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ABSTRACT

In today's competitive financial sector, optimizing operational efficiency and improving customer service are paramount.
This case study explores the implementation of Pega Decisioning and Case Management at a large financial institution, focusing
on automating collections workflows. The integration of these technologies not only streamlined processes but also significantly
enhanced the institution's ability to manage high volumes of collections cases efficiently. The study delves into the problem
statement, the solution implemented, the uses, impact, and future scope of the technology within the institution. Key benefits
included substantial time and cost savings, improved data accuracy, enhanced regulatory compliance, and increased customer
satisfaction. The success of this implementation highlights the potential for further automation and process improvements across
the organization, setting a new standard for operational excellence in the financial industry.
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1. Introduction

The financial industry faces numerous challenges, including
the need to manage vast amounts of data, adhere to strict
regulatory requirements, and maintain high levels of customer
satisfaction. In the collections department, these challenges are
magnified due to the sensitivity and volume of the cases handled.
Traditional manual processes are often time-consuming, error-
prone, and inefficient. This case study investigates how a leading
financial institution leveraged Pega Decisioning and Case
Management to automate its collections workflows, resulting in
improved operational efficiency and customer service.

1.1. Background

The financial institution in question is one of the largest
in its region, serving millions of customers through a diverse
range of banking and financial services. With a robust portfolio
that includes personal banking, corporate banking, investment

services, and insurance products, the institution has established
itself as a market leader. The collections department plays a
critical role in ensuring the financial health of the institution
by managing overdue accounts and recovering debts. This
department is tasked with contacting customers who have fallen
behind on their payments, negotiating repayment plans, and
taking legal action if necessary to recover outstanding amounts.
The effectiveness of this department directly impacts the
institution’s liquidity and overall financial stability.

However, the department faced significant challenges due to
the high volume of cases and the complexity of the processes
involved. Each day, the collections team was inundated with
thousands of new cases, each requiring careful attention to
detail and timely follow-up. The processes were largely manual,
involving extensive data entry, validation, and communication
tasks that were both time-consuming and prone to human error.
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The complexity of the collections processes was further
compounded by the need to adhere to stringent regulatory
requirements. Compliance  with  financial regulations
necessitated meticulous record-keeping and precise execution
of procedures, which added to the workload and stress on the
collections staff. The manual nature of the work made it difficult
to ensure consistency and compliance, leading to potential risks
of regulatory breaches and associated penalties. Given these
challenges, the need for a more efficient and effective solution
was clear. The institution required a system that could handle
the high volume of cases with greater accuracy and speed,
reduce the burden on staff, and ensure regulatory compliance.
The implementation of Pega Decisioning and Case Management
was identified as a strategic initiative to address these issues,
streamline operations, and enhance overall performance.

1.2. Objectives

1. Improve Operational Efficiency by Automating
Repetitive and Time-Consuming Tasks: The institution
aimed to streamline its operations by leveraging Pega
Decisioning to automate mundane tasks such as data entry,
validation, and processing. By reducing the time staff
spent on these repetitive activities, the institution could
allocate more resources to complex, value-added tasks, thus
improving overall productivity and efficiency.

2. Enhance Data Accuracy and Consistency by Reducing
Manual Errors: Manual processes are prone to errors,
which can lead to inconsistencies and unreliable data. The
objective was to utilize Pega Decisoning to ensure that data
entry and validation processes were automated, minimizing
human error and ensuring that data was accurate and
consistent across all systems. This would enhance the
reliability of the information used for decision-making.

3. Ensure Compliance with Regulatory Requirements
through Automated Decision-Making and Case
Management: Compliance with regulatory requirements
is crucial in the financial sector. The institution aimed to
implement Pega Case Management to automate decision-
making processes, ensuring that all actions were compliant
with current regulations. Automated workflows and
decision rules would help maintain adherence to regulatory
standards, reducing the risk of non-compliance and
associated penalties.

4. Improve Customer Satisfaction by Providing Timely
and Accurate Information: Customer satisfaction is a key
driver of success in the financial industry. The institution
sought to enhance its customer service by reducing response
times and providing accurate, up-to-date information. By
automating various aspects of the collections process, the
institution aimed to respond more quickly to customer
inquiries and resolve issues more efficiently, thereby
improving overall customer satisfaction and loyalty.

2. Explanation of Issue & Resolution
2.1. Problem Statement
1. The collections department at the financial institution was

struggling with several issues:

2. High Volume of Cases: The department had to handle
thousands of collections cases daily, leading to bottlenecks
and delays. The sheer volume of cases was overwhelming,
and the manual processes in place could not keep up with
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the demand. This resulted in delayed responses and a
backlog of cases, which affected the department’s ability to
meet its targets.

3. Manual Processes: Many processes were manual, requiring
significant time and effort from the staff, which often led to
errors and inconsistencies. Data entry, validation, and case
tracking were particularly labor-intensive, contributing to
inefficiencies and increasing the risk of human error. The
manual nature of these processes also made it difficult
to ensure consistency and compliance with regulatory
requirements.

4. Regulatory Compliance: Ensuring compliance with
regulatory requirements was challenging due to the manual
nature of the processes. The complexity of the regulations
and the need for meticulous record-keeping added to the
burden on the collections team. Any errors or inconsistencies
in the data could result in non-compliance and potential
penalties.

5. Customer Dissatisfaction: The inefficiencies in the
collections process resulted in delayed responses and
resolutions, leading to customer dissatisfaction. Customers
were often frustrated by the slow response times and the
lack of accurate information. This negatively impacted the
institution’s reputation and customer loyalty.

2.2. Solution

To address these challenges, the financial institution decided
to implement Pega Decisioning and Case Management. The
solution involved several key components:

Pega Decisioning was deployed to automate repetitive
and time-consuming tasks within the collections workflow.
This included data entry, validation, and processing tasks that
previously required manual intervention. The automation of
these tasks resulted in significant time savings and reduced
errors.

Pega Case Management was used to streamline the handling
of collections cases. The platform provided a unified view of
each case, integrating data from various sources and enabling
better tracking and management. It also facilitated automated
decision-making processes, ensuring that cases were handled
consistently and in compliance with regulatory requirements.

1. Automated data entry and validation: Automated
data entry and validation processes ensured that data
was accurately captured and validated without manual
intervention. This significantly reduced the time spent
on these tasks and minimized errors. For example, Pega
integration was used to extract data from various sources,
such as customer records and payment systems, and
automatically enter it into the collections system. The data
was then validated against predefined decisoning rules to
ensure accuracy and completeness.

2. Automated case creation and assignment: Pega
Decisoning along with case management was used to
automatically create and assign cases based on predefined
rules. This ensured that cases were promptly assigned to the
appropriate agents, reducing delays and improving response
times. For instance, cases involving high-value accounts
were automatically assigned to senior agents with the
necessary expertise, while simpler cases were assigned to
junior agents. This helped to optimize the use of resources
and improve the overall efficiency of the collections process.



Lokiny N.,

3. Unified case view: Pega Case Management provided a
unified view of each case, consolidating data from multiple
systems into a single interface. This made it easier for
agents to access all relevant information and made case
management more efficient. For example, agents could
view customer contact details, payment history, and
communication logs in one place, eliminating the need to
switch between different systems.

4. Automated workflows: Automated workflows ensured
that cases progressed through the necessary stages without
manual intervention. This included automated notifications,
reminders, and escalations, ensuring that cases were handled
promptly and consistently. For instance, if a payment was
overdue, the system automatically sent a reminder to the
customer and escalated the case to a supervisor if no action
was taken within a specified timeframe. This helped to
ensure that cases were resolved quickly and efficiently.

5. Integration with existing systems: The solution was
integrated with the institution’s existing systems, including
customer relationship management (CRM) and enterprise
resource planning (ERP) systems. This ensured seamless
data flow and improved the overall efficiency of the
collections process.

6. Seamless data flow: Integration with existing systems
ensured that data flowed seamlessly between different
systems, reducing the need for manual data entry and
ensuring that data was always up-to-date. For example,
payment data from the ERP system was automatically
updated in the collections system, ensuring that agents had
the latest information at their fingertips.

7. Improved reporting and analytics: Integration with
existing systems enabled better reporting and analytics,
providing insights into the performance of the collections
process and helping to identify areas for improvement. For
instance, the system generated reports on key performance
indicators, such as the number of cases handled, the average
resolution time, and the rate of successful collections. This
information helped managers to monitor the performance of
the collections team and make data-driven decisions.

2.3. Advantages

The implementation of Pega Decisioning and Case Management
provided several uses for the financial institution:

1. Automated data entry and validation

Automated the data entry and validation processes, reducing
manual errors and freeing up staff to focus on more complex
tasks. This improved the overall efficiency of the collections
process and reduced the risk of errors.

+  Example: Payment Processing

Automated data entry and validation processes were
used to process payments more efficiently. For example,
Pega RPA extracted payment data from customer records and
automatically entered it into the collections system. The data
was then validated against predefined rules to ensure accuracy
and completeness. This reduced the time spent on payment
processing and minimized errors.

2. Improved case tracking and management

Provided a unified view of each case, improving tracking
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and management capabilities. This made it easier for agents to
manage cases and ensured that cases were handled consistently
and in compliance with regulatory requirements.

*  Example: Customer Communication

The unified case view provided by Pega Case Management
made it easier for agents to communicate with customers. For
example, agents could view customer contact details, payment
history, and communication logs in one place, eliminating the
need to switch between different systems. This improved the
overall efficiency of the collections process and enhanced the
customer experience.

3. Enhanced Decision-Making

Enabled automated decision-making processes, ensuring
consistency and compliance. This reduced the need for manual
decision-making and improved the overall efficiency of the
collections process.

*  Example: Payment Plans

Automated decision-making processes were used to
create and manage payment plans. For example, Pega Case
Management automatically calculated the appropriate payment
plan based on predefined rules and customer data. This ensured
that payment plans were consistent and in compliance with
regulatory requirements, reducing the risk of errors and
improving the overall efficiency of the collections process.

4. Better Customer Service

Reduced response times and improved the overall customer
experience by providing timely and accurate information. This
led to higher levels of customer satisfaction and improved the
reputation of the financial institution.

*  Example: Real-Time Updates

Pega Case Management provided real-time updates on the
status of collections cases, ensuring that agents had the latest
information at their fingertips. For example, if a payment was
received, the system automatically updated the case status and
notified the agent. This improved the overall efficiency of the
collections process and enhanced the customer experience.

2.4. Impact

The impact of implementing Pega Decsioning and Case
Management was significant:

e Operational efficiency: The automation of repetitive tasks
resulted in substantial time and cost savings. The staff could
focus on higher-value tasks, improving overall productivity.
The improved efficiency also enabled the institution to
handle a higher volume of cases without increasing staff
levels.

* Reduced processing times: The automation of repetitive
tasks significantly reduced processing times, enabling the
institution to handle cases more quickly and efficiently. For
example, the time spent on data entry and validation was
reduced by 50%, freeing up staff to focus on more complex
tasks.

e Cost savings: The improved efficiency resulted in
significant cost savings, as the institution could handle a
higher volume of cases without increasing staff levels. For
example, the institution estimated that it saved $1 million



Lokiny N.,

annually in labor costs due to the automation of repetitive
tasks.

* Reduced errors: The automation of data entry and
validation processes reduced the number of errors, ensuring
more accurate and reliable data. This improved the overall
quality of the collections process and reduced the risk of
errors.

* Improved data quality: The automation of data entry and
validation processes ensured that data was accurate and
reliable, improving the overall quality of the collections
process. For example, the error rate for data entry was
reduced by 80%, resulting in more accurate and reliable
data.

*  Reduced risk of errors: The automation of repetitive tasks
reduced the risk of errors, ensuring that cases were handled
accurately and consistently. For example, the risk of errors
in payment processing was reduced by 70%, ensuring that
cases were handled accurately and consistently.

e Regulatory Compliance: Automated decision-making
and case management ensured compliance with regulatory
requirements, reducing the risk of non-compliance penalties.
The improved compliance also enhanced the reputation of
the financial institution and reduced the risk of regulatory
penalties.

* Improved compliance: The automation of decision-
making and case management processes ensured that cases
were handled in compliance with regulatory requirements,
reducing the risk of non-compliance penalties. For example,
the institution achieved a compliance rate of 99%, reducing
the risk of regulatory penalties.

* Reduced risk of regulatory penalties: The improved
compliance reduced the risk of regulatory penalties,
enhancing the reputation of the financial institution.
For example, the institution estimated that it avoided
$500,000 annually in regulatory penalties due to improved
compliance.

*  Customer satisfaction: Improved response times and
the overall efficiency of the collections process led to
higher levels of customer satisfaction. Customers were
more satisfied with the timely and accurate information
provided by the institution, improving the overall customer
experience.

* Improved response times: The automation of repetitive
tasks improved response times, enabling the institution to
handle cases more quickly and efficiently. For example, the
average response time for customer inquiries was reduced
by 40%, improving the overall customer experience.

* Enhanced customer experience: The improved efficiency
and accuracy of the collections process enhanced the overall
customer experience, leading to higher levels of customer
satisfaction. For example, the institution reported a 20%
increase in customer satisfaction scores, improving the
overall reputation of the financial institution.

2.5. Scope

The scope of the implementation extended beyond the
collections department. The institution plans to expand the
use of Pega Decisioning and Case Management to other areas,
including loan processing, customer service, and fraud detection.
The success of the initial implementation has paved the way
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for further automation and process improvements across the
organization.

1. Loan Processing: The institution plans to use Pega RPA along
with decisioning and Case Management to automate the loan
processing workflow. This will include the automation of data
entry, validation, and decision-making processes, improving the
overall efficiency of the loan processing workflow.

*  Example: Loan Applications

Automated data entry and validation processes will be used
to process loan applications more efficiently. For example, Pega
RPA will extract data from loan applications and automatically
enter it into the loan processing system. The data will then
be validated against predefined rules to ensure accuracy and
completeness. This will reduce the time spent on loan processing
and minimize errors.

*  Example: Loan Approvals

Automated decision-making processes will be used to
create and manage loan approvals. For example, Pega Case
Management will automatically calculate the appropriate loan
approval based on predefined rules and customer data. This will
ensure that loan approvals are consistent and in compliance
with regulatory requirements, reducing the risk of errors and
improving the overall efficiency of the loan processing workflow.

2. Customer Service: The institution plans to use Pega
Decisioning and Case Management to automate the customer
service workflow. This will include the automation of data entry,
validation, and case management processes, improving the
overall efficiency of the customer service workflow.

*  Example: Customer Inquiries

Automated data entry and validation processes will be used to
process customer inquiries more efficiently. For example, Pega
RPA will extract data from customer inquiries and automatically
enter it into the customer service system. The data will then
be validated against predefined rules to ensure accuracy and
completeness. This will reduce the time spent on customer
inquiries and minimize errors.

*  Example: Case Management

Pega Case Management will be used to streamline the
handling of customer service cases. The platform will provide a
unified view of each case, integrating data from various sources
and enabling better tracking and management. It will also
facilitate automated decision-making processes, ensuring that
cases are handled consistently and in compliance with regulatory
requirements.

3. Fraud Detection

The institution plans to use Pega Decisioning and Case
Management to automate the fraud detection workflow. This will
include the automation of data entry, validation, and decision-
making processes, improving the overall efficiency of the fraud
detection workflow.

*  Example: Fraud Detection

Automated data entry and validation processes will be used
to detect fraud more efficiently. For example, Pega Integration
with external systems will extract data from customer records
and automatically enter it into the fraud detection system. The
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data will then be validated against predefined decisioning rules
to ensure accuracy and completeness. This will reduce the time
spent on fraud detection and minimize errors.

+  Example: Case Management

Pega Case Management will be used to streamline the
handling of fraud detection cases. The platform will provide a
unified view of each case, integrating data from various sources
and enabling better tracking and management. It will also
facilitate automated decision-making processes, ensuring that
cases are handled consistently and in compliance with regulatory
requirements.

3. Conclusion

The implementation of Pega Decisioning and Case
Management at the financial institution has transformed its
collections workflows. The automation of repetitive tasks,
improved case management, and enhanced decision-making
processes have resulted in significant operational efficiencies,
reduced errors, and increased customer satisfaction. The success
of this implementation highlights the potential for further
automation and process improvements across the organization,
positioning the institution for continued success in a competitive
financial landscape.

The success of the implementation has paved the way
for further automation and process improvements across the
organization. The institution plans to expand the use of Pega
Decisioning and Case Management to other areas, including
loan processing, customer service, and fraud detection. This
will enable the institution to achieve even greater operational
efficiencies and improve the overall customer experience.
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