
Banks that understand their customer’s profile and recovery behavior have an opportunity 

to apply this knowledge and set up dynamic collection's journeys that adapt the recovery 

actions, through advanced and predictive analytics, so the customer situation is addressed in a 

more personalized way. Nowadays, banks engage collections journeys from the moment 

that a customer is in default namely contact actions (e.g. messages, e-mail, contact center, 

letter) in order to increase collection efficiency. However, these journeys have little 

differentiation and are not targeted accordingly with the customer profile.

Benefits

Assess and measure the effectiveness of the 
current collection journey

i. Quantify the collection journey actions impact on regularization;

ii. Quantify the the impact of potential leaks regarding the standard collection journey;

iii. Improve in the reporting and monitoring strategy.

Current 
Collections Journey 

Effectiveness

Measure collection actions effectiveness, 

including the individual contribution of 

each action and the collective 

contribution of a logical sequence of 

actions on the regularization behavior.

Analyze and measure leakage 

actions compared to the standard 

collection journey implemented.

Identify and implement opportunities 

to improve the information 

management supporting the 

collections control.

Assess and identify main pain points and 

opportunities for improvement in the 

process through advanced reporting and 

process mining.

Personalize a dynamic collections journey 
according with customer profile

Challenges
Systematically monitor and measure the 
contribution and effectiveness of actions.
Banks typically differentiate collections journeys 
accordingly with the product/amount rather 
than the customer profile or the privileged 
interaction channels.

Opportunities
Potential to adopt an analytical 
approach that optimizes the 
collection journey (Which 
action? Which channel? 
At what time?) for each 
customer profile.

I. Increase the amount and recovery rate;

II. Decrease the recovery time;

III. Improve customer experience;

IV. Reduce costs with ineffective actions.

Dynamic 
Collections  Journey

Identify customer segments with similar 

profiles considering reaction/response 

to the different collection’s actions. 

Proposal for customizing a dynamic 

collections journey based on the 

different behaviors found.

Support to the Bank's team by setting 

up operationalization strategies and 

uses cases accordingly with the 

different customer segments identified. 

Critical analysis of the current collection 

journey and proposal of optimization 

measures (classified as quick wins or 

structural) to address identified gaps in 

the collection journey.

Continuous monitoring of 

operationalization results achieved by 

measuring of results against control 

groups (A/B testing), calibration and 

roll-out.
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Adapt your 
collections journey
Smart Collections

Maximize and forecast collections

Increase customer satisfaction

Optimize costs by decreasing 
non-impactful communications
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