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ABSTRACT 
The investigation not only reveals a singular but also multifaceted nature of the 
relationship between accounting technologies and the financial record management 
process in a firm that provides audit, taxation, and consultancy services. The adoption of 
digital accounting systems such as Tally Prime has brought about the complete extinction 
of manual bookkeeping, thus leading to the migration of firms toward fully automated 
financial management. Among the software benefits being trials are the reduction of 
human errors, the speed of data processing, and finally, improved decision-making. The 
researcher adopted descriptive and mixed-method research approaches, making use of 
both primary data (obtained through observation and interaction with staff) and 
secondary data (from accounting manuals and software documentation).  
The research reveals that Tally Prime tremendously boosts efficiency, cuts down human 
errors to a minimum, and secures compliance with legal standards. However, the firm 
continues to experience a number of issues such as inadequate user training, the need for 
data synchronization, and system updates. One of the conclusions drawn from the 
research is that the use of accounting software is a key factor in uplifting the 
professionalism of accountants in terms of accuracy, speed, and transparency of financial 
record-keeping. 
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1. INTRODUCTION 
1.1. BACKGROUND 
Finance is the backbone of every organization, therefore influencing all the 

departments and the whole decision-making process. The want or ability of the 
company to have its financial records accurately and consistently maintained is a 
very strong point that directly relates to its credibility, client relations, and 
operational success. The financial aspect of service-oriented industries, especially 
debt management and recovery, is very sensitive since it entails much customer 
engagement through, for example, discussions on overdue payments, settlements, 
and even reconciliations. 
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When a client escalates an issue, this is usually an indication that the problem 
or disagreement has been referred to a higher authority. Client escalations are often 
the effect of delay, error, or simply dissatisfaction. If these escalations are not 
managed properly, then they will result in loss of trust, termination of the contract, 
damage to the company's reputation, and possibly reputational damage. Hence, 
knowing how finance plays a part in escalation management is of prime importance 
as it will tell us a lot about the company's communication, accountability, and ethics 
practices. 

 
1.2. CONTEXT OF THE STUDY 
This research will be done at the company, a company that has been in the debt 

management business for over two decades. From the beginning of the year until 
now, this company partnered with banks and NBFCs to recover overdue payments 
from customers. The operations are based only on ethical compliance with RBI 
guidelines and the use of certified DRAs. The firm's processes are representative of 
how financial discipline supports transparency, client satisfaction, and regulatory 
adherence-all of which can influence escalation outcomes. 

 
1.3. RATIONALE 
Even small cases of financial mismanagement can create misunderstandings 

and cause clients to complain more loudly than before. In the modern corporate 
world, where client relations are more and more data driven, the finance teams need 
to work very closely with the operational and service departments. The objective of 
the research is to facilitate the meeting of academic knowledge with corporate 
application through the demonstration of financial integrity as a contributor to the 
reduction of conflicts. 

 
1.4. RESEARCH PROBLEM 
The main issue to be investigated is: 
What are the implications of financial management practices on the emergence, 

escalation, and resolution of customer complaints in a business organization? 
 

1.5. OBJECTIVES 
Goals of the study include: 

• The purpose is to analyze the position finance holds in escalation 
management. 

• The insight into how documentation and accuracy influence client 
relations should be gained. 

• To analyze the financial structure and the escalation process of the 
business. 

• To spot difficulties and propose practical renovations. 
• To explore the relationship between ethical finance and sustainable 

corporate reputation. 
 
 
 

https://shodhsamajik.com/shodhsamajik/index


Sarah Shaikh, Dr. Bhojraj Shewale, and Bhawna Sharma 
 

ShodhSamajik: Journal of Social Studies 91 
 

 
2. LITERATURE REVIEW 

2.1. FINANCE AND CLIENT RELATIONS 
According to the Reserve Bank of India. (2024), the foundation of durable client 

relationships consists of transparency and reliability in terms of financial aspects. 
Financial errors or miscommunication are the most frequent causes of client 
complaints. A study by Financial Express. (2023)stated that over 60% of escalations 
for clients in the BFSI sector result either from disputes over bills or from delayed 
payments. 

 
2.2. ESCALATION MANAGEMENT IN CORPORATE SETTINGS 
Escalation management is the structured resolution of client complaints 

referred to higher management for quick resolution. Kumar and Sinha (2022) 
indicated that the resolution of an escalation depends on effective documentation, 
inter-departmental collaboration, and access to data. Finance is, therefore, a pivotal 
point in this system because the majority of client conflicts pertain to the movement 
of money, the accuracy of payments, or the reconciliation of accounts. 

 
2.3. ETHICS AND FINANCIAL COMPLIANCE 
Ethical governance is essential for financial operations management. The 

Indian Banks' Association (2022) recommends that strict adherence to the code of 
conduct of recovery agents as prescribed by the RBI be followed. Ethical practices 
are useful in the finance industry as they reduce conflict, and strengthens brand 
identity, and this is perceived positively especially in sectors prone to reputational 
damage, such as debt management.  

 
2.4. MAKING TECHNOLOGY AND FINANCIAL DECISIONS  
After researching, it has been identified that automation and artificial 

intelligence (AI) analytics are changing the way finance is managed. Based on the 
information from The Economic Times. (2023), it seems the trend is to improve 
financial transparency and the efficiencies of tracking systems through using 
automated systems for accurate financial reporting and management. In customer-
facing operations, the technology helps to overcome human error and prevents 
mistakes from happening. 

 
3. THEORETICAL FRAMEWORK 
This research is aligned with two key management theories: 
 

3.1. FINANCIAL CONTROL THEORY 
Financial Control Theory postulates that effective financial monitoring and data 

management provide grounds for better organizational decision-making. Based on 
this theory, the possibility of client escalations could be at minimal since firms 
would exert due control over their respective financial processes in a manner that 
ensures transparency and accountability. 

Parasuraman et al. (1988) SERVQUAL model considers five dimensions of 
service quality: reliability, responsiveness, assurance, empathy, and tangibility. In 
the context of debt management, financial transparency and communication 
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directly impact these dimensions, which in turn affect client satisfaction and 
escalation rates. 

These theories together show that consistent financial control, coupled with 
quality-focused service, advances the stability of organizations by reducing 
conflicts. Increasing competition due to technology-driven startups. 

 
4. RESEARCH METHODOLOGY 

4.1. RESEARCH DESIGN 
This study adopts a qualitative and descriptive research design. The data were 

gathered during the six-week internship period in the company, which gave 
practical exposure to financial documentation, communication with clients, and 
escalation processes. 

The CRM software lets multiple departments to view the status of a case in real 
time. This lowers miscommunication, speeds up transactions, and creates 
accountability. 

 
4.2. DATA COLLECTION 
Primary Data: Observations of daily operations, informal interviews with 

employees, and analysis of CRM (Customer Relationship Management) entries. 
Secondary Data: RBI guidelines and policies, company manuals, financial 

reports, and academic papers on debt recovery practices. 
 

4.3. DATA ANALYSIS 
A thematic analysis method identified patterns in financial decision-making, 

client communication, and escalation outcomes. Each observation was categorized 
under documentation accuracy, communication flow, and financial compliance. 

 
4.4. SCOPE AND LIMITATIONS 
Since the research is performed in only one organization and a certain period 

of internship, generalization may not be possible. However, it can provide insights 
valuable to similar firms operating in the BFSI sector. 

 
4.5. UNDERSTANDINGS 
The organisation benefits from a strong foundation built over two decades, with 

a well-established reputation and certified recovery professionals who operate with 
transparency and ethical standards. Its long-standing partnerships with major 
financial institutions further reinforce trust and credibility in the market. 

However, there are areas that present internal challenges. The organisation has 
not yet fully embraced advanced digital tools, which limits efficiency and scalability. 
Employees often experience stress due to the demanding nature of fieldwork, and 
the business relies heavily on a few major clients, which can create vulnerability. 
Additionally, the brand’s presence outside of its core B2B segment remains modest. 

At the same time, the external environment presents notable opportunities. The 
increasing adoption of digital automation and AI can significantly improve 
predictive recovery and streamline processes. Collaborations with fintech firms can 
open avenues for innovation, while expansion into credit counselling and analytics 
services offers potential for diversification and growth. 
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There are also external risks to consider. Regulatory frameworks are becoming 
stricter, especially with evolving RBI guidelines, which may require operational 
adjustments. Public perception of recovery agencies can be a challenge, as negative 
views may impact reputation and client interactions. Moreover, technology-driven 
startups are intensifying competition, pushing traditional firms to evolve rapidly to 
remain relevant. 

 
5. INDUSTRY ANALYSIS 

5.1. OVERVIEW 
This industry is part of the broad BFSI sector in India. Debt management plays 

a very important role in financial sustainability by helping institutions recover funds 
that otherwise would have been lost to defaults. 

 
5.2. MARKET DYNAMICS 
The debt management market of India is approximately USD 1.5 billion in value 

for the year 2025, growing at an annual rate of 7–8% per annum, driven by: 
Expansion of retail credit and digital lending. 
Government initiatives promoting financial inclusion. 

 
            

5.3. SIGNIFICANT FACTORS  
1) Adherence to Regulatory Standards: RBI has stipulated that recovery 

must be engaged through appropriate channels. 
2) Technology Integration: Innovations of AI and automation are 

increasing the efficiency of processes.  
3) Financial Awareness: Customers like repayment structures that are 

transparent. 
 

5.4. CHALLENGES 
• Despite the growth, the industry also faces: 
• Public stigma towards recovery agencies. 
• Employee burnout due to demanding targets. 
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• Delayed client payments that impact agency cash flows. 
 

5.5. THE BUSINESS'S POSITION 
the business stands out for its compliance, training infrastructure, and client 

relationships. Its transparent financial operations and skilled workforce enable it to 
maintain a competitive edge in a reputation-sensitive industry. 

 
6. FINDINGS AND DISCUSSION 
The internship revealed several findings linked to finance and the dynamics of 

client escalation: 
 

6.1. FINANCIAL RECORDS PREVENT ESCALATIONS 
Accurate record-keeping ensures clear communication with clients. At the 

business, every financial transaction—from invoices to credit notes—is verified 
before submission, reducing disputes. 

 
6.2. CRM IMPROVES TRANSPARENCY 
The CRM software enables departments to simultaneously monitor case 

advancement. This reduces the potential of misunderstanding, becomes more 
efficient in decision-making, and creates accountability.  

 
6.3. FINANCE AND RISK RELATIONSHIP  
the enterprise follows the RBI Code of Conduct. All actions taken related to 

recovery are done compassionately/humanely and with respect for clients. Ethics 
will serve as the cornerstone for engagement at the enterprise so as to ensure long-
term relationships and a positive brand image. 

 
6.4. ETHICAL FINANCE CREATES CLIENT TRUST  
The Code of Conduct for RBI is strictly adhered to by the business and all 

activities taken for recovery, starting from the assignment, are to be humane and 
respectful. Structuring people, processes and systems on the premise of ethics 
strengthens long-term relationships and preserves brand image.  

 
6.5. WORKING ACROSS DEPARTMENTS  
Managing escalations is a collaborative process between departments 

(finance/operations/client service). 
This cooperation ensures that financial errors are quickly corrected and that 

client concerns are effectively addressed. Escalation management requires the team 
members from finance, operations, and client services departments to work 
together. 

Due to increased competition from new technology driven startups.  
• Developing Data Analytics Division: Create a dedicated analytics 

team to present the repayment trends and give insights to clients in real 
time for effective decision-making.  

https://shodhsamajik.com/shodhsamajik/index


Sarah Shaikh, Dr. Bhojraj Shewale, and Bhawna Sharma 
 

ShodhSamajik: Journal of Social Studies 95 
 

• Diversification of Service Portfolio: Expand services to early 
delinquency management, portfolio auditing, and credit counseling.  

• Rural Outreach: Engage in partnerships with microfinance institutions 
and regional banks for the expansion of the client base and to promote 
financial inclusion.  

• Enhancing Employee Welfare: Public Awareness Programs: Hold 
community programs and campaigns that highlight model ethical 
recovery practices to help in improving public perceptions.  

 
7. SUGGESTIONS  

• Digital Modernization: Commit to the implementation of artificial 
intelligence to track recovery, create automated dashboards, and 
develop a cloud-based documentation system that is accurate and 
scalable.  

• Enhancing Agent Training: Offer refresher courses that include ethics, 
communication, and emotional intelligence aimed at developing agent 
professional ability to cope with stress and stayed professionalism.  

• Analytics Division: Allocate resources to enable an analytics team that 
can develop repayment trends and present them to clients in real-time 
to incorporate into decision-making.  

• Expansion of Services: Expand the services offered for early 
delinquency management, portfolio auditing and credit counseling.  

• Rural Focus: Partner with regional banks and microfinance 
institutions to increase client base and support financial inclusion.  

• Improving Employee Benefits: Increasing or enhancing the 
additional advantages employees receive to ensure their well-being, 
satisfaction, and motivation. 

 
8. CONCLUSION 
The study concludes that financial management and escalation control are 

closely linked in modern organizations. The company demonstrates how disciplined 
financial operations, ethical compliance, and clear communication can effectively 
minimize client escalations. Financial accuracy enhances institutional trust and 
ensures corporate stability and reputation. This internship experience made it clear: 
finance is not all about numbers; it's also a behavioral and relational function that, 
when treated in an ethical and strategic manner, can help maintain good 
relationships between organizations and their clients. As industries go digital, 
investment in technology, training, and analytics is imperative on the part of the 
business to maintain its leading position in the industry of debt management. It can 
set new benchmarks for responsible, ethical, and financially sound corporate 
practices that promote both business growth and societal well-being.   
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