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Introduction

This guide is aimed at
anyone who is involved
in contact centre
collections. Whether you
are an in-house team, a
debt collection agency
or a business process
outsourcer, an outbound
dialler can significantly
boost the results of your
collections activity.
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If you are considering an investment or have already
invested in an automated dialling system for your
debt collection activity then this guide will serve you
well. The right technology, of course, is essential but
to get the most from this investment you also need
to ensure your processes are enabling you to reduce
costs and improve collections performance.

We've put together these key tips to help ensure
your debt collection activities are as successful as
possible.

These are exactly the areas that your West team
would be helping you with at ‘go-live’ and on an
ongoing basis thereafter.
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Outbound dialling modes explained

Preview dialling allows agents to review
customer information before launching the
call. It's a useful tool for getting new starters
trained. Preview dialling is also ideal for
complex case management where an agent
needs to understand and consider the history
of the customer to determine how best it
needs to be handled.
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Progressive dialling mode gives the
agent a screen pop of the customer record
whilst the system is making the call. The agent
has time to review the record, but only for as
long as it takes for the customer to answer. If
the customer is busy or does not answer then
the system will move on to the next record.

Predictive dialling mode is when the
system only delivers live answered calls to
the agents along with a screen pop of the
customer information. This allows you to fully
utilise your agents, minimising any ‘idle time’
and greatly increasing productivity.

The typical talk time in terms of minutes per
hour increases steadily with more advanced
dialling modes; going from an average 12
minutes in the hour for manual dialling, up

to 18 for preview, 32 for progressive and 45
minutes or more when using predictive dialling.
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Why use predictive dialling for debt collection?

Predictive dialling has a
significant impact on agent
efficiency and allows you
to connect with more
customers. Higher levels of
talk time will result in more
collections.

Predictive dialling executed correctly and
managed effectively can bring about huge
productivity uplifts. The question really is: if
you are operating in any kind of outbound
environment why wouldn't you utilise this
technology?
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More than just technology

Successful debt collection is all about first call
resolution and keeping costs low. So itis vital
to make effective connections to customers,
who often dont want to be contacted and will
go to great lengths to avoid it.

But remember, while outbound dialling
capabilities are essential to help you reach
the maximum number of customers and
optimise available resources to recover
revenue, technology is not the whole answer.
In fact, it can often uncover flaws and expose
weaknesses in other processes.

An equally important success factor is
collecting and using customer data to
increase your chances of reaching people. A
good outbound system will deliver against
both criteria to optimise your debt collection
activities.

Let's take a look at some of the golden rules
that will increase your ability to successfully
recover revenues. By following these rules, you
can increase the efficiency and effectiveness
of debt collection activity and ensure you
deliver the best possible Return on Investment
(ROI) from a predictive dialling system.
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Ru Ie 1 Communicate and prepare
staff for changes

People are inherently resistant
to change — and agents are
no different.

Remember that by implementing new technology
you will be changing the processes that they have
learned and are used to, and are typically making
them work at a much faster pace. Be aware that
these changes, although embraced by the business,
are not always welcomed by the agents.

10 Golden Rules

Therefore, communication is a critical factor to
make sure that your agents know what is going

to happen; explain to the team that this new
technology is a tool that will help them rather than
purely serving the business. Ensure that they have
adequate training; often different people will require
different levels of training.

Importantly, consider changes to your payroll and
commission structure, ensure this falls in line with
any targets and Key Performance Indicators (KPls)
where possible. It's easy to sell a solution to staff
when it will help them earn more money too!
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Rule

Two key factors in successful
debt collection are agent
performance and data.

Anyone that has ever used an automated dialling
system will know that the more valid phone numbers
you can feed in, the better the system can run,

so long as agents are available to take the calls

of course. But remember that because it is far
more efficient than a human, a dialler needs more
numbers to call. Starving the system of numbers
(‘data’) can result in very high wait-times between
calls, which can be very demoralising for your
agents.

It's also important to assess the quality of the data
that you have. High levels of ‘bad’ numbers, together
with retries, can result in a low connection rate and
longer wait times for your agents.

A good predictive dialling system will flag these
issues for you so you don't have to wade through
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vast amounts of data to try and pinpoint the
problems.

Before investigating other avenues for data
sourcing, remember to look to do more with what
you already have. For example, with incorrect
numbers it's a quick win to send these records to a
data cleansing company for verification. And a good
outbound system will allow you to feed the clean
data straight back in while the campaign is running.

Existing customer databases can be great sources
of data too; but if, for any reason you are purchasing
new data, be sure that you can return bad leads for
arefund or replacement.

If your calling lists contain higher volumes of mobile
numbers then bear in mind that typically around
one third of mobiles are either unavailable, off, or
roaming, potentially leading to significant wasted
time and calls.

Consider using tools such as Mobile Number
Screening which interrogates the network status

Never forget the importance
of data

of mobiles before calling them so you can filter out
any invalid numbers as well as mobiles that are
turned off or abroad roaming. By allowing agents to
purely focus on the good and available numbers you
can typically drive up mobile connect rates by up to
40%.

It is vital to instil the importance of data quality into
your agents too and encourage them to capture
relevant and accurate information whilst on the
call. Requesting and recording a second telephone
number or an email address might give you a short-
term increase in average handling time (AHT). but
your data quality is increased for future campaigns.
For this reason, it is very important to encourage
attention to detail and quality of work.

mobile screening typically drives
up connect rates to mobiles by
up to 40%

one third of mobiles are either
unavailable, off, or roaming

www.westuc.com
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Ru Ie 3 Maximise connection rates

No one can guarantee your
customers will be available
and will answer your call but
there are ways to greatly

improve the chances.

By utilising technology such as Mobile Number
Presentation, which dynamically presents a

mobile number to the recipient, you can increase
connection rates to mobiles can increase by as
much as 40%. Similarly, Local Number Presentation
displays a number with a local dialling code to the
customer, increasing connection rates by 35%.
Should they call back after a missed call they will
also be charged at local rates rather than national or
premium rates, which customers always prefer.
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Just by using these different number presentation
strategies you will see a significant uplift in the
number of call backs received — our customers
typically experience a 100% uplift in number of
callbacks. Furthermore, for those customers who

do call back, you are five times more likely to have a
successful call outcome, as they are more receptive
and are calling back at a time that is convenient to
them.

As we saw in Rule 2, turning on Mobile Number
Screening is another great way to maximise
connection rates.

Where possible, make smart use of customer
history and demographics to identify the best time
to call. As you start to learn at what time and on
what number people are most likely to answer your
calls, you can start using this experience to inform
your future strategy. For example, you may want

to avoid calling young mums during the school run.
Be aware of the impact of environmental factors as
well; on a hot day when it's likely that certain

demographics are outside enjoying the sunshine,
focus on dialling mobiles rather than landlines.

Don't forget to ask your customers what matters

to them — it's worth knowing what time of day they
prefer to receive telephone updates and call-backs.
Use this data wisely to schedule your campaigns
and shifts. Look at conversion rates as well as
connection rates and try to identify patterns.

It might be worth making changes to the campaign
hours and agents’ shifts to enable the dialling
activity to match your peak connection hours. To
maximise success you need to call not only at a
time when calls will be answered but also when
your target audiences are most likely to be willing to
engage with you.

Customers are 35% more likely
to answer
100% more likely to call back

5% more likely to have a successful
call outcome

www.westuc.com
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R u Ie 4 Ensure regulatory compliance

Failure to comply with

regulations can lead to serious
consequences so make sure
you're covered — choose the right
technology provider.

Different countries have different dialling
regulations. For example, in the UK there are
regulatory bodies such as Ofcom, the Telephone
Preference Service (TPS), the Office of Fair Trading
(OFT) and the Information Commissioner. From a
security perspective, it is also important to select a
technology provider who has earned the ISO27001
accreditation, ensuring management processes for
active security policies.

Ofcom regulation

One of the main things that can arise if you don't
get your strategy right is abandoned or silent calls -
where the dialler system connects a call to a
customer without having an agent ready to take that
call.
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Ofcom recently updated its statement of policy
related to silent calls, with compliance required from
1st March 2017.

With fines for non-compliance of up to £2m, it is
vital you work with a technology provider who can
guarantee compliance with all relevant industry
regulation. Full details of this legislation can be
found on the Ofcom website but we have provided a
summary of the key points below:

In the past abandon call rates of below 3%
were acceptable; however, Ofcom has now
stated there is no longer any acceptable abandon
rate ‘threshold’; this means that persistent misuse
can now occur below the 3% threshold.

Ofcom rules also demand that should
an abandoned call occur, a brief recorded
information message must be played within 2
seconds stating the identity of the company on
whose behalf the call was made along with a
local or free phone number should they wish to
call back, plus the option to opt out of any further

marketing calls. This recorded message must not

contain any marketing content.

= |f an abandoned call has occurred, there must
be no subsequent dialling attempts made to that
consumer within the following 72 hours unless
an agent/live operator can be guaranteed (i.e. if

they are using preview dialling method).

= Caller Line Identification (CLI) numbers
presented must be returnable when called and

should not be charged at a premium rate service.

For full details of changes to the Ofcom regulations,
please visit their website www.ofcom.org.uk. Make

sure you're aware of the rules and that you use a
dialling system that will guarantee compliance to
this and all other relevant regulation.

‘abandoned call rate’ should be no

more than 3%

www.westuc.com
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PCI Compliance

If you are taking debt payments over the phone
using a credit or debit card, then you will also need
to comply with PCI-DSS, the regulation around the
storage of cardholder data, which applies to any
business that takes card payments and stipulates
that credit card data cannot be stored. Yet at the
same time, other industry regulators, including the
FCA stipulate that calls are recorded in order to
protect the consumer.

Achieving PCI compliance while recording calls, has
traditionally been a costly process for a business,
with increased premiums and hefty fines for those
that fail to comply. Stop-start recording, small
dedicated payment teams and clean room policies
are a few of the methods that have been employed
to try and deal with the PCI problem but none of

these effectively meet the compliance requirements.

10 Golden Rules

However, a cloud-based provider can make PCI
compliance much simpler by taking the regulatory
headache away from your organisation. The whole
agent conversation can be recorded without
interruption, but without having any card information
stored on business systems or heard by agents.
The telephone keypad is used to enter card details
in a secure mode with masked tones that cannot
be identified. All payments are secure and the
agent remains on the call to assist the customer
throughout the process.

Using a specialised cloud contact centre takes the
issue of compliance out of your hands, making the
job of PCI-DSS compliance an all-round easier
prospect for you and providing a better experience
for your customers.

www.westuc.com
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Rule 5

Combine different channels
and contact strategies to
maximise revenue returns.
Consult with your West
team for guidance and best
practice.

Digital channels offer huge potential to reduce
costs and improve collection performance. A flexible
outbound system will allow you to integrate digital
channels within your debt collection strategy to

help improve your debt collection recovery rate.
Statistics gathered from YouGov, Demos and Ofcom
reveal that 75% of debtors are aged under 45, a
demographic which is often more comfortable with
digital channels.

Research shows that email and SMS can be
extremely useful for tracing and making initial
contact with debtors who might ignore a phone
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It's not just voice: use other
channels and strategies too

call. And of course, these channels can help to
reduce costs by using your human resources more
efficiently.

It is also worth considering automated campaigns
in some circumstances. We typically wouldn't
recommend this unless you were faced with
extremely low contact rates.

These campaigns operate much the same as normal

‘live’ dialler campaigns, only there is no need for
live agents to be logged into the campaign before
the dial can be attempted. When a call is answered,
a customised recorded message is played and, if
appropriate, the recipient can then opt to speak
directly to a human agent. This strategy can be
helpful to pursue aged debt where all previous
contact attempts have failed, without the need to
first staff the outbound campaign with live agents
(who can focus on customers where the likelihood
of recovery is much higher).

Better to dial 10 numbers once,
than 1 number 10 times

The Success Manager is there
to help customers make the
most of the technology

www.westuc.com
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RUIe 6 Use scripting

Dynamic call scripting

can greatly enhance the
effectiveness of your debt
collection activity by enabling
consistent, confident and
compliant communications
with your customers

and increasing First Call
Resolution (FCR) rates. Small
adjustments can have a big

impact on results.

The collections conversation is key to successful
debt recovery. Given the difficulty of reaching
debtors, it is vital to increase the chances of
success for every call.
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Avoid static, inflexible scripts that are more likely

to hinder than help. Make sure your conversation
covers key contractual points, flows logically and is
not likely to cause any frustrations for the customer,
such as having to repeat information.

A good system will have the ability to quickly make
changes based on customer behaviour. With a
flexible scripting system, you can make instant

adjustments if you're not getting the desired results.

You can also run ‘A/B testing’ to evaluate the
effectiveness of different scripts.

Rather than have agents flicking through different
screens and business systems (and getting
distracted), ensure all the necessary and relevant
information is together in one place making life
easier for agents and allowing them to concentrate
on the job at hand.

With common sense and continuous assessment,
call scripting can improve the experience of your

customers. It also reduces your reliance on agent
training as it plays a front-line hand-holding role in

guiding agents to successful call completion.

You'll also find that significant efficiency
improvements can be made, through the options

to pre-populate screen data based on previous
responses or by having automated email content
written based on script responses and the
integration with other business systems. So, don't
under-estimate scripting, just ensure your approach
is sensible and you're not restricted by dated
technology.

It may also be worth using skills-based routing to
prioritise calls based on factors such as age of
debt, amount of money owed, customer relationship
status; for example, you could divert low value
inventory calls to IVR systems so that live agents
can focus on collecting larger sums.

www.westuc.com
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R u Ie Don't forget about
inbound

An important part of the
outbound process that
people tend to forget about
are the call-backs.

If someone has missed one of your calls and returns
the missed call, they are likely to be happier to talk
to you (after all they are calling you at a time that's
convenient for them) and are more pre-disposed to
a successful call outcome. But how are you treating
these call backs in order to maximise the chance of
conversion? Depending on your industry, the skill
set for your inbound team may not be the same as
your outbound agents.
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A great trick is to set individual CLIs (caller line IDs)
for your agents so any call-backs can be routed
straight through to that specific agent. Other
options include the call going back into an IVR that
can take messages or route the call to the correct
team or department.

With skill-based routing you can assign different
skills and abilities to each agent with different
priorities. Take this a step further with intelligent
data directed routing to transparently route the call
based on information you have about that customer.

Be sure your predictive dialling capability is fully
integrated into the wider contact centre operation.
A system that can handle blended dialling,
intelligent call routing, dynamic scripting and have
different number presentation options will offer a

greater overall solution than any stand-alone ‘dialler.

www.westuc.com
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Ru Ie 8 Establish the right KPlIs

The Key Performance
Indicators (KPls) you use
within your business and
how you assess performance

against them is crucial.

Just because people look and feel busy, it does not
make them productive or successful. Ultimately, the
most important thing for everyone is the impact on
your bottom line — and this is particularly true for
debt collection.

Before you undertake your debt collection
campaign be sure to clearly determine your KPls.
KPIs shouldn't necessarily be about the number of
dials, or even the number of connects; what really
matters is the amount of debt recovered. Also
ensure that you review your processes, what areas
of the process can you speed up even when there is
a successful call?

10 Golden Rules

An optimised process will add valuable time to the
agent’s availability to the system for further calls.
This also means cutting your losses to be sure that
your agents know when to close a call and move on.
Too much time spent on a call that the agent cannot
close is time that could have been used for other
calls. But don't sacrifice quality over quantity: get
the right balance. Get your KPIs right and this will
encourage your agents to spend the time talking to
the people that they need to talk to.

www.westuc.com
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Rule

We all know that staff
turnover in the outbound
industry can be high. In
city centre contact centres,
you may see attrition rates
in excess of 80%. In a
typical contact centre the
recruitment, training and
support costs can be
£3500 per agent replaced.

Clearly these costs are not insignificant, reducing
staff turnover will always have a direct impact

on the bottom line. Don't forget too that while
the system will improve the agents’ talk time, it
cannot guarantee your staff will become better at
collections.
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Minimise staff churn and
improve agent satisfaction

Listen to your staff. Set up forums where their input,
ideas and feedback are all recorded and acted upon
accordingly. This increase in staff engagement

will not only improve retention rates (saving both
time and money), but it's also going to improve call
outcomes and boost the results of your collections
activity. You'll also get some great insights into the
kinds of conversations your agents are having that
will help drive the success of future campaigns.
Cloud call recording is also essential to grade these
calls and get more insight.

Staff training is also an essential component.
When agents speak to the right party, it's vital that
they are able to make that conversion. Analysing
your statistics will show you if you have any agent
training needs. Where people are falling short make
sure your software has monitoring and coaching
tools built in to facilitate their development. Ensure
that your agents have the correct skills and
training necessary to do the best for your business
when they are on the telephone. Coaching and
encouragement can help make these agents a
success whilst also helping to lower staff turnover.

www.westuc.com
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Rule 10

We want the predictive dialling
solution, but do we invest in
the product in-house or do

we look for a hosted solution.
What is the difference
between ‘hosted’ and ‘true
cloud’? Remember to review
your options carefully;
different businesses have

different requirements.

Legacy on premise systems

With premise-based equipment you take full
responsibility for infrastructure and architecture
along with security. There is physical equipment that
will need to be installed, configured, provisioned and
maintained.
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Choose the technology solution
that's right for your business

You'll need significant IT resource to handle this
task and to keep on hand throughout the lifetime
of the system. It gets more complicated when
there are multiple sites and locations as the kit will
need to be housed and configured at each. Larger
organisations have historically gone down this
route, but the move to the cloud has been building
momentum and cloud is now established as the
delivery method of choice for organisations of all
sizes.

Hosted systems

The terms ‘hosted’ and ‘cloud’ often get confused
and it is in some vendors’ interests to exacerbate
this confusion. A hosted system can actually differ
greatly from a cloud solution. As cloud has grown
in popularity, many on-premise vendors have tried
to latch onto this by offering a hosted version of
their legacy on-premise system. This is not ‘true
cloud’ and you're likely to still incur a lot of hardware
headaches plus you're not going to leverage all

of the real cloud benefits. In the rapidly changing
contact centre environment, a hosted version of a
legacy system will simply be a snapshot in time of

whatever functionality that an on-premise system
has. This will not have automatic software updates
and will still need ongoing maintenance, albeit not
at your actual premises but wherever they have
housed your server with your version of the software
on it.

www.westuc.com
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Cloud based systems

True cloud systems will be multi-tenanted and will
have one version of the software that is accessible
to everyone through a standard web browser. The
power, agility and scalability of harnessing true
cloud becomes apparent. Resources are efficiently
shared and updates are rolled out to everyone. The
hardware environment is completely taken out of
the equation. Within the cloud environment you have
no need for the extra concern or responsibility of
the on-site infrastructure and architecture, it has
built-in resilience and it allows you to work from
anywhere with internet connectivity.

10 Golden Rules

There are many advantages to the true cloud way of
working but what should you look for in a cloud or
any other provider? Here is a good starting point:

24 x 7 support

Price

Stability & resilience
Disaster Recovery
Security

Success Manager
Compliance
Scalability
Upgrades

Pay as you go

www.westuc.com
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A Phased Approach

The first step is to identify and acquire
the right technology to satisfy all of
your outbound requirements and
generate maximum efficiency for your
contact centre. Once you launch your
initial campaigns, you will use the
system-generated results to analyse
and refine your dialling strategy to
optimise the campaign performance
and maximise your ROl. A good dialler
system will make it easy for you to
identify where you are successful

and where you need to focus. In fact,
some diallers will even go further and
report directly to you what you need
to change in order to increase contact
rates and successful outcomes.
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1. Automation

Bring the software online, start to use it, see the
benefit to your business straight away. You are
also generating metrics and statistics for later
review and improvement.

Meeting customer needs:
an impossible task?

2. Review and optimisation

Review the data you have collected during step
one and see what changes you can make at
campaign and schedule level to improve talk time
and agent availability. Look at features that you
can invoke to minimise agent wrap time.

If needed you can take it a stage further and look
at automated campaigns, or text to speech IVR to
remove your skilled and trained agents from the
more mundane and less efficient dialling hours.

www.westuc.com
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Summary

An effective outbound diallling solution for

debt recovery is essential to help you maximise
connections and ensure your agents’ time is spent
talking to customers rather than trying to reach
them. At the same time your chosen platform should
ensure compliance with all necessary regulation,
including Ofcom and industry specific legislation,
while keeping your operational costs low.

In addition to reaching as many customers as
possible — with the option of contacting them via
SMS or email if needed - your chosen contact
centre system should also provide additional contact
centre features, such as flexible scripting tools, to
support first call resolution.

But success is not just about the technology; there
are a number of other factors that will increase the
effectiveness of your collections activity. If you
have high quality data, good processes in place and
the right incentives to motivate your employees,
then you are well-placed for success.

Once you have invested in an outbound dialling
system, you should notice how much more
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management time you have freed up. This time can
now be spent in analysing trends and developing
your staff or exploring the world of call recording
to help with quality monitoring and continuous
improvement. By improving first call resolution
then the cost effectiveness of your debt recovery
operation will also increase. If you are looking to
invest in an outbound dialing system, here is a
checklist of features to look out for:

1. Compliance with relevant industry

2. Flexibility
Multiple dialing modes (preview and
progressive dialing can be beneficial for
some campaigns

4. Additional contact centre features and

functionality including scripting and

digital channels

Ease of use

Statistics; real-time and historical

Integration points

Easy data manipulation

Scalability

© O N o O

Invest in the right system and follow these 10
golden rules to ensure that you get the maximum
return from your investment in outbound contact
centre technology
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