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In debt collections, most of the time is spent making decisions that allow debt recovery in the most 
effective and profitable way, while offering an excellent customer experience. 

However, achieving these premises is not an easy task. When should I call this debtor? How should the 
negotiator try to recover the debt? Is the debtor comfortable with the service offered? Does his/her sudden 
change of tone of voice indicates that he/her is ready to leave the interaction? Is my negotiator being very 
aggressive? Very passive? These and other questions involve having to consider various variables before 
making any decision.

This decision may be aimed at contacting the debtor, offering different alternatives to settle his debt or 
evaluating the quality of the service offered during the interaction. This is where Artificial Intelligence and 
machine learning, enhanced by data analysis, play a fundamental role in redesigning processes, 
technological tools and strategies used in collections.

In this E-book we expose 4 key business benefits of implementation Artificial Intelligence in debt 
collections, aimed at achieving its maximum objective: recovering the greatest amount of debt in the 
most effective manner, with excellence in customer experience for debtors.
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Automates collecting 
and analyzing 
information 
intelligently

There is a vast amount of information flowing through the 
different communication channels in debt collections (voice 
calls, text messages, social media, mobile apps and instant 
messaging platforms) and manually analyzing this data is 
impossible. Hence, it is vital to use technology that facilitates 
collecting and analyzing this information in an automated 
way, in order to optimize debt recovery.

Artificial intelligence allows collecting large amounts of data 
from different sources and analyze them automatically. 
Through machine learning and algorithms that recognize 
patterns of behavior and statistics and cross-referencing 
them with information from debt collection´s CRM in order to 
predict future events based on them. In this way, 
personalized debt recovery strategies can be established for 
each debtor, studying their profile, ability to pay, amount of 
debt and the best time of day to try an effective contact.

Another functionality of artificial intelligence that allows the 
automatic and agile analysis of information is the real time 
voice analysis, which can even detect feelings. Sudden 
changes in the debtor's tone of voice or agitation can mean a 
possible abandonment of the conversation and consequently 
the non-recovery of the debt. These vocal assistants facilitate 
the detection of this type of behavior and can alert the 
negotiators or the contact center supervisors to take 
corrective actions aimed at offering a satisfactory experience.

The automation of data collection in debt collections driven by 
artificial intelligence not only maximizes debt recovery, but 
also improves the debtor's experience in an intelligent 
manner. Streamlining decision-making based on a deep 
knowledge about the debtor.
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Humanizes debt 
collections self-service in 
a reliable and secure way

Voice calls to contact debtors are not always effective. 
Consequently, offering a self-service approach is a viable 
solution. Nevertheless, many self-service platforms for this 
industry do not transmit confidence and security to debtors, 
since they are inefficient, very robotic and don´t provide a 
customer experience similar to what a real negotiator would. 
Debtors need reliable tools to delegate such a delicate task, 
as self-manage their debt, to a machine without human 
intervention.

Chatbots are self-service solutions endowed with artificial 
intelligence that allow debtors to self-manage their 
requirements In this way, the debtor will not feel pressured 
like in a voice call, since he/she will be able to manage his 
debt on his/her own terms and without feeling that he/she is 
being judged, as a real negotiator could. 

The most advanced chatbots, driven by powerful natural 
language understanding engines (NLU), identify intentions 
and not just keywords, which allows them to learn constantly, 
and to offer natural and 100% conversational interactions, 
humanizing debt collections.

By integrating chatbots with biometrics authentication 
technology, it endows them with a much friendlier and safer 
mechanism for personal and sensitive data validation and for 
solving debt, through third party payment platforms. This can 
be done through face, fingerprint or voice biometrics, which 
also eliminates the need of remembering and entering 
passwords. 

Debt recovery through self-service should be done the most 
natural and humanized way, resembling a real negotiator´s 
interaction. This so that debtors perceive confidence and 
securit during the entire conversation and has an excellent 
customer experience to recover debt efficiently.
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Improves customer 
attention´s service 
levels for debtors 

In order to guarantee an optimal experience for debtors, it is 
necessary to have high quality standards in customer 
attention. However, the impossibility of listening and 
evaluating 100% of interactions affects quality of debt 
collections. Debt recovery agencies require quality 
assurance software to evaluate performance of their 
negotiators in a non-intrusive way and automatic way.

Just as artificial intelligence allows the identification of 
behavioral patterns of debtors to generate specific strategies 
and recover their debt, it facilitates a similar process with 
negotiators. Through programming algorithms, it measures 
and analyzes each one of the interactions that they manage, 
both in real time and those that have been stored in the 
contact center databases. 

In this way, artificial intelligence recognizes what negotiators 
are doing well and not through identifying trends in their 
behavior and assesses them automatically. With this 
information, the contact center will be able to launch training 
programs to prevent mismanagement in interactions with 
debtors and replicate good practices.

They can even rely on real-time voice analysis solutions to 
set-up key words and ensure that negotiators follow the script 
to the letter, avoiding breaching legal regulations that govern 
debt collections and that state how negotiators should 
interact with debtors.

By relying on artificial intelligence to listen and evaluate 100% 
of the interactions that take place between negotiators and 
debtors, debt collections contact centers will be able to have 
trained negotiators to offer customer attention with high 
quality standards.
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Reinvents predictive 
models for contacting 
debtors

Debt collections contact centers must make decisions 
constantly, especially regarding which debtors will be called 
and how to do it. However, dedicating time and effort to 
review databases to prospect and manually dialing them 
results in few customers contacted. This is why it is very 
important to implement technology to contact debtors 
intelligently. Calling those who are ready to start a 
conversation that results in recovering debt.

Artificial intelligence prevents negotiators from spending time 
prospecting their databases to identify which debtors to 
contact. On the contrary, it analyzes data coming from the 
different communication channels, contrasts it with the 
contact center´s CRM and predicts which debtors requires 
calling and how to start a conversation with them.

Moreover, when artificial intelligence combines with a 
powerful predictive dialer and voice-to-text recognition and 
transcription software, the result is a greater number of 
debtors reached efficiently and automatically. The predictive 
dialer not only manages to call more contacts but it does so 
with those who are ready to talk and willing to negotiate the 
debt. Avoiding busy ringtones and answering machines.

Contacting debtors in an intelligent and automatic way using 
artificial intelligence increases the contact rates. In addition, it 
increases the chances of debt being recovered by 
connecting with the right person at the right time and offering 
a satisfactory customer experience.
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Síganos: 

About Enghouse Interactive

Enghouse Interactive (www.enghouseinteractive.com) delivers technology and expertise to maximize the value of every customer 
interaction. The company develops a comprehensive portfolio of customer interaction management solutions. Core technologies 
include contact center, attendant console, predictive outbound dialer, knowledge management, IVR and call recording solutions 
that support any telephony environment, on premise or in the cloud. Enghouse Interactive has thousands of customers worldwide, 
supported by a global network of partners and more than 800 dedicated staff across the company’s international operations.

Enghouse Interactive is a subsidiary of Enghouse Systems Limited, a software and services company traded on the Toronto Stock 
Exchange (TSX) under the symbol “ENGH.” Founded in 1984, Enghouse Systems is a consistently profitable company, which has 
grown both organically and through the acquisition of well-regarded specialists including AndTek, Arc, CosmoCom, Datapulse, IAT, 
IT Sonix, Presence Technology, Reitek, Safeharbor, Syntellect, Telrex, Trio, Voxtron and Zeacom.

Learn more at www.enghouseinteractive.com


