
Afni Improves Agent Utilization by 19% 
with Genesys

Afni is one of the leading private customer care, sales, and collections companies in the United 
States servicing primarily the telecommunications and insurance industries. Since 1936, Afni 
has helped companies manage customer relationships.  For its consumer collections solutions, 
Afni recognizes the urgency to recover past-due account balances while staying compliant, and 
protecting brand equity.  

Many of the thousands of Afni global contact center agents are dedicated to consumer 
collections.  These collections representatives work to collect charged-off debt by handling 
different types of collections calls including predictive, preview, manual, and inbound. To stay 
competitive in today’s economic climate, Afni sought enhancements to run its contact center 
more efficiently, reach more of the right parties for collection activities, and deliver a more 
positive customer experience.  

How the Relationship Began
Genesys began its relationship with Afni in 2004 as an outbound IVR provider, enabling Afni to 
efficiently and effectively contact consumers, leave messages when appropriate and find the 
right people for conversations with Afni representatives. Reducing costs is critically important in 
debt collections, a traditionally high-volume, low-margin business. Afni sought to better 
penetrate its monthly receivables contact list and generate more right-party conversations.  
In doing so, Afni believed they would have a better queue of verified right-party contacts for 
their agents to work, improving collection rates and delivering a positive return for both their 
first-party and third-party collections clients.  

Complicating things, state and federal regulations have forced a dramatic reduction in the use 
of automated messaging. 
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CHALLENGES
• Improve contact center 

efficiencies

• Maximize agent 
productivity without 
negatively impacting call 
abandonment

• Blend multiple inbound 
and outbound channels to 
single agent group

• Decrease costs per 
promise to pay

• Increase in dollars 
collected per agent hour
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Afni turned to Genesys, a trusted partner for more than a decade, to participate in a 
pilot of cloud-based outbound dialers for predictive- and preview-dialed calls against a 
major industry competitor. 

Pilot Testing for Success   
The Afni strategic operations team turned to Genesys to blend its inbound and 
outbound contact center traffic. Previous to its solution with Genesys, Afni had 
segmented agent groups for inbound and outbound calls, creating inefficiencies. The 
team at Afni wanted to blend those disparate agent groups into a single inbound and 
outbound call queue to keep its agents busy throughout the day. The objectives were 
to increase dollars collected and improve ROI by maximizing agent utilization through a 
consolidated predictive dialing, preview dialing, inbound IVR, and outbound IVR solution. 

For 90 days, Afni ran parallel competitive pilot programs with two providers, including 
Genesys. During the pilot, Afni compared agent utilization and right-party-contact 
improvement results pre-pilot vs. post-pilot via a scorecard methodology.  

Although the pilot performance metrics would be the ultimate driver in selecting a 
cloud dialer vendor, the comparative scorecard also included additional areas of 
importance such as ease of use, platform navigation, API integration, reporting and 
analytics.  Afni also recognized the need for a vendor that could provide a consultative 
approach by providing advice and sharing best practices, which became another major 
metric. 

The ability to meet and report on TCPA (Telephone Consumer Protection Act) 
compliance as well as additional state and local requirements was another important 
capability in this pilot challenge.  The Genesys cloud-based Proactive Customer 
Communications solution included a dynamic rules builder that lets Afni easily control 
call outreach with time-zone controls, geographic dialing rules, and do-not-contact 
dates, along with the ability to dynamically make changes in real time when needed.

“Over the years, when the CIO, account execs, and solution engineers are thoroughly 
engaged and accessible to you, they become true partners who understand your 
business,” stated Chad Schmal, Director of Strategy. “We have a strong relationship 
with the Genesys team.  We talk with them often about the industry and our business 
challenges, and I know they are there to help myself - and Afni - be successful by 
providing recommendations, best practices and advice.”. 

 

SOLUTIONS
• Genesys Proactive 

Customer 
Communications

• Genesys Self-Service

• Genesys Reporting & 
Analytics

BENEFITS
• 35% reduction in 

outbound costs per 
dollar collected from that 
channel

• Produced 93% agent 
utilization without 
impacting abandonment 
rates.  

• Decreased call 
abandonment rates by 
half to nearly 9%. 

• Improvement in promise 
to pay contacts of 39%. 

“Over the years, when you have folks like the CIO and account 
execs thoroughly engaged and accessible they become true 
partners who understand your business.  You can talk with them 
about the industry and business challenges and know they are 
there to help you be successful.”
Chad Schmal
Director of Strategy
Afni
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Addition of Inbound and Outbound Call Blending Delivers 
Results
Afni found the Genesys industry-leading predictive pacing algorithm optimally blended 
calls from predictive dialing, preview dialing, inbound IVR, and outbound IVR campaigns 
into a single agent group, and enabled them to generated more right-party 
conversations on a more frequent basis and successfully impacted their overall  
contact center agent metrics. The 90-day pilot results showed:

• 19% increase in agent utilization  

• 93% agent utilization 

• 50% decreased in call abandonment rates 

• 39% reduction in our cost per promise to pay   

Another important scorecard element was analytics and reporting.  It’s important to Afni 
that customized reporting lets them delve deeper into the raw data and leverage it into 
actionable changes for their business.  Basic reporting was acceptable for agent-level 
data, but the wealth of information Afni was able to derive from the Genesys 
customizable analytics package was valuable for data mining purposes.  These tools 
provided Afni with a wealth of usable and actionable information that they were able to 
leverage to improve campaign performance and help drive collections efforts.

“Clearly the Genesys Proactive Customer Communications solution and the strength of 
the dialer and inbound/outbound IVR put our minds at ease” said John O’Donnell, VP 
Receivables.  “The fact that we can ratchet agent schedules up and down, balancing 
inbound vs. outbound without hurting abandonment rates, was extremely attractive to 
us and resulted in a 30% increase in our dollars collected per agent hour.”

“Clearly the Genesys Proactive Customer Communications solution 
and the strength of the dialer and inbound/outbound IVR put our 
minds at ease. The fact that we can ratchet agent schedules up  
and down while balancing inbound vs. outbound without hurting 
abandonment rates, was extremely attractive to us and resulted  
in a measurable improvement in our collections success.”

John O’Donnell
Vice President Receivables
Afni
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