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LOCAL AUTHORITIES, as well as other organisations such as utilities and telecoms, may face a 
tougher challenge collecting revenues from customers in the current economic climate. A change 
of mind-set from “debt recovery” to “customer support” may benefit organisations wishing to 
get paid on time. At the same time, new possibilities afforded by technology and data mining 
enhancements offer an opportunity to rethink communication strategies to provide real-time, 

flexible, customer-friendly and far more effective engagement and recovery strategies.

Introduction 



“89% of all consumers polled in 2021 suggest they prefer to 
communicate with organisations via messaging and other 

forms of digital engagement.”
-

Paul Nield, Saascoms

1. New opportunities available to support business growth.
2. Fresh ways to improve in key local authority, utilities plus telecoms.
3. Insights and new ideas within the collections industry.
4. How to improve digital communications systems for customers.
5. How to build better relationships with debtors leading to improved collection.
6. How to obtain and use new data sources.
7. Sharing of improvement strategies.
8. How to manage debt collection agency relationships, now and in the future.
9. The use of technology in collections.
10. How key suppliers into the industry are developing.

The first Saas Comms customer communications summit, a joint venture between Saascoms 
and Credit Today, explored debt recovery communications strategies principally for local 
authorities and utilities firms, began to explore these issues.*

If you’re thinking about...

then this is for you.

Who is this for?

Let’s begin.



Tomorrow’s World

The number of people who sought 
financial help per week from 
PayPlan in 2021, as shown in their 
insight into the Cost of living Crisis

The economy and your business

Part 1

3000

The amount that the volumes of 
calls to PayPlan then increased in Q1 
of 2022

32%

The percentage of our backbook 
that pay less than £200 per month 
into their DMP and will need 
support to improve their resilience

75%

What is happening as a result of the 
current economy?

• Cost of living increases may well 
get tighter 

• New debt cohort unfamiliar with 
debt but willing to pay. 

• People will pay, but for smaller 
amount over a longer period 
of time. 

• Capacity limits within 
organisations will impact ability 
to handle influx £ collected v £ to 
collect ratio needs to be 
re-examined.

What does this mean for
my business?



• The focus on self-service can boost efficiency.

• Flexible to business and customer.

• Example benefit: digital letters leading to 

1,300% ROI.

• Contact strategy benefits: digital advisors six 

times more productive.

• Digital “always on”, can mitigate “human 

centric” limitations and cost-to-collect ratios.

• More tools in your kitbag can increase right 

party contact rates.

• Only scalable businesses with digital 

solutions can cope.

• Invest and look.

Digital in a nutshell:

Contact rates within 
the Industry

“A lot has changed since 
the first i-Phone 12-13 years 

ago. Self-serve portals, 
2-way conversations…even 

digital comms teams!”
-

Paul Nield, Saascoms



• Low-cost messaging, SMS, email, also feature rich 

like SMS to self-serve portals.

• Secure self-serve portals, mini app, file uploader, 

validation, pay as you use facility.

• Conversational platform – centralises all non-voice 

comms together: SMS, webchat, secure inbox, 

email, what’s app, FB messenger.

• Trainable chat bot to read the chat and assign 

action according to business requirement, and 

intent & sentiment.

• Dedicated credit & collections chatbot engine 

24/7/365 solution.

• No commitment relationship.     

• Heavy lifting (ID and validation checks)

• Frees up advisors.

• Easily identify vulnerability across a plethora of 

digital comms.

The tools available

Artificial intelligence;
why the fuss?



• Robotics help deflect traffic into the 
business.

• Online communities are good
• 24/7/365 is essential.
• Spin-offs include flexible staffing 

levels and outsourcing are also 
possible.

• Bots and AI here to stay.

Break down your review into three parts: 

• Service strategy.
• Culture and organisation design.
• Performance improvement, related to 

targets. 

Think carefully about your mix of channels. 
You don’t necessarily have to offer as many 
as possible

Your review in brief

• A recent ROI for digital collections using 
Saascoms platforms showed £11 back for 
£1 spend.

• Industry low ratios of agents 
to customers.

• High engagement and payment rates, 
with few customers going to collections.

• A path of digital improvement and 
transformation.  

Profit Metrix 



Data, Vulnerability and 
Sharing Best Practise

Part 2

Data Sources

It’s imperative to shift the mindset away from 
traditional data sources... We’ve got a very volatile 
situation across the globe. Whenever there’s 
increased risk, you need additional data sources 
to understand the new circumstances.

Simon Gregory, Data On Demand

“
• New sources of data are coming onto the market, across the full customer lifecycle.
• Data can support decisioning associated to affordability, credit risk, vulnerability, early arrears 

and debt.
• Existing data sources tend to focus on what has happened in the past. Alternative data 

sources include live insights into what is happening now for the consumer. Sources include 
multiple online application processes including sub-prime loan application and also  
self-declared consumer vulnerability datasets such as the Vulnerability Registration Service.

• From a contact strategy perspective, significant improvements, eg 40% can be made to 
contact data such as mobile numbers and email to support better engagement. 

• Vulnerability indicators can include changes to employment status, relationship, frequency 
of applications, loan amounts, loan purpose (e.g. Bill payment). 



Ways to communicate data:

• Manual Search.
• API.
• Regular Batch Appends.
• Access via existing technology platforms. 

Vulnerability; Indicators and Strategies

• Vulnerability will be defined different for different businesses. Make an informed decision on 
how you define it as a business taking into account regulatory requirements.   

• Take the onus to be more proactive in your approach. Identifying and taking action on 
data which highlight the changes which may lead to vulnerable circumstances for your 
customers.  

• Signs include relative drop in income or change in employment status, but creditors should 
not rush to label customers as being “vulnerable” directly. 

• Including customers in contact channels which open up the possibility of support may 
provide the best strategy. A broader approach which doesn’t make the customer feel 
targeted.  

• Vulnerability is proportionate with expected segmentation varying significantly between 
products and sectors.  

• High level categorisation can be a good place to start (again in line with regulatory 
guidance). For example: highly, currently, or historically vulnerable to help identify those 
most in need. Remember that consumer vulnerability is transient and regular monitoring is 
key.  

• Finally put yourselves in the customer’s shoes. Factor in that consumers may be scared to 
ask for help, it may be the first time experiencing these situations. Make sure you have the 
flexibility to make their process as easy as possible such as enabling digital communication 
strategies.  
 



A Step Change for Councils 

• Councils are not a homogenous group, and will have different strategies according to circumstances 
and demographics.

• Revolving debt and in-year collections may be detrimental for some people in financial crisis with 
arrears and on-going liabilities to pay. 

• As a result, focussing entirely on short-term collection rates may prove costlier long term where 
there is a cost burden on councils to provide welfare support to an expanded indebted community.

• Technology is huge part of debt resolution and used extensively in civil enforcement and by some 
local authorities where budgets permit.

• “Vulnerability may be vary for individual needs and does not always mean an inability to pay debts.
• Developments and improvements begun in the commercial sector, post credit crunch, are now 

filtering through to sectors like utilities and the public sector.  
 

Sharing, Learning and Proof Points 

• Central and local government are trying to collect debt, but cautiously. There is real appetite to 
engage with new comms channels and utilise data analysis.

• Debt collections agencies also work on behalf of government, eg HMRC and DVLA.
• HMRC have done extensive work interrogating data from benefits to provide a complete view of 

the customer.
• The HMRC pilot brought significant money from previous years’ debt through unclaimed benefits. 

See Cabinet Office, for specific contact, please get in touch. 
• Understand how certain channels might make it easy or difficult to pay.
• Focus on behavioural science and getting people to respond better – new and proven techniques.
• Councils and utilities can “catch up” with consumer creditors’ debt recovery strategies. Some 

councils will be early adopters and others will follow. 
• Critical mass of transparency through e.g. Open Banking can lead to more data sharing and new 

best practice, including use of technology to segment cohorts.
• If you’re using DCAs, checking everyone’s situation every six months won’t help. Look at the real 

world of how things are now. 
 

Digital Economy Act 

• Public / private sector partnerships can lead to access to a whole raft of data that wasn’t 
available before.

• Teams in the cabinet office and treasury set up pilot scheme and data sharing schemes and 
support all sorts of public bodies to interrogate data that’s held centrally and locally. The data is 
also shared with the private sector where they contract through public procurement schemes. 

• Systems and processes are not just designed for long-term debt but are responsive to people 
capable of managing; think money advice not debt advice.  



Insights from a recent portfolio analysis on an unsecured consumer finance portfolio.

Process: 

1. Due diligence and data processing agreement.
2. Data Input specification and secure transfer portal access.
3. Client data file uploaded – data on demand run data append.
4. Analysis and feedback provided including exec summary and raw data.

Example Portfolio Analysis



Segmentation and 
Vulnerability

“Vulnerability doesn’t necessarily mean 
inability to pay. Most people want to pay off 

their debts. For people with volatile incomes 
or zero hours’ contracts, their ability to pay 
fluctuates. We need to think how we can 

give people more control over restructuring 

and repaying their debts.”

-
Russell Hamblin-Boone, 

CIVEA

• Segmentation allows councils and 
other creditors to focus on individual 
circumstances and target their limited 
to resources to best effect. 

• Look at previous interactions with 
customers, new debtors, channels and 
messages. 

• Ask – what is your preferred contact 
method? - as an introductory tactic, to 
help define subsequent strategies

• Stratify according to first time missed 
payments (gentle reminder), or repeat 
non-payments (faster response and 
SMS). 
 

• Signpost to sources of help according 
to circumstance, generic signposting to 
debt advisers leads to higher drop off 
rates. 

• Factor in the factor pride. Engagement 
will always be key. 
 
 

Use a third party under a 
different brand name to 
contact on your behalf. 
These partners don’t have to 
collect money, but can build 
engagement, and feedback 
insights which can help lead 
to payment plans. This can 
take place prior to any use of 
DCAs. 
 

• Establishment of contact 
is key, especially where a 
customer may be falling 
into debt for the first time.

• Digital can remove the 
barrier of a conversation, 
where people prefer not 
to talk.

• Old are just as likely as 
young to use digital and 
self-serve.

• Giving customers the 
power to choose the 
means of communication.  
 

This can help both the 
private and public sector. 
to engage with each other

• Partnerships are on the up 
between the sectors.

• Help to move away from a 
“heavy handed” approach 
to debt recovery, and 
share tools to engage. 

• Fees need not be passed 
on to the creditor.

Sharing Knowledge 
and Insights

Key Points Revisted:Third Party



The Review Process

Part 3

Local councils and businesses should not 
approach the problem on their own. There’s more 
ways to skin a cat now.

It’s about starting conversations.

Simon Gregory, Data On Demand

“

• Identify the current strategy. Letter, 
email? Are emails being checked, eg 
through DKIN, or SPF security spam 
filters?

• What response levels are you getting?
• What’s the active management of the 

strategy?
• For local councils, RPC (right party 

contact) may, but always, be higher.
• Ask questions like when’s the best time 

to call, integrate with other solutions, 
redefine the strategy.

Sharing Knowledge 
and Insights

Routes to Digital:
Length of Process

• One to two weeks to give a full overview 
of the current portfolio and the types of 
process they want to set up to refresh 
data and understand regular customers.   

• The cloud and SAS products make it 
much easier for companies to take on 
suppliers.

• As little as a week to get a trial concept 
out, on a no commitment basis.   

• The other factors to consider are due 
diligence and contracting, as well as 
resources.



Testing, Technical and Marketing 

• As a starting point, ask – what does your data look like?
• Think also – digital channels and organisational structure.
• Do A and B testing  to see what comms work. You will learn from “bad” responses as well as “good”.
• On the technical side, think experts in creating clean, accessible data. You must have an analytical 

person, for example operational IT.
• Data/information will be shared from internal platforms (CRM, customer relationship management) 

to the external providers’ platforms via data uploads. Reporting will also be sent back from the 
external comms provider.

• The key to understanding any trials is understanding the deliverables.  
• On the marketing side, think experts in engagement, response and interaction. 

 
 
 
 
 
 

 
Ready to Respond?

• If you have a call to action, where a customer needs to do something, you need a human at the 
end of that.

• Make sure your operational teams are briefed / primed / ready. Know what to expect coming in.
• Forecast and plan engagement response rates: how many do you send, how many do you get 

back, what will the response profile look like?
• With the right system, you can schedule/pause/dash/monitor. Dynamically allocate the 

send capacity. 
 
 
 
 
 
 

Digital Economy Act 

• Over the short to medium term, think - will the government impose austerity and impose 
similar demands on for example the public sector to recover revenue.

• How will you mix these demands: the demand to provide and the demand to collect?
• Use technology to reimagine debt recovery and to rethink what revenue collection looks like. 
• Think adaptive, individual response rather than policy based, standard and homogeneous.

“The main change is from the top of the organisation down, 
changing the view of collection from collecting a debt to 

serving a customer. Be flexible.”
-

Mark Adams, Sooth Consulting

“The outcomes might be the same, but over a greater period 
of time. It requires more advanced thinking than perhaps 

most governments allow themselves.”
-

Russell Hamblin-Boone, CIVEA



Recap
Part 4

The main change is from the top of the 
organisation down, changing the view of 
collection from collecting a debt to serving a 
customer. Be flexible.

Mark Adams, Sooth Consulting

“
• The economic environment may well get tougher, with potentially more people in arrears, 

but credit needed now more than ever.
• Vulnerability doesn’t mean inability or lack of desire to pay.
• Do you have sufficient self-serve options, 24/7/365?
• Digital can be a much easier solution than advisor-based.
• Think organisational design. Maximise the value of incoming responses.
• Agents need to be well-trained in flexibility and negotiation, as there may well be a broader 

range of potential ways to get people to pay.
• Test and learn to change quickly, with the right platforms to make swift adaptations. 

A Quick Recap



• Separate the two.
• If someone misses a 

payment, it might be a blip.
• Treat them differently from 

long-term debtors.
• Recognise that people will 

need longer to clear long-
term debt.

• Don’t eat into the ongoing 
and recurring bills.  

Long Term Debt vs 
Regular Payments

Fancy an award?

Get in touch! We are happy to talk or see face 
to face any organisation. If you think you are 
already achieving excellence, then please get 
in touch for the Saas/Credit Comms awards, 
run for local authorities (rural and urban, 
utilities, and telecoms).

Stay tuned too for Saas Comms 2 (2023). If you 
would like to register an early interest, would 
like to speak, exhibit or attend, or you would 
like an on-site consultation with one of our key 
suppliers, please email.

Contact us at info@credittoday.co



Credit Today, Saascoms, Sooth Consulting, Data On Demand, CIVEA

List of participating organisations and contact points

Contact and Next Steps

Thank you.

paul.nield@saascoms.comwww.saascoms.com +44 01785 240680 The Moat House
133 Newport Road

Stafford
ST16 2EZ


