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SYSTEM AND METHOD FOR SUPERVISING
ACCOUNT MANAGEMENT OPERATIONS

FIELD OF THE INVENTION

The invention relates to the field of financial support services, and in particular, to
the use of advanced account metrics to manage, evaluate and reward customer service
representatives or other service agents performing account management in a bank or other

institution.

BACKGROUND OF THE INVENTION

Customer Service Representatives (CSRs) are employed by banks and other
companies to handle inquiries by account holders regarding their accounts, and to contact
account holders regarding market promotions, delinquent accounts and other programs.
The CSRs may handle credit card accounts, mortgages, personal loan or other types of

accounts.

When contacting delinquent account holders, for instance, CSRs are often directed
to try to obtain a promise from the account holders to pay a certain amount of the balance
due. Each CSR may be made responsible for a certain number of late, underpaid or
otherwise delinquent or noncurrent accounts. For example, a CSR may be assigned a set
of delinquent or other accounts, and may have inbound or outbound calls on those
accounts distributed to them via an automated call engine while on shift. The amount that
the account holders promise to pay may be determined by discussions between the

account holder and the CSR servicing the account.

Large banks and other organizations may spend significant resources, sometimes
millions of dollars per year, to staff and employ CSRs around the clock in such concerted
service and collection efforts, at call centers, Web centers and other facilities. However,
it is difficult to measure whether this deployment of CSRs is beneficial to the bank, or
how productive the efforts of the call center or other CSR facility are in terms of

improving account performance.

One known method of evaluating collection operations is to measure the

percentage of promises to pay by delinquent account holders that are kept within a
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specified window of time. Another method is to measure the average size of payments
which are fulfilled. A third method is to measure the percentage of promises kept per
hour worked by CSRs.

However, these and other methods of evaluating CSRs and other personnel
encourage those personnel to emphasize behaviors that may not be optimal to the bank or
other institution. For iristance, one incentive these conventional measurement schemes
present to CSRs is to request promises for payment sizes that are smaller than what an
account holder may be able to pay. Since an account holder is more likely to make good
on a smaller payment, CSRs may tend to be satisfied with promises for smaller payments
so that there is more likelihood that the payment will be made. Since the CSRs may
receive bonuses or other awards based on the number or percentage of promises to pay
that are kept or the number of payments kept per hour worked, regardless of amount,

securing the smaller payments may be advantageous to the CSR.

Although a high percentage of promised payments made appears efficient, and
may make the CSR appear productive, the total amount of the payments made or the
payments made to each particular account may not be fully advantageous for the bank or

other institution on an overall basis.

Even when this effect is somewhat taken into account by using a metric such as
average payment size, one large up front payment could raise the average for a given set
of accounts handled by a CSR. Securing such a payment may induce the CSR to be
satisfied with smaller payment promises or forbearance for the remaining balance on that
account, or on other accounts for a measurement period when greater amounts could be

secured.

There are moreover further account considerations not addressed by promise-kept

or averaging techniques. If the amount of the payments made on account are generally
“small, such as, for example, a quarter or half of the amount that is owed on the balance
for the last month, receiving the payment may not change the delinquency status of the

account. That may not serve the goals of the bank or other institution.

Credit cards for instance are unsecured loans. Under financial regulations, if an

account is delinquent for a certain number of months, a bank may no longer be able to
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record list that account as an asset. Thus, receiving only a portion of one month’s regular
calculated payment may not beneficial to a bank if even after the payment, the account

may remain delinquent by the same number or greater number of months.

In the collections industry accounts may consequently be classified or staged, for
delinquency purposes, in categories sometimes called “buckets”. Each bucket may
represent the number of months that an account is delinquent. For example, the accounts
in “Bucket 0” are not delinquent (current), the accounts in “Bucket 1” are one month
delinquent, and so forth. Experience has shown that a majority of the accounts in Bucket
1 or Bucket 2 are likely to move back in to Bucket O within a relatively short time, and be

restored to current status.

However, when an account moves beyond Bucket 2, the account is empirically
lesé likely to move back to Bucket O and may be more likely to descend into lower levels
of delinquency. Therefore, it is be beneficial to a bank or other entity to efficiently move
accounts to Jower numbered buckets, that is, to a better state of currency. The bank may

then maintain the accounts as recordable assets.

For example, if a bank can not list an account that is over seven months delinquent
as an asset, receiving a quarter or a half of a month’s payment on such an account may
not be enough to change the account’s delinquency status. The account will thus progress
past the maximum delinquency allowance, so that the bank may not be able to record that
account as a receivable asset. At that stage some banks may send or sell the account to a
separate collections facility, and the account may have to be written off for tax, regulatory

or other purposes.

Thus, a partial payment received by the bank which does not move the account up
to a less-delinquent status may not help the institution’s bottom line, although it may
make the CSR seem efficient and help the CSR earn a bonus or other incentive under

promise-kept or other conventional schemes.

Although certain banks have tracked the aggregate movement of an accounts
through different levels of delinquency in the past, movement of accounts through
buckets have not been used as a management tool at least at the level of CSRs or other

employees. Thus, managers have not been able to assess the impact individual that CSRs,
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teams of CSRs or other units have on so-called roll rates (movement of accounts between

buckets) and other aspects of financial performance. Other drawbacks exist.

SUMMARY OF THE INVENTION

The invention overcoming these and other problems in the art relates to a system
and method for supervising account management operations, which in one regard are
capable of tracking and quantifying account movement through different stages of
delinquency at the level of individual CSRs, groups of CSRs and other organizational
levels. The invention in one respect includes a method and apparatus configured to
record account movement in a delinquency movement matrix (DMM), and other data and
reporting structures. The invention may permit managers to monitor and model the
performance of collection and other operations according to results such as balances
shifted upward in currency, and other metrics which may be most functionally

meaningful to the organization’s goals.

According to the invention, account tracking information may be obtained from a
set of data tables for a predetermined window of time following receipt of a promise to
pay. Information inserted into that table or other record may include an account
identifier, updated account information, chargeoff information, payment amount and
other information. A server or other resource may generate a report indicating the
movement of the accounts between buckets for predefined accounts or groups of
accounts, CSRs, teams of CSRs or other units based on the payment history table and

other information.

The invention may thus generate one or more metrics related to the accounts in the
institution’s portfolio, including to track how accounts move through different levels of
delinquency over time. The invention may record data reflecting the performance of
individual CSRs, in one embodiment by multiplying the number of buckets or levels

moved by the account balance so moved.

In another regard the invention relates to data processing and other equipment,
software, logic and other resources configured to track the movement of accounts through

the different thresholds of delinquency, as well as to generate reports and other
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information at the Ievel of individual CSRs, teams of CSRs, groups of teams of CSRs and

other hierarchical levels in a scalable fashion.

BRIEF DESCRIPTION OF THE DRAWINGS

The invention will be described with reference to the accompanying drawings, in

which like elements are referenced with like numerals.

Figure 1 shows an illustrative network architecture in which the invention may be

operated.

Figure 2 illustrates a report generated according to an embodiment of the
invention showing movement of consumer accounts through various delinquency status

categories.

Figure 3 illustrates a flowchart of account processing according to an embodiment

of the inventions.

Figure 4 shows an illustrative network architecture in which the invention may be

operated, in another regard.

Figure 5 illustrates a report generated by en embodiment of the invention, in

another regard.

Figure 6 illustrates a cumulative contribution curve, illustrating how individual
CSRs or other agents may contribute to total balance-bucket or other recoveries or

metrics on a running basis, according to an embodiment of the invention.

DETAILED DESCRIPTION OF PREFERRED EMBODIMENTS

As illustrated in Figure 1, according to an embodiment of the invention a promise
for payment on an account may generally be negotiated by CSRs or other employees,
agents or other personnel at an operations facility 110 acting on behalf of an account
holding or other institution. The promise may be received from one or more account
holders who may be in contact with the operations facility 110 via dial-up or other
telephone connections 102, Internet connections 104, mobile connections 106 such as a

mobile telephone communicating with a mobile switch 108, or other channels. In the
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architecture illustrated in Figure 1, the CSRs or other personnel may operate telephone
equipment and one or more agent workstations 112 or other equipment to enter and

retrieve data and manage accounts and other information.

The agent workstations 112 may communicate with an operations server 114 to
record account information in the account database 116, generate reports and generally
manage collections and other operations. It will be understood that although operations
facility 110 is illustrated as a single site, in different implementations of the invention one
or more resources may be distributed to different data centers, call centers of other

facilities.

As illustrated, negotiations thus may be conducted and payment promises may be
made to a CSR or other agent over the telephone, the Internet or any other communication
medium, for instance at a call center, Internet center, in person at a banking or other

office, or at or through other local or remote locations and facilities.

As shown for instance in the architecture of Figure 4, which illustrates a data flow
of the invention in another regard, once received the CSR may record the promise to pay
in an action table 502, for instance using workstation 112 communicating with operations
server 114. The action table 502 may contain a record of all the work done by CSRs on a
daily or other basis including promises obtained, promise amount, CSR identification

information and other fields.

The action table 502 may communicate with a rolling activity table 510 reflecting
overall activity related to accounts, and communicating with other tables and resources.
The invention may retrieve the records of each account added to the rolling activity table
510 since the last retrieval, including records reflecting payment and other activity by or
from cardholder 504. '

The invention may retrieve the baseline delinquency of each account at the time
the promise is received from a cardholder table 508. The baseline delinquency may be
recorded with the account and promise information in the rolling activity table 510 or

other record.

According to the invention the movement of accounts across different levels of

delinquency may be tracked after a predetermined time period. For example, the
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accounts for which promises have been received may be tracked after 10 days. Other
periods of time may be used. A period of time less than a normal account statement
period may be preferable, so that movements to higher account status may be reflected

within a regular reporting period.

The invention may check to see if the account remains present in the cardholder
table 508 after the predetermined time period. If the account is present in the cardholder
table 508, the invention may retrieve updated account information from the cardholder
table 508 and compare the baseline delinquency of the account to the updated
delinquency of the account. If the account is not present, processing of that account may

terminate,

In this regard, the network of the invention may obtain the current cardholder
table 508 or other information from a separate data warehouse or processing facility, such
as via nightly or other periodic download from the commercial First Data Resource or
other data service, which may be in CD191 or other file formats. Other data sources,

formats and infrastructures are possible.

If an account is not present in the cardholder table 508 the network of the
invention may check if the account has been charged off (i.e., dropped from the account
database 116 or other records because the delinquency period has extended beyond the
maximum allowed delinquency period). If the account has been charged off, the bucket
for the account may be set to the highest bucket or delinquency rating number plus one.
For example, if the maximum allowable period of delinquency is 7 months, the highest

bucket number may be 8 indicating charge off.

If the account has not been charged off, the bucket for the account may be set to 0,
indicating that the account is assumed to have become current. Other flags and

conditions are possible. Once charged off, accounts may be stored in charge-off table
514.

The network of the invention may obtain payment information from a payment
table 518 for a predetermined time period following receipt of the promise. The
invention may insert each of the accounts tracked, the updated account information for

each account, chargeoff information and the payment information for each account into a
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processed promises table 516 or other record reflecting which promises on payment have
been fulfilled, which have not been fulfilled, have been rescheduled, and other

information.

At daily, weekly or other time points, the network of the invention may receive
information from the rolling activity table 510, processed promises table 516 and other
resources to feed a delinquency movement matrix module 512. The delinquency
movement matrix module 512 may generate reports, including reports indicating the

transition of different accounts through different currency levels for a time frame of
interest. The output of the delinquency movement matrix furthermore may include
results derived from individual CSRs, teams of CSRs, groups of teams of CSRs, lines of

business, divisions, sites or other units of the processing institution.

The delinquency movement matrix module 512 may also receive information
from, or provide access to, other resources including a web interface 520 and an
organizational hierarchy 522 to genetate selectable reports. Web interface 520 may
provide CSRs, supervisors, accounting personnel or other authorized employees, agents
or others to view, search, update or otherwise manipulate the delinquency movement
matrix 512 and reports generated thereby, or associated information. The Web interface
520 may be accessible through, for instance, dial-up connections, network-enabled
wireless or other connections. Different implementations of the Web interface 520 may
incorporate security features such as passcode, biometric, Secure Socket Layer (SSL) or
other security techniques to regulate access privileges, e-mail availability and other

resources.

The delinquency movement matrix module 512 may likewise
communicate with the organizational hierarchy 522, such as a database of a corporation’s
CSRs or other employees, groups, teams, locations, divisions, subscribers or other units
or assets of that organization. Interrogation of the organizational hierarchy 522 may
permit generation of team-level, division-level or other combined reports on account

management and service performance.

In one regard, the ability to generate multilevel reports may be exploited to
produce output such as the contribution curve illustrated in Figure 6, which shows the

running total of weighted balances moved as individual CSRs, teams of CSRs or other
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resources are added to service deployment. Tapering contributions as shown in that
figure may indicate a yield opportunity to the management of the organization. Similarly,
the delinquency movement matrix module 512 may communicate with an incentive and
analysis module 524, which may record CSR, team, division or other performance data,
based on weighted balance-moved, risk factor or other metrics. Performance awards,
compensation and other management incentives may be based on the calculations carried

out by the incentive and analysis module 524 and other information.

The information collected by the delinquency movement matrix 512 module may
be interrogated to generate reports. Those reports may be built to depict the movement of
the accounts between buckets for predefined sets of accounts, such as the report 202
illustrated in Figure 2. The report 202 may include a balances moved table illustrating the
accounts (or amount of money) in each bucket after the predetermined window of time to

test for fulfillment of promises made.

The report 202 may be divided into fields representing which delinquency buckets
the accounts were in at the time the promises were made and encoded to illustrate
whether the accounts rolled backward (went from a higher bucket number to a lower
bucket number such as, for example, from Bucket 1 to Bucket 0), rolled forward (went
from a lower bucket number to a higher bucket number such as, for example, went from

Bucket 2 to Bucket 3) or remained static.

The report 202 and other tables, charts and data generated by the invention may in
one regard be used to manage, provide incentives to and reward CSRs or other staff. In
one embodiment, the CSRs may be allocated points based on the number of buckets that
an account has moved over a given cycle time. That point total may be weighted or

multiplied by the amount of the account or other parameters.

For example, if a CSR or other agent is able to move a $5,000 account from
Bucket 2 to Bucket 1 by successfully securing a promise to pay arrears which is then
fulfilled within one cycle of time in one embodiment, the CSR may be awarded 1 x 5,000
= 5,000 points. If a CSR or other agent is able to move a $2,000 account from Bucket 3
to Bucket O by successfully securing a promise to pay a balance in full which is then

fulfilled within one cycle time, the CSR may be awarded 3 x 2,000 = 6,000 points.
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On the other hand, if a CSR or other agent successfully secures a promise to pay
which is then fulfilled but which does not cause a change in bucket status, the CSR may
be awérded zero points. Depending on implementation, the CSRs or other agents may
receive negative points if an account for which they are responsible enters a deeper stage
of delinquency due to failure to receive further payments during the cycle period. A
points chart illustrating points which may be awarded to CSRs is shown in the report 202
of Figure 2.

Other weightings, scalings or point allocations are possible. For instance, in
another embodiment the balance-bucket product may be multiplied by a risk factor rating
to allow for the fact that some accounts, for instance higher-bucket denominations,
present a greater risk of default than others. The risk factor rating may be expressed as a
percentage or other numerical estimate that the account will move into default, or deeper
into default, during the next regular statement period. If expressed as a percentage, one
illustrative risk factor weighting may include the multiplying of the balance-bucket
product by the percentage risk, so that CSRs may be awarded a greater number of net
points for moving an account at for example 90% risk than an account at say 10% risk,
for the same balance-bucket product.

In another embodiment, the balance-bucket product may be further weighted by
an outcome factor, reflecting the fact that certain call outcomes may be more desirable to
the bank than others. For instance, collecting the entire delinquent balance is generally a
better solution than “settling” on the account, that is, writing off a portion of the
delinquent balance in exchange for a payment for the remainder. Without an outcome
scaling factor, both outcomes could be treated equally. When applied, the outcome factor
may modify the points earned, with the most optimal outcomes being associated with the
highest scaling factors. CSRs successfully negotiating optimal call outcomes may receive
higher point totals than those who negotiate sub-optimal results.

As noted, the predetermined window of time over which the promise to pay may
be fulfilled may be 10 or another number of days, generally designed to encourage
prompt reconciliation of payments. In one embodiment, telephonic check payments via
the Automated Clearing House (ACH) may be processed on the same or a different call
with the account holder, or credit card or other payments may be processed in different
implementations to help ensure that payments are credited within the 10 day or other

window.
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The invention may thus be used as a tool by and for CSRs, managers and others to
monitor how they are performing and how their oversight affects the overall account
posture of the bank or other entity. The invention may likewise be used as a tool for
management to identify improper promise-taking, and more intelligently target CSR
training. Reports may be generated on the account movements achieved by individual
CSRs, groups of CSRs, divisions of an organization or other units or subunits of the

operator.

For instance, CSRs who work mainly with certain buckets may be grouped
together and compared to each other, so that comparisons of performance are made more
fair. For example, a backward roll from Bucket 7 to Bucket 6 may be more difficult to
accomplish than a backward roll from Bucket 2 to Bucket 1 so that only Bucket 7 CSRs
may be compared to other Bucket 7 CSRs.

In different embodiments, different CSR groups may be provided with different
modes of contacting account holders. For instance, for account holders having relatively
small account balances at small degrees of delinquency, say Bucket 1, the CSR may
operate an automated telephone dialing system which automatically calls customers at
home or other telephone numbers, from a database. When the call is not answered, the

automated dialing system may proceed to a next number generated by the database.

Conversely, for relatively large accounts at deeper stages of delinquency, CSRs
may operate telephones to dial available numbers manually, at times and frequencies of
their discretion in order to facilitate constructive contact and negotiation with the

consumer.

The CSRs may likewise be divided into teams, and aggregate data on those teams
may be analyzed and used for evaluation of teams or groups of teams against each other.
The invention may likewise be used to analyze company and generate reports on an
aggregate level, for divisions or the entire bank or other institution. For instance,
individual banks or credit card brands operated by an overall entity may be individually

analyzed, as for instance illustrated in Figure 5.

Overall processing of account management is illustrated in Figure 3. In step 302,

processing begins. In step 304, the CSR or other agent may log into an agent workstation
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112 or other client and be authenticated for use. In step 306, the accounts assigned to that
CSR may be accessed, for instance via database. In step 308, the telephonic, Web or
other contacts with account holders are distributed or initiated to a CSR, for instance via
an automatic call distributor (ACD), an automated dialing engine (power dialer or other
platform) or Web messaging. In step 310, the CSR or other agent may negotiate payment
promises, schedules or other information with the account holder or other customer. In
step 312, information related to the promises and other account actions may be recorded
in the rolling activity table 510 or other resources. In step 314, the CSR may repeat the
sequence of customer contact, negotiation and recording of payment promises, schedules

and other information until the CSR logs out, such as at the end of a shift.

In step 316, the delinquency movement matrix module 512 may receive a
summary data file, such as from a data reporting bureau or other source. In step 318, the
delinquency movement matrix module 512 may process data from a variety sources,
including any summary data file, the processed promises table 516, the organizational
hierarchy 522 and other sources. In step 320, the delinquency movement matrix module
512 may calculate a movement matrix and other outputs reflecting account transitions. In
step 322, the delinquency movement matrix module 512 may generate a report 202, such

as the type illustrated in Figure 2. In step 324, processing ends.

The foregoing description is illustrative, and adaptations of the invention will
occur to persons skilled in the art. For instance, while the invention has been described as
generally operating to generate individual reports, multiple reports may be generated,
separated, merged or otherwise combine, for instance for separate or related entities.
Likewise, while the invention has been generally been described in terms of the tracking
of credit accounts, other types of accounts or relationships may be managed according to
the invention. The scope of the invention is intended to be limited only by the following

claims.
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What is claimed is:

1. A method for tracking accounts, comprising:
a) receiving a baseline status of an account;
b) retrieving an updated status of the account after a predetermined period;
c) comparing the baseline status to the updated status; and

d) generating an account metric based on the step (c) of comparing, the account
metric including a weighting according to at least a change in level of currency of the

account,

2. The method of claim 1, wherein the step (d) of generating comprises a step €) of

multiplying an account balance by the change in level of currency of the account.

3. The method of claim 1, wherein the change in level of currency of the account
comprises monthly buckets designating a number of months behind current for the

account.

4. The method of claim 1, wherein the step (d) of generating comprises a step f) of

multiplying an account balance by a risk rating.

5. The method of claim 1, wherein the step (d) of generating comprises a step g) of

multiplying an account balance by an outcome rating.
6. The method of claim 1, wherein the account comprises a financial account.
7. The method of claim 6, wherein the financial account comprises a credit account.

8. The method of claim 7, wherein the credit account comprises a revolving credit

account.
9. The method of claim 6, wherein the credit account comprises a mortgage account.

10.  The method of claim 1, wherein the account is managed by an agent, further

comprising a step of h) assigning a score to the agent according to the account metric.
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11.  The method of claim 1, further comprising a step of i) aggregating the account

metric for each of a plurality of accounts to generate an aggregate metric.
12.  The method of step 11, wherein the aggregate metric is stored in a database.
13.  The method of step 12, wherein the database is interrogatable to generate reports.

14.  The method of claim 13, further comprising a step of i) accessing the database and

an organizational database to generate the reports.

15.  The method of claim 14, wherein the reports comprise at least one of agent

reports, team reports, group reports, division reports, and corporate reports.

16.  The method of claim 1, wherein the predetermined period comprises a period less

than a statement period for the account.

17.  The method of claim 16, wherein the account comprises a revolving credit

account and the predetermined period comprises less than 15 days.

18.  The method of claim 1, further comprising a step of k) presenting a network

interface to view the account metric.
19.  The method of claim 18, wherein the network interface comprises a Web page.
20. A system for tracking accounts, comprising:

an interface to a data source transmitting a baseline status of an account and an

updated status of the account after a predetermined period;

a processor, communicating with the interface, the processor comparing the
baseline status to the updated status and generating an account metric based on the of
comparing, the account metric including a weighting according to at least a change in

level of currency of the account.

21.  The system of claim 20, wherein the generating comprises multiplying an account

balance by the change in level of currency of the account.
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22.  The system of claim 20, wherein the change in level of currency of the account
comprises monthly buckets designating a number of months behind current for the

account.

23.  The system of claim 20, wherein the generating comprises multiplying an account

balance by a risk rating.

24.  The system of claim 20, wherein the generating comprises multiplying an account

balance by an outcome rating.
25.  The system of claim 20, wherein the account comprises a financial account.
26.  The system of claim 25, wherein the financial account comprises a credit account.

27.  The system of claim 26, wherein the credit account comprises a revolving credit

account.
28.  The system of claim 25, wherein the credit account comprises a mortgage account.

29.  The system of claim 20, wherein the account is managed by an agent, and the

agent is assigned a score according to the account metric.

30.  The system of claim 20, wherein the processor generates an aggregate metric by
aggregating the account metric for each of a plurality of accounts to generate the

aggregate metric.
31.  The system of step 30, further comprising a database storing the aggregate metric.
32.  The system of claim 31, wherein the database is interrogatable to generate reports.

33.  The system of claim 32, further comprising an interface to an organizational
database, the processor communicating with the database and the organizational database

to generate the reports.

34.  The system of claim 32, wherein the reports comprise at least one of agent reports,

team reports, group reports, division reports, and corporate reports.

35.  The system of claim 20, wherein the predetermined period comprises a period less

than a statement period for the account.
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36.  The system of claim 35, wherein the account comprises a revolving credit account

and the predetermined period comprises less than 15 days.

37.  The system of claim 20, further comprising a network interface to view the

account metric.

38.  The system of claim 37, wherein the network interface comprises a Web page.
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