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Pre-collections  
Preventing payment problems for 

residential mortgages 

Marcel den Hollander 
Achmea Bank, Balancesheet Management & Financial Risk 
CSCC XIII, Edinburgh, 27-30 August 2013 
 

Disclaimer: This presentation is based on personal experience and for inspirational purpose only. No rights can be derived from it.   
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  Achmea Bank 
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Achmea 

.. 

Achmea 
• Since 1811 
• Largest insurance company in NL 
• Cooperative 
• 25.000 Employees 

 

 

Achmea Bank 
• Mortgages and savings 
• 300 Employees 
• Balance sheet total of €16 billion 

 

http://www.woonfonds.nl/
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  Credit Risk 
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Credit Risk - Current challenges 

• House prices  
• Unemployment  
• Purchasing power  

 
• Demographic 
• Increasing demands investors and regulators 
• Governmental policy and tax changes 
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Credit Risk – on the bright side 

Netherlands 
• Supply of new 

houses decreases 
• # Households 

increasing  
• # Arrears relatively 

low 
 

Achmea: healthy 
portfolio 

• Prudent acceptation 
policy 

• Seasoned portfolio 
Source: Moody’s, Rabobank 
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9 

Credit Risk - Decomposed 
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Causes for delinquencies 

 
 
 
 

 
 

 

 

• LTMV too high to 

sell without 

remaining debt 
 

 

• Acceptance 

policy 

• Overrides 

• Monthly cost 

increase 

(interest, cost) 

 

• Discipline 

• Financial knowledge 

• Denial 

• Debt overburden 

 

• Economic 

• Political 

• Social 

 

 

• Policies & 

processes 

• Resources 

• Collection 

infrastructure 

 

• Reduced 

income 

• Divorce 

• Illness 
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  Credit Cycle 
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  Risk 
management 

Credit cycle 

Plan 
Models/Scorecards 

Policies 
 

Existing 
Maintenance 
Monitoring 
Reporting 

Parting 
Recovery/Exit 

Write-off 

New and renew 
Accept/Reject 

Price 
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Credit cycle 

 
New loans 

 
• Interest rate 

• Risk premium (LTV) 
• Fixed period   

• Decision to accept 
• Acceptance Policy (rules) 
• Application Scorecard 

• Accept/reject 
• Not required for Basel II 

• Reporting on production 
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Credit cycle 

 
Existing loans 

 
• Usually low maintenance 
• Behavioural models 

• Required for Basel II 
• Possible to prevent 

arrears?  
• Used for reporting and 

stress testing 
 

 
 

  Defaults 

Probability of Default 

model 

 
Exposure at Default estimate 

 

PD fixed (100%) 

Loss Given Default 

model 

LGD Best Estimate 

model 

EAD 

 

     EL = 

Non- Defaults 

 PD 

         X 

LGD 

         X 

 
 

• Reporting 
• Risk (e.g. Economic capital) 
• Operational (e.g. process 

time, events) 
• Financial (e.g. volume) 
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Credit cycle 

 
Loans with (payment) problems 

 
• Collections department 
• Decisions 

• Recovery vs exit 
• Effective use of 

instruments 
• Reporting on e.g. arrears, 

provisions (IFRS) and write-
off 
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Stage 0 

Prevent Arrears 

Servicing: Repossession & Sale Process 
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Collections – New focus 

• Collateral 
• Process 
• Legal 
• React 
• Loss minimization 
• Collections department 

• Customer 
• Soft skills 
• Entire organization 
• Preventing 
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  Pre-collections 
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Pre-collections - Objective 

Voorkomen is beter dan genezen 

 
• Better to prevent than 

to cure 
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Pre-Collections – Instruments 

• Direct contact 
• Budget coach 
• Renting out 
• Restructuring the mortgage 
• Intermediary (Advice) 

 

Note: Customer is responsible 
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Pre-Collections roadmap 

• Organisation 
• Pre-collections department 
• Responsibilities 
• Policy 
• Processes 
• Practical items 

> Phone number, e-Mail 
> Flyers 
> Website 
> Collections software 

• Just do it 
• Direct customers questions to 

precollections department 
• Follow-up customer events 
• Portfolio analysis 

• Monitor impact 
• Improve 
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Example – Websites 
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Pre-Collections - Impact 

• Process 
• More interaction 
• Not one size fits all 

• People 
• Soft skills 

• IT 
• Fit for change 
• Integration 

 
• Model prediction 

• Changed process  similar start, different result 

• Bottom line 
• Hard to predict or measure 
• € per case 
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  In Conclusion 
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Summary 
• Focus on customer 
• Holistic approach 
• Better to prevent 

 
 

Contact 
Marcel.den.Hollander@Achmea.nl 
+31 (0) 6 230 63 562   
achmeamortgagebank.com 

In conclusion 

.. 

mailto:Marcel.den.Hollander@Achmea.nl

