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s consumers bunler down to
Au'l:a.l'hnx the turbalont SOOI

and collection professionals
stmaggls o improve or oven ust
mraintain current recovery rates, the las
thing agency cwrers want to wormy
about is how long it will tales o process
PAYTISIES OIS CONSUTETs AgTes 1o
scttle their accounts, Autamating the
callcetion process from start to findsh
can save colloction agencics both dme
and OIS, and paymnsnt pn:-cm:ing
products increasinghy play a big partin
that offort.

Payment proccssing companics can
help strearline colleocd on ageney
fanctions by climinating many of the
rranual work ireobecd in the payment
process and allowing agencies to offor
reltipls paymont cpticns to conmamers,
Checles, debit card paymecnts and credit
card payreents can be talen over the
I.'l:lcphnnc. Interrect or an IVE SystomL
Addid cnally, payment procossing
produces can be ssamlessly inegrated
with collcction softw arc systcms,
mnabling agencics to manage the cntirs
collection procoss through ore
application.

Payment procosing wendors can not
anly help you accepe the payrment, but
they can post it, too, reducing the
lzgwork behind manuvally posting new
payTEnEs and G.nsu.ring' roturned toms
ars represented quicky and cfficientdy
far funding.

“Traditionally, colloction agencics
have limitcd consumer payment opi cns
to cashy cashicrs checks and morey
ardors,” mid Bonnic Finloy, vice
president of specialized slos for the
callcction industry at EFT Metworlk in
Hawthorne, MUY, “The cmcrgencs of
clectronic paymicnt I:-n:hnn:\]-:-g.i-x has
helped payment proocssing companics
assist agencics in providing a varctyr of
cloctronic payment opt crs o
consamsrs—simplifying their payment
process while dramatically increcasing
rocovery rates and proocdural
cificiency.”

Gary Adams, presidene’CEO of

Advanced Payroent Systerms in
Daug]awj”r. Gu... cerimated that more
than 75 perocnt af collection a.gl:ncic:
currenthy wec soms form of payment
procossing scrvice, He noted there arc
still sorme agencics, though, thar cporars
without cnc—taking paymenits from
comsumers over the phons, printng
their own drafes and wling these drafes
to the banl.

“You can irmagire how much that
slows down the process,” Adams said.
“Espeeially when, with a payment
procossing company, you coald ks
payment informaticn over the pheore,
crter it into the payment procossing
system that you have chesen to arilize,
and never have to do anything dse. Mo
Faper, no walting, no dme away from

the office.”

Electronic Check Payments

In :-pitc af the marmcrous paymont
oiptl cns avallable to consmimers, good
cld-fashicmed checks ars mast likesly still
a smpls of your business. Today,
hewoyer, collocion agencics can wse
cloctromdc payment data transmission
and imags capoars tochnologics to mers
quicldy and cfficicntly proccss
traditional paper chacks.

The Avtormated Cloaring House
{ACH) netwark linls financial
institutions across the Ulndecd Statcs to
hslp businesscs mransmit fands
clectrordeal by and dehit consumer bank
accounts for singls or recurdng
payments. [t an incrcasngly popalar
systom: Meors than 18 billion ACH
payments wore made in 2007, a 12,6
percent incrcass from 2004, according
to MACHA—Ths Elcctronic Paymenis
Association.

Ta use ACH processing with paper
checks, agmicics amply snter the
information from the check inta the
payment procossing system. Paymoent
proccssing companics can holp agencics
scarch, viow or duplicats amy ACH
transaction and arc ofton abls ta batch
track and vicw ramsaction stams in roal-
dme. ACH processing @kes placs 24

heonars a day and can be intcgrated wich
rricst colloct on software systoms.

Agonicics can alsa use the ACH
nictw orke o reecive and proccss
payrrents by tclophone. In this casc, the
consamer would grant a orc-tims
authorization for the agency to
withdrow funds from the customer’s
account and doposic the morey into the
calleetion agency’s account.
Transactions arc proccssed as TEL dehit
trarsactions. | his procoss alsa allcavs
for automatic recwring billing from a
conmrmers bank acoount, if the
consrrer wishes.

Web checles, also known as e-checles
ar Intermict chockes, enable agoncics to
process enling clectromic check
mrarsactions dircctly from their Wek
site. Web checks are governed by
MACHA and can bounce just lile paper
checles, Coresamcrs can pay by entering
the mqum‘tcd bank and account
informan cn on the agenoys Wb sie,
Soms payment procossing companics
cven affer intorfaces that look lile a
mraditional paper check so custormers can
casily identify the informaticn they ars
requircd o cnter.,

“Wek check payments arc gaining in
pepularicn,™ Finley said. “We now
reccive more inquites from agencics
regarding Web checkes than amy other
clectronic payment mothed. A
significant portion of the population
cither docan't have a credie card or have
reacked their credic limit. Howewer,
almost cvayonc has acooss to a checking
or |VINES account.”

The Check Clearing for the 21t
Cenmary Act (Check 21) provides
another way for agoncics to procoss
papsr checles. Most paymicne p.n:-cﬂaing
cnmpu.n.iﬂ- ofer remots checke caphars
applications, which all e agencics toass
an intcgrated scanncr to crcatc a digital
vers on of cach paper check thoy recciwe
in order to deposit checks cloctronical by
threugh the payment proccssing
compary. This decrcases fund rarsfer
timcs and the amount of maral labor

requircd to procoss papor drafes, reduces
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eliminates orips to the bank.
The latzse acvancement in remors
depiosic capeurs enables agencies e a
fax machine for check imaging racher
than a scanner. Finley noced char while
this techrology is currencly parsnt-
pereding, ic may be an affordable
aleernative for many collecion agencie.

Additonally, pyyment processing
companies can help collscdon agencies
quickly process bounced checls. The
agencys bank forsrards che reoumed
checks to che payment processing
ceneer, which comrers them oo
elecronic marsactions and represencs
them elecoonically via che ACH
nervork. The checks can be repressned
o thie corsumisrs bank for payment
within jet a few cys. Payment
processing comipanies can even help
agencies avoid nonsufficizo fund fess
aloagether by secing up a check
verification program, which embles
agencies to verify the svaibbilicg of
funds fior o marsaction.

According o Elzcmonic Payment
Froviders, elecoronic check
represencme ot ared recovery resuhs in
40 percent o 50 percent higher
collzction rares cver marmal check
collzction mechods.

Online Paymanits

Wb zires and online paymenc portals
confinue o gobble up g large pisce of
the myment pie, " Online payment
solurions have drastcally shaped
corgumer preferences and havs far
cucpaced oaditoral remirance
channzls, not only in werms of
corvenisnce bur also in exposure, " aid
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Justin Gray, vice president of

sales and marketng for Elecmonic
Payment Providers in Phoenix. “For
many corsmmears, a Web sirs i their
firse stop in the remimance process,
whecher driven by rechnol gy
preference ar elecmonic billing.
Cnsoomers aften view paper or
elephone cransacrions a: a hse resore.”

Consumers cocky mor anhe want
anline payment oprions. chey sxpect
thiem. According toa 2008 sunvey
sponzared by CheckFree, 47.9 million
U5, households e biller Web sites o
pay bills, and online bill paymens made
at both bank and biller Web sites roas o
42 parosncaf che poral volums of
heoapebald bill payments made sach
memnch, up from 39 percent in
CheckFrees 2007 survey.

Online payment channels are
appealing ro consumers because they
can be secesssd 24 hours @ day and
eliminate che nesd o speak direcdy wich
a colbcror, For agencies, chey can help
increase recovery races while reducing
labaor coses and remirance-processing
eXpenses,

: nan ig=ncy takes on an
acconne and submmies an inicia] validadon
notios 1o 4 consumeT, the response may
vary,” said Jenmiter Brummerr.
collscrion indusoy specialist and projece
manager for Advanced Payment
Sysrems. *Bur if che consumer is able o
o online o scheduls o payment, then
esgenrially yon could secure myment
just from e one validation nodce
withour hsving to roll car further
collection effores.”

Agencies can handle online paymens
though cheir Web siez ar v a vendor’s
Web pormal o5 o smnd-alone sice.

processars cin provide
Web payment pormals or ennne

hosred sives designed for the look and
feil af the agency. Mlosr sives lec
consumers review their balance and
selece cheir preferred method of
peyment Partals can alse be copromired
o dicrate how the informaton is
presenesd and whar each consumer s=es
on the page. Online debe negotacion is
ko an aprion thromgh some vendars.

*There may bz a minimmm paymen:
that is scczpmable for 2ach consumer. for
example,” Brummert said. *Sometimes o
debeor may have muldple debes chey
have to apply payment for. We work
with clienes wo customirs their debe
negotiacion suice oo offer the
opparmnity oo s=mle chat paymenc or
serle wich & payment plan based upan
the debeoc’s profile and each individual
clienc.”

Comsumern can nse Web checks.
credit cards or debit cards oo mak= an
online payment, the lateer of which now
surpasses cradit cards as che moest
frequench used slecmonic payment trpe,
wceording toa 2007 Federal Reserve
srd

*Paymeent via ATM banbeard is the
next new payment ol for agencies o
urilize,” zaid Srephen Price, general
parcner for Begal Technologies in Mear
Alarker, Ad. "Bankeard transacdons are
secure, instant and guarances funds ac
MEXD o o coet o the agend.

Credit Card Payments
Americars have long relied on plscic
oo ma ke porchases and cover sxpenses,




and many expect o do che same © pay
off cheir dzlingoent accoun s wich
collzction agencies.

Adams said his company receives
more reqoes for credic cand services
than amything o5 hecanss most
collzcrion agencies bave such a bard
time finding a company o provide chem
with a merchant accoune.

YMaose providers cur chere will not
do a credic card merchane sccount for a
colkscrion agency,” Adams said,
poioing o VWisa and Maseercard's
seringent rules and requirements for
colbscrion agencies. Credit issuers
caregories collecrion agencies as *high-
risk.”

"4 Jar of ir is the percepeion char ick

risky to offer an aceount o an agency
hezause they think therss going oo hea
high incidence of fraud and charge-
tack,” Adume said. "Bur chis s
misgconceprion. Some of the agencies
we've provided services for have had
some of the Jowest charge-back racics of
any induscry we've besn irrobred in.®

Agencies that choose oo offer credic
cards as 4 payment oprion should ek
PaFment processar wich experience in
the collecrion indusory.

IVR Paymenis

Several payment procesing
companizs offer [neeractive Yoice
Eesponss (TVE) paymenc pormals, which
ranre in-hoond zalls chrough a

EFT Network, Inc.

i higd o 10§
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Do your debiors hawe the

oppornswy to pay by
chick on your web sice?

L They canoffer deboors

Web Checks!

ML pargrrsnt wahicks L

R creintdeedt o frese
Cusmornized payrmert Eoldy

ke |

programmed rdzphone menn.
Corsumers hear a pre-necorded
imperacove message thar relays account
dats and allowrs chem o make a full or

parcial payment on cheir aocomne vig
ronch-rones prompes.

Gray said though TVE is sl in ics
infancy, it has shown promise smongse
the early-adapeers and is a successful
ind economic aleernatve o cradicioral
oollecion methods.

Adarmes notsd thar IVE may nor be
currendy popular due o conzumer
peresprion thar suromared syspems are
impersoral and oonfusing.

*IVER iz prolably che leass requoesced
service e offer.” Adams said. Yo was
porpular some years ago, bur incerese in
ir has diminished o grear dzal.”

Wihat To Look For in s Payment
P rocasaor

A collection agency should be able m
relr on juet ome vendor to meee all of i
parment processing needs. Howe ver,
not all payment processing companies
are familiar with che collzcian indusoy:
which differs dramarically from the
mraditional reeail markec, Make sure the
company you're ineereseed in is well-
verzad in the nesds and challanpes afa
oollechion agency.

*I've heard of several agencies char
went kaoking for 2 paymenc procesing
com pany, bt the salesperson for char
company never commmunicarsd with che
irency thar chere would be o problem
with them being 1 collecrion 1 gency,”
Adames said. "T've had sge=ncies come w
m who bawe besn andersricten.
ppproved and processed, and only then
did che payment processor realie what
they do and cur chem off becauss they
don't work with callection agencie. And
when thar happers, either che processor
of Viza and Masrercard may noc onby
rermirace che agency’s acconne, bor they
may bhcklise che agency so it can't ever
gequire 1 merchane sceount again.”



Az with mase vendor parmerships, ick
also important o request clisne
references. Ask o speak with a few of
the compam's collection agency cliznes
o gt @ sense of hoer well the
applicacions are working for ocher
indemy members.

Verify the comipany’s credencialk and
SECUriGy measures. Paymene procsssing
companies mmse use the laesr
encryprion and sscurig ool oo ensure
your pavment dars is secone, What tools
does the company use o protect
senzifive indformartion. such as bank
account and credic card numbers: Is
everyrhing encryped? Does the
company offer frond detection for Web
pra e How doss the company soorns
it dars and what exacedy does it sore?
Dices che company maincin a
comprehensive emergency disascer
recovery plan?

Complisnce with 545 70 and che
Health Insurance Forrabiliy and
Accountability Act are importane, & is
compliance with PCI sundards, Visa's
Cardhalder Infarmarion Securin:
FProgram and AaseerCards SDF
Pragram, if your agency accepes credic
cards.

Cosmomer servics also plaps @ bey
rale in the selecdon process, Will you
bave & personal contact ar che compary
if chere iz an issue or concern? Does the
vendor offer 24-hour cech suppore? Can
the vendar help you proces: trarsactons
oucide srandard basiness hours:

The vendor must be able o acoepr
files from your collecrion softeare. Find
o if and how che vendor’s produces can
ke incegraced ineo pour specific sseem.
The end reuales shomld alloer real-rims
chira flow and payment approvals.

"The mors szamless the mansiton ro
elecmonic payments iz, the shorer che
adopian opcle which means les
craining, fewer management headaches
and wlrima el & more homegenow

environment,” Gray said.

Your payment sstem should be able
o change quickh 1nd seambessly oo
accommodace increased mimmacion
rolumes, 5o FoUr SySem grows 45 Follr
tusiness groses. Ask nor onby if the
vendor can set up the payment opons
you need, bue whether it can cuscomize
it opians for your specific agency, Diass
it work wrich a1l che leading Invermies
merchant acoounes, allowing you oo
swirch your banking relacionzhip end mot
have woworry about insmlling new
softarares ar performing new intzgranons?

The payment processing sofrarars
shiouibd be eamy oo use and efficient—ifit
doesn't help simplify your paymenc
process, therss no poine in having it.
Hiowr Joreg wiill it take oo ger starsd with
services? Will the semup pericd
necessitare any downtme for your
tmsineas? Aside from the basic cosr of
the syarem, find our if chers are any
addicional szoup fees ar mimimmm
processing fess. Some companies changs
a monthly maineemnce fee for cermain
furscricms, such as IVE.

Take g loak ot pour wars and nesds.
Hior is your current payment
processing sec up? How do you want
FOUL crinsdctions un? Do ponwane
each marsaction w run in rel-nme oo
do you want everything uploaded ina
karch ar the end of the day by your
aocounring departmenc?

By carefully examining your currenc
aperatons and tzchoology, 1z well az
your business goals, you will be becoer
abk 1o communicar: emccy what you
wane and nesd from a payment
[ CaCE3anT.

*The more [ understand sbout pour
nesds and procsdures and business
mis=dz], che berrer,” Brummeer said.
“Then I can derermine which of our
processars, providers and programe is
the best fic for Fon.” oom

Anne Boso is associze edioor of
Callecrar,
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