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Key Questions ...

> Who would like to save $15MM?

> Who would like to service customers 20% more efficiently and effectively?

> Who here has mapped processes at the employee level (Not Just
Conceptually)?

> Who has the ability to know the variances between the employees?
> How many people here have experienced — “Once and done™?

> How many people here have found it a challenge to gather data across
Multiple locations?

> STEREOLOGIC WILL HELP YOU TO DISCOVER YOUR PROCESSES IN
REAL TIME AND ACCOMPLISH THESE GOALS
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Case Study: Pitney Bowes Inc.

Call Center Service Acceleration and Improvement

Challenge: Improve Customer Satisfaction in a very short period of time

In just 2 weeks after deploying SterecLOGIC, the team has revealed the
Average Wasted Time of 43.5% and Average Error Rate of 20%.

Their impact on the current Cost of Transaction was estimated

s PB has been using
s [ StereoLOGIC for 6
S50 ‘h .b B " 3Ell vears in 7 countries
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| Current Transaction Cost 51234 5618 %410

|l Potentizl Transaction Co st G678 5366 228

Achievements: + Cut the customer service response time by 56%
* Reduced the error rates (errors in servicing customers) from 20% to ~0%

* 8 consecutive months above 65% NSAT (Global Corporate Target for
Customer Satisfaction — first team to achieve globally)

* Reduced the operational cost by 30%

2= pitneyBowes

Senior Manager, North America Call Centre Operations.
“The results we got with StereoLOGIC are very impressive!”
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Case Study: Large North-American Mortgage Insurance

Compan

Measurement, standardization and documentation of Mortgage
Insurance Processes

CHALLENGE:

Streamlining of Appraisals, Underwriting and Claims processes in a short period of time

SOLUTION:

The company has introduced StereoLOGIC Process Analytics ® automated
solution, that allowed:

— Non-intrusive documentation of employee processes and Standard Operating Procedures
— Measurement and Comparison of employee performance

— Detection of process inefficiencies and delays in production environment
RESULTS:

33.6 % process efficiency gain in less than 3 months
* Processes have been standardized and documented:

Scott Gorman, SVP Operations:

“The results that | get from StereoLOGIC make it one of the most successful projects
that | ever had"
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Case Study: Large North-American Bank

Replacement of multiple legacy origination systems with
one consolidated system (Pega).

Challenge: Post-Transformation Stabilization

» Despite intensive testing and Branch Piloting of new Origination Platform, a
number of errors and system delays arise in production

» Processes are not stabilized and employees waste time on workarounds and
waiting for systems response - this negatively impacts customers experience.

Solution: * In 2016 the Bank has introduced a new approach to improving customer
and employee experience by implementing StereoLOGIC Process
Analytics ®
» StereoLOGIC has allowed to define standard processes and to detect
process deviations and errors at branches in real time.
Results: .

Accelerated Customer Services by 22.5% and Reduced Errors and Delays
by 95% in less than 6 months

« $15MM operational savings across all branches
Senior Director, Technology and Operations:
“‘StereoLOGIC enables us to see what's actually going on in production”
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East West Bank

Jen S. Li., Ph. D.
First Vice President Process
Design,
East West Bank
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Business Process
Management Reality

Process
Arltomation

Process Process
Niscovery Improvement

|

Business Process Management Platform
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Process Discovery and Improvement Project

with Stereoloqic Process Analvtics

Goal: To accelerate Processes Improvement

Baseline processes and time

Standard operating procedures

Control that all processes’ steps are performed

Measurement of time spent on each step

|dentify inefficiencies, potential points for improvement and automation

Project Time Frame and Processes - 1 week + 3 weeks extension
® People resource used: 1 week + 1.5 weeks extension
® Employees recorded: ~10
® 6 types of processes were analyzed:
® CTR - Cash Transactions Reporting
® Non-Post
® Non-Post — Branch Validation
® Funding
® Onboarding
® Documents production

Post Project — 3 additional months
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Project Results

® Documented baseline comprising of several sub processes

® Time measurement of key steps within the process

® Time to resolve each transaction within a single process instance
Non-Post and Branch Validation Processes

® Detected inefficiencies and potential savings — up to 60%
Funding and Onboarding Processes

® Detected inefficiencies and potential savings — up to 40%

Documents Production Process (HELOC Processes)

® List of data fields transferred between applications
® Time wasted on transferring data fields between applications
® Detected inefficiencies and potential savings — up to 33%

Cash Transaction Reporting:

® Create Desktop Procedure within one week — improvement from months and
multiple resources

® Uncover additional improvement opportunities — use Calculator to verify
Excel Spreadsheet Results
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Increased Operational Excellence Capacity 6X

Business Process
Management

Process Process Proces.s
Discovery Improvement Automation

| | Business Process Management Platform I
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> ‘
Fazal Husain, MBA, CPA,
CISA

Director of Enterprise Solutions
Services

City of Toronto

—
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Toronto workforce of 1.4 million today, Toronto employs 30% of Canada’s

1.66 million jobs projected by 2031 Information Communication

- City of Toronto, City Planning Technology Workforce
- Toronto Workforce Innovation Group

4th Largest City
in North America

Generates 20% of
Canadian GDP

~
St

t  3.19 million people

. ; GTA makes up 25% of
inToronto by 2031

Canada’s Population

9o

> \\ - City of Toronto, City Planning
World Class Diversity & Talent ‘\ \
SR
~<) \

140+ languages

230+ ethnic origins
- City of Toronto, 2011
MNational Household

Survey Statistics Canada
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Gartners Advice:

* There are at least 20 tools labeling themselves as having robotic process
automation (RPA)-style functionality. There is lack of clarity between types
of automation tools and which tool should be used in which circumstance.

 Most RPA tools vendors do not have an implementation division to
deploy RPA, and are working with consultants, system integrators
and/or BPO providers.

» Massive proliferation of automation and artificial intelligence (Al) vendors
and tools will continue.

* Itis challenging to identify exactly what each of the RPA tools does, and
in which scenarios each tool makes sense in contrast to other software or
Al tools.

» Organizations should not hope that one RPA tool will solve all of
their automation needs.

» |t is a steep learning curve to establish which tools provide which
services, and more importantly, what functionality an organization
needs.
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I Why we chose StereoLOGIC

PR
Vendors ; Sof?ware - Neebula Open : Process
StereolLogic Lexmark Systems — |Software AG Advizor
. . Process . Connect Gold
Functionality ATENEa ServiceNow

No — Solution | No — Solution
is dependent | is dependent
on Salesforce | on full BPMS

No — Solution

Foundational and Platform focuses only

Not specified | Not specified | Not specified | Not specified

IT
Independence as a implementatio on
. processes
foundation n
Business Process / \/ / / / / /
Repository
Data

Business Process Not specified | Not specified | Not specified | Yes—ARIS | Not specified | V/Sualization | Yes —non

Visualization not process standard

visualization

BPMN International
Standard Format

x Not specified x x x x x

Specific to

reporting on /
Process Measurement and Related to o and \/ x \/
Not specified

Analysis Salesforce addressing
technical

SIS NN S

incidents
Business Process
Documentation

X | % | X |l X | K e
: automated
Generation

<
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Process to Automate Processes

s Assess if the process adds value to the business
sDefine the inputs the decision and the outputs
Identify e|dentify people and systems involved in the process
Process sBaseline process (i) Steps (ii) Resources (iii) Time

Identify sidentify repetitive and redundant steps in the process

ol eldentify manual steps that add zero value to the end results of the process
es for
Automation

*Design automation via code, connectivity, to eliminate process step
* Assess process improvements (i) Steps (ii) Resources (iii) Time

StereolLOGIC

sImplementation assessment did we achieve the As Designed process

Implement sMeasure the (i) Steps (ii) Resources (iii) Time

Automated
Process

* Periodic assessment to ensure we continue to incur the benefits of the automation

Sustain
process
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East West Bank

Stan Passov
SVP Product, StereoLOGIC
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StereoLOGIC: Rapid Customer Experience Diagnostics & Improvement

2. Extracts
: Processes
1. I\/Ionl_tors and reveals errors i N s
Operations ‘ - SoT

>
f‘ HHHHH

l Back Office

Customer Service
/ Call Centers

3. Measures &
Streamlines

\\\\\

s 4. Controls

and stabilizes

mmmmmm
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Process Documentation & SOP Documents

Detailed Process

Step-by-step

Map

Screens for Each Step

R1_Fa_RECORDINGS

1. Client Offers-5 - SCREEN SECTION

R1_F&_RECORDINGS

Training Manual

Rl FA_RECORDINGS

1. Client Offers-5 Seorchior
lient

BASIC FLOW
1.1 Start
1.2 Search for Client
See Screens
1.3 Client Found.? MO {BF}
1.4 Create Client
See Screens
1.5Fill in Client Narme Details
Sog Screens

1.6 Fil in Demographics

Client Offers-5 1

O {BF}

Fill in Client
Mame Details

Client Offers-5 1

Complete
See Screens Occupation
and

1.7 Fill in Address Section Educstion [T Summary

See Screens

View Client

Review Review Edit

Informatian || occupation | Jselect clieney | REfe ||
Frovide: an; refolio o ;:"‘
with Client Education ortrelio

1.8 Enter Contact Information

See Screens
1.9 Address Werification QOccurs - Select Recommendation
See Screens

1.10 Complete Occupation and Education Details and Save

PAGE 2 OF 128

Banko

Wikoren | Co Semch | Wy Erne | by W

- pemses was
et e Bacommadaon  Ocgacion

) e emon oot vt st b s

-

[ Pwasa | Porsonal Chauing Acooust
vt P

PAGE 17 OF 126

See Screens

1.11 View Client Summary

Gee Soreens

PAGE 10 OF 126 6
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Employee / Process Performance Measurement Re

Employee Performance Report: Client Services

Reporting Period:  February D1 2016 15:52:05 - Fehmuary 01 2016 18:10:15
Net Process | Gross Process

Employee ID Start Type Case Type Process Start Time Process End Time Time: Time: Time Score
ihh:mm:ss) {hh:mm:ss)

Diagnostics =

1. Time per task

Accuracy Compliance /
Score M i Steps

2. Start and End time for

Open Sales Ahandaon the

Jjsmith Update Client Info, Billing February 01 2016 16:11:54 February 01 2016 16:11:58 00:00:04 00:00:04 N/A 1] Update Billing Info
Force Case Case
"
eac h taS k jsmith O Sels (Ul e i, ENE) February 01 2016 16:13:54  February 01 2016 16:21:% 00.07:42 00.07:42 100 IR 50 it Sty
Force Case Shipping Resalved Info
r
sign 100
3. Time for each sub Transactions by Employee Report —
- est 100
. . Reporting Period: Decernber 01 2015 08:33:48 - December 03 2015 15:07:32 Transactions by Employee ved
actlvlty Process Name: Client Services 25.00 23.00 20,00 23.00 <t il
Total Transactions Completed: 135 = 160000 lved
Average Timing (hh:mm:ss): 00:05:11 est 100
A Standard Deviati 00:04:40 hved
4. Min., Max. and
. 100
. hved
Ave rag e tl m e 0 tshaw epoe bmurray grivas owilson  tlee aakshani jsmith
. est
ved 100

Fastest and Slowest Instance h the Update Shipping

« Per Employee - Employo 1d : e
104325 jsmith 142407 150732

o Per Process 000020 cwllson 11:48:35 11:48:56

00:50:24

Min., Max. and Ave. Time by Employee

5. Detailed activity log e

00:28:45 W in Time

maverage Time

00:21:36
W Max Time

00:14:24

00:07:12 T T

00:00:00

shaw epoe dmurray grivas cwilson tiee aakshani Jamith Total

Min., Max. and Average Time by Employee

tshaw 18.00 00:00:55 00:11:08 00:04:45 00:02:28
epoe 23.00 00:00:53 00:12:39 00:04:00 00:03:02
dmurray 16.00 00:00:51 00:08:37 00:03.02 00:01:368
grivas 14.00 00:01:52 00:18:29 00:05:41 00:04:09
cwilson 20.00 00:00:20 00:10:14 00:04:24 00:03:02
tlee 7.00 00:03:50 00:11:53 00:06:30 00:03:18
aakshani 14.00 00:00:55 00:10:55 00:04:22 00:02:49
jsmith 23.00 00:01:35 00:43:25 00:08:43 00:08:26
Total 135.00 00:00:20 00:43:25 00:05:11 00:04:40
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Employee Workday Analysis Report

Number of Total Time Total Time
Employee Task

Instances (hh:mm:ss) (%)
Partial RFI 23 2:20:45 34.54%
Full RFI 6 1:49:25 26.85%
Search / Clean up - Deal review 3 0:20:12 4.96%
Partial RFI - docs attached 7 1:09:54 17.15%
Inbox Sorting 17 0:17:42 4.34%
Unrelated Actions 2 0:13:06 3.21%
Additional Info 3 0:09:42 2.38%
Create a Statement 4 0:09:31 2.34%
Elevation 5 0:07:48 1.91%
Duplicate Fax 1 0:04:59 1.22%
Other 1 0:02:55 0.71%
Request for Statement Authorization 1 0:01:31 0.37%
TOTAL 73 6:47:31 100.00%

Day 1 - Task Time Distribution

& Partial RFI
& Full RFI
Search / Clean up - Deal review
i« Partial RFI - docs attached
& Inbox Sorting

26.85%

& Unrelated Actions
& Additional Info
« Create A Statement
Elevation
= Duplicate Fax
& Other
& Request for Statement Authorization

2.34% 3.21%

> lOgIC  ©2017. StereoLOGIC Ltd.



Conclusion

> Non-intrusive, installation in 1 day, results during the 1t week

> Mortgage Insurance Company: 33.6 % process efficiency gain

> Large Canadian Bank: 22.5% customer service acceleration, 15 MM
savings

> Pitney Bowes: 56% customer service acceleration , 30% FTE savings

> US Insurance Company, over 20,000 employees: 88% time savings for
process improvement work

> Departments of Labor - US Western States: 5X acceleration of process
analysis, $ 1.5 M transformation project cost savings.
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How It was done

Approach: Detection of business process issues in real time with StereoLOGIC

StereoLOGIC Process Analytics automatically discovers and maps hundreds of
business processes performed by employees, measures process time and provides the
information about process errors and delays in real time.

« Employee monitoring and measurement of performance in selected branches
« Automated detection of system and Users Errors and Delays
« Automated generation of Reproduction Scenarios :
* Detailed Process Flow
» User Activity / Time when and where the Error occurred
« Screenshots for all Errors and Delays
« Continuous measurement of Customer Experience

Examples of Daily Reports Provided by StereoLOGIC:

ERRORS: Monday, February 22, 2016 DELAYS: Monday, February 22, 2016

120 250
100 200
80
50

an
W Yersion 2 50 mYersion 2
20

p— 0

# pplication  # Human #5Systern  # Total Erarrs # Detected Delays  # Critical Delays
Etrars Etrars Exceptions I= 7 sec]
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