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Turning collections challenges
Into opportunities

Traditional debt collection methods are facing new challenges. Shifts in consumer behavior, evolving regulations
and operational inefficiencies can make it harder to connect effectively and achieve consistent results.

Debt buyers and agencies that depend on outdated strategies face lower recovery rates, increased compliance
risks and weaker consumer relationships. By adopting advanced data, analytics and digital engagement tools,
you can focus on smarter approaches, work more efficiently and connect with your consumers on their terms.

Dive into our e-book to see how common collections challenges can be turned into opportunities for stronger
performance.




Scenario #1

Sally

Head of Collections
Midwest Debt Soluti

The turning point

After yet another quarter of underperforming Midwest Debt Solutions leverages advanced data and analytics to
recovery results, Sally recognizes that gain a better view of its consumers’ financial standing. Within

continuing down the same path is

unsustainable. They need a way to work likelihood of repayment, highlighting which accounts respond well
smarter, not harder, targeting their efforts to outreach and which ones are higher risk. Sally's team observes

where they'll have the most impact.

Sally manages a regional collections agency that handles more than 25,000 delinquent
accounts each month. She feels her team’s current strategy is simple but outdated: every
consumer is funneled through the same process, starting with a series of phone calls,
followed by standardized letters.

There's no distinction between a consumer who has just lost a job temporarily but has a
history of paying debts on time and one who is chronically delinquent with little
repayment capacity.

Sally's team chases after low-value accounts that rarely resolve while underserving
higher-potential accounts. As a result, recovery rates have declined, operational costs
have increased and her agents have become frustrated by the inefficiency of treating all
accounts equally.

The solution

weeks, the platform starts segmenting accounts based on the

improved response rates and increased morale.
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Scenario #2

Jerry is arisk analyst at a mid-sized collections firm that relies on a static credit score
model built nearly a decade ago. The model relies primarily on traditional bureau data
and may not fully incorporate newer alternative signals such as rental payments, utility
bills or real-time stress indicators.

As a result, there may be opportunities to refine account classification and enhance the
efficiency of resource allocation.
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Risk Analyst - ‘ of financial institutions use alternative credit data to

Bay & Associates, Inc. enhance risk profiling and credit decisioning!

The turning point The solution

After repeated missed recovery targets, Jerry The firm begins to leverage new datasets, including

and his analytics team realize the problem isn’t alternative payment histories, behavioral signals and trended
just the model, it's the data feeding it. Without credit data. With these inputs, risk assessments become more
broader and richer data inputs, even the best accurate, account prioritization improves and recovery rates
models can't accurately reflect true consumer rise. Jerry gains confidence in his forecasting because he

behavior. Jerry decides it's time to modernize. knows the decisions are grounded in the right data.
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Scenario #3

John, a collections agent at Sacramento Recovery Group, is dedicated to helping consumers
settle their outstanding balances. However, despite his persistence, the traditional outreach
methods he uses — phone calls during the day and mailed letters — are becoming less
effective. Consumers often ignore unknown numbers or overlook letters, leaving John
frustrated and unable to connect effectively.

(% x 78%
John - of agencies experience issues with call blocking,
Collections Agent where calls are blocked or flagged as spam?
Sacramento Recover
The turning point The solution
After another series of failed attempts, John realizes the Sacramento Recovery Group adopts an on-demand
challenge isn’t simply consumer unresponsiveness; it's a self-service platform, gaining greater control and
lack of visibility. Without modern tools, the agency has no insights. The agency now benefits from the ability to
way to understand consumer preferences, track create custom overlays and segment entire account
engagement in real time or segment populations for groups. John can now identify engagement patterns,
targeted action. Sacramento Recovery Group needs a repayment behaviors and risk profiles that were
system that provides clear insights, always-on connectivity previously hidden.

and streamlined workflows.
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Scenario #4

Rachel is an account manager at Union Collections, a mid-sized agency that handles over 10,000
accounts. Historically, the agency has relied on manual, one-size-fits-all processes: collectors
manually update spreadsheets, compliance is tracked through handwritten notes, and
communication with consumers is often generic and inconsistent. These outdated methods
create bottlenecks, cause frequent miscommunications, and leave consumers feeling frustrated
or disengaged. As account volumes increase,

it becomes more challenging to maintain

strong, personalized relationships OO0
with consumers.

Personalization has led to a

25%

increase in recovery rate?

Rachel

Account Manager.
Union Collections:,

The turning point The solution

A recent review reveals gaps in Union Collections shifts its strategy to prioritize consumer engagement
recordkeeping and highlights poor and relationship-building. Instead of sending generic notices, the
consumer communication practices. company now delivers personalized communications tailored to each
Rachel realizes that meaningful consumer’s account status, payment history and preferred

consumer engagement, which is clear, communication channels. Through multichannel engagement,
consistent and personalized, is consumers can conveniently interact via email, text, phone or a secure
essential to compliance, efficiency online portal. By making consumer engagement the cornerstone of its
and client satisfaction. operations, Union Collections has improved repayment rates,

strengthened consumer trust and reduced disputes.
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Conclusion

Across all the above scenarios, the common theme is clear: traditional methods can't keep up with modern
consumers, stricter regulations and fast-changing markets. We help agencies transform these challenges into
opportunities by offering:

@0 Smarter account prioritization through Stronger recovery forecasting via
) advanced data and analytics. modern, dynamic scoring models.

{i@:} Greater efficiency with on-demand ?’°\<|> Improved engagement with personalized

platforms and self-service portals. 0&Y° communications and tailored outreach.

Are you ready to recover more, spend less and build stronger consumer relationships?

Learn more [ Connect with an expert ]

! Experian data from January 2022 to October 2024.
2 Surveys from the Association of Credit and Collections Professionals (ACA International) report.
3 Study by the Kaplan Group.

The scenarios, personas and debt collection companies described in this e-book are entirely fictional and created solely for
illustrative purposes.
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