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Thailand's Banking Battle  
Will Be Won in Collections

Introduction 

Over the past decade, Southeast Asia has become one 

of the most dynamic digital banking markets in the 

world. Mobile-first financial services, ecosystem 

platforms, and fintech innovation have expanded 

access to credit to millions of people who were 

previously unbanked or underserved by traditional 

financial institutions. Digital banks, super apps, and 

new lending models have transformed how customers 

access and interact with financial services. This first 

phase of digital banking has been defined by speed, 

accessibility, and scale.


As the dust begins to settle across markets including 

Indonesia, Malaysia, and Thailand, the industry is 

entering a new phase. Regulators are tightening 

oversight. Consumer protection expectations are 

rising. And the real test for digital banking models is no 

longer how quickly credit can be delivered, but how 

responsibly it’s managed when customers face 

financial pressure.


Across the region, policymakers are sending a clear 

message: innovation needs to be accompanied by 

strong governance. Institutions should be prepared to 

demonstrate their systems produce consistent 

customer outcomes, automated decisions are 

explainable, and digital engagement remains aligned 

with fair treatment and responsible lending principles.


This shift comes at a critical moment for Thailand in 

particular. The country has one of the highest 

household debt levels in Asia, while simultaneously 

preparing for the introduction of virtual banks and 

expanded digital financial services. The combination of 

increased credit access and elevated debt pressure 

places collections, credit decisioning, and customer 

engagement infrastructure at the centre of the next 

stage of digital banking development.

Responsible digital banking isn’t about approving loans 

faster or deploying latest AI technologies. It’s about 

building systems that balance innovation with stability. 

It’s about systems that give banks the ability to scale 

operations while maintaining transparency, 

consistency, and strong governance.


The Next Phase of Digital Banking in Thailand 

Thailand’s banking system has historically been one of 

the more stable and disciplined financial sectors in 

Southeast Asia. 


The Bank of Thailand (BOT) has maintained a 

reputation for prudent supervision, macroeconomic 

discipline, and cautious financial innovation.


This approach has helped Thailand avoid some of the 

severe fintech disruptions seen elsewhere in the 

region. That said, the landscape is quickly changing.


Three structural shifts are now shaping the direction  

of the Thai financial sector.


First, digital banking innovation is accelerating. 

Financial institutions are investing heavily in mobile-

first platforms, AI-enabled services, and ecosystem 

partnerships. The introduction of virtual bank licences 

signals a clear intention by regulators to encourage 

competition and financial inclusion through digital 

channels.


Second, Thailand faces persistent household debt 

pressures. Household debt has remained elevated for 

years and is amongst the highest in Asia relative to 

GDP. This creates an environment where consumer 

credit portfolios require consistent attention and 

management to prevent systemic stress.


Third, financial inclusion is expanding into segments 

that traditional banks historically struggled to serve. 
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Digital platforms are reaching gig economy workers, 

small entrepreneurs, and individuals with irregular 

income patterns. These customers bring new 

opportunities along with new credit risk dynamics.


These three forces, including digital expansion, 

elevated household debt, and broader credit access, 

create a new operating environment for Thai banks.


The next stage of digital banking won’t be defined 

solely by product innovation. Moreover, it will be 

defined by the ability to manage customer outcomes 

responsibly across the full credit lifecycle.


When Innovation Outruns Control 

Across global financial markets, digital lending has 

followed a predictable pattern. Modern technologies 

reduce the cost of customer acquisition and loan 

origination. Credit becomes easier to access. Volumes 

grow rapidly. Automation accelerates. Eventually, 

however, delinquency management becomes the true 

test of the system.


This pattern has been observed in multiple markets.


China’s peer-to-peer lending boom expanded rapidly 

before collapsing under the weight of weak risk 

controls and governance failures. Indonesia 

experienced its own digital lending crisis when illegal 

fintech lenders employed aggressive and unethical 

collection practices, prompting regulatory intervention. 

In India, the central bank introduced strict digital 

lending guidelines following a surge in complaints 

about harassment and opaque lending practices.


These cases aren’t identical, but they share a common 

issue: technology scaled faster than governance 

frameworks. Thailand has largely avoided these 

extremes, but the risk dynamics are similar. 


As digital banks scale lending through automated 

channels, the complexity of managing delinquency 

increases significantly.

Customer engagement becomes fragmented across 

messaging platforms, mobile apps, call centres, and 

digital agents. Automated communications increase in 

frequency. AI models predict risk, but operational 

teams still struggle to orchestrate consistent 

treatment across channels.


Without proper decision governance, collections can 

become reactive, inconsistent, and opaque.


For regulators, this raises questions about fairness and 

consumer protection. For banks, it creates operational 

inefficiencies and reputational risk.


Governance as the New Competitive Advantage 

In the initial stages of digital banking, innovation was 

often framed as a competition between technology 

and regulation.


Today, this framing is outdated. Across advanced 

banking markets in Australia, the United Kingdom, and 

Singapore, regulators have shifted their focus toward 

explainability, fairness, and governance within 

automated systems. Financial institutions are expected 

to demonstrate how decisions are made, how 

customers are treated, and how policies are 

consistently applied.


Thailand is moving in this same direction.  

The Bank of Thailand has made clear that digital 

innovation must operate within strong risk 

management frameworks. Virtual bank applicants must 

demonstrate robust technology architecture, 

governance structures, and operational controls before 

receiving licences.


For banks, this represents an important shift in 

competitive dynamics. Technology innovation alone is 

no longer enough. The banks that will lead in digital 

banking will be those that can demonstrate controlled 

innovation, able to scale efficiently while maintaining 

transparency and regulatory alignment.

Without proper decision governance, collections can become reactive,  
inconsistent, and opaque, creating inefficiencies and reputational risk.
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In practice, this means the architecture behind digital 

lending operations becomes critically important. 

Systems have to ensure customer treatment is 

consistent across portfolios, channels, and operational 

teams. Policies must be embedded directly into 

decision logic rather than relying on manual 

interpretation. 


In other words, governance becomes a capability 

within the technology architecture itself.


The Missing Layer in Digital Banking Architecture 

Many financial institutions have invested heavily in AI 

models, digital engagement tools, and advanced 

analytics. These capabilities are valuable, but they 

often address only part of the operational challenge. 


AI can predict which customers are likely to miss 

payments. Messaging platforms can automate 

communications. Digital channels can scale 

engagement. 


What often remains missing is the decisioning layer 

that orchestrates how these capabilities operate 

together.


Collections decisions require more than prediction. 


They require structured logic that considers regulatory 

obligations, customer context, operational policies, and 

portfolio strategy. Questions about when to offer a 

repayment arrangement, when to escalate a case to a 

human specialist, and how to ensure consistent 

treatment across customer segments can’t be left 

solely to predictive models.


A modern collections environment requires an 

integrated decisioning framework that manages:


policy rules and regulatory constraints


strategy design and execution


AI model outputs


channel orchestration


auditability and explainability


This architecture gives banks the ability to automate 

substantial portions of the collections lifecycle without 

losing control over customer treatment.

Automation manages operational scale. Human 

specialists remain focused on complex cases that 

require judgment, negotiation, and empathy.


Designing Responsible Digital Banking 

As Thailand enters the next phase of digital banking 

development, the industry has an opportunity to avoid 

many of the governance challenges seen in other 

markets.


The introduction of virtual banks, the continued 

expansion of mobile financial services, and the growth 

of AI-driven decisioning will reshape how financial 

institutions interact with customers across the entire 

credit lifecycle.


In this environment, collections shouldn’t be viewed 

only as an operational or recovery function. It’s a core 

component of customer relationship management and 

risk governance.


Effective collections strategies balance three 

objectives. They support financial stability by 

managing delinquency proactively and offering 

sustainable repayment pathways. Next, they protect 

customers by ensuring engagement remains fair, 

transparent, and respectful. They also give banks the 

ability to operate efficiently by automating operational 

processes while maintaining oversight.


Achieving this balance requires more than incremental 

technology upgrades. It requires a deliberate 

architectural approach to the design of credit 

decisions, customer engagement, and collections 

strategies.


In our experience working with banks across multiple 

global markets, the banks that succeed in this 

transition are those that treat collections infrastructure 

as a strategic asset. They build decisioning platforms 

that integrate analytics, operational workflows, and 

regulatory governance into a single controlled 

environment. This gives them the ability to scale digital 

lending confidently while maintaining the transparency, 

consistency, and accountability that regulators and 

customers increasingly expect.
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Innovation and stability are often described as 

opposing forces in banking. In reality, sustainable digital 

banking requires both.


Global Experience, Local Understanding 

Across the world, the most advanced collections 

environments share a common characteristic. They 

combine sophisticated technology with strong 

governance and a deep understanding of customer 

behaviour. 


The institutions that achieve this balance recognise 

collections aren’t only an operational function. It sits at 

the intersection of credit risk, customer experience, 

regulatory compliance, and operational efficiency.


Markets evolve differently, but the underlying 

challenges are remarkably consistent. As digital lending 

scales, banks are smart to manage increasing portfolio 

complexity, ensure consistent customer treatment, and 

maintain transparency in automated decisions. 

Whether in Southeast Asia, Australia, Europe, or North 

America, the same questions arise. 


How do we scale automation responsibly? How do we 

ensure AI-driven processes remain explainable? How 

do we balance operational efficiency with fair and 

respectful customer engagement?


In our experience working with financial institutions 

across multiple markets, the most effective approach 

is to build collections environments that integrate 

decisioning, workflow orchestration, analytics, and 

governance into a single controlled framework. This 

gives banks the ability to automate large parts of the 

collections lifecycle while ensuring policies are applied 

consistently and actions remain auditable.


C&R Software has worked with banks, lenders, and 

financial institutions worldwide for decades, supporting 

the evolution of collections and credit decisioning 

environments. 

Through this experience, we’ve seen how regulatory 

expectations, customer behaviour, and technology 

capabilities evolve across markets. The lessons learned 

from mature regulatory environments in Australia, New 

Zealand, and the United Kingdom are increasingly 

relevant to emerging digital banking markets across 

Asia.


At the same time, successful solutions reflect local 

realities. Customer behaviour, regulatory expectations, 

and market dynamics vary significantly across 

countries. This is why local expertise remains critical. 

C&R maintains a strong presence across Asia-Pacific, 

including teams supporting financial institutions 

throughout Southeast Asia, Australia, and New Zealand. 

This regional footprint has taught us how to combine 

global expertise in collections technology and risk 

management with a practical understanding of local 

regulatory frameworks and operational environments.


As Thailand continues to expand digital banking and 

financial inclusion, banks have a unique opportunity to 

design systems that support innovation and stability. 

By bringing together global experience, regional insight, 

and modern decisioning platforms, credit issuers can 

build collections environments that support 

sustainable growth while maintaining the transparency, 

fairness, and governance that modern banking 

demands.

Thailand’s banking market is entering a 
new, more demanding phase. To discuss 
what that means for your organisation, 
get in touch.

inquiries@crsoftware.com
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Innovation and stability are often described as opposing forces in banking.  
In reality, sustainable digital banking requires both.
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