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Executive Summary

Artificial Intelligence (AI) has influenced all sections of the automotive industry. Today, 
Generative AI is used to detect manufacturing defects, model car designs, predict main-
tenance requirements, and has given flight to the dreams of having autonomous driving 
systems.

Conversational AI has ushered in a new age of collections and loan originations in the 
Auto Finance and Buy Here Pay Here industry. Platforms today have enabled faster con-
sumer outreach and analysis of consumer sentiment to enhance customer retention and 
maximize collections. However, Conversational AI remains a relatively newer technology 
in the Auto Finance and Buy Here Pay Here space. The technology is also fast evolving. 
We recognize that businesses must be empowered to explore and evaluate this space. 

This guide is intended to assist businesses in evaluating the right Conversational AI 
platform. This concise guide would help evaluate five critical criteria that need to be 
assessed to ensure seamless implementation and maximize value through AI integra-
tion. 

This buyer’s guide is an endeavor from our end to enable Auto Finance and
BHPH players to correctly assess and compare various Conversational AI
platforms available for selection in the industry.
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Customer Experience
Businesses must keep customers engaged and happy to improve collections on their auto loan 
accounts. Therefore, Conversational AI platforms need to cater to a target base that may be diverse. 
A primary requirement is that the Conversational AI platform be able to engage with customers through 
different channels. The demography of the customer base is shifting towards millennials and GenZ, 
which are increasingly moving towards mobile-friendly platforms. Placing all bets on connecting people 
over calls will fall short of true engagement. Businesses need to empower their call center with Conver-
sational AI platform that can communicate over SMS, chat, and email to ensure maximum connectivity.

Similarly, operations need to understand the language diversity of the customer base. For example, 
if a sizable customer base is Spanish, then capabilities must be explored for the Spanish language on 
your AI platform. Customers should be able to divert their queries to a live agent in case the AI platform 
falls short of providing an expected resolution.

Channels of communications that the AI platform
can support.

The lingual capability of the AI platform, which can
address queries in the language of the customer base.

Can integrate and implement on both inbound and 
outbound sides of the call center to provide 24/7 support.

The Conversational AI platform can transfer calls to live
agent desks for complex disputes.

• Skit.ai’s Conversational AI platform provides multi-lingual support in English, Spanish, 
 French & 10 other languages.
• Skit.ai provides conversation across 4 channels: voice, SMS, chat, and email.

Did You Know?
Checklist
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Integrations and Partnerships
When businesses are trying to find the perfect Conversational AI platform to enhance their call center 
performance, they must be mindful that the platform must be compatible with their existing call center 
infrastructure. Your call center would be already using multiple software and hardware systems. At the 
minimum, the business has an existing CRM ( ex-Automaster, Dealersocket), payment gateways 
(REPAY, PayNearMe), and telephony/SMS platform. The best thing would be to check the compatibility 
of the Conversational AI platform with your existing system and enquire about past experiences of 
integrating with these systems. If your Conversational AI platform has partnerships with these system 
providers, it provides confidence that the implementation can be carried out efficiently. This would 
help correctly estimate the IT effort and the time-to-value for deploying the Conversational platform.

Partnerships and Integration experience with existing call
center software such as payment gateways, CRMs, etc.

Estimated time-to-value and IT effort needed.

Configurations and customizations that can be supported
(as needed).

Recordings and reporting of campaign analytics and
conversations back to the CRM/ database.

• Skit.ai integrates and partners with over 20+ payment gateways and 10+ CRMs
• Skit.ai can potentially go live with its Conversational AI platform in less than 48 hours.

Did You Know?

Checklist

Another important point is checking how records would be updated in the system. It
is also important to find out how campaign analytics would be recorded and reported.
Along with off-the-shelf integrations, it is crucial to enquire about flexibility in terms
of customizations. Any discussion with respect to customizations needs to be
discussed in the early stages of engagement.



Records of connectivity and collections can help set expectations correctly.
Businesses can ask for past case studies and whitepapers to understand the impact
of solutions. If needed, the Conversational AI vendor can provide a reference check
with existing Auto Finance or Buy Here Pay Here customers. It is crucial to understand
if the platform can perform end-to-end collection or only address specific parts of the
conversations, such as customer verification, payment negotiation, etc.
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Performance and ROI
Different Conversational AI platforms have different limitations and capabilities. Different KPI metrics 
need to be tracked based on your requirements and needs. You might be looking into reducing delin-
quencies, streamlining the cost of collections, or reducing agent headcount. The business metrics 
that would determine the success/failure of the deployment need to be discussed, agreed upon, and 
monitored at the start of the contract. Having defined and agreed to the KPI metrics, bot performance 
should be monitored, followed by regular ROI discussions on the agreed metrics.

Discuss, agree, and set up monitoring of KPI metrics.

Capabilities of the AI platform and the scenarios it can handle.

Reference check with an existing customer of the AI vendor.

Past case studies and whitepapers to understand the
quantitative impact.

• Skit.ai provides reference checks with 20+ Auto Finance and Buy Here Pay Here customers.
• Skit.ai provides end-to-end collection automation.

Did You Know? Checklist
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Security, Compliance, and Data Privacy
The collections industry is heavily regulated.it is important for collection operations to ensure that the 
Conversational AI platform adheres to all the local regulations. Based on the local regulations, the 
number of attempts or the call timings to consumers maybe restricted. The country of residence can 
have different time zones. The AI platform must have compliance guardrails that prevent violations of 
timing and frequency of contact with a consumer. Businesses should have access to customer con-
versation details such as call/SMS/ chat transcripts and recordings.

A Conversational AI platform would call your entire database and give you access to sensitive consum-
er information such as credit card details, address and zip (postal) code, government ID details, etc. It 
is better to enquire about the best practices for data security and privacy of the Conversational AI 
vendor. Also important is to check if there are any reports of violations against the vendor available in 
the public domain. Compliance adherence can be a critical point that you should ask during a vendor 
reference check. A Conversational AI vendor should also have industry-recognized certifications such 
as SOC2 Type 2 certifications, relevant ISO certifications, etc., that can build trust about the vendor’s 
data security measures. If the vendor is going to have access to transactional details such as credit 
card info, they must have PCI-DSS certifications.

Enquire how the vendor will manage calls, SMS timings,
and frequency.

Data security certifications such as SOC2 TypeII, ISO
certification.

Transactional security compliance (if needed) with
PCI DSS compliance.

Any report of compliance violations against the vendor
available in the public domain.

• Skit.ai has SOC2 Type II, ISO 27001: 2022 certification.
• Skit.ai is compliant with PCI-DSS and has a 100% compliance record.

Did You Know?

Checklist
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Pre and Post Sales Support
During the pre-sales phase, businesses should be encouraged to ask all questions about the AI 
platform. It is quite understandable that Conversational AI is a recent technology, and there can be a 
lot of questions about its implementation, compatibility, and experience. Therefore, it is important that 
businesses ask for self-demo (that they can try out themselves) and not recorded demos done in a 
controlled environment. Just like a car, a thorough performance check needs to be done. Any issues 
faced during the demo should be resolved before proceeding with implementation. AI vendors should 
provide pre-sales support to resolve any queries regarding implementation. It is strongly advised that 
business invite IT representatives and their other software vendors (such as CRM partners or payment 
gateway partners) to the meeting to resolve any differences during the pre-sales stage.

Try out a demo for yourself, report issues, and provide
recommendations.

Arrange a meeting of IT representatives and other software
partners during pre-sales.

Set metrics around availability and ensure that the vendor
provides an escalation matrix.

Alerts and fail-safe mechanisms that the business has to
ensure smooth running of the AI platform.

Checklist

As with any software, businesses may face challenges during their adoption journey.
Many questions might arise when they start using the tool. Software vendors should
ideally provide a Customer Success team that can address these challenges after
the implementation. Businesses should clarify the KPI metrics for the high availability
and escalation matrix (with representatives' emails and phone numbers) in case of
issues. 
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Elevate Your Collections 
Efficiency with Skit.ai

Proven Metrics

43% 2X 40% 20%

Skit.ai’s Voice AI solution enables us to meet — and exceed — our targets regardless of staffing fluctuations and
training  gaps, especially in a market as competitive as the auto finance space in Texas.

The process of making manual outbound calls for auto finance collections is very inefficient because you need to 
make  many attempts to cover your portfolio. The Voice AI solution connects with thousands of files within minutes,
establishes RPC, and engages with the consumers, delivering a curated portfolio to our agents and making their
job  more pleasant and efficient.

Russell Warden
COO at SameDay Auto Finance

Higher collection rate Connectivity Drop in delinquencies Reduced cost per dollar collected



Beyond AI,
A CX Technology Ecosystem

135 Madison Ave, 7th Floor, New York, NY 10016. United States

Skit.ai is the leading Conversational AI company in the accounts receivables industry, empowering enterprises to automate customer conversations 
and accelerate revenue recovery. Skit.ai’s suite of multichannel solutions—featuring voice, text, email, and chat in both English and Spanish, powered by 
Generative AI—interacts with customers via their preferred channel, elevating customer experiences and consequently boosting recoveries.

Request a Demo

Download the Same Day Auto Finance case study hereVisit: www.skit.ai

https://skit.ai/book-a-demo/?utm_source=Skit.ai+Buyers+Guide&utm_medium=3P+Case+Study&utm_campaign=Accounts+Recovery+Skit.ai
https://skit.ai/resource/case-studies/case-study-sameday-auto-finance-llc/?utm_source=Skit.ai+Buyers+Guide&utm_medium=Auto+Finance+Case+Study&utm_campaign=Accounts+Recovery+Skit.ai

