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About Kaulkin Ginsberg  
 
Kaulkin Ginsberg is the leading boardroom-level advisor to the Accounts Receivable Management 

Industry (ARM).  Credit and collection professionals, owners and investors worldwide rely on us for the 

insight, access and information needed to make well-informed decisions.  Our value-add consulting and 

M&A services cover almost every stage of a company’s lifecycle, from strategic analysis to growth and exit 

strategies.   

 

Our media division publishes insideARM.com and is the leader in providing timely news and perspective 

on the recovery of debt in all industries.  For nearly twenty years we have anticipated trends and evolved 

with the industry.  Our position in the market as strategic advisor to collection agencies and law firms, 

debt buyers, and creditors, gives us a unique perspective that no other industry publisher can offer.  

Thousands of industry professionals rely on our news every day because we know which stories to follow; 

which executives to highlight; which trends are important. 

 

Kaulkin Ginsberg 
401 North Washington Street, Suite 450 
Rockville, MD 20850 
www.kaulkin.com 
www.insideARM.com 
www.SearchReceivables.com 
 
Contact:  Dimitri Michaud, Consumer Finance Analyst 
Phone: 240-499-3840 
E-mail: dimichaud@kaulkin.com 
 
About our sponsor, B-Line LLC 

B-Line, LLC ("B-Line") is one of the leading purchasers and servicers of consumer bankruptcy accounts in 

the United States. Since our founding in 1997, we have purchased and serviced more than $45 billion of 

bankruptcy receivables. B-Line purchases secured and unsecured consumer debt included in both chapter 

7 and chapter 13 cases throughout the nation.  

Our corporate office is staffed with knowledgeable and experienced professionals who utilize our 

proprietary recovery management system to manage over 9,000,000 accounts and process more than 

125,000 new accounts per month. Bankruptcy recovery solutions provided by B-Line are tailored to 

specific client needs.  

For more information about B-Line, LLC please call us at 866-670-2363 or visit www.blinellc.com. 

http://www.kaulkin.com/�
http://www.insidearm.com/�
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The Kaulkin Ginsberg Credit & Debt Collection Confidence Survey – a quarterly survey of economic and 

business sentiment in the accounts receivable management industry – has continued to draw the 

attention of those within and outside the accounts receivable management (ARM) industry.  Commencing 

in the second quarter of 2008, the 2,200+ respondents of the survey continue to provide a telling gauge of 

opinions within the industry, and a barometer of confidence among industry decision makers. 

 

The survey for the first quarter of 2009 was taken by 564 professionals in the ARM industry. For the 

purposes of the survey, companies are identified as ARM companies, creditors, and vendors to the ARM 

industry. Within the ARM companies group, we further subdivide between collection agencies, debt 

purchasers, and collection law firms. 

 

As with the fourth quarter, the first quarter survey respondents shared with us a message consistent with 

our own internal analysis. In the words of one respondent: 

 
“As a tax collection agency, we have seen significant growth in new receivables as taxpayers 
take longer to pay or do not attach a payment with their tax return. Collectors hear of more 
hardship cases and are taking more installment agreements as people are unable to pay the 
full amount due in one payment. I expect to see this trend continue in the coming months. 
Hopefully, the economy will turn around and job loss will be minimized.” 

 
The first quarter survey provided Kaulkin Ginsberg with further proof that continued deterioration 

throughout the economy has heavily influenced the ARM industry, and continued to negatively impact the 

confidence of ARM industry participants from the quarter prior.   

 

But unlike prior quarters, the first quarter of 2009 provided a glimpse of respite, as some industry 

participants reported better than expected first quarter results. Although some positive indicators exist, 

the strain of an ever-increasing unemployment rate and further economic deterioration on the ARM 

industry has continued to impact recovery performance.   

 

Economic turbulence experienced throughout 2008 and into the first quarter of 2009 has also continued 

to weigh on consumer confidence.  The turbulent economic environment continued to be a source of 

concern for both creditors and collectors as survey respondents in the first quarter indicated that they 

thought consumer perceptions of the economy would impact their ability to collect outstanding debts. 
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As consumer confidence remained at historic lows during the start of 2009, the ARM industry continued 

to take notice.  Although 31.6 percent of agency respondents felt consumer perceptions currently have a 

neutral impact on their ability to recover outstanding debts effectively, a majority (55.5 percent) 

believed there was “Some Impact” or a “Major Impact” on their ability to recover outstanding receivables.  

Although down from nearly 67 percent holding the same view during the fourth quarter of 2008, 

negative consumer perceptions have remained an obstacle for recovery performance.    

      

Creditor respondents seemed to hold similar views regarding consumer perception to those of agencies.  

Among creditors 53.3 percent reported that current consumer perception of the economy had “Some 

Impact” or a “Major Impact” on their ability to recovery outstanding debts.  This was an insignificant 

improvement from the 55 percent of creditors holding the same view from the fourth quarter and 

highlighted continued concern on the part of creditors whose customers must contend with a stagnant job 

market and economy.    

 

ARM Firms’ Perception of Performance in Q1 and Expectations Going Forward: 

Survey participants who identified themselves as collection agencies, debt buyers or collection law firms 

reported better average performance in both the target quarter and in the “current” quarter than in the 

survey for the fourth quarter of 2008. 

 

How large of an impact will consumer perceptions of the current economic environment have on your ability 
to collect outstanding receivables?  (1 = No Impact – 5 = Major Impact) 
 
ARM Response 1 2 3 4 5 Average 
Now 3.9 % 9.0 % 31.6 % 40.0 % 15.5 % 3.54 
In the next 6 months 3.6 % 9.0 % 33.4 % 44.8 % 9.3 % 3.47 
In the next 12 months 4.8 % 16.1 % 36.1 % 32.5 % 10.4 % 3.28 
 
Creditor Response 1 2 3 4 5 Average 
Now 2.2 % 8.9 % 35.6 % 33.3 % 20.0 % 3.60 
In the next 6 months 2.2 % 15.6 % 20.0 % 44.4 % 17.8 % 3.60 
In the next 12 months 2.2 % 17.8 % 31.1 % 28.9 % 20.0 % 3.47 
 
NOTE: Answers in green indicate the most common response among participants; answers in red represent the 
least common response.  
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First Quarter 2009 Responses 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Fourth Quarter 2008 Responses 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Interestingly, ARM companies reported better performance in the first quarter of 2009 than in the 

“current” period of the survey, which was essentially all of April. In addition, performance in the “current” 

period of the fourth quarter survey –January 2009 -- was much weaker than in first quarter 2009 survey. 

This means that performance was at its peak in February and March of 2009. 

 

We believe this is directly attributable to tax refund season and the usual spike ARM companies enjoy in 

the run-up to April 15. Analysis also reveals that performance for the tax season 2009 was better than 

anticipated. It remains to be seen if performance will remain elevated, although the results in the first 

quarter survey indicate that performance dropped off early in the second quarter of 2009. 

 

How would you rate the performance of your firm, with regard to collections or portfolio liquidation, and 
what do you expect for the future? (1 = Very weak -- 5 = Very strong) 
 
 1 2 3 4 5 Average 
1st Quarter 2009 Performance 4.4 % 16.4 % 33.1 % 32.3 % 13.8 % 3.35 
Current performance 3.9 % 17.2 % 40.4 % 29.7 % 8.9 % 3.23 
Six months from now 3.3 % 10.7 % 38.7 % 36.3 % 11.0 % 3.41 
Twelve months from now 2.1 % 5.1 % 26.3 % 44.0 % 22.5 % 3.80 

 
NOTE: Answers in green indicate the most common response among participants; answers in red represent the 
least common response.  
 

How would you rate the performance of your firm, with regard to collections or portfolio liquidation, and 
what do you expect for the future? (1 = Very weak -- 5 = Very strong) 
 
 1 2 3 4 5 Average 
4th Quarter 2008 Performance 12.9 % 28.1 % 29.3 % 24.6 % 5.1 % 2.81 
Current performance 6.3 % 27.1 % 37.6 % 25.9 % 3.1 % 2.93 
Six months from now 2.7 % 18 % 42.7 % 28.6 % 7.8 % 3.21 
Twelve months from now 1.6 % 12.5 % 24.7 % 42.7 % 18.4 % 3.64 
 
NOTE: Answers in green indicate the most common response among participants; answers in red represent the 
least common response.  
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But it is worth noting that confidence among ARM survey participants increased significantly from the 

fourth quarter of 2008 to the first quarter of 2009. This is a trend that is evolving in the broader economy. 

 

In their most recent confidence survey, executive coaching organization Vistage International reported 

that their CEO Confidence Index increased to 60.6 in the first quarter of 2009, up from 48.7 in the 

fourth quarter of 2008. The survey was taken by more than 2,100 CEOs of small to mid-sized companies 

across all industries. 

 

Collection Agency vs. Debt Buyer vs. Collection Law Firm Performance: 

Of the three accounts receivable management subgroups identified in the survey – collection agencies, 

debt buyers and collection law firms – the law firms reported the highest average performance rating for 

the first quarter of 2009 (average rating of performance from 1 to 5, with 1 representing “very weak” 

performance). 

 

 
 

The relative success of law firms over their more traditional ARM counterparts is at least partially 

explained by one comment from a collection attorney participating in the survey: 

 
“Can no longer waste money on collectors and things have improved without having them 
on staff. Dealing directly with attorneys seems to settle cases very quickly.” 
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Meanwhile, comments from collection agencies and debt buyers reflected the ongoing narrative of 

consumer economic conditions dragging down ARM industry performance: 

 
“Current job losses and pay cuts are impacting significantly, but we expect it to stabilize in 
3rd quarter.”  

 
“Our [collection] rates are well below what they were 5 years ago, however our volume is 
up over 200 percent for that period. Bottom line: we are working harder for the same 
profits.” 
 

Looking forward, collection law firms have the most confidence in near-term performance. It should be 

noted, however, that at the “twelve months from now” time horizon, expectations for performance are 

virtually identical among collection agencies, debt buyers and collection attorneys (an average of 3.82 on 

a 1 to 5 scale). 

 

Account Placements:   

During the first quarter of 2009 alone there was nearly $7.9 billion in charged-off credit card debt within 

the Kaulkin Ginsberg Credit Card Performance Index (CCPI).  This was an increase of over 51 percent 

from the $5.2 billion in charged-off credit card debt from the first quarter of 2008.  With a representative 

size of about 42 percent of total credit card debt in the United States, the default levels in the CCPI clearly 

display the level of available inventory for debt sales as well as outsourcing.  

 

As a consequence of the substantial growth of inventory in the marketplace, the first quarter of 2009 saw 

over 63 percent of ARM firms reporting “Moderate” to “Significant” increases in account placements or 

portfolios available for purchase. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

What is the status of account placements, or available portfolios for purchase, and what are your projections 
for the future? 
 

 
Significant 
decrease 

Moderate 
decrease Neutral 

Moderate 
increase 

Significant 
increase 

1st Quarter 2009 6.5 % 8.6 % 21.8 % 41.9 % 21.2 % 
Current status 3.9 % 7.8 % 28.1 % 40.9 % 19.4 % 
Six months from now 2.4 % 4.8 % 18.5 % 44.8 % 29.6 % 
Twelve months from now 2.1 % 2.7 % 17.6 % 40.9 % 36.7 % 
 
NOTE: Answers in green indicate the most common response among participants; answers in red represent the 
least common response.  
 

http://www.insidearm.com/go/research/consumer-finance-report�
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The first quarter aggregate of 63 percent was an increase from the 56 percent of ARM firms that 

reported “Moderate” to “Significant” increases during the fourth quarter, not a surprising outcome as 

economic deterioration has resulted in increased delinquency and charge-off rates across a broad 

spectrum of credit products.   

 

Staffing Levels in the Recession: 

In the first quarter of 2009 Confidence Survey, 28.1 percent of ARM companies reported laying off 

workers in the first three months of 2009. When broken out to the ARM company subgroups, layoff 

numbers were quite different among company types in the industry (creditor and vendor responses also 

included): 

 

 
 
When compared to the fourth quarter 2008 confidence survey, we notice that layoffs in the first quarter of 

2009 occurred at a higher rate than was anticipated in the fourth quarter. 

 

In the fourth quarter, 26.6 percent of ARM companies anticipated that they would need to lay off 

workers in the first quarter; 31.6 percent of creditors said the same. But once those companies got 

around to answering the survey questions in April, 28.1 percent ARM companies and 34.8 percent of 

creditors were forced to make cuts. 
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Some comments given in the free response area of the layoff question help to further explain job losses in 

the industry: 

 
“Have to review constantly. Initially, everyone trimmed the excess fat they needed to. The 
2nd and subsequent rounds of cuts have been more strategic.” 
 
“The producers will be retained and cultivated. The next level will be encouraged to become 
better at carrying their share of the work and production. The producers cannot afford the 
luxury of your company if you are not producing. The third level it is shape up or ship out.” 
 
“We are expanding core collectors but reducing administrative and management staff.” 
 
“Any positions which were eliminated or consolidated were not related to collection 
positions.” 

 
Looking ahead in 2009, 22.3 percent of ARM firms, 22.2 percent of creditors, and 20.8 percent of 

vendors anticipate needing further layoffs in the year. 

 

But that’s just one way to look at the data. One could also say that 75-80 percent of companies in the ARM 

industry are not expecting to lay off any more workers this year. In fact, in response to the question “Do 

you expect the size of your staff to be smaller, greater or about the same six months from now?” 44.6 

percent of ARM companies answered “larger.” The same goes for 20 percent of creditors and 26.5 

percent of vendors. 
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While layoffs in all industries are higher now than at any time in the recent past, not all companies are 

downsizing. The Vistage International survey supports this point as 74 percent of responding CEOs said 

they plan to maintain or increase their total number of employees in the coming year.  

 

Creditor Recovery Performance: 

In an effort to mitigate risk due to economic weakness, creditors continued to modify their collection 

strategies during the first quarter of the year.  As a result, of creditor respondents an aggregate of 61.7 

percent reported either “Strong” or “Very Strong” internal recovery performance during the first quarter 

of the year, up from 29.2 percent of creditors reporting the same performance during the fourth quarter 

of 2008.     

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
One creditor respondent noted: 
 

“Our 1st quarter was still very strong overall, however I don’t attribute this to consumer 
confidence or the economy, I attribute this to improvements in our technology and an 
increased focus on the training of staff.... Our philosophy is if we can’t make the economy 
any better, we can certainly work on ourselves internally and look for improvements there.” 

 
Another telling sign that these modifications have met with a measure of success was seen in the quarter-

over-quarter improvements in creditor respondents reporting “Weak” or “Very Weak” internal recovery 

performance.  During the first quarter this measure declined from nearly 44 percent of creditor 

respondents to 19.1 percent of respondents.  For the period six months from now, the percentage of 

creditors expecting “Weak” or “Very Weak” recovery performance declined from 27.5 percent to 8.5 

percent from the quarter prior. 

 

Creditor Perceptions of External Recovery Performance: 

How would you rate the performance of your internal recovery efforts, and what do you expect for the future?  
(1 = very weak -- 5 = very strong) 
 
 1 2 3 4 5 Average 
1st Quarter 2009 performance 2.1 % 17.0 % 19.1 % 48.9 % 12.8 % 3.53 
Current performance 2.1 % 12.8 % 34.0 % 40.4 % 10.6 % 3.45 
Six months from now 2.1 % 6.4 % 51.1 % 25.5 % 14.9 % 3.45 
Twelve months from now 4.3 % 4.3 % 28.3 % 37.0 % 26.1 % 3.76 

 
NOTE: Answers in green indicate the most common response among participants; answers in red represent the 
least common response. 
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Most of the creditors that participated in the survey outsource at least some part of their recovery or 

collection operation.  During the first quarter nearly 85 percent of creditor respondents reported that 

they outsourced a portion of their recovery operation.   

 

In the confidence survey for the fourth quarter, creditors gave an average performance rating of 2.63 to 

their collection agency partners, on a scale of 1 to 5. Creditors saw better performance from their 

collection networks in the first quarter, although it should be noted that not a single respondent rated 

collection performance as a 5, the highest rating. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Commenting on collection service provider performance, creditor respondents noted: 
 

“Although I'm pleased with their effort, the results are lower than what we saw for the same 
time period 1 and 2 years ago.” 

 
“Effort is strong, results are weaker than before, but it is tied to the world we are in.” 

 
“Our current provider is not getting it done - we are moving to another firm. They appear 
hungrier for the opportunity.” 

 
Optimism is also on display, as creditors anticipate an average performance rating of 3.43 twelve months 

from now compared to the average rating of 3.13 in the fourth quarter survey. 

 
Self-Reported ARM Firm Performance vs. Creditor-Reported Performance: 

With creditors giving their accounts receivable management partners an average rating of 3.00 for the 

first quarter (on a scale of 1 to 5), there is a gulf between ARM providers’ perception of their own 

performance and their clients’ perception. 

 

If "yes" to the above, then in your opinion how is your service providers' recovery performance faring, and 
how will it fare in the future? (1 = Very weak -- 5 = Very strong) 
 
 1 2 3 4 5 Average 
1st Quarter 2009 Performance 7.3 % 19.5 % 39.0 % 34.1 % 0.0 % 3.00 
Current performance 4.9 % 17.1 % 51.2 % 24.4 % 2.4 % 3.02 
Six months from now 2.5 % 15.0 % 55.0 % 22.5 % 5.0 % 3.13 
Twelve months from now 2.5 % 12.5 % 37.5 % 35.0 % 12.5% 3.43 

 
NOTE: Answers in green indicate the most common response among participants; answers in red represent the 
least common response.  
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Although the difference is somewhat significant on a five point scale, it can probably be chalked up to self-

reporting bias. After all, creditors gave themselves an average score of 3.53 on their internal recovery 

efforts in the first quarter. 
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First Quarter 2009 Credit & Debt Collection Confidence Survey – Demographic Data 
 
 
Confidence Survey Totals 

 

Total surveys taken: 564 

 

Company Types 

ARM Firm – 76.1% 

Creditor or Healthcare Provider – 11.5% 

Vendor to the ARM industry – 12.4% 

 

Company Type Breakdown – ARM Firm 

Collection Agency – 76% 

Law Firm – 9% 

Debt Buyer – 15% 

 

Company Type Breakdown – Creditor 

Consumer loan/credit card issuer – 56.9% 

Healthcare provider – 6.2% 

Other – 36.9% 

 

 

ARM Firm Specialization Demographics 

 

Financial Services (credit card, bank loans, etc.) – 53.8% 

Healthcare – 25.1% 

Other – 21.1% 

 

 

ARM Firm Location Demographics 

 

Northeast – 19.8% 

South – 29.0% 

Midwest – 25.4% 

West – 17.9% 
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Outside US – 8.0% 

 Canada – 37.5% 

 Europe – 37.5% 

 Asia/Pacific Region – 15.6% 

India – 6.3% 

 Central/South America – 3.1% 

  

 

Creditor Location Demographics 

 

Northeast – 20.3% 

South – 23.4% 

Midwest – 35.9% 

West – 15.6% 

Outside US – 4.7% 

 

 

Vendor Location Demographics 

 

Northeast – 27.7% 

South – 23.1% 

Midwest – 10.8% 

West – 26.2% 

Outside US – 12.3% 


