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Delinquent Lending Account Modifi cation 
Leading U.S. Lender Deployed ALI Software to Evaluate Holistic 

Relationship with Delinquent Customers:  Contract to Production in Less 

Than 90 Days 

Background

Top Five Bank (“Top Five”) is one of the leading U.S. consumer lenders.  Top Five off ers an advanced range of 

credit products including home equity loans, auto loans, personal lines of credit, bankcards, branded and 

private label credit cards.  Like many lenders globally, Top Five has seen an increase in delinquency and loss-

es across the majority of their portfolios over the past year.  Top Five’s executive team recognized  that their 

traditional approach of managing each credit account individually was no longer optimal – in fact, it was 

sometimes detrimental to the customer relationship and bank profi t.  Top Five engaged a cross-functional 

taskforce to take immediate action to obtain a 360 degree view of all of the credit accounts for consumers. 

Like many leading U.S. banks Top Five has grown through acquisition, and this means compiling data from 

a myriad of lending systems and normalizing the data to make it actionable for a consolidated decision-

making process.  Top Five engaged ALI Solutions (“ALI”) to help combine and normalize all of the credit 

account data to obtain a holistic view of the lending relationship and to facilitate the decision-making pro-

cess for restructuring these customer relationships.  Top Five was looking for speed to market that would 

give them the capability to execute the program with minimal impact on Top Five’s IT resources.

Goal

Top Five’s goal for this initiative was to deploy a technology solution, in record 

time, to compile a unifi ed view of their customers with multiple products and 

who were delinquent on at least one.  

This included:

J aggregating data from disparate legacy system across multiple business units and geographic loca-

tions,

J normalizing the data across accounts to ensure that it was consistent and could be used eff ectively in 

one or more analytic models, and

J building a fl exible infrastructure to incorporate future data sources, both internal and external, from 

other bank data repositories and/or future acquisitions.

After consolidating relationship information, the delinquent and non-delinquent accounts would be eval-

uated for a restructuring strategy to mitigate risk, lower exposure, and maximize economic performance.  

These decisions would be based on the information compiled across the lending relationship matrixed 

with new income and aff ordability data gathered by Top Five’s agents once they contacted the customer.  

Solution

ALI leveraged the capabilities of its event-based decisioning platform to tackle this challenge.  The  deci-

sioning platform is the core of the ALI solution, providing a means to access and fuse the consumer data 

across the diff erent lending systems at Top Five to provide a 360 degree view of the customer’s lending 

relationship.  This is a complementary strategy that enables Top Five to access and use the data from their 

legacy systems without placing a burden on IT resources.

Fusing and normalizing the data from the diverse systems ensures the quality and compatibility of the 

information used in customer credit policy and analytic models – driving customer profi tability.  The clean-

liness and usability of the data was critical to the success of this initiative.  Typically data fusion and normal-
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ization can be very cumbersome and resource intensive.  Yet it’s a critical component to scoring, decision-

making, strategy setting and the elusive holistic customer view.  For example, diff erent lending systems 

may have multiple defi nitions for a fi eld with the same name.  These idiosyncrasies need to be adjusted 

and accounted for in order for the information to be used eff ectively to evaluate, score and treat accounts 

and set a consistent and eff ective treatment strategy.  This data scrubbing and hygiene can traditionally be 

a weighty undertaking for a bank’s valuable IT resources.  The ALI decisioning platform enables the bank to 

make all relevant data available to its collections policy managers, so they can generate more sophisticated 

characteristics and deploy predictive models to drive their strategy decisions; all done while minimizing 

the burden on the IT team.

ALI’s event-based decisioning platform also provides operational improvements to Top Five.  It enables col-

lections managers to design experiments, easily run tests and compare scenarios.  With ALI’s decisioning 

platform, they can now evaluate the important risk indicators, such as total credit limit utilization across all 

accounts and derive common characteristics for decisioning.  Top Five also uses the decisioning platform 

to assign experiment eligibility criteria to ensure that tests are not compromised by having customers in 

multiple tests simultaneously.  

The decisioning platform provides a simple way to automate the sampling and experimentation process.  

Each customer segment has a test and control group to measure the results of the treatment strategy so 

that results can be compared to the hold-out group, as well as to other treatment strategies.  The deci-

sioning platform accesses updated account information every day to ensure the data is a fresh for both 

segmentation and treatment strategy application.

The decisioning platform is also used to generate automated dialer fi les, further automating the contact 

management process.  One of the benefi ts of the data fusion process is to combine and normalize contact 

information from multiple accounts, improving the chances of a Right-Party-Contacts.  

An additional benefi t of this solution is that Top Five’s analytics team now has access to a clean, consolidat-

ed data fi le to be used for new analytic models.  The decisioning platform provides a user friendly business 

interface that can be used across diff erent functional groups to maximize the value of the newly accessed 

360 degree view of the customer, while protecting the consumers’ private data with permission-based 

security access.

Results

Top Five took a learning approach to this program and began with a pilot that was designed, tested and 

in production within 90 days of contract.  Benchmark banks have spent one year or more with internal de-

velopment dedicated to attempting infrastructure enhancements required to achieve a similar customer 

view. ALI and Top Five took a team approach to this initiative.  The team spent two days together with the 

Top Five team being fully trained on the ALI decisioning platform and the joint team developing a collabo-

ration plan and creating the prototype design. The ALI solution gathered data for all delinquent lending 

relationships, and that data is updated daily during a short daily production window.  This data is used to 

manage delinquent accounts at the relationship level, mitigating risk, increasing overall customer profi t-

ability while minimizing exposure for Top Five.  The initiative has far exceeded expectations in terms of how 

quickly it was implemented and in production.  It met expectations in terms of the level of automation and 

the quality of the newly acquired holistic customer view.  The accelerated timeline (with tangible results) 

also exceeded management expectations.

Top Five is also pleased with the ALI’s modular, fl exible platform that helped Top Five achieve its objective of 

taking action swiftly while also leveraging all of the available data on its lending customers.   Top Five also 

recognizes that the ALI event-based decisioning platform can be leveraged for future projects.   


