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“Smart” Is More Effective Than 
“New & Improved” -By Rob Fite

“New and improved” technology is touted as the solution to the collection 
industry’s growing complexity. But just as endless “improvements” 
overhyped in consumer products lead to consumer distrust, technology-
solution claims deserve a similar skeptical reaction. 

Consumers and collectors alike would benefit from taking a step back 
and surveying the broader product field. Do you want a stale product 
with minor upgrades? Or are you ready for transformational items? Can 
you discern the difference? 

Higher levels of efficiency, effectiveness, and automation are not new 
goals in collections, but they are taking on new urgency as virtually every 
aspect of the business becomes more challenging. New competition, 
changing customer behaviors, more regulations, and increased costs are 
just a few. 

Collectors’ objectives have become increasingly difficult to achieve after 
years of modifying solutions built on older technologies. They should not 
be thinking in terms of getting “new technology,” but instead focus on 
obtaining “smarter collection software” capabilities — specifically, new 
collection-management software built on modern technologies that 
serve as the foundation for more intelligent designs, smarter capabilities, 
better control, and greater flexibility.  

It’s important to note that “smarter” collections software capabilities 
leverage today’s modern technology. However, there are a few additional 
keys aspects that allow “smarter” collection solutions to stand apart from 
traditional solutions enabling creditors to more efficiently and effectively 
boost collections performance.

It’s important to 
note that “smarter” 
collections software 
capabilities entail 

a lot more than just 
leveraging today’s 

modern technology.
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1 SaaS-based platform with an important distinction: 
“in the cloud” vs. “built for the cloud”

•  Software as a Service- (SaaS) based solutions are increasingly 
being embraced by creditors of all sizes as they become more 
comfortable with SaaS security, performance, and support. 
SaaS-based collection software solutions remove creditor-hosted 
software challenges such as lengthy implementation, ongoing 
software upgrades, new release installs, maintaining hardware and 
associated performance, and platform support. It’s important to 
note that just because software resides in the cloud doesn’t mean 
it was built for the cloud. Many solutions are nothing more than 
the same legacy solution in a hosted data center with none of the 
additional capabilities or flexibility needed. “Built for the cloud” 
means the solution is built to leverage newer technologies in an 
open architecture, and that provides the flexibility and extensibility 
to quickly adapt to changing needs at lower cost.

-  Smarter equals quicker deployment, timely non-disruptive 
upgrades, fewer customer IT resource requirements, lower 
operations cost, less capital outlay, and ongoing, optimized system-
processing performance.

2 Integrated end-to-end collections and recovery 
platform for enterprise-wide consumer credit, based 
on the latest proven technology, modern designs, 
and industry best practices  

•  Seamless integration across the entire collections lifecycle and 
between functionality.  

-  Smarter because it supports more automation and streamlined 
workflow throughout the collection and recovery process.

•  Fully supports use for any consumer credit product, at any 
delinquency stage — even pre-collections.  

-  Smarter for enabling clients to have a single, seamless solution 
for both collections and recovery, for all credit products.  

3 Innovative “smart”  
agent workbench

•  Smarter collection solutions provide an intelligent user workbench 
that leverages desktop rule-setting features, intelligent prompts 
and agent scripts, which guide agents through the appropriate 
tasks and actions for every situation. These smart workbench 
capabilities also enable collection operations in high turnover 
environments to expedite their new agent desk top user training 
and learning curve.   

-  Smarter by driving greater agent efficiency, productivity, 
compliance, and management control.   

4 Real-time processing for system-wide, instant updates 
and automated strategy/activity changes 

•  Automatic information updates across the entire platform for 
immediate and effective actions across the entire platform. 

-  Smarter because it drives more appropriate collection strategies 
and agent actions for more effective collections. Also, improves 
the customer experience through fewer collections-related errors 
and actions resulting from latent information.  

 

5 Integrated digital-channel interactive messaging, 
and debtor self-serve collection portal

•  Two-way interactive SMS messaging and email combined with a 
consumer self-serve collection payment and workout portal.

-  Smarter because it enables creditors to contact and engage 
with their customers through their customers most preferred 
channel (digital). Creditors can also interact with their customers 
in a more automated fashion, thereby reducing the amount 
of manual collections activities while improving the customer 
experience, increasing collections performance, and reducing 
operational costs.

•  Smarter because enabling self-serve via a 24x7x365 secure portal 
is proven to engage more customers, obtain more promises to pay 
and collect more payments outside of collector call center hours. 

6 Central strategy, rules engine and extensible 
database 

•  An advanced user-friendly, centralized decision engine that 
enables quick implementation and deployment of rules and 
strategies throughout the entire collections and recovery process. 
The decision engine includes a graphical user interface that 
simplifies the definition of treatment strategies with workflow 
standard visual components for accurate and easy deployment 
into testing and production environments.  

    A number of collection solutions today purport to being able 
to generate a graphical representation of the workflow and 
strategies; however, solutions built on newer technologies enable 
the actual creation of the workflow and rules with the graphical 
tool, thus creating previously unattainable efficiencies. They then 
are able to represent rules and workflow ‘language’ graphically. 
Smarter collection software features a built-for-purpose extensible 
database structure that enables any data to be used in any UI, 
workflow, strategy, and or process throughout the collection and 
recovery process.

-   Smarter through the ability to better support improved 
strategies, designs, maintenance, audits, and champion/
challenger optimization.

Key “Smarter“ Software Capabilities
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Conclusion

This white paper has been brought to you by Telrock, a global technology provider of SaaS based 
collections platforms and consumer credit lifecycle digital engagement solutions. Key solutions 
serving the collections market include: Optimus, an enterprise class integrated collections & recoveries 

platform, and SmartCollect, a digital channel engagement service with self-serve portal features for 
collections and customer care. Telrock serves major lenders, processors, and BPO’s across Europe, Asia & 
North America, with offices in London, UK and Atlanta, GA. Contact Details: North America: Tel: +1-678-451-
9975, and London, UK: Tel: +44 (0) 207 183 1573. Email info@telrock.com.

It’s important to note the key capabilities of smarter 
collection software are generally not all present in most 
traditional collection platforms. Upon inspection, you’ll 
find they do not function or perform to the same high 
degree or with the same level of ease as with new smarter 
collections software. Reason: legacy collection systems, 
and some traditional brands in the market, are likely based 
on outmoded designs and older technology with inherent 
limitations.  

The level of intelligence, ease, innovation, automation, and 
control present in smarter collection software, simply cannot 
be matched by legacy collection software. Even if “bolt-on” 
components are somehow combined with older collections 
software, they seldom provide the added capabilities and 

associated benefits to the degree advertised. Compatibility 
issues, integration challenges, administration differences, and 
support conflicts tend to be the culprits in these situations.

In collection solutions, “new” and “modern” on its own doesn’t 
mean much. How new technologies are used in a smarter 
collection solution to provide greater efficiencies and 
increase effectiveness is how a solution should be judged. 
 
Creditors are becoming smarter about ways to improve their 
collections. They need more than just new technology; they 
need smarter collection-software capabilities. This is key to 
reaching higher levels of collections performance, efficiency, 
and effectiveness. Otherwise, be prepared for continuing 
declines in collections results and rising collection expenses.
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