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Improved Customer Experience
for 20% Faster Collections

George Uko
Manager of Credit and Collections

e Strong background in credit management, collections,
business analysis and risk assessment

e Deep expertise in credit and collections with eminent brands
such as Thermo Fisher and Bayer

e With a process improvement oriented mindset, George
continuously seeks ways to improve productivity and
efficiency

Radiance 2023 ©



] About Staples

Established in 1946
HQ - Overland Park, Kansas City, US

We're the global leader in branded merchandise, with unmatched service and
thousands of products to choose from. We're committed to helping you find the
best solution for all of your branded merchandise needs
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75 marketplaces worldwide
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] Poll Question
Register your vote through Webex Events App

What is the biggest roadblock faced by
collectors while driving collections?

A Lack of visibility into high risk accounts C Noclarity in dunning strategy

B Difficulty conveying payment processes D Unable to track key collection metrics
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] Business Goals @Staples

Faster and seamless Better customer Boost customer adoption of
collection process experience new EIPP system

We devised key data-driven strategies to achieve those business goals
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] Collections Automation with HighRadius

Automated
correspondences

Automated

\ collections

Prioritized
worklists

/

HighRadius Solutions
Benefits of Automation

@ Freedom from paper-intensive operations

@ Increased productivity

@ Corporate goal alignment
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] Data-Driven Actions for Faster Collections

Drill Down

Drill down within collectors’
account to look for specific
account traits

Run aging by team then drill
down to individual rep, and
customer

Analyze

Analyze key behaviors across
multiple accounts of a single
customer

Look for large dollars by aging
bucket. Perform drill-down
analysis to find the root cause

Implement scoring systems for
accounts based on aging and
dollar value

This will help forecast aging

report and direct collectors’
focus on right accounts
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] Collections Dashboard - Invoices in
Different Aging Buckets

Processor Current Amount [0-30 31-60 61-90 91-120 121-150 151-364
George Carlin 4,50,000.00 35,000.00 15,500.00 14,500.00 3600 2858.99 17,039.10
Peter Smith 4,57,000.00 368,000.00 90,008.21 126,682.62 41578.57 59446.32 48,293.44
Daisy Duke 1,416 1,852.47 233.73 362 8426.57 - 100
Paul Simon 1,80,00,000.00 10,20,828.82 586,031.30 186,440.08 -1,33,314.23 25878.14 -513.62
Lisa West 1,840.10 111,738.09 -1684.46 15382.53
Overall 27,18,416.00 14,27,521.39 803,511.33 3,27,984.70 -81,193.25 88,183.45 80,300.92
53.88% 28.00% - 46.93 6.50% -1.61% 1.75% 1.59%
% of Overall
1183 1090 545 259 221
# of As
29.57% 27.24% 13.62% 8.55% 6.47% 5.52% 8.50%
% of Acs
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] Deep Dive into Aging Buckets of Collectors

Collector  |current Amount 0-30 31- 60 61- 90 91-120 121-150 | 151- 364
Andrew $152,448.34 $36,462.16 ~$266.63 $2,657.82 |$3,169.18 $126.95 $6,793.86
Mack $48,793.31 $29,421.61 $57,643.20 |$19,457.89 - _

Christy $2,013.50 $46,801.12 $1,402.95 |- $6,575.50 |- $5,678.40
Ben $45,684.15 $48,127.60 $678.09 _ $25,876.00 [M

Vanessa $16,084.86 $22,437.39 _ $3,580.60 [N L A I - _

Snape $16,847.40 $30,405.36  |$16,885.01 |- - $5,688.90 |$3,465.67
Collins $37,438.63 $45,404.20  |$1,352.59 $18,311.85 |$6,962.07 -

Roger $5,550.00 $42,921.33 $740.00 $25.03 $2,220.00 |- _

Norman $16,772.62 $7,915.51 $10,492.49  $4,841.62 $696.95 $1,120.70
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] Past Due Percentage, Days Delinquent, 60+
Past Dues

§ 88,789.48 § 537,809.21 42,16 § 37,309.21
602,063.54 1,163.021.59 92,69 248,013,38
| § 10,975.07 § 22,391.93 5441 § ,388.87
§ 12377,711.75 § 3A77,711.75 2.3 $ (229,148.37)
144.155.26 144,155.26 40,94 30,577.07
I
§ 2,223,695.10 $5,045,089.74 § 95,640.16 I
' _______
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] Review Open Invoices

Customer | Customer | SALES REP Cr'eate Invoice Due Date Days Past | Payment | Invoice Invoice x::;: Latest User Notes
Number Name NAME Time Number Due Terms Amount Date
Amount
197 STREAMLIN [NATHAN  [2018-08-27 17012 |01/25/2017 PIT:K] 30 -5,038.98 (01/25/2017 |$122.33 |emailed James to
E coLt 4:49:53 inform his client
about the credit,
86 SANFORD |BENFLOYD |2018-04-04 (18021 02/12/2018 1800 30 -2,555,28 (02/12/2018 ($350.00 |Auto
18:20:06 Correspondence
Created
104 ESPN AMARA 2018-04-04 (15011 01/26/2015 P} k! 30 -1,000.00 |01/26/2015 ($800.00 |Auto
REID 18:20:07 Correspondence
Created
67 PELLA LOGO |PETER FOSS |2018-04-04(18045  |02/21/2018 1791 30 -156.51  |02/2)/2018 |$550.00 |Ashley is going to
18:19:50 take care of these
when she returns
56 HOUSTON (VANESSAV.|2018-04-04 (14586 (02/03/201 (1809 30 4,738.56 |01/04/2018 EIRLLIGM 4/3/2020 submitted
18:17:59 8 (o} req to write off 351.13
to tax
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] Number of Accounts Per Collector

Collector Total Accounts
Andrew :
Mack 68
Christy | 265
Ben
Vanessa
Shape
Collins
Roger
Norman
Carl
Joe
Steve 26
Ashley 20
Tom 17
Stephan 8
Josh 7
Peter 0
2298
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] Weekly Difference in Past Due Amount and
Percentage

$685.17 -22.50%
$52,955.00 -207.55%
(5432.76) 39.72%
$57,376.74 282.95%

(58,252.72) 68.03%

50.00
5102,331.43 42.18%
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] Top Past Due Accounts

e Rl [t I 0-30 31-60 61- 90 91-120 121-150  151- 364
Number Name Amount

383 WASTE Debbie $5,024,108 |$1,613,761.46 |$ - $- $778.94 -$51.57 $-

450 ARVATO Amy $- -$3,900.00 $1,466,487.00 ($ - $- $- $-

283 KR Jeremy $381,442 $809,893.36 |$205,826.09 $134,264.91 |$20,236.86 [$14,489.23 |$ -

530 WASTE Debbie $'|,729.84 $743,980.67 $ - $ - $ - $ -

951 INC. Amy $580,403.2 |$261,869.16 $46,316.87 $3,017.20 $91,790.04 |$21,604.76 |[Ex{okf|yAp
157 BROWN Pamela $285,270.6 |$192,626.59 |$288,052.68 $78,092.11 -$114,851.68 (-$17,476.06 [EysA:-1yA)]
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] Strategic Outcomes

&

Improved Customer
Relationships

Creating dunning
strategies for non-payers

Customer prioritization
based onrisk segments

Real-time intelligence for
personalized
conversations

Faster Customer
Payments

Enabled frictionless single
click payments

Cash forecasting based on
payment behavior

Streamlined vendor-client
interaction with EIPP
Automation

Increased Operational
Efficiency

Collectors to spend time on
strategic high value tasks

Smooth operations with

daily collections analysis

Real-time tracking of key
collection metrics
including DSO, ADD and CEIl
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] Driving EIPP Adoption

Staples was able to understand and engage key APs for a region and strengthen
relationship with them to implement EIPP systems that helped them drive collections faster

Benefits of EIPP Adoption

APs can access all statements and invoices
with payment links in real time (even in leisure)

Engaging AP via mail - APs can work multiple accounts simultaneously

APs can easily make frictionless payments
across multiple accounts

Grouping multiple accounts
based on AP email ID
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] Success Metrics

Average accounts per
collection agent reduced by

300

Able to focus on key
accounts versus trying to
work all accounts

Increased EIPP usage by
adding the payment links
for customers

Resulted in lowering DSO by

22 days

'

Faster collections and improved
collector productivity

Reduced past dues and

- improved working capital
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