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BACKGROUND:

A wire transfer is an electronic form of transferring funds via a network administered by banks and transfer
service agencies worldwide. Wire transfers, also known as wire payments, allow money to be moved quickly
and securely through banks without the need to exchange cash. A transfer is usually initiated from one financial
institution to another. Wire transfers involve a sender and receiving institution and require information from the
party initiating the transfer and the receiver’s information. Domestic and International wire transfers contain a
bank service fee. Some receiving institutions may charge an incoming wire fee.

PURPOSE:

This procedure outlines guidance for the Customer Success (CX) team to assist the client with their initial Wire
requests received directly through the online banking portal (referred to as both OLB and Web Admin, which
can be used interchangeably) or email or phone. The CX Team uses HubSpot to track and document the client’s
wire requests. The bank’s responsibility is to ensure the client’s request is completed promptly.

RESPONSIBILITY:

CX team in contact with a client’s initial wire requests are responsible for recording, acting upon, and
communicating to The CX team in contact with a client’s initial wire requests is responsible for recording,
acting upon, and communicating to the client once their request is completed through the CX channels
(i.e., email, online banking, phone). A HubSpot ticket on the client’s contact record captures the initial
contact, progress, and completion of the request.

The CX team members are responsible for the following:

e Report all initial wire requests accurately using HubSpot (HS) tickets

e Send the client the Wire form and Wire Agreement form through the Online Banking Portal

o Forward the HS ticket to DBO-Wire Pipeline for completion

e Prevent a complaint from the client for not completing their request or responding to their request

Digital Bank Operations (DBO) team is responsible for promptly completing and initiating the wire
request. DBO is responsible for communicating with the CX team if further information is needed. DBO
is responsible for communicating with the client once the wire request is completed.

CX BUSINESS RULES:

e Inbound/ Email Client questions and confirmation of cut-off time
= When does the wire need to be completed?
= What type of wire do they need: A Regular Wire Transfer or a Closeout Wire Transfer?
= Provide the client with the cut-off times and fees
e When contacted via phone or email, CX provides the client with the wire form and wire agreement form
through a secure message
= CX must follow Email Procedure below when a wire request comes through email
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0 Reply to the client’s email with Instructions Sent through OLB — Wire Request email template
o0 Send a secure message using the Wire Request pipeline and provide wire documents and
instructions
0 See the email procedure below for the full process

o If the client does not have OLB proceed with an email message
CX must send the client a new secure message if the wire request comes in through any other pipeline
that is not the Wire Request pipeline through WebAdmin

o0 See the email procedure below for the full process

Verify the account used for the wire transfer

Verify funds are available
Double-check pending transactions
Restrictions/holds need to be cleared to move forward

CX team needs to MODIFY the Wire Agreement form with the client’s information

See Step 15 for more instructions

A color copy of a valid government-issued 1.D. is needed to complete all wire requests
Quontic Bank wire fees

Closeout Wire: No Fee (receiving bank may charge a fee, ACH is a free option)
Domestic Wire Fee: $25.00

Foreign Wire Fee: $35.00

Incoming Wire Fee: No Fee

Quontic Wire cut-off times:

Foreign - cut-off time is at 12:00 PM EST
Domestic — cut-off time is at 3:00 PM EST

Incoming Foreign/Domestic Quontic Bank Information Needed

Address
o 3105 Broadway, Astoria, NY, 11106
Phone Number
o 800-908-6600
ABA/ Routing Number — needed for Domestic incoming wires
o 021473030
Swift Code — needed for foreign incoming wires
o NORHUS33

Closeout Wire Transfer Form

NO signature

NO wire agreement form required

Complete their own Closeout Wire Transfer Form
o0 Agent must NOT fill out the form for the client

Following documents are required if the funding account is NOT the originating funding account
o0 Bank Statement and Color copy of your valid government-issued I.D.

Closeout wire must be sent to one of the account owners’ account
0 Closeout wire can NOT be sent to another recipient

Regular Wire Transfer Form

Wet Signature is Required
If unable to print and sign, ask DBO to send a DocuSign form to complete (last resort)

A Wire Transfer Agreement is needed for all first-time wire transfers

Account List must include liquid accounts, DO NOT include CD account
The Wire Department saves these forms; see step 13 to view saved Client Agreement Forms
Joint account:
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o If only Joint Signer A signs the form, then only Joint Signer A can do wire transfers on the
account.
o If the second joint signer did not sign that form; that joint signer needs to sign a new agreement
o NOT Mandatory to have both signatures on the wire agreement form
= These forms do not expire
e DBO calls the client before sending the wire to verify the information on the wire
= NO modifications once DBO verifies the wire with the client
= The client can ask to RECALL the wire; however, there is no guarantee of retrieving the funds
= BIG PICTURE: DBO uses the ID and wet signature to verify the customer
e Wire Transfer time frame
=  Domestic Wire: Appear in the receiving account the same day or the following business day
o0 Depending on the receiving bank
= Foreign Wire: These wires can take 1- 15 business days to show on the foreign account.
o0 Dependent upon the policies and procedures of the receiving bank

FORMS:

WIRE FORM CLOSEOUT WIRE FORM

Eouonmic (M ouonTic

ADAPTIVE BIGITAL BANK

Wire Transfer Request

Pisass email CustomerService@quonticbank.com by 4-00pm. I recsivad shar that fime this form vill ba hald until ths next businsas day for procsasing

Date:

Wire Amount (U.S.)

Purpose of Wire:

Beneficiary Data (BBK)
Name of Institution:

City, State, Country:

ABA Routing Number:

SWIFT Cade

Wire Transfer Form for Retail Deposit Account Closure

Date:

Customer Name:

Customer Account Number:

Wire Amount (U 5.):

Purpose of Wire:

Beneficiary Data (BBK)

Name of Institution:
Beneficiary Data (BNF):
Beneficiary Name: City, State, Country:
Beneficiary Address ABA Routing Number:
Account Number ..
Beneficiary Data (BNF)
Referance /Instructions:
Further Credit To / Intermediary Bank (IBK) Beneficiary Name:
ABAJACCT#/ Name: Beneficiary Address:
Address
Beneficiary Account Number:
Account # / Swift:
By signing tic: Bank to pros 1 dsacribed in this Wirs Transfar Request, at Customar's risk,
e the per the Bansfici Branch Use Only
X
Instructions Received By:
Customer's Authorized Signature(s; ¥
Customer Call Back Required
BRANCH USE ONLY
Instructions Received By: Verification Callback Done By:
Funds Verified [ ves [ to Verification and callback done by Name of Customer Contacted:
Signature Vetified Yes No
O O Date and Time Called:
Customer Callback: [J Yes [ mperson

Customer Name Contacled:
Date and Tims Galled:

Quontic Signatures:

Two authorized signatures sre required for every wire.

Branch Gontral Number:

OPERATIONS DEPARTMENT
et S —

[ T ——

2y 11.28.2022

PAGE 1

Quontic Authorized Signatures Two signatures required for every wire

Operations Department

Attach OFAC screaning for recordkecping purposes
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WIRE AGREEMENT FORM:

[uontic Bank
‘Wire Transfer Funds Master Azreement

‘Thi Fund: Transfer Agreement (" Agreemsent”) s by and betweem the undersizeed customers) “Customer™ znd Quantic
Bank ("B"). Customar desires to use the finds wansfer services provided by OB and OB dasires to parfomn such
services for the Customer. [n consideration of the pramises of each party to the other herain, Customer and (F berely
2zree 2 follows:

AUTHORIZATION: QB i awthorized to kianor and execute all telephenic, telesrapic, electronic, oral, of written
instruction to transfer find of Customer by wire, telex, electroni trapsfer, book epry ar azy otber means, ar
amsemidments and cancellations of the same (hereinafier “payment orders™ to any accomnt of the Custoeter, or to any
‘third party, whea made in 2ccordance with the provisions of this Ageement. Unless otherwise agresd, all fimds
transfered chall be in 78, dollar: andy. Notwithstanding the above, all raquested transfers from Neay York attomey
‘st accounts pust be eade by written instructien Fom 2n attemey licensed to practice Law in Mew York
SECURITY FROCEDURES:

2 QB is authorizad to accept payment orders rom Customer, if Custamer is an individual, or axy of the officers
er 2gents of the Customer identified in Schedule A attachad bere to " Authorized Represeetatives™, if
Customer is 2 business enify of as ofhernise provided in this Azreement. B s 2lso autharized to act upan.
such other directions and instructions relating to payment orders, mechuding the cancellation or amendumert of
‘prior payemens erders, 23 may be provided to QB Som time to time by Costarser of zn Authorized
Representive or 23 othernise provided in thiz Asreesent
Following the receipt by OB of 2 payeaent order, OB, ot its discretion, may venfy any such payment ordes by
telephins cal to (i) Customer, i an individual, or (1) zn Authorizsd Repeesentative, if Customer is 2 business
entty, ar (if) where more than one Authorized Ragrasentative is so listed, by calling an Authorizad
Representative other than the orizmal Autherized Reprazentative who initiated the payment onder, or by other
‘mems which QB may deem appropuiate, provided, howeves, that GB's fallure to verify any such payment
ordar shall niot constituta or be othanvisa deemed 2 frilure on the part of (B to act in good faih, orina
commercially reasomable manner. (B reserves the right to refuse any payment request, and shall not be isble
o said refusa, in the event that QB, i its sole discrefion, is unable to satisfy itself hat the instruction is
iven by the Customar or an Authorized Representative of Costomer and o all of QB's security requirements
lave been mat
Any request received by QB i accerdamce with this Agreement, incloding individual: identified in Schedule
A, shall be considsed 2 payment ordar that shall be bindieg on the Customer

d CUSTOMER ACENOWLEDGES THAT IT HAS REVIEWED (B'S SECURITY PROCEDURES,
AGREES THAT (B'S SECURITY PROCECURES ARE COMMERCTALLY REASCNAELE, AND
MEET THE SECURITY REQUIREMENTS OF THE CUSTOMER.
3. CUSTOMER'S OBLIGATION TOPAY:  Customsar authorizes OF to debit, on the exacution data of the payment
oxdr, any and all deposit account(s) of Custoemer for the amount of any accepted payment order
REJECTION OF PAYMENT ORDERS: (B reservas the rigkt, inits sole discration, to reject any paymsent onder,
inchoding, without Heaitation, the right to reject any pavment oeder, regardless of the type of curency ivolved, that 2
Customer raquests to be transmitted to or to or for the benefit of 2 country, government 2gency, parson, entiy, buk
0 2y othar type of financial arganization wherein such provessing would violate any federal, state or local law or
‘regulation or would consdiruts, in B's sale discretion,  suspicious actfvity. Customer agrees that (B shall incur no
liakdlity whatsoever to Custaeaer of third party because of such rejection. [ QB ellcts to reject a paymaent oeder, OB
shall mwercize 2ood faith and 2ct with du dilizence to notify Costamar of the rejection either orally, elacironically or
inniting. B shall be deemed to have rejacted any payment order, and Customer waives notice of refection af the

"

arders in such cuescy, OB makes no represeatations or wamantie: of ay marure whatsosver 2s such terus
ad condifions, inchuding vy knovledge of thei existence or contert
. B may address the payment order to any of ifs correspendents, md the ose to which it i addressad it herein
refemed to 2s the "Payer”.
(B vl mat b Lzl for amy ermors, dlays or defults in the transmiz=ion of the payment arder for any
‘messages ent at amy time relative dhereto by any mean:, or for any trapering therswith znroute, QB ehall pot
e liahle for amy (1) acts or fathure to act (imclusive of any faifure to idexify the benaficiary) on the part of the
Paryer to which the payment order s agdressed or (if) fifure of the fimds to reach the beneficiary.
[fth fids transferred are not paid to or for the bensfit of the beneficiary for ey reasan whatzosver, QB's
hlization to refimd the amout of such paymes ooder shall be coutingent upon ifs receipt om the Payer of
confinmation of fhe jection or cancallztion of the paymant ardr abroad and shall be limited to refimding the
amoumt fo be paid parssant to soch erder mimss QB's expemses. Any mch refimd will be made, at QB's sole
option, (1) in United States dollars 2t QB's barying rate om the date of such refimd for the amouns of the foreizn
curency to be remitted, or (i} n the amount and currency of the tramsfir, or (i) by instructing the Payer, or
mother barking house abroad with which QB may dhen beve or establizh a sufficient credit in such foreizm,
curency, to hold the said amont of foreigm cumvency for fhe Customer's accomnt and risk, 2nd Q shall rat
be otherwise fiable i comsction harzwith ar for the considaration raceived by it
13. TERM, NOTICES ADDITIONAL FROCEDURES:  This Agreement shall revain in affct unt sther party
;lumflj)[mdm]:nmnmlnnmwfmmmwmmtmmmumnlhallnmmn
‘ransfers made prior to receipt notice, Notwitustanding the peeceding
sentences, (1B shall not have the righ to termzinate this Asreement imadintely af any tme upan telephanic
‘eotification o the Customser, ollowed by writen natification, if (1) Customer has breached this Azreement, or (1) any
frmuchufent or dishowest acts pccur involving Customer or Customer's Authorized Regresentatives or fs accounts at
(B, or (c) the fnancial cardition of Customer becomes such that (Bt umable to satify itself that Customer is able
o mest its oblizations urder this Azreement Rights or lisbiities accrued prior to terminafion shall not be affected by
the termmation. All notices to OB shall be delivered ar addressed to the address of QB afthe end of this Agrecement
Al movices to Customer shall be delivered to the address o fhe Customer on (8" records, Customsar herely agress to
ahide by aud follow any procedures QB mey, om time to tim, fssue purzuant to this Agpeement QB also reserves
‘e right to modify any of the terms of this azresenent upan written notice to Custoer, with the notice date to be the
date that notice 1s made and not the date that notice is received, and the “effective date” of the chengefs) to be tem (10)
caleadar days fow the otice date. Customer shall have the absolute right to reject zaid modified temes, provided
‘omever that Custonser's writen rejection of said termns shall be deemsed a termination of this agreetent s of szid
“eifactive date.” Custouser agvees not to object orally and auy such oral rejection shall not be deemed 2 reection
Deremer

"

-

14. RECOVERY UNDER. THE LAW GOVERNING MISTAKE AND RESTITUTION:  Cisstomer undersiand:
‘that2 (B emor may result ina thind parcy receiving funds that i not enitled to recerve. In such case, OB may dlecttn
attempt fo racovar the fiurds under the laws zoveming mistake and restifuion. In the evant that B 20 alects,
Customsr agres: to cooparated with (B and to provids (B with any documents, information, and other 2ssistance as
‘ay be pecesaary to anable B to recover the find:.

15. GOVERNING LAW:  This Agreemens i subject to the provisions of 2l applic ofthe Boand of
Gowerars of the Federal Resarva Systens, the operating circulate: of the Federal Raserve banks 2nd all ofher
applicabls provisions of state or federal baw and regulation. Notwithstending amy peovisions in this Aeveement o the
contrary, this Agreement and the terms wsed berein are egpressly subject to, and hall be interpreted consistent with,
Supart B of Rezulztion J and Article 44 of the wniform Commearcial Codz. To the eyent that the fimd: tramsfer
‘takes place through STWIFT or CHIPE, this Asrasment is subject to the gn\mngm; of SWIFT apdor CHIPS. In
the event of azy couli pmumﬁmwm fay applicable state or
faderal lan or regulation or the rules of SWIFT or CHIPS, I.'nulbepmﬁm of thiz Agreement shall coatrol. Thix

4

pevment order, wiless Customer has on deposit with QB collected fimds sufficient to cover the amount of the payment
o, plus ay applicakls fas, on the exerution date of the payment ardsr.

ATTEVPTED CANCELLATION OR AMENDENT OF FUNDS TRANSFERS:  f Cistomervidhes o
cancel or amend 2 payment erder previously received by GB, QB shall uze reasomzhle efforts to effechuste Customer's
withes. However, (B naakes no Tepresentation or wamradies as to its ahility to (2) cancel or amend 2 payment order
‘previoushy recefved by (B ar (b) recover any fmds already transferred. (B chall kave o Babilty to Customer for
GB faibure to effechuate any requested amendment or cancellation of any payment order. Amy request to capcel or
amend any payment arder st be given to (B in suficient tims to gfve QB a reasonable opportmity to act on it
before (B exacutas its o payment arder, 2t which point (O may, atits diseration, elect to raquire (3) complimca
‘with the security procedures set forth in Paragraph 2, (t) Customer to supply B with 2 reasonable accurate
description of the original payment order and'or {c) receipt by OB of an indemmity bond fom an acoeptzble mstintion
o other szcuriny under which OB i held harealess from and azaimst any Joss, lizbilty, cost (lachiding bt ot limited.
to telew and cable fees) or expense (icluding bt not limited to reasomable attomeys fees) arising from orin
commection with the attempted cancellation or amendment of a payient oxder. Customer agrees to indesanify and.
bold B harmless from any and all lisbilities, cost, and expenszs OB may incur in aftempting to cancel or armend 2
pEyIent order.

CUT-OFF TIME FOR RECEIPT OF PAYMENT ORDERS: QB maust receive all msmutions for payaents
ordrs prior to 3-00PAE, prevailing time at OB, an the day the transfar is to be miade. (B reserves the night to change
sai out-off times as peovided for in this Paragraph, and shall provide advence rotice to Custonser of s2id change.
ERRONEOUSPAYMENT: (1 rtands that QB's security o e ot dasizned to datect
or prevet Customer errors in pryment orcers, Cuztomer emrors inchode (but not Hreited to). ]:nmim-QBmlbma
‘wrong nee andior wrong account mumber of the beneficiary, providing (B with the wronz account number of the
henaficiary bank ar intermediary bandk (if applicable), providing CB with an incodrect amount of payament oxdar or
instructing QF to initiate the same payment order more than aece: (B shall have ea liability to Customer for
Customer emars i paymest arders.

RELIANCE ON ACCOUNT NUMBERS AND BANK NUMBERS: - Customr understands that 2 payment arder
‘may be processed and posted by each benk handling the payment arder (imchudig QB based on (2) the ACTOUNT
NUMEER. of the benficiary and not by the name of the beneficiary, and (t) the idextification momsber (such 2s the
FRE-ABA routing mumber) of the beneficiary bank (and amy zpacified intermediary bank) and mot by the nama of amy
bark The FEDERAL RESERVE DIETRICT-AMERICAN BANEERS ASSOCTATION (‘FRE-ABD") rovting
‘eaber i the mumber 2ssigmed to e2ch beak in the United States by the Federal Reszrve System, It i3 the sole and
exchusive oblization of Customer to make sure that the accomnt mmsber of the bepsficiary and the identification
‘pmber of the bensficiary bank (and any specified intermediary bank) are comact B shall kave o obligation to
‘recoacile or otherwise ascertai that the nams of beneficiry matche: the accowst meaber of the beneficiary, ar that
the e of any bank azvess with the idetification number of amy bank as provided by Costomer.

CUSTOMER DUTY TO REVIEW CONFIRMATION AND REPORTS:  After executing a payment order
‘receivad Som Customer, QB shall send Costomer, 2t the address of record of the debited account, 2 confirmation
siating the date and amount of the payment order and the bask accoust or third party to which the payent osder nas
‘made. In the event that Crostomer doe: not receive said confirmation within fve calendar days following the exscution
ate xpecified in the payeent oxder , then Customer azves: to notify OB of wid fact, and QB agrees to send Customer
a duplicate confinuation following (B receipt of such notification of non-receipt. (B, upon Tequest, also agrees to
‘provide Customer with such additiona] information 2s Cuustomer may reazonably request. Cstomer agyees that it will
iligently and carefully exmmine seid confimation. aed will, by the close of QB"s naxt flzsds transfir business day,
‘otify QB of any discrapancy, emor or other iegularsty therein (hersinafier described as “Customer Disrepancy
Notification." Castomer herelyy ac ifs revienw of the d, if applicable, its izsuamee of 2
“Customer Discrepancy Notification’ are materiz] temss of this agreewaent, Withovot regard as to whether or not
Customer has raceived the coafirmation o OB, Customar hereby releasas and ahsalves QB from, and agaiest, any

=

Agresmizat shall be zavemn by aed construed under the domestic laws of the State of New Yok The parties harshy
concent tothe exchusive jurisdiction of the courts of New York and the United States District Court for the District of
ey York for all parposes i commection with amy action or proceeding commenced harweer: the partie: or with
‘Tespectto the subject matter of this Agrzemsent. The paries further agres that wuy imifal services of processes in
commection with auy bezal proceeding may be served by certifiad mail, refum receipt requad, or persaal senvice,
‘withia or without the State of New Vork, provided 2 rezsouable tive for appearance is allowed.

16. ASSIGNMENT, MISCELLANEOUS: Tz Agseement hll be binding upor th suocesanrs and asiges o the
‘party. Except 2s otherwisa provided hersin, this Azresment may ot be amendad, modified or changsd except by an
insmrument in wriiez sigmed by both of the panties hereto. If any of the provision: of this Azreement shall to 2my
xtent becoms ievalid ar unenfirceable, then the remaindr of this Azresment chall not be affectad herely, If
Customar is 2 Nea York attomey or bzo firm, then Customser acknowledzas and agres: that, regarding al ransfirs
froum 2ttomey st accouats, only aromays Lcensed in Mew Vork are permsitted upder the law to be Autharized
Rapresentatves imder paragraph 2 and Schedule A of ths Agtssment

THWITNESS WHEREOF: the partis that have caused this Agresment o be avecutd by them and ar thel duly
Anthorized Representative: on this  preps,

Customer Namse: Accouat Number:
e ran
Customer Authorized Signature:
By Costommer's sismature Br
Name
Tidg:
SCHEDULE &

L AUTHORIZATION - FOR BUSINESS ENTITIES

Bank is hersby zuthorized to transfer fimds upan and in accordance with Requests provided by amy ane of the
following pamed officers or authorized agents (singularty or collecively, and “Authorized Agent’) of the
‘undersigned ( Business Customer).

Authorized Agents:

Name:

Siznature:

DL Number. Birth-Date-

Name:
Siznature:
DL Number: Birth-Date:
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Linbility relatin whatsoever for any QB malfeasance, mistak, other imegulariy or GB misconduct, or 2ny other
claim relating to 2 wire transfer for which GB doss pot recefve 2 “Cistomer Discrepancy Notification” within 2
‘reasomable perind of time notto exzead sty (80) calendar days following the epecutions date of payment order. Amy
wverbal notice to QB under this Paragraph shall be confinaed in writing to QB withi ten (10) calendar days of the
verbal notice. Faifre of Customer to confimn the notice in writing shall be desmed 22 2 Customer's faibwe to make 2
“Customer Discrepancy Natification ™

10, LIMITATION OF LIABILITY: INDEMNITY:  Except 2 oberwice eppresdy stated i this Agresnsen, OB
shall be lizhle to the Customer only for QB's grossly neglizent performance or no-perfomance of the fimds transfer
sarviees provided for this Agresment G shall not be rasponsible for amy Loz arizinz from or in comection with any
imaccuracy, act or failure to act o the part of any persan net within (B's reazonakle costrol, inchuding without
Iimitation the Customer, any Fideral Reserve Bank or transmission or communications facilty, sy receiving party or
receiving bank (icuding without limitation the rejection of 1 fnds transfer request by such raceiving party o
receiving bauk) 2n po such persan or entity shall be deemed (B's agent. (B shall not b resposible for any lozs from
o in cornection with any emar, faihwre or delay in transmizsion of 2y fimds transfer request if such delay is cansed
by lezal constraimt, equipment failure, way, emergency conditions, any moperability of transmission or
comemmication facilifies or other circumstances beyend QB's reasonable control. QB shall be epcused fom failing to
tranatit or delay I irnsmitting 2 funds ramsfar request if such transmrital would result in QB's having excesded any
imuitation wpan it mira-day net fands position esfablished purzuant to present or fifure Zuidelines of e Board of
Govemars of the Fedzra] Reserve Systems or any rule or regulation of any other U8 Govermssnta] regulatory
authority. (B shall be entitlad to reply on amy compumicasion, instrument, or documsat Delisved by it in gaod faith to
be genuine and cormect and to havs been ziven, sigmed or sent by Costomser or 2n Authorized Represantzfive of
Customer, and GB shall not be liable to the Customer for the Corsequences of such relizace. Provided QB bas
complied with this A gresment, Customer Rereby agress to indeearify 2nd hold that OB harmless from and against any
iabilty, loss, judzment, codt, claim, or expesse (inchuging reazomabl attomey”s fees and expenses) moumed by (B
that (2) axise from or in conmection with the services provided for in this Agveement, and'or (1) result froe or arise cat
of any claim of awy person that O is responsible for any act or ansiszion of Crostamar or any other persan ar entity
described i thi: Paragragh 10 of this Agreement Compensation for lozs of interest or uze of funds will be at GB's
eption, in the form an adjestment to Costomer's accouet(s) to reflect the average balance on Custemer's account
analysis that would have resuited had no emor o dely ocoumed, or by 2 direct credit to Costomers not to excesd
(B's actual cost of fimds for the period and amount in question, axd the adjustment vl be computed on a daily basis.
[N EVENT SHALL QB BE LIABLE T0 THE CUSTOMER. FOR ANY CONSEQUENTIAL, SPECTAL,
EXEMPLARY OR INDIRECT DAMAGES (INCLUDING LOET PROFITS) OF ANY KIND OR ANY LOSSES
OR ANY ATTORNEYE FEES WHICE CUSTOMER MAY INCUR OR SUFFER BY REASON OF THIS
AGREEMENT OR, THE SERVICES PROVIDED FOR [N THIS AGREEMENT, INCLULING WITHOUT
LIMITATION LOSS OR DAMAGE FROM SUBSEQUENT WRONGFUL DISHONOR. RESULTING FROM QB 'S
ACTE QR OMIZION PURSUANT TO TEOS AGREEMENT, WHETHER. OR NOT THE LIKELHOOD OF
SUCHLOSSES OR DAMAGES WAS ENOWNEY (B,

11. FUNDS TRANSFER FEES:  Customer agrees to pay all fae and charges which QB may, from time to time,
impnse for payment orders and related acts, inchuding any faes imposed on QB by the Federal Rezerve in commection
theremith. Unless othenwise agreed in writing, QB is authorized to collect such fees by debiting any of the
Customer's accounts, inchuding any accoms() set forth on Schedule A Costomer also hereby suthorizes (B to
edhurt its fees and charges for payment orders from the amount of any payment order exacuted on behalf of the

Customer
12. SPECTAL TERMS ARD CONDITIONS FOR INTERNATIONAL TRANSFERS:
2 [fapayment order call: for a payent in 2 currency other then United States dollars, such orders shall be
‘peyable to the beneficiary subject to the tems imposed by the benefiriary"s bank on the receipt of payment

IL SECURITY FROCEDURES

Customer understands and agress that the suthenticity of swy Request will be verified pursuant to the
fallowing security procedures:

1. Bk will request the caller to provide the persomal
the sme againet the mformation provided abave:

ded above s dentification ify

1 Bl cofime the pyent e i accordance ithheconfretion i introcions provided by Cosomer
o

T CALL-BACK VERIFICATION OF AUTHENTICITY. - If Telephens, Fax or Email payment order: are 10
besed, Call-Back is required by Bank 22 2 sinims bevel o securicy procedire,

In callback, Baek vill call back to Customser and request verification of the authemvicity of the funds wranefer. Bak
will call only the telephons mumber desigmated by Customer. IF no responss is recaived fom the Customer's
mgnmim\.aphme ‘mumber, or if corfimmation carmot hntmnsim(tmdm(enm the securty procesure, Bank
will et the pavment andell ot egcute

Telephone wumber for call-beck verification:  poFoRTE

Pleasa check opz of the fallowing bages.

[ We azres to Bark's standand confimation ks,

0 Weelect to modify the confirmation imsits and instruct the Banlk to process all wires for all of the accounts
duly Brted end attached that are entered via onfine banldeg with token security to be processed immediately
“call-back not applicable”

Authorized By: Dafe

IV, PERSONS AUTHORIZED TO VERIFY AUTHENTICITY.

Customer may choose to require confimiation by m Authorized Agent of Business Enfities other than the
Authorized Azent respansible for the inital tranzeaission of the payment order to Bank

‘Dleasa chack ons of the fallowing bapes:

0 Callhuck may be verifis] by eny Authorized Agent. inlodin the Autborived Apent who itioed the peyment
ouder.

0 Call-hack raay be verified oaly by m Authorized Ageet ofher that fhe Authorized Agemt who inftizted the
‘pavmEnt ondr.

V. FACSIMILE AS ORIGINAL: Customer agrees that any commmication, incloding 2 payment arder, sent fo
Bk via faceimele will be deemed an orizinal copy of such commmication, admissible in 2 court of w2z conchusive
evidence of the fore 2nd coetent of the comanmizatior, nomwithetanding Costoeer or Bank i unable to 2:tablish that
the document uzed to originate the facsimile & othemyise not availzble



PROCEDURE:

STEP | DESCRIPTION IMAGE
1. Locate the customer’s request . '
. - = iz _X General -
through the following CX channels: Tickats = =] =
FIS Web Admin: Q Ticket owner ~
e General Questions
e Wire Request NEW B ATINGONUS
oe
Email: _ _ =l Rl WEBADMINISTRATION
e Customerservice@quonticbank.com ——
-t-\| ﬂ
. R:;;LET“S' Customer Care Console Dashboard
AJ_GIIa En a ement TRANSACTIONS
° Chat FILE TRANSFER
CUSTOMER CARE CONSOLE VIEERLTEL]
e |Inbound Call LOG OFF
e QOutbound Call Requests
Add Beneficiary 3 .
. A in‘ wner 0
Best practice: Send an OLB secure poMDebl Gard Querdialt 0
. ) Coverage (Reg-E)
message while on the call and obtain BFFTW12 0 .
the confirmation to move the ticket for N
processing before disconnecting the General Questions 7
call. Account Detal 0
Rill Pavmant Nuactiane n
Wire R-eq@ 0
e |f the customer does NOT have OLB
send an email. Total 13
2. Locate the Client’s Account in Horizon
XE
3. Authenticating Account Holder:

Authenticating the account holder
before providing any account
information is a critical requirement.

Impact: Failing to properly identify

the account holder may inadvertently
provide confidential information to a
non-account holder and put both
Quontic and the account holder at risk.
Important Information:

Corrective action up to termination will
be provided if an account is not
authenticated and account information is
provided.

See the Contact Handling SOP for the
full procedure

Cintemey | Kifren

temgr e Rl o

{intzeng'y e |k

——
Citeemsr | Nima ﬁ
{usfemar | Kdmren
My
Cislgmgr | e Martir —
. —
—
o —
fuieme | il iy _
Cumtmemar's ama [EEEe e —— | -

[EERET R —— | _
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Verify Account Status is Active. CX can
proceed with the client’s request

If the account is Restricted, CX must
address the restriction before moving
forward with the request

- r

DAC-Branch
flicer:  Mantl

Active - Restricted

UAL-Branc
Mantl

HubSpot

Click on Contacts

Search the Clients name
Click on the Client’s Name
If the client is in Contacts

Click on +Add next to Tickets
e Proceed to step #7

If the client does NOT have a contact
Proceed to step #6

Lead status =

Lost activity dote = = Al filtere (D)

Click on Service
Click on Tickets
Click on Tribar

Change the Pipeline to All Pipelines

Search the Client’s Name or email
address

If there is NO ticket with the same
scenario, create a ticket

Click on Create Ticket on the right side
of the page

Sarvice Automation -

Contacts - Conversations -

| Tickets

Tickets ~
14,264 records

Feedback Surveys

Last activity date ~ Knowledge Base

Customer Portal

H Save view

Board actions —

© Copyright 2020 Quontic Bank. All rights reserved.



Ticket Name: [Source Type] - Wire
Request - [Last four digits of account]
- [Client’s Name]

Pipeline: CX General or CX OLB
Message

Cmato tid(el Souree®
Email v

Ticket name *

Wire Request - [Last four digits of account] - [Client's Name| @

Create date

B 08/18/2022

Pipeline” Full Name
. CXGeneral v
Ticket Status: OLB In Process or New e
Ticket status * Email
Ticket Description: Domestic or
Foreign Wire i .
Attach Document
. . Ticket description *
Product: OL.B Checking/Savings —
Ticket Owner: CX Representati\/e Wire Request - [Last four digits of account] - [Client’s Name] C _
Priority
Source: Phone/ Email/ OLB Message/ | " e g
Chat/ AudIO OLB Checking/Savings % v
Associste ticket with
Create date: Today’s Date Ticketower
Priority — G- v
Click on Create
Ticket ID: Automatlca”y Generated ¢ Tk OLB - Wire Request - [Last four digits of OLB - Wire Request- [Lastfour digts of

Department- Quontic: Customer
Success

Priority -

if we are missing
documentation
High Priority if we are sending it to
DBO

OLB Ticket Props:
Web Admin — OLB Original Submit
Date — Date request submitted

Web Admin — OLB Reference Number -

Reference Number

Banking Reason for Contact: \Wire
Related

Click on Save
Refresh the page to see

Product: OLB Checking/ Savings

account] - [Client's Name]

v About this ticket
Pipeline
CX General

Ticket status

New =

Ticket ID
1025860958
Source

Email »
Ticket name

OLB - Wire Request - [Last four digits of account] -
[Client's Name|

Ticket owner

Cynthiz -
Department - Quontic
Customer Success ¥
Ticket description

OLB - Wire Request - [Last four digits of account] -

[Client's Name|

¢ Tickets
account| - [Client's Name]

[ATETiL 3 TNaliTe

Create gate

B 08/04/2022

Priarity

Medium
Close date

View all properties View property history

v BANKING CONTACT REASON

BANKING: Reason for Contact

Wirerelated X | =

¥ CX/DBO

Product

\_ OLB Checkng/Savings X | =

You've changed 1 pr
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Horizon:

UPDATING LAST CONTACT on
Horizon:

Click on Customer Information
Click on Basic Information
Click on Edit

Merts (1)

Refationship Summary

I < Information

Customer Information

> Contact Detals

> Customer Venfication
Elactronic Access

> IRS Reporting

> Lending Information

> Micellaneous

> Notes
Profitability
Regulatory Compliance

Services

Basic Information

[

> Branch and Officer Information

> Demographics

> Employer Information

10.

Locate Last contact and Last Contact
Type

Enter the Current Date
Enter the Contact Type
e InPerson
« Mail
e Telephone

Click on Save

Bacie Imfarrnation

Corifed s
- sarean rasaning
o= B 12k Pl

[ Fesidon &

O == arriza

i il

Alerts (1)
Reifationship Summary
Customer Information
» Contact Details
» Customer Venfication
Electronic Access
» IRS Reporting
> Lending Information
» Miscellaneous
» Noles
Profitability
Reguiatory Complance
Services
Tax Information
User Fieids

Maintenanca Log

DOOR0OE0T EASE
M

Customer Information

Restricted customer; *

Status:

Customer sub-type:

User number

Date of birth

Date of death

O

Mo

Active
0452411986 [5]

=
05/29/2019 (3¥ 10M)

0a4r21/2023 [53]

Telephone ~

&

AR S AL P
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11. Click on Relationship Summary
Click on Customer Accounts _
#3551 (SSN/TIN) Cus 122320201 Year) Dtype
. Active | Dl b
Verify: : DACSench Net assgned
. Primary officer. Mand er No
e Funds are available BLAKISVALD
¢ No Holds on the profile or account L
Relationship Summary
Click on the Activity Symbol next to the .
. A Relationship Totals
account in question
e Shortcut Weighted Average Rates
[—
. ) ) Customer Accounts
B —
Click on the account in question ' ‘
Tefiw :
Applzation Aount Relationship Current Available Status Activit
Demand Dep SOLE OWNER M 598,71 BOpen
EWARDS BETA Direct
ATM/Debi SOLE OWNE! Open
BITCOIN REWARD Direct
12. Click on History
CI ICk on TransaCtlon HIGH INTEREST Open since: 03/14/2022 (5 Months) L]
CHECKING Last activity:  08/08/2022 (9 Days)
Open Last contact
DAC-Branch ast deposit  03/15/2022 $100.00 c
CX team can change the Statement e R '
Period from :
e [ast 10 transaction
e Last 10 days R —
e Last 30 days [T
e Last 60 days
e Date Range T r—
NSF JFo— 08/11/2022 0029 Rate Change .0100% 1o 1.0900%
f“'@‘?“’“" por— 06/10/2022 0039 Interest Paid
Transactions Actions. ~ 05/31/2022 * 0029 Rate Change 1.0900% to .0100%
: Actions 05/27/2022 * 0029 Rate Change .0100% to 1.0900%
> :;::ﬁ Actions 03/15/2022 * 0029 Rate Change .0000% to 0100%
# Notes Actions - 03/15/2022 0021 QUONTIC BANK/NEWACCDEP QTC-LOR2RHSZ-
13 Ve rlfy Transaction History 2
Statement pericd: 1, Last 10 Transactions %
¢ No Pending transaction e
e Funds are available to use
1of 1w
Effective B Code Statement Description Check # Debit Credit Current
Actions - 06/22/2022 7255 POS Purchase With PIN ALDI 64042 $37.66 39871
Contlnue Wlth reqUESt Actions - 06/17/2022 0021 Educators Credit/P2P PAYMNT KIMBERLY B $5000 $136.37
Actions - 05/31/2022 7255 POS Purchase With PINPICK N SA 1735 W 81208 $86.37
Actions - 05/26/2022 7255 POS Purchase With PIN PICK N SA 6963 N 37.98 39845
Acfions = 05/19/2022 7255 POS Purchase With PIN ALDI 64042 $66.04 $106.43
Actions - 05/18/2022 0021 Educators Credit/P2P PAYMNT KIMBERLY B $5000 $17247
Actions - 05/02/2022 7255 POS Purchase With PIN ALDI 64042 $18.97 $12247
Acfions = 04/18/2022 0021 Educators Credit/P2P PAYMNT KIMBERLY B $50.00 $141.44
Actions - 04/04/2022 7255 POS Purchase With PIN SENDIK'S MEQUON 51489 59144
Actions - 04/04/2022 7255 POS Purchase With PIN ALDI 64042 $20.94 $106.33

© Copyright 2020 Quontic Bank. All rights reserved.



14.

HubSpot:

Click on Notes
Click on Create Note

Include these snippets in your note with a
short description

Horizon XE Profile, OLB Secure
Message with Forms attached

Snippet #1: Client’s profile on Horizon
XE

Click Print
Snippet #2: Message to the client with
attach wire forms

Click Save on your HubSpot note

Company (0
» MNote
e As
~ MNote by Kiersten C.
B3I B3IPM Vigfesty
Message Reply @ =D
From

Name Email Address
Username Phoae
Reference Number SSNTIN

Menage Topic Subject
General Questsons Wire Service Agreement

Antachment Max File Size (Approx): 5.0 MB
Chooss File | Ne file chosen

Message History

Message 0R022022 05:50 pen -—eeeees
Please send me the Wire Service Agreement. | noed 1o create a wire transfer.

Thank you,

. Tar i eaEE] (SSNITIN
- E DA Eranch
U Miaral
Relationship Summary

Redationshic Tolats

Weighted dverage Rater

Cumstommeer Accounts

o Assined
No

BLANK 15 VALID
Braishic

© Copyright 2020 Quontic Bank. All rights reserved.
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15. | Verify if the client has a wire agreement | -« Cotomer Success
form already on file with us 30 Otecs onc :
y P Decktop
G‘: DO(ul::;s oec rJ 0 ,.=.‘]frjr:1
Click on Operations Folder B s | orurveonc-rmore | TR
Click on Daily Work - REMOTE o S ‘
Click on W| res s OneDrive - Quontic Bank - Az Disclosure Archive 8, 2 1:009 PM
- - Lol A L . r Dormant Letters 8, /2022 910 AM
Click on Wire Agreement e B eered v :
& Network Expedited Cards
Click on Business or Consumer "
e depending on the client’s request . Pershifig LLC - Northern Trust
RDC-Deleted Merchants
Service Messages
Client Not in the folder send the wire Wires .
agreement form - ZELLE-BILLPAY- Mobile LIMIT INCREASES
- Quontic Bank - Az 7. 11/30.2021 - TPO192P1
. . . " p
Client in the folder send the Wire form or | (\asshare\home$) - JIOBILE REPORTS
Closeout Wire form ONLY! R 77/ RDC cover sheet
Mame Name -
ACBE WIRES BUSINESS
Incoming Wires CONSUMER
Qutgoing Wires /
Wire Agreements
Wire Forms
16. Client NOT in the folder send the wire > i Mk Chex Sporns et
= Pactures COVERSHEETS
agreement form B doos Custormer adustements cedits spmoved by sa-. 9/1572%
w Onolive - Guontic Bank - Az Custorral anplalns W2 it
CX must create a Wire Agreement form I _ " CuntomerSuccess
. * we Operations [Wassharo {7:) -
for the client @ Nt DAC Extrcts
" Dadia
Click on Operations . :
Click on Customer Success il b e
Click on Forms i B
. . \assharehomed)
Click on Wire Agreement Form Gty 1098- Mortgage Tax Form
Bitcoin
10Ts CD RETENTION CERTIFICAFE (MANTLE ACCOU...
Custemer Feedback
Quontic Bank - Azu :
X - Forms
5 Ebony 7, ".'.202; %24 PM
Horizon Note Journal 8/11/2022 4:53 PM

» This PC » Operations (\\asshare) (Z:) » Customer Sgccess » CX - Forms

A % Name Date modified |

*! Online Banking Disclos
= Quontic Bank Disclos

8/8/2022 1:27F

022 3:47

5/11/2022 10:3'

| (hasshare\home$) - wire Closeout For
1s (Wasshare) (Z) . Wire Transfer Form 4/25/2022 6:00

11
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17.

Must complete before sending
Wire Agreement Form:
Go to Appendix for full page version

On page 5:

CX must fill the HIGHLIGHTED
section on the right

On page 6:

CX must fill the HIGHLIGHTED
section on the right

Save in a place to attach to the ticket

IN'WITNESS WHEREOF: the parties that have caused this Agreement to be executed by them and/or their duly

Authorized Representatives on this: [INSERT CURRENT DATE]
Customer Name; Account Number;

[INSERT ALL SIGNERS NAME | (INSERT ALL LIQUID ACCOUNTS]

Telephone number for call-back verification: ~ [INSERT CLIENT’S PHONE NUMBER

18.

HubSpot:
Click on Emails

Click on Create Email
Click on Template

Click on the Email Template you need:

e Wire Request that Needs Wire
Agreement Form Signed

e Wire Request that Wires Form only
needed

e Email auto-populates

Click on the Attachment Symbol at the
bottom of the email

Click on Send when all the documents
have been attached

> Emall - New from Fi5 Transfer

RingCentral

P Bmall - Naw Voics Massags fram The Ring Line - ROSEANN TORAL (419

RingCentral

e N T Mee- 3@ F men - Amsceclaned with 1 record

} Email - New Vioice Messoge fram The Ring Live - ROSEANH TORAL (419

Q  Owner: i Cusgier Success ~

NAME * CREATED BY LAST USED LAST MODIFED:

Sl Interested

Wire Request that Meed Wire Agreement Form Signed

Wire Regquest that wire form only needed

X - Quantic Bank's Loan Programs Pitch - X

Keam  egff1 2 3 & 5 & |7

Templates Documants Mectings = Quotes ~

v I

From Cynthia - (cusiimerservice@gquontichank.com =) Ce Bee
Subject Secure: WHre Request Formas

o<ar [ NG

You will find a Wire Request Form and the Quontic Bank Wire Agreement
as you requested. Both forms need (o be completed/signed for us to
process your wire request,

Important details required for the wire to be processed:

1. Must complete the Wire Form by typing in entries._
a We do not accept handwritten requests.
b Itis in PDF Tormat, enabling you 1o update the form using Adobe.
< Awet signature is needed.

o~
B I U % Moe- 8 ‘,m S Rt Wit A wmrd <
Sieeme aseahe follee !

© Copyright 2020 Quontic Bank. All rights reserved.



19.

Next to Attachments on the right side of
the page, click on ADD

Upload all attachments sent to the client
on the Wire HubSpot Ticket

v  Attachments

& WIRE AGEEMENT ... (566.5KB)

Add ~

information from the client:

Change Pipeline to DBO — Wire
Request

20. Change Ticket Status to ; .
v About this ticket
Waiting on contact — Closed or OLB -
Waiting on contact — Closed Pipeline
CX General
Ticket status
Waiting on contact - Closed =
21. Once you have received all the

~  About this ticket

Pipeline

CBO Wire Requests

Ticket status

Ticket Status to New Mew =
h o Priority Priority
Change Priority T ® High
to HIGH
PROCEDURE: EMAIL PROCESS
STEP | EXPECTATION IMAGE
1. Locate the client’s email wire request v Email - wire Transter tnfo from [N Pin Copy link Moy 4,2023 1 548 P EOT
o_ AT Reply | Forward Delete
Cllck On Reply Please send the info for a Wire Transfer --
View thread (2) 2 associations =
2| Clickon Temmplates

e Locate Instructions Sent through
OLB — Wire Request email template

From:

Customerservice@quonticbank.com

Subject:
Secure: Wire Instructions sent through
oLB

Click on Send

| Tempiates

To I -

Documents

From Cynthia Bicustemerservicedquenticbank.com

Subject Ro: Wire Transfer Info
O I
Thank you for reaching out to us

Instructions for your

Profile. To &

are logged

1. Click on Sell S

2. Click on Sacure Messaging

B I W L

More - 2 @ & Inserr -

Create a task to follow up

wire request(s) have been sent through your

HMeetings -

Cc Bec

Online Banking

massage, please follow the instruction below once you

Associated with 2 records -

r

© Copyright 2020 Quontic Bank. All rights reserved.
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3. WebAdmin Customer Console Page: ~|S GEIEEE
Sild Customer Care Console Dashboard@ Online Banking is online
Click on New Message RIS
r,usmumuntrﬁ:q::;z Unassigned %ﬁ_ S
Requests ]}Sealcr Criteria
= : SubjectStatus
. 552023831 AM  General Questions Deit Card
Messages 922023 223:48PM  Debit Card Request Approval Required
G 3 430202391349 PN Debit Card Reguest Appioval Required
o ATSE02312852AM  Debit Cand Recuest Agproval Requred
Total 4 Total 831
4. Compose Message Page: Compose Messagen
Send Message to: _ .
Click on A Specific User Send Message To * Message Options
Enter the Client’s Username ®AspecificUser [ ] BAllowReplie
(2 To Sender
- B:u' User IFPB : b ®To Queus [Wire Requests W |
Message OptlonS' ) LBy OLB Module ~ccounis W
Click on Allow Replies - " Force View on Login
Click on TO Queues [Cirore Bark v Continue showing until expiration date
Select Wire Request Expiration *
=
Subject:
Wire Request Subject *
|
Attachment: \achment s il S o). 5013
H H Attachment Max File s1ze (- PProx): 2.
Click on Chqose,Flle_ _ B o e cruer
Select the Client’s Wire PDF File Message *
*Send multiple messages if needed Eam v viEvies ]
iBlus xxofigsEs =sFie=f
Enter the corresponding Wire Email isadocofl v
Template in the text box field
Click on Print
*Snippet page and attach to HubSpot
Ticket
Click on Send S
Change the HubSpot ticket to the
corresponding pipeline and status " Required
EMAIL TEMPLATES

Wire Request — Form and Wire Agreement
Dear {{contact.first name }} {{contact.last name }},

As requested, you will find a Wire Request Form and the Quontic Bank Wire Agreement. Both forms need to
be completed/signed for us to process your wire request.

Important details required for the wire to be processed:

© Copyright 2020 Quontic
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1. Must complete the Wire Form by typing in entries.
a. We do not accept handwritten requests.
b. Itisin PDF format, enabling you to update the form using Adobe.
c. A wet signature is needed.
2. The Quontic Bank Wire Agreement must have a wet signature.
a. Please print page 5 only, sign, and return.
3. To process for receipt today, we must have the forms returned by:
a. Domestic Wires — 3:00 PM Eastern Time
b. International Wires - 12:00 PM Eastern Time
4. Must include a color copy of a valid government-issued 1.D.

Please return the forms securely by reply to this secure email.
If you have any questions, please do not hesitate to contact us.
Thank you for being a valued, Quontic customer.

Regards,
{{ticket.hubspot_owner_id }}

Wire Request — Wire Transfer Form
Dear {{contact.first name }} {{contact.last name }},

As requested, you will find a Wire Request Form. The form needs to be completed/signed for us to process yo
wire request.

Important details required for the wire to be processed:

1. Must complete the Wire Form by typing in entries.
a. We do not accept handwritten requests.
b. Itisin PDF format, enabling you to update the form using Adobe.
c. A wet signature is needed
2. Must include a color copy of a valid government-issued 1.D.
3. To process for receipt today, we must have the forms returned by:
a. Domestic Wires - 3 PM Eastern Time
b. International Wires - 12:00 PM Eastern Time

Please return the forms securely by utilizing your email account’s secure email feature. (Please see your email
provider for instructions.)

If you have any questions, please do not hesitate to contact us.
Thank you for being a valued, Quontic customer.

Regards,
{{ticket.hubspot_owner_id }}

Wire Request - Request Received
Dear {{ contact.firstname }} {{ contact.lastname }},

© Copyright 2020 Quontic Bank. All rights reserved.
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Thank you for providing the wire form(s).

As requested, your wire transfer will be processed. You will be receiving a call from our wire specialist shortly
to verify the information on your wire transfer form.

If you are unable to answer, please return our call at 800-908-6600.
Thank you for being a valued, Quontic customer.

Best Regards,
Customer Service Team

Instructions sent to OLB - Wire Request
Dear {{ contact.firstname }} {{ contact.lastname }},

Thank you for reaching out to us.

Instructions for your wire request(s) have been sent through your Online Banking Profile. To access our secure
message, please follow the instruction below once you are logged in (website portal):

1. Click on Self Service
2. Click on Secure Messaging
3. Click on Incoming

Important Information:
To process for receipt today, we must have the forms returned before:

o Domestic Wires - 3 PM Eastern Time
o International Wires - 12:00 PM Eastern Time

Quontic Bank wire fees:

o Domestic Wire Fee: $25.00
» Foreign Wire Fee: $35.00

Please let us know should you have any login issues or should you have any questions concerning the
instructions you were sent.

Thank you for choosing Quontic Bank.

Best Regards,
Customer Service Team

REPORTS:

HubSpot reports are used to track clients’ wire-related requests and keep track of issues that can be resolved in
future projects. CX HubSpot reports can be found in the Service Ticket Details dashboard. See the example
below:

16
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Banking Contact Reasons - by week -

® Wire related
A3y

50

45

4
°
0
T
2 29 bi] bl
g 30 28 »
0]
E 2 2
3 1 20
00 18 17
i 13 13
& 12 i V]

9 9
10 7 8 7
0
12/5/2022 12/19/2022 1/2/00% 1/16/2023 1/30/2023 2/13/2023 2202023 3/13/2023 3200 4/10/2025 424200 5/8/2003
Punmbn duba  \alanlds
CONTROLS:

The Quality Assurance team will review all CX work HubSpot tickets regarding wire-related requests. Monthly
calibration sessions will be held to review an interaction in each channel. See the Customer Success Quality

Management SOP for more guidance.

The CX or DBO team member will automatically FAIL their scorecard if they fail to properly

authenticate the call/ account holder.
CX Scorecard:

OVERALL CX TEAM SCORE

Crtstanding
et mam [@MmuonNTIC

Unacceptable: <EFN

CX QUALITY SCORECARD
; QA SCORE PONE_ I ] [ A SCORE EMAR/OLS. I ]
PHONE SAMPLE STZF I ] [ EMAIL SAMPLE SI7F | ]
e

Basponye Time for Volos! Emai/ QLB Chas

Proper Opening

Aunrgrmcaeag Accsuns Header PASETAIL

Rusporse Tems lor Voice) Emed/ LB Chat

Diggming

A chyemicaring Arcauet Hoider PASS/FAIL

EFective Probing & Root Cauie idensfoation

Privicy and Security Guidelines PASETAIL

EMecTive Probing B Roct Cauda |Setficstion

Eoon0 o ate S0l o

e Knawisdge Tool

Complance Quies, Poices pod/or Brocedures

Lslize Knowiedge Toois

Compnance Do, Folcies mrd/or Procedures

Doswmantition & Inrbrion D9 el Tien

Doty ToLITOA B S IrTon DNssaition

Proper Hoid & Trascfer Procscdures

Broper Modd & Transfer Procedures

Sy tngericaring Arcount Hisider PASS/FAL

Privecy and Security Guidelines

Litilies Knowiedps Tools

Corgiance Subes, Poiows and or Procedires

Dt IATON B A aeTon Doodition

Eroger Hold B Transder Srocedures

Actve Listersng Actren Listaning Active Listening

Dwenarshi Owmprship Crarrepranis

Build Rapoot Buskd Ragport Busildl Ragport

hisnpren & Emoatny Willingraxs & Empathy \Aiilsingnas & £ ¥
Torw/Fate of Spewcn T Fane of Spaacn e Fate of Spaach
Profettisnal Comemuritation Professicnal Communication Profesions Commnicanion
Drar Corse Resoiution (Recag] Cortact Rapoiurion |Recaa) O Corvaey Sachution
Eroger Clozing [roge: Ciosing Proger Cosing

© Copyright 2020 Quontic Bank. All rights reserved.
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APPENDIX:

https://quontichank.healthstreampolicy.com/QuonticBank/main.aspx?tid=547&mtid=395

© Copyright 2020 Quontic Bank. All rights reserved.
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