LIVEVOX

Client-Exclusive Webinar

Optimizing SMS Strategies to
Minimize TCPA Exposure and
Maximize Outreach with HTI



Disclaimer

This presentation and the statements of the panelists do not constitute legal advice.
(

We urge businesses to consult with their own experienced legal counsel to independently review the topics
covered on today’s event and independently evaluate any compliance measures they undertake.
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Today's Speakers

Mark Mallah Jason Queener
General Counsel Senior Director, Business Consulting
LiveVox LiveVox




What We'll Be Covering Today...

« Theimplications of the TCPA for outbound activity today

« Thelandscape of SMS and Voice in the context of the TCPA

« How Human Text Initiator (HTI) does for SMS What HCI did for Voice
« Human Text Initiator Use Cases

« Messaging best practices: whatto say, how to respond.

« Q&A and Other News
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The Implications of the TCPA
for Outbound Activity Today

’ Post-Facebook, still risk and uncertainty
« Footnote7’
« Panzarellav. Navient
« SMS more settled than voice

. Proliferation of wrong-number lawsuits resulting
from aged leads and servicing portfolios

@ Consider Human Text Initiator (HTI) as
mitigation on TCPArisk, includingwrong
number lawsuits.




The Landscape of SMS
and Voice in the Context
of the TCPA
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@ nthe currentlandscape, there is
more exposureforvoice o i

@ You can achieve more certainty with
text than you can with voice

@ \With the proper safeguards in
place, SMS is generally more
defensible than voice.




Human Text Initiator
(HTI)

Without consent to contact cell numbers,
texting can be complicated and risky.
LiveVox's HTI enables you to engage with
unconsented cell phones more productively while
mitigating risk.

HTIlis builtto maximize outbound
engagement while also minimizing regulatory
risk—leveraging the same productivity and
compliance principles that have made HCI®
unbeatenin the courts.




How HTI Works

Creating Targeted Campaigns
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How HTI Works

Agent-Initiated Workflow

LiveVox provides the ability for agents to send HTI SMS messages by clicking individual numbers and using a
pre-determined template.

An HTI campaign is created A dialogue box is Any consumer response is
1 from Contact Manager & 2 presented allowing an HTI 3 routed to an inbound queue for
loaded to an HTI service agent to confirm the review & processing (using the
p—— launch of each SMS same process as normal

transactional SMS)

Basic

Fumn i g LIVE ABC Demo Client
Campaign Type HTI
Camr g ame

Personal SMS

I
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Human Text Initiator (HTI) Collections Use Cases

Payment Delinquency
Reminders Alerts
Call Center Letter
Volume Deflection Replacement

Strategy
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That's Not All - More HTI Use Cases

Sales Process
Optimization

Alternative
Support
Channels

Proactive
Customer
Service

Fraud Alerts

Marketing

Employee
Communication

Promotions

Application
Processing
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The Case for HTI and SMS

HTI Success Stories So Far... Why is SMS so effective?

The average American spends more than 3 hours

- . . . a day on a smartphonel
Within 2 minutes of texts being received Y P

“12% li '
vs. a 10-12% live answer rate on voice Customers engage with SMS faster than any

other channel; it takes approximately 90 seconds
for someone to answer a text?!

From a letter replacement strategy
SMS Texts have a 2.8% Spam rate compared to
E-mails at 53% 7?2

and inbound traffic for payments The average open rates for SMS are around
98%.3

mmmmmmmm
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Handling Responses

What to Do With Responses You Receive Key Mechanisms You Need
In Place:

« Don’t pass messages straight to your agents!
L * Opt-out
* Use bots to handle stops, balance inquiries and P

payments etc. « Consent Capture

 Only messages from customersthat are
genuinelytrying to engage should be routed to
agents.

« Consentrevocation
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Messaging Best Practices

Management NA4 Dg
vice_Manual

Template: = Select a template

How to Prepare Your Agents

From:* Select a number 5

To: 6143063045 (@opTED IN
t. Hang tight

 Ensure you have qualified agents ditioly o
on hand and properly resourced |

for now To:(+1) 614-306-3045 - Tue Mar 29 2022, 11:04:21 AM SMS MT Delivered

to handle incoming responses o cLan sl 0000000

From:(+1) 916-619-6024 - Tue Mar 29 2022, 11:04:42 AM SMS MO Received

« They will need the need access to [ 4on0s
the technology that allows them O S
to handle multiple interactions
simultaneously on customers’
Ch an n el S Of Ch Olce R From:{+1) 916-619-6024 - Tue Mar 29 2022, 11:13:50AM ___ SMS MO Received nteractions Contact Actior

Reply

itName: Saint Claire

ail: geraldsinclair@y

From:(+1) 916-619-6024 - Tue Mar 29 2022, 11:13:44 AM SMS MO Received

inal Contact #:

Characters left: 160
of Birth:
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Q&A
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Useful Resources

LiveVox's Human Text Initiator (HTI) Solution
Reduce TCPA Exposure and Amplify
Outreach with HTI

COMPLIANCE FOCUSED COMMUNICATION SOLUTIONS:
e LiveVox Human Call Initiator® (HCI) & Human Text Initiator LiveVox’s Human Call Initiator (HCI® SMS Best Practices for Collections:

) (HTI): Maximize Productivity and Mitigate Regulatory Risk & Human Text Initiator (HTI) Drive Performance and Mitigate Risk LIVE\
LIVEVOX Compared to 10-Digit Manual Dialing and Traditional SMS

ssiry-leading bull . 4 y risk and e y with
~Whon o rin an uiound aperation, ha danger of uneing afoul human io-dign lusively avallable from Livelox.
L SN RTINS Ui i el et = THE OUTBOUND END OF THE LINE IS NOT AN EASY PLACE TO - -
interact with your business via text ) BE THESE DAYS. Requiations such as the TCPA continue to evolve the
message. But using SMS for outbound et Lout ) 87% Dl pe. This has led changing restictions, including
campaigns contains compliance risk i . also apples COMMON CHALLENGES N TODAY'S EVER-
and a potential loss in efficiency. That e TeoA - © 1M S—and enabling easy revocation of consent. Rules ke these have also CHANGING ENVIRONMENT: THE LIVEVOX WAY:
. i ot expocialy procors it wrong v bor vt ol 3 S
o e _._li,,__;db.dw e 2= 87% of consumers say both fine meaning that who
" = hey e e ignore compliance ksues do sa at their own ever-increasing peril A the same: Continuously changing compliance rules Mitigate reguiatory fisk by adapiing easy-
they ignore phone calls e - X Toqure proper K antagerment, whih s @ tousevocaond ons Speciicasy
o ! e, consumers of all ages are cutting the-cord. Shifing to newer technology emands now 1ools o Cosay ManpOwer ‘desiied with compiiance in mind
Tom unknown numbers has also massively shited consumers’ relationship with thelr phones—most
“often” or “very often”! . o seroes os g
The solution? LiveVox's Human Text Initiator (HT1): the only TCPA-focused tool for SMS engagement that helps you often” or “very often’ notably in the '] anda x Ing sinca, ) Mlgation wom Sand () ;5{1*::‘3‘tﬂgnr:‘\.<ml;f;gunlomw'fn1
atthe same time. for digital channels, especially SMS.
Accoleratingdociine of o rine o Implement cuting-edge ouhound diaing and
BT ST TR - EERESRENESY — e Dppmmmmmm
oty tneonseried A Agnt chan In the nignt way
As regional and mid-sized financial expense. And should you gel caught ignoring the
YO Expose institutions jockey for posilion in ules, time and offer resources will be siphoned from x \aﬂif".’,ﬁ‘_’;fﬁﬁ."gﬁm’m"""" @ Sheyour sgents ook tnat arve up eficency
~ Livole Agostti } id, Jox Jk LII o . : . olher areas to deal with legal ramifications. Tor commonicatng s SMS
" v Asvears por Agoctbe consolidating marketplace, efficiency and
P— productivity become key differentiato Silood solutions. Sales, markeling, and collections all
need strategies. But if they each operate on differen
between success or failure to thrive. For need strategies. But f they each operate on dfferent
e systems, you can't flatten thal sialegy across the . - an oo - 3
many organizations, though, achieving platiomm For example, one system cod be caling That LiveVox includes risk mitigation tools for managing compliance
their best results in the face of the a cell phone while another has the same consumer's needs has been huge for us”
. At o : is complic home phone cued up, meaning Its possible for even
’ ®, current conditions is complicated b o 0
The Power of LiveVox's HCI®, Now For SMS plic Y- coreful companios b Incu violtions Vi resident Loan Resolution, If you're not already using SMS, it's time to start.

TDECU

b E Confusion areund compliance, Uncertainly about

wihal the rules are and how o adapt s widespread, With 50 much at stake. it's no wonder mary

—
safoquancs, HTl gves you s
or TCPA e

of customers make a
The new CFPB rules impose frequency restrictions on debt collectors—iimiting the payment when using

Ak

“Knowing that LiveVox offered the most battle-tested manual-intervention outbound
platform on the market meant we couid mitigate risk across the board.”

— VB Strategic Development, Business Servicer

although reactions vary. Some companies freeze,
choosing to do no outbound dialing o SMS for fear
of running afoul of reguiations. Others forge biindly
ahead, rolling the dice: on getting fined or sued.
Neither of thesc options is a posilive choice, and
both wil impact your bottom line cither through lost
revenue or legal costs.

Loss of productivity. With the now rules. loss of
productivly is nearly inevitable in terms of both work
and revenue oulpu. If you stop calling o texting
entirely, your numbers fall f you follow the new
Tules but keep the same amount of staffing, your
efficiency is seriously compromised. You can add
more labor 1 try producing the same outbound
wolume, but that's a huge increase in operating

organizalions have pul themselves—and their
productivity—on hold. But what if you could
significantly miligate requiatory fisk without sacrificing
operational efficiency, and maximize oulbound voice
and SMS interactions Lo boost your bottom line?

Communication tools from LiveVox reduce
friction, eliminate silos, and offer 24x7
response options — allowing you 1o deliver
pleasing, “always on” customer engagement
that sets your employees and your business
up for success.

Call & Screen e
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Risk Mitiga

YOUR BOTTOM LINE

on
Contral @
—

Livevox pravides
comprenensive compiiance
controls and security processes

Ll 106 15K of RON-Compliance whiks ampiying cvery ouboun
o ohtons Bl dofver Dol produ

number of calls that can bo made to a consumer about a particular debt to seven digital channels vs.
in soven days unless specific consent is provided (and even then there 12% with traditional
are limitations). This poses a challenge because any limitation on contact attempts is channets.
going to affect your chances of reaching customers, and ultimately your bottom fine.
58%

of debtors contacted
Vvia SMS resulted
In partial payment
Dlwl messaging is a huge opportunity for you to maximize contact rates by of their delinquent
looking beyond the “seven-in-seven” requirement, and to satisfy the CFPB's account.
diroctives around disclasuras to customers regarding thoir dobt.

Daspite this challange, there's also a now opportunity. This is the first time the CFPB
has formulated rules regarding emails and text messages for use in debt collection.

‘We have worked closely with operational leaders to develop and test best practices 19%
specifically for collections that span consent capture, consent management, and resulted in full
SMS deliverability that are outlined in this document. payment!

infoplivevox.com | 844.207.6663 | livevax.com

Reduce TCPA

ProductBrief:

Solution Brief:
Exposure and LiveVox Human LiveVox Human
Amplify Outreach TextInitiator TextInitiator

with HT (HTI) (HT1)

Tip Sheet: SMS
Best Practices
for Collections
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https://info.livevox.com/hubfs/Solutions%20Briefs/LiveVox%20Solution%20Brief_HCI-and-HTI.pdf
https://info.livevox.com/hubfs/Solutions%20Briefs/LiveVox%20Solution%20Brief_HCI-and-HTI.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/Product-Brief_-HCI-and-HTI.pdf
https://info.livevox.com/hubfs/Tip%20Sheets/2021%20Tip%20Sheets/Tip%20Sheet-SMS-Best-Practices-for-Collections.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/LiveVox-Product-Brief_HTI.pdf
https://info.livevox.com/hubfs/Product%20Briefs/Product%20Briefs/LiveVox-Product-Brief_HTI.pdf

In other news...

The LiveVox + Salesforce integration

The LiveVox + Salesforce integration is now live

Provides a single, seamless Ul that enables agents to access inbound and outbound voice functionality
right from the Salesforce CRM

Advantages include:

Click-to-dial campaigns can happen in Salesforce

* Inbound calls can be immediately associated with the correct records
« Easier Dispositioning

« Automatic Call Logging

 Integration with QM and analytics tools is in place by default
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LIVEVOX

To learn more, please reach out to your
LiveVox Account Team or Customer Care

Call; 844.207.6663
Email: customercare@livevox.com
Visit: livevox.com

Thiswebinaris being recorded and will be distributed
to all registrants viaemail.
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