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Shift your Business Operating Model in Debt Collection

Debt collection is a challenging and complex process that requires a well-designed
and efficient business operating model. A business operating model is a
framework that defines how an organization delivers value to its customers,
stakeholders and employees. It encompasses the strategy, structure, processes,

people, culture and technology of the organization.

What is the best operating model in Debt collection?

A good business operating model in debt collection should have the following

characteristics:

Customer-centric: It should focus on understanding the needs and preferences of
the customers and providing them with personalized and empathetic solutions. It
should also aim to build long-term relationships with the customers and improve

their loyalty and satisfaction.

Data-driven: It should leverage data and analytics to optimize the performance and
effectiveness of the debt collection process. It should use data to segment the
customers based on their risk profile, behavior and payment history. It should also
use data to monitor and measure the outcomes and impact of the debt collection

activities.
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Agile: It should be flexible and adaptable to the changing market conditions,
customer expectations and regulatory requirements. It should enable rapid
experimentation and innovation in the debt collection process. It should also foster

a culture of continuous learning and improvement among the employees.
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Collaborative: It should promote collaboration and communication among the different

functions and teams involved in the debt collection process. It should also establish
clear roles and responsibilities for each function and team. It should also leverage
external partners and stakeholders to enhance the value proposition and capabilities of

the organization.

How to improve operating model in Debt Collection?

To improve the business operating model in debt collection, an organization can

follow these steps:

Assess the current state: The organization should conduct a comprehensive
analysis of its current business operating model in debt collection. It should identify
the strengths, weaknesses, opportunities and threats of its current model. It should

also benchmark its performance against the best practices and industry standards.

Define the future state: The organization should define its vision, goals and
objectives for its future business operating model in debt collection. It should align
its future model with its overall strategy, mission and values. It should also specify
the key performance indicators (KPIs) and metrics to track its progress and

SUCCess.
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Design the new model: The organization should design its new business operating
model in debt collection based on the gap analysis between its current and future
state. It should design its new model based on the characteristics of customer-
centricity, data-drivenness, agility and collaboration. It should also consider the

implications of its new model on its structure, processes, people, culture and

technology.
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Implement the new model: The organization should implement its new business

operating model in debt collection in a phased and iterative manner. It should
prioritize the most critical and impactful changes first. It should also communicate
and engage with its customers, employees, partners and stakeholders throughout
the implementation process. It should also monitor and evaluate the results and

feedback of its new model and make adjustments as needed.

Sustain the new model: The organization should sustain its new business
operating model in debt collection by embedding it into its daily operations and
routines. It should also ensure that its new model is aligned with its strategy, culture
and values. It should also provide ongoing training, coaching and support to its
employees to ensure their competence and commitment. It should also review and

update its new model periodically to ensure its relevance and effectiveness.

Why business should shift?

By improving its business operating model in debt collection, an organization can

achieve several benefits such as:
Increased revenue recovery: By providing customer-centric and data-driven

solutions, an organization can increase its recovery rate and reduce its write-offs. It

can also increase its customer retention and referrals.
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Reduced operational costs: By streamlining and automating its processes, an
organization can reduce its operational costs such as labor, overheads and

compliance. It can also improve its productivity and efficiency.

Enhanced customer experience: By offering personalized and empathetic
solutions, an organization can enhance its customer experience and satisfaction. It

can also improve its reputation and brand image.

Improved employee engagement: By fostering a culture of agility and

collaboration, an organization can improve its employee engagement and

motivation. It can also attract and retain talent.

Shift your Business Operating Model in Debt Collection



Improving the business operating model in debt collection is a strategic imperative

for any organization that wants to succeed in this competitive and dynamic market.
By following the steps outlined above, an organization can design and implement a
customer-centric, data-driven, agile and collaborative business operating model

that delivers value to all its stakeholders.

How automation can help in shifting operating model in

business debt collection?

The traditional debt collection model relies heavily on manual tasks, such as
sending letters, making phone calls, and tracking payments. This can result in high
operational costs, low efficiency, and poor customer experience. However, with the
advancement of technology, automation can offer a better way to manage debt
collection. Automation can help to streamline and optimize the debt collection
process, reducing costs, increasing productivity and enhancing customer

satisfaction. Here are some of the benefits of automation for debt collection:

Automation can reduce manual errors and improve data quality. By using
automated tools, such as email templates, chatbots, and voice assistants, debt
collectors can communicate with customers more effectively and accurately.
Automation can also help to update and verify customer information, such as
contact details, payment history, and credit score. This can reduce the risk of errors

and ensure that the data is consistent and reliable.
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Automation can increase efficiency and scalability. By using automated workflows,
such as triggers, reminders, and escalations, debt collectors can manage multiple
cases simultaneously and prioritize the most urgent ones. Automation can also
help to automate repetitive tasks, such as sending payment reminders, generating
reports, and updating records. This can free up time and resources for debt

collectors to focus on more complex and value-added tasks.
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Automation can improve customer experience and retention. By using automated
channels, such as SMS, email, Whatsapp and web portals, debt collectors can provide
customers with more convenient and personalized options to communicate and pay their
debts. Automation can also help to tailor the communication style and tone to suit the
customer's preferences and situation. This can improve customer satisfaction and
loyalty, as well as reduce complaints and disputes. Automation can help to improve the
business operating model in debt collection by reducing costs, increasing efficiency, and
enhancing customer experience. Automation can also help to adapt to changing
customer expectations and regulatory requirements in the debt collection industry. By
implementing automation solutions, businesses can gain a competitive edge and achieve

better outcomes in debt collection.
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