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Which of the following makes paying bills online difficult for you?
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PayNearMe 2021 bill payment survey of 2,676 nationally representative Americans ages 18 and older. © Copyright Handle Financial, nc.
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PayNearMe overview

The award-winning platform that lets your customers pay how, when and where they want.
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Pop Quiz!



1. What's the #1 reason consumers don’t set up
autopay?

Procrastination

worry about overdraft fees

want to control when my bills get paid

t's a hassle

don’t want my payment information stored
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2. What percentage of young adults (18-29)
prefer to pay via offline channels?
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Payments have never been easier...
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Except when paying bills
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Exit and Close

ONLINE BILL PAYMENT

View Reminder Notice

Thu Jul 29 2021 15:14:00 GMT-
0400 (Eastern Daylight Time)

IAutomatic Payments

iew My Bills

[Payment Center

Pay My Bills

View Online Tutorials

Loan Detail & Posted Payment History.

| want to make a payment using either a loan # or an invoice #

Select an Option

[Upload Documents

FAQ

Select an Option

Contact Us

Download Forms

Hours of Operation

Monday thru Friday

L S R,

8:30 A.M. - 5:00 P.M. Eastern Time

Toll Free Number: 800-792-8670

~Ann con annn

Payment Information

O Invoice# or O Loan#: ‘

Last Name of the Borrower : ‘

Amount Being Paid : ‘

Reset

Choose Payment Date: ‘07/30/2021

Print

=

| Add

Continue

VN HWN

Login on desktop

Find the payments section
Find my bill

Add loan number

Figure out my amount
Add my payment info
Confirm

Pay

And if | make a mistake,
start over!



Our theory why

In many other industries, you don’t
acquire the customer until they make a
payment.

It’s the final hurdle to a conversion.

For this reason, payments innovation
has been a requirement.

NETFL'X Sign Out

2

Set up your payment

Your membership starts
as soon as you set up
payment.

No commitments.
Cancel online anytime.

Secure Server

Credit or Debit Card  vsa [l B2 ~

PayPal p

Gift Code  wmux



Our theory why

In lending, the customer is typically
acquired before a payment is made.

N
Payments aren’t barrier to conversion, so ?QQ\
they didn’t get the same level of )

attention.

Until recently.



Going from one to another creates friction
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We decided to
explore this
friction.

B PayNearMe

How Consumers
Pay Bills:
Expectations vs.
Reall’ry




Who we asked

2,676 adult consumers (age 18+) with representatives from all 50 U.S. states
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Age Ranges
23% 26% 29% 22%

AGE 18-29 AGE 30-44 AGE 45-60 AGE 60+

Household Incomes

18% 24% 8%
$25,000 - $75,000 - Unknown
$49,999 $124,999
Ao\
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18% 18% 12%
> $25,000 $50,000 - < $125,000

$75,999



What we wanted to learn

How do consumers actually What do they expect from the
want to pay bills? bill pay experience?

What would make bill pay How can businesses meet
easier? these changing needs?
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Insight: Bill Pay is Stressful



Disorganization dominates bill pay

Top 5 Bill Pay Challenges

When asked what makes paying bills difficult, consumers responded:

52% Remembering logins, passwords and account numbers

41% Keeping track of payment due dates

30% Navigating poorly designed biller websites

26% Having to enter payment information

23% Keeping track of the amount owed each billing cycle

Nearly half (48%) of consumers
feel disorganized managing &
paying bills.

Keeping track of account
numbers, dates, passwords
etc. is @ main culprit.

Surprisingly, stress &
disorganization isn’t typically
due to a lack of money- but
instead the complicated bill
pay process.



Prioritize payments
on your website

Nearly one in three (30%) said navigating
poorly designed biller websites led to
stress in the bill pay process.

Eliminate this by prioritizing payments
online and making it easy on desktop
and mobile devices.

I UNITED AUTO CREDIT®

© ALERT: A message to our United Auto Credit Customers during the Coronavirus (COVID-1¢
My Acc

aym

Looking for p

ent options?

W iety of payment options to help our customers make

paymen

on time.

Learn more

lﬂ Dealers

Take your dealership to new levels. Let us be
your lender of choice.

Learn more >
The Fast Lane >

English

Dealer Overview My Account
The Fast Lane Payment Options

Dealer FAQs Customer FAQs

©2021 United Auto Credit” | All Rights Reserved

(D Customers

Need to make a payment or register your
account? Visit our customer page for options.

Register and Access Your Account >

Make a Payment >

Careers Online Privacy Policy
Contact Us Privacy Notice

Site Map California Privacy Notice
Web Accessibility

() Careers

Looking for a career that challenges you to
make a difference? Search our openings

Look for Opportunities >

Live Chat %




Another great example

They know most
customers are visiting their
site to make a payment

Offers both login and
guest pay options

Works on mobile, desktop
and tablet to cover all
bases



Stress = more late & missed payments

Bill Payment Management

Adult consumers (53%) give themselves a grade of C or lower in knowing when their bills are
due, with a whopping 21% scoring themselves even lower.

A | can easily tell you the exact due
18% dates for all of my bills (18%)

| know most of the exact due
dates for all of my bills (30%)

| know approximately when most
of my bill payments are due, but
would need to verify (13%)

| don’t have a good handle on the
due dates for my bills (8%)

| know approximately when all
of my bill payments are due,
but would need to verify (32%)

Stress and disorganization
lead to late and missed
payments

More than half of adults
(51%) paid at least one bill
late during the past 12
months, and more than 1in
5 (21%) paid bills late more
than four times during the
last 12 months.



Reduce memory strain with reminders

Nearly half of adults surveyed (45%) say
it would be easier to pay bills on time if
they received a text message or email

reminding them when their bills are due.
|
9 n I 1

Wednesday, July 15

D Freehold Financial

Payment Reminder
Your next payment of $388.00 is due today.

Press for more




Turner Acceptance turns texts to self-service

“The beauty is that all customers can make payments easily at their
fingertips. Customers feel more comfortable knowing that they control
when they can set up a recurring payment, stop payments or set future
payments [themselves]. The fact that one-click payment links are on
their mobile device—and that it’s secure —facilitates self-service and

allows us to reduce unnecessary calls to our agents.”

- David Uribe, Director of Initiatives, Turner Acceptance Corp.

Within the first 60 days of
implementing PayNearMe
Engagement Engine, Turner

increased self-service by more
than 20%.

The solution also removed the
need for customers to call in to
agents to complete payments,
check balances, etc.
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Insight: Mobile Matters



Consumers want more mobile options

Important ‘ Very Important

20%
19%

13%

43% 32% 27% 25%

PayPal Apple Pay - Venmo Amazon Pay
Google Pay

9%

22%

Cash App

43% say using PayPal to pay bills is
important or very important

36% of respondents say if they had
the option, they would be likely or
very likely to use Apple Pay or
Google Pay to pay bills

27% point to Venmo as a preferred
way to pay their bills



Use smart payment options on mobile

{0 & paynearme-sandbox.com/~9

A

4k Freehold
Financial

How Do You Want To Pay?

‘G Pay:r Pay with Google Pay

i Bank Account
Debit Card

=] Paywith Cash

() @ paynearme-sandbox.com/~F (8) } )

& Freehold

Complete Payment Details

Freehold Financial

Submit Payment

When using an Android based
phone, show Google Pay.

When using an iOS device, show
Apple Pay.

Make it easy for customers to use
mobile-first payment types and
reap the benefits (i.e. lower
chargeback rates, fewer input
errors, etc.)



QR codes continue their comeback

If offered, how likely would you be to pay your bills in the following ways?
(Those who selected QR code, by age group)
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How C Pay Bills: Exp i vs. Reality
D PayNearMe PayNearMe 2021 bill payment survey of 2,676 nationally representative Americans ages 18 and older. © Copyright Handle Financial, Inc.



Try it yourself!

Scan the QR code with your
phone’s camera and see how it
enters you directly into a
personalized payment flow.

Use this to turn paper statements
into mobile payments.




Easier than EZ Pass?

Billing Statement

Joe Smith Toll Information
12345 Main Street
San Francisco, CA 90010 License Plate: 2FST2FRS

Property Address: 12345 Main Street
b FranCiSCOI chsme
Statement Date: 12/15/2020

Amount Due: $125.00

Due Date: 1/15/2021 Freehold
Financial

How do you want to pay?

||| BankAccount

E Debit Card > [ Pay Cancel
VISADEBIT (- 4343) >
— | Credit Card
10001002 >

Pay with Cash

SERVICE FE $0.00
PAY FREEHOLD FINANCIAL $388.00
Payment Instructions

Pay with Apple Pay

Scan QR Code to pay on your phone Pay with cash? Scan barcode at store.

499 servico fee per payment. Paymerts are CASH ONLY and —_—
post noxtbusinass day.Find CVS Pharmacy, 7-Eleven and G i
asey's General sioos at payneame.comicashmap [GPay|  Pay with Google Pay

c:
89090

r2rrre
STORE INSTRUCTIONS
1. Scan barcode 3. Take cash payment from customer
2. Enter payment amount 4. Give customer ransaction recept

Pay with Touch ID

O PayNeartte

Powered by D PayNearMe Powered by D PayNearMe
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Insight: Consumers Need More
Information



All of these can clog up your phone lines

“l can’t find my bill”
—

“| need to make a payment”
—

“How much is left on my loan?”

“l forgot my password”
—




Right information, right time

To reduce bill pay
: headaches, consumers need
78% of consumers say it would be helpful or very helpful to have
access to their entire bill when making or managing online bill access to the rig ht
payments. ) ) . )
information at the right time.

eBills

Digital Wallets

42% of consumers would be likely or very likely to use their digital

wallet to store, view and pay their bills from a single place if given
the opportunity.




Use digital wallets as pseudo-apps

All the benefits of an app without
developing/managing an app on your own.

Natively installed on nearly every smartphone.

Include FAQs, payment links and other
information that makes payments easier.



Providing billing info when & where it's needed

©
[}

Financial

N —

Billing Statements
Loan Number - 10001002

July

July 2020 $388.00
g June 2020 $388.00
July 15, 2020
] VIEW BILLING STATEMENTS S
April 2020 $388.00
March 2020 $388.00

ONE-TIME PAYMENT February 2020 s088.00

SET AUTOPAY

= P
Apple Wallet

Powered by o PayNearMe

Powered by () PayNearMe



Recap - what consumers want

More mobile payment options

Less complicated password/login processes
Reminders when bills are due

Better access to billing information & management
across multiple channels

= Easier bill payment experiences



More to explore

e Read the full research report in the -
. F'YM i E‘M More Mobile
Research Section on paynearme.com =
e Download charts and graphs to share o
with your team I
) payNeerMe
e Stay tuned for upcoming reports: °Wc
Pay g su
\ \ \ ‘ \ Y & BI//S ”7ers
o  Consumer Attitudes Toward New Mobile o 5 e, Claf;
l} 37_ '11 25,,, a0 eqll'& O[)s Vs

Bill Payment Options

o  Driving On-Time Payments: What Makes
Customers Pay Late

o  What the Newest Generation of U.S.

Consumers is Saying About Bill Pay P N M R h
ayNearivie researc


http://home.paynearme.com
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Questions?

Matt Disbrow

Business Development Executive,
PayNearMe

Steve Murphy

Marketing & Communications,
PayNearMe
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Thank you!

If you'd like to learn more, please contact sales@paynearme.com.
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