
DIGITAL 
CONVERSATIONS
REVITALISE  
COLLECTIONS 
A  leading  UK  utility  stopped  the  drought  of  

incoming  payments  with  a  30% increase  in  

customer  contact  using  intelligent  digital  

conversations  from  Webio    

Supplying services to more than six million customers and committed to 

innovation to ensure the water networks of the future, the company are 

also adopting an innovative approach to how they approach customer 

engagement and collect customer payments.

 

 

The nature of customer engagement is forever changed with the 

predominance of mobile engagement and rise of messaging apps. 

Traditional communication strategies were not diverse enough and 

hammering customer with calls, letters and outbound SMS messages 

had become ineffective with contact and engagement rates diminishing. 

Coupled with the rising cost-per-successful contact, these customer 

contact strategies were not delivering optimal results.

 

Acknowledging this shift and the under-performance of traditional siloed 

channels, the collections management team made a strategic decision to 

adapt its contact strategy to incorporate digital conversations (AI driven 

customer messaging) at key points across the customer journey. They 

looked to maintain current performance levels, maximise the opportunity 

to improve RPC rates, agent performance and of course, collecting 

payments and reducing costs . 

The Old Ways Are No Longer Good Enough

 Adopting a Different Approach

Working closely with the head of debt recovery and the collections 

team, Webio  looked to develop an intelligent collections messaging 

solution that would: 
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Deploying two-way Conversational SMS, Webio’ s Conversational Middleware platform enabled the team to 

easily add digital conversations to their existing contact strategy to proactively engage with customers. Using 

Webio’s AI driven chatbots they are now able to :

Improve customer communications, customer engagement, customer experience, collections and 

promises-to-pay at lower costs.

Provide a scalable solution for income and expenditure that gives more accurate results while 

minimising human agent time and cost.

Offer an efficient way for live agents, if needed, to engage and respond with compliant messaging 

responses to drive conversations to positive outcomes.

Reach out and initiate effective automated customer conversations.

Increase customer engagement rates without any increase in resources  

Increase fully automated tasks e.g. take a payment, record a promise-to-pay 

or complete the ID &V process.

Seamlessly transfer to live agents when needed.

Dramatically reduce I&E processing times, improve customer experience 

and accuracy of data capture.

Manage out-of-hours customer engagement whilst keeping the customers 

journey fully under their control .

Webio’s machine learning -Propensity-X™ engine is the foundation of how 

customer engagement is driven.  By allowing the ‘smarter’ guidance of each 

individual customer conversation, review and identification of the most effective 

next steps, whether that is to continue the conversation with an Webio AI agent, 

change its focus or direct the conversation to the right team to bring a live agent 

into the conversation. This ‘intelligent’ process ensures that at every stage the 

conversation is moving toward a successful outcome. 

The Secret of Our Success

The Results 

7%+ increase in customer engagement in the first week.

7.5% payment arrangements on medium term debt.

10.6% response rate on DCA exhausted contacts. 

17% response rate on late stage debt from unresponsive customers (6yrs).

37% response rate on aged debt of between 90 and 120 days.

9%+ response rate on DCA dead files. 

Improved agent efficiency and effectiveness. 

Intelligence decision- based 
messages allows customers to 
engage more efficiently and enjoy a 
far better customer experience
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