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Banks are feeling a new kind of pressure. Digital competitors can launch 
products, tweak journeys, and roll out AI driven experiences in months, while 
many large institutions are still tied to platforms and processes designed for  
a different era.

How a configurable  
collections solution supports 
continuous innovation   

Modernization is key. But with AI evolving so fast, the 
real risk is investing in a shiny new solution that looks 
modern today and feels outdated in three years.

This guide looks at how to build a collections 
ecosystem that can keep absorbing new AI 
capabilities, regulations, and customer expectations 
for years to come.

Why quick fixes keep failing

Most big banks have already squeezed what they can 
from legacy platforms. What’s left are deep, structural 
blockers that make every change slow and painful.

  �Policy changes mean code rewrites, long release 
cycles, and manual testing, so strategies lag behind 
regulation and customer behavior.

  �Data lives in silos across products, channels, and 
vendors, which turns simple questions about 
exposure or treatment into a reconciliation 
exercise.

  �Human effort scales linearly with volume, 
because case assignment, contact selection, and 
monitoring are still largely manual.

In that world, adding one more “AI widget” on the 
edge is just a patch. It might fix one journey, but it 
doesn’t change how fast the whole operation moves.



AI native architecture

An AI native stack weaves intelligence through 
the core rather than bolting it onto one channel.

A modern collections core with embedded 
analytics and agents connects to an AI gateway, 
so agents and models can tap policies, 
knowledge bases, and external services through 
standard interfaces instead of custom builds 
every time.

Central orchestration layer

At the center is a data orchestration hub that 
pulls key information into a single view of the 
customer and portfolio.

Strategies and models use that shared view, so 
you design treatments once and apply them 
across channels without duplicating effort.

Capabilities that play well together

Machine learning, large language models,  
and agent frameworks are set up to reinforce 
each other.

Models make governed decisions, LLMs let 
teams explore performance and policies in 
everyday language, and agents orchestrate 
workflows using that shared intelligence.
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Think ecosystem, not tool

Continuous innovation starts when AI and automation are integrated as part of a living ecosystem connecting 
data, decisioning, channels, and people in real time.

Once you have that in place, the conversation 
changes from “Which tool do we buy this year?” to 
“Which new use cases do we want live next quarter?”
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A roadmap that keeps evolving

With the right foundation, you can move from augmented to autonomous decisioning at your own pace, 
portfolio by portfolio, without losing momentum.

Phase 1:  
humans in the lead

The first step is helping your 
existing teams do their best 
work. A knowledge agent like 
Zelas AI sits on top of policies 
and hardship playbooks, so 
every collector gets clear “what 
next” guidance instead of 
relying on memory or shadow 
spreadsheets.

A summarizer agent works like 
a collections coach, pulling 
arrears, payment history, and 
prior contacts into a short brief 
before each call, so quality 
improves right from the opening 
seconds.

Phase 2:  
AI led for standard journeys

As confidence and controls 
grow, you let AI handle 
predictable conversations.

�Zenvy AI steps in as a voice 
agent for defined segments, 
taking care of greetings, 
verification, mandatory 
disclosures, straightforward 
negotiations, and payment 
commitments, all within  
centrally managed guardrails.

A digital agent such as Cara  
AI extends that experience  
into chat and self service,  
letting customers make 
arrangements, update details, 
and find support in the  
channels they actually use.

Phase 3:  
orchestrated agents  
at scale

Over time, you build out dozens 
or even hundreds of specialized 
agents, all orchestrated through 
the AI gateway.

Some focus on SME customers, 
some on high risk retail 
segments, others on early 
warning signals but they all  
share the same data, policy,  
and decisioning layers.

�Risk teams can then “ask the 
data” questions in natural 
language, test new strategies  
on small cohorts, and push 
winners to production fast.

Each phase builds on the last. Every new use case adds to the 
ecosystem instead of adding another silo.
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Learn more at inquiries@crsoftware.com

Keeping collections human

With AI powered orchestration in collections, your 
bank can respond to new regulations, shifting 
customer expectations, and AI breakthroughs  
with ease.

Trusted by 5 of the UK’s top 10 banks, 7 of the top 15 
US banks, and leading institutions across Southeast 
Asia, C&R Software’s Debt Manager gives you an AI 
native collections ecosystem that brings together 
advanced analytics, agentic capabilities, and human 
insight to optimize recovery while protecting your 
customers.

Guardrails first

You centralize controls for 
hardship, vulnerable customers, 
and regulated decisions.

High risk actions call into 
governed decision engines,  
and agents operate within  
clear boundaries, so you can 
keep experimenting without 
crossing lines.

Clear audit and explainability

Every model prediction, LLM 
answer, and agent action is 
logged with inputs, outputs,  
and links back to the policies  
or rules used.

That gives model risk 
committees and supervisors the 
evidence they need and gives 
your teams confidence to keep 
pushing forward.

Built to adapt

By decoupling agents from  
data and models, the AI gateway 
lets you swap or upgrade 
components without tearing 
everything apart.

You treat agents like part of the 
workforce, with clear ownership, 
lifecycle plans, and retirement 
paths as they age.

Governance that protects and unlocks

Collections is already governance heavy, so anything that sits outside existing controls will stall fast. The goal is 
to make governance part of the design, not an afterthought.

In this setup, governance doesn’t slow you down. It creates the safety net that lets you move faster.


