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Sca le  + Smart Execution = Susta inable  
Re turns
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In- House  Eng ine

Focus on 10–20% contactable accounts via call, 
digital, legal, and field channels.

Outsourced  Layer

Long-tail portfolios managed for scalability and cost 
efficiency.

Precision in execution drives returns.



Opera tiona l Risk Directly Impacts  IRR

Underwriting People

Performance Vendor

Each pillar represents a source of IRR leakage when left unmanaged. 
Small inefficiencies create large return loss.
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Faste r Collec tions  = Higher IRR
Two portfolios with the same total recovery (~72%) can produce dramatically different IRR outcomes based solely on execution speed. Timing matters more than volume.

Curve B: Delayed Execution Curve A: Strong Execution

Front-loaded recovery curves generate significantly higher IRR — even at identical total collection rates.



Data  + Sys tems = Execution Power
Key Challeng es

Incomple te  se lle r da ta Low contac tability  (1 0 –
2 0 %)

Variable  c redit bureau 
maturity

Limited bureau access  in 
some markets

System Must Enable

Seg menta tion eng ine Workflow automation

Multi- channel execution Real- time dashboards

Sys tem

Stra tegy

Segmenta tion

Data

Systems convert insight into cash.



Control Risk Exis ts  Ins ide  and Outs ide
Externa l Risks

Misreporting

Poor Conduct

Com pliance  Breaches

Inte rna l Risks

Paym ent Divers ion

Data  Misuse

Side  Se ttlem ents

Controls  in Place

Direct paym ent channels

Monitoring  sys tem s

Audit logs

Whis tleblowing  fram ework

No collection of cash policy

Clear Standard Code  of Conduct for 
Externa l and Inte rna l Media tors

Strong controls protect investor capital.



Stable  Systems = Predic table  Cash Flow
Technology infrastructure is the backbone of consistent collections performance at scale. Five pillars ensure operational continuity.

Collec tions  Pla tform

Core engine for workflow and account 
management.

Cybersecurity

Protecting sensitive customer and financial 
data.

Disas te r Recovery

Business continuity under adverse conditions.

Access  Control

Role-based permissions limiting exposure.

Real- Time  Dashboards

Live visibility into performance and risk signals.

Technology enables consistency at scale.



People  Performance  Drives  IRR

Key Cha llenges

2 0 – 3 0 % productivity gap across  teams

Attrition rese ts  pe rformance  curves

Incons is tent execution across  marke ts

Practica l Solutions

1 Weekly pe rformance  ranking

2 Dynamic  portfolio a lloca tion

3 Pay- for- collec tion incentives

4 Rea l ca ll coaching

5 Daily productivity dashboards

Small productivity gains create large return impact.



One Reg ion, Six Diffe rent Regula tory Rea lities

Country Licensing Clarity NPL Sale Maturity Bureau Access Execution Complexity

Singapore High Mature Strong Low

Malaysia Improving Moderate Good Medium

Thailand Structured Growing Moderate Medium-High

Indonesia Unclear Large Market Moderate High

Vietnam Restrictive Early Stage Limited High

Philippines Improving Moderate Moderate Medium

Mature  Marke ts

Lower regulatory risk, lower yield potential.

Complex Marke ts

Higher execution risk, higher return potential.



What I Have  Learned from Opera ting  Across  SEA
Practical lessons from large-scale retail NPL servicing across fragmented markets.

Contac tability Is  the  Real 
Battle fie ld
Only 10-20% of accounts are contactable. 
Prioritize the right accounts, not just more 
calls.

Data  Quality Determines  Stra tegy 
Quality
Incomplete seller data weakens 
segmentation. Varying credit bureau access 
requires adaptability. Better data drives better 
pricing and recovery.

Speed Protec ts  IRR

The first 90–180 days post-onboarding are 
critical. Delays in loading, staffing, or 
segmentation lead to permanent IRR 
reduction.

In- House  vs . Outsourced Must Be  
Dynamic
High-value accounts stay in-house for control. 
External agencies manage long-tail. 
Reallocate based on performance, not habit.

SEA Is  Not One Market

Thailand, Indonesia, Vietnam, Philippines, 
Malaysia, and Singapore require different 
playbooks due to varying regulations, bureau 
access, and borrower behaviors.

The winning operator in SEA is not the one who collects hardest — it is the one who allocates effort most intelligently.



Controlling  Risk = Controlling  Returns

 Preventive

Underwriting discipline & data validation

 De tec tive

QA monitoring & real-time dashboards

 Correc tive

Event reporting & root cause fixes

Strong  Da ta Strong  Sys tems Strong  People

Strong  Controls Strong  Governance

"Alpha is created every day through disciplined execution."



Operational Risk Report Sample

1. Risk identification (preventive)
o Frequency: every quarter 

2. Operational risk event reporting (when events occur)
o Frequency: every month

1. Risk identification
All operational risks estimated to result in a loss corresponding to between USD 0.5 Mil and USD 1.5 Mil if 
they occur.
To be reviewed and reported by last day of each quarter (quarterly) by filling in form on SharePoint. Meeting 
will be held on quarterly basis to review identified risks. 

2. Operational risk event reporting (when events occur)
All operational events occurred resulting in a loss corresponding to between USD 0.5 Mil and USD 1.5 Mil.
To be reported by last day of each month (monthly) by filling in form on SharePoint.



Operational Risk model
Risk identification
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