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Housekeeping Rules

This presentation Use the Questions Box Feedback forms are
is being recorded for during the session. provided at the end of
later playback and event
sharing.

All lines are on mute
for a better listening
experience.
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Your Speakers Today

Sani Paasonen
Senior Director Product
Solutions, Verifone

Martin Gutekunst
Head of Nordics, Verifone

Maxwell Ashton
Head of Customer Services, EMEA &
APAC, Verifone

George Aydin
Systems Integration Lead Nordics &
Baltics, Verifone
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The Future of
Payments is Boundless
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Boundless payments grid -

Hides 5 ) (O Removes Expands .
complexity j barriers @ possibilities '

all payment methods, channels,
gateways, devices, processors,
acquirers, POS, more

a single point of access unlocks Nordic and Global modalities to
hundreds of integrations open new markets
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Boundless payments grid powered by Verifone

Payment acceptance

Biometrics

Managed services
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POS | eCommerce integrations

Devices * Applications Platforms « Services Processing * Acquiring

Merchant Acquirer Acquiring
of processing
record

Value-
added
services

Omni-
channel
gateway

Devices Payment Device
apps and key
mgmt

SoftPOS

los/
Android Partner

apps
eComm

Partner
acquiring

Payment
service
provider

Partner

gateways
Partner

services

Acquiring connections

Global, local and alternative payment methods

Biometric module, authentication, platform and vault

Boarding and fulfilment

Customer support and operational services
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Product Updates
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Verifone Pay

e All-in-one payment solution with Verifone powered

acquiring

e Latest devices, Nordic gateway and established reporting | Verifc}mre Pay __
Allt ingar - till ett lagt manadspris

and settlement capabilities
e LIVE NOW in Finland, Sweden and Norway | N e [
~) + s + @D

TERBIMAL

e Available in Denmark in August

e Acquiring revenue sharing capabilities — reach out to your

partner manager to discuss opportunities!
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Verifone Devices — Market Introduction!

P630 — available as Engage (Linux Coming up — Victa series on Android!

V660P Android — now connected to
Nordic Gateway and Verifone Pay! based) and Android

@ First out — portable (with printer) and

® Powerful portable touch-screen
device with Android 13 ® Compact form factor mobile (without printer)
® Multiple integration options — VIM, ¢ Large 6.7" touchscreen, NFC read .
Finnish protocol, PSDK behind the screen for enhance usability
and touch and feel

® Robust semi-integrated pinpad

® On-device integrations with PSDK

® Effortless migration path - no
development effort if PSDK already

completed for similar form factor

device
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Introducing

Verifone Tale

With unmatched flexibility andisecurity,
Verifone Tap transforms everygay

devices into secure, scalable p@yment
solutions. "

bt

verifone

MR

Hold Here to Pay

$125.00

ill
Q) corFfFee

Tap to Pay
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Unlock payments in everyday devices.

Verifone Tap enables acceptance of physical cards to digital wallets anywhere.

Enable tap-to-pay anywhere

Enable effortless payment anywhere with a
simple tap on NFC-enabled iOS or Android
mobile devices.

Meet customers where they are

Empower merchants wherever their customers
take want to pay, such as in-store, delivery, pick-

up.

Scale quickly and cost-effectively

Merchants can meet demand easily without
hardware commitments and connect the
acquirer and gateway of their choice.
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Verifone Tap Timelines

EMEA: Global
) Gateway + Verifone

Payments
(InterCard)

Juy August " October

> > 3 m -
JUIy Final PSDK - °

PSDK Specs
Available

/ \ , \ Available L. .' -
Beta PSDK Specs Beta PSDK \ / R
Now Available Available / . \ s L. . . .
) \ ) L3 Certification R
T I Begins A R
Q2-2025 Q3-2025 @4-2025 -, . . ... L.
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Customer Success Updates last 3 months

® New Android terminals are available on Sales Connector Gateway now

® \We have installed several POS Applications that today runs on Android 8 / 10 on our new Android 13 device V660P and connected to the Sales Connector Gateway

® |ncreasing number of tickets vs previous period, resolution time cut in half on the top 80% of the JSD tickets we are handling

JSD Partner tickets : Time to Resolution SLA JSD Partner tickets : Time to Resolution SLA
105,0% 90

80

100,0% 70
60
0,
95,0% 50
40 e T otal
90,0% In SLA % e |1 SLA
30
-------- Linear (In SLA %) Breached
20
85,0% Breach %
10
80,0% 0
' Nov Dec Jan Feb Mar Apr May
e Total 67 46 67 78 80 67 63
75.0% s |1 SLA 58 45 62 75 80 67 63
Nov Dec Jan Feb Mar Apr May Jun Breached 9 1 5 3 0 0 0
m—|n SLA %  86,6% 97,8% 92,5% 96,2% 100,0% 100,0% 100,0% 100,0% Breach % 13,4% 2,2% 7,5% 3,8% 0,0% 0,0% 0,0%
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Customer Success Updates last 3 months

Self Assessment and onboarding

@® Our process improvements over the past 3 months shows that we have handled an Increased number of Self Assessments
by 65% and at the same time we have reduced the turnaround time by 50%
® \We introduced the "online assessment tool" - https://verifone.cloud/psdk-assessment to speed up the testing and SA time

on your side — encourage you all to use it
® \We have reduced the installation time from ~20 minutes to ~3 minutes on new Android devices

@® Focus for the next period is :

e Automate the POS APK signing process
¢ Building configuration templates
e Automate the POS APK upload to VHQ
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Customer Success Updates last 3 months

POS Cloud integration improvements

® POS Cloud connectivity fixes. ® Current production version is v 5.340.42
e Backend updates — major release delivered in May ¢ \\Ve decided to proactively upgrade all the POS
2025 (v2.2) Cloud terminals to 5.340.42 version, which
e 58% reduction in error situations further reduced the production issues
® 39% reduction in processing time, resulting in improved @® Test and validation Process improved to
response times, while volume continue to grow identify and fix issues earlier in the
@ Terminal software updates (5.344.4) — testing is in development lifecycle.
progress ® POC Running with POS Cloud AGPA against
e Fixes POS Cloud disconnect problem when terminal switches Sales Connector gateway

from one network to another
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Customer Success Updates from last 3 months

Documentation

® New documentation portal with Al chatbot to be live by Oct '25 for partner use

°
L) z H Ask or search... Ctrl K Payment Device 2Checkout Glossar: Support Contact Sales
«* verifone Q = y y  Supp

Home @ Home </> API Reference [0 Documentation SDI APIs 2CO Knowledge SpeakEasy

verifone

£ Welcome to Verifone for Developer

verifone

We're payments architects
who are shaping ecosystems
""" to enable powerful online and

............ in-person commerce

...... experiences.

__________________ & Powered by GitBook
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Updates
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Nordic recovery update

What is going well

® Phone service level recovery.

® Denmark, Finland and Sweden
are all on target MTD.

Nordic Service level recovery
120.00%

100.00%

ofFeb: 94.30%

e Sweden >6 minutes 80.00%

032% of callers abandoning.

oMay: 60.00%
e Sweden 47 seconds
2% of callers abandoning.

0 0% attrition April-May

40.00%

What is the (short-term) plan 20.00%

0.00%
Feb-25 Mar-25 Apr-25 May-25 Jun-25

Denmark — essFinland

Norway Sweden  ==@= Target
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May scorecard

® Denmark, Norway and Finland

are now top 10.

® Finland the highest ranked
country at 6/18

® Sweden lifted 2 spots from 18™
to 16th due to improvement in

SL score.

3 verifone

New Swe CS mgr starts

Aug 6t

Fintech background, ex Klana

June new QA assigned.
Update KB, Verifone Pay

SME.

June trainer dispatched to
Stockholm
Closing knowledge gaps

May-25 SLA FCR AHT CSAT
Target Target Target Target
Global Total Achieve 1.SLA Achieve 2. FCR Achieve 3. AHT Achiev 4. CSAT
Rank | MoM Points | Target Result ment Points [Target Result ment Points|Target Result ment Points Target Result ement Points
1 #n +6 New Zealand 86.0
2 = 40 Turkey 84.7
3 A +2 Australia 83.8
4 ¥ -3 Romania 829
SR tlMexico ________823_
6 ¥ -2 Finland 821
TTTITT HGermany 802 - - - - -
SR - S T U —— 106 e e s B Ses s ___ W _cs__ss ____ W S s s
9 4 +3 Norway 79.5
10 4  +4 Denmark 755 (MR W B s R W " B e D e W
TTTH T2 Yo thatland 653
12 ¥ -4/US-Petro 61.2
13 4  +4 France 59.0
14 ¥ -1 Israel - VICO 58.8
I T -1 VY o1 ——- 568_,
16 dh  +2 Sweden 41.5 -
TTTIT W 2Pormgal . 393 (MR R G B0 e B e B R e e e s
18 ¥ -2 Israel - Vird 22.0

LevelAl & Salesforce
optimisation — Improving
and scaling quality using Al

[
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Ops housekeeping

® EMEA daily standup

® Tuesday top 10 call driver review

® New BRM format will grade

$

countries across 6 areas

e KPIl achievement

e \/oice of customer feedback loop to
engineering

® People management (1 on 1s)
e Stakeholder management
e Strategic direction

® | eadership/overall grading.

e Norway top call driver: Transaction issue

® Finland top call driver: Reporting portal
login (open JIRA)

® Denmark top call driver: comms issue

e Sweden top call driver: Config issue/how-
to...

verifone

New WBR
forum

KPl achievement

KPl achievement as per global
balanced scorecard

-- ey
85% v

CPA v

Agent dashboard results

Israel

Moy [

2025

13% v

FCR

Ranking: 10718

Structured, for

consistent il with internal stakeholders, or
reports communicated to:

Dep. Status Meeting Name and Summary
#2 Meeting regarding the Verifoed POS te continue
Salas v
improving and professionalizing the support
Projects v Meeting about the go-live of a government client
Meeting with Gazit Enginearing regarding an issue
Engineering v with a deposited voucher in the HO systam
Meeting about bugs that appeared in the VCPOS
Product v version and were fixed in version 1.0.85,

Voice of customer feedback loop

Release
Top 3 Calls Driver Trends identified JIRAS nent
meeting
PayWare reset password *  13/05 Outage to TGW GW 25/05-VCPOS 1.0.85

customers — 400 calls
increase in this internal
outage.

13/05 - Hotnet ISP provider
had an issue to reach the APG
GW. 200 calls increase in this
3rd party Issue.

process— 830 call during the
menth. We want to have a
process to change the App to
VCPOS L]

Requirement is for each helpdesk
country manager to list how they are
doing this

Strategic direction for call centre in
your market, a plan.

To reduce the volume of password reset requests
from PWM clients by transitioning them to the
VCPOS application — a more advanced platform
that does not require periedic password changes.
Currently, there are approximately 4,000 such
devices in use, Successful execution will require
close collaboration between the Sales,
Operations, and Support teams.

This initiative is being presented at the
management meeting in Israel,

A= Defined with a plan and results

B = Defined with a plan

<

C = Direction defined, no plan

D= No strategic alignment with business.

Release Version -
fixed some bugs of
Inventory
management and
reports

People management / Engagement /

culture

1 on 1frequency:

+  Aweekly work meeting
is heald with each
manager.

¢ TLeonductone OIT and
one PT session with
each agent over the
course of the month.

Site activities

Afestive toastand
meal in henor of the
Shawuot holiday
Announcement of
April's outstanding
employaes

lce Cream Day at
the HD.

Leadership / Overall grading

"Max to think more how to grade this. Anecdotal assessment on strength of

local leadership in place."

New BRM
format
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Voice of Customer — Helpdesk Harmony

L] L] L] L] L] L] 5 HD 1
Using data driven insights to improve the customer experience [ 3 ncorming @
reduce HD calls iR
. 4, Eng 2.HD
deploy identify j
nupdate trend
3. HD
escalate
JIRA
JIRA
Kit/Fault YTD 8 9 10 Trend
650P 10074 2063 2370 2111 -
CRM Requests ifi - Toggling OFf 116 338 368
Kit/Fault YTD 7 8 9 Trend . hterface 287 333 301
T650P 7236, 1666, 2063 2057 | O PR omms Error - Wifi 300 233 279
Wifi - Toggling OFff 58 116 2| aulty Battery or Charger 259 265 268|
” 287 286 278 —— omms Error - IP 233 213 165
Interface e ot omms Error - GPRS 54 79 56|
Comm:s Error - Wifi 267 300 253 I SDK error 113) 124 a9] —
Faulty Battery or Charger 242 259, 236 — - I I ard Reader - Swipe 14 11 46]
Comms Error - IP 155 233 188 omms Unavailable - Wifi 45] 43] 41
PSDK error 69 113 120 — .ard Reader - Chip 21 36 38|
Bluetooth Switching OFf 0 15 8| « isplay - Blank _ e SR
oftware not downloading 32 25 32
et et |uetooth Switching Off 15 91 30] .

Analyse

@ |dentified T650P highest kit type

call driver for New Zealand

@ |dentified faults:

® ‘Bluetooth switching off’ +850%
increase call volume Jul > Sep

e ‘PSDK error’ +79% increase call
volume Jul > Sep

Escalate

® NZ SME Beverly Good raised
JIRA ticket 31%* August to
engineering

® PNT-16672

Update

@ Fix implemented 4" September

® Deployed over network

Reduced calls

® -70% reduction in ‘Bluetooth
switching off’ calls Sep to Oct

® -60% reduction in ‘PSDK error’
calls Sep to Oct



https://jira.verifone.com/browse/PNT-16672

Optimising Feedback Loop with Tech Enhancement

Improve case data
Apply template for quality... voice of Feedback loop *
accelerated customerdriving [———J» voice of customer’
knowledge transfer insights to the to engineering
business

Case field custom

Agent enters serial objects

ID into ticket automatically

populated

APl connection

Knowledgebase
for matching pane in the agent

case in
Knowledgebase U I

Search attributes

Lookup device
attributes from
system of record

Product kit type
Software version
Customer segment
Account name
Customer name

#7

Next

Verifone UKl Max Ashton Ne

Knowledge t
. . Suggested content 2]
ustom objects v o
(2 About Zendesk Federated Search 5
” 1234 General > Guide articles g
Last edited Dec 01 06:10

Language en-us
Customer segment

Setting up the search crawler
eral > Guide articles

Jun 08 12:43

SMB

ABC

fon* Language en-us
Software version -

How do | access Explore?

123456778

Product kit type*

P630

Contact reason*

1 Accounting inquiries ~
“ Publicreply ¥ To @ MaxAshton /

Customer ID

. x . 1231241231
*.’ verifone

# Apply macro

Close tab ~
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Thank you

Get more details at www.verifone.com

Get in touch with us at:
nordics.marketing@verifone.com



http://www.verifone.com/
mailto:Nordics.marketing@verifone.com
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