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What do you want to do?

Buy a home Refinance your mortgage Tap into your home's equity Manage your accounts
Get the tools and advice for the Lower payments, pay off sooner or To access the cash you need, see Explore tools to help manage both
journey to your new front door. cash out existing equity in your home.  which finance option is best for you.  your mortgage and home equity
accounts.
Learn more Learn more Learn more Learn more

Start online Start online Apply online Manage
accounts




1:04+ all = @)

& rocketaccount.com

Already have a Rocket Account with one of our
sister companies? Sign in instead.

ROCKET ROCKET HQ RQCKET

Mortgage

by Guicken Loons

Chat with us - X

First Name

QuickenLoans |

Let's go over a few things so we
can connect you with a Home Loan
Expert who will help you get
started with your new loan.

Last Name

Email Address

Your email address will be your username. What is '1.|'.|:||_|r name?? {Please do not
Password include any special characters in
our name) *
& Y )
Retype Password Enter text here
> @ Complete the required field

What is your email address?

i
Create My Rocket Account

rifer ¥ han
Need help? Talk to Us E iter text here

Terms of Use -
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iMessage
Sat, Sep 14, 12:32 PM

Hey Edward,

This is Nik with Homeside Financial/
Lower.com, | hope all is well! | am
reaching out to you as we closed a
loan for you recently and you are
now eligible for a no lender cost
refinance due to our "Free Refi for
Life" program we are running for
former borrowers. We are able to
combine both of your loans into 1
that has a fixed rate and should be
much lower than both rates that you
currently have. Give me a good time
to reach out to you so | can explain
more in detail and see what you
think.

Thanks!

I'm very interested. Feel free to call
me to discuss.on Monday

Absolutely, is there a particular time
on monday that would work best?

Sat, Sep 14, 2:21 PM

9 am work?

Delivered

Sounds great!
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Around the globe, 96% of consumers say customer service is an important

factor in their choice of loyalty to a brand. -Microsoft

85 By 2020, more than all data analytics
projects will relate to an aspect of
customer experience. - Gartner

5 of organizations agree A moderate improvement in CX would impact the revenue of
traditional experiences no a typical $1 billion company an average of $775 million

: over three years. - Temkin Grou
longer satisfy customers y P
- Accenture
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762 OF CONSUMERS HERHES
EXPECT COMPANIES TO
UNDERSTAND THEIR NEEDS

AND EXPECTATIONS.
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Source: Salesforce (2019)









HOW LONG DOES IT TAKE TO HIT 50 MILLION USERS?
The impact of the shift to digital, and the power of network effects.

Airlines % 68

Automobile [ . 62
Telephone | T 50
Electricity | . 46
Credit Card | 28
Television |- 22
ATMs | 18 m Years
Computers [N 14
Mobile Phones [N 12
Internet |G 7

Facebook [ 3

WeChat : 1
10 20 30 40 50 60 70 80

Source: Visualcapitalist.com
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Official Transcript

Perceptive Content Viewer - Workflow - [Page 1] =

Prepared for: University of Kansas on 07/03/2012
DID#:

Docufide Student |
Student SSN:

| | { .
\/
Adodut X wemnn

Leslie Quinn, Registrar

OFFICIAL)

Page 1 of 2
—
Student Name:
Student ID: 00
Student SSN: *
Date of Birth
-

Credit-Undergraduate
Degree/Certificate Awarded
Course Level Credn-Ungergracuate
Subj No. Course Title Cred Grd Pts R
Credit Spring 2011
= Comp: F 0.00 E
4 PuDic Speaking (+} 3.00
Enrs: 3.00 GPA-HM: 3.00 QPts: 3.00
Credit Fall 2011
HIST 125 West Civ: Rdge/Discussions | W
HPER 200 First Aid and CPR B
S 2 ]
Ehrs: 8.00 GPA-HM: 8.00 GQPts: 21.00
Credit Spring 2012
Human Anatomy o
Compostion | 3.00 ¢ 1
Weight Training (Beginning 1.00 ]
MATH 171 College Aigesra c
PSYC 120 Psyenoiogy )
Enhrs: 14.00 GPA-Hrs: 1400 QPts: 22.00 GPA: 1.57
Work in Progress
Subj No Course Title Cred
Credit Fall 2012
BICL 140 400
1.00
3.00
3.00
3.00
In Progress Credits: 14.00
Undergraduate Transcript Totals
Earned Hrs GpaHrs Points GPA
TOTAL INSTITUTION 25.00 25.00 46.00 1.84

Forms 2 x

e

Select a fom Transcript v

Institution Information

Institution ID
[181675
Name Phone

Address

Student Information

Student ID
[100119
Last Name Eirst Name Middle

Address
[5112 Stearns St
Cit State z

SSN DOB ooy Phone

Academic Summary

Cumulative GPA @ox,

[1.84
Degree Program Major

{ | \

Award Date pawoorryy

STP-N-Z(TP-(C Page 1 of 1



-2 o -- OnBase Studio

AW Home Workflow Life Cycle WorkView Unity Scripts Unity Integrations Integration Services Notifications Capture Process Design Format
o
m! Application Menu
RS fecess elo: apons, > to Bring to ) Horizontal Vertical

troubleshooting, and ) Front
administration.

Repositories e AP - Invoice Processing | AP - Vendor Invoices (Active) | Start Page ¥ X | Properties o

T |
(I} OnBase - MANAGER = - - u Display Object(1) ID: 1684
httor//locahast/a x | Evaluation Accounts Payable Post to ERP E -
Created 12/11/2017 4:06:53 PM (MANAGER)
Integration Services Notifications Capture Process Modified 12/11/2017 4:06:53 PM (MANAGER)

Workflow WorkView Unity Integrations —_—
Evaluation Invoice Exceptions Purchasing {Line It.. Action Type

: —_— L Display WorkView Object
@ AP - Invoice Approval Management General | Documentation
E‘j AP - Invoice Eform Processing

4 E;éP - Invoice Processing * Object Display Option

¥ Initial * Display in New Window
i Evaluation ™ Sencne Rosials O Cpur;/ent Item
4 ["| Invoice Review (GL Coding) * Get Object ID from Property
System Work
4 Ad Hoc User Tasks
Edit/View Distribution
4 |4 Display Distribution v
Filter Rules Invoice Review (GL...
4 ? Find Related Items — Class
4 [Z] OnTrue
119 Display Object(1) Selecting a specific class to help identify the object is optional but safer.
£J On False
? Find Related Non-PO Invoice Object
@ Submit for Approval y
Qg Submit for Multiple Approval Rejected
)é Reject
% Needs Review
% Send to Exceptions
Timers
Transitions

From Specific Class (optional)

Application

@ Invoice Approval *

fo .

22 Multiple Approvers *
o 2 %

Y Review

52 Missing Vendor *
A\ Invoice Exceptions
[1] Purchasing (Line Item Matching) *
LX] Rejected *

(O Pending Post to ERP *

(3 Sentto ERP *

*

© Awaiting Vendor Response *
o

. AP - Purchase Requisition
APP1 - Job Applicant Screening
5, APP2 - Job Applicant Interviewing
fz) APP3 - Offer Letter Use Scoped Property Bag

ADDA - Annlicatinn Hald [] Disable [ ] Enable Debug Breakpoint [_| Log Execution

Doctor Results | Output | References | Values and Local Data Build Results

Ready (Il OnBase - MANAGER (http://localhost/appserver/service.asmx)

o ™ " % 9 € o -» AT B










Hey Sirl...
who won the 1967 Super Bowl?




The 1967 National Football League Championship Game was the
35th NFL championship, played on December 31 at Lambeau Field
in Green Bay, Wisconsin. It determined the NFLs champion, which
met the AFLs champion in Super Bowl Il, then formally referred to as
the second AFL-NFL World Championship Game. Wikipedia

Date: nor‘onnl-\,-\, 21 10”7

Champion: Green Bay Packers

Location: Lambeau Field, Green Bay, WI
Favorite: Packers by 6%z
Stadium: Lambeau Field

Referee: Norm Schachter




Hey Siri...

Show me the biggest signature on the
declaration of independence.
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SHIFT IN CUSTOMER EXPECTATIONS

Historicali,y, customers have excepted basics like quality services
and fair pricing — but modern customers have much higher
expecigiions, such as proactiveservice, personalizgd interactions,
and g@fipected experiences across channels. - Salesforce



Customer Expectations

 More than half of consumers expect a response from customer service within an hour,
even on weekends.

» 33% of consumers who ended their relationship with a company last year did so
because the experience wasn’t personalized enough.

* 90% of consumers expect companies to have an online portal for customer service.
» 53% of people will abandon a mobile site if it takes longer than three seconds to load.

» 72% of customers expect companies to know their purchase history regardless of
what method of communication they used, such as chat, phone or email.

» The top reason customers switch brands is because they feel unappreciated s

..4.

(

» 80% of customers say they are more likely to do business with a company-if |t ‘
personalized experiences.
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SERVES UP

A0V uva i

GUOUGLE

CONDUCTS

USERS TAKE ¢

INSTAGRAM

USERS POST

STORIES

USERS SEND

511,200

188,000,000

EMAILS ARE SENT

3162 037/ 9779 | 1389 \ 44 .
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Source: DOMO (2019)
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Research shows that since 2000, 52% of companies In
the Fortune 500 have either gone bankrupt, been
acquired, or ceased to exist as a result of digital
disruption. The collision of the physical and digital
worlds has affected every dimension of society,
commerce, enterprises, and individuals.

Digital transformation forces wholesale change to the
foundations of an enterprise — from its operating model
to Its infrastructure, what it sells, and to whom and how.

Source: Harvard Business Review (2017)



Nine in ten insurers fear Margin pressure and loss of Innovation drivers: new Little responsiveness to

losing part of their business to market share are top FinTech- customer needs and deeper emerging innovation waves -
FinTechs related threats risk insights insurers focus on commonly
adopted trends

Insurers are closing existing Three in four industry players Cooperation with FinTechs is

gaps around customer (74%) acknowledge ongoing key to connect management

centricity and digital channels disruption; most are dealing cultures and bridge gaps over
with FinTechs at different regulatory and IT concerns
levels

Source: PWC (2016)









DIGITAL TRANSFORMATION AND ARTIFICIAL INTELLIGENCE
MOST POWERFUL BUSINESS DISRUPTORS

70%

Perceived Disruptive Forces

60%

60%

45%
50%

35%

40%

19%

30%

18%

14% 20% -

14%
10% -

al Terrori e

I T O% L
0% 10% P 30% 40% 50% 60% 70% 2017 2018 2019

B Political Change in the US B Advancement in Al B Digital Transformation

Q: What do you expect to disrupt your business in 20197

Source: Altify Business Performance Benchmark Study 2019 | n=685



REVENUE GROWTH AND CUSTOMER RETENTION
KEY STRATEGIC 2019 IMPERATIVES

Key Initiatives for 2019

95%

89%

90%

85% -

7%

80% -

75% -

70% -

65% -

60% -

55% -

50% -

2017 2018 2019

m Customer Retention  ® Revenue Growth

0% 10% pAYS 30% 40% 50% 60% 70% 80% 90% 100%

Q: Please select the importance of each of the following in 2019?

Source: Altify Business Performance Benchmark Study 2019 | n=685



TOP 5 REVENUE RELATED PRIORITY INITIATIVES FOR 2019

2018 2019

75%

0% 10% 20% 30% 40% 50% 60% 70% 80%

Q: What are top priority opportunities to improve in 2019?

Source: Altify Business Performance Benchmark Study 2019 | n=685
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* Have the right, digital-savvy leaders in place

* Build capabilities for the workforce of the future
« Empower people to work in new ways

* Give day-to-day tools a digital upgrade

* Reimagine your workplace

* Upgrade the organization’s hard wiring

‘é%ASE 2 /// r'
STERN
ESERVE f
Source: Forbes (2019) s [ JNIVERSITY
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STEPS TO DIGITAL
TRANSFORMATION
SUCCESS

« Make transformation a top strategic priority.

« Business outcomes need to drive digital
transformation.

 The potential of data and analytics is not fully
utilized yet.

* An enterprise-wide approach to DX needs to

=
.‘.. 28 ™

LI 2 ".‘

e sw

be adopted. RS Y rwina

« Companies need to learn how best to marry
technology with human resources.

Source: Forbes (2017)
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Bacon Egg & Cheese Hotcakes Coffee Hash Browns

Biscuit
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A SATISFIED
CUSTOMER
IS THE BEST
BUSINESS
STRATEGY
OF ALL
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THANK YOU




