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Transform Debt Collections Holistically with Infosys BPM

Financial institutions in the traditional
lending space are facing several severe
challenges with debt collection such as
lack of a single view of customers’ debt,
reactive approach to collections, inflexible
collection strategies, and manual and

inefficient collection processes.

It is estimated that the industry average
collection rate on delinquent debt through
traditional collections processes has
plummeted to just 20% - a steep fall from
the 30% rate just a decade ago.

The future of ‘Collections’ will have
Customer at the centre of its function and
all improvement initiatives will have to
focus on how best can they enable their
customer to resolve the debt.
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Four levers of transformed collections

Infosys BPM believes there are four elements essential to success of any collections transformation program:

] Technology stack for Collections effectiveness

Infosys recommends the optimal technology strategy to improve collections rate by working on four levels:

Customer experience through
Omni-Channel Contact Strategy

Agent effectiveness through
integrated agent interface and
improving customer self-service
rate

Compliance and Workforce
Management through
automated quality and

compliance monitoring, as well
as Forecasting and Capacity
Planning

Speed to market through
focused Collections and recovery
servicing

This will require careful selection of technology solutions at each layer of data, product, decision, communication and experience.
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2 Operations set up & execution

Infosys has helped organizations setup and
run their Collections Service desk:

best practices and experience of running
Collections processes for other financial

Sourcing decision plays a key role in

Operating Model design. A service provider
like Infosys BPM can exponentially improve
Collections effectiveness, by leveraging the

institutions.
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3 Automated processes

Inbound/Outbound communication as
well as processing activities are faster and
effective.

the areas of Interactive self-care, Robotic
Automation, Smart user environment
will ensure that the agents’ response on

Process automation will pay a key role in
running efficient and effective Collections
operations. Our next generation tools in
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4 Data modelling & Advanced analytics

Data modelling drives the outcome in collections processes by enabling teams to make decisions based on customer’s history, hence it is
imperative that functions focus on model building and calibration.
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From Pre-Collections to Post-Collections stages, our analytics solutions will ensure positive impact on business metrics like Charge-off rate,
customer experience and debt collection rate
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Infosys BPM's sterling credentials in the collections space

Infosys BPM’s debt collection solutions
have already been implemented to deliver

the payment commitment from 47% to
61% and also helped increase the net

compliance and automation, improve
its discreet systems and integration

significant outcomes for banks globally.

« We helped a UK based bank and a
leading credit card issuer with an
effective collections outbound call
center. We helped the client improve

promoter score significantly to 63 from
an earlier 47

We helped a US banking giant having
non-standardized, non-seamless
process and weak regulatory

slippages around bankruptcy as well as
loss mitigation stages. With our robust
collection solutions implementation, we
helped the client reduce the costs by
30% and improve the turnaround time

by 40%
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