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 LAST MONTH’S LUCKY WINNER 

The lucky winner of our client prize for  

April is Evergreen Management Group. They have 

been using our agency since 2003! We will be send-

ing Azure a gift card to Fleming’s Steakhouse! En-

joy! 

THIS  MONTH’S  PRIZE 

This month we will be giving away a gift card 

to the Darden Restaurant group! Each client who 

sends new accounts during the month of May will 

have their name entered into a drawing. At the end 

of the month, we will draw a name. If it’s yours, 

you’ll win the prize. 

Don’t miss out on your chance to win. 

Send new accounts in May! 

Good Luck!! 

 

The Olive Garden 

Longhorn Steakhouse 

Bahama Breeze 

Seasons 52 Fresh Grill 

Yard House 

Red Lobster 

WHAT SHOULD YOU DO WHEN A 

CONSUMER CALLS YOU? 

BY: DAVID J. SAXTON  

PRESIDENT, NORTH AMERICAN RECOVERY 

It starts out innocently enough. You answer 

the phone, and to your surprise it’s John Doe. 

The same John Doe you just sent to collections 

because he ignored your phone calls and collec-

tion letters for the last six months. John starts 

telling you how he’s “been out of town and 

didn’t get your messages” or he’s “not respon-

sible for the bill because he has insurance” or 

“If I knew you were going to send me to a col-

lection agency, I would have paid.” As you lis-

ten to John, your frustration level begins to rise. 

If he would have called a month ago, you would 

have worked with him. But now, it’s too late. 

Even though you are upset, you would like 

to believe what he’s saying. You’re tempted to 

forgive him, and when he tells you he’ll pay the 

bill if you call off the collection agency, you’re 

faced with a dilemma. You’ve worked very 

hard trying to collect this account for several 

months and now it seems like it will finally get 

paid. However, recalling the account from our 

office is absolutely the worst thing you could 

do. Here’s why. 

Even though Mr. Doe sounds very convinc-

ing, it’s just another stall tactic; the chance of 

him following through with promised payments 

is very low. The real reason he’s calling, after 

months of ignoring you, is because we con-

tacted him. This shocked Mr. Doe into realizing 

that he can’t ignore the account any longer. The 

time has come for him to finally pay his debt. 

He called you as a last ditch effort at not paying, 

and he’s hoping—with all his heart—that you’ll 

give in. 

http://www.north-american-recovery.com/
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 He’s done it before with other creditors and 

he believes it will work with you. 

It’s important that you hold your ground and 

simply tell Mr. Doe, “I’m sorry. We are no 

longer handling the matter. You must call NAR 

and talk to them.” It may be difficult because 

he’ll try his best to convince you that this time 

he really will pay, and will ask you to recall the 

account. If you stand firm and refer him to us, 

we’ll collect the bill much faster, and you won’t 

have to deal with the continued frustration of 

him promising to pay but never following 

through.  

When you take the position of never re-

calling an account, you’ll see much better col-

lection results on the accounts you send to us, 

and the ones you don’t. Let me explain why:  

When you know you aren’t going to recall 

an account, it gives you a much stronger position 

when talking to a consumer during your collec-

tion calls. This translates into higher collections 

for you, because the consumer will hear it in 

your voice, and know that if they don’t pay, their 

account is going to a collection agency. This is a 

very important tool for you, and you should use 

it for all it’s worth. In fact, we’re counting on 

you doing this before assigning an account be-

cause it helps us collect the account once it is in 

our office. 

This is one of the reasons we collect the full 

balance so quickly on so many accounts. Our cli-

ents do an excellent job of letting consumers 

know that they’ll be turned over to a collection 

agency if they don’t pay. Then, when we receive 

the account, we take the time to educate each 

consumer about the consequences of nonpay-

ment. When a consumer realizes we may be able 

to garnish 25% of their take home pay or that we 

can garnish their bank account for the full amount 

of the bill or put a lien on their house, the consum-

ers who are serious about paying will do whatever 

it takes to pay. 

If a consumer doesn’t have the funds neces-

sary to pay in full, that’s okay because part of our 

job is helping the consumer to discover alternative 

ways to pay their bill. We do this by giving the 

consumer suggestions and ideas on what they can 

do to come up with the money. The most common 

solution is for them to get a loan. We discuss this 

option with them and refer them to different lend-

ing institutions based on their individual circum-

stances. Sometimes they’ll need a cosigner, and 

sometimes they can get a loan on their own. What-

ever their individual situation warrants, we take 

the time to explore these options with them, and by 

the end of the call we have helped the consumer 

establish a plan of attack. 

If, however, the consumer can’t get a loan, we 

will work with them to find an alternative solution. 

It’s important that the consumer works with us 

during this process so they understand how serious 

we are about collecting the account. 

Sometimes it’s difficult for the consumer to 

deal with the finality of our demands. They’ve 

been getting away without paying for such a long 

time and now they have to “ante up.” That’s why 

they call you. But if you stand strong and have 

faith in the process—while always referring the 

consumer to us—your job will be easier, and we 

will continually provide you with optimum collec-

tion results. 

Have a great month!  
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