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the increase to his ability to closely monitor all facets of the
system’s delivery, like scripting and pacing. “We have control over
it from the time we fire it up to the time we shut it off at night.”

In collections, Wachovia aims to maximize pre-chargeoff
collections and minimize the use of agents. The bank uses analytics
software to determine who would be mostly likely to self-cure
and who will respond to a computerized collector — generally
easier accounts to collect than the ones agents handle.

On the agency level, two distinct strategies are developing.
Collection shops are funneling accounts early in the collection
process or those recently charged off with balances less than
$1,000, said John Keyes, director of product management at IVR
vendor Soundbite Communications Inc. Alternatively, shops are
using IVRs to collect from debtors who are so far delinquent that
managers don’t want to waste agents’ time calling them.

Most agencies, so far, are going the route of IVR vendors that
operate as ASPs, taking much of the headache — and the need
for extra phone lines — off collection managers’ plates. Soundbite
alone placed 700 million calls last year, although not all were
for collections. Vendors also assist with initial forays into script
creation. Some allow collection shops to make changes to their
seript and strategies, while others provide those services.

A vendor will always offer up a shining reference, but “ask
for three,” suggested John Simpson, chief technology officer
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of Nationwide Credit Inc. The technology is still in the early
adoption stage, so collection managers need a broader picture of
customer satisfaction.

Shops are also increasingly examining IVR solutions bundled
with dialers, like Atlanta-area collection shops Vital Solutions,
which uses an IVR as part of its Aspect Software Inc. EnsemblePro
dialer, and Nationwide Credit, currently reviewing two vendors.

Trial and error still seems the best way to optimize IVRs,
though there are some rules of thumb. For instance, some debtors
will always keep hitting “0” until they reach a live person. Also,
users should not be kept trapped on the line. Generally, unless
debtors are making payments, they should be on the IVR only
about a minute.

Shops also need to decide how many levels of validation they
require from debtors, because while additional steps might increase
security, too many steps will put off potential bill payers and make
them hang up. “None of this works unless you get the customer to
validate” their information, said Kurt Mey, customer interaction
solution specialist with the U.S. operations of South Africa-based
call center solution vendor Dimension Data Holding Ple.

Finally, shops need detailed reporting, including reports of
when debtors hang up on the IVR, to compare results with other
collection treatments and revised IVR strategies. “Measuring,”
said Soundbite’s Keyes, “is really the key.” 1



