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So what does this mean to debt collection?

There are opportunities for web service based applications to bring value to the collec-
tions process.

This paper considers each link in the process and asks some important questions about
how your processes map to this model, now and in the future.

Dateg%ervices

A rounded knowledge of the debtor situation can only be complete with access and inte-
gration of external data. A key resource for this data is the Credit Reference Agency
(CRA). Key to maximising value from the CRAs is the integration of data at relevant points
in the collections value chain, supporting existing and new process automation. Due to the
subtleties and differences of the CRA datasetsjand data sources, a multiple CRA strategy
ensures you benefit from data consolidation opportunities.

Services relevant to collections include:

1 Tracing - Automatic tracing and monitoring of absconders, usually based on the debtor
moving a specific credit account from one address to another

2 Alerts - Actively providing debtor data events such as county courtjudgments and
missed payments.

3 ‘Propensity to pay’ matrix - Constructing generic matrices designed to estimate the
risk of the debtor completing a credit agreement without default based on the debtor pro-
file @and other statistical variables

4 Fraud matrix - Estimating the risk of fraud based on demographics, debtor information
and other data sources

5 Data cleanse / appends - Ensuring a good data match by having the most relevant
data in the right format before using CRA data services. Key to maximising the value of
these services is integrating the pre-and post-CRA processes into the collections activity.

Business process functionality

Supporting business processes is where the blending of technology functionality is most
visible. Superior performance in debt collection requires the ability to maximise the use of
the available tools:

1 Letters/SMS/email

Communication media used to contact debtors throughout collection processes. The judi-
cious yet smart use of these types of communications is crucial if they are to be noticed or
responded to positively.

2 Payment arrangements

Functionality is used to capture and monitor payment arrangements with debtors. At those
crucial moments when a collector is negotiating with a debtor on the telephone, the ability
to create a flexible payment arrangement whilst maintaining conformity with credit policy
objectives is crucial to-maintaining a positive revenue relationship with the debtor.

3 On-line payment

Where a debtor is willing and able to make immediate payments, the ability to take pay-
ment there and then is essential to remove any potential delay for payment.

4 Decisioning

Incorporating external/internal data into the strategy in order to position debtors at the
right place in the collections process.

5 Dialler integration

Automating the process of contacting debtors using telephony. A growing recognition of

shadsow



'

vice Over Internetttocol Vi t can be used to re-
e costs. i

P services
ing these utility components to work req
the infrastructure that links networks in
however, is the ability to understand t

rgfng technology
. Most important

s and deliver
the debt collec-

Morrell is Consultancy Director,
ow Credit Management.

. shadp®

shaping credit management

By



