
 W E L C O M E

 “ P r o v id in g  S A S  w i th  a  v o ic e ”

 P r e s e n te d  b y :  M r  P a n k a j M is t r yM r  P a n k a j M is t r y

 O r g a n is a t io n :  B a r c la y s  G r o u p  P L C O r g a n is a t io n :  B a r c la y s  G r o u p  P L C

 A r e a :  C r e d i t  R is k  M a n a g e m e n t A r e a :  C r e d i t  R is k  M a n a g e m e n t





T H E  O R G A N IS A T IO N … .
• M a jo r  U K  b a s e d  F in a n c ia l S e r v ic e s  G r o u p

• E m p lo y s  7 5 , 0 0 0 +  P e o p le

• L a r g e s t  U K  I n t e r n e t  B a n k :

–  O v e r  2  m il l io n  r e g is te r e d  c u s t o m e r s

• Y e a r  2 0 0 0  F in a n c ia l H ig h lig h t s :

– P r e - t a x  P r o f i t   £ 3 . 4 9  b i l l i o n

– S h a r e h o ld e r s  F u n d s  £ 1 3 . 2  b i l l i o n

– T o ta l  A s s e t s  £ 3 1 6 . 1  b i l l i o n



•  R F S  -  k e y  c o m p o n e n t  o f  th e  B a r c la y s
G r o u p

• O b je c t iv e  -  d e l iv e r  v a lu e  to
s h a r e h o ld e r s  b y  p la c in g  t h e  c u s t o m e r
a t  th e  c e n t re  o f  a l l  a c t iv i ty

• S e r v e s  1 7  m il l io n  p e r s o n a l a n d  s m a ll
b u s in e s s  c u s t o m e r s

• W o o lw ic h  M o r tg a g e  B a n k  -  r e c e n t
a c q u is i t io n  b y  B a r c la y s

• B a r c la y s  -  4 t h  l a r g e s t  U K  m o r tg a g e
le n d e r

R E T A IL  F IN A N C IA L  S E R V IC E S … .



• O p t im is a t io n  o f  A s s e t  Q u a l i ty

• P o r t fo l io  u n d e r  m a n a g e m e n t
£ 5 0  b i l l io n  o f  s e c u r e d  le n d in g

• C o m p le x  L e n d in g  E x p e r t is e

• P o lic y  M a n a g e m e n t

• S t a t i s t i c a l  A n a ly s is   /  M o d e ll in g

• D a ta  W a r e h o u s in g

• B u s in e s s  T e c h n o lo g y  S o lu t io n s

C R E D IT  R IS K  M A N A G E M E N T … .



T H E  C H A L L E N G E … .
• E x p lo i t  th e  v a lu a b le  in fo rm a t io n  in  t h e
C r e d i t  R is k  D a ta  W a r e h o u s e

• L e v e r a g e  c u s t o m e r  k n o w le d g e  b y
e x te n d in g  d a ta  a c c e s s  to  t h e  R e ta i l
S a le s  F o r c e .

• T h is  v a lu a b le  in fo rm a t io n  a r e  t h e  P r e -
a p p r o v e d  M o r tg a g e  L im i ts  ( P a m l)  fo r
c i rc  3 .5  m il l io n  c u s to m e r s

• I n f o r m a t io n  h a s  t o  b e  s u p p l ie d  a t  th e
p o in t  o f  c u s t o m e r  c o n ta c t  a s  i t  w i l l  b e
u s e d  in  th e  S a le s  p r o c e s s  to  G u a r a n t e e
L e n d in g



T H E  R E A L IT Y  B IT E … .

• L o w  c o s t  -  s p e e d y  s o lu t io n  r e q u i re d

• S a le s  a r e  s c r e a m in g  f o r  t o o l s  t o  h e l p
r e a c h  m o r tg a g e  ta r g e t s

• L o n g  le a d  t im e  t o  d e v e lo p  le g a c y
s y s te m s

• P C s  d o  n o t  e x is t  in  a l l  lo c a t io n s

• C a n n o t  w a i t  fo r  t h e  G r o u p ’s  IP
I n f r a s t r u c t u r e  a n d  t h i n  c l i e n t  a p p l i c a t i o n
s t ra te g y  -  b u s in e s s  n e e d  is  n o w !

• “M A R T IN I  A C C E S S ”  is  e s s e n t ia l



T H E  S O L U T IO N … .

•  D e v e lo p m e n t  o f  a  n e w  a p p lic a t io n :
“P A M L - IV R ”

–  P r e - a p p r o v e d  M o r tg a g e  L im i t
I n t e r a c t i v e  V o i c e  R e s p o n s e

•  T h is  s o lu t io n  p r o v id e s  a  t e l e p h o n e
b a s e d  a c c e s s  t o  t h e  P r e - a p p r o v e d
M o r tg a g e  L im i ts  d a ta  d o m ic i le d  in  th e
S A S  C r e d i t  R is k  D a ta  W a r e h o u s e

• T h is  in c lu d e d  m o b i le  p h o n e s



     T H E  A P P R O A C H … .
•  N e w  d e v e lo p m e n t  -  n o t  b e e n  t r ie d
b e fo r e

• P r o t o t y p e  d e v e lo p e d  f i rs t  to  p r o v e  th e
c o n c e p t

• A  n e w  P a r tn e r s h ip … .



T H E  P R O T O T Y P E … .

• D e v e lo p m e n t  c o m m e n c e d  J u ly  2 0 0 0

• 3 0  m a n - d a y s  o f  d e v e lo p m e n t

• 1 0  m a n - d a y s  c o n s u m e d  b y  B a r c la y s
T e a m

• P r o t o t y p e  D e v e lo p m e n t  c o s t s  £ 9 0 , 0 0 0

• T e le p h o n y  E q u ip m e n t  -  re n te d

• L iv e  d a t e  2 2 n d  S e p te m b e r  2 0 0 0

• 2 5  u s e r s  in i t ia l ly  -  d u r a t io n  9 0  d a y s



T H E  T E C H N IC A L  B IT … .

T h e  s y s te m  c o n s is t s  o f  t h e  f o l l o w in g
m a in  c o m p o n e n t s :

• T e le p h o n e  l in e s  a n d  h u b

• T h e  IV R  s e r v e r  a n d  s o f tw a r e

• T h e  T e le p h o n e  S c r ip t in g

• T h e  S e c u r i ty  A p p lic a t io n

• T h e  D a t a  s e r v e r  a n d  s o f tw a r e

• T h e  In te r fa c e  p r o g r a m



BUSINESS APPLICATIONS

DATA MARTS

PAML RISK PROFILINGLIMIT ACCESS

arrearsc

fraudc

eracusfc

hpindcposcodec

summacctc
applc

addapplc

branregc

ccidc

eracusdc

housec

sumcustc sumheadc

sumintcc

sumprop
c

policy
minera

housebal

stbpolic

pmlhdis arreposs

limacc 1-9
properv

propval propokvhouscr

housreg housval

riskcarskprof

ENTERPRISE AREA

AGGREGATE AREA

newdecs

paml history



PAML-IVR Process Flow (Technical)

30 Reserved Ports (E1 card)

3 dedicated NT share services  (using SAS Share module
listening for Comms)

'IVOR' UNIX Server
(Telephony)

PERIPHONICS Instant Voice Recognition (IVR) software
(30 copies of the software running - 1 per port)

C program (used as an emulator IVR to SAS)

Reserved Port 6666

'FLORIDA' NT
Server (Data)

Communication
method:
TCP/IP

Communication method:
standard BT land line or

Mobile phone

SQL call in C passed to 'Florida' with parameters for the where
clause

Base SAS 8e & SAS Share software
Tables (SAS data sets):

IVR1

IVR3

IVR2

'SHEILA'
(Live Data)

Various SAS modules (Base 6.12)
Tables (SAS data sets):

IVR1

IVR3

IVR2

Communication
method:
TCP/IP

'Florida' tables are refreshed with the latest 'Sheila' tables on a
monthly basis

30 dedicated telephone lines

Text file

Audit file recording the various stages of the end to end
process

Mortgage Seller
Branch Network -

Sales Force



Dial Number

Welcome Greeting

Security Greeting 

Enter PIN (4 digits)

Security Greeting

Request 

Enter Sort Code (6 digits)
Request

Enter number of applicants (1 or 2)

Request

Enter CIS Number(s) 10 digits

Response

Exit Options

END CALL

Enter Staff No

First Fail

Second Fail

First Fail

Second Fail

First Fail

Second Fail

First Fail

Second Fail

First Fail

Second Fail

PAML-IVR CALL FLOW CHART



T H E  IN T E R F A C E … .

•• T h is  i s  t h e  t e c h n i c a l  c o n v e r g e n c e  t h a tT h is  i s  t h e  t e c h n i c a l  c o n v e r g e n c e  t h a t
w a s  n e v e r  d o n e  b e f o r e .w a s  n e v e r  d o n e  b e f o r e .

– N o r te l  d e v e lo p e d  a  n e w  c o m p o n e n t ,  a
S Q L  l ib r a r y  w i th  S A S .

– T h is  c o m p o n e n t  a l lo w e d  th e  in te r f a c e  to
in s t r u c t  th e  S A S  d a ta  s e r v e r  t o  r e t r i e v e
q u e r ie s .

– T h e s e  q u e r ie s  c o n ta in e d  th e  d a ta  w h ic h
w a s  t ra n s la te d  b y  th e  in te r fa c e  fo r  t h e
IV R  s e r v e r

– T h e  IV R  s e r v e r  t r a n s m i t te d  th e  r e s u l ts
d o w n  th e  te le p h o n e  in  v o ic e  fo r m



P R O T O T Y P E  O U T C O M E … .

• S y s te m  r o b u s t  -
d o w n t im e  m in im a l

• S e r v ic e  2 4 x 6

• In c r e a s e d  S a le s
id e n t i f ie d  p u r e ly  d u e
to  th e  a v a i la b i l i ty  o f
th is  a p p l ic a t io n  to  th e
v a lu e  o f  £ 1  m i l l io n  in
6  w e e k s

• C u s to m e r  fe e d b a c k
o n  e x p e r ie n c e  w a s
p o s i t iv e

• T im e  s a v in g s
id e n t i f ie d  b y  S a le s
s ta f f  o f  1 5 - 3 0
m in u te s

• S ta f f  in s is te d  th a t
th e  a p p l ic a t io n  is  n o t
tu r n e d  o f f  a f te r
p r o t o t y p e  p e r i o d
e n d s

• A l l  c o s t s  r e c o v e r e d
b y  N o v e m b e r  2 0 0 0



T H E  N A T IO N A L  S Y S T E M … .

•P r o j e c t  I V o R

–  A d d it io n a l £ 1 6 0 K  r e q u i re d  t o
p r o d u c t io n is e  s y s te m

–  B u s in e s s  c a s e  s a n c t io n e d  o n  2 1 s t
N o v e m b e r  2 0 0 0

–  S u b s e q u e n t  M a in t e n a n c e  &
R e n e w a ls  £ 1 4 0 K

–  R o l l- o u t  t o  4 0 0 0  u s e r s  in  t h e  U K

–  P r o je c te d  B r e a k  E v e n  in  Y e a r  2 0 0 2



B u s in e s s  M o d e l  -  P r e  P A M L  -  IV R

P R E  S A L E S

S A L E S

C U S T O M E R

L E E D S
 C O N T A C T

IM P A C T
I  d o n ’ t
k n o w  m u c h
a b o u t  th is
c u s to m e r

I  g o t  m y
m o r tg a g e  b u t. .

·  N o  k n o w le d g e  p r io r  to
in te r v i e w .

·  D e t a i l e d  c u s t o m e r
in te r v i e w  w i l l  b e
n e e d e d .

·  “ I  h a v e  t o  a s k  s o  m a n y
q u e s t io n s ”

·  “ I  h a v e  n o  t im e  to  s e l l ”
·  T h e r e ’s  s o  m u c h

p a p e r w o r k . ”

·  “I  h a d  t o  p r o v id e  s o
m u c h  in fo r m a t io n . ”

·  “ W h y  d id n ’ t  th e y  u s e
t h e  i n f o r m a t io n  th e y
a l re a d y  h o ld  a b o u t
“ u s .

·  T h e  ‘ f is h in g  c a l ls ’  to  t h e
b o o k in g  d e s k  a r e
b lo c k in g  t h e  im p o r ta n t
c a l ls .

N o
r is k

a c t iv i ty

B o o k in g  D e s k

IM P A C T

IM P A C T

IM P A C T



PAML - IVR Limit Delivery System
Business Model

PRE SALES

SALES

CUSTOMER

LEEDS
CONTACT
CENTRE

IMPACT

IMPACT

IMPACT

Provision of PAML
24 hours a day
6 days a week.

I can give an

immediate

lending
decision

What fantastic

service
No paperwork

Automated

provision of

•• A new sales tool providing
customer information

• Ability to provide PAML to
sales.

• A standalone system

•• “I now know the
customers limit”

• “I can sell more”
• Much less paperwork

•• “I received an immediate
decision”.

• “I was treated as a
person”

• “I don’t need to provide
evidence”

•• Less calls to the
Booking Desk..

• Ability to impact the E2E
process.

IMPACT



T H E  B U S IN E S S  IM P A C T … .

• R o l l -o u t  to  U K  lo c a t io n s  c o m m e n c e d  1 5 th
J a n u a r y  2 0 0 1

• B y  F e b r u a r y  2 0 0 1

–  2 ,1 4 5  r e g is te r e d  u s e r s  /  2 9 , 5 0 0  c a l ls

–  2 1 ,9 5 1  u n iq u e  c u s to m e r  r e c o r d s  a c c e s s e d
fo r  P A M L  l im i ts  v a lu e d  a t  £ 1 .5  b i l l io n

• A p p l ic a t io n  r a t e  i n c r e a s e d  b y  5 %  to  4 5 % ,  v a lu e
£ 5 6 7  m i l l io n

• £ 7 0  m i l l io n  o f  p u r e  s a le s  h a v e  b e e n  a t t r ib u te d
to  th e  in t ro d u c t io n  o f  th is  a p p l ic a t io n  a s  a t
A p r i l  2 0 0 1  -  s o u r c e  M o r tg a g e  S a le s  S t a f f



T O  S U M M A R IS E … .

• R e s o u n d in g  S u c c e s s !

• P r o t o t y p e  t o  P r o d u c t io n  S y s te m  in  2
m o n th s .

• B o th  P r o t o t y p e  a n d  N a t io n a l  S y s t e m
r e - c o u p e d  e x p e n d i tu r e  in  6  m o n th s .

• A l l  fe e d b a c k  p o s i t iv e

• P la n s  t o  e x t e n d  a c c e s s  to  W o o lw ic h
N e tw o r k  s ta f f  a n d  I n t e r m e d ia r ie s .

• D e v is in g  n e w  u s a g e  fo r  th is
a p p lic a t io n



T H A N K  Y O U


