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Expense (Delta) Daily 0.05 0.05 0.05 0.05 0.05 0.05 0.05
Net Benefit (Won MM) Daily 0.01 0.01 0.00 0.00 (0.01) (0.01) (0.02)
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2 WaEe ARASF
Contact Promise PKept Day
phept] Ratio TakenRatio Ratiol Intensity
QVOLUME Pearson ‘&34 & 899 () B96(+) 795 (%) -.158 ~.868(x%)
9385 (%) .000 .000 .000 .082 .000
N 121 122 122 122 122
Calls Pearson ‘37 5~ 391 () 128 317(+%) -.170 -.090
95385 (%) .000 161 .000 .061 323
N 121 122 122 122 122
Contacts Pearson “&¥#7A < 916(xx) .909() 780 () -2000) | -.802(xx)
98385 (%) .000 .000 .000 .027 .000
N 121 122 122 122 122
Promises
Taken Pearson ‘37 5 930 () .920() 822(xx) - 184(x) | -.821(x%)
T35 (%) .000 .000 .000 .043 .000
N 121 122 122 122 122
pkeptl Pearson “&¥Al 5 1 861 () JI57 () 146 =.735(3)
95385 (%) .000 .000 110 .000
N 121 121 121 121 121
Contact
Ratio Pearson “&¥Al 5 861 () 1 71 () -.169 -.885 (k)
938 (%) .000 .000 .063 .000
N 121 122 122 122 122
Promise
TakenRatio Pearson ‘37 5 57 (%) TT1(%) 1 —2500k%) | —.818(xx)
T35 (%) .000 .000 .006 .000
N 121 122 122 122 122
PKept
Ratiol Pearson “¢¥#Al 5 146 -.169 =.250(x) 1 257 ()
T35 (%) 110 .063 .006 .004
N 121 122 122 122 122
Day
Intensity Pearson ‘37 5 ~.735(%%) ~.885(k%) - .818(x) 257 (%) 1
T35 (%) .000 .000 .000 .004
N 121 122 122 122 122
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QVOLUME |  Calls Contacts | Thomises Intzfl'zity

QVOLUME Pearson A#7A% | 1 AdB(xx) | 958(kx) | 965(x*) - 868(x+)

#Fogs (4F) .000 .000 .000 .000

N 122 122 122 122 122
Calls Pearson 38715 | 448(x+) 1 B05(sx) | ATAGe) -.090

fFolgs (%) | .000 .000 000 323

N 122 122 122 122 122
Contacts Pearson “g#714~ | .958(x*) 505(%) 1 2996 (%) —.802(x3)

FegE (%) | .000 .000 .000 .000

N 122 122 122 122 122
PromisesTaken Pearson #7145~ | .965(x*) AT4(%) 996 (%) 1 —.821(x3)

frogE (FF) | .000 .000 .000 .000

N 122 122 122 122 122
pkeptl Pearson #7145 | .899(xx) 391Cxx) | 916(+*) | 930(x*) - 735(x%)

FogE (¥Z) | .000 000 1000 000 000

N 121 121 121 121 121
ContactRatio Pearson #7154~ | .896(x*) 128 909 () 920() —.885 (%)

FolgtE (FF) | .000 161 .000 000 .000

N 122 122 122 122 122
PromiseTakenR - pearson guAS | 795000 | B170) | 7806 | 822(s%) | ~8180e%)

FolgE (¥Z) | .000 000 .000 000 000

N 122 122 122 122 122
PKeptRatiol Pearson #7145 | -.158 -.170 —2000x) | -.184() 257(xx)

fFolstE (¥%) | 082 061 027 043 004

N 122 122 122 122 122
DayIntensity Pearson #AG | -.868(x%) -.090 —.802(kx) | —.821(x%) 1

Folgts (F%F) | .000 323 .000 .000

N 122 122 122 122 122
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ABSTRACT

A Study on the Optimization of Collection Strategy in
Collection Centers ; Based on the System Dynamics
Methodology

Park, Cheol Hwan

Major in Service Operations Management
Dept. of Business Administration
Graduate School, Hansung University

As a part of Call centers, the Collections center is regarded as one
of core competency of global and Korean financial institutes. However,
the operations of this Collection centers 1is still relying on the
accumulated experiences and knowledge based on trial and error due to
very limited proceeding studies. Among the various operations areas in
Collections Center, management of bucket 1 where the most of
Collections staff are working for early stage of delinquency up to 1
month is particularly important. Thus, the most of financial institutes
are managing this stage of delinquency directly without outsourcing to
external Collections agencies. Decision making for the proper level of
collection activities toward these early stage customers are extremely
important not only because of high weight in the total expense of
Collections centers but, also for the direct impact to the credit cost

driven by consequent write—off.
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In this study, an analysis on the proper level of collections activity in
terms of calling customer in early stage of delinquency was performed
by linking of system dynamics and past historic data of collection
center operation. As the result of this analysis, optimum level of
customer treatment in terms of calling intensity was obtained and over
treatment above the optimum level can cause the exceeding of incurred
collection expense for over treatment against the credit loss saving
impact obtained by this over treatment.

It is expected that this result of study can be applied to the mobile
carrier companies where they handle early stage delinquent customer
for the telecomm bill on the top of financial institutes. This study is
the 1% step for the overall optimization of collections center operation
and additional studies are expected for the optimum level of call
intensity by customer segment and optimum method of customer

treatment not limited to calling customers.

KEY WORD : Collections Strategy, Collections Optimization
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