
1 |   Right up front, the agency tells you what to expect, what 
the collection process is, and the level and frequency of 
communication with the debtor. You should even know 
the number of letters and phone calls that will be made, 
and how often.  

2 |   You should receive confirmation that your accounts  
have been received and processed. Collection efforts  
get underway within 24 hours of receiving your files. 

3 |   Request experienced collectors to be assigned to your 
accounts. A seasoned veteran working your accounts  
will make a big difference in your results.

4 |   The agency should require collectors to spend as much 
time as necessary following up with the consumer 
in debt, before determining that an account is not 
collectable. One phone call is not enough.

5 |   The agency should determine if your accounts  
are collectable based on making contact with your 
customers, not on how many letters were sent, or calls 
were made. The agency should not put a time limit  
on how long the collectors can work your accounts. 

6 |   Reports should be concise and informative, and include 
accounts that may be designated as “exhausted” or 
“inactive.” Not including the accounts they’ve given 
up on increases the returns reported, but it does not 
present a clear and accurate picture of their results. 

7 |   Your monthly statement should indicate that accounts 
are being collected the same month that you turn them 
over. The majority of recoveries occur within the first  
six months, so if you’re not seeing this, your accounts 
are most likely not being worked in a timely fashion. 
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“ Collectors should understand 
that the person in debt is most 
likely struggling financially and 
really wants to repay the debt.”

You’ve done your due diligence and selected the collection 
agency you want to represent your business. Now it’s time  
to turn over your accounts for collection. 

The Choice Recovery philosophy we suggest you keep in mind.

The company you work with and its collectors should understand that the person in debt is most likely struggling  
financially and really wants to repay the debt. You benefit by using an agency with a common sense approach to collections. 
The collectors listen, negotiate, and assist in finding a win-win situation for everyone involved. We invest in this type  
of development through our re[start] program. Watch for our next Rapid Read to learn more. 

We’ve outlined the following agency playbook focused on the basic expectations you should have of your agency.


