scope

Enhanced
16%

50%+ Improvement Across the Board

Customer Service \

. New Capability
Collections 21%

Disputes
ACDV Featu res Equivalent to Current New Capability

42%

19%
Doc Management
Web/Mobile
Payments

Onboarding

Enhanced
39% °




Transforming 30 Years in 20 Months

The current rate of change in technology means a, “Low and Slow” strategy will not keep pace

2024 2025 | 2026 GV
l
l
Contracts -

Annua! Partner Signed Work I 'S!:at:ted’ Golive 15t Migration Final
Strategic Kickoff Work Continued Limited New 30% Migration
Planning —— | UAT Customers g

l
l

JULY SEPT JAN DEC MAR AUG SEPT NOV



4 are‘

Against You
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How Can You Succeed?

Employee Win Hearts
Engagement & Minds
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Have a
Complete Plan



People, Process & Technology

People are the most complex

Tone at the Top

Executives from the CEO down must be aligned

Change Communication

Pod Cast, 1 Minute, Partner Interviews, Staff Surveys

Simple & Easy

Anchor communication a clear ‘North Star’

Get Everyone Involved

Exco, SteerCo, ‘Trinity’, Post-it-Note Process Mapping,
UAT Testing, Pega Simulators

Progress is Nonlinear

Managing change is not straight forward, it's vital to give
people permission to be feel frustrated... but to then
make them responsible for a solution
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OPTIMISM

PESSIMISM

EMOTIONAL CYCLE OF CHANGE

(1) UNINFORMED SUCCESS!
) OPTIMISM
INFORMED
OPTIMISM
b VALLEY

OF DESPAIR
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Communicate...
Communicate...
Communicate...

Staff Surveys

One Minute with Marshall: Malissa Tille
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PREMIER One Launch Day One Minute Updates
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artner Interviews
&

Simple & Easy Pod Cast



Partners v. Vendors

You need both, but the difference matters
You can never outsource your business.

and the mechanics of a strong partnership
are critical to everyone's success

Vendors

Provide transactional, short-term products or
services based on a contract wi wIO
Partners

Are strategic, long-term collaborators invested in
your business success

2 2
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Measure Success

It only counts if you can count it... Select Target Benefits Cost

. . Reduction
Operational Efficiency
Process automation at scale delivers material savings

Customer Service
* Increase FCR with single system providing full 360
* Reduce AHT with automated data capture, knowledge 20-25%

Improved Customer Experience search, and wrap-up ,
Fewer mistakes make for a better customer experience - fzidiige calll vellme B EEEe) Sel tEryitE

» Reduced AHT with optimized prioritization & routing 15-20%
Vendor Consolidation * Reduce call volume with enhanced self-service 0
Simplified technology stack, configurations and low-code Retention
increase flexibility and reduce technical debt « Reduce AHT through improved call handling & real-

time email automation 10-15%

Staff Proficiency

Disputes
* Reduce AHT through automated transfer &

interaction summarization -
Increased Speed to Market * Increased bac-office productivity through integrated 15-20%

Quality & Feature delivery materially improved SRR Precessing

Reducing the time from hire to proficiency is huge

Zsb
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Measure Success

It only counts if you can count it...

Operational Efficiency
Process automation at scale delivers material savings

Improved Customer Experience
Fewer mistakes make for a better customer experience
and fewer audit findings

Vendor Consolidation
Simplified technology stack, configurations and low-code
increase flexibility and reduce technical debt

Staff Proficiency
Reducing the time from hire to proficiency is huge

Increased Speed to Market
Quality & Feature delivery materially improved
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3YR Look Back
Based on my prior experience

¥ s ¢ x >
£ ROl A\ Rol 7 . e
LI N R Pega Benefits Realization
Days Between Major Releases Days between releases has been reduced by
. Il In 2022, Pega automation has 5 000
: 360 o savedoperational departments )
' A) Hours per-se
Hours/month Hoursfmonth
560 e 135 80 =
L) days implemented per release — Hours/mnth
89 davs bug fires, new features, enhancements Wires E Fraud s
Bulvinaun
Major Releases # of tems Implemented 1) Pega -
400 . .
Vendor Consolidation
300

Cost Savings
200
10 Prmless'\una\ $3503.112 -~ Avoka Licenses S5/U000
0 Services 81

July-18 July-19 July-20 July-21 Total  $7,167,5%6 L Total  $12,447,847

Datathrough 2020 - June 30, 2022
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