TECHNOLOGY

CRM Usage Rising

When financial institutions want to retain customers, they turn to technology

hen Champion Morgapge Co
meedel 0 generite @ higher
FeTuen delinguent
winunts from s Passippany, M. loan
servicing call center, it did nor hire addi-

from

Henal customer service Tepresentaives,
And  when  Mapother 8 Mapother
Anomneys needed to increase the vield from
s outstinding accounts, the Louisville,
K. retail collection specialists did no
recruit moe collectars,

Boch companies mumed o rechnology
mstead,

Champion and Mapother are among
he growing number of companies in the
ending secror counting on echnology 1o
hore up shormcomings in customer service
ind account management, Customer rela-
wmship managemenr, or CRM, technel-
agy, ity never ien heads as the sexiest
wlvancement in hisoory, bur it is becoming
sie of the hotter technologies in nancial
eTvioes oday

Essemizally, URM encompasses a2 wide
rray of strarcgics and wechnologies desipned
¢omaximize custemer interaction. For a
cotor a5 dependent upon customer inrerac-
wn a5 credic eollecrions, implementing
SEM-Based rechrobogy vsually means out-
iing agenes with 11 mols e make the
rst of the bricl dme they spend on the
ine with delirgquent bormwers,

Depending upon the number of users,
mowunt of feees, oestomisations and
egration, CRM pricing can run finan a
cw thowsand w several hundred thousand
ollars up frome with mosr vendots
harging an anmual maintenance fee.

Acvording o a repore on CRM releassd
e last ¥r !:l_l.r Nuﬂ“um, Mass.-based con-
ultancy TewerGroup Ine, spending on
TRM by retsil financial instiurions will
woeed 543 billon this vear, with maore
hian 507 (52,2 hillion) coming in North
america abore. Champion Momgage, a sub-
iy of KeylUorp, Clevdand, for axample,
uchivted s 125 customer service rEpresen-
ives with access w0 systems from Dhavox
Sorp., a telecommunicaions rechnology
cmpany. In essence. the swtem automan-
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cally idenrifies incoming callers, routing,
these calls wr available agenes, while simul-
ranmusl:,' |'r1|||i:|!|gP L the Ll’!r[{‘}il_ﬁ'll'ldjnﬁ_
account informaron on the agents’ deskiop
PCs, By instantdy muting the calls o avail-
able agenis, and nox keeping the borrower an
hold for long. the company can handle o
higher volume of accounrs, said Sharon
Micwwenhuis, a qx:kﬂ,'.-wrnan for f_'hampiu-:n,,

Previously agents would have o manually

Automating proven
collections strategies,
and piping the account
information instantly
to the agents, when
they need it the most,
is the future for
credit collections.

dig the account infermation out from cicher
i database or a file cabiner.

T achicve this seamless CRM infrastruc-
wure, Mapother first needed a buile-in iner-
Face linking its call center wehnology w i
allections VST, .l"l'|l.|.1:||,1l;ill._|5 CEM redh-
|1u|llgj.'. meanwhile, hdped Mapother svid a
looming staffing crisis

“Dhuring che last vear, it became clear dhat
B0 o we were gpoing to have o add a lo
of |:ll.'l:I'|'I|C.. or add l:L]jIMllﬂ.‘lE\.'." said Than
Haunz, !".-l:l|'u::l[|'|.ﬂ's TG, "1,"|;3|'|5ig,1|_-ri|,'|_g
labar costs oday — salasies, office space,
cruipment, training and supervision —
adding |:1f_“|:|p|r_' Wls raaE ‘r|'||:: WHY [0 H-:u_"

In fact, similar considerions are prompt-
ing some lenders 1o not only ope for CRM
|1.ZL]I-I'IH|IIE]'. bast o conteacr our all feng-
tons with customers o growing number of
CIM vendors — a meve that just 3 few years
ager wiotlkd have been unheard of,

“lradicenally,  any  processes  that
invalved direct contact with customers were
considercd voo critical w0 fruse o anyome
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vatsidc the organization,” said Tom Wilson,
executive vice president of Ousource
Fimancial Services, in Phoenis.

Mot evervone in the collections sector is
leapring omre the oursourcing bandwagon,
Some lenders see eisk associated widh ceding
large chunks of daca o an ourside entity,
which a company must de when it signs on
with @ service provider, The ever fluctuating
flow of business in the collections sector is
alsur an important consideration.

I comes down oo ;‘apan_‘i'l._!.' manage-
ment,” Wilson said. “Let's sav a lender has
a spike in hame equity lending one mointh,
but then a few monchs laer thar volume
severely tapers off. It is difficult o angici-
patz such swings, amd difficult o saff
accordingly. By using an [ourside service|
provider, variable staffing vosts never enrer
intn the equarion.”

With most companies eicher tnkering
with homegrown solutions, o implement-
ing a slew of vendor afferings which have
sprung up recently, the e of vutseurcing
should climbs in the near fuoare. From now
umeil ar beast 2005, TowerGroup estimares
Marth Amercan spending on CRM cech-
nologies will rise ar o compound annual
growth rate of 6%, Thar is significantly
highes than the expected grewah for the
economy as a whole during the same peri-
od. Furthermore, it will not be just deep-
pocketed larger retail financial instioutions,
which, until recently, have accounted For
the bulk of CRM spending, expending
cash o customer-relationship wools.

Typically, with a call center solution,
such as the Davox system, when a cll
comes in, it is rowted o the firsc available
agent, Many lenders are now booking o
imject artificial intelligence into that inital
commestion to avoid |||::l|.|||n|.'i|ilz__ clients
mitlriple agents,

Getring  the client on the phone,
though, is omly half the collections bale,
Auromating proven collections straregies,
and  piping the account information
instantly oo the agents when they need i
the mast is the Rnare for credin collections.
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