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A day’in the life
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Customer Support

\

1000 60 Year Calls
B FSD Help Desk Calls  =—=—Average Hold Time - Seconds
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- 2021 2737
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o Team members are scheduled
300 from 9:00 AM to 5:00 PM ET
200 Monday — Friday to help with
10 any billing customer concerns.
100
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Billing Activity

$28.7M

B Billed Amount =——Manual Invoices =——Automated Invoices .
Total Billed
$4,500,000.00 4,500
$4,000,000.00 4,000
$3,500,000.00 3,500 3 2 ’ 4 84
$3,000,000.00 3,000 Invoices Prepared
o
E -
= $2,500,000.00 2500 2
g 5
é$2,ooo,ooo.oo 2,000 % 25,025
< .
I =8 Automated Invoices
$1,500,000.00 1,500
$1,000,000.00 1,000
7,459
$50000000 ' 200 Manual Invoices
$_
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Some Customers Don't Pay ')»r('

Invoices 32,484 $28,744,838
Average invoice $885
Credit Memos 2,166 $577,203
Average Credit Memo $266
Credit Memos as % of Invoices 7% 2%

* Org Create/Org Recovery credit memos
o 1,191 at an average amount of $58

* Other credit memos
o 975 at an average amount of $521




Receipts 7E

\

W Lockbox m Credit cards m Wires/Ach 2023 payments from

$3,000,000 customers tOtaled
$27.7M
$2,500,000

o Credit cards: 43%
* Lockbox deposits: 28%
$2,000,000 ° ACH/Wires: 29%
$1,500,000
$1,000,000
$500,000
$_
Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov

Dec

Customer Payments




100.0%

mmACH mm\Wire mmChecks —Total Disbursements
82.3%

85.2%

80.0% 75.6%

63.3%

1,355

60.0%

40.0%

20.0%

9.4%

0.0%
2020 2021 2022 2023

Disbursement * Year-over-year increase of 10%

« Change is driven by staff and volunteer

ACthlty expense report payments

5.4%

2,000

1,500

1,000

500



2023
Changes

New

Transfer recipient

Invoices
Autonomous System Number Fee Harmonization
Automation  Coordination with Customer Experience and Strategy team
Reviewed financial planning and analysis software tools to
assist in financial statement preparation
Line of Cash flow management tool
Credit
Increase in interest revenue
Mitigate bank deposit exposure
Accounting  Major upgrade in MS tool still ongoing
System
Software

Upgrade



Thank You

Questions or Comments?
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