
Cognizant® Collections Optimizer

Transform debt collection— 
and drive faster resolution

In a digital-first world, customers expect speed, 
flexibility, and personalized experiences. They’re 
accustomed to platforms like Netflix that predict 
their preferences with laser accuracy. 

By contrast, banks and financial institutions 
struggle with simple predictions, such as the 
likelihood of whether a customer will make their 
next scheduled payment. Most of their collections 
operations rely on decades-old processes that  
lack of intelligent insight.

Cognizant® Collections Optimizer changes  
that scenario. 

It uses diverse data sources that power machine 
learning (ML) models and leverage generative AI 
for accounts receivable (AR) automation and debt 
recovery. Organizations manage operational costs 
and maintain healthy financial portfolios—while 
never compromising on customer experience. 

What’s more, our human-centered approach 
to automated collection systems provides 
opportunities for hyper-personalization across the 
debt lifecycle that result in faster resolution.

With Cognizant’s AI/ML-driven approach to collections, banks and debt collectors 
modernize their operations and CX with a blend of automation and empathy.

https://www.cognizant.com/us/en/glossary/automated-collection-system


Next-generation collections 
operations 

Cognizant’s AI collection automation uses AI/ML to enhance 
banks and lending organizations’ systems and processes. 

The framework is based on Cognizant Neuro AI™, our 
revolutionary AI model. Neuro AI goes beyond the traditional 
predictive AI models employed by most financial institutions. 
It optimizes collections outcomes by prescribing real-time 
actions for collection agents.

Big advances in collections
Cognizant® Collections Optimizer consists of three 
components, all backed by our data model and the  
ingestion framework’s predefined data features:

1. Enhanced segmentation. Dynamic risk segmentation 
offers big benefits for collections: It leverages lag 
indicators like account details and past payment history, 
and it also incorporates forward indicators (credit 
score, employment, and education) to create nuanced 
segments of customers. The result is that banks can 
build dynamic, behavior-based risk models that predict 
customer behavior better than static models driven 
primarily by credit scores and missed payments. 

2.  Personalization. Our generative AI platform leverages 
deep learning capabilities and default servicing 
technologies. As a result, it enables custom contact 
approaches and payment plans for each customer 
based on segmentation and predictions for willingness 
or ability to pay. In addition, it dynamically matches 
collections agents’ personalities and strengths with 
appropriate customer segments to increase the 
probability of conversations that not only result in 
payments made but also deepen customer loyalty. 

3. Assistant. Our framework uses intelligent real-time 
language processing to generate conviction scores that 
complement propensity-to-pay scores. Early detection 
of willingness to pay (with intent confirmed through 
sentiment analysis) allows banks to identify debtor 
profiles and create effective contact strategies and 
targeted offers.

Added intelligence for existing debt 
recovery automation
Cognizant® Collections Optimizer adds new intelligence 
to existing debt recovery automation for more efficient 
operations in upstream and downstream processes.

By employing ethical AI, it ensures data is not scored if it may 
lead to bias. This protects banks’ reputations and aligns with 
the need for responsible AI – an area coming under increased 
scrutiny from regulators and the public.

Next steps
Ask us today how a generative AI-powered approach  
can transform your debt collection operations and  
CX and lower resolution times.
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