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Collection Challenges  
 

Å Regulatory rules prevent calling customers cell phones 
 
Å Privacy laws 
 
Å  Customer account lacking some necessary contact 
information 
 
Å Customers purchasing products now without voice lines.  
 
Å Headcount in collection centers not able to handle the high 
volume of calls 
 
Å Collection center hours are not always convenient for the 
customer to make a payment  

Problem 

{ǳƳƳŀǊȅ ƻŦ ƭŀǎǘ ȅŜŀǊΩǎ ǇǊŜǎŜƴǘŀǘƛƻƴ ς The use case for Marlie  
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Re-introducing 
Marlie 

The new face of CenturyLink  

 

Solution 

3 



Solution 
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Marlie greets the customer in 
Spanish or English.  

MarlieΩǎ ǇǳǊǇƻǎŜ  ---  Create a personalized  connection to  customers  
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Performance in Collections 

Total Time per Phone Call:

Total Calls per Agent (per month): 

Total Incoming Calls: 

21% decrease

19% decrease 

22% decrease 

Before and after changes of a single month  
(May 2016 & May 2017)  

Call Center Improvements  
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Performance in Collections 

Before and after changes of a single month  
(May 2016 & May 2017)  

Collections Improvements  

Total Collections (#) 

Total Collections ($$$) 

55% increase 

52% increase 
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Performance in Collections 

Before and after changes of a single month  
(May 2016 & May 2017)  

Cost reduction Improvements  

Suspension notices issued  (#) 

Suspension notices issued ($$$) 

20% decrease 

19% decrease 
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4.5% 
14% 

4.5% 4.5% 

72.5% 

Very Negative Somewhat
Negative

Neutral Somewhat
Positive
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Overall, How would you rate the 
quality of your experience? 

4% 4% 20% 
10% 

62% 

N/A Longer Than
Expected

About What I
Expected

Shorter Than
Expected

Much Shorter
Than Expected

How much time did it take to 
address your questions and 

concerns? 

�x 62% Much Shorter Than Expected �x 72.5% Very Positive 

*Actual Customer feedback survey results with consistency through scaling periods 

Improved Customer Service with an Avatar 
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