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Over three-quarters of U.S. consumers prefer to manage their bank accounts
through a mobile app or computer, making digital banking the preferred method

for most financial interactions.

Despite this strong preference for online convenience,
many of today’s collections teams still rely on phone
calls and mail-based outreach. As competitors

invest in digital first, omnichannel strategies, these
organizations risk being left behind.

To stay competitive, collections leaders need a
solution capable of increasing throughput and
improving outcomes without adding costs. That's
where digital self service comes into play. By making
it easy for customers to resolve their obligations

on their own time, organizations can lift cure rates,
increase payments, and meaningfully scale their
operations.

The future of collections is self service first

Traditional collections methods were built for a world
where customers relied on branches, mail, and phone
calls for most financial interactions. But today’'s
customers expect their collections experience to
match the rest of their digital life, with simple, secure
tools available around the clock.
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A self service model gives customers the ability to
understand their situation, compare options, and
take action in a few clicks. They can log into a secure
portal, see their current balance, choose a payment
or plan that works for them, and complete the
transaction in minutes, without waiting for an agent
or returning a call.

For collections teams, this shift changes the
operating model. Instead of collectors handling

every interaction, digital journeys take care of
straightforward cases at scale. Collectors focus on
complex, high-risk, or vulnerable customers who truly
need human support. The result is higher productivity
and more consistent outcomes, with better
experiences for both sides.
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To deliver effective self service collections at scale, organizations need more
than a simple portal sitting on top of legacy systems. True digital transformation
starts with a central orchestration solution that connects data, channels, and
decisioning into a single, intelligent engine for digital engagement.

Central orchestration

An orchestrated collections solution brings together
customer, account, and interaction data from multiple
systems into one consistent, real time view. This single
source of truth eliminates conflicting information

and ensures every decision, digital journey, and
conversation is grounded in accurate data.

Customers who log into a self service portal see
their current balance, recent payments, and eligible
offers with confidence. Collectors who step in to help
access the same information, along with a complete
history of digital interactions and previous outreach,
so they can pick up the conversation without asking
customers to repeat themselves.

Workflow automation

Once data is unified, workflow automation becomes
the core mechanism for scaling collections without
adding cost. Teams define the rules, triggers, and
actions that guide each account through its lifecycle,
from early delinquency to resolution or escalation.

For example, when a payment is missed, the system
can automatically send a reminder, adjust the next
outreach step, and update the customer’s status.

If digital attempts fail or risk indicators rise, the
workflow can escalate the case to a collector with
all relevant context, ensuring higher risk accounts
receive timely, human attention.

Hyperpersonalization

With a strong data foundation and automated
workflows in place, organizations can move beyond
one size fits all strategies and embrace true
hyperpersonalization. Machine learning and predictive
models analyze historical behavior to identify the
best time, channel, and tone for each customer, as
well as the types of offers most likely to succeed.

The orchestration layer uses these insights to tailor
engagement in real time. Customers who consistently
respond to SMS receive more mobile friendly nudges,
while those who prefer email see richer, more detailed
communications. High intent customers may receive
streamlined journeys with fewer steps, while more
hesitant segments receive additional education and
reassurance before being asked to commit.

Intelligent insights

All this activity generates a rich stream of data that
can be turned into intelligent insight. Advanced
dashboards and reporting tools transform complex
operational and behavioral data into clear, actionable
views that leaders and frontline managers can use
every day.

Teams can build custom reports to track key

metrics such as self cure rates, digital adoption,
contact effectiveness, and cost to collect, or use
conversational queries to surface trends and
anomalies without deep technical skills. These insights
inform strategy changes, resource allocation, and
compliance monitoring, enabling a more proactive and
strategic approach to collections overall.
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Omnichannel outreach

, ~ Scaling collections
Rather than treating each channel as a separate silo, . .
modern collections solutions support journeys that Wlthout Scal | ng cost

move smoothly across them based on customer

‘ d behavi Scaling collections operations no longer means
preferences and behaviors.

expanding call centers or adding more manual
processes. With a digital first, self service led

4 .. N strategy, organizations can increase their capacity,
Digital channels . .
improve customer outcomes, and manage risk, all
SMS and email remain highly effective for while keeping costs in check.

delivering timely reminders, secure payment

i C&R Software's Debt Manager acts as the central
links, and updates.

orchestration layer for this strategy, enabling teams

\_ /  tounify data across systems, automate intelligent
workflows, and coordinate digital outreach from a

<~ 7\ single system. It gives customers intuitive, always
Self service portals available self service options while equipping
Customers receive a comprehensive view of their collectors with the real time insight and tools they
account, with tools to explore options, choose need to focus on the cases where human support
plans, update details, and complete payments matters most.
securely in one place.
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Al powered chatbots

Customers move directly from message to action
in a few taps or clicks with instant answers to
common questions available in a conversational
format at any time of day.
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When a situation requires human support, these
digital tools can route the customer to a collector,
carrying over the full context so the customer doesn’t
need to start over.

Learn more at inquiries@crsoftware.com
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