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SOLUTIONS

CLIENT SERVICES NEW'S

WE ARE OFFICIALLY LIVE WITH OUR NEW PHONE SYSTEM: CXONE!

We're pleased to report that the rollout of CXone across Launch inbound
N'IC'E customer service operations has been a success. This milestone represents a
CXone sign!ficont stgp forward in our shared commitment to delivering exceptional

service experiences.

As with any enterprise-level transformation, we've identified a few areas for

refinement—particularly within call flow design—and we’re actively addressing these
to ensure optimal performance. Importantly, any critical issues were resolved quickly
and with minimal disruption.

Looking ahead, our focus is twofold: first, to ensure continued platform stability, and
second, to begin introducing enhancements that will further elevate the customer
experience. These include innovations aimed at improving containment, streamlining
interactions, and enabling more personalized service delivery.

COLLECTIONS, COLLECTIONS! READ ALL ABOUTIT!

A letter from our collections leaders Brett McConnell and Steve Crawford:

Dear Clients,

In the world of collections, one truth remains consistent: not all customers respond to
outreach efforts — and that’s okay. While our teams work diligently to engage every
account, it's important to recognize the factors that influence responsiveness and how
we adapt our strategies accordingly.

Why Some Customers Don’t Respond

e Financial Hardship: Some customers may be unable to pay and avoid
communication out of stress or fear.

e Contact Fatigue: Repeated outreach can lead to disengagement if not
personalized or timed effectively.

e Outdated Contact Info: Inaccurate data can prevent messages from reaching the
right person.

e Customer Perception: If outreach feels impersonal or aggressive, customers may
choose not to engage.




What We're Doing About It

e Segmentation: We prioritize accounts based on likelihood to respond and pay.

¢ Omnichannel Outreach: Using SMS, email, and self-service portals alongside calls
to meet customers where they are.

e Behavioral Insights: Leveraging data to understand when and how customers
prefer to engage.

e Respectful Persistence: Balancing frequency with empathy to maintain trust and
compliance.

What Success Looks Like

Success isn't just about reaching every customer — it's about maximizing recovery
while maintaining positive relationships. By focusing on quality outreach and strategic
targeting, we ensure that every effort counts.

Thank you for your continued partnership. If you have questions or would like to explore
how we tailor outreach strategies for your portfolio, we're here to help.

— The Collections Team

BORROWER ENGAGEMENT MODEL ENHANCEMENTS FOR
IMPROVED PREDICTION AND RESOURCE ALLOCATION

We continue to enhance and refine the Borrower Engagement Model. Right now, we
are focusing on Solar and have incorporated:

New data points such as RFD, Zendesk Complaints and promo data

Latest historical data for improved accuracy

Refined business filtering logic to better align with operational requirements
Advanced derived features that capture borrower behavior patterns and

communication effectiveness

Business Impact
« Better identification of engaged borrowers: 91.4% vs 77.1% (captures 14% more
opportunities)
 Higher precision in predictions: 94.4% vs 82.8% (fewer wasted outreach efforts)
e Improved resource allocation through more accurate risk segmentation

We will be working in Q1 2026 to incorporate this into our collection efforts and
communicate with clients what that means for your accounts, collection cadence
and results!




TUNE IN TO OUR EXCLUSIVE INTERVIEW!

We sat down with Chris Speetzen, VP of Recovery Management,
to dive into the world of post-default collections. Discover the
strategies, insights, and behind-the-scenes expertise that
keep the recovery process hitting all the right notes.

T

Here is the full interview spotlighting how we're setting a new tempo in collections!

Question: What is your current recovery rate compared to previous periods?

Chris: Various products liquidate at various rates. In the current environment we are
seeing liquidity decrease due to consumer finances being stretched. To combat this
trend, we are seeing higher payer rates and putting more consumers on payment
plans rather than getting the full balance or a settlement in full. The current
government shutdown could affect collections negatively and increase
delinquencies. The resumption of loan repayments on federal student loans following
the pandemic-era pause has negatively affected liquidation rates. There are 9.6
million student loan borrowers who are past due on their payments (Over $200 Billion
is owed).

Question: Are there any trends in delinquency or default rates that you’ve noticed
recently?

Chris: As of mid-to-late 2025, delinquency rates for many credit products are rising
or holding at elevated levels, approaching, or surpassing pre-pandemic rates.
However, the pace of growth for some delinquencies is slowing, and rates vary
significantly depending on the loan type and borrower risk level.

Question: What strategies have been most effective in improving collection rates
on the post-default side?

Chris: Omnichannel collections has changed the game. Many consumers won't
respond to phone calls so texting, e-mailing and voice-mail drops are the key to
getting a consumer’s attention. As are physical letters. Also - empathy increases
collections by improving customer cooperation, leading to higher payment rates, and
fostering loyalty. When debt collectors approach customers with understanding, they
are more likely to build trust, negotiate effective payment plans, and improve brand
reputation.

Question: What tools or resources would help you improve collection
performance?

Chris: All our 3rd party collection partners are working through the kinks in Al. It will
eventually be a game-changer when it comes to increasing recovery rates, lower
operating costs and increasing customer satisfaction and engagement.

Question: Are there any process changes you believe could reduce delinquency
rates?

Chris: Lower settlement thresholds for the agencies for various business lines could
help bring in cash more quickly.



COMING SOON!

We're thrilled to announce a new way for your voice to be heard! Soon, you'll start
seeing Client Satisfaction Surveys on tickets submitted to the Client Services emaiil
box.

Your feedback matters—it helps us celebrate what's working and improve where
needed. Every response makes a difference in shaping the service you deserve.

Be on the lookout and let us know how we're doing! Together, we can keep raising the
bar for excellence.

AUDIT REQUESTS = IMPORTANT REMINDER

We want to remind you that clients have access to the Launch System, which
provides the information needed for routine inquiries and audit requests. If the data
you require is available within the system, we strongly encourage you to utilize these
resources first.

Leveraging the system ensures faster access to accurate information, minimizes
delays, and helps maintain efficiency for both your team and ours. By using the tools

available, we can reduce unnecessary back-and-forth and keep processes
streamlined.

Thank you for partnering with us to make audits as smooth and efficient as possible!

@ CLIENT FEEDBACK

** [we] had a fantastic visit to Sioux Falls.. we
were blown away by the improvements
and enhancements [regarding Al] that e

have occurred in the past year.... Very N = Ccostume
exciting stuff that will blow away the LNV
competition. ««

Sioux Falls
Team
Halloween

As the holidays approach, we want to express our heartfelt gratitude for each of you.
Your trust in us to care for your accounts means the world, and we're truly thankful to
be part of your journey.

Below are our upcoming holiday closures. We hope your season is filled with peace,
laughter, and celebration!
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