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LAST MONTH’S LUCKY WINNER
The lucky winner of our client prize for the
month of May is Southwest Dental. They have
been assigning accounts to us for over 15 years!
We will be sending them a gift card to
Nordstrom. Enjoy!
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Client service is very important to us.
Keeping the lines of communication open is a top
priority. One way we do this is by sending a detailed
status report each month. For this month’s article, I
want to explain how the report is set up and how to
read it.
However, before I do that, let’s discuss
what’s standard in the industry. Most agencies send a
simple report that lists an account number, consumer
name, date assigned, amount assigned, current
balance, last payment date, a simple status code and a
summary of results at the end of the report. It looks
something like this:

THIS MONTH’S PRIZE
This month we will be giving away tickets to an
upcoming Salt Lake Bees or Colorado Rockies game
(or team in your area). Each client who sends new
accounts during the month of June will have their
name entered into a drawing. At the end of the month
we’ll draw a name, and if it’s yours, you’ll win the
tickets.

Don’t miss out on your chance to win;
Send new accounts in June!
Good luck!!

It’s a good report, and we have one available
if you want a simple inventory of your accounts. But
the frustrating thing about this report is that you
really don’t know what work is being done to collect
your money.
Our status report has everything this report
does, but there’s one important addition; our report
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also gives you the last several lines of notes we’ve
made while working your account.
You’ll always know what’s being done. We
believe this kind of feedback is important because
even though we have a high recovery rate, we are not
going to collect every account. Also, telling you why
an account hasn’t been collected is as important as
collecting it. That’s why we print our notes for you.
Here is what our detailed report looks like:

We don’t, however, list every account on the
monthly report. An account will appear on the report
until one of the following happens:
● The account is Paid-In-Full.
● The consumer files bankruptcy.
● The account is determined to be uncollectable.
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● The account is a “skip.”
● The account is canceled.
When an account meets at least one criterion
listed above, it will still appear on your report for 60
days before it’s removed.
This happens for the following reason: After
you’ve been using our agency for several years, you
will have assigned hundreds of accounts. Out of
those, we will have collected anywhere from 35% to
45%, or more. However, that still means there will
be hundreds of accounts we haven’t collected (much
to our chagrin). If we continued to report ALL
accounts every month, the report loses its value
because only 35% to 45% of the information is
relevant. The other 65% to 55% is old news.
Our goal is to keep you informed—not waste
your time. Sending you a report of just the ACTIVE
accounts accomplishes this goal. We can, however,
send you a status report of ALL accounts at any time;
just let us know if you want one.
When an account drops from your ACTIVE
report, one of two things will happen: First, if the
account is paid-in-full, bankrupt, uncollectable, or
canceled, we move it to a “history” file.
Second, if the account is skipped, it remains
in the “active” file, but it’s moved to a skip desk
where it sits for several months before we work it
again. (While it’s on the skip desk, it doesn’t show up
on your report, but when we start working it again it
will.)
While it’s on this desk we are monitoring the
consumer’s credit. We will be notified of any new
activity and start working the account again. In
addition, depending on the account, we will
eventually reactivate it and give it another run
through our system. I’ll discuss why we wait a while
before working skipped accounts again in next
month’s newsletter. I'll also decipher the notes we
make so you can give us feedback that will help us
do a better job of collecting your accounts. Until then,
have a great month!
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