
Engage, serve, retain and build trust:

a customer-centric approach to debt collection is driving better 
design and improving revenue
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First generation digital 
payment portals were a step in 
the right direction but the next 
generation context-sensitive 
digital solutions promise to 
open up digital engagement to 
a wider customer base.



In the last five years, debt collection has become the focus of 

transformative thinking that puts the customer at the forefront of the 

process. This has led to many positive changes, from outstanding training 

for frontline agents to comprehensive policies that protect customers in 

tough times. These changes have made the debt resolution process better 

for all customers.

When it comes to the digital environment, the challenge has been to 

ensure that the latest technology does not cause additional detriment or 

exclusion.  At the root of this is to ensure operational systems increase 

participation, create better outcomes and improve customer satisfaction.  

First generation digital payment portals were a step in the right direction 

but the next generation context-sensitive digital solutions promise to open 

up digital engagement to a wider customer base.
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There are several guiding design principles that are 
critical to increasing the likelihood of successful 
engagement:

Time is of the essence

The appropriate starting point is to recognise that both the customer and the 

agent’s time are of value and should not be squandered. This means for every 

task, offering the most efficient way of completing it without sacrificing detail 

or flexibility. When prompted, most customers want to sort their arrears out 

as quickly and painlessly as possible. 

Offer a digital facility for customers to resolve their debt 
wherever they are, at a time that suits them and offer the 
option to authorise category-level Open Banking, saving the 
time taken to complete an income and expenditure form via 
the telephone.

Save customer and agents’ time by filtering those who want 
to make a payment and are likely to self-resolve if offered the 
correct treatment path. Meanwhile, customers who like to 
speak on the phone get through more quickly.



Reduce the stigma

A digital system can be an intrinsically neutral medium, designed with an 

empathetic and encouraging character. It also ensures a demonstrably 

consistent approach to every customer, with a much lower potential for 

misunderstandings of tone or intention. Customers who feel embarrassed 

or intimidated or who get flustered and anxious on the phone are likely to 

engage earlier if they know there is an online option. For some customers, 

removing the prospect of a voice call can help relieve ‘admin anxiety’ and 

removes the burden of vocalising potentially embarrassing or upsetting 

circumstances to another person.

05

 Drop-out can be reduced by ensuring the system can 
account for diverse circumstances without bouncing all 
non-average customers back to the phones. 

By offering a context-sensitive journey, customers 
who are experiencing difficulties can have their 
circumstances registered even when they do not feel up 
to engaging in person.
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Enable customers

Customers prefer to resolve their debt at a time and place of their choosing, 

not restricted by contact centre opening times or governed by an incoming 

call that may be inconvenient. With voice calls falling rapidly out of favour 

and avoidance of calls an issue, it is proving more cost-effective to initiate 

the resolution process via email or SMS. Feedback shows that customers feel 

more positive about resolving their debt when they retain an element of 

control. 

In addition, if an income and expenditure calculation is required, the customer 

can be offered an Open Banking authorisation that allows them to control the 

level of detail their creditor will see. As well as being fair to both parties, this 

provides a more realistic basis for an arrangement.

Ensure customers can get online to resolve an outstanding 
debt quickly without having to wait for their call to be 
answered or having to work through a long menu of options 
that don’t apply to them. 

If the customer chooses to authorise Open Banking to 
simplify the I and E procedure, they retain control while 
benefiting from a speedier process.
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Personalise the journey

Advances in data analysis and machine learning are making it easier 

to identify the correct solution for each customer, tailored to their 

circumstances. By fine-tuning options to suit individuals, the process can 

be more relevant and therefore more cost-effective. Further, if a customer 

makes a declaration of vulnerability, those circumstances can be formally 

logged on the agent overview ensuring that individual will receive the 

correct advice and treatment. As well as gauging propensity to pay, 

machine learning applications are providing a more holistic oversight of 

each customer that includes sentiment indicators taken at key stages in the 

customer journey.

A customer who has forgotten to pay (or is waiting to 
be reminded) and has a strong propensity to pay would 
be directed straight to the most appropriate payment 
options.

A customer who has revealed a mental illness or 
difficult life circumstances can be directed to the 
customer care team and diverted away from treatment 
that may prove harmful.
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Extend accessibility

Telephone calls suit some customers but others can be disadvantaged by 

contact centre-focused communication. For some, the pace and tone of calls 

can be demotivating, confusing and even distressing. The online environment 

provides a valuable alternative option with the breathing space some 

customers need. 

Additionally, all customers will benefit from an uncluttered, jargon-free 

approach that reflects the real world and communicates simply and logically.

A customer with anxiety may agree to an inappropriate 
arrangement in order to end the call more quickly. Online, 
they could take their time to work out the right solution 
without anxiety being a barrier. This increases the likelihood 
of sustainable outcomes. 

For customers with memory challenges or physical conditions 
that affect concentration and stamina, the online process 
can be undertaken in stages without losing their place or 
information already entered.
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Increase the accuracy of information

Without the correct information, arrangements may not be appropriate 

and have a greater chance of failing. Telephone calls are not always the 

ideal environment in which to gather or recall information when financial 

circumstances may be complex. Online, instructions can be read several 

times and figures checked to prevent errors. 

As a single point of contact, a digital channel can also act as an aggregator 

of information that previously may have felt disjointed. If the process has 

to be halted, the information remains on the system for the customer to 

complete later rather than reiterating it again on a subsequent call.

Open Banking offers the fastest route to a verified 
and accurate financial statement, with the customer 
in control of the level of transactional data viewed by 
their creditor. 

Manually entered information can be checked more 
easily before sending.



In summary

Digitisation can be a positive force. It can create opportunities for 

customers to engage earlier and resolve their arrears sustainably. 

Systems should be capable of engaging a wide range of customers in 

diverse circumstances through adopting the best practice in inclusive 

design. In return, a healthily performing digital system will reduce the 

cost of letters and phone calls while freeing up contact centre resources 

for customers who need them. The end result is improved revenue and 

more satisfied customers.

a healthily performing digital system will 
reduce the cost of letters and phone calls 
while freeing up contact centre resources
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Get in touch

We would like to start a conversation. Our objective is to be the most 

transparent and approachable digital debt resolution providers you will find. 

We like to listen to our customers because experience tells us that is how to 

keep learning and evolving. 

You can connect with us on Linkedin and Twitter, we’d like to hear 

your opinions and answer your questions. To keep up with the exciting 

developments at Flexys, please sign up for our newsletter.

+44 (0)117 428 5741

enquiries@flexys.co.uk

@flexys_uk

Flexys Solutions
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