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The Collections Business 
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Success Factor 1 – Increased Productivity 
 

    .         

   .  -       2     

.        -  . , -  

           - .  

     -  .        

    

 

        

     

       

            

    - -    

    

 

Having the right technology for managing calls 
        .             

                   

 .             . 

 

      .          

.           .      

   - , - ,        , 

       (   ),       

 

      (   )    

        . 

     12  1       

 . 

  0           

     . 

   0      . 

       $2 , 00,  0%      

    $1 ,1 0  . 

 

  F  I  (          ),  

           . 

            100%   

  .  

 

       ,       

  .            

         ,   ,     

,                .   

 '       ,  ,  ,  "  

,"          " "   .     

             ,  

                  

.              

,    .        ,   

    ,     . ,  

   . 

 

              ( ), 

  ,    ( )     . 

               .    



 

Boosting Collections Performance; Best Practices and Integrated Contact Center Solutions 10.0 .200    6 

         ( )    

           .   

        . - -    

      .        

,       ,  ,   . 

 

Effectively manage inbound calls 
                    

  .         .       

                

          ,      

  .                

          . 

 

,    ,          .  

,                 .  

           . 

 

                  , 

  ,       ,    

   2        . ,  

                 . 

 

Segment and prioritize accounts for maximum yield 
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Provide collectors with the information they need, when they need it 
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Success Factor 2 - Effective Management 
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Automated reporting 
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Success Factor 3 - Compliance Management 
 

                 

      . ,        

( )               -  

 .              

  . 

 

The Fair Debt Collections Practices Act (FDCPA) 
             

, 1 .       , ,     

.             

         .      

 ,      ,    ,   

,   .      ( )     

           . 

 

         ,       

       ,      .  

 -   -            

 . 

 



 

Boosting Collections Performance; Best Practices and Integrated Contact Center Solutions 10.0 .200    10 

         

 

When calls can be 

placed 

   '      '  ,  

 . 

Who can be 

contacted 

           

    . 

            

  ,     . 

          . 

Where calls can be 

made 

            

            

. 

            

         . 

Collector 

identification 

   ,    ,   

   ,             

 ( - ). 

          ,  

               

     . 

Ceasing telephone 

communication 

 

                 

    ,       

 . 

Harassment or 

abuse 

 

        , ,   

          . 

          . 

             

        . 

 

 

 

                 .  

             .    

  .      -        

             . 

 

Telemarketing Sales Rule 

    ( )       ( )   

2 , 200 .                

1 .            .   

         - -  .     

         .  Therefore, collectors and 

agencies are exempt from the TSR. ,           

            .        

          ,        

 . 

 

       .         

                   

       .          

                  .  

               

                 . 

 



 

Boosting Collections Performance; Best Practices and Integrated Contact Center Solutions 10.0 .200    11 

,            . 

  

 

     , ,       ,    

    . 

             . 

        . 

 

   ,            

             .         

          ,     ,     

  .               

        . 

 

,       ( )     .   

         .        

         .     

   ,             .   

   . 

 

Health Insurance Portability and Accountability Act (HIPAA) 
           .     

             

         .    ,  

             

  .     ,         

      ( ).        1  

     2001.         

     .       

              , 

,  .   ,         

,      .         

            . 

 

      ,            

( . .,   ),            

 ,            . ,   ,  

  ,             

   . ,       ,    , 

              , 

              -  

         . 

 

Managing Compliance through Technology 
     ,        

                 

  .              

          . 

 

            , ,   

     . ,       

       .      

      

 

O     -          

,     ,    . 

 



 

Boosting Collections Performance; Best Practices and Integrated Contact Center Solutions 10.0 .200    12 

C                

 . 

 

C    -     ,     , 

,       (  ),     

,  - -     . 

 

I   R  (I R)            

       .  ,          

 ,  ,      ,         . 

     -          ,  

2 /             . 

 

                 

    . 

 

  -             

         .       

         .  ,      

         .       

       . 

 

            

  

 

 
 

 

 



 

Boosting Collections Performance; Best Practices and Integrated Contact Center Solutions 10.0 .200    13 

A Suite Solution for the Collections Function 
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Summary 
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