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Forging resilience in auto finance
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• Increasing customer overdues and 
fewer collections agents are leading to 
adverse customer experience and potential 
financial losses

• In the wake of overwhelming delinquencies, auto 
financiers can be blind sided and consider a 
potential low-risk customer to be delinquent

• Decline in demand, early returns, and higher 
delinquencies are leading to a surge in asset 
inventories and inventory carrying cost

• If auto financiers do not make changes to their 
offerings and operations, they will lose 
customers

• Affected customers require a compassionate 
response. If auto financiers fail to show 
empathy, they risk their reputation

Auto financiers are navigating rough roads

Declining capacity 
of consumers to 
service debts and 
rising delinquencies 
are signaling 
change in the auto 
finance industry.
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Auto financiers must address the initial 
shock and reset strategy

• Engage with customer proactively and provide 
targeted and personalized solutions

• Offer a range of loan modification options and 
develop processes to guide ‘at-risk’ customers 
and choose their best offer

• Readjust policies and frameworks in real time 
and capture new data to create ‘what-if’ scenario 
models as the crisis evolves

• Build capacity to address the surge in 
delinquencies. Empathetic human engagement 
should be a priority

• Augment the human-driven approach to 
collections with automation to boost 
productivity

• Promote collaborative customer interactions 
through digital channels

Act thoughtfully 
and swiftly. Your 
customers will 
remember how you 
treated them. 
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How can Genpact help weather the current 
crisis?

C o l l e c t i o n s1 F l e x  O p t i o n s  f o r  d e b t  
m a n a g e m e n t2

Our solutions can help auto financiers address immediate 
challenges and lay the foundation for long-term changes

Genpact’s Flex Options aids auto 
financiers in personalizing debt 
servicing solutions based on 
customers’ situations and 
affordability.

We can help auto financiers support 
their customers through this crisis by 
developing personalized treatment 
strategies and adapting a truly 
omnichannel collections process.
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Collections

Agile and digital-first solution:
Our collection solutions can help you 
minimize the impact on debt recovery 
by assessing your portfolio health and 
collections efficacy. We can help you 
scale capacity, devise hyper-
personalized contact strategy and 
optimize your omnichannel 
touchpoints for swift services. 

Rapid response and contingency 
planning: Our rapid response team, 
including data scientists, data 
engineers, and auto finance experts, 
will investigate and evaluate the 
impact on portfolio health, 
collections, and recovery. The team 
will also provide visibility into future 
volumes, trends, and operations and 
help recalibrate existing collections 
strategies to contain delinquency.

Rapid 

response

Omnichannel 

collections

Personalized 

treatment strategy
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Collections

Omnichannel contact 
optimization: Our auto finance 
experts will work with you to reset 
contact and collections strategies to 
minimize outbound calling and drive 
self-service. We will begin by 
collecting and organizing interaction 
data across digital and voice channels 
and mapping customers’ preferred 
channel and time to contact. Based on 
the insights we gather, we will develop 
an integrated collection outreach 
program across digital and voice 
channels.

Scaling capacity: We offer a highly 
skilled resource pool to support surge 
in collections volume and enable 
remote transition. We also provide 
targeted training programs to ensure 
that agents are empathetic to 
customers in distress.

Rapid 

response

Omnichannel 

collections

Personalized 

treatment strategy
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Flex Options for debt 
management

Affordability assessment and 
customer retention 
solution: Genpact’s Flex Options 
proactively identifies ‘at-risk’ 
customers by analyzing their profile
and transactions data. The solution 
then creates targeted and 
personalized options for
identified customers based on their 
affordability.

Flex Options enhances existing 
underwriting models with 
insights generated from the latest 
external and internal data. It enables 
firms to engage with customers early, 
before they turn delinquent, and build 
a trusted relationship.

Classify at-risk 

customers

Model 

personalized 

options 

Augment 

models with 

external data
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leading indicators 
such as customer 

demographics and 
credit bureau data 

obtained in 
originations

Followed reactive 
approach. Banks 
offered options 

only when 
customers turned 

delinquent

Customers offered 
limited and 

general options
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Augment external 
data refresh 
frequently

Proactively 
identify ‘at-risk’ 

customers

Proactively create 
personalized and 

targeted offers 
and improve 

customer 
retention and 
lifetime value

Insights fed into 
underwriting 

models to help 
enhance models 

frequently

Flex Options can help banks improve 
customer lifetime value and retention
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Classify

Provide options

Enhance 

Proactive outreach to ‘at-

risk’ customers to confirm if 

they are indeed facing 

financial difficulties

Proactive outreach to ‘at-

risk’ customers to discuss 

targeted set of options

Provide affordable options 

up front at underwriting 

stage to mitigate future 

delinquencies

We can deploy it in weeks

Estimated deployment time 0–3 
weeks

Estimated deployment time 3–6 
weeks

Estimated deployment time 
6 weeks and beyond
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Proactive planning 
reduces 

delinquencies and 
overall cost to collect  

1 2
Reduce 
losses

Hyper-personalized 
contact strategy 

demonstrates 
commitment to 

customers

3
Enhance 
customer 
experience

Flexible options 
induce empathy and 
maximize customer 

lifetime value

4
Increase 
loyalty

Intelligent insights and 
decisions powered by 

analytics bring efficacy in 
inventory, risk, and churn 

management.

Improve 
forecasting

Outcomes you can achieve
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Why Genpact?

Transformation: 

Increased debts collected by 5% 
and reduced compliance breaches 
by 35% in US auto collections

Scale: 

4,500+ professionals 
supporting multibillion-
dollar loan portfolios

Domain expertise: 

Two decades of 
banking experience in 
collections management

Productivity: 

Delivered an average of 25–
30% productivity via 
automated back-office 
solutions for a leading global 
financial institutions

Flawless execution: 

Manage 150 million 
customer interactions
annually with an NPS of 
76% 
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Why Genpact

From the racetrack 
to the boardroom, 
we’re driving industry 
transformation at speed

▪ Turning predictive insights into 
podium finishes  

▪ Uncovering alternative data to 
outmaneuver rival drivers

▪ Keeping cars on track with 
predictive maintenance

▪ Harnessing the team’s ecosystem to 
convert fan engagement into race-
day energy

We’re powering digital 
transformation for Envision Virgin 
Racing, the Formula E team known 
for innovation and disruption in the 
all-electric racing championship:
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We help our clients reimagine and transform their business models

Lead clients through 

‘transformation 

journeys’

Bring in digital 

technologies and 

analytics to change 

operations

Focus on client 

outcomes 

Develop commercial 

models to match the 

outcomes we deliver

Why Genpact?
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Our solutions deliver across advisory, digital, technology, and operations to 

accelerate end-to-end transformation for our clients

Advisory services has vertical 

industry knowledge, best practice 

sharing, target operating model 

design, and change management to 

re-architect processes and make 

them future-ready

Digital capabilities in analytics 

and automation and experience-led 

transformation delivered through 

Genpact Cora, our AI-based digital 

business platform, enable quantum 

improvement in agility, scalability, 

and governance

Our robust portfolio of 

technology services includes 

application, integration and cloud 

services, proprietary performance 

and governance frameworks, and 

core technology capabilities to enable 

enterprise-wide transformation

Operator experience with deep 

process domain expertise, process 

re-engineering, managed services, 

and outcome-based solutions to 

deliver greater insights and business 

results

Why Genpact?
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For more details, visit: https://www.genpact.com/instinctive-enterprise/commercial-lending-leasing
Learn more about how we are helping our clients mitigate the business impact from COVID-19: 
https://www.genpact.com/building-resilience/banking-capital-markets

Reach out to us at lets.chat@genpact.com

https://www.genpact.com/instinctive-enterprise/commercial-lending-leasing
https://www.genpact.com/building-resilience/banking-capital-markets
mailto:lets.chat@genpact.com
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Genpact (NYSE: G) is a global professional services firm that makes business transformation real. We drive digital-led 
innovation and digitally enabled intelligent operations for our clients, guided by our experience running thousands of 
processes primarily for Global Fortune 500 companies. We think with design, dream in digital, and solve problems with data 
and analytics. Combining our expertise in end-to-end operations and our AI-based platform, Genpact Cora, we focus on the 
details – all 90,000+ of us. From New York to New Delhi and more than 30 countries in between, we connect every dot, 
reimagine every process, and reinvent companies’ ways of working. We create resilient, more sustainable business outcomes. 
Whatever it is, we’ll be there with you – accelerating digital transformation to create bold, lasting results – because 
transformation happens here.

Genpact began in 1997 as a business unit within General Electric. In January 2005, Genpact became an independent company 
to bring our process expertise and unique DNA in Lean management to clients beyond GE, and then in August 2007, we 
became a publicly traded company. Since December 31, 2005, we have expanded from 19,000+ employees and annual 
revenues of $491.90 million to 90,000+ employees and annual revenues of $3.52 billion as of December 31, 2019.

About Us


