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Case Study: Utllize
Analytics to Optimize
Outbound Call Attempts
at the Customer Level
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Situational Overview
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Transformation
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CX-A Data Warehouse
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CX-Analytics Data Mart / Reporting

* Granular transaction data

* Cohort data capturing
strategy assignment

e Results from actions
stored for
analytic/operational use
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Solid informat
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Call Outcome Performance
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Transaction-Level Data

* Account -
* Agent /
* Activity §

* Strategy N\ /\
* Result >

Data is captured at the transaction-level daily to understand
relationship between collection activities and results.
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Transaction-Level Data

* QOutbound Call * Account
* Inbound Call y .  Agent

* Promise to Pay * Campaign
e Result L ) * Strategy

Historic data captured allows for Point in Time and Cohort
Reporting to understand true performance of collection
strategies and drivers of collections effectiveness.
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3D — Dally Dialer Decisioning
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e Create RPC Scoring Algorithm
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e Update Scores Daily
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e Prioritize Calling Activity
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e Optimize Strategies with
Learnings

.




Key Capabilities Required

(1) Project Management
(2) Score Calculator (eg SAS, Adaptive Control)
(3) Flexible Auto-Dialer

(4) Decision Science / Analytics Team

(5) Integrated Data Mart
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3D Implementation

Call Center Activity and
Dialer Results

Vision Plus Activity

Self Service
Results File CX Data Tables
Secure email Level Il Bl Data Load
transmission to CX Complete Approximately
SAS Server 2:00PM

Day 1 — Calling Activity

Owvernight/Morning Batch Processing

»  Dialer List Creation using CACS Dialer File
and Contact S5cores
* Begins 5:00 am

Day 3 — Integration of Dialer Download
and Daily Contact Scores

Day 2 - Daily Contact Score Creation

CX SAS Server Processing

*  Extract Raw Data Records reguired for
Dialer Scoring Models

s Create Dialer Model Attributes

s Calculate Dialer Scores (90 minutes)

#  Secure transmission to Noble Dialer for
next days use

momernorenirre™el| - Restricted - Confidential




Results

By M e

Increased Payment Activity v v v

Reduced Average Calling v v X
Intensity
Higher Productivity v v X
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Benefits Achieved

Shift in calling focus resulted in more contacts and payers in the

highest-scoring group
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Challenges

- Agency Dialer Variety
- Daily Scoring Process

- Integration with Self-
Service Campaigns

- Batch Processing Time

- Dialer Management

- Staffing and Scheduling
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Keys to Success

- Executive Mandate
- New Systems

-Team Focus

- CX-Analytics Support
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Future Insights

- Further Intensity Reductions

- Phone Number Level
Strategies

- Third Party Sourced Numbers

- Full Contact Strategy
Integration

CX
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Q&A
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