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Ab t ACA I t ti lAbout ACA International

The trade association for the credit and The trade association for the credit and 
collection industry

Leading source for industry information 

More than 5,000 members in 65 countriesMore than 5,000 members in 65 countries
Third-party debt collectors
Asset buyers
AttorneysAttorneys
Credit grantors
Vendor affiliates
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Si ifi t E i I tSignificant Economic Impact

U.S. businesses write-off  = $140 billion each year

Third party debt collectors recover $40 billion

Directly/indirectly = 300 000 jobs / payroll $11 billion  Directly/indirectly = 300,000 jobs / payroll $11 billion  

80% have 30 employees or less 

80% of employees work for larger collection agencies 
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A t bilitAccountability

FDCPA and state law are not
d d id li  th   recommended guidelines, they are 

the law. 

Those who violate the law should be
held accountable. 
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W D C Ab t CWe Do Care About Consumers 

Ethical Standards 

Compliance 
Collections Collections 
IndustryIndustry

All OtherAll Other
IndustriesIndustries

20092009 85% 73 8%

Complaint 
Resolution 

20092009 85% 73.8%

20022002--20092009 82.5% 71.45%
Resolution 

Source: Better Business Bureau
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A k D t D btAsk Doctor Debt
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Provide Answer

▪ Frequently asked questions 
▪ Consumer tools – budget calculator
▪ Links to credible referral – (partners, AGs, experts)
▪ Information resources (e.g.) 

-- Mortgage 

Submit to Legal for Counsel
▪ Caller informed we don’t have 

readily available answer.  If they 

Common

New ?? 

Provide Answer
▪ Use ADD / ACAEF web resources
▪ Give answer/ refer to expert (as needed)
▪ Track inquiry – no private info

Legal Review
▪ Question submitted to ACA legal for

response in 24-36 hours

Provide Response
▪ Follow-up call with approved

response to question.  

-- Credit cards 
-- Student loans 
-- Identify theft   

Caller w Question

want to leave their contact info we 
can look into it and get back to them. 

▪ Track inquiry

response in 24-36 hours. ▪ May/not be answer to question
▪ Refer to expert resource (as needed)
▪ Update Q&A on ADD.com

Refer to BBB* (C l i t R l ti )Share Information
Caller w Complaint

Seeking Info 

Refer to BBB* (Complaint Resolution)
▪ If can’t be mitigated– refer to BBB
▪ Track member vs. non-member

ADD.com  
▪ FAQs / info for consumers 

Share Information
▪ Refer to ADD / ACAEF web resources 

to provide good information to caller.
▪ Track inquiry – no private info

Visitor w Question 

FAQs / info for consumers 
▪ Links to credible resources (AG, FTC)
▪ Track visits / page visits

????? Submission Accepted
▪ Submissions via web accepted 
▪ Legal to review new questions
▪ New answers posted to ADD com

Legal Review
▪ Question submitted to ACA legal for

response.  Goal will be response in
24-36 hours but will monitored

Post Answer
▪ Post new answer to ADD.com to 

keep it an updated valued resource.

Visitor w Complaint 

▪ New answers posted to ADD.com
▪ Track inquiry – no private info

Link to BBB 
▪ Link directly to BBB to file complaint
▪ Provide links to state AGs and FTC
▪ Track member vs. non-member

24-36 hours but will monitored
against capabilities. 

Share Information
▪ Refer to ADD / ACAEF web resources 

to provide good information.
▪ Track inquiry – no private info
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Th k YThank You

Rozanne Andersen, Esq., CAE

Andersen@acainternational.org
(952) 928-8000, ext. 132

www.askdoctordebt.coma do o d b o
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