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opportunity
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. companies are good at defining
McKmsey what they want to achieve, but
N Company they struggle with how to make it
happen at scale

McKinsey's State of Organizations 2023 report ’ ,
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Expected Change in Annual Expenditure Over Next 2 Years

Percentage of Respondents
B Decrease Mo Change I Increase

4%
Tools (n = 56) . 89%
internetof Things
e 10% 6% 83%

Al (n=92) . 13% B2%
Advanced Analytics
(n=108) . 12% B81%

s e e 79%
(n =125) 13% e
o

0% 50% 100%
n = varies; have already invested and deployed; excluding “not sure”
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w Work eliminated

NEDBANK through automation

Work eliminated
through lean/RPA

Work eliminated
through GenAl
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Actual capacity release within first 12
months of deployment
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NEDBANK
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22

Turnaround times for
Death & Funeral
claims halved

Market leader for
home loans

Costto collect
reduced
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Decision Intelligence:
Product strategy

Phil Moody

Product Director
ActiveOps

Dave Wands
Product Director, Adoption Solutions &
ActiveOps ==
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One Best Way - Customer Notifications - LO2342

One Best Way | Customer notifications

One Best Way User Journey One Best Way Applications

Details Standard Times Stats Opportunity Saving Adopting Description
Name: ity Notiication 4 Viore: One Best Way The customer notification process involves managing incoming
applications through a comprehensive ticketing system. This
PartOf:  Loan application Average Time: 14 Mins Applications: Saving FTE . complex task requires agents to efficiently navigate between

multiple applications, including the ticketing system, web
browsers, and email clients.

Type: Personal Loans One Best Way: 12 mins Steps: Application Insight

Customer Notification Journey
N Ch Draft D t from Lib d
@ Receive Notification Through Internal Coms @ Confirm Requested Notification Format . °°|5': T ey o= @ Send Notification Through the CRM
opulate
Chrome: Banking Ops.com/mynotifications 3 mins \L Intranet Export Data to Word Word Choosefempite { o J, Mailer Contact Client
13;1:.: \L RN ‘L CRM 30 sec NBCRM Update CRM
CRM Export data to Word Word Update Details
Word Import User data from CRM
Users « Share With Team
v ¥ ot
Team Member Task Steps Best Steps + User Time Best Time + Apps Used Best Way Apps Training
Joseph Jones 10 10 12 mins 12 mins 10 10 Coach
Jim Brown 1 10 14 mins 12 mins 1 10 <
+
Chrome Excel CRM Word Intranet Word CRM Word Mailer NBCRM
Time (Mins)
0 1 2 3 4 5 6 7 8 9 10 1 1 13 14

Chrome Excel CRM Word Intranet Word CRM Word Maller CRM NBCRM




Notification Journey

@ Receive Notification Through Internal Coms

Chrome: Banking Ops.com/mynotifications
1min \L Excel
30 sec

CRM Export data to Word

Word Import User data from CRM

@ Confirm Requested Notification Format

3 mins ~L Intranet Export Data to Word

@ Choose Draft Document from Library and

Populate
Word Choose Template
6 mins \L CRM
Word Update Details

@ Send Notification Through the CRM

1min J, Mailer Contact Client
30 sec NBCRM Update CRM




4 =

Description

The customer notification process involves managing incoming
applications through a comprehensive ticketing system. This
complex task requires agents to efficiently navigate between
multiple applications, including the ticketing system, web
browsers, and email clients.




@olaligell[* MM Process Analysis

JD Workgrour Category Type
aneDos Team Alpha v Category 1 v  TypeA v

Start Dat End Date

05/04/2025 (%) 26/09/2025 |

- Team A

Dashboard

Data Capture

Volume Average Effort Average Duration Time (ADT) SLA Adherence
41029 Cases 50 Hrs 25 Days 80%
ﬁ Cases
Paths % of Cases followed Tasks Effort ADT SLA Adherence
A/a Manage Data Path 1 : Standard Resolution Path 55% 8 50 hrs 26 days 86%
Path 2 : Expedited Review Path: 13% 8 50 hrs 25 days 82%
a Planning
Path 3 : Escalated Resolution Path 11% 7 50 hrs 22 days 80%
: : Path 4 : Fraud Investigation Path 7% 9 50 hrs 25 days - 93%
E Business Planning
Path 5 :Account Opening/Closure Path 4% 8 50 hrs 26 days 87%
Loading Path 6 : Loan Application Processing Path 2% 8 ~ 73 hrs 28 days 84%
Path 7 : Legal Hold and Subpoena Path 1% 8 50 hrs 22 days 87%
Buze Boaiy Path 8 :Identity Verification Path 1% 8 50 hrs ~ 34 days 87%
Path 9 : KYC (Know Your Customer) Path 1% 8 50 hrs 22 days 87%
Reports
Path 10 1% 8 v 42 hrs v 20 days 84%
Extracts Path 11 1% 8 49 hrs 24 days 87%
Path 12 1% 8 51 hrs 25 days 87%
NDaAat+4ls 19 10/ (o] =YY bvin N D aisen - =70

CDa200



¢ Back D ce00
ControliQ Loan Processing

Category | workgroup A | 05 Aug 2024 - 05 Aug 2025

Path 1 O Status Open Most Common 5 Paths

Jane Doe 55% of Cases 90% of Cases
- Team A

£ Configuration ™8 Top5Paths E= All Paths

JD

Volume
Path 2 ® Fraud Checks Initial Review
13% of Cases 4129 Cases
Dashboard AHT 1 Hr AHT 1 Hr
ADT 18 Pays Average Handling Time (AHT)
AHT 46 H
Data Capture i 50 Hrs
Total Stages 4
- SLA Adherence A  90% Draft Legal Documents Average Duration Time (ADT)
&8 Cases 25 Days
Case Count 140 AHT 1Hr30m
A Adh
/Q Manage Data Detail (4 SLA Adherence
80%
a LI Path 3 O Internal Review Fraud Check Confirm Documents
11% of Cases R 1 i AHT 1 Hr AHT 1 Hr
B Business Planning
Path 4 O
3 %
Loading 7% of Cases
Path 5
B sl 4% of Cases O '
’ QA Review Document Refinement
AHT 55m AHT 1 Hr

Reports 45 Other Paths v

10% of Cases

Extracts




D cr00

Most Common 5 Paths
90% of Cases

Volume
4129 Cases

Average Handling Time (AHT)
50 Hrs

Average Duration Time (ADT)
25 Days

SLA Adherence
80%
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Process Insights - Loans Department

Process Opportunity |

Loan Application Process opportunity: 18 FTE Credit & Securities Review opportunity: 12 FTE Customer Outreach opportunity: 17 FTE

WIP Level: High Value Added %: 7.2% WIP Level: Low Value Added %: 60% WIP Level: High Value Added %: 70%
Quality Errors: 80% Overall Cycle Time:  1hr 10min Quality Errors: 88% Overall Cycle Time:  7hr 10min Quality Errors: 90% Overall Cycle Time:  1hr 30min

Touches: 62 Units Complete: 740 Touches: 72 Units Complete: 22 Touches: 19 Units Complete: 740

Loan Documents Quality Review Opportunity: § FTE Booking Distribution Opportunity: 2 FTE Government Filing Opportunity: 12 FTE
é WIP Level: Medium  Value Added %: 52% WIP Level: High Value Added %: 2% WIP Level: Medium  Value Added %: 6%

Quality Errors: 77% Overall Cycle Time:  1hr 10min Quality Errors: 85% Overall Cycle Time:  1hr 10min Quality Errors: 95% Overall Cycle Time:  Thr 10min
/0 Touches: 32 Units Complete: 740 Touches: 9 Units Complete: 740 Touches: 62 Units Complete: 740

Loan Application Process Opportunities

O
=2

Overproduction in underwriting are exceeding

o WIP.Levels out of service in in.itial review are your target service levels. Current performance
leading to a long wait in Credit Check, You should 100% day one. Target 2 days.

rebalance Initial Review.

Are your approval limits set to the right level?
Current number of touch points exceed the
benchmarks and are likely to be sub optimal?

l l

@ Application Submission 2 ) Initial review 0 @ Credit Check 4 Underwriting 5 Approval/Denial O @ Documentation
—

Capacity Opportunity 0
WIP Level High

Quality Errors 100%
Touches 0

Capacity Opportunity 6 FTE Capacity Opportunity 0 Capacity Opportunity 1 Capacity Opportunity 3 Capacity Opportunity 0 >
WIP Level High WIP Level Medium WIP Level Low WIP Level High WIP Level Low

Quality Errors 90% Quality Errors 80% Quality Errors 75% Quality Errors 100% Quality Errors 85%
Touches 5 Touches 3 Touches 4 Touches 7 Touches 3

& -
N 7

o Rearrange Opportunity

Moving Credit check ahead of initial review
will ensure only proceedable applications
will progress to the Initial review

@ Aarellbis A catsranns ﬂ] @ Cuetamer Notification ] @ 1L oan Dichurcement Confirm | oan @ el Lamal Do s arde n] @ B




Loan Application Process opportunity: 18 FTE Credit & Securities Review opportunity: 12 FTE Customer Outreach opportunity: 17 FTE

WIP Level: High Value Added %: 7.2% WIP Level: Low Value Added %: 60% WIP Level: High Value Added %: 70%
Quality Errors: 80% Overall Cycle Time: 1hr 10min Quality Errors: 88% Overall Cycle Time: 7hr 10min Quality Errors: 90% Overall Cycle Time: 1hr 30min
Touches: 62 Units Complete: 740 Touches: T2 Units Complete: 22 Touches: 19 Units Complete: 740

an Documents Quality Review Opportunit: § FTE Booking Distribution Opportunity: 2 FTE Government Filing Opportunity: 12 FTE
Medium Value Added %: 529 WIP Level: High Value Added %: 2% WIP Level: Medium  Value Added %: 6%
ty Errors: 77% Overall Cycle Time:  1hr 10min Quality Errors: 85% Overall Cycle Time:  1hr 10min Quality Errors: 95% Overall Cycle Time:  1hr 10min

32 Units Complete: 740 Touches: 9 Units Complete: 740 Touches: 62 Units Complete: 740



Loan Application Process Opportunities

WIP Levels out of service in initial review are © Overrasuction in undervriing are exceeding Are your approval limits set to the right level?
your target service levels. Current performance c bt of touich poii th

leading to a long wait in Credit Check, You should 100% day one. Target 2 d urrent number UC points exceed ; e

rebalance Initial Review. i ys. benchmarks and are likely to be sub optimal?

l l

Capacity Opportunity Capacity Opportunity
WIP Level High WIP Level High WIP Level Medium WIP Level Low WIP Level High WIP Level Low
Quality Errors Quality Errors 100% Quality Errors 85%
Touches 5 ’

@ Application Submission 2) Initial review (@) @ Credit Check 4 Underwriting 5 Approval/Denial (@] Documentation
\ 0 6 FTE __) ‘ Capacity Opportunity 0 Capacity Opportunity 1 L Capacity Opportunity 3 __)‘ Capacity Opportunity 0

| Quality Errors 100% 90% Quality Errors 80% Quality Errors 75%
Touches 0 Touches 3 Touches 4 Touches 7 Touches 3

L N
N 7

o Rearrange Opportunity
Moving Credit check ahead of initial review
will ensure only proceedable applications
will progress to the Initial review

10 < 1 ) ‘ 12 i
Quality Assurance O 8 Customer Notification @ Loan Disbursement Confirm Loan } Draft legal Documents o Review
Capacity Opportunity 2 Capacity Opportunity 1 Capacity Opportunity 0 ‘ Capacity Opportunity 0 ! Capacity Opportunity 3 3| Capacity Opportunity 0
WIP Level High WIP Level Medium WIP Level Medium WIP Level Medium WIP Level Medium WIP Level Medium
Touches 14 Quality Errors 80% Quality Errors 80% Quality Errors 80% Quality Errors 50% Quality Errors 80%
People 4 Touches 3 Touches 3 Touches 3 Touches 7 Touches 3
o Overprocessing QA testing regime o Insufficient skilled staff to meet incoming Review one best way for draft legal
is significantly higher than failure customer demand. We recommend upskill processing as data shows non adherence to
rate requires i.e. No failures coaching or additional resource support in process.
identified in the last 6 months the short term.




Productivity Boost
Inl Smart Case Planning
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Selslifell[* Ml E1B Lending Services North Dashboard

OP Fly By Five Live Status Last Updated: 09:19

Oscar Piastri
2+ E1B Lending Services North View: @ Committed Plan O Now Required Plan Z Edit “Now Required” Plan Productivity Boost Results =

Dashboard

Daily Capacity Overview Available Work Location
VERELEIELE Your 'ca?pacnty balance, determined by the 1 1/1 1 @ 0 Office
remaining work planned for completion today and
ivity. 0 Remote
e the planned Productivity @ 10 Core
anning ) 171 Not Set
® 1 Diverted
Buzz Board —1 4.3 Hrso
You'll have a shortfall of resource to achieve
Reports the work you had planned for today.
Extracts © -11.8 Hrs based on maintaining current
Productivity.
Smart Skills Centre
Admi Service Position Details Productivity Utilisation
Your estimated end of day position, determined by 0 A 18% From Plan 0 4 18% From Plan
actual Start WIP and planned Work Out. 100% M 6% From 1d Ago 87% M 6% From 1d Ago
100% 70%
50% 30%
4 Tasks o
0% 0%
W T F M T W T F M T

In Service (6 Planned)
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& Back To Live Status

Productivity Boost

ControliQ

Last Updated: 09:19

OoP
Oscar Piastri Potential Productivity Potential Time Gains Time Remaining, Today
22 E1B Lending Services North 125% +12 Hrs 67 Hrs
A 15% from Actual Productivity Includes 8 Hrs Planned Diverted
Dashboard
Staff Member = Filters Clear

Manage Data

Selec Priorities lask volume, highest first

tion
Planning

6 Staff Members and 4 Core Tasks

Buzz Board

@ John Abbott @ Jessica Davies = @ Robert Mcneil @ Ronald Neilson

Reports

Extracts

Smart Skills Centre

K Admin

A2R - D - M - Evaluation of

Product Performance /St... Adhoc Querys
Skill Level Skilled (9) Skill Level Skilled (9)
Iltems To Do 5 Units Iltems To Do 5 Units
Est. Time 25 Mins Est. Time 25 Mins
05 DD - Drawdown DAY?2 A2R - D - M - Evaluation of Product
Check Performance /Stakeholder...

Skill Level Developing (5) Skill Level Developing (5)
ez Foibo 5 Units Iltems To Do 5 Units
Est. Time 25 Mins Est. Time 25 Mins

A2R - D - M - Evaluation of
Product Performance /Stakehol...

Skill Level Skilled (9)
Items To Do 5 Units
Est. Time 25 Mins

A2R - D - M - Evaluation of
Product Performance /...

Skill Level Developing (5)
Items To Do 5 Units
Est. Time 25 Mins

A2R - D - M - Evaluation of

A2R - D - M - Evaluation of
Product Performance /Stakehol...

Skill Level Skilled (9)
ltems To Do 5 Units
Est. Time 25 Mins

A2R - D - M - Evaluation of
Product Performance /...

Skill Level Developing (5)
[tems To Do 5 Units
Est. Time 25 Mins

A2R - D - M - Evaluation of



& Back To Live Status

Productivity Boost LostUpdated: 09115

Potential Productivity Potential Time Gains Time Remaining, Today

125% +12 Hrs 67 Hrs

M 15% from Actual Productivity Includes 8 Hrs Planned Diverted



6 Staff Members and 4 Core Tasks

@ John Abbott @ Jessica Davies = @ Robert Mcneil @ Ronald Neilson
A2R - D - M - Evaluation of A2R - D - M - Evaluation of A2R - D - M - Evaluation of
Product Performance /St... Adhoc Querys I Product Performance /Stakehol... Product Performance /Stakehol...
Items To Do 5 Units Items To Do 5 Units ltems To Do 5 Units ltems To Do S Units
Est. Time 25 Mins Est. Time 25 Mins Est. Time 25 Mins Est. Time 25 Mins
' A2R - D - M - Evaluation of A2R - D - M - Evaluation of
05 DD - Drawdown DAY?2 AZ2R - D - M - Evaluation of Product Product Performance /... Product Performance /...
Check Performance /Stakeholder...
Skill Level Developing (5) Skill Level Developing (5)
‘ . Skill Level Developing (5)
Skill Level Developing (5) Items To Do 5 Units [tems To Do 5 Units
: Items To Do 5 Units _ _ ) )
Items To Do S Units _ _ Est. Time 25 Mins Est. Time 25 Mins
Est. Time 25 Mins Est. Time 25 s
A2R - D - M - Evaluation of A2R - D - M - Evaluation of
Product Performance /... Product Performance /...
AML_Legal Instruments _ , : .
Skill Level Developing (5) Skill Level Developing (5)
Skill Level Developing (5) Items To Do 5 Units Items To Do 5 Units
ltems To Do 5 Units Est. Time 25 Mins Est. Time 25 Mins
Est. Time 25 Mins



R A o Vv H
Case ID Status
Early Warning Current
Case Details Smart Analysis His
Case Timeline
® Stage 1 « =« Stage 1 SLA End Date Stage 2
@
o
3
z L e
> e
o
S B —
w
w
Case Summary View By Task Effor v
Task
> Task Name 1
> Task Name Extra Long 2

Stage 2 SLA End Date

Ca or

Finance & Sales

E-commerce

Case SLA End Date

AGE (DAYS)

Touchpoints

Effort (Hours)

15
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Gdore @

0 6 1 0 13 g o

es + Without SLA Unassigned Early Warnin Due Soon Overdue ”
Cases 0 S oot Early Warning!
@® SLA Categories Types
Display Cases O O Case 873463748 is currently outside of
Owned by Workgroup v Q = o (D Columns TABLE GRAPH expected trajectory for the current stage.
Manager intervention required to
Ackssl = understand what is causing the excess

Case ID Status Category Type SLA End Date Stage effort in underwriting as case has

il e consumed 12 hours of effort and been
[0 2022062719396 Open Commercial Corresp. 12 Apr 2023 No Stage 178 et e
[0 873463748 Open Commercial Corresp 1 May 2023 No Stage 386 [_D o
[0 2022062720490 Open Business Monitoring 3 May 2023 No Stage 121
[0 20220627131323 Open Commercial Trade R.. 4 May 2023 No Stage 158
[0 KP-2022064666466 Open Personal Monitoring 9 May 2023 No Stage 1.5
[0 o002 Open Business Fraud R 12 Jul 2023 No Stage 0.0
O o005 Open Business Fraud R... 15 Jul 2023 No Stage 10.0
O oo01 Open Business Fraud R.. 19 Jul 2023 No Stage 2.5
[0 oo03 Open Business Fraud R 26 Jul 2023 No Stage 145
[0 CH-2022062720543 Open Business Monitoring 29 Jul 2023 No Stage 145 = Ask me something




CDrr0 @

0 6 | O 1 3 0 A minute ago

Cases * Without SLA Unassigned ‘E‘arlyllvirzin‘g‘ Due Soon Overdue Early Warning!
SLA Categories Types ) )
Display Cases © O O Case 873463748 is currently outside of
Owned by Workgroup - Q = o @D Columns TABLE GRAPH expected trajectory for the current stage.

Manager intervention required to
p— understand what is causing the excess
Case ID Status Category Type SLA End Date Stage - effort in underwriting as case has

>

it 4%9) consumed 12 hours of effort and been
[0 2022062719396 Open Commercial Corresp.. 12 Apr 2023 No Stage 17.8 Mac for s 0ays
[0 873463748 Open Commercial Corresp... 1 May 2023 No Stage 38.6 I_D o
[0 2022062720490 Open Business Monitoring 3 May 2023 No Stage 121
[0 20220627131323 Open Commercial TradeR.. 4 May 2023 No Stage 15.8
[0 KP-2022064666466 Open Personal Monitoring 9 May 2023 No Stage 1.5
O o002 Open Business Fraud R... 12 Jul 2023 No Stage 0.0
[0 o005 Open Business Fraud R... 15 Jul 2023 No Stage 10.0
(O oo01 Open Business Fraud R... 19 Jul 2023 No Stage 2.5
[0 o003 Open Business Fraud R... 26 Jul 2023 No Stage 14.5
[0 CH-2022062720543 Open Business Monitoring 29 Jul 2023 No Stage 14.5 L Ask me something”_
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@
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Smart Skills Centre

OP
i Overview Catalogue Manage
.- ‘\-"’.&‘.'\-’v' o "\-
ull Core Tasks - Q = Filters & Export Underskilled 1-3 Developing 4-6 Skilled 7-10
/¢ Core Task Team Target +: Smart Skill Confidence L... Last Complet... Auto Update Skill Level sos
Adhoc task - Data Work - Overseas
D > Telephone Numbers ) 6/12
L ADDR-ENDC - End correspondence/
. > security address ) 6/12
2ot
~  Analyst Rework - Complex Check Q 2/2 e
X
Charles Harman 6 Medium 9 May 2025 6 +: v =es
il
Caleb Holmes 8 Medium 9 May 2025 84, - see
i
Kenneth Hubbard 7 Medium 9 May 2025 74, ~
Kevin Pope 9 Medium 9 May 2025 64, ~ vee
William Powell 1 Medium 9 May 2025 14, -
> Analyst Rework - Complex QC o 2/2 e

Copyright © 2025 ActiveOps PLC. All Rights Reserved. /\Ct | Ve 0 pS
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o)
@® Committed

Loading resolved 0.0 hrs of mismatched workload

Performance
|

Resource Work
| 09

Summary
|

Core Task Work In

304.6 Hrs 82%

Balance Time Available Productivity

+0.1 Hrs 400.0 Hrs

Utilisation

28.5 Hrs 93%

Downtime Diverted

0.0 Hrs

~ Details

Plan Measure Units Mon 3 Nov Tue 4 Nov Wed 5 Nov Thu 6 Nov Fri 7 Nov Sat 8 Nov Sun 9 Nov Total
Workload

Work In Hours 60.9 60.9 60.9 60.9 60.9 0.0 0.0 304.6
Start WIP Hours 147.5 147.5 147.5 147.5 147.5 147.5 147.5 147.5
End WIP Hours 147.5 147.5 147.5 147.5 147.5 147.5 147.5 147.5
Nominal Work Out Hours 60.9 60.9 60.9 60.9 60.9 0.0 0.0 304.6
Actual Work Out Hours 74.3 74.3 74.3 74.3 74.3 0.0 0.0 371.4
Diverted Hours 57 57 57 57 57 0.0 0.0 28.5






A 0 @ Opi oo
BUZZ Board: 26 Feb - 1 Mar £ Configuration o A minute ago
E2B Lending Services North Quick Links Lets Prepare for your daily buzz meeting

7 /10 Available Live Status Dashboard Here's my recommendations for things
Skills Matrix to talk through with the team.
SIILD TID

Control Summary

What went well
Review progress against plan and make informed decisions about what needs to be done.

We met production targets yesterday

Show Comparisonas  Show Actuals as and have brought Payt Auths back into
% of Plan v TotaltoDate ~  Items Hrs Stages Cases SLA.
Headline Summary Dan has now reached a skill level 10 in

Chaps repairs.

Work In Work Out Stages Closed Even better if

It looks like we're making common error
in Payt Investigations. We're skipping the

7 S 2849 283.3 141.5 duplicate check step. I've added this to
S , " A 105% OF PLAN A 108% OF PLAN 4 86% OF PLAN the priorities for today.
2 : Opportunities for today
; " , * Time Worked Diverted Productivity We-re being interrupted a lot giving help
: / = & to the Contact Centre. Is there an
pe ,; opportunity to enable them to access
; / - the information needed?
g . 384.0 50.0 85%
Va N ON PLAN A 167% OF PLAN AN 114% OF PLAN Should i add this as a new problem to
A S — work on?
0 &
Hide Checked Items Hide Checked Items O Just now

Priorities for the Week + Messages for the Week +

Ask me something...




20

Fly by Five petails Action List

+ Congratulate John Smith On Team
Productivity Utilisation Latent Capacity Rigour Score Performance

80% J 1% 82% J -5% 15% J 1% 45% _/\/ N 1% * Review Stakeholder Report For Banking

A /\ A /\/\ ° —/\/\ o * Celebrate - ABC Transformation Has Met Goal
* Review YZ Transformation - Significantly

Downtime Off Plan

* Review Annual Operating Plan
5%  _/\1n
o g * Opportunity To Release 50 FTE Of Capacity

Opi -

Time Breakdown Details Capacity Opportunity Details o
A minute ago
How contracted time translates into the time available for Core Tasks once Finding opportunities for capacity reduction )
resource has been added and removed through various levers. through a review of Latent Capacity, Real time alert: you have met your target

reduction in unit cost of mortgage

FTE

. onboarding
1 -
+25 800 -50 A minute ago
el - +_50 e S 100 (@
- 650 -150 Critical alert: based on current performance
600 Corporate Banking will miss 6 business
500 critical SLA's
400 -
200 o Just now
Real time alert: high working hours in
0 . . : : ‘ Team Ferrari

55 ¢ ¢ E  gIT gy g ¢ ¢ 290 FTE
» E £ €EQ EE SE F -
[ x ) = 3 2 $ €90 © © o .
a K > T < = > @ P M Latent Capacity: 175 FTE
£ = © & a a - T 8
S [ g M Utilisation: 65 FTE
° =)

B Automation: 50 FTE
Ask me something... >










Ouvr financial ambitions

Emma Salthouse
Chief Financial Officer
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Ongoing

momentum
FY25+

Copyright © 2025 ActiveOps PLC. All Rights Reserved.

ARR Growth*

Total revenue*

Saa$ Growth*

Adjusted
EBITDA Margin

£20.6m

*constant currency

A\ctiveOps’



Product adoption

Controli@Q
+11%

ARR

CaseworkiQ

+38%

ARR g - p———

0%

Executive Dashboard =

Copyright © 2025 ActiveOps PLC. All Rights Reserved. /\Ct | \V/ e o p sO



ControliQ

Series adoption

EDFIUD”Q Executive Dashboard

1 R Fertuen
B Sakes UK

+23% +15% "
N

Average uplift Average uplift

s Pepons
Series 2.5 Series 3.0 Series 4.0 m 5 -
6 Bet o
eta
[ 35 Customers ] [ 26 Customers ] [ 11 Customers ] Customers

Copyright © 2025 ActiveOps PLC. All Rights Reserved. 56 /\ Ct I V e O p s®



Achievable TAM ﬁ

c. £900m arr

TAM across top 250 target
accounts

C. £1 30m ARR

Growth potenfial
within existing

£40.6m arr

Copyright © 2025 ActiveOps PLC. All Rights Reserved. /\Ct I V e O p so







Profitability, Investment & Margin Expansion
We invest ¢.18% revenue back into our product each year

Sales & ControliQ WorkiQ Partner
Marketing Series 5 Convergence Channel

il |

2)

R

i

A\ctiveOps’

Copyright © 2025 ActiveOps PLC. All Rights Reserved.



Cash, Balance Sheet &
Capital Allocation
A Platform for Growth

Copyright © 2025 ActiveOps PLC. All Rights Reserved.

Organic

Growth

Inorganic
Growth

Returns to
shareholders

M&A Criteria

60

Perform & transform
Revenue diversification
Partner channel
Innovation

Disciplined acquisitions possible over
the medium term to support the
organic growth strategy

Share buy backs to satisfy staff
equity schemes to avoid shareholder
dilution

Change to dividend policy

v Adjacent business areas
v' Earnings accretive
v Geographical reach (i.e. South Americas)

A\ctiveOps’



Key takeaways

We expect
double-digit ARR
growth to
continue in FY26
and beyond

We have a clear
strategy to drive
growth and
capitalise on
market changes

We are proud to
support some of
the world’s largest
companies as
they expand

Qur vision is clear
and achievable -
to become a
£100m ARR
business

Copyright © 2025 ActiveOps PLC. All Rights Reserved.
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Path to growth

Richard Jeffery

Co-Founder & Executive Chair '
ActiveOps






Resilient, high-integrity growth engine
Strong Net Revenue retention
Strengthened our commercial capability

Product innovation that compounds value



Work through specialist
implementation firms




0 Access to customer bases

Access to specialist knowledge or
relationships

0 Access to new markets



ACCELERATE

LEVERAGE

DEEPEN




Financially strong, cash-generative business

115 %+ Net Revenue Retention

Continuous product innovation

Organisational investment

Clear channel and partner strategy

Disciplined M&A capability

Leadership structure
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