


Siebel Collections

The collections module provides financial institutions with capabilities to perform the
collection function. It enables organizations to keep a track of delinquent accounts, develop
and execute collection campaigns and capture customer response.

Siebel Features

Collection system allows a company to identify
delinquent accounts and arrange them into predefined
lists so agents can follow up and obtain payment

Delinquent accounts can be grouped into buckets, for
example of 30, 60 and 90 days

Administrators can create assignment rules, managing
collection preferences and correspondence information,
automating the cure process, and enabling workflows

Collection agents, managers, or end users, use the Siebel
application to view work summary information about
delinquent accounts, execute collection tasks, and record
skip trace, bankruptcy, and legal information related to

delinquent accounts

Figure 1.1 on right describes the
typical administrator and end-user
procedures for Collection
Management. The administrator first
sets up the collection task, then
generates a campaign list, finally
setting up a workflow. The end user
procedures includes research on
delinquent accounts, then executes a
collection task, and finally manages
skip trace and impound service
requests.

Administrator Procedures End-User Procedures

Figure 1.1 Typical Administrator and End-User Procedures for
Collections

Sample Scenario for Collections

The following business scenario sample tasks performed by a Siebel administrator and
a collection agent. Your company may, however follow a different workflow according

to its business requirements.

Administrator Checks for Delinquent Accounts

An administrator at a bank can use Siebel to monitor accounts that are 60 days
delinquent and create a list of delinquent accounts. The administrator can then
assign these accounts for a followup on collections.

Bank Collection Agent Contacts Customers

A bank collection agent calls customers whose accounts are 60 days delinquent.
Prior to making her first call, she accesses the Collection Summary View to learn
more about the customer's financial accounts and payment history. Her first call
is to a customer who is 60 days delinquent on a vehicle loan. The collection agent
views additional information by drilling down on the Account # link.



Using an automatic dialer, the collection agent calls the customer. After the call
connects, the collection agent uses the call guide and summary information to
explain the purpose of the call. The customer explains his situation to the collection
agent and mentions scheduling a payment so the collection agent navigates the
Collections Promise to Pay view for recording the promise. In this view, she can
select several promise options, including single, two part, or long term. She can
also enter the amount and date information for each promise to pay. The collection
call ends.

In this scenario, an administrator is responsible for administering the Siebel
application and requires administrative responsibilities to:

¢ Generate a list of delinquent accounts from either Siebel
financial accounts, Core Banking Application, legacy
systems, or Oracle Business Intelligence

End users are collection agents. They enter information to:
e View summary information about delinquent accounts

e Execute collection tasks by contacting customers having
accounts that are past due and recording customer
responses and payment promises

e Record skip trace, bankruptcy, and legal information
related to delinquent accounts

End user’s are also collection managers. They review
information to:

¢ View their agent’s work summary information
to manage collection reassignments

e Approve or reject repossession SRs
Administering Collection Tasks

Siebel administrators can create a list of customers with delinquent accounts by querying
the Siebel application database, or by importing an external list from a third-party
application. In addition, the administrators define the collection assignments and
reassignments, promise-to-pay preferences, and so on.

Creating Assignment Rules for Collection Assignments

Within the Siebel application, the financial account is one of the data elements used
to identify a lease or loan relationship with a customer. When a financial account
becomes delinquent it becomes the responsibility of a collection agent.
Administrators set up a workflow to calculate the total days due based in the
financial account information and assign those accounts to a specific queue or
agent.

All changes to accounts can be done in real-time by using Assignment Manager.
The Siebel administrator can set up different criteria, for example Days Past Due,
that is then used for assigning financial account information to a collector.

Managing Collections Preferences
Siebel administrators use this screen to define and update factors that determine how the

collection process is executed, for example promise-to-pay preferences, PTP excluded
dates, PTP follow up dates, and default follow up activities.



Table 6. Collection Preferences View

Summary Comments
Preferences Describes the promise to peg/ preferences,
for example dollar amount and time tolerance

for the financial account.

PTP Follow-Up Defines the followup days for broken PTP by
method of payment.

PTP Excluded Dates  Lists the promise to pzéy excluded dates.
Administrators can add dates to define their
companies collections preferences.

Activity Follow-Up Describes the followup activities, for example
Inbound or Outbound Call.

Field Comments

Tolerance Amount The Tolerance Amount is the least amount of payment that the collection agent will tolerate from
the customer. How much Tolerance (in Amount & %) can be given for a Promise to Pay for various
accounts.

Based on this tolerance, promise-to-pays can be broken if the amount received is in the limits of the
tolerance on promised date. Therefore, the tolerance Amount is a check to evaluate if PTP records
are broken or not. The amount is the limit of tolerance.

Maximum Days in Future 10 (Promise-to-Pay Due Date Validation)

Not Today, Not on Sunday, Promise-to-Pay Due Date Validation
Not on Saturday check boxes

Min Days before Cure Cure Process, Cure Duration (Days) For example 55

Wait before follow up Repossession For example 2

Replace existing position Manual Assignment Preferences Checked

Managing Collection Correspondence Administration

The information captured in the Correspondence Administration view can be used to
automate the cure process. Associated with the financial account, the Collections
Correspondence Administration View provides the ability to select and automatically
generate predefined correspondence utilizing defined templates and selection criteria.

Automating the Cure Process

Letters can be generated for Cure and Notification of Sales (NOS) events. Triggering letter
generation through a button click initiates the business service method to call the cure
letter generation.

Administrators create the correspondence template and define rules before generating
the cure letter. Then they monitor accounts that meet cure conditions.
Administrators send cure letters to customers who are in default, typically these types
of letters explain that their account is delinquent before initiating a vehicle repossession
process. In addition to this type of a generic letter, administrators can also send letters
for notification of sale after repossessing a car from a customer. Administrators first create
a correspondence template for these types of letters using Word. Next they add the
template to the Correspondence Templates View and associate the template to existing
rules. To select the appropriate template and generate the letter, apply the procedures
that follow.

End-User Procedures for Collections

Collection agents, managers, or end-users review, understand, and act in the context of
a controlled, closed loop process, capturing action and followup dates for each step within
the process, compiling a full history of the collections interaction with the customer.
Because collection agents work with many accounts, they need to be able to quickly review
the summary account information about the financial account’s collection status and
contextual access to the appropriate next steps.



The collection agent can then make sure that all delinquent financial
accounts for a given customer are assigned to the same collection
agent, avoiding misinformation, confusion, and redundant customer
contact.

For example, if a customer with multiple accounts appear on two
different lists or is assigned to two different positions then the
assignment of the second account, the account in the lower bucket is assigned to the
collector responsible for the customer’s account that falls in the higher bucket.

Reviewing Account Summary and Related Account Information

Before calling an account in a collection task, agents use the Collection Summary list view
to review historical information about an account. After logging in to the application,
agents go to Work Summary list to check current status and see if it is correct. Likewise,
managers review the Manager Work Summary list view to see which accounts have
already been assigned and which accounts remain unassigned by agent.

Managing Collection Reassignments

Collection managers use this screen to select and reassign financial accounts in real time.
Workload and skills in the collection department are dynamic. It is often necessary for
the manager to reassign one or more financial accounts from one collection agent to
another on a temporary or permanent basis, and therefore overriding prior rules based
assignment.

Capturing Promise-to-Pay Records

One of the important events in the collections process is capturing a promise to pay (PTP)
for delinquent accounts. A PTP is a trackable promised amount of money to be paid by
the customer. It includes a planned date of payment, in addition to the expected mode
of payment. Breaking a promise represents a breach of trust, and is a flag for immediate
escalation of collections activity.

The Siebel CRM application supports the process of capturing a customer’s PTP, recording
the detail, and ensuring follow up to determine whether the promise is kept or broken.
Through a workflow in the Siebel application, the system can also determine if a particular
promise is broken or not. This requires that payment transactions exist in the Siebel
application or are brought into the Siebel application.

Managing the Cure Process

Companies send cure letter to a customer who is in default, that is their account is
delinquent, before initiating vehicle repossession process. In addition to this letter,
companies also send a letter for notice of sale after repossessing a car from the customer.
The requirement for sending the different types of letters is driven by state government
legislations. Through a letter administration view, Siebel collection agents can provide
a captive to capture the rules and templates for these letters.

Through parameters set in Collections Administration, time fences and activities which
vary state by state are defined. Correspondence is then initiated by the collection agent,
triggering a business process that validates applicability, timing, selection of the proper
template, and generation of the letter.

Managing the Repossession Process
A vehicle is repossessed when it is determined that due payments cannot be recovered

from a customer. A collection agent first determines, if repossession should happen. Before
repossession is initiated, multiple steps of promise to pay (PTP) and Cure Letter generation



must have been executed. A senior collection agent or collection manager must approve
the repossession process. An external agency executes the repossession of vehicles.

Managing Skip Trace and Impound Service Requests

Collection agents can use the following view tabs to record skip trace, bankruptcy, and
legal information:

e SKkip Trace. Companies who are unable to contact or locate
a delinquent customer, rely on a skip trace agency to track
down a customer. End users can use the Skip Trace view
tab to record the results of skip trace report.

Skip Trace has been created with an associated template for
capture of details required to initiate skip trace activities
internally or externally. Association with Siebel Activity
Plans enables automatic creation of default activities
associated with the Skip Trace process. Assignment Manager
operates on Skip Trace SR and associated activities to assign
the appropriate Internal or external resources

¢ Impound. Occasionally a government agency seizes a vehicle
for various reasons, for example if a vehicle is used for illegal
purposes. At other times a customer may abandon a vehicle
somewhere or not pick up a vehicle from a repair shop.
During this time, the government agencies or repair shop
informs the finance company (legal owner of vehicle when
a vehicle is leased) and the finance company then manages
the process of securing the vehicle

e Bankruptcy. If a customer files for bankruptcy, end users
can use the Bankruptcy view tab to track bankruptcy
information

e Legal. If a customer account becomes delinquent, end users
can use the Legal view tab to track information about
delinquent accounts

Most delinquent account situations are resolved through initial contact with the customer,
acceptance and fulfillment of a promise to pay (PTP). However seriously delinquent
accounts present additional challenges to companies and often require legal or outside
party involvement. There are four primary actions to be taken:

e Referral to an outside collections agency. For more
information, see the procedure on how to assign a service
request to a outside partner that follows

e Initiation of skip trace activities. An example of a skip trace
activity is trying to locate a debtor who cannot be reached
through existing contact information. For more information,
see the procedure on record skip trace information that follows

e Processing impound notifications. Often impound
notifications arise when physical possession of a vehicle against
which collections activities are in process, for example
abandonment at a repair facility or impound by police. For
more information about impound service requests, see the
procedure on how to add impound service requests that
follows

e Repossession of the vehicle from the debtor. Defined above



Managing Insurance Information

Companies must track the insurance policy associated with the vehicle. Absence of a valid
insurance policy triggers activity, often thought the collections organization, to contact
the customer and secure proof of insurance, or ultimately to secure insurance on the
customer’s behalf at the customer’s expense. Using the Siebel CRM application, collection
agents keep track of a customer’s insurance policy by associating the insurance policy to

a financial account.

Siebel Collections Correspondence View

Siebel Collections Repossession




Siebel Collections Insurance Management

Siebel Collections Summary View




Siebel Financial Accounts VView for Collections

Siebel Collections Activity Management
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