COLLECTIONS

Receivables Performance Management

Receivables Performance Management (RPM), a billing and collections business,

needed to replace its dialing technology with a more flexible solution. The

company selected the Noble Suite from Noble Systems. RPM is enjoying the many

benefits of the system, from its high-capacity dialer to its extreme flexibility.

Receivables Performance Management (RPM) is a
billing and collection business located in Bothell,
Washington. RPM primarily focuses on Contingency
and Early Age collection service offerings. The
company's principal clients are Telecommunications
organizations, including Wireless, Local, Long
Distance, Commercial, and Cable providers. RPM
also performs collections activities for Professional
Services, Healthcare, Local Government, and
Bankcard groups.

RPM was using a predictive dialer to perform its
outbound dialing. The incumbent system lacked
the customization and flexibility that the
company desired. As a result, the company
chose to explore other options for its call center
technology. They found the Contact Center
Solution from Noble Systems. “We liked the
inherent database; most platforms do not
include their own database,” observed
Howard George, Principal of RPM. “We
were also impressed with the ability for
extensive customizations. Noble Systems
offers the chance to deviate from the core
program without the prohibitive fees that

many other companies impose.”

One of the Noble components that RPM

enjoys is the Dynamic Campaign Builder

(DCB™). George stated, “The DCB

module is extremely useful to our

business. In the Telco world, each client

often has its own unique consumer

attributes (i.e., scores, credit classes, and

demographic and geographic

delineators) for collections. With the ability

to customize our scripts, we can build this

information into each individual campaign.

Not only does this help our account reps by

giving them the right script for each different

call, it also reduces their learning curve, as

they have everything they need on the

screen, and do not have to learn it from
somewhere else and then remember it later.”

The efficiency of the Noble predictive dialer also offers RPM
many advantages. “First, we noticed how very easy it is to
schedule a whole day's work in terms of list management.
We can load multiple lists in the morning and set them for
dialing throughout the day. Other dialers required
considerably more hand-holding and cannot utilize pre-
pacing campaign strategies based on historical best
practices,” commented George. “And, while the system is
dialing,” he continued, “it works much more smoothly. Other
dialers start out slowly and then build-up speed as it
becomes more comfortable with the pacing. Noble starts
out faster, and transitions between list IDs much more
smoothly.”

The Noble platform not only works harder than RPM's old
system, it also gives them better results. “Our overall ratio of
attempts for FTE's that result in Right Party Contacts (RPCs) is
much improved. The dialer delivers more RPCs with fewer
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“ our Account Reps
spend more time on
the phone with the
right people and less
time dealing with
bad calls. We have

dropped calls,” George explained.
“Noble’s live voice detection is far
superior to other products. Our old
dialer would send an average of
66 calls per 100 attempts to our
account reps. Many of these
turned out to be bad contacts or
answering machines. Using Noble,
we are seeing only 30 - 35 calls

passed, meaning that our Account
Reps spend more time on the
phone with the right people and
less time dealing with bad calls.”

cut after-call work
time in half. The real-
time database

integration is a huge RPM is seeing benefits in more
areas than dialing performance.
Noble’s campaign management
features are helping the company
impressed with the work smarter. Managers can
monitor campaign and account
rep performance on-screen in real-
time. George spoke about this
extremely beneficial tool: “Most
systems only let you monitor what is
happening on the dialer side, not
what agents are doing in our
database - where most of their
time is spent. With Noble, we can
actually see their waiting time, talk
time, wrap time, etc., so we can quickly identify what activities
they are spending the most time on. For example, we noticed
that our account reps were devoting 12 - 14% of their days to
after call work. We have been able to cut that time in half, so
that they are now spending only 7% of their time in after call
work.”

benefit. And, we
have been

ability for extensive
customizations.

Howard George
Owner

For the RPM installation, Noble Systems' development team
worked with the company to create a number of custom
applications. One of these was a system enhancement that
allows all attempts coded as ‘busy’ to be redialed at a periodic
interval, until the call can be completed. The ‘Global Busy
Redial’ feature is now a standard part of the Noble package
and is available for all clients.

Noble Systems also created a real-time interface to RPM’s
proprietary database. By sharing information between
ATOMIX™ (Noble’s built-in database) and RPM's existing system,
debtor records are updated automatically as calls are made,
rather than requiring a nightly upload in batch form. “The real-
time integration to our database is a huge plus for us,”
commented George. “This helps us manage our information
proactively. Do Not Call lists are updated every ten minutes. We
don't have to wait until the next day to get it anymore, which
has helped us reduce our number of bad calls.”

RPM is using the Noble solution to create a report that gives
them advanced forecasting tools. The report allows RPM to go
beyond recording account rep productivity in terms of contacts
made and dollars promised. Using information from Noble, RPM
can show the revenue generated by each account rep in any
given hour, so they can determine how much revenue they will
actually achieve for their clients, not just how much is promised.
George remarked, “We take the information from Noble and
add a few custom variables, and we can predict with 95%
accuracy by account rep how many accounts will be
collected, and how much money will be received. We believe
that this is a unique competitive advantage for RPM.”

RPM is looking forward to using the built-in Integrated Voice
Response (IVR) features of the Noble platform. “We have a four-
phase plan for IVR. The first two stages will be to offer 24/7
assistance for automated payments on the inbound side and
then for settlement negotiations on the outbound side. In the
third phase, we will be able to segment our lists into groups of
debtors that can be contacted exclusively through IVR, saving
our account rep resources for other projects. Finally, we will be
able to blend our IVR programs with our inbound live agents, to
keep them busy during times when call-in levels are reduced,”
said George.

Receivables Performance Management is very pleased with its
choice of call center technology. “While the performance of
the system was, obviously, a very important part of our search,”
concluded George, “the most crucial element was finding a
vendor that could work with us to meet our very unique
requirements. Noble Systems has been that provider. They have
shown a very partnering attitude to work through our needs and
find common solutions. The implementation has been so
successful that we are expect to add additional seats in the
near future.”
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Ron Munroe (President) and Howard George (CEO) of RPM

ABOUT NOBLE SYSTEMS CORPORATION

Noble Systems Corporation is a global leader in contact center technology solutions, providing innovative products since 1989. Tens of
thousands of agents at hundreds of client installations worldwide conduct business using the award-winning Noble platform for
inbound/outbound/blended communications. The scalable, integrated Noble solution includes advanced ACD and predictive dialing;
unified contact processing for voice, email, and web; and integrated IVR, digital recording, messaging, quality control/monitoring systems,
scripting, and real-time reporting and management tools. Call 1.888.8NOBLE8 or visit Noble Systems online at www.noblesys.com.
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