
CASE STUDY

PROFESSIONAL
ACCREDITATIONBODY
Unifying payment and compliance

AT A GL ANCE
High-speed dialing boosts
revenue and compliance control.

Overview
This case study demonstrateshow amajor International Professional
Accreditation Body, which sets standardsand regulates professionals in
the property and constructionsector, transformedits revenue collection
and communicationprocesses by unifyingpayment channels and
gaining holistic reporting control.

This organizationis headquartered in Londonwith itsmaincontact
center in Birmingham.It serves two primary functions:providing
accreditation, training,and guidance to itsmembers,and offering
dispute resolutionservices to the public. Interactions are highly
sensitive, requiringsecure paymentprocessing and compliance when
discussingmember fees or public disputes.

Challenges
The Professional AccreditationBody faced a primarychallenge in
efficiently and compliantlycollecting membershipfees:

Siloed Communications:Communicationsformembershipfees
(specifically textmessage reminders)were managed in anexternal
platform.This fragmented approach prevented the organization from
having holistic reportingonmemberengagement across all contact
channels.
Inefficient Outreach: The methodused to contact members with
overdue fees was time-consumingand inefficient, limitingthe total
numberof memberswho could be reached duringcritical renewal
windows.
Secure Payment Complexity:Agents needed a reliable and compliant
way to accept payments over the phone, requiringa robust,
integrated PCI solution.

The dialer dramaticallyincreased
the daily capacity for contacting
memberswithoverdue fees,
improvingcash flow.

ACCELERATED
REVENUE COLLECTION

Implemented custom flows utilizing
IVR and a PCI solutionto allow
membersto pay fees securely,
either automated oragent-
assisted.

SECURE
PAYMENTS

Consolidated all member
communicationchannels,
including textmessaging for
reminders, to deliver holistic
reportingand ensure compliance
across all outreach efforts.

UNIFIED REPORTING&
COMPLIANCE
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Solutions
We implementeda solution focused on integratinghigh-efficiencycollection tools and centralizingall related
data:

High-VolumeCollections:We introduced the Power and Preview Dialer capabilities. This allowed agents
to efficiently contact members regarding their overdue membershipfees, dramatically increasing outreach
capacity.
CompliantAutomatedPayments (IVR): We implementedcustomIVR call flows thatsecurely routed
members to an integrated and compliantPCI solution.This allowedmembers topay their fees directly via
the IVR withoutagent intervention, or to be transferred securely to an agent for compliantassisted
payment.
Centralized Reporting for TextMessages: The previously external functionof sending textmessage
reminders for fees was broughtdirectly into the platform.This centralized all member communications,
providing the organization with holistic reporting on payment communications.

Results
The integration of advanced communicationand payment tools delivered immediate,measurable impact on
revenue and operational transparency:

Record-Breaking Outreach: The deployment of the dialer enabled the organizationto contact more
membersin a single day than they had ever achieved before, directly accelerating membershipfee
collection.
Enhanced Payment Compliance: The integrationof the IVR with thededicated PCI solutionensured that
both automatedand agent-assistedpayments were handled in a secure and compliantmanner.
Holistic CommunicationView: By bringingtextmessage capabilities in-house,the organizationnow has
centralized, unified reporting on all member communication efforts, enabling data-drivenoptimizationof
future campaigns.


