
INTERACTIONS 
ARM TRENDS SURVEY



Interactions Virtual Collection Agent (VCA) powered 
by Conversational AI increases payments and debt 
recovery without compromising customer experience. 
VCA is designed to meet the specific needs of the 
financial service space by always remaining compliant 
and providing negotiation capabilities.

ABOUT US
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TYPE OF DEBT COLLECTED1
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Nearly one-quarter of the survey’s respondents indicated they collect 
medical debt, making it the most popular category of debt included in the 
survey. Personal loans were the next most popular category, followed 
by utility and telecom debt and government loans. Overall, nine different 
categories of debt were represented by the participants in the survey. 
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THE COMPANY I REPRESENT2
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The majority of the respondents to the survey were from third-party 
collection agencies, which accounted for 57% of all responses. Following 
that were Service Providers and Vendors, and then Loan Services.

PAGE 4



0 10% 20% 30% 40% 50% 60% 70% 80%

10,000 +

5,000 - 9,999

1,000 - 4,999

300 - 999

100 - 299

0 - 99 77.78%

9.26%

7.41%

1.85%

1.85%

1.85%

THE NUMBER OF CONTACT CENTER AGENTS 
IN THE ORGANIZATION3

The overwhelming majority of this survey’s respondents represented 
companies that had fewer than 100 collectors.
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ESTIMATED TIME THE COLLECTORS SPEND 
ON “NON-REVENUE” DRIVING ACTIVITIES*4
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* Such as identifying and authenticating callers, reading required disclosures, removing wrong party contacts

A collector who is not on the phone collecting is not making the agency 
any money. Keeping the amount of time spent on non-revenue activities 
to a minimum should be the focus of most collection agencies. More 
than half of the respondents said their agents, on average, spend 
between 0% and 25% of their time on non-revenue generation activities. 
Only 11% of respondents said their agents spend more than 50% of 
their time on such tasks.
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THE MOST EFFECTIVE CHANNEL5

Despite the growing popularity of digital communication channels like 
email and text messaging, phone calls continue to be the most effective 
channel for collecting debt, according to the survey’s respondents. Two-
thirds of the survey’s participants listed the phone as the most effective 
collection channel, followed by text messaging and then email.
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THE PAIN POINTS THAT THE COMPANY 
FACES TODAY6

The issues that agents have on the phone are the biggest pain point 
for companies in the accounts receivable management industry today. 
That includes dealing with wrong number or the wrong party answering 
the phone and the amount of time it takes to identify and verify the 
identity of an individual. Only after that does the high turnover rate 
among collection agents come in as a pain point.
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THE IMPACT OF THE COVID-19 PANDEMIC 
HAS HAD ON THE COMPANY7

Dealing with a remote workforce has been the most major shift for 
companies in the ARM industry, according to the survey’s participants. 
Nearly half of the respondents said that adjusting to employees working 
remotely has had a major impact on their operations. Dealing with an 
unexpected side in volume, especially during the initial months of the 
pandemic, was the business event that had the next-highest major 
impact.
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NO
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WOULD YOU CONSIDER YOUR COMPANY 
INNOVATIVE AND/OR DISRUPTIVE?8

Collection agencies have ever been leading-edge adopters of technology, 
and often have to be dragged to updating their systems kicking and 
screaming. But, interestingly enough, more than half of the survey’s 
respondents said they would consider their companies to be disruptive 
in the marketplace, indicting an increased emphasis on using technology 
to help increase collections and productivity.
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HOW WOULD CONSUMERS WHO INTERACT WITH 
YOUR COMPANY RATE THE CUSTOMER EXPERIENCE?9

Participants in the survey think that the customer service they are 
offering is top-notch. Nearly 84% of the respondents indicated that they 
think consumers would rate the customer service they were offered 
as a four or five out of five. Fourteen out of the remaining 16% gave 
themselves a three out of five.
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MAIN CONCERNS ABOUT YOUR CONTACT 
CENTER IN THE NEXT 1-TO-2 YEARS10

When asked for their main concerns about the state of the industry, 
responses were spread across a number of issues, notably maintaining 
and increasing profitability, deploying new technologies to improve 
efficiency, and collecting on outstanding debt. The item that was 
least concerning to respondents was managing increasingly difficult 
conversation with consumers.
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FAMILIARITY WITH CONVERSATIONAL AI, CHATBOTS, AND/
OR VIRTUAL AGENTS TO AUTOMATE COLLECTION CALLS
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Most of the companies in the accounts receivable management industry 
have heard of how artificial intelligence tools are being deployed by 
collection agencies. Less than 30% of the survey’s respondents said 
they were not very familiar with AI tools, such as chat bots and/or virtual 
agents.
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