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The Opportunity
Traditionally, dollars per call (DPC), or the average amount recovered in each call, is the key metric for a 
collections program. However, our client knew that customer experience is just as important in collections 
as it is in any program and wanted to improve their net promoter scores. Speaking to a collection specialist 
shouldn’t be a stressful experience. Understanding each customer’s unique situation and assisting to 
resolve the account has a higher likelihood of recovery. 

DRIVING CUSTOMER 
EXPERIENCE
IN DEBT COLLECTIONS
Deliver improved net promoter 
scores and dollar-per-call results

Learn how Afni successfully transformed our business model while providing industry-leading results.



Real Results
Afni’s customer-centric approach resulted in improved performance across all metrics:

• NPS significantly improved from -3 to 42, a total increase of 45 points
• Seven-day resolution improved by four percent
• Dollar per call (DPC) increased by nine percent

Our targeted solutions are based on decades of expertise that drive superior results for our partners and 
best-in-class experiences for their customers. 
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About Afni
Afni provides customer engagement solutions at each step in the customer journey. Our performance, consultative approach, and 
industry expertise have earned the trust and partnership of many of the world’s leading brands. We’re a mid-sized Business 
Process Outsourcing (BPO) with the ability to scale to your needs, plus the flexibility to deliver real results quickly. Customer 
growth, care and retention, consumer collection, insurance subrogation, and more. Start a conversation with us to learn more.

The Solution
Afni’s customer experience team collaborated with leaders and SMEs to identify and analyze all variables 
impacting customer service. In addition to executing our operational model, we deployed a customer-centric 
strategy to drive positive experiences for our client’s valued customers:

• Conducted net promoter score (NPS) huddles focusing on top controllable behaviors
• Established an NPS clinic for remediation and continuous development of outlier agents
• Deployed a customer-centric observation form to assess customer’s perception
• Shifted from metric-focused coaching to customer-focused coaching


