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 SmartWIN  

P R O C E S S

Windham’s flexible and scalable service 
options can meet all of your customer 
service and revenue recovery needs.



 You know the story.
Your customers are always there when your company 
needs to pay out a workers’ compensation claim. But, 
many times, they’re distinctively absent when their 
premiums and deductibles are due. As a result, you end up 
sending unpaid invoices to first – and even second – place 
collections, forgoing revenue, writing off bad debt, and 
ultimately losing customers. 

Windham’s SmartWIN first-party 
customer service and  third-party 

revenue recovery solutions can help 
you break the cycle. 



In 30 days, we can be managing your  
first-party call center services. In 90, we can 
turn around your DSO and recovery operation.

Windham’s  
SmartWIN

FIRST-PARTY  
Delinquency Management Services

”“
CEO, Windham Professionals, Inc.



Expertise/Info Gathering
We perform an in-depth due 
diligence process focused on 
uncovering your business goals and 
the levers that drive them. 

Analysis
We analyze your customer and 
delinquency data as well as 
your current call center and 
accounts-receivable operations 
process to identify potential 
gaps or opportunities and 
recommend solutions prior  
to implementation.

The Program
We’ll develop a customized 
program to serve your 
customers through our secure, 
customer-service portal that 
provides protected access to 
your secure system.

Guaranteed 
30-day Start Up
Using proven implementation 
processes, we become fully 
operational within 30 days, 
whether we’re taking every 
call, every time or only the 
ones you choose.

Removing Barriers  
to Payment
We identify and isolate the 
drivers of delinquency and 
work with internal and external 
partners to remove them, 
creating a smoother, more 
efficient process.

Making the  
Complex Simple 
We will deliver a process focused 
on reducing customer friction, 
increasing customer retention, 
and streamlining your processes 
to help your customers interact 
with you more easily.

Metrics and Reporting
We provide standard and 
customized analytics and reports 
that measure the metrics and 
KPIs that drive your business, 
showing you your trajectory for 
profitability and improvement.

90-days to Success
Within 90 days, you’ll see data that 
prove our SmartWIN process will 
reduce your outstanding balances 
and recover more payments, while 
driving improved business processes 
and customer satisfaction.



Windham recovers premiums, while making your 
customers feel appreciated and valued. All of that 
takes place in an atmosphere of full compliance.

Windham’s  
SmartWIN
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CUSTOMIZED THIRD-PARTY
Revenue Recovery Services

CEO, Windham Professionals, Inc.



Expertise/Info Gathering
We share our experience and listen 
to your concerns about your current 
delinquency-recovery process.

Root Cause Analysis
Our analysis of your collection 
operations identifies what’s 
working, what’s not, and why.

The Program
Then, we develop a customized 
program that incorporates our 
recommended solutions. We can 
outboard all or just a portion of your 
work in a champion/challenger  
model as well.

30-day Start Up
Our proven implementation 
plan and best practices make 
us fully operational within 30 
days, whether we’re taking 
every call, every time or only 
the ones you choose.

Removing Barriers  
to Payment
Often, our most important work 
is in the research of customer 
delinquency and the follow-up 
education for those customers. 
Preventing misunderstandings 
about why, and how much, 
they have to pay leads to higher 
recoveries and increased customer 
satisfaction. It also can help 
prevent future delinquencies.

Making the  
Complex Simple 
Mismatched processes and a lack 
of understanding are key drivers 
of delinquency. We work with 
your customers to ensure there is 
clarity in how they got here, how 
premiums are calculated, and  
how the process works.

Metrics and Reporting
Standard and customized analytics 
and reports, delivered according 
to your schedule, give you the hard 
data to measure your success. 

90-days to Success
Within 90 days, you’ll see results 
that prove our SmartWIN process 
will increase recoveries and reduce 
unpaid premiums.

Customer-Focused 
Collection Strategy
We schedule one-on-one 
conversations with your 
customers to educate and involve 
them in the account-resolution 
process. Our desire is to leave 
your customers feeling that they 
were dealt with fairly  
and professionally.



The Client: 
A national workers’ compensation insurer for mid- and 
large-size companies. Unpaid premiums and high, 
unpaid deductibles had led the carrier to use costly, 
second-placement collections to attempt recovery of 
the unpaid debt. 

Windham’s Challenge: 
To dramatically increase the client’s first-placement 
collections to avoid the delays and costs associated with 
second placements.

Windham’s SmartWIN Results:  
The client experienced a 40% increase in collections, 
recovering millions of dollars. More than 3,200 accounts 
were paid off in less than four years.  

Windham’s  
SmartWIN 

R E S U L T S

Many accounts owed 
more than $15,000.

The client recommended Windham to other internal  
departments, related subsidiaries, and even outside carriers, reflecting 

the confidence that the client continues to have in Windham.

For more information about this case study,  
please visit our website at www.windhampros.com

CASE STUDY



The Client: 
A Fortune Top 100 Fastest Growing Company providing 
workers compensation coverage for small- and mid-size 
businesses. The client had managed its collections in-
house, but the company’s past-due portfolio outgrew its 
internal capabilities. 

Windham’s Challenge: 
Because workers’ compensation claim deductibles 
are not assessed until the claim closes, customers 
often don’t realize that they are responsible to pay a 
deductible and often dispute or delay payment. 

Windham’s SmartWIN Results:  
Windham carefully walked customers through their 
claims to help them understand how their deductibles 
are tabulated. A 64.3% recovery rate  was achieved in 
the program’s first year.

Experienced more write-offs 
than recovered payments.

The client’s CSAT rating also increased, as customers felt  
valued and involved in the account-resolution process. 

For more information about this case study,  
please visit our website at www.windhampros.com

CASE STUDY



Why Windham?
An Alternative to Traditional Collections
Our intelligent, customer-first approach to call center services and revenue 
recovery helps to retain your customers, keep them happy, and recoup the 
unpaid premiums they owe you.
Our flexible, customer-centric solutions administered by our knowledgeable 
staff protect your brand, enhance your relationships with your customers, 
increase your net promoter score, and even improve your CSAT rating.

Winning the Battle Upstream
As a first-party BPO provider, Windham’s strategy involves winning the 
battle upstream, before a bill goes unpaid. We immerse ourselves in your 
business operations and culture and use our experience, knowledge, and 
tools to educate and inform your customers about the claims-handling 
process and their responsibilities under the contract.

A Customer-First Approach
For premiums and deductibles that do go unpaid, Windham’s innovative, 
third-party revenue recovery services feature an account support focus. Our 
knowledgeable account specialists work directly with your customers to help 
them understand their outstanding balances. This allows account holders to 
feel valued as well as  involved in and informed about the resolution process. 



Four Call Centers Conveniently
Covering all U.S. Time Zones
Windham’s four call centers in Salem, NH; 
East Aurora, NY; Hendersonville, TN; and Las 
Vegas, NV offer easy scheduling of personnel 
to cover all U.S. time zones with 24/7 
operations, ensuring that we’re able to reach 
your customers when they’re available. 

Experienced Account Specialists
Windham hires only experienced, trained 
customer service representatives and 
recovery specialists with a track record of 
success who also demonstrate that they 
have the skill set and disposition needed 
to represent your brand and business 
professionally and effectively.  

Specialized Training & 
Commitment to Compliance
Ongoing training ensures that the 
specialists serving your accounts are 
fluent in your business’ operations and 
service expectations and that they are 
fully compliant with all current laws and 
regulations governing customer service and 
debt collection. 

Windham’s extensive industry 
experience uniquely positions us 
in the marketplace. We have more 
than 30 years of revenue recovery 
experience – 28 in the insurance 
industry. We’ve worked with more 
than 80 carriers and have a 30 
percent recovery rate.
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380 Main Street  |  Salem, NH 03079

877-682-4843
sales@windhampros.com
windhampros.com/wc

Redefining collections for workers’ comp.


