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CO-CREATION LEADS
TO REDUCTION IN

OPERATIONAL
COSTS BY 18%
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AS WE KNOW...

Energy and utility companies are under
increased pressure to offer better customer
experience. But improving customer
experience in debt operations is a challenging
task. A streamlined and structured approach
is required to improve customer service in
debt recovery processes.

THE CHALLENGE FOR THE
ENERGY COMPANY WAS...

Its bad debt had touched 2.6 percent and the
company was losing revenue due to drawbacks
in the debt recovery process. Operational costs
were increasing as a result of inadequate
processes and complex documentation. There
was high customer churn due to poor customer
experience in the debt collection process.

The incumbent vendor had failed to outline the

process and meet the service cutover deadlines.

The energy company leveraged WNS’' domain
expertise to transform its debt collection

operations and improve customer engagement.

HERE'S WHAT WE
CO-CREATED
AS A SOLUTION...

A swift and seamless transition of employees
from the existing vendor was done in just four
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months, with minimal impact to the end
customer. WNS' mature and result-oriented
transition methodology ‘ENABLE’ was deployed
to accommodate the unique requirements of
the client. Thirty projects were identified in
three areas — debt, customer satisfaction and
cost-to-serve — that were negatively impacting
the client’s operations. These processes were
streamlined and re-designed. The energy
company’s revenue was getting impacted
because every quarter unallocated payments
in Electronic Funds Transfer (EFT) remittances
amounted to AUD 8 Million. On a monthly basis,
debt due to customer disputes hovered around
AUD 2 Million.

WNS prioritized high-dollar value accounts

and proactively followed up with customers

for successful closure of payments.

A multi-channel approach was introduced to
reach non-paying customers. An incentive
program was launched to encourage customers
to make early payments.

For the first time in the debt recovery space, the
energy company looked at implementing Net
Promoter Score (NPS) to measure customer
satisfaction levels. Increasing the

NPS in a debt collection function was an
extremely challenging ask.

WNS used text and sentiment analytics
to mine data from 500 e-mail surveys and
assessed customer satisfaction at both
process and agent levels. Insights from
this assessment were used to further
improve agent performance and the
debt collection operations.
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TH E UUTC 0 M ES FRUM = Operational costs reduced by 15 percent

= WNS delivered an operational efficiency of

THE PROCESS OF e

Every quarter, the back-office function was able
CU - c R EATI 0 N ARE to seamlessly handle volumes to the tune of
e AUD 250 Million, and 98 percent of this amount
was converted into direct revenue for the
The client’s bad debt was halved. The debt energy company. WNS also helped convert
recovery operations, which had been a major AUD 1.4 Million of the AUD 1.6 Million payments

source of concern for the company, became in suspense accounts into revenue for the

more structured and streamlined. company. The transformation of the client’s

Additi " debt collection process also improved its
itionally: . . .
Y customer experience in this space.

= Unallocated EFT payments reduced from
AUD 8 Million to AUD 63,000

Streamlined operations
led to significant
reduction in bad debt
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WNS (Holdings) Limited (NYSE: WNS) is a leading
global Business Process Management (BPM)
company. WNS offers business value to 350+ global
clients by combining operational excellence with
deep domain expertise in key industry verticals,
including banking and financial services, consulting
and professional services, healthcare, insurance,
manufacturing, media and entertainment, retail and
consumer packaged goods, telecommunications and
diversified businesses, shipping and logistics, travel
and leisure, and utilities and energy. WNS delivers an
entire spectrum of business process management
services such as customer care, finance and
accounting, human resource solutions, research and
analytics, technology solutions, and industry-specific
back-office and front-office processes. WNS has
delivery centers worldwide, including China,

Costa Rica, India, the Philippines, Poland, Romania,
South Africa, Sri Lanka, Turkey, U.K. and U.S.

To know more, write to us at

marketing@wns.com or visit us at www.wns.com
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