
Debt Recovery 
and Best Practices

Customers can fall into debt for a variety of reasons. The more common causes 
include the loss of a job, an accident or health issue, or a similar life-changing event. 
Surprisingly, poor customer service from the financial institutions themselves can also 
play a role in causing delayed payments from customers and, ultimately, the need to 
begin the debt recovery process. 

Debt Recovery Defined

Simply put, debt Simply put, debt recovery begins 
when a creditor hires a third 
party, often referred to as a 
collection service, to collect 
money from a debtor (customer) 
who has stopped making 
payments on a loan, lease or 
outstanoutstanding credit card balance. 

Today, debt recovery is an 
unfortunate but necessary part 
of doing business for many 
organizations. And it’s not an 
easy task. Outdated debtor 
information, debtor 
unwillingness to communicate, 
and outdated, cumbersome and outdated, cumbersome 
technology all contribute to an 
already challenging situation. 



Maximizing Debt Collection Success

What’s the best way to collect on an unpaid debt? Businesses have found success 
using different approaches to debt collection, but there are key best practices that 
can have a positive impact on your results. Here are some you can start with:

Be Clear About the Debtor’s 
Rights and Obligations

DeDelineate the rights and 
obligations of all parties right 
from the beginning in key 
documents such as credit 
applications or invoices. This 
supports the timing of the 
recovery action and ensures the 
crcreditor business is in a solid 
position to collect.

Monitor Delinquent Accounts 
and Contact Customers Early

Contacting customers as early as 
possible when their account 
becomes delinquent presents 
more options for finding a 
solution before late fees and 
interest charges amplify the 
problem.

Instill a Sense of Urgency in Debtors

Make it a priority to understand what is 
important to the consumer. This enables 
you to shift that into an immediate desire 
to pay, in an ethical manner.

Be Proactive in Responding to 
Delinquent Customers

Defining a prepared response to some of 
the most common explanations for delays 
in payment can expedite the recovery 
process with the customer. 

Collect the Right Customer 
Identification Information

Obtaining detailed customer information 
such as a social security number, driver’s 
license, phone number, and place of 
employment makes it easier to reach 
delinquent customers.



Negotiate With Decision Maker

Only negotiate with the party who has 
the authority to make decisions and 
can move toward a solution.

Prioritize Your Collections

Focus on coFocus on collecting the largest 
outstanding debts, as well as debtors 
who are in the best position to pay.

Adopt a Customer-Oriented 
Approach

Always Always think about keeping your 
customers, not alienating them. A 
customer-centric collections strategy 
can help you collect more, drive down 
operational costs, decrease 
charge-offs, strengthen customer 
relationships, and build customer 
loyaloyalty.

Centralize Debt Collections

ConsoConsolidating debt collection 
activities within a single agency can 
have significant impact on the 
success of your debt recovery 
program. Doing so can provide a 
springboard to implementing new 
technologies for automating 
cocollection-related activities, 
managing customer data, ensuring 
compliance, and eliminating 
redundant systems and processes. 

Leverage Artificial Intelligence to 
Reach Customers More Efficiently

Chatbots and other AI-enabled 
technologies can make it easier to 
connect with customers in ways 
that facilitate conversation and 
repayment.

Implement Analytics to 
Understand Customer Behavior

UnderstanUnderstanding and predicting 
customer behavior can enable 
creditors to determine which 
customers are most likely to pay 
their bills and engage with them 
accordingly.



There are certainly many ways for creditors to maximize the returns of their recovery 
efforts. When selecting a debt collection agency to handle yours, make sure they 
can follow best practices like these to put your organization on the path to increased 
collections revenue. 

About Activate Financial

At AcAt Activate Financial, our 
experience speaks for itself. As a 
fully licensed, national, third-party 
collections agency, we offer 
proven, customized collections 
support to meet your goals and 
requirements. First, we work 
didiligently to understand your 
business and your key challenges. 
Then, working hand-in-hand with 
your team, we craft meaningful 
solutions that fill service gaps, 
help customers solve payment 
failure and increase debt recovery. 

To discuss how Activate Financial can 
increase your debt recovery efforts, 
please call  877.492.8750 or email 
at sales@activatefinancial.com
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