B CASE STUDY &

Eliminating Fraud
Through Mobility Solution

How one of India’s most prestigious NBFCs increased its field
agents’ productivity by 100%, reduced travel costs by 50%,
and virtually eliminated fraud through Uniphore's voice-based
enterprise I'I'I(J-hl'll.‘nr solution

ith presence acnosss
350 branches in In-
dia and assets under
Management over
¥10,000 crore, one of
India’s leading MBFCs (marme withheld on
riquiest) has emerged as 3 comgrehen-
s financial services solution prowider
that affers vehicle finance, business A-
nance, harmi squity loans, stock broking
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and distribution of firancial products o
its customers.

The Challendes

This HEFC employs cwer & 000 field
agents across India in sales and collec-
tions who travel extensively In their
rerritories (o acqQuirg new CuUsioMmers
and service existing customers. For each
miberaction with a customar, these agents

filbed cut the appeopriate paper form, and
mailed the completed papenwork 1o the
commpany's administrative headguarters
&t ther end of the day. The dme it ook to
fill out the forms, deliver them to HQ,
wait for HO to compliete the processing
&l tinally receive the admindstrative re-
witrt, wd harmpering hield agent produc-
thity and negatively affecting customer
satisfaction. Another serious negative
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fall-out of the paper-based workflow
wias a high bevel of franed by unscrepulous
figld agents who took advantage of lack
of real-tirme reporting and Accounting.

To overcome these challenges, the
company realized that they needed
a strong enterprise mobility selutlon
provider.

The Solutions
With few requirements in mind, the
business undertock a review of the
leading enterprise mobility solution
providers in the Indian market and
selected Uniphore's Mobility Platfonm.
The decision camse doswn 1o scalabilitg.
Uniphare was the anly soluten pro-
vider that eould integrate voles technol-
ogy with GPRS and SMS platforms, and
they had a keen uvnderstanding of the
customized solution and would need
in order to create seamless mobility
across our workforce,

LUiniphore worked wath the MBFC on
a comprehensive discovery proceis,
understanding their current business
operations, IT infrastrectune, and the
bottleniscks in their processes, The Two
companies then worked together 1o bushd
an end-1o-end mobility solutien using
vt GPRS, and SBAS for the sales and
colecrions processes of the compary—
ane that suppoerts 11 bocal languages and
runs on inexpensive feature phones,
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“The two companies
then worked together
to build an end-to-
end mobility solution
using voice, GPRS, and
SMS for the sales and
collections processes
of the company—one
that supports 11 local
languages and runs
on inexpensive feature
phones”

The final solution looked at each stap
of the sales and collections procasses.
For each operation—Ilead capture,
fallow-up, decument collection, feaii-
bilkty reporting, etc—the agent opent
the relevant application on their basic
feature phone, and enters the appropri-
ate informanion,

In addition 1o capturing information
an their mobide phones, field agents also
have access to thelr record of activities
and reports on the status of each lead.

Both wosce and text Inputs are up-
loaded to and collated on the same back-
end platfiorm in the NBFC's administrative
office In real time. Here, the busingss
managers monitor the service opera-
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tions, malke timely business decisions,
and benefit from full visibdlity of fHeld
activithes and progress. They can approve
CUStOMEr LEMCE requests ina matter of
minutes, and communicate these ded-
sa0nd immediately 1o the agent.

The entire mobllity sclution is hosted
on the cloud, allowing the MEFC to em-
brace a pay-as-you-grow model with
limitless scalability,

The Result
According 1o the sources in the NBFC,
it said, = What's amazing is how fast we
saw [hese endrmous gaing in productiv-
ity. We doubled our agent productiaty
in a month's ime, and are confident that
this is a great retunn on cur investment.”
Afver implementing Uniphore's solu-
tion, the companmy saw impressive results
which are as follows:

Increase in Productivity

Using their mobile phores, agents ane
able to enter and update a5 many as 15
leads a diyy, more than doubling their
productivity.

Additionally, beeause the status of
eviry customer’s file s updated in real
tirme, the supervisor can track each deal,
and will be alerted if there is a significant
delay in follcw-up.

Reduction of Costs

First, rather than investing in an Expén-
shve PO device, the compary was able
to build a scalable mobility solution on
ingupensive feature phones. Secondly,
since field agents already used these
feature phones regulary in thedr dadly
Irves, thisy could start using the applica-
tian with little waining.

Field agents now achieve a lot more
in a single meeting with a customer
because the company can now prooess
information and revert with decisions to
its agents in real tme,

The leved of fraud in the comparnys
operations has gone down from 10% to
almaost negligible bistnrse manudl billing
processes are now replaced with online
ones. ¥
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