






�‡��The bank wanted to establish predictable performance metrics from its legacy loan portfolio 
without a drain on its resources.

�‡��Despite a desire for cost reduction, quality customer service, brand integrity and employee  
well-being were also important factors.

We offered a simple proposal in a tiered approach — transition all of the day-to-day management 
of service operations and assets to Xerox, freeing the bank to focus on new growth in core 
businesses and retain superior customer service, with immediate reduction in the cost of operations 
for the bank:
�‡��Xerox assumed operation of the bank’s loan servicing activities, customer service, operations 

and collections in a manner seamless to the customer. 

�‡��Management of call center employees transitioned to Xerox without disruption in day-to-day 
responsibilities or an interruption in benefits.

�‡��The client’s brand integrity was retained in all customer-facing systems and communications 
until notification could be sent directly from the bank.

�‡��The next tier migrated data systems, networks and CRM systems to Xerox IT infrastructure. 

�‡��Under-performing loan servicing processes were replaced by Xerox innovations such as “e-sign,” 
credit underwriting transformation, “Truth in Lending” disclosure, and default aversion and 
collections optimization.

�‡��Improved security, transparency and compliance were achieved though digital imaging and 
“paperless” document management.

�‡��We established new controls for all back-office processes, including regular “report card” or 
dashboards central to our account management and governance practices. 

�‡��Throughout the initial planning and launch stages, the bank received continuous 
communication from dedicated Xerox project executives, who oversaw the project from end  
to end.

As a result of all of the above measures, the cost of operations was quickly reduced for the bank – 
while the value of the loan portfolio was retained. Newly defined service level agreements (SLAs) 
provided the bank with talent, consistency, scalability, better systems and support and a 20% 
reduction in defaulting loans, without the cost of a collection agency. The call center achieved 
higher customer satisfaction ratings, and through implementation of new data capture and 
document management processes, the client met reporting and compliance requirements without 
stress on internal systems or resources.

In Conclusion

For organizations requiring an immediate cash infusion, divesting non-core assets to a well-
financed outsourcing service provider is a viable solution. Businesses can use Asset and Talent 
Acquisition as a catalyst for change and a compelling strategy to fund innovation. Leaders that 
make the right decisions to garner economic benefit through uniquely designed programs such 
as our Asset and Talent Acquisition program will not only survive the current economic crisis, but 
ultimately thrive when the rebound occurs.
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