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U The guidelinesdescribedinthisdocumentare a set of general recommendations for Participants/ Financial Institutions
(FIs) relating to RTP bill pay/Request for Payment (RfP) functionality that they may wish to consideras theyimplement
internal customerservice guidelines and related processes

U Each Participant should engage its own counsel and compliance professionalsto conduct its own review of the risks,
compliance obligations, and other relevantlegal issues that RTP may implicate

U Thisis an iterative document. Guidelines/scenarios will be updated periodically based on the findings/learnings fromthe
RTP Bill Pay Small Scale Production Launch and Commercialization activities
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What is Customer Inquiry Management (CIM) Playbook?
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Scope, Purpose and Objectives of the CIM Playbook

* Use Case: Customer Bill Payments made over the RTP® Network*

Purpose and Objectives

= The Customer Inquiry Management Playbook provides anoverview of the RTP network, its capabilities and benefits for customers,
along with process flows and guidelines to understand a customer’s “RTP bill pay journey” (the receipt of an RfP and potential
subsequent steps, including an RTP payment in response).
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= This playbook provides information on RfP and RTP payment process flows and related guidelines that may be useful for financial
institutions as they develop processes to address customer questions or concerns

=  This playbook can be used by financial institutions for one or more of the following purposes —
U Educate their back office teams on the customer RTP bill pay journey
Develop guidelines for their customer servicing teams handling RTP bill pay queries

Create content for chat bots

O 00

Provide tools/ tips/ FAQs on the bill pay page of their website

*Note: 1) Please note that this isan iterative document. Additional use cases might be covered in future versions of this document 2) This document does not cover the use of
social alias (e.g., Zelle®) to send Requests for Payment or make bill payments over the RTP network
TCH Confidential © 2021 The Clearing House Payments Company L.L.C.



Understanding RTP® Payments
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Whatis the RTP® Network?

= The RTP network is a new payments network launched by The Clearing House (TCH), which enables consumers and businesses to immediately
send and receive funds 24x7x365 via their secure bank channel

=  The RTPnetwork is a credit push system, i.e., payment transactionsvia the RTP network can be initiated only when they are approved by the
sender / customer; no direct debits are allowed (which puts the payer in control and mitigatesthe risk of fraud)

RTP Benefits for Customers

Benefits

(S, 24/7/365

Description

The RTP network operates 24/7/365 to provide continuous availability insupport of FIs’ services

G}) Immediate

Oncethecustomer initiates an RTP payment, the paymentis sentimmediately to the Biller. The customer also receives a realtime

Availability acknowledgement for the RTP payment sent, which serves as a confirmation of the payment
'@' Security Becausethe RTP networkis acredit pushsystem, onlya payor / customer can initiate a payment (and maydo soin response toa
Requestfor Payment (RfP*)). Debits cannot be made through the RTP network. Furthermore, RTP payments offer bank-grade security
to customersas they areinitiated via the customer’s banking interface
Payment Customers cannot cancel a RTP paymentonceit's made
=" Certainty
Cash Flow Customers can make partial or scheduled payments (if permitted by bank implementationandbiller processes), which allows them
Control more flexibility and control over cashflow. This is particularly beneficial for cash-constrained s mall businesses and consumers

Convenience

Customers can respond to RfPs presented in their online banking interface by making an immediate payment

Ubiquity

The RTP network is accessible to all federally insured financial institutions, regardless of size or type, and reaches the majority of U.S.
accountholders

TCH Confidential
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*Request for Payment (RfP) is explained in the next section of this playbook
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Traditional Payment Methods

Delayed Availability

Due to unpredictable payment processing time,
the customer has limited visibility into the status
of payments made via traditional payment
methods

Payment Reversal

Payments made through traditional payment
methods may be cancelled/reversed under certain

ircumstances (e.g., payment made in error) within

G
a

Direct Debits Allowed
Traditional payment methods such as ACH support

©

initiated (direct debit) transactions

TCH Confidential
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predefined period of time

ustomer initiated (credit push) as well as biller

Quick link: RTP® Payments: Whatyou need to know

How are RTP payments different from other payment methods?

RTP Payments

Immediate Availability and Notification

TCH’s RTP network ensures immediate payment settlement and funds
availability tothe biller. Related payment status notifications are sent to
customer (e.g., that a transfer was successful) and biller (that funds are
available) in real time

Payment Certainty

Payments made via the RTP network cannot be revoked / recalled /
cancelled. However, customers may send a Request for Return of Funds
message through RTP

No Direct Debits

The RTP network supports transactionsthat are initiated only by the payor/
customer. The biller cansend an RfP* but will not be able to pull funds from

the customer’s account without customer approval for each RfP

Request for Payment (RfP) is explained in the next section of this playbook

© 2021 The Clearing House Payments Company L.L.C. 9
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Bill Pay as a Use Case for RTP® Payments
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Payments
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How does it work/ What is Request for Payment (RfP)?

A Requestfor Paymentisan RTP® message that is sent by the billertothe customer (e.g., correspondingto the customer’s bill). It
appears withinthe customer’s online bankinginterface. A customer can respond to this request to make an immediate payment.

+77
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RfPs are non-obligatory (i.e., customers
arenotobligated torespondto an RfP
with an RTP Payment) andgive the
customer greater control over making
payments

RfPs enable safertransactions through
secure bankchannels, since the payment
is initiated from the customer’s online
banking channels (web / mobile)

RfPs provide the context of the payment
(by displaying essential details of the bill)
and enable streamlinedflow of
informationbetween a customer and a
biller

Customer’s account
number with the biller
Biller’s outreach
channels

= Payer Fl App

Request for Payment (RfP)

From EnergyCorp
To Cindy Albert
Amount Due $95.75
Due Date Jul 31, 2020
RfP Issue Date Jul 30, 2020
Reference ID 23456

- .
PN View Invoice

Your EnergyCorp July 2020 Statement
for account ending in 6789

Questions about this RfP?
Contact EnergyCarp Customer Care at 800-234-5678

Make Payment

ILLUSTRATIVE

Biller’'s name
Customer’s name

lllustrative prototype screen representing asample RfP displayed on the mobile

screen of acustomer’s banking app
© 2021 The Clearing House Payments Company L.L.C.
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= Sample C2B RfP Payment Scenario
>
: Use case scenario: Steve is a customer of EnergyCorp (biller). Since Steve enrolled to receive* RfPs, EnergyCorp presents Steve with a RfP on his bank
8 app starting this month. The RfP contains amountdueand a summary of the bill with an option to make animmediate payment. Once Steve approves
a the RfP and makes the payment, his Fl immediately transfers the payment amountto EnergyCorp’s bankaccount. EnergyCorp immediately confirms the
Ll receiptof the payment to Steve.
. N Pommmemmmmm oo
EnergyCorp sends an 1 1 Steve receives an :
S 1 1
acknowledgment 1 1 acknowledgement !
o < 1 . ! . . .
N message toSteveonce T~ < | message (real time) once 1~ _ 3. Steve views bill details
) | ‘ 6. EnergyCorp posts the H ) 1 ~. e .
paymentis posted i ,  the paymentis made 1 within the RfP and clicks on
O S e payment against Steve’s Lot - l. b 9
(7)) Pay Now” to make an
customer service account ) -
) EnergyCorp Steve immediate payment
o A A
()]
7))
= .

1.a. EnergyCorp 5. EnergyCorp’s Fl makes the 2.b. Steve’s Fl displays the
© generates an RfP funds immediately available to RTP RfP on his bankinginterface
7 for the month’s bill EnergyCorp Network (web / mobile)

(1] via the treasury
> management
© system provided by
a its FI v v
- 4. Steve’s Flimmediately initiates a credit transfer to EnergyCorp’s Fl , .
o (via RTP network) 2.a.Steve’s Flvalidates
— < Steve’s eligibility to
4] T > ol occive rips
1.b. EnergyCorp’s Fl sends the RfP to Steve’s Fi Steve’s Fl

EnergyCorp’s FI
= o (via RTP network)

*F| Participantsand Billers may chooseto have customersenrollto receive RFPs to enhance customer understanding of payment options. However, the RTP Rules do not require

jJ'v‘_ customers to enroll, and Participants are also permitted (but not required) to allow their customersto stop receiving RfPs from a particular RfP sender or allRfP senders
Wes TCH Confidential © 2021 The Clearing House Payments Company L.L.C. 12




Guidelines on Positive and Exception Payments Scenarios
(Subjectto Fl’s Internal Processes)

TCH Confidential © 2021 The Clearing House Payments Company L.L.C. 13



RTP® Bill Pay — Positive and Exception Scenarios

Positive . .
. Exception Scenarios
Scenario

Payment Customer Customer RfP Expiration Biller Cancels RTP Payment Customer Customer
Successful Unableto Declines an an Already Fails/ Gets Makes an Report of
Receive RfP RfP Issued RfP Rejected Erroneous Abuse
Payment
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1. Payment Successful — Setting the Context

Payment Successful

Context After enrolling for RfPs with a biller, customer receives an RfP via their digital banking interface and makes a

successful payment for that RfP
.
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2. Customer Unable to Receive an RfP — Setting the Context

Customer Unable to Receive RfPs

Context A customer may not be able to receive RfPs due to several reasons. For example:
= Customer may have opted out fromreceiving RfPs from a particular biller

= Customer is not digitally enabled with their FI
&/

Considerationsfor The CS team should check the reason for customer being unable to receive RfPs, and advise the customer to set
Customer Service (CS) up RTP capability based on the below guidelines —
Team when contacted by = |fthe customer has opted out fromreceiving RfPs from a particular biller: CS team may consider reminding
the customer the customer that they will not receive RfPs from this particular biller, and may guide the customer to update
[ N preferences if the customer wants tostart receiving RfPs from the biller again
—E = |fthe customeris notdigitally enabled with their FI: Customer should be advised on the next steps to become
- digitally enabled based on existing standard operating procedures, and then set up preferences for using RTP
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products and services (e.g., bill pay). They may be contacted by the biller for an alternate mode of bill delivery
and payment

TCH Confidential © 2021 The Clearing House Payments Company L.L.C. 16



Customer Unable to Receive an RfP — Process Flow

Customer Unable to Receive RfPs

1. Initiate RfP with 7.Reach out to the
a. invoice details such as customer for an
(" .—} amount, due date etc. alternative mode of —b‘
S and send to the billers bill delivery and End
Biller tart Fl N payment
o
|
D1.Is the Fl T
—> routing no. v 6. Inform biller that
valid? €s customer is unable to ¢
No | receive RfP (with the
de)
- D2.ls the Fl reason co
2. Perform eligibility N N V}
check on customer FI P (el Yes
enabled?
| If the customer’s Flis not able to accept
No the RfP (determine in <5 sec), they
. 4 should send back the appropriate reason
L 5 D3. Is the Fl currently active

code to the biller Fl via pacs.002. For e.g,
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Biller’s FI " ™1 NOAT-customer has not authorized RfP
IYeS D4. / on the a/c or from this particular biller
. Accept/ (list of relevant reason codes in the
- Reject the Reject appendix)
Rfp?
Accept $ o
3.Send the RfP to the Success D5. Present %o In:rm'the:mer s
customer along with < the RfP to the appr:;;;%; r:ject
applicable notification Once the RfP is accepted, Customer Fl customer? Fail code
must present the RfP to the customer
Customer’sFl unless an exception applies, as set forth in
the RTP Rules and Technical Specification
obligations. If it cannot be presented for
permissible reasons, the RfP should be
4. Review the RfP and rejected with an appropriate reason code Eﬁes; flow kFely:
iEl® & e —P. in the paiq.014 message. Foreg., AFSOS - Process o
End customer is not digitally enabled (list of rocess Step
Customer relevant reject codes in the appendix) —P callout

TCH Confidential © 20271 The Clearing House Payments Company L.L.C. 17
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3. Customer Declines an RfP — Setting the Context

Context Once a customer receives an RfP, they may decline” an RfP for any reason, including:
= Customer has made a payment in full through another channel
= Customer does not recognize the biller
= The requested amount is different from the invoice amount, or any other reason
, Note: The Sending Participant Fl mustinclude an applicable reject reason code initsresponseto an RfP (pain.014). The RfP message

specification provides certain reject reason codesthat can be included in the message, as well as an option for additional narrative
information. This is a mandatory field and the rejectreason codes from the message specification (RTP® Message Specification) can be
incorporated into a bank’sinterface for display to the customer.In a scenariowhere the customer does not selecta reject reason code,
CUST can be used as the default reason code in the pain.014 message sent to the biller FI/biller

Guidelines for Customer The CS team should consider the below guidelines for communication with the customer —

Service (CS) Team =  Customerhas madeapaymentin full through another channel: Customer can choose to decline the RfP for
various reasons, including if the payment has already been made in full through another channel, which
should be reflected in the biller account within the standard SLA time (associated with that payment method /
channel). If no actionis taken by the customer, the RfP would become unactionable beyond the expiry date
set by the biller (Refer slide 20 for details on RfP expiration)

=  Customerdoes notrecognize the biller: Customer canchoose to decline an RfP from an unknown biller, and
inform their Fl about the unrecognized RfP. The CS team should check whether the customer has requested to
receive RfPs from that biller

®* Therequested amountis different from theinvoice amount, or the customer has paid partially through
another channel: Customer can choose to decline the RfP and expect to receive a new / reissued RfP based on
updated invoice details (amount, due date, etc.). Customer mayalso be contacted by the biller through
existing communication channels to guide on next steps

)

Note - *Customers can also choose to ignore and take no action on the RfP for any of the reasons mentioned above; Assumption: CS teams will have access to decline codes used in case of RfP decline
TCH Confidential © 2021 The Clearing House Payments Company L.L.C.
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4 Customer Declines an RfP — Process Flow
[
(<)) q
o Customer Declines an RfP
wn ' ) 4
End
- 1. Initiate RfP with invoice 5.Reach out to the 9. Biller may cancel and reissue the :. ¢
c details such as amount, due customer for an RfP, or reach out to the customer
o date etc. and send to the alternative mode of via alternative communication
biller’s FI bill delivery and channels for the payment
E payment
> v 4 1)
(] 2a. Perform eligibility check on 4. Present the . X
. R 8. Present the information to the
a. customer Fl information to the bill ia the T
2b. Route the RfP to the biller via treasury MI er (viat fsrTa:_urV)
c customer’s Fl mgmt. system anagement Solution
(o] ¢ T T
w
Q D1.Can 3. Inform the biller FI 7. If customer declines, route the 11.If no action is taken by the
c customer FI No that RfP cannot be information to the biller’s FI customer, the RfP becomes
o present the —> presented to the through applicable reason codes unactionable beyond the
— RfP to the ST (via pain.014) expiry date set by the biller
()] Customer’sFl CUSEOMER?
E iyes Decline
=] D5. Ignore / Ignore
Decline RfP
O 6. Verify RfP details (e.g.,
biller, bill summary, amount * No
due, due date, account no.) No | 1
D4. s the
D3. Reach out
. S EE— issue
to the biller Yes sl
Yes T l Yes Process flow key:
> Process Flow
D2.Is therea Process Step
> discrepancy ————»  10.Makethepayment ——' _@ callout
in the RfP? No

Customer

Note — RTP® message specifications allow the biller to set an expiration date in an RfP. If a customer does not take any action on the RfP by the expiration date set by the biller, the RfP may expire.
TCH Confidential © 2021 The Clearing House Payments Company L.L.C. 19
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4. RfP Expiration — Setting the Context

Context A biller can set an expiration date* on the RfP before sending it to the biller FI, who then routes it tothe customer
FI throughthe RTP network
If a customer does not take any action on an RfP by the expiration date set by the biller, the RfP may expire. In
&/ such a scenario, the RfP will be in an inactive state beyond the expiry date (or date and time) and the customer

will only be able to view the RfP and not take any action on it

Guidelines for CS Team The CS team should consider the below guidelines for communication with the customer —
BN = Oncethe RfP expires, customers should be advised that they may still owe a payment and should reachout to
— the biller to receive a new RfP for the same invoice or an updated invoice, using existing biller communication
e channels, and fulfill the latest RfP obligation on their bill (new RfP). Biller to determine the next appropriate

course of action (e.g., send a new RfP for the same invoice or a new invoice tothe customer)

*According to RTP message specifications, Expiry date is a mandatory field in the pain.013 message that allows the biller to enter the date or both date and time beyond which an RfP would expire.

TCH Confidential © 2021 The Clearing House Payments Company L.L.C.

20



5. Biller Cancels an Already Issued RfP — Setting the Context

Context A biller may cancel an existing RfP under the following scenarios —
= Customer received an RfP with incorrect bill details (e.g., amount, date, etc.)
= Customer has already paid the bill partially through another channel. Inthis case, the biller may cancel the
7 existing RfP, and reissue another RfP with the updated bill amount due

Note: Biller may use existing communication channels to inform the customer of the reason for cancelling the existing RfP,
andissuinga newone

Guidelines for CS Team In case the existing RfP is cancelled by the biller —
The customer may view the cancelled RfP but cannot respond to it with an RTP payment (the customer may make
2 a payment based on next steps communicated by the biller. E.g., make a payment via another channel, make a
— payment via the new/ reissued RfP, etc.)

Note: 1) Biller maycommunicate to the customer (through standard communicationchannels) about the reasonfor
cancellingan existing RfP, and provide applicable reference document/ bill
2) Customer shouldrefer to the latest RfP along with biller communication to decide on next steps
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Biller Cancels an Already Issued RfP — Process Flow

Biller Cancels an Already Issued RfP

Guidance to biller is to communicate

to the customer (through standard

_ X comm. channels) about the reason for

a .—} issued RfP by selecting the cancelling an existing RfP, and provide
Cl

1. Biller cancels an already

. .
cancellation reason code* in applicable reference document / bill
Start message camt.056

BiIIr l

2. Biller Fl sends the
cancellation message
(camt.056) to the Customer Fl

L

3. Customer Fl cancels the
original RfP based on the
message received and makes
the original RfP “read only” /

Biller’s FI
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inactive
Customer’sFl
4. Customer can only view the k.
original RfP (no action allowed) -
Customer End

Note — *A biller may choose to cancel an RfP for various reasons; biller FI may use the appropriate reason code to convey the reason of cancellation to the customer Fl e.g., AM09—

Amount in RfP not correct, DUPL — Creditor Fl sent two RfPs (duplicate), UPAY — Customer paid using another channel. After cancelling an already issued RfP, a biller may choose to ProceSPSf'OW ka-‘Iv=
. . . . ’ rocess rFlow

send a new RfP to the customer using pain.013 message for a scenario where the amount was incorrect (AML9)

Process Step

_’ Call out
TCH Confidential © 2021 The Clearing House Payments Company L.L.C.



6. RTP Payment Fails / Gets Rejected — Setting the Context

Context A customer’s real time payment may fail / be rejected dueto —
a) Technicalissue atthe customer’s FI/Sending Participant or the biller’s FI/Receiving Participant (e.g., Fl not
live on the RTP network when the payment is initiated, etc.)
7 b) Specific conditions set up by the biller for the RfP sent (e.g., biller does not accept payments for anamount
that exceeds the amount due specified in the RfP)

Guidelines for CS Team The CS team should follow the below guidelines for communication with the customer —
= |fthe paymentcannotbe madedueto an FlI’s technical problem: The customer’s Fl may have a retry process
Tﬁ (based on their current state business rules) in place along with appropriate customer communication
§ guidelines for the CS teams. If the payment still fails, customer can be advised to tryagainlater

Note: An alternate payment method maybe suggested to customers to complete the paymentin case of a payment
failure (dependent upon customer FI capabilities)

= |fthe paymentfails due to specific conditionsset up by the biller: Customer should be communicatedthe
rejection reason and advised on the next steps (for e.g., please try againlater, please contact the biller etc.)
based on existing standard operating procedures
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Assumption: CS Teams have access to reasons for payment failure
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RTP Payment Fails / Gets Rejected — Process Flow

Payment Fails / Gets Rejected

1. Initiate RfP with
invoice details such as
.—} amount, due date etc.
and send to the
biller’s FI

l

2a. Perform eligibility

check on customer Fl

2b. Route the RfP to
the customer’s Fl

Biller

Start

Biller’s FI

D1.Can
customer Fl
present the

RfP to the
customer?

Yes

Customer’sFl

6. Verify RfP details
(e.g., biller, bill
summary, amount
due, due date,

Customer account no.)

o
—>

[

5. Reach out to the
customer for an
alternative mode of
bill delivery and
payment

T

4. Present the
information to the
biller via treasury
mgmt. system

3. Inform the biller
Fl that RfP cannot
be presented to
the customer

10a. Post the payment to the
bill across all channels
10b. Send payment
confirmation to customer on
preferred channel

9a. Receive the credit
transfer
9b. Notify the biller

8. Send notification to
customer that amount has
been transferred

Yes

D4. Are all the
pre-conditions No
set by the biller

fulfilled??

[ Yes

D3.Is the
Customer Fl live
on RTP network?

7. Initiate credit transfer to
biller’s Fl per payment
instruction

Yes, If all details

are correct

D2. Approve

»
»

Payment?*

No

No

11. In case of a technical issue on
customer Fl side, resolve the issue and try
making the payment again?

v

12. Display to the customer that payment
could not be made, along with next steps <@—
(e.g., ‘Try again later’)?

13. Reach out to the Biller to resolve ¢

issues using existing channels of

communication, or ignore/decline the RfP End

+»@< =

Process flow key:
Process Flow

Process Step

_’ Call out

T|F

Note — 1) The customer always has the option to ignore / decline an RfP; 2) These pre-conditions can be set up by the biller through configurations available on biller FI platform; 3) There may also be a
payment failure if the biller Fl is not connected to the RTP network, or if the Biller sets up a pre-condition

TCH Confidential
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7. Customer Makes an Erroneous Payment — Setting the Context

Customer makes an Erroneous Payment

Context Customers may make an erroneous paymentin cases such as —
= Customer accidently adding a zero and paying more than was requested by the biller in the RfP
= Duplicate payment made (one through the RfP received, and another through a different payment channel)
In such cases, the customer may seek a refund for the payment madein error
Guidelines for CS Team The CS team should follow the below guidelines for communication with the customer, as appropriate for the
circumstances—
N = CS teamshould advise the customer that they may report the erroneous payment to their Fl. The Fl may use
- the Request for Return of Funds processto request the Receiving Fl toreturn the payment that was made in

error. (Consumers may have rights under Regulation E for errors caused by the Sending Bank)
O Customer should report the erroneous payment to their Fl
0 Customer Fl may send a Request for Return of Funds message to attempt torecover funds from the
Biller Fl in the event of a customer dispute regarding an RTP payment
O Itis aBiller FI’s decision whether it will return funds in response to a Request for Return of Funds;
returning funds in response to a Request for Return of Funds is always voluntary
O Insome cases, the Biller Fl will choose to returnfunds. In other cases, the Biller Fl will choose not to
return funds and the customer FI may choose to compensate its customer anyway. In such cases the
customer FI will absorb the cost associated with compensating its customer
= An Fl may also advise customers to reach out to the biller for refunds, which may be handled by billers based
on existing business processes and policies. Biller should inform the customer about the refund status based on
existing standard operating procedures

TCH Confidential © 2021 The Clearing House Payments Company L.L.C.

HE)

25



wv
o
=
©
(=
()}
(8]
(7]
o)
[ =
()}
£
>
(1]
o
c
o
wv
()}
c
()]
©
=}
O

Customer Makes an Erroneous Payment — Process Flow

Customer Makes an Erroneous Payment, and Requests for Return of Funds

Biller

Customer’sFl

Customer

TCH Confidential

4. Review the Request for
Return of Funds, and
determine whether to
return funds

!

3. Pass the information
received to the biller

2a. Ask for payment
information from the
customer
2b. Send a Request for
Return of Funds tothe
biller Fl along with relevant
information

1. Report erroneous
payment

o
Start

_

D1.Does the biller

decide that the claim >
is valid and decide to Yes

return funds?

No

\ 4
D2.Does the

customer Fl choose Yes )

to compensate the

customer?

No

5. Customer does not
get a refund in

6. Initiate payment for

the claim / refund
amount via pacs.008

!

7.Send the credit
transfer to the
customer’s Fl per
payment instruction

!

8. Credit the refund
amount to the
customer account

»
»

response to the
Request for Return of
Funds

© 2021 The Clearing House Payments Company L.L.C. 26
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8. Customer Report of Abuse

Customer Report of Abuse

Context If a customer receives unintended/unsolicited RfPs from a biller that are harassing or threatening, they canreport

abuse by contacting their F
&/

Guidelines for CS Team The CS team should follow the below guidelines for communication with the customer —
= The customer should provide the report of abuse to the CS team
S = The CS team should record this abuse claim and, if appropriate based on the facts/circumstances, report it to
_E TCH pursuant to the RTP Rules enforcement provisions
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Frequently Asked Questions

Financial institutions may use the following FAQs with their customers, and are recommended to
revise the responses as appropriate for their institution, customer base, and RTP offerings

TCH Confidential © 2021 The Clearing House Payments Company L.L.C. 28



FAQs (1/6)

Customer Educationand Request For Payment Set Up

1 What is the RTP® network?

The RTP networkis a new payments network launched by The Clearing House (TCH) that enables consumers and businesses to
immediately send and receive funds 24x7x365 via their secure bank channel.

X 2 Are RTP payments and Same-day ACH the same?
Customer Education

and Request For No, the RTP network and ACH are two different payment networks available to make payments. Same-day ACH, despite beingfaster than

‘traditional’ (i.e., next day) ACH, does not process a paymentsin realtime. Asame-day ACH payment is processed at an improved ACH
settlement time, and may take a couple of hours to get credited to the recipient's account. However, the RTP network processe s
payments within a few seconds/inreal time.

Payment Set Up

3 Am | charged any fee for paying my bills using RTP capabilities?

Itis up to the customer’s Fl to determine the price it charges customers to make payments through the RTP network. [To be modified per
FI’s pricing strategy]
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4 What type of transactions can | make using RTP payments?

Currently, any payment with a value of up to $100,000 per transaction is eligible to be made through the RTP network. [Use casesto be
defined per FI's capabilities; actual limit may vary by products and customers, and may be based on risk appetite of the Fl a nd customer
score]

5 How do I set up RTP capabilities for bill pay?

Step 1: Customers should visittheir payment preferences on biller's website and provide their bank accountdetailsif not al ready saved
with the biller. Ifalready saved, customers can simply select RTP as the payment method

Step 2: Customers will receive an enrollment confirmation from the biller

Step 3: Customers can visittheir online/mobile bank service to activate this service. Going forward, customers may respond to a request
for payment received for every billing cycle to make an RTP payment

[These steps are subject to individual Fl and billerrequirements]

TCH Confidential © 2021 The Clearing House Payments Company L.L.C. 29



FAQs (2/6)

Q\
Customer Educationand Request For Payment Set Up

6 Do | have to share my bank account details with the biller to start receiving requests for payment?

Yes, customers must share their bank account details with the biller while enrolling for RTP (unless the details are already saved as part of
their payment preferences with the biller).

Customer Education 7 Are RTP payments secure?

and Request For The RTP network provides a foundation for Fls to offer real-time payments services that provide “bank grade” security and protection
Payment Set Up against unauthorized debitsto their customers.

Request For Payment Request For Payment Initiation

Initiation

8 How do | seek clarification on bill details in a request for payment?

Customers can contact billers the way they always do or can take advantage of the communication capabilities built into the new payment
method.
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9 Can | make RTP payment to my biller without receiving a request for payment?

Yes, customers may be able to makean RTP payment to a biller without receiving a request for payment, (e.g., ifthe customer’s Flhasan
existing relationship with the biller or hasaccessto a biller directory). However, customers are encouraged to make RTP pay ments by
enrolling on the biller website (selecting RTP as the primary method to make payments).

10 Can | make RTP payment to a friend for dinner last night?

Currently, customers can make RTP payments for Bill Pay. Other use cases such as P2P payments (e.g., making RTP payment to a friend for
dinner) may be available if the customer Fl has built the capability or is usingan Overlay service (e.g., Zelle). The custom er may contact
their FI for more details. [To be modified based on FI’s readiness/capabilities]
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FAQs (3/6)

Request For Payment

Initiation

TCH Confidential

™

Request For Payment Initiation

11 How can | keep a track of requests for payment coming from different billers each month?

Customers can track all the active requests for payment from different billers each month via their Fl bill pay interface (mo bile/web). [To
be modified based on the interface each Fl providesto their customer to makerealtime payments]

12 How can I reconcile a bill coming from different channels (request for payment, paper bills, emails, etc.)

After enrolling for requests for payment, customers may still continue to receive their statements through other channels (e.g., mail,
online, etc.) based on their current bill preferences. Customers can contact their biller (as per current process) to make changesto their
channel preferencesto receive a bill.

13 What happens if | receive multiple requests for payment for a single bill/invoice?

Customers can chooseto ignore duplicate requests for payment for the same bill/invoice and take action on the most recent re quest for
payment. They are likely to receive communication (through their standard communication channels) from the biller aboutthe reason for
receivinga reissued request for payment.

14 What happens if | decline a request for payment?

Based on the reason for declining a requestfor payment, customers may receive communication from the biller advising on appropriate
next steps to complete the payment.

15 If | no longer want to receive requests for payment from the biller, can my Flinform the biller that | do not wish to
receive requests for payment?

If the customer has elected not to receive requests for payment (and consequently requestfor payment is not delivered to the customer),
the RTP rules require the customer’s Fl to notify the biller Fl using the Responseto request for payment (pain.014 message). That bil ler FI
may choose, but is not required, to informits biller customer.

© 2021 The Clearing House Payments Company L.L.C.
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FAQs (4/6)

Request For Payment

Initiation

TCH Confidential

™

Request For Payment Initiation

16 What happens if | make a bill payment through another channel but still receive an RfP for the same invoice?

Customers are not obligated to take action on any RfP, includingifthey have already madethe paymentthrough another channel. They
canignore or decline an RfP in such a situation. In case they make a payment against the RfP as well asthrough anotherpaym ent channel,
the excess payment will be applied based on biller’s existing businessrules (e.g., it may appear as a credit in the customer’s biller account
or adjusted in the next bill or returned to the customer, depending upon the biller’s business practices).

17 What happens if | do not recognize the RfP I’'ve received?

The RTP® Operating Rules do not permit Fls to send RfPs on behalf of billers that are unknown to a customer. However,in the event that
the customer does not recognize an RfP, they are not obligated to take any action on thatRfP. They can also report the unkno wn biller to
the FI.

18 Will an RfP expire after the due date?

An RfP may stay active tillthe expiration dateset on it by the biller, which may be different from the payment due date. Ifno action is
taken by the customer after the payment due date, the RfP would become unactionable beyond the expiry date (or date and time) set by
the biller

19 Can | set up a future dated RTP payment? / Can | pay a partial amount for my bill?
Customers may be able to setup future dated/ partial paymentsiftheir Fl and Biller support and offer his functionality. [To be modified
based on FI's readiness/ capabilities]

20 Can a fraudulent RTP payment be made without my authorization? If yes, what action can | take?

The RTP network s a credit push system.Paymentsare made only ifthe sender/ customer initiates the credittransfer (includingin
response to an RfP). Ifan unauthorized party sendsa paymentfrom a customer’saccount, the customer should contact their fi nancial
institution.

© 2021 The Clearing House Payments Company L.L.C.
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FAQs (5/6)

21 What happens if | accidently pay a higher amount than the actual bill amount?

The extra amount paid by the customer may be reflected in the form of a credit payment on the customer’s biller account, adju sted in the
next bill or returned to the customer (depending upon the biller’s business practices). Acustomer may contact thebillerto seek refund for
the extra amount paid.

22 I did not mean to approve the payment; How can | stop an RTP payment once it’sbeen made? Is it irrevocable?

An RTP payment, once made, cannotbe revoked. However, in case of an erroneous payment, the customer may ask their Fl to request
that the Receiving Fl return the funds or may directly request for a refund from the biller, which would be processed depending on biller’s
existing business practices (refund through existing methods suchas ACH, checks, or through the RTP network).

Payment Posting

23 How long does it take for my payment to be posted on my biller account (e.g., customer’s service account)?
Payment Approval ) ) ) )
Customers will receive a ‘Payment received by biller’ message on their bank BillPay interfaceas soon as the paymentisreceived by the

_ biller (within seconds of making the payment). However, it may take some time for the payment to be reflected in the biller's records
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Payment Posting afteritis received. Once biller recordsare updated, biller may sendthe customer a ‘payment posted’ message.

Payment Acknowledgement (‘Payment Posted’ message)
Payment

Acknowledgement 24 How do | know if the biller has received my payment?

Customers will receive a ‘Payment received by biller’ message on their bank bill pay interfaceas soon as the paymentisreceived by the
biller (whichis in seconds). This message serves as a confirmation thatthe payment has been received and will be applied to customer’s
account.

25 What happens to my funds if the biller does not accept my payment?

In cases where the paymentis rejected, the funds will not be transferred, and the customer willbe prompted with anappropriate
message. The customer may then contact the biller/Fl based on the message received.
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FAQs (6/6)

26 How long will it take for the biller to send me a payment acknowledgement? Can | rely on that message as a
confirmation of my paid bill?

Once a payment is made —

1) Customers will receive a ‘Payment received by biller’ message on their bank bill payinterfaceas soon as the paymentismade

2) Customers mayreceive a ‘PaymentPosted’ message from the biller assoon asthe payment is posted to the biller account

Even though billers are encouraged to send the ‘paymentposted’ message in realtime, there may be some lagbetween ‘Payment
received by biller’ (sent by customer Fl through bankinginterface) and ‘payment posted’ (sent by biller through existing channels and
bankinginterface) message. ‘Payment received by biller’ message serves asa confirmation that the payment hasbeen received and will
be applied to customer’saccount.

Post Payment Experience

27 Do | get refunds in real time (in case of duplicate payments, etc.)?
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A biller’s treatment of a duplicate payment, will depend on its business practices, which might include reflecting the duplicate paymentas
a credit to the customer’saccount, adjusting it on the next bill, or refunding the amount to the customer.

Payment 28 I liked the experience of making RTP payments to Biller X. How do | sign up for requests for payment from Biller Y?
Acknowledgement

Customers are encouraged to enrollfor receiving requests for payment from Biller Y by signing up / enrolling on the biller’s website.

Post Payment

. 29 How do I stop receiving request for payment from my biller?
Experience P gred pay v

Customers can stop receiving request for payment by updating payment preferences on their biller’s website, or by rejectinga request for
payment from that particularbiller and choosing opt out as the reason. Customers can also inform their Fl that they have elected not to
receive request for payment from a particular biller (or stop receiving requests for payment entirely).
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Glossary

Glossary

ACH

C2B

DDA

Fl

RfP

RTP® Network

TCH

TCH Confidential

Automated Clearing House

Consumer to Business

Demand Deposit Account

Financial Institution

Requestfor Payment

Network name
(notanacronym)

The Clearing House

ACH is a payment networkused for a variety of el ectronic payments, such as payroll direct
deposit, automaticinsurance premium deductions, |oan payments, etc.

Paymenttransfers made by a consumer to a business

Atransactional depositaccountheld ata Financial Services Organization. ADDAis designedto
provide for frequentaccess to a customer's funds that are available for immediate withdrawal by
way of different channels (for example, checks, ATM withdrawals, debit cards, etc.)

DDAs include, butare notlimited to, checking accounts, savings accounts, money market
accounts,andanyaccountin which funds are available for immediate withdrawal

Financial Institution

A payment-related message (15020022 pain.013) thatis sent by the biller to the customer
through their respective financialinstitutions, to request an RTP paymentinresponse

Network for real-time payments hosted by TCH

A U.S based companyfor a payment systeminfrastructure thatenables payment settlementsin
real time

© 2021 The Clearing House Payments Company L.L.C.
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Need Additional Help?

Connect with your Bank’s RTP® Product Team

=  Yourinternal RTP® Product Team is equipped with additional material to address any follow-up queries

= RTP® Product Team can reach out to The Clearing House for furtherdeliberation on any topic of
interest
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List and Usage of ISO and Proprietary Reason Codes

Pacs.002 AGO03 Transactiontype notsupported / authorized on this account —Thisis used by RTP®ifthe Fl is not
supporting/certified for RfP. Couldalsobe used by Fl to indicate end customer account does not support. In this
case, theFl will haveto determinein<5 seconds if customer is not digitally enabled. If not, Fl could accept the RfP
and send backpain.014 with areject code (refer to pain.014 codes)

x
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AMO09 Amountreceived is nottheamountagreed or expected

AM14 TransactionAmount exceeds limitagreed between Fl and client. Thisis usedto rejecta pain.013iftheamount
exceeds theamountthatthe payer would be permitted (by the payer Fl) to send in a pacs.008

NOAT Receiving Customer Account does not support/acceptthis message type. Used in response to a Requestfor
Paymentwhen the Debtor customer has not authorized RFP on the account or forthe particular initiator of the
RFP

Pain.014 ACO06 Blocked account; Account specified is blocked, prohibiting posting of transactions againstit

AGO1 Transactionforbidden on this type of account (formerly NOAT / NoAgreement)

AGO03 Transactiontype notsupported / authorized on this account —to be used for customer not digitallyenabled

AMO09 Amountreceived is nottheamountagreed or expected —used by customer if problem with amount of the RFP

CUST Customer Indicates Payment will notbe made

MDO07 End Customer Deceased

NARR Narrative reject with additional information provided

SL12* Creditor on black-list of debtor [exact descriptionto be determined]

Camt.056 AMO09 Wrong Amount—Amountin Requestfor Payment was notcorrect
DUPL Duplicate—Creditor FI submitted a secondunique RFP fora single customer request
UPAY Undue Payment—Payment has been made throughanother payment channel

*To be part of pain.014 message spec changes in the 2022 release
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