
Current challenges
► Dialing for dollars
► Poor customer experience
► Significant resources requirements 
► Little investment in default operations
► Complexity and velocity of regulatory 

mandates
► Unsustainable cost base and substantial  

credit loss exposure
► Lack of scale and efficiency

NextGen solutions
► Pain points alleviated through migration 

from ‘transactions’ to ‘customer solutions’ 
approach

► Enhanced interactions through digital 
experience

► Customer segmentation driven by 
predictive analytics

► Reduction in re-defaults realized through 
use of decision engine 

► Workflow and document automation 
streamlines collections process

► Regulatory lookback via auditable controls

Managing collections is challenging in stable economic times; the COVID-19 pandemic has introduced new and complex issues
As of 2019 Now in 2020

► 26 million unemployment insurance claims in 5 weeks
► 20.3% of households are impacted by unemployment
► Leading lenders are setting aside record amounts to cover losses 

* Oxford Economics - Global Data Workstation

► Consumer debt has reached a record high of $14.1 trillion
► 33% of Americans hold debt that is currently in collection totaling over $660 billion
► The current effective collection rate is 20% compared to 35%, 20 years ago
► Most consumers are unaware of various debt payment options

► Streamlined data attributes 
around key drivers

► Single, integrated view of 
customer characteristics

► Foundation to deploy 
segmentation strategies

► Data quality management
► Enriched consumer and 

business data

View of the 
customer situation

► Strategic segmentation
► Tactical, workout, or 

campaign-specific 
segmentation

► Customer and channel 
synchronization

► Infrastructure can range 
from SQL queries to 
integrated rules engines 
and business process 
management

Segmentation

► Pre-determined treatment 
options based on 
customer segmentation

► Integration with 
campaigns and workforce 
management

► Campaign quality 
management

Resourcing and treatment 
strategies

► Predictive models 
to support segmentation, 
risk and workout 
optimization 

► Customized workout offer 
development and 
customer experiences 
based on segmentation

► Optimized pre-
qualification, offer 
generation, and outreach 
campaign execution

Pre-qualification and optimal 
outcome

► Organizational and 
operational integration

► Integrated workflow and 
processes

► Customer experience tied 
to customer and agent 
segmentation

► Reporting and monitoring  
for – continuous 
improvement

Decisioning and 
workout structuring

Traditional ways of managing and supporting business processes are being disrupted by new technologies like artificial intelligence which promise to bring speed, simplification and significant 
cost optimization. But these outcomes are rarely achieved simply by deploying digital tools. 

EY and Pegasystems help companies navigate this disruption by bringing a business-led approach to intelligent process automation (IPA). Combining EY’s intelligent automation and business 
innovation capabilities with Pegasystems’ focus on streamlining business and enhancing customer engagement, we help organizations realize the expected benefits digital transformation such 
as rapid time to value, increased customer engagement, and improved ROI. 

Compassionate Collections is a comprehensive solution that integrates analytics and operations to deliver a powerful 
value proposition, presenting a view of customer, segmentation, treatment strategies, and optimized outcomes.

EY-Pegasystems 
Alliance: Compassionate 
Collections Solution
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Source and Capture Customer Situation Insight Generation Recommendation and Action

► Client records 
(e.g., current 
balance, prior 
collections & 
delinquency 
history, 
application data, 
forbearance 
requests)

► CRM data 
(e.g., location, 
age, income)
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Consolidated Data Store

► Credit bureau 
records 

► Disease 
progression

► Demographic 
statistics

► Unemployment 
claims

► Capacity planning
► Debt restructuring
► Liquidity/Capital 

planning

1 EYsight platform helps clients define and implement additional data/analytics to navigate and adjust 
through various phases of hardship. By integrating external data from multiple sources, it provides 
geographic and segment level insights and projections about health and economic recovery catered to 
specific business domains
2 EY Voice is a rapidly deployable capability to help contact centers better manage the changes in call 
volumes and mix; by monitoring call reasons, identifying emerging issues, breakdown in products and 
service, emerging demand, caller financial distress and needs tracking, customer complaints, and agent 
performance

Sample Insights

► Forecasted deferrals 
(vol/$ value) 

► Location breakdown 
(county/state)

► Month-to-month 
projections (vol/$)

► Likelihood of second 
deferral (vol/$)

Customer 3600

Situation

EY Predictive Analytics Engine on Pega CDH

Hardship Impact 
Analysis & 
Forecasting 

Customer 
Segmentation & Early 

Warning System

NextGen Compassionate Collections Solution from EY with Pegasystems Insights

Bank External
data

EYsight1

Financial Health Coach

Enhance existing 
BAU processes 

w/ predictive insights
Operations

Online 
banking

Pegasystems Collections
Offers, treatments, audit, compliance, modifications

EY Voice2 EY HARTCall 
center

Customer

EY Chat EY document 
intelligence
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About EY
EY is a global leader in assurance, tax, transaction and advisory 
services. The insights and quality services we deliver help build 
trust and confidence in the capital markets and in economies the 
world over. We develop outstanding leaders who team to deliver 
on our promises to all of our stakeholders. In so doing, we play a 
critical role in building a better working world for our people, for 
our clients and for our communities.

EY refers to the global organization, and may refer to one or 
more, of the member firms of Ernst & Young Global Limited, 
each of which is a separate legal entity. Ernst & Young Global 
Limited, a UK company limited by guarantee, does not provide 
services to clients. Information about how EY collects and uses 
personal data and a description of the rights individuals have 
under data protection legislation are available via 
ey.com/privacy. For more information about our organization, 
please visit ey.com.

Ernst & Young LLP is a client-serving member firm of 
Ernst & Young Global Limited operating in the US.

© 2020 Ernst & Young LLP.
All Rights Reserved.

EYG no. 005014-20Gbl
2006-3518325
ED None

This material has been prepared for general informational purposes only and is not 
intended to be relied upon as accounting, tax or other professional advice. Please refer 
to your advisors for specific advice.
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