
Screen Pop 
Technology:

An Overlooked Solution 
One technology that can greatly enhance the experience and improve service levels exponentially 

is screen pops. 

BY BARRY HAYS

We all know additional government regulations, especially from the Consumer Financial

Protection Bureau (CFPB), call for a higher level of customer service for borrowers, be it at the 
point of origination or day-to-day servicing or even at default. These requirements have 
motivated servicers to improve the customer experience while simultaneously seeking greater 
efficiencies in their call centers. 



   Enhanced call center technology has 
been one of the best tools for ensuring 
that regulatory requirements are 
adhered to and that borrowers. 
 One technology that can greatly 
enhance the experience and improve 
service levels exponentially is screen 
pops. Screen pops are a customizable 
solution that can give call center 
agents the edge they need to provide 
optimal service. The technology 
allows inbound customer service 
callers to reach an agent and not have 
to provide their account number 
because their account information is 
automatically be displayed on the 
agent’s workstation. This saves the 
agent time and eliminates frustration 
for the borrower. 
  Here’s how it works. The call first 
answered by an interactive voice 
response (IVR) system. After 
authenticating the borrower, the IVR 
system updates a CTI (Computer 
Telephony Integration) database, 
associating the loan number with the 
call.  If the borrower later needs to be 
transferred to an agent, software 
loaded on the agent’s desktop and 
retrieves the call data from the CTI 
server. Using the borrower’s loan 
number, a defined screen with the 
caller’s information “pops” on the 
desktop as the agent’s phone rings.

  This time savings gives agents the 
opportunity to work with more 
customers each day, yielding 
significant savings for the all center. 
For example, let’s say a call center has 
100 agents, each handling 100 calls a 
day; that’s a total of 10,000 calls per 
day. Saving 15 seconds per call 
represents total agent time of 2,500 
minutes per day. Let’s assume 200 
work days per year and an average 
loaded hourly cost of $25 per agent, 
the annual cost savings with Screen 
Pops is more than $300,000. 
  So why aren’t more call centers set 
up with Screen Pop technology?  Most 
call centers use a variety of systems, 
typically from several different 
vendors. These systems include the

telephone switch, ACD, IVR system, 
desktop phones and PC workstations 
that use local or hosted software 
applications.  To have an effective 
Screen Pop deployment, it is 
imperative to communicate with these 
disparate systems and consistently link 
the correct caller account information 
with each call. In addition, each 
implementation must build on a call 
center’s existing infrastructure. 
As an industry, we can provide the 
improved levels of service that both 
customers and the government want. 
Continuing to embrace technology and 
its benefits will help every area of 
customer service when systems are 
implemented to supplement an agent’s 
efforts. v
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