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Using business intelligence 
to optimize your collections 
process management 
Customer collections is a daunting task. As with many business 
functions that make up a well-runned organization, it is comprised 
of many interlinked processes. It stands to reason that for 
customer collections in aggregate to deliver good results, the 
underlying processes need to operate smoothly and efficiently. 
This is the role of process management. Process management 
is the structure or framework that allows an organization 
to continually improve the performance of operational and 
management activities.

A key input to process management, and thus a requirement 
to be able to operate customer collections effectively, is having 
timely and well-maintained business intelligence (BI). But what 
is BI? BI often is mistakenly viewed as to as reporting and/
or analysis, or a software product. These definitions miss the 
mark. BI is the superset of management’s knowledge required 
to optimize processes to achieve stated goals within operational 
constraints. This is inclusive of how business processes should 
be run, competitive differentiators, etc. BI is not limited to how 
business processes have performed historically.

This distinction in the definition of BI can become a critical issue. 
A myopic view of BI focused on reporting can lead to suboptimal 
business performance where process goals and objectives are 
not aligned with business strategy and imperatives. This is caused 
by a lack in structure and robustness around maintaining and 
improving BI. To effectively optimize the processes within an 
organization (including customer collections), a comprehensive 
view of BI married with a robust and structured BI framework is 
required.

Process management

Given that a business is a collection of interlinked processes, 
process management is the framework that improves process 
performance and ensures alignment of activities with the strategic 
goals of the business.

Process management is:

• crucial to optimizing the processes that compose business 
functions

• focused on efforts that make a difference 

• a continual enhancement cycle

Business intelligence

The cornerstone of process management is BI. BI (defined as 
the superset of management’s knowledge) permeates the entire 
business and is an integral input to and a component of process 
management. As there are practical limitations to managing a 
superset of knowledge through a defined structure, it is important 
to set boundaries around the components of BI, which will be 
actively managed based on the components deemed critical to 
business success. For example, some areas that require definition 
and management within a robust BI framework include:

• Business strategic objectives

• Value chain/process flows

• Process decision points

• Competitive differentiators

• Business definitions

• Process-outcome expectations

• Process review levels/cadence

The physical manifestation of the BI framework is crucial to 
support:

• Activity and goal alignment

• Measurement consistency

• Improvement velocity and effectiveness

• Business continuity

Business Intelligence
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Operational implementation

Operational implementation is the next significant component of 
process management. This is especially critical within complex 
business functions such as customer collections. Robust and 
sophisticated operational systems and platforms are key to 
support and aid BI objectives by:

• Implementing process expectations in a consistent and 
efficient manner

• Hiding complexity from staff to allow more focus on customer 
interaction

• Providing data to support process performance evaluation and 
future improvements

Reporting and analysis

The final component in the process management framework 
is reporting and analysis. Reporting and analysis is a critical 
component of process management and the wider BI framework 
as it not only provides a view into current performance, but 
also uncovers insights that support, augment, or challenge the 
organization’s current state of BI.

A robust and well-defined reporting and analysis function will 
among other things:

• Provide objective and quantifiable operational metrics

• Highlight performance concerns before they become issues

• Provide information/insights to improve performance

Operational synergy

The result of having these three components operating in an 
effective manner is a process management framework that 
increases corporate performance by:

• Ensuring alignment of activities with corporate objectives and 
value drivers

• Identifying process improvement opportunities

• Enhancing BI (which essentially is the lifeblood of an 
organization) 

Pathway to improvements

With more than 40 years of helping our clients succeed, CGI 
has the experience and expertise to progress your capabilities 
within BI and process management. We provide tools to optimize 
your business processes through improvements to your process 
management framework.

Our approach provides a solid foundation to evaluate your current 
state and provide enhancement recommendations that will allow 
you to increase your process performance.

Our Customer Collections Process Management Assessment 
Review covers 35 dimensions evaluated within the areas of BI 
frameworks, implementations and reporting and analysis across 
14 key collection processes. 

The assessment, review and evaluation will produce a set of 
prioritized steps for your organization to take in order to increase 
the robustness and effectiveness of your customer collections 
process management framework. We will then stand ready to 
help you implement those recommendations where you do not 
have the internal capacity or capability through our broad base of 
talented resources and industry specific solutions.
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Founded in 1976, CGI is one of the largest IT and business process services 
providers in the world. Operating in hundreds of locations across the globe, CGI 
helps clients become customer-centric digital organizations. We deliver high-quality 
business and IT consulting, systems integration and transformational outsourcing 
services, complemented by more than 150 IP-based solutions, to support clients 
in transforming into digital enterprises end to end. CGI works with clients around 
the world through a unique client proximity and best-fit global delivery model to 
accelerate their digital transformation, ensure on-time, within budget delivery, and 
drive competitive advantage in today’s increasingly digital world. 
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