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TLCx: Human-First CX for BFSI

TLCx is a global customer experience and operations partner helping organizations deliver consistent, compliant, and
empathetic customer interactions at scale. We work across highly regulated environments where trust, accuracy, and
responsiveness are critical.

Blending human expertise with intelligent automation, TLCx supports BFSI institutions in managing customer interactions,
operational workflows, and compliance requirements, without losing the human connection.

Our approach focuses on outcomes: reduced friction, improved customer confidence, and operational efficiency across
every touchpoint.

Mission Vision

To create meaningful, outcome-driven ALY 4 To be the partner of choice for
partnerships that help clients (0) human-first, Al-powered customer
transform customer experiences, transformation, combining empathy,

empower talent, and drive sustainable, intelligence, and innovation to help
technology-enabled growth. brands serve and grow with confidence.

TLCx CX LaunchPad™

Your platform for transformation.

Whether you need dependable operations today or intelligent augmentation for tomorrow,

delivers!
Core Services Modular Innovation
Voice, Chat, Email, Back-Office - Real-time agent

guidance
Omnichannel Orchestration =
- Unified customer

insight & predictive intelligence
Multilingual & Secure (PCI1SOC 2 gmeP g

| HIPAA) - Al-powered QA

+ compliance monitoring

Modular by design. Human-first by

principle. Scalable by outcome. - Co-create new solutions
with our transformation team

Company Snapshot
Industries Served
Government, Retalil,
Global Presence BFS|, Healthcare,
Consumer Services,
Founded Media, Travel &
20 07 Hospitality, Telecom,
Energy
Ownership Locations Security &
Compliance
o Secure by design
100%
Employee-Owned, (PCI, SOC 2, HIPAA)
Certified Veteran-Owned
Business accredited
by the NVBDC.
" Languages Employees
Supported
3,500+

20+



TLCx supported a national savings plan modernization serving millions across the United States. rapidly stabilizing
operations amid rising call volumes, declining service levels, and fragmentedvendor performance. By deploying a
Human-First, Tech-Powered CX model, TLCx improved first-call resolution, reduced transfer rates, and achieved
industry-leading satisfaction—emerging as the top-ranked vendor while managing nearly 50% of total program
volume.

TLCx delivers a mortgage servicing platform that integrates lead refinement, predictiveengagement,
and compliance automation across marketing, sales, and operations.

The solution drives measurable outcomes, including:

« 148% increase in lock rates + 138% higher sales per hour
» Up to 35% improvement in engagement - Significant reduction in compliance and operational costs

TLCx partners with banks, financial institutions, fintechs, and insurance providers to manage high-volume,
high-sensitivity interactions across customer onboarding, servicing, and retention.

Our BFSI capabilities are designed to balance speed, accuracy, compliance, and customer trust.

Core BFSI Services

Voice, chat, email, and secure back-office Document verification and data
support validation

Account inquiries, transaction support, Transaction processing and service
service requests fulfilment

Omnichannel continuity across digital Case management and exception
and assisted channels handling

] Transaction review and escalation
Early-stage and soft collections support

support
outreach assistance workfiows
Compliance-led communication Al-assisted QA and compliance
frameworks monitoring
Built for Regulated Environments
PCl-compliant interaction handling Policy-driven workflows aligned with financial regulations

Secure access controls and audit trails Continuous quality and compliance monitoring



