Etech

playing by the rules™

YOUR TRUSTED ADVISOR FOR
Remarkable Customer Experiences

Etech is a Certified minority owned BPO that combines Al analytics with human expertise to improve contact
center performance. Our QEval® platform transforms interaction data into coaching priorities that drive
measurable results in customer satisfaction and operational efficiency.



Etech's Servant Leadership VISION

To make a remarkable difference for each other, our

Commitment

customers, and within our communities.
Our Story. Our Foundation. Our Difference

We don't just manage contact centers. We build

cultures and deliver outcomes. We own etslabs.ai- GLOBAL FOOTPRINT:

our proprietary Al platform. You get partners who ]
understand technology, not vendors selling 4,000+ Team Members | 24/7/365 Operations
licenses.

| Multilingual | MBE Certified

Our Character Commitments

Accountability Integrity Adaptabilit Positive Influence

We own outcomes. We do what we say.
No deflection. Transparency in every
interaction.

Direct. Clear. No Change is constant. We elevate teams and We deliver through
corporate speak. We move with it. drive better decisions. collaboration, not silos.

Valuing People Humility Teachability

We respect, honor, and
develop those around
us.

Sincere, transparent, We accept feedback and We think outside the We take bold risks and

We focus forward
open, and honest. seek continuous growth. box to solve problems. make confident decisions.

toward the big picture.




| Etech Global Services - OurJourney

OUR STORY OUR BUSINESS

Etech.
playing by the rules™

Inbound & Outbound Interactions, Chat,
Sales, Service, and Tech Support

Trusted advisor to
numerous Fortune 50
companies

Customer
Engagement Solutions

NO
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NO ACQUISITIONS : lab Automation-Driven
| eLS 100s . )
! An Etech Global Services Company PrOfeSSIonaI SerVIces
|
I
Today / Enterprise Product Development, Software

3 Countries, 7 Sites,

Implementation, Process Automation
4,000+ Team Members P

Solutions, Workforce Management,
Professional Services

2003
Grew from 400 Team
Members in 1 location
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% | Matt Rocco,

Chief Executive Officer

Etech’s Executive Leadership Team

Jim lyoob :
President —ETS Labs/ Gurudatt Medtia Kaylene Eckels
Chief Revenue Executive VP President & COO

Officer —Etech m m m

Dr. Veronica Shawndra Tobias
Chimney

Chief Data Strategy
Chief HR Officer

m Officer m

Ronnie Mize
Chief Technology &
Security Officer

Guiding: Directing: Executing: Leading: Facilitating: Optimizing:

* Customer Success * Offshore Planning,
* Global Development Execution &

* Professional Services Management

* Product & Software Dev. * Business Operations
* Project Management

* Al & Analytics

Business Operations
Organizational
Excellence

Learning &
Development
Talent Acquisition

Enterprise Security
Incident Response
Team

Compliance
Technology

* Global Labor Relations

* Compensation &
Benefits

* Employee Engagement

* Leadership
Development

Leads Data Strategy
Drives operations
execution
Optimizing
continuous
improvement
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http://www.linkedin.com/in/mattroccoetech/
https://www.linkedin.com/in/jimiyoob
https://www.linkedin.com/in/gurudattmedtia/
https://www.linkedin.com/in/keckels/
https://www.linkedin.com/in/ronnie-mize-a509947/
https://www.linkedin.com/in/veronicachimney/
https://www.linkedin.com/in/shawndratobias/

Etech assigns a dedicated Project Manager to coordinate the efforts and launch the program successfully.

Initiating

Structured Engagement Approach

Lol

Monitoring &
Controlling

Define Client
Requirements

Define
Software/Hard
ware
Requirements

e O
= o
Planning Executing
Readiness Hiring
Checklist &Training
Project Define
Schedule Baseline SLA’s

Soft Launch -
Track Progress

* Gap Analysis

e Post Transfer
Support

* Prepareand
Sign Off
Detailed
Transfer Plan

*

Closing

Operational
Reporting

Establish and
Track Baseline
Metrics

On-Going
Training



Hiring Methodology

Sourcing

Qualifying

Al-Powered Screening

Interview

Referrals
Social Media

Community
Recruitment

Advertising

Job Offer

High School Diploma

Relevant previous
experience

Computer skills
Soft skills

Background Check

Written test
Essay writing
Typing test
Mock chat/calls
Aptitude test

Hired

Leader recommends
candidate

Salary/Hiring
Paperwork signed

Training dates
assigned

Reference check
Work history
SSN/Identify

Final Offer extended
to candidate

Process employment
paperwork

Targeted Selection
Interview Process

Personalized
interview with Ops
Hiring Manager

Interviews via video,
phone, and brick and
mortar

Same Day results for
Agent Level Positions

Etech hires career minded employees who are proficientin Customer Experience



Etech’s - Operational Effectiveness

TRAINING IS A JOURNEY OPERATIONS PERFORMANCE MANAGEMENT CONSULTATIVE APPROACH
Induction Training
Discuss Benefits
r D _
Product, Sales & CX Continuous LN
. . Monitoring &
Training ) Adjustment N
offer .~ — 7 . Analyze
s N 4 >
: Solutions ™. - - Needs
Incubation SR, N i
) Recognition ' [
Graduation Develop Effortless CX
\ y,
s ™
Go-Live
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Etech’s - Operations Org Chart

@3 Site Director

@
A~ Account Leader

Mm Operatlons Leader

202, 202, Agents

|
|
|
|

15:1 Ratio

Information Technology

Security and Compliance

Workforce Management and Reporting

ETSLabs

Training and Development

Human Resources

LELTLT

Program Implementation




Il Etech’s Conversational Analytics Drives Business Results

Analyze
Text Mining .
Ca ptu re % Complete Data Integration Den\ler
Automated Triggers . . . .
360-degree view of your customer Transcribe 1 Automated QA Actionable insights delivered near
i hour of audio ' Hyman Guided Evaluations real time
Chats Tickets

in3.5seconds  gysiness Insights

- S~

" 7
. Customer i

Conversational

Audio Surveys Data Lakes
Metadata

MariaDB
ﬁ unﬂ [EERE
|

Human Guided Reviews QEval Analytics

-' -'o Automated Evaluation QEWI aws
Email Notes Customer

= N Metadata
2 %
PR = =

— I if+ableau 2% zendesk
—
Texts CRM Social Media .
L Aggregators Convert disparate CCl data sources mongob®

into a single stream of Insights

Format Agnostic Delivery to the end point of

Compatible with virtually any tech stack your choice

No More Data Silos.

https://www.etechgs.com | Confidential



| 360° Contact Center Performance Management

Intelligent Topic Mining Complete Knowledge Sync
\[_\ Identify, repeat contacts, reason for contact, contact 360 Degree view into performance with self serve Behavior
monitoring customized for FTR to identify agent response

trends, pattern shifts in near real time to identify . e e .

customer effort, isolate impact points and implement patterns that to not match the ideal state, indicating a knowledge

corrective actio;is ey A gap, tech stack utilization patterns among teams/agents/vendors,
survey responses, handle time etc

Data Driven Hybrid QA

Allocate Human Guided Reviews automatically to QA Team

Automated Compliance Monitoring

Compliance Audit on 100% of the customer interaction insuring we are

& identifying compliance issues in near time, triggering self education based on predefined triggers like Sentiments, Silence Time,
actions to the agents within moments of a call being taken instead of AHT, Conversation topics like Truck Roll etc.
weeks old feedbacks

Etech o
pryngby e e https://www.etechgs.com | Confidential



| Insights & Analytics

Production - Total Calls Production - Unsuccessful Calls Production - Successful Calls Production - RPC Calls

Total Calls

82,532

RPC Calls

860

Unsuccessful Contacts

78,692

Successful Contacts

2,055

Overall Emotion Client Emotion Agent Emotion

Service, Cumulative, 12/10/2023 - 12/16/2023 Service, Cumulative, 12/10/2023 - 12/16/2023 Service, Cumulative, 12/10/2023 - 12/16/2023

Customer: Customer 1

Overall Emotion [ Customer. Customer 1 47
Evaluations Evaluations Evaluations
30

204

M VYanel Sanchez (501)
M Improving W

Negative l

B Positive B lmproving' B Positive

B Improving '

Consumer Experience - Shared Balance to be paid Consumer Experience - Agent missed to provide acknowledgement

Compliance - Recording Disclaimer

Shared balance to be paid? Missed % Acknowledged consumer's concern? Missed %
20% 50% 20% 60%

Recording Disclaimer? Missed %
50%

25%
0% 100%

100% 0% 100%

o
playing by the rules~

https://www.etechgs.com | Confidential

Production - TPC Calls

Michelle | allier (512)

TPC Calls

442

Partial Payment? PO

1,477

Collections, Cumulative, 10/29/2023 - 12/23/2023

Professionalism MP

B Denise Bald (439)
B Matt Wond (525)

M carol Sendor (468)
B lennifer Smith (509)

Compliance - Mini Miranda

Mini Miranda Missed %
50%

8%

0% 100%

Overall - Full Payment Calls

Overall - Partial Payment Calls

Settlement amount offered? PC

1,125

Karen Karsten (475)
lames lohnson (413)

M Liane Campbell (520)
Michelle Harner (524)

Compliance - Consumer Verification

Verification Missed %
50%

31%

0%

100%
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Il Etech provides technical support to major companies by helping them to
manage their day-to-day operations

Desktop Support

Continuous Monitoring after
resolving an issue (Post
Event)

Custom and Enhanced
Technical Support

Etech’s Technical
Support

Device Management Database Management

Software & Hardware
Troubleshooting

Specialists who understand the business
environment and support needs

Field Support

https://www.etechgs.com | Confidential 12



Il Level | Support

Provide Tier | technical support of systems, on a 24x7x365 basis \
Accept cases from the support queue

Remotely assist clients with support needs

Clearly communicate status on problems as well as resolution

Clearly document all tasks

Maintain high customer satisfaction

IT Support relating to technical issues involving core business applications and operating systems
Support of disaster recovery solutions

Technical support at the network level: WAN and LAN connectivity, routers, firewalls, and security
Basic remote access solution implementation and support: VPN, Terminal Services, and Citrix
Monitor the remote monitoring and management system alerts and notifications

Update customers about incident progress, notify them on impending changes or agreed outages

\Engaging Level 2 Support if required /

https://www.etechgs.com | Confidential
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Il Level Il Support

/Provide Tier 2 technical support of systems, on a 24x7x365 basis

* Provide support to clients both desk side and remotely

* Follow up on escalated tickets and verify resolution

e Correct faults and provide resolution of complex problem tickets

* Proactively monitors sites remotely to identify emerging issues

* Perform PC and network troubleshooting and upgrades

* Network support and troubleshooting

* Perform network analysis and capacity planning

* |dentify opportunities for continuous improvement and proactively propose solutions
e Assist in the creation of processes and procedures for client network operations

e Contribute to the administration of network backup and disaster recovery

e Contribute to the planning and implementation of multiple projects

* Maintain all documentation and procedures relating to support, and revising as needed

/

https://www.etechgs.com | Confidential
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Bl Custom Tech Support Offered to Major Telco Client

e Assign GPS devices to client’s vehicles to ensure field receives reports for vehicle tracking

e Troubleshoot vehicle GPS devices to maintain them in working order

e Order new devices when needed for client’s vehicles

e Assist client’s Managers in assigning vehicles to the correct driver

e Assist and educate managers on the functions of different systems and reports

e Answer questions managers have about the devices and systems

e Maintain a database of vehicle/driver/GPS device associations to ensure reporting is correct

Level Il All the above including troubleshoot techs I-devices, Androids and PCs

https://www.etechgs.com | Confidential
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| ETSLabs Core Capabilties eks labs

An Etech Global Services Company

Al Implementation & Integration ML/LLM Optimization Services

Strategic deployment of QEval and ICE Fine-tuning and optimization of machine
platforms with seamless enterprise system learning models and large language models for
integration and custom configuration. contact center-specific use cases.

Contact Center Automation System Architecture & Technical Integration

Strategic Al consulting guidance and . . .
. . Enterprise-grade technical consulting for complex
optimization from our technical experts. Get . .
e - system integrations, APl development, and cloud
the strategic direction needed to maximize

. . infrastructure setup.
your Al investment and scale operations. P

Workforce Management Services 24/7 Support & Managed Services

Specialized WFM consulting, real-time
analytics implementation, and predictive
scheduling optimization for contact
centers.

Dedicated technical support, system monitoring,
performance optimization, and ongoing
maintenance for all ETS Labs platforms.

https://www.etechgs.com | Confidential



| Etech Dedicated Security & Compliance

ISO \pcite
27001 2022
ISO 27001 Certified PCI-DSS Certified Compliant
Al R
- #P) TREND
wmw J MI1CRO

F:ERTINET

Network Security Host Security

24x7 Monitoring
Deep Packet Inspection
Intrusion Prevention
Data Leak Prevention

Host Intrusion Prevention
Integrity Monitoring
Web Application Security
Log Inspection

h

playing by the rules*

AICPA) s 7 <%
Sogy; K

aicpa.org/soc4so %,5"\

(I oo’
Seryice Orgatt®

SOC 2 Type Il and SOC 3 Certified

GDPR Compliant

ONessus  CompTIA

vulnerability scanner

Vulnerability Management Individual Certifications

Monthly Vulnerability Scans CompTIA CySA+
Web Application Scanning CompTIA Security+
CompTIA Network+
CompTIA A+

https://www.etechgs.com | Confidential
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| Etech SD-WAN Diagram
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Il Why Etech?

A Commitment to Servant Leadership Focusing on
Our People, Customers and Communities

Get a prescriptive plan to improve what
matters.

Etech offers the most efficient transcription in
existence, allowing you to transcribe 100% of
contact center calls well within budget, and
enjoy industry-leading speed and accuracy
with near real-time, feature-rich insights.

Actionable intelligence that bridges the gap
between insight and action, thanks to post-
interaction automated scoring, frontline
coaching, and organization awareness.

A\

PCI DSS compatible automatic redaction of
sensitive information

Contact Center DNA with Speech Analytics
expertise. Over the last decade, Etech has

" mined millions and millions of interactions,

integrated with almost every CCl tech stack,
positioning Etech as a customer analytics
leader

Etech is trusted by the world’s leading

L organizations across many industries, including
financial services, healthcare, retail, insurance,
travel, and hospitality, and more

https://www.etechgs.com | Confidential
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N |

Jim Iyoob
President —ETS Labs/

Chief Revenue Officer —

Etech

Etech.

playing by the rules™

Tk Yore!

jim@etechgs.com | @jiyoob

info@etechgs.com | www.etechgs.com | 936 - 371 - 2640

To make a remarkable difference for each other,
our customers, and within our communities.


mailto:Jim@etechgs.com
https://twitter.com/jiyoob?lang=en
mailto:info@etechgs.com
http://www.etechgs.com/
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