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Introduction to Elevate
Work hard, play hard

Elevate’s culture and employee
engagement

Choosing comrades (BPOs)
Sharing our common purpose

Partners vs vendors
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Presentation Notes
Today, I’m going to be sharing an introduction to Elevate to give you a bit of insight as to why we were so honored to have our Work Hard, Play Hard video highlighted at the Frost and Sullivan Contact Center West event in October. 

I’ll talk a bit about Elevate and what we do and stand for and then move into describing a bit about our culture and employee engagement.

From there I’ll cover how we found our current BPO partnerships for Customer Service, ensuring they were aligned with our culture and core values.

I’ll also discuss how we ensure we begin sharing our common purpose, connecting the front line representatives to the brands they support, and how we build a partnership to ensure they are recognized, rewarded, and continue to be engaged. 

Finally, I’ll touch on our Customer Service partnership with our BPOs – the relationship between us is key to our success.
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With each step in our evolution, we have never lost sight of our

timeless purpose of providing financial relief today, and helping \\‘ I//

people build a brighter financial future tomorrow.

Simply stated, Good Today, Better Tomorrow will now and always ’//I |\\.

remind us of why we do what we do.

Good Today,
Better Tomorrow
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Elevate’s purpose is to provide financial relief today, and help people build a brighter financial future tomorrow.l 


Who we serve: The New Middle Class

40%

of American adults say they could
not cover an emergency expense
costing $400, or would cover it by
selling something or borrowing
money
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�We serve the new middle class. It might surprise you to know that 40% of American adults say they could not cover an emergency expense of $400 easily. 


Who we serve: The New Middle Class

E/evate

2m5 $14ZB

Americans experience Total reduction in non-prime credit from
month-to-month income banks since 2008
swings of more than 30%
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And 2 in 5 Americans experience income swings of more than 30%. And they don’t have many options. 


Our US based products

RISE 1 Elastic today

And in the UK we have

sunny
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Our products help bridge the gap in coving unexpected expenses and other financial needs. We have three US products, RISE Credit, Elastic, and the Today credit card, and  in the UK we have Sunny but for the presentation today we’ll talk about our US products and their customer service.  
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RISE offers between $500 and $5,000 and has installment loans and lines of credit, depending on the state and a bank partner, FinWise, as the lender, in some states. 

Elastic is a line of credit from $500 to $3,500 and Republic Bank and Trust is the lender. 

The newest product is the Today credit card.  

As the VP of Operations and Customer Solutions, my teams oversee the customer service activities for all three of these products.  I have a team of around 80 at Elevate, and we outsource our customer service to Business Process Outsourcers. 

We want to discuss culture and employee engagement in the contact centers, 
but first, it’s important to understand our internal Elevate culture. At Elevate, we have four core guiding principles …


We have always
been the
innovator in our
industry. ldeas,
both big and
small, are our
competitive
advantage.

1
N Think big

Doing/the right thing
IS’ hot'eptronal. We
holdeach other to
the' highest
standards and earn
our/reputation every
day.

Do the
right thing

W

Raise

As a company and as
individuals we push
ourselves to build on
success, learn from failure,
and get better every day.

the bar
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Think Big – we have always been the innovator in our industry. Ideas, both big and small, are our competitive advantage.

Do the right thing – Doing the right thing is not optional. We hold each other to the highest standards and earn our reputation every day.

Raise the bar – As a company and as individuals we push ourselves to build on success, learn from failure, and get better every day.

And we …


Win
together

Our goals are too big
to achieve as
individuals.
Collaboration isn't a
byproduct of our work,
it is our primary focus.
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Win Together. 

Our Work Hard, Play Hard video demonstrated a lot of the camaraderie we build internally and that we drive and participate in at our BPO locations. 


Qur Culture

=

The business is serious. The office isn’t.

e Great
GREAT Place
PLACE To
WORK® Work.
2016 2017 [eiiiY
Best Workplaces Best Workplaces™ JUN 2018-JUN 2019

USA

Opportunity knocks, and offers free breakfast.
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Elevate is proud to have been recognized as a Great Place To Work for three years now. A lot goes into ensuring our employees are engaged and love working at Elevate. 


Why did we choose our current BPOs?

@
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We decided several years ago to outsource our customer service. Through trial and error we learned that the RFP process didn’t work for us. We unfortunately selected some BPOs that just weren’t the right fit.

We finally found the right partners which are in place today by using CustomerServ. They used a sophisticated process to learn who we are, what we value most, and matched us with potential BPOs.

We then vetted our BPOs focusing of course on security, compliance, quality, etc but we also paid a lot of attention to their culture. I’ve got it at the top of this wheel on purpose. 

We looked for BPOs who treat their employees with the care that Elevate treats its employees with. We looked for similar cultures. 


What were the deciding factors?
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There are many things we look for when we are going through our vendor vetting process. Most important to us however were things like:

Did the employees know the executives of the BPO and likewise, did the leadership team truly know their employees – could they call out their names, did they know them on a personal level. We look for what type of charitable community programs the employees take part in. We look for a great workplace environment – one that is clean, updated, and has plenty of spaces that demonstrate their commitment to the work hard, play hard environment which we feel leads to high employee engagement.  We looked for those who wanted a true partnership, not just the typical client/vendor relationship.


We believe the New Middle Class

Is worth fighting for.

]

]
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Once we signed on with our BPOs we began ensuring the front line agents are familiar with our brands and our purpose. We believe the New Middle class is worth fighting for.

We wanted to share customer stories with the agents so that they would understand the gap that the product they are working on fills. And that they would see we truly care for our customers and they are such a huge part of that.

One of the favorite ways we do that is to reward high performing team members with the ability to make someone’s day. Here’s what I mean by that …


E:Rewarding high performers while honing in on our purpose
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We have the BPO select high performing team members periodically, and we allow those performers to forgive a loan. Let me play you a video clip that highlights what this experience is like.

(Play Video)

Anytime I show this it always leads to great conversation – does anyone have questions at this point?


Connecting the front line to the cause

« Smother them in brand love

* Tell them how they bring
value and quickly act on their
feedback and suggestions

* Incentives, recognition,
rewards

™ - In-person relationship building
== through frequent site visits

S * Work hard and PLAY hard,
together!

E/evate
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There are many other things we do to engage and connect the front line agents at the BPOs to our brand and keep them engaged. Our goal is to help the BPO retain the valuable team members they’ve acquired because tenure is so important. A tenured happy agent performs at a higher level than new staff.

We give them branded items often.
We include them as key decision drivers – through our My Two Cents program. Agents submit ideas and suggestions and point out any process, procedure, or product gaps. We act upon this feedback quickly and make sure to track the progress and let them know when their input is acted upon to keep them engaged. The best ideas come from them so we want to keep them flowing.

We reward and recognize quality often. We do frequent site visits – not just from vendor management but we include team members from our exec teams, our product teams, compliance, marketing, quality, as well as training. On our visits we hold side by sides, agent focus groups, supervisor focus groups, and we make sure to have some fun every time. We include these folks in parties to celebrate. We go offsite for meals, we engage in activities like charity programs, sports, road trips, etc. 
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Here’s just a few examples to show some of the fun that we have while doing site visits. 

And I’ll finish up with the Work Hard, Play Hard video many of you saw at the Frost and Sullivan Contact Center West event last October.



Q&A
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