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RECOMMENDATION

Immediate engagement through .
Targetis a professionalizing family company
under significant operational and financial
pressure with no BPO infrastructure, no chatbot,
no after-hours support,and a SKU portfolio
generating meals/day. The CXgap s
structural, not temporary.

DEAL SPEED

60-90 days (70% probability)

STRATEGIC VALUE

annual (CX + back-office ops)
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This is an actual Prophacite Intelligence Dossier. All identifying information has been redacted to protect the privacy of the companies and
individuals analyzed. The intelligence was derived from publicly available sources; however, the analytical conclusions, scoring methodology,
and strategic recommendations represent Prophacite's proprietary analysis and should not be attributed to or relied upon by any party. This
documentis published solely to demonstrate methodology and deliverable quality.
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EXECUTIVE SUMMARY

Target Company isaleadingindependentnaturaland packagedfood company inthe United States, foundedin Year
in city, State .Thecompanyproduces xxx+ productsacross multiple frozen and shelf-stable food categories,
manufacturing over xM+ meals perdayacross x active plantsinmultiple US states. The company holds
self-reported category leadership in multiple frozen food segments. It manages x,xxx SKUs, works with xxx+
suppliers,and sources xx% of raw materials from contract growers. Target Company is privately held with family
influence, recertified under a major sustainability certificationin bDate withascore of xxx.x ,andwasnamed
Industry Award by Industry Association in Date .

Target Company isundergoing a significant professionalization andrestructuring.In Date ,the company laid off xxx
workers (~15% of workforce) via state WARN filing, citing 'industry headwinds' and the need to 'rebalance our
business.'A $xxM plantexpansionin City, State waspausedin Date .In Date ,thecompanysecureda $xxxM
SeniorSecured Term Loanfrom Private Credit Fund atSOFR+ xxx (all-inrate xx.xx% ), signaling growthinvestment
ratherthan distress. All Consumer Business Line locationshave closedasof Date .Theleadershipteamhasbeen
systematically upgraded with CPG executives from CPG Company 1 , CPG Company 2 ,and CPG Company 3 ,andanew
board of directors was establishedin bate with externalmembersfrom Investment Bank and Fortune 500 Company .
Consumer support infrastructure remains minimal: phone-only Monday-Friday x am- x pm PT, no live chat, no
chatbot, no BPO vendor, and a self-stated caveat that they 'are not always able to' respond to emails timely.

Zero BPO infrastructure: Consumer Relations operates phone-only ( Phone Number ),M-F x am- x pmPT, no chatbot,
no live chat, no after-hours coverage. No outsourced CXvendoridentified in any public source.
$xxxM sale-leasebackofall x manufacturing facilitiesto REIT ( Date )converted100% of ownedreal estate to
xx -yearlease obligations with fixed annual rent escalations.
$xxxM securedtermloanat SOFR+ xxx ( xx.xx% all-in)from Private Credit Fund closed Date withwarrants
issued, signaling significant leverage and lender equity participation.
xxx -personlayoff ( Date )followedby City, State plantpause( Date )andcomplete exitfrom Consumer Business
Line ( Date )indicate aggressive costrationalization.
x active State Consumer Protection notices(heavy metalsinfoodproducts)filed Year Range ,creatingregulatory
exposure that requires consumer communicationinfrastructure the company currently lacks.
End-of-line packaging remains manual across all facilities. Prior automation attempts failed due to high-mix complexity.
Workplace safety incident history concentrates in packaging-adjacent tasks.

Key Contacts
PRIORITY CONTACT RATIONALE
Primary President Name xx -yearcompany veteranappointed Date .Remitincludes CX-adjacentareas:
President employee engagement, supply chain, sales, marketing, technology. Industry
Association board member. Active podcast circuit. Talks about 'technology
supporting people' and 'scaling with care.' Most accessible executive.
Champion CFO Name Promoted Date from Chief Transformation Officer. Prior: VP Finance at CPG
CFO Company ( xx+ years).RemitincludesIT. Described as 'spearheading
organizational transformation.' Cost-optimization mindset from CPG background.
Influencer CSCO Name First-ever CSCO, hired Date from CPG Company 1 / CPG Company 2 .Built
CSCO (status verify) 3-year supply chain transformation strategy. Consolidated previously fragmented
supply chainreporting. Current status flagged: may have departed. Verify before
outreach.
Context Founder/CEO Name Stage 3 delegating founder. Established professional board, hired external
Co-Founder/CEO executives. Low direct veto risk on operational decisions but retains cultural

influence. Do notlead outreach directly.
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Pressure Hierarchy

PRESSURE SOURCE SEVERITY

CXlnfrastructure Absence

No BPO, no chatbot, no after-hours support. xxx+ SKU portfolio with

xM+ meals/day and growing regulatory communication needs. — Extreme
Phone-onlyM-F x am- x pmPT.

Financial Leverage + Cost Pressure

$xxxM termloanat xx.xx% all-inwithwarrants. $xxxM .
sale-leaseback created fixed lease obligations. Revenue declined from _ Very High
peak. Aggressive cost rationalization underway.

Workforce Reduction + Capacity Gap

xxx+ jobseliminatedsince Year acrossmultiple events. Remaining _ Very High

workforce stretched. No CX-specific hiring visible post-layoffs.

Regulatory Compliance Surface

x active State Consumer Protection notices, workplace safety .
history, food safety/organic/allergen certification requirements. _ High
Sustainability certification renewal upcoming.

Competitive Encirclement

CPG Competitor investing $xxxM infrozen meal modernization. Larger .
CPG companies acquiring specialty brands. Target's category leadership _ High
position under pressure with declining revenue trajectory.

Professionalization Transition Window
New President Name ( Start Date ),new CFO Name ( Start

Date ),new CSCO Name ( Start Date ), newboardwith PE/CPG _ High

backgrounds. Founder/CEO Name delegatingto professional
management layer.

POSITIONING STRATEGY
Position as operational capacity partner, not vendorreplacement. Target Company 'svalues-driven culture
requires framing around 'extending the mission' rather than 'outsourcing.' Lead with the CXinfrastructure gap:
xxx+ products, xM+ daily meals, growingregulatory communicationneeds( State Consumer Protection |,
recalls), and zero after-hours or digital support coverage. President Name 's ownlanguage (‘technology
supporting people,' 'scaling with care') provides the messaging framework. A pilot scoped to consumer
complaint handling during peak season or regulatory response management bypasses procurement friction
and demonstrates value in a values-aligned way.

Propha
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COMPANY FINANCIAL PROFILE

Target Company isa private company with no audited public financials. Revenue estimatesrange from $xxxM to
$xxxM , with directional consensus pointing to significant contraction from an estimated $xxxM peakin Year .The
company executeda $xxxM sale-leaseback of allmanufacturing facilitiesin pate ,followedbya $xxxM secured
termloanin Date at SOFR+ xxx withwarrants,indicating elevatedleverage. Aggressive costrationalizationis visible:
priorplant closed ( $xM /month operatingloss), xxx layoffs Date ,expansionpaused,and complete Consumer
Business Line exitby Date .

Financial Metrics

METRIC CURRENT PRIOR YEAR TREND

Annual Revenue Est. $xxxM-$xxxM ~ $xxxM (peak) Declining from peak. Private,
unverified.

Production Volume xM+ meals/day xM+ meals/day Stable production, reduced
workforce

SKU Count X, XXX xxx+ products High complexity for CXmanagement

Workforce ~ X, xxx (est.) ~ x,xxx (pre-layoffs) ~15% reductionrecently

Total Debt $xxxM termloan N/A (private) SOFR+ xxx ,maturity Date

Lease Obligations $xxxM sale-leaseback Owned facilities xx -yearlease, fixed escalations

Active Plants X x (pre-closure) Distributed across multiple US states

Revenue & Margin Analysis

Revenue trajectoryis negative fromthe year peak.Primary drivers: pandemic-era frozen food demand normalization,
input costinflation (flour+ xx% ,vegetable oil+ xx% , fuel/logistics + xx% as cited during plant closure), and category
competition fromlarger CPG playersinvestingin the category. Target Company maintains category leadership butis
defending it with declining resources. Business line exit and plant consolidation are margin-preservation moves. The
termloanat xx.xx% all-in suggests capital markets view the company as higher-risk credit despite category
leadership.

Capital Structure & Liquidity

Capital structure shifted significantly Year Range .The Date sale-leasebackto REIT converted xxx,xxx sqftof
owned manufacturingreal estateinto xx -yearlease obligations with fixed annual escalations. The Date Private
Credit Fund termloan( $xxxM ,SOFR+ xxx ,maturity Date )includeswarrants( x,xxx units,FV $xxxK ),indicating
lender equity participation typical of leveraged middle-market credits. Investment Bank arranged the financing.
Private company status prevents direct assessment of covenant compliance, but the combination of sale-leaseback
+secured termloan + workforce reduction + capex pause suggests cash flow optimizationis the priority.

Investor / Board Pressure

No PE ownership identified. Family-controlled with a recently professionalized board ( bate )including Boazrd
Member 1 (ex- Investment Bank )and Board Member 2 (ex- Fortune 500 Company EVP).Boardcomposition
suggests strategic advisory focus rather than activist pressure. Private Credit Fund aslenderholdswarrants,
creating alignment on value creation but also covenant compliance pressure. Board Member 3 ( Industry
Company founder)departedthe boardin Date afterapproximately x months.
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ORGANIZATIONALDYNAMICS

Target Company istransitioningfrom afounder-led family company to a professionally managed mid-market CPG
operation. Founder/CE0 Name (co-founder/CEQO)establishedaformalboardin Date andappointed President Name
as President with broad operational remit. Decision-making is shifting toward the professional management layer
( President Name , CFO Name , CSCO Name )With Founder/CEO Name retaining cultural oversightratherthan operational
control.

Buying Committee & Approval Chain

ROLE NAME INFLUENCE STANCE

President President Name Very High Operational decision-maker. Remit covers supply chain,
sales, marketing, technology. xx -yearinsiderwith trust
of founders. Primary champion target.

CFO CFO Name High Budget gatekeeper. ITreports to her. Transformation
mandate. Willrequire ROl case. CPG background means
she understands BPO models.

CSCO CSCO Name Medium Supply chain authority. Could block if framed as scope
creepinto herdomain. Current role status needs
verification (possible departure).

CEO/Founder Foundexr/CEO Name Low (veto only) Stage 3 delegating founder. Unlikely to engage on
operational vendor decisions. Cultural alignment matters
but direct outreach not recommended.

CPO CPO Name Medium XX -yearcompany veteran, returned Date .
Workforce-related decisions route through her. Relevant
if BPO engagement involves company employees.

Culture & Internal Dynamics

Target Company 'scultureisvalues-driven and mission-conscious. Sustainability certified ( xxx.x score),
organic/non-GMO focus, and founder-era emphasis on 'doing the right thing for our people.' This creates both
opportunity (they care about quality) and friction (outsourcing can be framed as contradicting values). A Year Range
worker action over safety conditions, followed by concessions on pay increases and safety assessments, indicates
the company responds to pressure but is sensitive to optics. Language must align with mission: 'extending capacity'
not 'outsourcing,' 'supporting the team' not 'replacing headcount.'

Political Landscape

Primary tension: professionalization speed vs. founder culture preservation. President Name bridgesboth
worlds ( xx -yearinsider who speaks transformationlanguage). CF0 Name representsthe new CPG-standard
operatingmodel. csco Name consolidated a previously fragmented supply chain (VP Sourcing reported to
CFO, VP Logisticsreported to CMO). The organizational structure is still settling post-restructuring. G0 Name
(CGO, hired pate from CPG Company )departedby Dbate ,leavingagrowthleadership gap with no announced
replacement.
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STAKEHOLDER MAP

Two confirmed ambassadors ( President Name , CFO Name ), one moderate-riskinfluencer( csco Name , status
uncertain), and one low-risk cultural gatekeeper( Founder/CEO Name ). Noidentified hard blockers, but the
values-based culture creates soft resistance to outsourcing framing.

Ambassadors

FIELD DETAIL

Name President Name

Title President (appointed Date )

Background xx -yearcompany veteran.Held xx+ internalrolesspanninglT,international ops, sustainability,
restaurant ops, and business development. Co-founded Startup .Prior: Tech Company 1 , Tech
Company 2 . Industry Association boardmember.

Intel Active onpodcast circuit ( Podcast 1 , Podcast 2 , Podcast 3 ). Speaksabout'technology
supporting people,' 'scaling with care,' and change management. Framing aligns naturally with BPO
augmentation narrative.

Archetype Mission-Driven Modernizer

Risk Appetite 6/10 - Balanced. Will adopt proven solutions that align with values.

Champion Probability 75% - Highest probability champion. Understands operational pain, has authority, and uses language
compatible with outsourced support framing.

Engagement Strategy Industry conference approach( Industry Association events).Reference Client Company 's
food/CPG experience. Lead with consumer experience quality, not cost reduction.

Communication Style Narrative-driven. Responds to mission alignment and case studies. Prefers relationship-building

before transactional pitch.

FIELD DETAIL

Name CFO Name
Title Chief Financial Officer (promoted Date )
Background Joined Target Company Date asVPFinance and Strategy.Promoted to Chief Transformationand

Strategy Officer Date ,thenCFO Date succeedingretiring Prior CFO Name ( xx -yeartenure).
Prior:' CPG Company ( xx+ yearsasVP Finance), Fortune 500 A , Fortune 500 B .

Intel Described by President Name as'spearheading ourorganizational transformation.'ITreportsto her.
Dual mandate: cost discipline + modernization. CPG background means familiarity with outsourced
operations models.

Archetype Cost Surgeon / Transformation Driver

Risk Appetite 4/10 - Conservative with expenditures but transformation mandate creates openness to
efficiency-drivinginvestments.

Champion Probability 55% - Willchampionif ROl case is airtight and framed as transformation enabler rather than new cost
center.
Engagement Strategy Lead withTCO analysis and CPG peer benchmarks. Reference her CPG Company backgroundwhere

BPO s standard practice. Present pilot as cost-neutral with measurable KPIs.

Communication Style Numbers-first. Structured presentations. Wants to see payback period and risk mitigation before
committing.

Propha
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Blockers

FIELD DETAIL

Name CSCO Name

Title Chief Supply Chain Officer (hired Date , statusunverified)

Background First-ever CSCO at Target Company .Prior:VP-level supply chainat Frozen Food Company and
xx+ yearsat CPG Company .Built 3-yearsupply chaintransformation strategy. Consolidated
fragmentedreporting lines.

Intel Date Trade Publication interview describes transformationagenda. Separate sources suggest

Blocker Motivation

possible moveto Competitor Company CSCOrole. Currentstatusunresolved.

Turf Protection - Supply chain transformationis her mandate. External vendors in adjacent areas could
be seen as encroachment.

Veto Power 4/10 - Moderate. Does not control CX budget, but supply chain adjacency givesinfluence on ops
decisions.
Threat Couldreframe CX outsourcing as scope creep into operational territory she is consolidating. Might

Neutralization

advocate forinternal capacity building instead.

Verify currentrole first. If stillat Target Company :positionas complementary to her supply chain
transformation (CX handles consumer-facing; she handles operational supply chain). If departed:
blockerrisk eliminated.

Wildcards / Neutral Parties

FIELD DETAIL

Name CPO Name

Title Chief People Officer

Background xx -yearcompany veteran. Returned Date .Elevatedto CPOin Date restructuring.
Intel Oversees workforce mattersincludingthe Year layoff executionand post-actionlabor

Blocker Motivation

Veto Power

Threat

Neutralization

concessions. BPO engagement that involves company employees routes through her.

Worker Welfare - Will resist anything perceived as further workforce displacement after xxx -person
layoff and prior worker action.

3/10 - Advisory, not decision authority on vendor selection.

Couldraise cultural objections internally. Sustainability certification worker welfare scoringis her
domain.

Frame as capacity addition, not headcount replacement. Emphasize no positions are eliminated. Pilot
structure avoids workforce optics.

Network Intelligence

President Name isaccessiblevia Industry Association eventswhere they serve onthe board and chairthe
Committee Name .Theirpodcastappearances( Podcast 1 Date , Podcast 2 Date , Podcast 3 Date )provide
conversation hooks around scaling, technology, and mission alignment. CFO Name 'S CPG Company tenure
creates CPG peernetwork leverage. Board Member 1 (board member, ex- Investment Bank )provides
warm-intro potential through financial advisory networks.
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BUYER PROFILE

Primary Archetype: "The Mission-Driven Modernizer"

Target Company 's buyingbehaviorreflects avalues-first organizationin forced professionalization. Purchase
decisionsrequire cultural alignment before ROl consideration. The buying cycle is longer than PE-backed peers
(90-120 days vs. 45-60 days) because internal consensus-building across the founder culture and professional
management layer takes time. Language matters: '‘partnership' not 'vendor,' 'extending' not 'outsourcing.'

DIMENSION ASSESSMENT

Risk Tolerance Conservative baseline elevated by structural pressure. Will pilot but needs clear exit clause.

Purchase Trigger Regulatory communicationrequirement ( State Consumer Protection ,recalls)plusseasonal peak
capacity gap.

PainMemory Workeraction Year Range ,plantclosurewith $xM /monthloss, workplace safety violations.

Operational failure has real consequences.
Political Friction Professional management layer vs. founder culture preservation.

Switch Trigger A State Consumer Protection recallrequiringafter-hours consumerresponse capability they
don't have would force immediate action.

Psychological Entry Angles

ANGLE APPLICATION RISK

Regulatory Gap Leadwith State Consumer Protection consumer Could trigger defensiveness if framed as
response requirement and recall readiness. Reference failure rather than gap.
active notices and no after-hours phone coverage.

Seasonal Capacity Peak holiday demand creates CX bottleneck. Pilot scoped Lowerurgency; may not force action
to Q4 seasonal overflow. timeline.

Mission Alignment Frame as extending values to the consumer experience. Softest entry but slowest conversion.
Sustainability certification includes customer welfare
scoring.

Switching Cost Assessment

Switching costs are low because Target Company currently hasnoBPO vendorto displace. Thisis a greenfield
opportunity. The primary frictionis cultural resistance to outsourcing, not vendor lock-in or contract obligations.
Integration requirements are minimal: phone system access and product knowledge base.

Communication Style

Target Company leadership communicatesinmission-orientedlanguage. President Name uses storytellingand
values framing. CF0 Name is more metrics-driven but still operates within the mission context. Avoid aggressive sales
language, cost-cutting framing, or headcount reduction narratives. Lead with partnership, quality, and capability
extension.
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COMPETITIVE LANDSCAPE

Target Company hasnoincumbentBPO vendor. Consumersupportishandled entirely in-house through a small
Consumer Relations team operating phone-only during limited business hours. This is a greenfield displacement of
internal operations, not avendorreplacement.

Incumbent Analysis

DIMENSION ASSESSMENT

Current Vendor None. All consumer supportisin-house.

Contract Status No external CX contract exists. Greenfield opportunity.

Support Channels Phoneonly: Phone Number ,M-F x am- x pmPT.Contactformonwebsite. No live chat, no
chatbot.

Known Capacity Consumer Relations team size unknown. Self-caveat on website: 'not always able to respond to

emails timely.'

Technology No visible CX platform detected. Product datamanagedvia PIM Vendor .

Displacement Difficulty

PRESSURE SOURCE SEVERITY

Cultural resistance to 'outsourcing'

Sustainability values, worker action history, and mission-driven identity _ Very High

create stronginternal narratives against external service partners.

Build-vs-buy bias

Professionalizing company may default to building internal CX team before _ High
considering external partners.

Budget allocationinertia

No existing CXbudget line item. Creating new spend requires executive _ Moderate
sponsorship.

Integration complexity
Minimal tech stack to integrate with. Phone system + product knowledge - Low
base only.

Exploitable Vulnerabilities
Zero after-hours coverage foracompany selling food products with allergen, contamination, and recall risks.
x active State Consumer Protection noticesrequiringconsumercommunication capability outside businesshours.
xx% issueresolutionrate ( Review Platform data)and foreign-object complaints creatingreputationalrisk.
No chatbot or digital self-service despite xxx+ product portfolio with complex dietary/allergen needs.

Complete exit from Consumer Business Line eliminated one consumertouchpoint, concentratingall CXonthe
underfunded phoneline.

Propha
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DISPLACEMENT STRATEGY

Frame as 'mission-critical capability extension' rather than outsourcing. Target Company doesnotneedtobe
convinced they have a CX problem - they need to be shown the risk of not solvingit. The State Consumer
Protection regulatory exposure combined withzero after-hours coverage creates a compliance vulnerability
that bypasses cultural resistance. Pilot structure: client Company handles after-hours/weekend consumer
response plus regulatory inquiry management for 60 days.

Prophacite
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TRIGGER EVENT TIMELINE

Multiple forcing events are converginginthe Year Range window. State Consumer Protection litigation deadlines,
sustainability recertification (~ Year ), seasonal peak demand (Q4), and ongoing financial pressure fromthe Private
Credit Fund termloan create overlappingurgency.

Active & Upcoming Windows

TRIGGER EVENT WINDOW PROBABILIT ACTION
Y

State Consumer Active now 85% x noticesfiled. County suitactive. Consumerinquiry
Protection Litigation volume willincrease as cases progress.
Q4 Peak Season Season Window 75% Holiday frozen food demand peak. Historical seasonal

brittleness with no flex CX capacity. Pilot timing
opportunity.

Sustainability Recertification ~ Year 60% Customerwelfareis a scored category. Current CX
infrastructure would score poorly. Createsinternal
pressure.

Private Credit Fund Ongoingto Year 65% SOFR+ xxx with warrants. Lender oversight creates
Covenants cost-efficiency pressure favoring variable-cost BPO.
Professionalization Window Now through 70% New management team 2-3 years in. Decision-making

mid- Year patterns not yet rigid. Best window.

Monitoring Calendar

TIMEFRAME WATCHFOR SIGNAL STRENGTH

Q3 Year State Consumer Protection casedevelopments,seasonalhiring High
announcements, CXjob postings

Q4 Year Holiday season CX strain, recall events, consumer complaint volume Very High

Q1 Year Annual planning, recertification prep, Private Credit Fund High
covenantreporting

H1 Year Sustainability recertification submission, new fiscal year budget Medium
allocation
ACCELERATION SIGNAL

Aproductrecallinvolving allergens or contaminants (consistent with the foreign-object complaint patternand
heavy-metals exposure) would force immediate CX capacity expansion. Target Company 's PTA
(Product-Target Audience) multiplieris 2.0-3.0x because products are marketed to families and
health-conscious consumers. Arecall with zero after-hours support and no chatbot would be areputational
crisis.
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FINANCIAL IMPACT MODEL

The financial case for Target Company restsonrisk mitigation more than costreduction. With no baseline BPO spend,
the value proposition centers on regulatory compliance cost avoidance, brand protection during peak periods, and
variable-cost CX capacity vs. fixed-cost internal hiring.

Cost of Inaction

RISKSCENARIO ESTIMATED IMPACT PROBABILITY

State Consumer Protection exposure $xxxK-$xM perincident (legal + 65% within 18 months
without consumerresponse settlement + recall logistics)
Productrecall without after-hours support $xM-$xM (brand damage +regulatory 30% annual probability

fines + litigation)

Peak season CXfailure leading to retailer $xxxK-$xxxK (retailerchargebacks + 50% each Q4
complaints listing risk)

Sustainability recertification failure on Reputational: Loss of certificationimpacts 25% at recertification
customer welfare premium pricing + retail placement

Value of Solution

VALUE DRIVER ANNUAL IMPACT CONFIDENCE

After-hours/weekend consumerresponse $xxxK-$xxxK annually (vs. $xxxK+ for High (85%)
coverage internal 24/7 team)
State Consumer Protection /recall $xxxK-$xxxK annually High (80%)

response management

Peak season flex capacity (Q4 + seasonal $xxK-$xxxK annually (variable costvs. Medium (70%)
events) temp hiring)
Digital channel expansion (chat, email $xxxK-$xxxK annually (new capability, Medium (65%)
response) notreplacement)

ROISUMMARY

Estimated annual engagementvalue: $xxxK-$xxxk . ROl framework centers onrisk-adjusted cost avoidance: a
single State Consumer Protection -relatedrecall orallergenincident without adequate consumerresponse
could exceed the entire annual BPO engagement cost.

Model Assumptions

Revenue assumedin $xxxM-$xxxM range (private, unverified). CXteam size estimated at < xx FTEsbased onphone-only,
limited-hours operation. Cost comparisons use BLS datafor State -basedcustomerservice representatives( $xxK-$xxK
loaded cost). All financial figures are directional estimates suitable for proposal framing, not audited financial analysis.

Propha

CONFIDENTIAL - Prepared for Client Use Only



Prophacite

Intelligence Dossier

CX & CUSTOMER SENTIMENT

Target Company 'scustomerexperienceinfrastructure is minimalrelative to company scale. Consumer support
operates phone-only during limited business hours with no digital channels. Third-party complaint dataindicates a
xx% fullresolutionrate and recurring foreign-object complaints in products.

Public Ratings

PLATFORM RATING VOLUME TREND

A+ (not O complaints, O No consumer engagement on BBB platform despite
accredited) reviews company scale
Review Platform Medium Limited sample xx% fullresolutionrate. xx% phone/ xx% email
resolution contact mix
Sustainability xxx.x /200 Recertified Date Highest-scoringin peer group. Next recertification
Certification upcoming.

Complaint Patterns

Foreign objectsinfood products are arecurring complaint theme on third-party platforms.

Response time: Website self-states 'We try to answer every email in a timely manner but are not always able to do so."'

Channellimitation: No live chat, no chatbot, no after-hours phone. Consumers with urgent food safety concerns have no
weekend/evening recourse.

Product quality consistency: Complaints about product variation across batches, potentially driven by high-mix
manufacturing complexity ( x,xxx SKUs).

Response & Resolution

The Consumer Relations team appears small and under-resourced. Phone hours (M-F x am- x pmPT)leave
approximately xxx hours perweek uncovered. No visible CRM or ticketing system. No social media support handle.
The gap between company scale ( xM+ meals/day, national distribution) and supportinfrastructure (one phone
number, limited hours) is severe.

Actionable CXIntelligence

The self-stated email caveat ('not always able to respond timely') is a direct admission of capacity constraint,
sourced from Target Company 's ownwebsite. Combinedwith x active State Consumer Protection notices,
zero after-hours coverage, and foreign-object complaint patterns, this creates anirrefutable case for CX
investment.
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TECHNOLOGY & INFRASTRUCTURE

Target Company 'stechnology stackis mid-transformation. Plant floor operations are migrating from Legacy MES

Vendor / OEE Vendor toamodernAPI-first MES architecture. Supply chainplanninguses scM Vendor .

ERP Vendor is

the financial backbone. Product data managedvia PIM Vendor .Notably absent: any CX-specific technology.

Known Tech Stack

CATEGORY TOOL/PLATFORM EVIDENCE

ERP ERP Vendor (on-prem +cloud)

Supply Chain Planning SCM Vendor

MES / Plant Floor MES Vendor 1 + MES Vendor 2

(migrating to MES 2.0)

PIM /Digital Shelf PIM Vendor (PIM, Syndication,

Workflow)
Cloud Infrastructure Cloud Provider

Production Robotics AI Robotics Vendor (ingredient

depositing only)
WFM/HR WFM Vendor

CXPlatform None detected

Al Maturity & Automation

Job posting references

ITjob posting: 'Experience owning delivery of supply chain
planning systems suchas SCM Vendor '

Integration Partner case study;employee profile
describes API-first architecture

PIM Vendor case study:regulatory dataretrieval dropped

from1-2 days to minutes
Tech Intel Platform : Cloud Provider , BI Vendor ,SQL

Trade Publication case study:targeting xx%
over-depositing losses

Referencedin MES 2.0 integration

No helpdesk, CRM service module, or equivalent found in any
source

Al maturity is low-to-emerging. AI Robotics Vendor deploymentisthe only confirmed Al-adjacenttechnology,
scoped narrowly to ingredient depositing. No Al hiring signals detected in CX. No chatbot. MES 2.0 migration suggests
increasing datainfrastructure sophistication but thisis manufacturing-focused, not customer-facing. Scores as Tier 1
(no Alin production) on Al Adoption scale for CX purposes, triggering CT_AIW compound trigger at maximum BPO

relevance (8x).

Integration Points & Technical Requirements

CONFIDENTIAL - Prepared for Client Use Only

Integration requirements fora BPO engagement are minimal due to absence of existing CXtechnology. Key
points: (1) Phone system access/routing, (2) PIM Vendor forproductinformationand allergendata,(3)
Recall/regulatory notification workflow from legal team. No CRM to integrate with. Recommend Client
Company provision a CX platform as part of engagement to create value lock-in.
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REGULATORY & COMPLIANCE LANDSCAPE

Target Company facesregulatory exposure acrossfoodsafety( Federal Agency / Food Safety Regulation ),
workplace safety ( State Safety Agency ), State consumer protection( State Consumer Protection ), and
organic/specialty certifications.

Compliance Exposure

AREA STATUS RISK LEVEL

State Consumer Protection x active notices( Year Range ) High - Active litigationin County
(Heavy Metals)

State Safety Agency $xx,xxx+ inpenalties( Year Range ) Medium - History of serious
violationsat Primary Facility .
Ergonomic reevaluation ordered.

Federal Agency / Food Safety Ongoing compliance required Medium - Food safety plans, recall
Regulation readiness, labeling
Organic Certification Multiple certifiers Low - Currently compliant. Supply

chain traceability required.

Sustainability Certification Recertificationdue ~ Year Medium - Worker welfare and
customer welfare are scored
categories.

State Privacy Law State -headquartered company Low - Consumer data handling
requirements for any digital CX
expansion.

Enforcement History

State Safety Agency enforcementat Primary Facility : $xx,xxx inpenaltiesfrom x seriousviolations( Year ),
$xx,xxx for x seriousviolationsand xx otherinfractions( Year , triggered by worker complaint). Inspectors noted
systemic repetitive motioninjury patterns requiring ergonomic reevaluation. Prior history includes a Serious Injury
Type onafoodpackagingline. State 2 ( $xx,xxx )and State 3 ( $x,xxx )finesalsodocumentedin Year .Aworker
actionran Year Range ,endingwith company concessions on pay, safety assessments, healthinsurance.

Upcoming Regulatory Deadlines

DEADLINE REQUIREMENT IMPACT

State Consumer Active ( Case Number ) Consumerresponse capability needed
Protection Litigation forlitigation-related inquiries
Sustainability ~ Year Customer welfare scoring requires
Recertification demonstrable CXinvestment

Food Safety Ongoing Recallreadiness plan requires consumer
Regulation notification capability
Compliance

Propha

CONFIDENTIAL - Prepared for Client Use Only



Prophacite
Intelligence Dossier

WORKFORCE & CULTURE SIGNALS

Target Company hasundergone significantworkforce contraction: xxx+ jobseliminatedsince Year ( xxx City
closure+ xxx Date layoffs). Currentworkforce estimatedat~ x,xxx .Theremainingteamis stretched across x
plants with no visible CX-specific hiring.

Hiring Activity

METRIC VALUE SIGNAL

Recent Layoffs xxx ( Date )+ xxx xxx+ total positions eliminated
( City VYear )

CXHiring None detected No consumerrelations, support, or CXjob postings
found

Engineering/Technical Highest volumein12 months Investment in manufacturing tech, not customer-facing
(late Year )

CSCORole Created Date ( CSCO First-ever supply chain C-suite role indicates maturation
Name )

CGORole Created/filled Date , CGO Name (ex- CPG Company )lasted~ x months. No
departed Date replacement.

Employee Sentiment

Employee review data was not comprehensively analyzed. Worker action( Year Range ) centered onrepetitive motion
injuries, productionline speeds ( xx-xx items/minute), and working conditions. Ended with concessions. A" Workplace
Award '( Date )came x monthsbeforethe xxx -personlayoff, creating a credibility gap inemployerbrand.

Morale & RetentionIndicators
Workeraction Year Range oversafety conditionsandrepetitive motioninjuriesat Primary Facility .
Sustainability certification worker welfare scores ( Date ) followed by xx% workforcereduction x weekslater.
Plantopened Date ,closed Date afteronly~ xx monthsciting $xM /month operatingloss.
Productionline speeds cited as cause of chronic injuries: xx-xx items/minute.

Active hiringat Facility 2 and Facility 3 concurrentwith State layoffssuggests geographic workforce
redistribution.
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CONTRADICTION DETECTION

Foursignificant contradictionsidentified across research passes. These are transition contradictions (consistent witha
professionalizing family company) rather than deception contradictions, per GPDP v1.0 framework analysis.

STATED ACTUAL SEVERITY EXPLOIT ANGLE

Sustainability '‘Best
Employer' narrative

( xxx.x score, Date ;
Workplace Award
Date )

'Automationinvestment’
narrative ( AT Robotics
Vendor ,MES 2.0, SCM

Vendor )

Revenue estimates:
$xxxM Vs.
$xxXXM-$xxxM

President Name title:
'CEQ'inone aggregator
vs. 'President'inall
primary sources

Cross-Pass Conflicts
CGO Name (CGO)hired Date from CPG Company ,departedby Date per Source

xxx -personlayoff via WARN
filing x weeks after
recertification( Date )

End-of-line packaging fully
manual. AI Robotics Vendor is
upstream only. Prior automation
attempts failed.

Private company. Third-party
estimates cannotbothbe
correct.

President Name isPresident
reportingto CEO Foundexr/CEO
Name .

High

Medium

Medium

Low

Target Company asof Date .Growthleadership gap unresolved.

€SCO0 Name (CSCO)confirmedin Date

Competitor Company .Currentrole statusunverified.

Technology leadership unclear: Prior CIO Name movedto Other Company

as VP Technology. Neither confirmed via primary source.

CONFIDENTIAL - Prepared for Client Use Only

Sequenceis publicly visible. Do not leverage
directly - reference 'workforce optimization
creating CX capacity gap that needs
addressing.'

Demonstrates selective automation
investment. CX automationis completely
absent from the investment narrative.

Do not cite specific revenue figuresin
outreach. Use verifiable metrics ( xM+
meals/day, xxx+ products, x,xxx SKUs).

Use 'President’ in all communications.
Founder/CEO Name is CEO.

. Aggregator stillshowedthemat

Trade Publication interview.Separate biosuggests possible move to

. Year directorieslist Current CIO Name
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PLAYBOOK

Buyer Profile: "The Mission-Driven Modernizer"

DIMENSION ASSESSMENT

Risk Tolerance Conservative baseline elevated by structural pressure. Will pilot but needs clear exit clause.

Purchase Trigger Regulatory communicationrequirement( State Consumer Protection ,recalls)plusseasonal peak
capacity gap.

Pain Memory Workeraction Year Range ,plantclosurewith $xM /monthloss, workplace safety violations.

Operational failure has real consequences.
Political Friction Professionalmanagementlayervs. founder culture preservation.

SwitchTrigger A State Consumer Protection recallrequiringafter-hours consumerresponse capability they
don't have would force immediate action.

Objection Resolution

OBJECTION RESPONSE FRAMEWORK

'We handle consumer relations Understood, and your team does important work during business hours. This is about the

in-house and preferto keep it that way' xxx hours perweek whenno oneis available - evenings, weekends, holidays. A
consumer with an allergic reaction or contamination concern at 8pm on Saturday
currently hasnowaytoreach Target Company .We extendyourteam's coverage, we
don'treplaceit.

'We're going through a lot of change That's exactly why a 60-day pilot with an exit clause makes sense. No procurement
right now and can't take on another process, nolong-term commitment. Your team s stretched after the restructuring. We
initiative' add capacity exactly when you need it without adding headcount during a period when

you're optimizing costs.

'Outsourcing doesn't align with our Sustainability certification scores customer welfare as a category. Your consumers

values' currently have zero accessto Target Company outsideM-F x am- x pm.Extending
coverage to evenings and weekends is a values-aligned investment in consumer
experience, not traditional outsourcing.

'We don't have budget for this' The Private Credit Fund termloancreated efficiency pressure.Avariable-cost CX
partneris more cost-effective than building aninternal 24/7 team (est.  $xxxK+ forfull
coveragevs. $xxxK-$xxxK formanaged service). We align with the cost structure CFO
Name is optimizing toward.

'What about quality? Our consumers That's why we propose a 60-day pilot with your team training ouragentson Target

expectourvaluesineveryinteraction.' Company 's product knowledge, values, and communication standards. Quality metrics
are builtinto the pilot: CSAT, resolutionrate, brand voice compliance. Youreview every
interaction during the pilot.

Propha
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Language Guidance

AVOID USE INSTEAD

X Outsourcing v Extending your team's capacity

X Replacingyourteam v Supporting your Consumer Relations team

X Costcutting v Operational efficiency / mission-aligned investment
X Headcount reduction v Flex capacity for peak periods

X Vendor v Partner / mission-aligned capability

X Your CXis failing v Bridging the coverage gap foryour consumers
Outreach Strategy

Entry Angle: Regulatory compliance gap + seasonal capacity extension

Primary Hook: x active State Consumer Protection notices,zero after-hours consumerresponse capability,and
your own website states you cannot always respond to emails timely. Fora company selling food to families, thisis a
regulatory and reputational exposure that grows with each filing.

Proof Point: client Company 'sfood/CPG client portfolio demonstrates consumer response management during
regulatory events, seasonal peaks, and product quality inquiries across complex SKU portfolios.

Tone: Mission-aligned partner, not vendor. Reference Target Company 's ownlanguage: 'scaling with care,' 'doing the
right thing for our people' extends to doing the right thing for consumers who need to reach the company outside
business hours.

Action Timeline

PHASE TIMELINE ACTION

Phasel Weeks 1-2 Warm approachto President Name via Industry Association networkorindustry
event. Reference food safety/CX capacity topic. Do not pitch directly. Establish
conversation.

Phase 2 Weeks 3-4 Share relevant case study (food/CPG CX capacity extension). Reference State Consumer
Protection consumercommunicationrequirements. Requestexploratory conversation.

Phase 3 Weeks 5-6 Present pilot proposal: 60-day after-hours + State Consumer Protection response
management. Include CFO Name infinancial discussion. Frame as variable-cost capacity.

Phase 4 Weeks 7-10 Pilot execution. Weekly metricsto President Name .Monthly ROlreportingto CFO
Name . Buildrelationship with Consumer Relations team.

Phase 5 Weeks 11-14 Pilot review and expansion proposal. If successful, expand to seasonal flex capacity +
digital channel (chat/email) management.
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ZERO-RISK PILOT FRAMEWORK

A 60-day zero-risk pilot scoped to after-hours consumer response and regulatory inquiry management de-risks the
decision foravalues-conscious organization with no BPO experience. The pilot demonstrates capability without
threatening existing Consumer Relations roles or requiring procurement committee approval.

ELEMENT SPECIFICATION

Duration 60 days

Scope After-hours/weekend consumer phone + emailresponse plus State Consumer Protection
consumerinquiry management

Investment Under $xxK forpilot period (bypasses typical procurement thresholds)
Team Size 3-5 trained agents with food safety and allergenresponse certification
Success Metrics Averageresponse time < x minutes phone /< x hours email; Resolutionrate > xx% ;Brand

voice compliance > xx% (auditedby Target Company team)

Exit Clause Either party can terminate with xx daysnotice. No termination fees. Allknowledge base and
training materials returned.

Success Criteria

Pilot success defined as: (1) Average first-response time under x minutes for phone,under x hours foremail
during after-hours periods; (2) Consumer satisfaction score at orabove current business-hours baseline; (3)
Zero State Consumer Protection inquiry escalations missed ormishandled;(4) Consumer Relationsteam
reports positive experience with handoff/coordination process.

Exit Clause

Either party may terminate with xx calendar days written notice. No termination fees, no penalties, no minimum
commitment beyond the 60-day pilot period. All product knowledge, training materials, consumer data, and
interactionlogs are returned within x business days of termination. Client Company retainsnoconsumerdata
post-termination.

RISK ASSESSMENT

Propha
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RISK LIKELIHOO IMPACT MITIGATION
D

Cultural resistance to High High Lead with pilot structure. Position as 'capability extension.' Avoid
external partners ‘outsourcing' language. Build relationship with Consumer
Relations team from day one.

CSCO Name blocksasscope Medium Medium Verify current status first. If stillat Target Company ,position CX
creep as consumer-facing (her domainis supply chain). If departed, risk
eliminated.
Founder/CEO Name vetoes Low High President Name hasoperationalauthority. Founder/CEO
onvalues grounds Name is Stage 3 delegating. Frame CXinvestment as
values-aligned (sustainability certification customer welfare
scoring).
Target Company builds Medium High Pre-emptwith cost comparison: $xxxK+ forinternal 24/7 team
internal CXteaminstead vs. $xxxK-$xxxK managed service. Variable cost model aligns

with current financial optimization.

State Consumer Low Medium x active notices suggest systemic exposure. New filings likely.
Protection casesresolve Evenif current casesresolve, the pattern creates ongoing need.
quickly
Budget freeze or further Medium Medium Variable-cost pilot structure survives budget pressure better
layoffs than fixed-cost alternatives. Under $xxK pilotisarounding

errorona $xxxM+ revenue base.

Potential Deal Killers

Primary deal killer: Founder/CE0 Name personallyintervenes to block all external partnerships on cultural

grounds. Probability: < xx% . Mitigation: President Name hasoperationalauthority and founderhas

demonstrated delegation pattern (new board, new C-suite, no forced departures). Secondary deal killer:
Target Company entersfinancial distress severe enough to freeze all discretionary spend. Currentindicators

(termloan, continued operations, MES investment) suggest managed contraction, not crisis.
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APPENDIX

Deal Assessment

METRIC ASSESSMENT

Deal Speed 60-90 days to pilot. 4-6 months to fullengagement. Slower than PE-backed targets due to
values-alignment consensus requirement.

Strategic Value $xxxK-$xxxK annual at fullengagement. Greenfield account with expansion potential across CX,
back-office, and seasonal flex.

Current Urgency High. State Consumer Protection exposureisactive. After-hoursgapisstructural.
Professionalization window is optimal.

Risk Factors Cultural resistance (High), Build-vs-buy bias (Medium), Budget uncertainty (Medium). All mitigated by
pilot structure.

Competitive Moat Strong. Noincumbent BPO to displace. First-mover advantage in a company that has never
outsourced CX. Early relationship becomes difficult to displace.

BOTTOMLINE

Target Company isa $xxxM-$xxxM naturalfood company with xM+ daily meals, xxx+ products, x active
State Consumer Protection notices,zero after-hours consumersupport,and no BPO partnerinits history. The
company is professionalizing under new leadership ( President Name , CFO Name )while managing significant
financialleverage ( $xxxM termloan, $xxxM sale-leaseback). The CX gapis structural and growing. A 60-day
pilot scoped to after-hours coverage and State Consumer Protection response managemententersthrough
the regulatory compliance door, bypasses cultural resistance to 'outsourcing,' and establishes Client Company
as the first external CX partnerin Target Company 's nearly four-decade history.

Operating Assumptions

This analysis assumes: (1) Target Company continuesasanindependent operatingcompany (no acquisition, no PE
buyout); (2) President Name remains President with operational authority over CX-adjacent functions; (3) Revenueisin
the $xxxM-$xxxM range based ondirectional consensus from multiple third-party sources (private company,
unverified); (4) csco Name 's currentrole status needs verification before outreach; (5) cGo Name (CGO)hasdeparted
and noreplacement has been announced; (6) The Private Credit Fund termloancovenants do not currentlyrestrict
operational vendor engagement. Verify items 4, 5, and 6 via LinkedIn before initiating outreach.

Intelligence Gaps
Exact current revenue and margin trajectory (private company, no audited financials)
Consumer Relations team size and current capacity utilization
Exact Private Credit Fund loancovenanttermsandcompliance status
Target Company 'sinternal CXtechnology plans (if any exist)
Employee review platformrating and recent review trends
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D.A.S. Score Methodology

The Demand Activation Score (D.A.S.) quantifies the likelihood a target account will engage with a new vendor within a defined
time window. The score integrates 260+ scored variables across structural pressure indicators, leadership transition windows,
competitive displacement difficulty, and timing catalysts. Each variable is weighted by industry-specific calibration
(Retail/CPGIM =1.10x). Sources are cited and verifiable. D.A.S. scores are probabilistic assessments, not guarantees of
engagement. Thisaccount scored 83.1(TIER1- ACTION), revised upward from aninitial 68.4 (TIER 2 - NURTURE) after GPDP
v1.0 reanalysis identified the company as a Stage 3 professionalizing family company where workforce reduction and debt
financing signals represent planned capacity optimization rather than distress.
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Selected Sources

SOURCE VALIDATES LAST VERIFIED

PR Service Leadership appointments: President Name , CFO Date / Date
Name , CGO Name , CPO Name , CSCO Name ,Board

Regional Newspaper Layoffs ( xxx ), workplace safety violations, Consumer Date
Business Line closures

Investment Bank $xxxM Senior Secured Term Loan arrangement Date

SECFiling( Private Credit Fund ) Loanterms: SOFR+ xxx ,maturity Date ,warrants Date
issued

REIT PressRelease $xxxM sale-leaseback, xxx,xxx sqft, xx -year Date

masterlease

Trade Publication 1 CSCO Name interview, supply chain transformation, Date / Date
CSCOrole creation

Trade Publication 2 AI Robotics Vendor deployment, priorautomation Date
failures, high-mix challenge

MES Vendor Case Study MES replacement across x plants Current
PIM Vendor Case Study PIMimplementation, regulatory data acceleration Current
State Attorney General x active State Consumer Protection notices Year Range

(heavy metals)
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