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During this project, we will measure the capacity, production, and demand of three units within the Commercial Loans division to BPPR MODIFICATIONS

enhance visibility into their processes. We aim to implement improvements tailored to the specific needs of each unit.

PB MODIFICATIONS

2023 Volumes ASSIGN POINTS PER CASE HISTOGRAMS

Productivity Model Productivity Model

| casetype [ Amendments | increase WNew advance| New Transaction | Note A/8 | Reduction | Refinancing | Renewals | Histogram Pre-Calibration
ACH Settlement Exposure Limit 0.34 0.34 X 0.59 X 0.34 X 031 12
LOAN OPERATIONS ORGANIZATIONAL CHART BSmart 03a 034 X 0.59 X 3 x X 1200 12.00
BSmart Non-Performing 034 X X X X X 0.34 031 140 120.005 7 o
Business Commercial Credit Card X 034 X 0.24 X X X X 120 100,008 o % 8 10.00 - — 10.00
“ _— Change of Collateral 0.34 X X X X X 0.34 X 100 786 a2 8.47 2.1 §29 219 873 824
v [r— Change of Guarantor 034 X X X X X X X = 0 80.00% 8 eo0 759 .
[ rate Ce ial CreditCard X X X 0.42 X X X X o -
The three units within the scope of our project are: ' v e ° 0.34 023 X 0.44 % 034 X 031 % 50 50.00% : :
Administrative Business Risk and Fexiline Non-Performing X X X X X X 0.34 031 & 40.00% 2 5.00 6.00 5.49
Assistant Compliance Officer Forbearance 0.34 X X X X X x X
Forbearance Extension 0.34 X X X X X % X 20 20.00% 4 e 381 e
g Int Renewal /Ext Maturity > 180 days 0.34 X X X X X X X 0 0.00% . o
Loan Documentation H ‘ H M H Interest Rate Renegotiation 0.34 X X X X X X X U o e M gn WY o Ao U W W e W oo o 1w 3
Analvsis and ot . . . H  Loan Documentation | Loan Boarding Loan Modifications [Nl Accounting Operations o N . o N . £ Lozn Documentation: Interim Renewsl / Extend Maturity Date 034 X x x X X X 031 s A e e s e r = A g ' ’ 200 200
nalysis and completion of the operational documents for PR & VI Commercial Transactions H (BPPR) i (BPPR & PB) (BPPR & PB) i (BPPR & PB) % Loan Documentation: % Loan Documentation: 4 Loan Documentation: % Loan Documentation: Letter of Credit 034 0.34 X 0.44 X 034 0.34 031 )
, i i ' . i : : i B Paints/Day per Employee ~ . \Ciarvet v e ey o ok Line of Credit 0.34 0.71 0.59 0.59 X 0.34 0.34 0.31 Bin 0 oo 000
(New CL2000 ID's, loans, lines of credit, DDA reserve account and Commercial credit cards. H : ¢ iv : ¢ 3 FTE's / 1 Team Leader CLP: Average GA0Month LI L fE = ey =2 Tearm: Awverage 30 ~ CasasiDay Mormtorium 0.34 X % X X X % X Empbyse 1 Emplyes 2 Empbyes 3 Employee & o = i B = i " = > .
H H : H e SO, B 1 Case =1 Point o e e, g, B —— Empbyee 1 Empbyee2 Employwel Empbyeed EmpbyeeS Empbyee 6 Employse 1 Emplyes 2 Emplyee 3 Employes 4
H : H H 15% of cases receved are cancelled Per Employes: Average 8 ~ Cases/Day consider difference in task complexity. Other 034 X X X % X X % T Jary 1% to October 3 1% Productivity Bv Points
H H [awg of 22 cases/month] T h Restructuring / Repayment Flan 03a X X X 0.66 X 0.34 031 - anuary o Lictober 3 1% Frocuctivity By Fomis S AveragePoint  w—ncenive Min  em—nc entive Max
H 4 BPPR Modifications: Tem Loan 034 0.34 0.59 0.66 0.66 034 0.34 031 . o ) ' " B feragePoints  w—rcenfive M e— centive Max w— i artive M e— entive M
Loan Modification BPPR o e 4= BPPR Maodifications: % BPPR Modifications: = 4 BEPR Modifications: < BPPR Maodificstions: Visa Premia Business Rewards X 0.34 X 0.72 X X x X - Considers Completed and Cancelled Cases *Note lume of 6 additional tasks that are not currently documented is
. Currertly thare are no systems far . . . Visa Premia Business Rewands Secured X 0.34 X 0.72 X X X X . S . P L ) I N Empls 1 am leads oot be
Processing of Modifications for the PR & VI Commercial Loans, Visa, Flexi & B-Smart. SFTE's [ 1Team Leader JIRA: Average 1065/ Month A o Tesarm: Mverags B3 ~ Casey/Day B I e T Walves 034 * X X X x x * hdl With current inflow volumes, the productivity of )
cuens RELATIONS OFFICERS (30 CLP: Average S87/Month e R T Per Employee: Average 16~ Cases/Day R ""j'""”"""‘ pradict "“'f e ) ) 2023 shows an average of ~ 4 points / day nt i S
o_0 ) i Tatal: &vwerage 1656, Month *'Wiorked betessen CLP and JIRA also considering process complexity. Histagram Calibrated - L _ . 2 > o
Loan Modification PB .&. . % Lo PE Maodifications: the unit have the necessary & 594 percentile is ~5 points / day .
e FTE s s il thes walrae of veork . ) o &0 120.00% <> Update dashboard inPower Bl to present the new o dashboard in Power Bl to present the points - F ; BUNEEARER
Account maintenances to all credit facilities, commercial, consumer and HELOCS. Payments ”"l “# PB Modifications: %+ PB Modifications: ? TS 50 100.00% QUEUING THEORY ANALYSIS points system, productivity and ca pacity monitoring m, productivity and ca padty monitoring L % vl WP L;’ L:;' {’“;"‘}"'A jl ‘:L:Vmu lfr’mﬂl .
e B . . . o sl This umit does not have caluation 3 reate inSRPorJIRAthe spaceto record the 18t
Posting, Participations, Service Portal Loan Inquiries- Account Maintenances, Loan Modifications, (o o R A T 4 PB Modifications: R 2By ) e s e e J_d - = 90 BO.00% S thatare currently recorded in the excel Activity L
- o 5 = Earke el system that evaluates productivity while § M/M/s Queue tldtic 8 = y reCorac EEXCE vity
Loan Deferrals, Payments returns, Letters of credit, Incoming Wires, GL's reconciliations. Bccount Msinterance: Average 3%Month D ey Each ek s i reces also considering process. comglexity. =1 0 60.00%
t e Average 38/ s AR —— 2 s AVETOZE Neceiwes =z Atrival rate () . . . . . ¥
Customer’s Credit Disputes-E-Oscar, Consumer Financial Protection Complaints (CFPB) 18 Diaily Tasks: . JT[. " kr le.:IIJ - 2 e 7 tramsactions to perfarm. R e e e aoe0% et —3 Fipgine N agement i walbdidiilon sithial PApSinEManagrment
Ism . 5 unknow IF The unil e The .
Only 1213 are being recoeded in N e Per Employes: Auerage 8 ~ Cases/Day B T S o 20.00% Steady-State Operating Characteristics —— o
an Activity Log " o 0.00% Prababilty that the system 15 empty Pe T4%
* af these additional tasks are unregistered e R S R G S 1 '\5;9 'i"‘? ’{"" ‘;';p ‘\Pf? &7 \9"’ '\:‘ﬁ “;b‘? Average rorber of antomies in e L 053
thee 1 il Lz e eRIst Average tme spent in ine 01
Bin :ﬁzeun::g%:m:mimm " :“v'q gg;
January 1* to October 31% Productivity By Points Phcbliy ot v Sne athe qoace 50 W(0) e
Probabibty that the bme in the quews 15
L D t t (4 oo 213 Calibration Factor™® m::::::::;:ﬁn:;: e pm :3(:
oan Documentation
o 70® percentile: 10 points/day
*Note: The calibration factor will change if volumes increases. Used to recognize the
units pa ula perational challenges. o
DEMAND Crmmm—— e fthe number of current FTE ESTABLISH THE METRICS PER UNIT
; —_— DATA COLLECTION AND TIME STUDY RESULTS M i o
Outside of the Loan CAPACITY ANALYSIS <+ Analysis and tools were developed to know exactly the number of FTE's, points, capacity and production
Documentation unit, the rest Loan Documentation has a Cases in Loan Documentation Total Worked  Capacity | Capacity Stressed "
of the Loan Ops groups have The processes in the units vacant position and needs oo — L] "F‘*:';':’;lms . "“F':'l’:l:‘:l'ﬂ'" W'"":u’ﬂ'" H:-m:hﬂ;:lrrm] hhjnﬂrhﬂ Capacity & Productivity with Calibrated Points i 0| it | i, sl ) Lo per day required considering the variability of demand. With the analysis and tools created, you can I m Ie m e ntat I o n P I a n
- - = s o= e Bk nlhi - E A
not been measured and do have changed due to factors the capacity analysis to s e — = LA - U ol s o Jan 463.68 66.78 534.25 667.81 6.94 ) . ) ) ) ) )
; . X make the determination if Rimiwil 1E0E% 15 40% i1 1435 LB R Feb 599.72 73.59 588.75 73594 815 obtain the number of FTE's daily, their capacity and the possible number of points that each employee
not have their prOdUCtIVIty of improvements and this vacant p_OSItIOI"I Is Wiiw larmbaan 163r% 1110% 1 3114 1.4 Mar 66096 83.13 665.00 83125 795
metrics defined. automation and that has necessary (hire or not hire). [ Wik il Cr il LIt T 10 2040 IT%T] Ape 509.67 65.88 527.00 658.75 774 can make. In any case, the goal of 8 points per day remains as a fixed standard.
affected the times and the :F“ Haxiliné S10% LR i LY EL May 57344 7484 59875 74844 766
_ T f A . Lo b Lom it LaddLar 1A% LT 4 2150 8.0
current calibration of points. e Jun 84993 7197 57575 719.69 1181
Wi L e Crit 14/% 1.10% 1 Sb.LT .5 i
The last measurement in —— Ju 564.88 7034 562.75 703.44 8.03
) rer i Himlin 148% & i 1150 1334 A
Loan Documentation was 5 ———— — — : — — ug 74661 7991  639.25 799.06 934
years ago and it has not jan  Feb  Mar Apr May Jun  Jul - Aug sep Oct — = ' . - = —r B = Sep | 67001 7716  617.25 7756  8.68 LOAN DOCUMENTATION VACANCY IS NOT REQUIRED
" I t i it P v il R i Sl iRRLY LT i bid 43.14 Oct 664.56 76.03 608.25 760.3
. . Cases Distribution by Weeks - e < 2 31 874 . . . . P
been carried out in the v tbsari (il A8, Mieduetion, i, odf [ % u : : Total | 6,303.46 739.63 5,917.00 739625 852 X After the analysis were carried out, we determined that Loan Documentation can handle the load variant
other units of the division. 308 i ; ; : : . . .
241 * Current volumes and daily seasonality suggest that represents its work volume with 4 FTE's, which is the current number of ETE's in this unit.
185 194 185 oo 180 180 that 4FTEs are needed.
161 166 -~ .
144 »  Cancel Cases Status have a 0.10 points value GOALS METRICS DEMAND PRODUCTIVITY
80
I . iy al I I I . I I I I I I ® bl gbe b For each group the daily goal is to The Loan Documentations dashboard Keep in mind the variability in Through the dashboard you can
Employees want additiona _ o I I ca I O n S CROSS TRAINING LOAN MODIFICATIONS reach 8 points. Considering the mix of was updated in Power Bl and the demand and how it impacts the measure the productivity of each
e LAz e amE e e tasks to count towards B 2 2 4 B 2 3 4 1 2 3 + cases, this would be the number of dashboard in Power Bl for Loan productivity of the FTE's. Constantly employee. It helps to visualize
. i ps op productivity or for those June July August Qe By uniting the Modification groups by performing cross training to prepare them, performance and points that should be completed daily. Modifications BPPR and Loan monitor the calibration factor and whether or not the goal of 8 daily
unigue in that most of the h _ be subtr: d . ASSIGN POINTS PER CASE HISTOGRAMS This is possible with the volume of Modifications PB will be developed. whether it should change points is being met and to see the
szsE e s R i N - n ours to be subtracte ALLOWANCES ¥ production in the group is maximized, bringing greater utilization of the unit employees. This could demand received. depending on whether a behavior distribution of the group as a whole
= LRl LT e i since it is time where they Modifications in CLP/JIRA i With this, all the metrics that different from that reflected during and that of each FTE's individually
the afternoons, and they has had changes in its volume do not perform cases, but it ane: 110 Recommended Ato Restructuring / Repayment Plan 0.33* Histogram Pre-Calibration potentially free up 1 FTE. Loan Documentation provide visualization of how each this study occurs. according to their hours worked.
* r . . - =
want that to be and has experienced spikes in fe i AT | e e Uassification Description Percenfage | Interim Renewal / Extend Maturity Date 0.27* 8 daily points group is doing and whether they are
considered in the ) IS aaditional wor atis Constant allowances [Personal allowance 5% R tiation Interest Rate/Dat 0.23% 200 120.00% 12 cases daily in the appropriate control will be By design there will be a month
some months, but the grou not recorded Basic fatigue allowance a3 enegotiation Interest hate/Late : 100.00% -
productivity model - e - Forbearance Extension 0.21% 150 - PB ADDITIONAL TASKS kept updated. with high demand, where groups
: has managed them without IMental Strain 1% Interest Modification Memo (Bank 110) 021* = B0.00% Loan Modifications BPPR will perform to a higher degree. Itis
. : . iable all Monoiony 12 ' : o 8 daily poi Develop in JIRA th ions f ible that th h
falling behind (backlog). Vbl AlowanCEs | e arens 2% Waiver/ Refer to Account 0.21* g 100 60.00% %+ Phase 1 : Redesigned Activity Log ally points evelop in JIRA the options for possible that the graph presents a
fsesienion L Miscell Maint 0.17* ] 10.00% 15 cases daily recording additional tasks performed level of stress, if two or more levels
i oans - Miscellaneous Maintenance . & . ) .. ) . ) . e I
Hediqusness —~ . - % 50 **»  Phase 2 : JIRA Internal Tickets to record additional tasks volumes. This will allow a systemized tool to in Loan Modifications PB of stress are detected it will be
Iofal Lo B Y ) e R 0.7 I I 20.00% Loan Modifications PB important to recalibrate again
" e " ’
AR Al TP 0.17 0 AR 000% track volumes of all 18 activities as well as allow the tasks to be incorporated in the Quality Program. 8 daily points either by taking more
Change of Collateral 0.18 A T L T A B 5 daily tasks measurements or modifying the
Change of Guarantor 0.18 = 8 cases daily calibration factor.
Internal Maintenance Request/Boarding 0.16 Bin
Maintenance Request with Macros 0.16 January 1% to October 31 Productivity By Points
Disable Default Rate 0.12 N T
Flexi | B-Smart Cancellations 0.09 L With current inflow volumes, the productivity of °
DEMAND ORR Maintenance 0.08
. s g . -_— 2023 shows an average of ~ 3 points / day
Loan Documentation BPPR Modifications Cases in BPPR Modifications DATA COLLECTION AND TIME STUDY RESULTS
; . ; 734 ile is ~ 4 points / day
Histogram Calibrated kd o percentile 1s P )
Step Four Step two Step Four . . . R . . . . . .
) e v e I — frocraneor oo e 2636 o T Fopuiition Dutrbuion %] Sampi D bl olwetid el Ourvd T bl | Standaed T foira] In this project, a points system was established that considers the complexity, variables and SLA of each transaction worked on in each unit.
ocuments and coor \rn s th . osing to aa':»;gera( et E\:D" 80 120.00% = < . . .
e e S oo e T e— T T——"— T o m 8 T T = e QUEUING THEORY ANALYSIS _ - ' 12/30/2024 12/30/2025 12/30/2026  12/31/2027  12/30/2028 Assumptions Additional tasks that were part of the FTE productivity were also considered.
1603 Liui i - PoAts ol Kok o i 14475 shnay (1] 6.12 1.8 &0 ’ M/M/s Queue Steady.state | & o
T T TLE0% T T S0 z 50 80.00% - Ovsion — Year 0 Year1 Year2 Year 3 Year4 Year5 Discount Rate 10%
Wi e Bogonsl w2 ] 5 6% i 554 £.54 2 40 £0.00% Al Rate (cases / 18 0 I Perpetuity Growth Rate 2%
& 3g Sanice Rate per Senver 5 1 15%
Flica | B i el 1% 1175 4 4,50 i = 40.00% Nurmidse of servers (s) 51" Not courtiog TL 2 190% o,
- e T e 20 = a - = -
i il Wi fic o Wk [ Bk 155 L14% 0.3E% F] B 4.41 10 20.00% . Initial Investment (OPEX Suppon] (35'431) Tax Rate 37.5%
l I I I I I I |I.'||:'.|U|.I:u||1|;,|'H|Fr||1||1LI-'I-1 LEF% 354% d 143 ib. Fa 0 0.00% 5 04%
feb  Mar  Apr  May n Wl Aug  Sep Oct  [Pnsptatoeitet i e Lir i I T TANRTRTITRYAT RO ARG RINgRgR 3% e e s wo L Loan Documentation Vacancy Savi 9,795 50,791 51,807 52,843 XV ROI - Both (Hard and Soft M
lan eb ar pr ay un u ug ep Otha -Ra ot 15 Bourding T 00K B = gt pedd 003 8 2% 0an bocumentation Vacancy »avings f ' 1 ' ' - b0 ( ara and 5o OHEY) BENEFITS IN METRICS BENEFITS IN TIME MANAGEMENT BENEFITS IN DECISION MAKING
Step One Step Five Step Three Step Five - - - Bi Awerage tsme spent in the system w 023 9 1 7%
RO/Analyst submits the s the required CP/IRA automatically e BN CIP R, ss——rand Total IIJIHH'I Dl Rabi % UA44% 1 B0 1.08 n :::;?;:‘f:;:‘-::‘:.‘::.’;n:‘::;n..:,:lf;"o L 3’7.: :? ;;: |.08n OpS JlRA Enhancements 20,100 3,100 3,100 3,100 3,100 |RR 199-0%
f\pproved and/or Sealed CA 2 on the type of : Chargge of Collaral 1.11% {1.00% [V January 1% to October 31% Productivity By Points Probabiiy it v Vs I e qreut i 2 05% = $ = 3 NPV S 399 137.4 o . . . AL A . . . . : :
i Loan sl ey e e Case Distribution by Weeks T p— T no0% B : , o mere than Ltime unts.  Enter 1> 0 JOHGON 100% | 13 0% , 13/, % This project provides visibility in < Analysis such as queuing theory % These analyzes will contribute
Documentation through CLP ¥ Documentation. B 2 & Calibrati ctor® util {traffic intensity 64% 1 02% = = = = =
pefere e esng Requireds A v— | 1122 Chiaryge of Chuararier A% .44% 1 1.1 1.4 26 Calibration Factor SR Tkets ’ B 0% RESHTEIN CHbis roductivity metrics, facilitatin was integrated that allows us to to decision making, plannin
peaiene e s o e Ferbbaranes Extaraiin B03% 000 3 : - % 558 percentile: 8 points/day Net Benefits (35,431 69 895 53 891 54 907 55 943 57.000 P Y Z & & &P g
754 F Aatuirriid o Careaia - - T T T < With this queuing theory toal, the process and time that passes from when § ! ;i ) 4 A . . .
e - . ] T .03 %  75% percentile: 10 points/day a request enters the system until it begins to be attended to by a s Tax 13,287 (26,211) (20,209) (20,590) (20,979) (21,375) risk management by evaluating ensure that the process can and prevention of changes or
521 520 el ey : = e . e . . . VAN e e 6 In ‘which th
. - - 473 4380 *Note: The calibration factor will change if volumes mcreases. Used to recognize the | o helped visualize different scenarios in which the 3 . . .
PB Modifications a1 393 32 329 95 374 wmits particular operational challenges. d and FTEs varies, challenging wtiization within the Net Benefits after tax (22,144) 43,685 33,682 34,317 34,964 35,625 demand and capacity factors. handle the volume received, variables that the process
& ve were able to determine ifthe number of current FTE's Terminal Value 454 218 . .
Step One Step Three I I I I I I I I CAPACITY ANALYSIS has the capacity tohandle the workload - can meet the established SLAs presents. Provide measurable
PR e e Net Cash Flow (218) 13,685 33,68 U317 34,964 189,313 . _ _ _
through Service Request Partal- request is processed on FIS. R to begin performance the case information on how this could
SRP. 1 2 3 4 1 2 3 4 1 2 3 4
Capacity Analysis Jan 66242 97.28 77825 972381 6.81 )
June July August $ Tt t I proups distrbut way io how t : pulat L i s = D BEET T ZEE EEEE] once it enters the system. be affected.
. . b . a L . - | Mzr 80575 113.19 905.50 1131.88 .00
wr Apr 73291 100.03 800.25 1000.31 733
A |_ L O W A N C E 5 May 79478 119556 956.50 1195.63 665 »
T Jun 141286 11491 919.25 1149.08 12.30
0 Jul 79186 91.06 72850 91063 870 Hard Money SaVIngS
abie Reco enaed Allowance » Aug 925.94 130.38 1043.00 1303.75 7.10 S 5 5 i i =
Classification Description Percentage P R o . . , M o mas ** Year 1: 549,795 savings in not hiring the Loan Documentation Vacancy.
I e 5% ¥ L L ! T ! | - Oct 87122 106.28 850.25 1062 81 820
IConstant allowances  |Basic fatigue allowance 4% o ) e T <  The values that have * must be add the value in points of
Step Two Step Four IMental Strain 1% e . : ' e M - : - 0.05 which it was the result obtained for the average '
Monciany 5% review time. Soft Money Cost Avoidance
Loan Operations Representative _ . s e b ot N . 2t Fha t s, 3 i - .
verifioe the information and the he next day the RO/Analyst verifies the Close Attention 2% w  Nextd o vl N i ] - <+ Cancel/Returned Cases have a 0.24 points value, but in S . . .
(st o eon ant information on the oan. oroble alonances. medionecs ” s anddo not mave § ot will havma valueassh - =% = = B ~ the report used for the analysis, none were found that * Year 1: 520,100 Loan Ops Jira Enhancements to create internal request to register volumes
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* 199% During this project we had the opportunity to work as industrial engineers in the

P

= . o . DEMAND D ATA COLLECTION AND TIME STUDY RESULTS ASSIGN POINTS PER CASE IS TOGRAMS service industry. Seeking to maximize resources and time available, respecting the
0e® IET?.I.] Cases In PB Modifications = T —— — —Y T T T Te— . complexity and variation of the process. Considering employee compensation and
'-‘ 1202 Distribution % | Distrigutien 5 |rrens) rrenal Loan Mzi:alinnw 0.56% Credit Limit Change 031+ . . . . . .
Z r Loan Maodifications/OnBase Cases 0.56 ; : ;
o 1002 - & - ooy esse Histogram Pre-Calibration ecommenaations the quality that was sought in the procedures without affecting consistency in
g4 261 ga1 846 291 as .L_.: :: : r— T Consumer & Mortgage Complaint ODP (Overdraft Protect), Care Center 0.45 Credit Card Mass Maintenance 031
L - — - Consumer & Mortgage Complaint Mortgage, Care Center 0.45* ACH/Auto Pa: 022* H-
CRITICAL NEED REQUIREMENTS/ DRIVERS cTQ T ——m : S . 250 - 12000% productivity. At Banco Popular we learned from each of the people who were
— —_— - —— — Interest Rate,/Term Change 0.45* )
— — - — — . Custamer Profile Change 022* 200 - 100.00% . . . . . .
e i : i = other © _ mentors and participants in this project, and we managed to be impacted and
T Ty a C”’T’ Frofle Change 0"5. et el 022 = - 80.00% Incorporate the new points system into the
. , - i - - e T Line of Credit Extensions 0.45 Waive Fee 022* 150 ! - . . .
B e ., il Witk e STAT IR Deeen M nnisn i = I o b war A ey ol A sen oo jas im i i Consmer & Motgage Convlint HELO, Servic Proy Emad o g - team’'s productivity measurements to consider impact the areas we were working on. We are very grateful for the growth and
the incoming volumes of work within the SLAs. the same day they receive. . L s Consumer & Mortgage Complaint Installment, Servicing Proy Email g 100 he compledy f;; the coses ;'“"m"‘*‘, the . . . C .
o — — = Consurner & Mortgage Complaint HELOC, Care Center 0.45* Posting Rejects 0.09 &= L 40.00% es IS goals points daily) as the volume
Case Distribution by Weeks Lk, IH“I::.::.:-_ :_': : : Consumer & Mortgage Complaint Instaliment, Care Center 0.45* Mastercard Payments 0.09 50 of demand allows. development that We We re able to Obtaln Wlth thls eanChIng experlence by
268 Ty prrr Fre P " T = Consumer & Mortgage Complaint Installment, Regular Mail 0.45* \onder Live 0.09* - 20.00% 1 H H 1 i
Prp———— Aim Py a :
- — — — - Charged OF pas e . meeting the expectations and requirements of this project.
A peed Pay Returns 0.08
r [rmpTe——— T A 1 Heloc Billing Dispute 0.45* X iy . (1] B e e B e B B A B B e e 0.00%
abay Cx wris : i Incoming Wires/ Verify General Ledgers 0.06*
175 o 156 181 rerET——— P — : - — S - ACH Retgurns e = 0.06 N AN A RN I Y RS R Y R R
148 115 144 105 " Wi i Ly - "1 Partidpated Loans 0.27* e » . o WO W N PR & @
" el A C 1iCreds I ™ 1T Py 2 Payment Checks receiv 0.06 T
. .. . . 60 p—] - = Bankruptey Code/Foreclasure 0.27 ¥ Bin
Monitor employee productivity. Considering the . . . . 58 P — v = = - . e e 0.22% Return Checks/ Return Item 0.06
- . i L Define the value of each request in a points system that 8 points daily, as long as the | ] A e of G e = ios 1 Fax Carta/Evertec am S o -
complexity, classification and variability in the work . . : . — . . e ot il ottt ALK Tadt Cai o Y a Feas 022 - January 1% to October 317 Productivity By Pounts Updated the dashboard in Power Bl in Loan
considers the complexity and volume they receive daily. volume received allows it. 1 5 3 2 1 > s 2 1 5 3 2 T T ————p—rE—] T Y 2 Payment/Reversals 019 Business Lo 002 : S p !
they perform. P ey o Wi e Cociiet bed e Caie CRTE P = "1 Statement 0.6 Stat M Report 0.02 . - . o . - Modifications and created them for BPPR and
June Iuly August ——wrr— — — - Third Party Authorization P ——— st g With current inflow volumes,_ the productivity of DOSthGrdln PB Modifications to present the new points
T T T e = = ACH Commiitments 0.16* Speed Fay o . ) system, productivity, capacity and calibration
ALLOWANCES " e b More Comet b e e T -E g Add Special Comment / Credit Bureau tab 0.18* DM 0.02 2023 shows an average of ~2 pownts da.j' factor monitoringineach group.
DR ::::: :n:‘:-‘:.::rr'unhﬂl—':"-ﬂlr B aF e Clw cay :-h -3 : i‘:{?ﬁ 0[;1155‘ Lok Box o.02* o 750 IJE'I'CE'IltﬂE 1;‘- 3 pD];IlrS dﬁ\
able eco ended Allo , - e F— =1 = r y X e i g5~ av
N . .. ——— = = hadow Payments 0.02 -
BN E - - Classification Description Per " b b O Mg [ = g Close Consumer LOC 0.14 £
Have visibility of production including the volume . - : Personal allowance 596 = P e — 2 e 013 set3 002 *Note: For this graph, the velume of & additional tasks that are not currently
. . : Define whether the process is balanced and distribute the The process has the capacity to =and g ' Recon items 001 c tedi sing considered
received and available employees (work hours) and =~ e—) . S —( onstant allowances [Basic fatigue allowance 4% - Secured Account Holds 011 - documented is not being considered.
hboard workload according to its difficulty or volume. handle your work volumes. Ivental strain 196 208950 Cancellation of Debt 011
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