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Legal Disclosure

This information is not intended to be legal advice and may not be used as legal advice. Legal advice
must be tailored to the specific circumstances of each case. Every effort has been made to assure this
information is up-to-date. It is not intended to be a full and exhaustive explanation of the law in any
area, however, nor should it be used to replace the advice of your own legal counsel.
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Call Monitoring: Landscape

What a Call Monitoring Program Does

1. Sets Clear
Standards

A Call Monitoring Program should set clear s
create clear metrics for you. And also, it s

for your collectors.It should
onstrate that you have

policies and procedures, which aresthe stan at you've set. It.sho able to tell them the story
that you're telling yourself, your executive team, what you'@ tel r collectors and your operations
team. Within these parameters, ting back successes andiare mprovement becomes a simpler
endeavor. !

What a Call Monitorin e

Ensure 100% Change the
Compliance Way Your

Behavior of
Company
Currently Does
Business”

Collectors,
Supervisors,
Trainers”

What your call monitoring program will not necessarily do for you is ensure 100 percent compliance.
“We set a goal for ourselves to say right now, we want 3.5 percent of our calls monitored. That's our
expectation for violation,” Renee Bogar reports. “So, to restate that, we do expect that about 3.5
percent of our total calls monitored will have some type of error, whether a collector didn't say the mini
Miranda, whether they missed the call monitoring disclosure, they didn't change the status of the
account properly, something along those lines. But what we do know is we will never have 100 percent
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of our calls monitored without some type of violation, so we do realize that we will never get to 100
percent compliance, no matter how effective we believe the call monitoring is.”

A call monitoring program won't change the behavior of collectors — unless violations and infractions are
shared. “One thing we realize is sometimes regardless of the fact, regardless of how great some of our
collectors are, we have just had to let them go,” says Bogar. “We can tell them what we want from
them, we can tell them what we expect them to do; sometimes collectors are just going to do whatever
they want to do, regardless. And we've had to let go of some really, really great collectors who just
refused to be compliant. Likewise, if you don't have your supervisors who are on board and continuing
to push for strong yet compliant collections, they just can't continue to be a part of your team.”

Finally, it won’t necessarily change the way your company does business. This‘can be a challenge to
anyone working in compliance. If Operations and/or Management are not reviewing the metrics or the
information that you are reporting to them, and they continue to treatthatinformation cavalierly, you
will not see the type of results that you want from your monitoring program. “Compliance can be great,
your program can be great, but if you don't have the follow-through onithe side of operations, they're
the people that are managing your collectors on a day-to-dayibasis,”ssaid Bogar. “They are really the key
to effective compliance. So, if they're not taking the informationthat you're pushing out seriously, you
will have a serious gap that won't allow compliance andwyouriprogram to really effectively change the
way that you're doing business, and that's really a pivotal factor.”
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