
CHALLENGE  »
China’s Bank of Communications has an 
innovative approach to banking and has scored 
a string of “firsts” in the industry. One of its key 
strategic objectives is to grow market share and 
lead the credit card market by accelerating its 
personal banking business. So it partnered with 
“the world’s local bank” HSBC, and together they 
set up the Pacific Credit Card Center.

The credit card industry is relatively new in China 
and growing rapidly—doubling every year for  
the past four years to more than 45 million card-
holders. Added to this is an immature payment 
and regulatory infrastructure and a deep-rooted 
savings culture resulting in a market of great 
potential, and great unknown.

So how can the Pacific Credit Card Center 
leapfrog the competition to become China’s 
leading credit card issuer while minimizing risk 
and maximizing shareholder value?

SOLUTION »
Bank of Communications decided on another 
first: Invest in a suite of Decision Management 
solutions and build China’s first customer 
lifecycle platform to handle origination, 
customer management and predictive analytics 
development.

The requirement by Pacific Credit Card Center 
and Bank of Communications was simple: the 
solution had to provide greater “efficiency, 
profitability, precision and reliability” at every 
point of the lifecycle.

Origination: To handle the massive load of card 
applications—upward of 10,000 applications a 
day—Pacific Credit Card Center uses Capstone 
Decision Accelerator. This is an advanced 
Decision Management software application that 
can execute origination decisions with speed 
and accuracy. Capstone Decision Accelerator 
is built on FICOTM Blaze Advisor® business rules 
management system, and designed for flexibility 
where business rules can be revised frequently 
by the business owners or stakeholders without 
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Client Bank of Communications is one of the four oldest banks in   
 China, and one of its most innovative with a string of “firsts” to its  
 credit, including becoming China’s first state-owned shareholding  
 commercial bank.

Challenge   Take the market share lead as a cards issuer in China through 
Decision Management automation to quickly determine how to best 
manage each account.  

Solution   A suite of FICO Decision Management solutions: FICO® Capstone® 
Decision Accelerator for faster, smarter policy decisions; FICO® 
TRIAD® adaptive control system for customer and portfolio 
management; and FICOTM Model Builder for predictive analytics and 
scorecard development.

Results   The first phase of the project with TRIAD adaptive control system 
went live three months ahead of schedule. With improvements in 
speed and management of customer lifecycle decisions, Bank of 
Communications aims to increase revenues by 30% and reduce bad 
debt up to 25%.

success story:  
customer management

Decision Management fuels market share 
growth for Bank of Communications in China

The bank’s Pacific Credit 
Card Center implements a 
comprehensive customer 
lifecycle management 
platform for automated, 
precise customer decisions.



the need for IT involvement. This makes FICO® 
Capstone® Decision Accelerator very nimble, 
able to react quickly to changes in the business 
environment.

Account Management: With 5 million credit 
cards issued, and thousands more added 
each day, management of the bank’s portfolio 
is a complex undertaking. Decisions about 
authorizations, direct marketing campaigns, 
credit limits and delinquent collections can 
be overwhelming without a customer-centric 
Decision Management platform. For its account 
management needs, Pacific Credit Card Center 
turned to FICO® TRIAD® adaptive control system 
to enable their credit risk teams to quickly 
determine customer account management 
strategies.

By factoring risk and profitability scores 
into credit line, collections, marketing and 
authorizations decisions, TRIAD has been used 
by banks, financial services and retailers to 
reduce delinquency rates, increase sales and 
boost interest income. Behavior scores are 
created from the Pacific Credit Card Center’s 

existing enterprise systems, and from outside 
sources, for each account. These scores are 
applied to build strategies that segment 
customers based on risk and expected 
profitability. With the accounts intelligently 
sorted, decisions about how to manage 
customers, balancing risk and revenue growth, 
are improved and automated.

Model Development: Paving the path 
for market leadership, Pacific Credit Card 
Center wanted to develop its own predictive 
modeling and analytics-based strategies. This 
would enable it to better develop strategies 
that specifically target the China market 
with its immature payment and regulatory 
infrastructure and savings culture. 

To this end, it adopted FICOTM Model Builder, 
a development environment that accelerates 
the creation and deployment of sophisticated 
analytic models. Modeling professionals at 
Pacific Credit Card Center use Model Builder 
to visualize and explore predictive patterns, 
build models, evaluate their quality and swiftly 
deploy them. Model Builder covers the entire 

predictive modeling lifecycle of development, 
deployment and continuous improvement. 
Models developed with Model Builder can be 
deployed and executed in TRIAD and Capstone 
solutions. 

RESULTS »
Pacific Credit Card Center has established a 
new milestone in the development of China’s 
credit card industry with its customer lifecycle 
Decision Management system. The first 
phase—the TRIAD adaptive control system—
went live three months ahead of schedule with 
a strong working partnership with FICO. 

Pacific Card Center is aiming for 25–30% 
increase in revenues and reductions in 
bad debt of 15–25%.  From a technology 
perspective, a common platform and operating 
procedures has enabled the ‘connection’ of 
customer lifecycle decisions that are quicker to 
deploy and easier to maintain.    
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