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INTRODUCTION 
The 2018 Collection Agency Operations and Technology Survey represents the sixth consecutive year in 
which BillingTree has collected data from hundreds of agencies of all sizes and asked them to share their 
perspectives about the opportunities and challenges they face to meeting their business objectives.  
 
The past six years have represented a period of transition, particularly from a compliance standpoint, 
with new regulatory agencies, new regulations and new enforcement policies emerging and evolving. 
During this time, survey responses have been generally consistent, and have painted a picture of 
agencies looking to technology to help address their biggest operational challenges, which has primarily 
been operating costs and compliance concerns. 
 
One major change that we have seen since the launch of this survey series in 2013 is a change in 
government administration, and a shift in attitudes toward regulation of business. This shift coincides 
with a decrease in concerns reported by accounts receivable management companies in this year’s 
survey regarding the Consumer Financial Protection Bureau. With the anticipation of additional 
guidance on the horizon, this particular shift in ranking could potentially change again in 2019. 
 
This year, some interesting new trends emerged, including: 
 
Security, Reliability and Service are Top Priorities 
In prior years, the importance and priority of Integrations among various collection technologies rose 
steadily in prominence; 2017 represented a rise in prominence for PCI Compliance and System uptime 
when choosing a payment processing partner. In 2018, PCI Compliance and System Uptime continued as 
the top-ranked priorities when choosing a payment processing partner, joined by Customer Service as 
the most important considerations. Second-tier considerations (weighted average rank of 8 on a scale of 
1 to 10) included HIPAA Compliance, Bank relationships, breadth of payment options, reporting 
capabilities and per-transaction pricing. This suggests that agencies have prioritized security, reliability 
and service above all other priorities, with all other factors taken into careful consideration. 
 
CFPB Concerns Decline as the Regulatory Environment Shifts 
The six-year history of our survey data reveals a decline in concerns over CFPB enforcement. For the 
second year in history of our survey, compliance concerns related to CFPB enforcement ranked lower 
than Payment Card Industry (PCI) data security standards (DSS). For the first time ever, concerns over 
CFPB ranked lower than all other compliance concerns, including PCI, NACHA and REG E/eSign. It is our 
belief that the overall trend reflects better understanding of CFPB policies and more well established 
precedents as it relates to CFPB enforcement. At the same time, the overall decline in concern over 
CFPB may reflect a change in administration and policy changes as it relates to government regulation 
and enforcement. 
 
Evidence of a shift in attitude towards CFPB enforcement policies under the new administration can be 
captured in just a few weeks of policy shifts at the beginning of the year. In a period of just a few weeks 
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in February, the Trump administration dismissed enforcement actions, delayed the payday lending rule, 
and halted the investigation of Equifax.1 
 
Rise in HSA/FSA Payment Acceptance 
Three years ago, only a third of survey respondents indicated that they accepted HSA/FSA payments. In 
2017, that number grew to nearly half at (47%). This year, HSA/FSA payments were accepted by the 
majority of respondents with (52.7%) doing so today, and an additional (27%) indicating interest in 
adopting HSA/FSA payments.  
 
Modest Increase in Convenience Fee Adoption 
In 2016, we began to see mixed signals on adoption of convenience fees, with 2017 demonstrating a 
decline in adoption and plans for adoption. In our latest survey, we saw a slight increase in convenience 
fee adoption with (34%) of agencies indicated that they charged a fee (compared to 26% the prior year). 
Of those that did not charge a fee, (21%) had done so in the past and (37%) had no future plans.   
 
 

IMPACT POINTS 
• Methodology: This benchmark report is based on a survey of over 150 U.S. accounts receivable 

management companies collected over a one-month period. The survey focused on agencies 
involved in consumer debt and did not include business-to-business collections.  

• Demographics: Respondents were split among four categories, with the majority (74.2%) 
representing agencies with less than 100 seats, (16.9%) of collection agency respondents were 
from organizations with more than 100 seats, (27%) with 26-99 seats, (22.5%) with 10-25 seats, 
and (24.7%) with between one and nine collectors.  

• Importance of industry sectors: In aggregate, agencies cited Healthcare as their major source of 
collected debt (61.8%), with Retail and Commercial tied for second at (38.2%) each. This is fairly 
consistent with prior years, with Bank card collections and Utility/telecom ranked close behind 
at (31.5%) in 2018. This is the second year of decline for bank card collections, which fell from 
(42.7%) in 2016 to (32%) in 2017.  

• Business growth: strategies and critical factors: Cost reduction strategies and new technologies 
enhancing collection effectiveness were the top factors agencies cited as critical to 
growth/profitability in 2018, with Client expansion ranking a close third. Respondents regarded 
Compliance Policy/Procedure Implementation/Maintenance ranked as the top concern with 
regard to their collection operations for the third consecutive year. Increased Operational 
Expenses was ranked second, consistent with prior years, with Collection Technology 
upgrades/implementation ranked third. Staff Education and Training continued to rank highly at 
fourth overall based on rating average, followed by compliance-related concerns over FDCPA 
and CFPB lawsuits.   

• Forms of Payment and Payment Technology Adoption: Unlike the previous year, respondents 
in 2018 indicated that Live agent-assisted payments were the most common form of payment, 
with online credit card processing availability falling slightly to (73.3%) among respondents. This 

                                                           
1 https://www.washingtonpost.com/opinions/the-trump-administration-is-trying-to-undermine-the-cfpb-it-will-
fail/2018/02/14/cab18f18-10d2-11e8-8ea1-c1d91fcec3fe_story.html 
 

https://www.washingtonpost.com/opinions/the-trump-administration-is-trying-to-undermine-the-cfpb-it-will-fail/2018/02/14/cab18f18-10d2-11e8-8ea1-c1d91fcec3fe_story.html?utm_term=.e515fb3d8389
https://www.washingtonpost.com/opinions/the-trump-administration-is-trying-to-undermine-the-cfpb-it-will-fail/2018/02/14/cab18f18-10d2-11e8-8ea1-c1d91fcec3fe_story.html?utm_term=.e515fb3d8389
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contrasts with our 2017 survey, where (84.3%) respondents indicated that they processed 
payments via online portal in 2017, with (80%) accepting payments via live agent. Consistent 
with prior years, IVR adoption grew modestly, with (28%) relying on IVR compared to (27%) in 
2017. 

• HSA/FSA Payment Adoption: With regard to healthcare collections, our respondents indicated 
growing acceptance of HSA/FSA payments, with more than half (52.7%) doing so today, 
compared to (47%) one year ago and a third in 2016. An additional (27%) indicated interest in 
adopting HSA/FSA payments. 

• Convenience fees: For the third consecutive time in six years of conducting this benchmark 
survey, a majority of agencies (61.6%) indicated that they were not collecting convenience fees, 
nor were they planning to do so. Twenty-one percent indicated that they used to collect 
convenience fees, but no longer do so. Nearly a third of respondents (41.4%) either currently 
charge a convenience fee (34.3%) or are considering adopting them (7.1%).  

• Payment processing priorities: PCI compliance ranked highest in priority for agencies selecting a 
payment processor, with System uptime ranked second. While Integrations have been on the 
rise for three years during the course of our surveys, in 2017, Customer service gained the third 
rank for the first time and held the same rank in 2018. Consistent with 2017, Integrations held a 
4th place rank. This suggests that while technology integration continues to play an important 
role in cutting costs and improving efficiency, responsiveness, communication and service 
matter most.  

• Service and technology needs: When asked an open-ended question about services or 
technologies that they wish were available, respondents in 2017 had a wide variety of needs. 
“Text messaging” was among the most desired capability, with respondents suggesting that 
their adoption was constrained more by compliance concerns than technology limitations.  

• Payment Processes and compliance risks: PCI compliance, Reg E/eSign and NACHA Guidelines 
all ranked ahead of CFPB enforcement as top concerns related to payment processing and 
account maintenance. This overall trend is consistent with our prior predictions after the 
emergence of the 2015 PCI 3.0 compliance rule changes. At the same time, it reflects an ongoing 
trend in terms of a reduction in concerns related to CFPB. 

• Payment Methods and Compliance Risks:  This year, Mobile text to payment out-ranked Agent-
assisted payment authorization and notification as the greatest compliance risk related to 
payment methods, followed by Web payments, with IVR identified as the lowest risk form of 
payment authorization and notification. While adoption of mobile text to payment has been 
low, the perceived risks are high, particularly considering that any form of contact from 
collections via mobile phone are already perceived as highly risky from a compliance standpoint. 
From these results, we can infer that the rise in consumer demand for mobile to text payment 
options has resulted in this change in ranking.  

• Payment Collection Practices and Compliance Risk: Calling a cell phone was cited as the riskiest 
collection practice again in 2018, receiving a weighted average of (5.3), on a scale of one 
(lowest) to ten (highest), followed by Securing recurring payments (4.9 weighted average). 
Consent to Communicate was ranked as the third-highest risk (4.9). These results are consistent 
with the prior year. 
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• Payment Gateways and Reporting: Most (84.9%) of respondents indicated they rely on their 
payment gateways to provide data that supports their management of their payment 
operations. A majority (65.2%) require full details, while (19.7%) rely on summary information. 
This suggests that the need for an integrated payment technology solution is critical for agencies 
who want to effectively monitor and manage their operations. 
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OVERVIEW 
This sixth annual benchmark survey of accounts receivable management companies depicts an industry 

that continued to adopt new technologies and practices to improve control over operating expenses 

while supporting regulatory compliance and delivering better results for its clients. Over the course of 

the past six years, we have witnessed a rise of Integrations as a priority in prior years (fourth in 2015, 

third in 2016, second in 2017), which declined in 2018 and gave way to the continued rise in 

prioritization of System uptime (Ranked second in 2018 behind PCI and other security compliance), 

suggesting that firms, having achieved their system integration goals, have put a premium on security, 

reliability and quality customer service in 2018.  

Continued growth for collection agencies, as expressed by survey respondents, continues to depend on 

overcoming a variety of obstacles. When we first kicked off our survey six years ago, regulatory 

compliance and related risks were top of mind for respondents. Those concerns have shifted over the 

years from uncertainty about CFPB enforcement to PCI compliance. One of the biggest regulatory 

impediments for firms continues to be uncertainty over cell phone voice/text communication, which is 

limiting their ability to further innovate, optimize and keep up with consumer trends and expectations.  

PCI compliance and Credit Card brand guidelines rose to the top rank as a compliance concern in 2016 

and has remained there, suggesting that firms continue to grapple with uncertainties related to PCI-DSS 

regulations. 

In this 2018 Benchmark Survey Report, BillingTree first examines targeted industry segments and related 

growth trends. Next, we’ll explore agencies’ specific strategies to achieving growth within these 

segments and to overcoming the challenges they cited as the most threatening to achieving those goals. 

Finally, we’ll examine agency attitudes toward technology and automation, and discuss how automation 

poses a solution to the dual challenge of driving operational efficiency and innovation while protecting 

the organization from compliance risk. 
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METHODOLOGY 
Over 150 debt collection operations professionals took the survey over a one-month period. In an effort 

to better understand the segmentation of the respondents, we wanted to determine the various sizes of 

the organizations responding to the survey.  To do so, we asked how many seats or collection agents 

were employed. Respondents were given 4 categories to choose from: 1-9 seats, 10-25 seats, 26-99 

seats, 100-500 seats, and 500+ seats. The results indicated the respondent pool was slightly weighted 

towards smaller agencies, with the majority (74.2%) representing agencies with less than 100 seats. 

Nearly seventeen percent (16.9%) of collection agency respondents were from organizations with more 

than 100 seats; (27.0%) with 26-99 seats; (22.5%) with 10-25 seats; and (24.7%) with between one and 

nine collectors.   

 
How many agents/seats does your collection agency employ? 

 

 

 
 
When the survey was analyzed through the lens of agency size, results demonstrated consistency across 

agencies regardless of the number of agent seats. From a technology perspective, results from this 

year’s survey are consistent with prior years– suggesting that smaller agencies have closed the gap 

when it comes to adoption of collection technologies like online payment portals. 
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COLLECTION DEMOGRAPHICS  
Collection agencies compete in a dynamic marketplace with a variety of opportunities across different 

vertical markets. Consistent with prior years, respondents to our 2018 survey suggested that most 

agencies continue to maintain a diverse portfolio of clients, with Healthcare continuing to represent the 

bulk of collection opportunities (61.8%), followed by Retail, Commercial, Bank/Credit Card debt and 

Utility/Telecom. This year, Credit Card debt rose to a tie for 3rd place after a decline to 6th place in 2017. 

Overall, we saw that ARMs maintained well distributed and diverse portfolios in 2018, with Healthcare 

ranking as the only consistently dominant category. 

 
What type of debt does your agency collect? 

(Please select all that apply) 

 

 
 

% of agencies surveyed 

Property Management rose from a bottom rank in prior years to its peak at (35.6%) of collections in 

2017, declining slightly in 2018 to (30.3%). Property management continued to outpace Student Loans 

and Government debt (25.8%), as well as Auto Finance (21.4%), all of which were still well represented.  
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COLLECTION SOFTWARE  
Consistent with prior years, when asked about the software platform agencies used to manage their 

collections, “Other” remained the top response (27.0%), followed by “Proprietary” systems (21.3%), 

accounting for nearly half of responses. In this year’s survey, Columbia Ultimate (19.1%) and Ontario 

Systems (19.1%) tied for the top rank among vendors. The remaining vendors identified in the survey 

failed to achieve more than 10% of the total response. The diversity in software solutions, combined 

with the number of proprietary system options continues to demonstrate that collection agencies have 

their own unique needs, according to their own unique operations, and the specific markets they serve. 

Which software platform is your agency running to manage your collections? 

 

 
% of agencies surveyed 

*Other: Simplicity, Cyclone, Debtmaster, Quantrax, WinDebt, EZ Soft, Megasys, Bloodhound, Optimus, ADS, Funding Gates, CyberSoft 
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BUSINESS STRATEGY: OPPORTUNITIES AND RISKS 

IMPACT ON GROWTH/PROFITABILITY 
When asked to rate the importance of a variety of factors to achieving business growth/profitability in 

2018 on a scale of 1 (lowest) to 10 (highest), agencies cited Cost reduction (8.3 weighted average) as the 

most important factor, followed by New technologies enhancing collection effectiveness (8.0). Client 

expansion (7.9) ranked a close third. While these three factors have consistently ranked and traded 

places among the top three, this year Cost reduction rose from the third rank and a weighted average of 

(7.7) to the top spot.  

 

These priorities reflect the kinds of challenges that agencies expressed in a follow-up survey question 

about their biggest concerns related to Operations in 2018, where compliance ranked as the top 

concern, followed by increased operating costs. The close ranking between Cost reduction and New 

technologies enhancing collection effectiveness continues to suggest that agencies are looking to 

automate their operations to achieve greater efficiency. The need for greater efficiency and collection 

effectiveness is in part born out of concerns over Increased operating expenses. 

 

Please rate the importance of each area below as it relates to your agency’s 

projected growth plan/profitability in 2018. 

On a scale of 1-10, 10 being most important, 1 being least important 

 

 
*Other: acquisitions, consolidation of healthcare markets, new technologies, updated policy & procedures, compliance, value-based 

services, expansion, more detailed data, expanded sales, increased regulations, better collection practices, new market optimization 
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TOP OPERATIONAL CONCERNS 
The following graph highlights the driving operational concerns for agencies in 2018, ranked from low 

(1) to high (10), with Compliance policy/procedure implementation/maintenance maintaining its top 

rank over the years (8.0 weighted average in 2018), followed by Increased operating expenses (7.8 

weighted average). Collection technology upgrades/implementation (7.5 weighted average) ranked 

third, followed closely by Staff training/education (7.4), Fraud mitigation/data security (7.2 weighted 

average) and FDCPA lawsuits (6.6 weighted average). These results underscored concerns over legal 

threats and additional compliance-related issues. 

 

Please rate the significance of your concerns related to your agency’s  

collection operations in 2018. 

On a scale of 1-10, 10 being most important, 1 being least important 

 

 
*Other:  HR management as company grows, retain recruited collectors, alternative communication channels, sales/client bases 

 
As we continue to see over the years, respondents have indicated that their agencies are being forced to 

focus time, money and effort on compliance and security risk mitigation, while at the same time 

prioritizing the reduction of operating expenses. Technology and automation reflect one approach 

survey respondents have embraced to help them to achieve both— providing greater process 

transparency/control and efficiency, while delivering better access to the data needed to demonstrate 

compliance.  
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PAYMENT TECHNOLOGY TRENDS 

PAYMENT TECHNOLOGY USAGE AND ADOPTION TRENDS 

Unlike the previous year, respondents in 2018 indicated that Live agent-assisted payments were the 

most common form of payment (74.7%), with online portals falling to (73.3%) among respondents. This 

contrasts with our 2017 survey, where (84.3%) respondents indicated that they processed payments via 

online portal in 2017, with (80.0%) accepting payments via live agent.  

 

Rather than this reflecting a decline in portal adoption, our interpretation of the data suggests that 

there remain some technology laggards that have not yet adopted online payments, and that our survey 

sample may have included more of these firms.  

 

Consistent with prior years, IVR adoption continued to grow modestly, with (36%) relying on IVR 

compared to (28%) in 2017. IVR ranked fourth among all responses, just behind Lockboxes. 

 

Lockboxes for cash/checks/money orders ranked just below online portals/live agents at (45.3%) 

(compared to 30.4% planned, according to our 2017 survey). This suggests that agencies continue to 

offer payment options for those without bank accounts and access to credit/debit cards. An opportunity 

still exists here to spread awareness and adoption of more efficient and cost-effective payment 

methods. 

 

Interestingly, when asked about future technology adoption, Mobile device presentment and payment 

ranked second (29.3%), just behind online portals (30.7%). Alternative forms of payment (PayPal, e-cash- 

Bitcoin, etc), also ranked high (24%), suggesting that ARMs are ready to embrace consumer technology 

trends, and possibly anticipate more clarity and/or less regulatory risk. 

 

Unlike prior years, adoption of virtual debt negotiation among respondents declined. Virtual debt 

negotiation had risen to prominence gradually in previous surveys, with increasingly more firms 

adopting virtual debt negotiation technology or planning to do so. Our projections from prior surveys 

suggested adoption around (26.1%) in 2018. Actual 2018 results, however, demonstrated that only 

(9.3%) of respondents relied on virtual debt negotiation, and (21.3%) indicating that they planned to 

adopt a solution in the future. 
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Technology Utilization - All Seat Groups 

 

 
 

% of agencies surveyed 

 

TRENDS IN FORMS OF PAYMENT 
Live agent credit/debit payments (89.3%) and bank-deposit paper checks (85.3%) topped the ranks in 

this year’s survey, bucking a trend towards digital payments demonstrated in prior years, suggesting 

that old habits (and payment methods) die hard. Credit/debit cards online ranked third, (77.3%), 

followed by ACH/e-check via agent (74.7%). ACH/e-Checks online (64%) declined from (80%) the prior 

year, while acceptance of Cash (70.7%) was relatively consistent with prior years.   

 

From a compliance standpoint, the continued, expanding diversity of accepted payment types adds to 

the complexity of compliance for agencies. Each form of payment incurs its own compliance risks and 

must conform to its own standards and guidelines with regard to security and authorization. This adds 

to the compliance burden for agencies.  
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Which types of payments does your agency currently accept? 

(Please select all that apply) 

 

 
 

% of agencies surveyed 
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HSA/FSA PAYMENT ADOPTION 
With regard to healthcare collections, our respondents indicated growing acceptance of HSA/FSA 

payments, with more than half (52.7%) doing so today, compared to (47.1%) the prior year and just a 

third (33.3%) in 2016. An additional (27.3%) indicated interest in adopting HSA/FSA payments. 

 

Do you offer your clients the ability to pay with an HSA/FSA account? 

 

 
 

% of agencies surveyed 

 

CONVENIENCE FEE ADOPTION 
In 2016, we began to see mixed signals on adoption of convenience fees, with 2017 demonstrating a 

decline in adoption and/or plans for adoption. In our latest survey, we saw a slight increase in 

convenience fee adoption with (34.3%) of agencies indicated that they charged a fee (compared to 26% 

the prior year). Of those that did not charge a fee, (21.4%) had done so in the past, and (37.1%) had no 

future plans to adopt.   

 

Agencies continue to weigh the potential risks of litigation or compliance audits attributable to 

convenience fee collection against the potential benefits of offsetting payment processing costs. The 

shift in adoption trends seems to correspond to the decline in concerns over CFPB. This, perhaps, is a 

response/reflection to the current attitude in Washington towards business regulations. 
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Does your agency charge a convenience fee to consumers? 

 

 
 

% of agencies surveyed 

During the ascendance of the CFPB, debt collectors and their clients seemed to cool on the adoption of 

convenience fees. While concerns over CFPB enforcement may have declined, the (re)interpretation of 

existing laws and standards still remain in flux. This means that any collection policy still must be 

evaluated internally from a compliance and risk perspective on a continuous basis, including the 

addition of revisions to procedures according to changes in federal, state or local laws, as well as bank or 

credit card guidelines. 
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PAYMENT PROCESSING PRIORITIES 
In the competition between cost cutting and reliability, on a scale of 1 (low) to 10 (high), respondents 

overwhelmingly chose reliability (in the form of PCI compliance and System uptime) over cost (or Per 

Transaction Pricing) when it came to selection of a payment processor. PCI Compliance ranked highest in 

priority (9.1 average) for agencies selecting a payment processor, followed by System uptime (8.7), 

Customer service (8.6) and Integrations (8.3). Per Transaction Pricing (8.2 average) followed suit, 

followed by Reporting Capabilities (8.1). HIPAA Compliance and Breadth of payment channels were tied 

for seventh. The importance of reliability, security and service above transaction pricing further 

emphasizes the value of payment processor knowledge and expertise as contributors to the success of 

their clients.   

 

Please rate the importance of each aspect of  

your payment processing experience with a payment processor. 

On a scale of 1-10, 10 being most important, 1 being least important 

 

 
 

*Other: enhanced reporting, communication 
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SERVICE AND TECHNOLOGY NEEDS 
When asked an open-ended question about services or technologies that they wish were available to 

their organization, technologies associated with “text,” “email” and “IVR” were among the most 

common responses. 

 

As one respondent put it, “These technologies are available, but with no safe harbor,” suggesting that 

compliance concerns continue to represent a major deterrent to technology adoption, particularly when 

it comes to mobile payments.  

 

Technology solutions to support document presentation, payments, and signatures are available today 

to help these agencies to better address these risks, including support for mobile devices. 

 

COMPLIANCE RISK TRENDS 
Since prior-year surveys exposed agency concerns regarding compliance risks, in 2015, BillingTree opted 

to expand the survey to explore the specific regulations, payment methods and payment collection 

practices that pose the greatest risks to their operations.  

  

PAYMENT PROCESSING AND COMPLIANCE RISKS 
On a scale of 1 (low risk) to 10 (high risk), respondents cited PCI-DSS regulations/Credit card brand 

guidelines (5.1 weighted average) as the biggest compliance risk related to payment processing, with 

Reg E/eSign concerns coming in a close second. NACHA guidelines (weighted 4.8 average) was ranked 

third, and for the first time, CFPB enforcement (4.5 weighted average) was the lowest-ranked concern.  

 

The overall average rating for ALL compliance concerns declined year-over-year, with (30%) identifying 

PCI-DSS as a Low Risk (score of 1), compared to (12.9%) who perceived it as a high risk (score of 10). By 

comparison, (27.1%) ranked CFPB enforcement as a Low Risk (1) and only (4.3%) indicated that it was a 

High Risk (10). 
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How would you rate your company’s compliance risk concerns as they relate to the following payment 

processing and account maintenance regulations and guidelines? 

On a scale of 1-10, 10 being most important, 1 being least important 

 

 
 

*Other: risk mitigation, lawsuits 

 

 

PAYMENT COLLECTION PRACTICES AND COMPLIANCE RISK 
When asked to rank compliance risks from 1 (lowest) to 10 (highest) associated with collection practices, 
Calling a cell phone (average rank 5.3) beat out Securing recurring payments (average rank 5.0) for the 
riskiest collection practice (both categories were tied for the top spot in 2017). Consent to communicate 
was again ranked as the third-highest risk (average rank 4.9).  
 
Today, technology solutions are available for agencies who wish to comply with TCPA regulations and 
communicate with consumers. Mobile voicemail solutions allow agencies to leave a pre-recorded 
message onto a cell phone voice mailbox without calling the consumer’s phone. The legality of Mobile 
Voicemail Messaging hinges on two major points: 1) the Federal Communications Commission (FCC) has 
defined voicemail as an Enhanced Information Service and has chosen not to regulate these enhanced 
services; and 2) the Mobile Voicemail Messaging service creates a landline to landline call directly to the 
telephone company’s voicemail server, therefore there is no direct contact with the consumer. 
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To what degree do the following payment collection practices pose a potential compliance risk  

and/or lead to customer complaints for your organization? 

On a scale of 1-10, 10 being most important, 1 being least important 

 

 
 

 

REPORTING AND OPERATIONAL MANAGEMENT 
Most (84.9%) of respondents indicated they rely on their payment gateways to provide data that 

supports their management of their payment operations. A majority (65.2%) require full details, while 

(19.7%) rely on summary information. This suggests that the need for an integrated payment technology 

solution is critical for agencies who want to effectively monitor and manage their operations. 
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What level of reporting detail do you typically rely on  

from your payment gateway to manage payment operations? 

 

 
 

 

CONCLUSION 
From BillingTree’s perspective, collection agencies that have responded to our survey over the last six 

years have indicated that they expect technology service providers to be their partners in helping 

agencies remain competitive, profitable and compliant while navigating their compliance risks.  

Industry leading payment processors share technology knowledge and expertise to help ensure security, 

streamline, and automate processes, while offering guidance on best practices to support regulatory 

compliance. They foster industry relationships to support technology implementation and integration 

among payment collection systems to maximize clients’ return on investment. 

Looking forward to 2019, we’re interested to see how changes in federal attitudes toward business 

regulation translates into policy and enforcement, and how those changes influence practices among 

collection agencies. In particular, we suspect that 2019 could be the first year to take a more aggressive 

look at support for mobile payments, and how that may change the landscape of technology adoption. 

Adoption of mobile bill presentment and payment processing should lead to new opportunities for 

agencies to further streamline operations and adopt new, even more innovative ways to serve the 

needs of their clients.  

We may even begin to see the untapped potential for technologies like virtual negotiation and IVR to 

help ARMs further advance their visions for reducing costs while remaining competitive to be realized in 

2019. While growth trends have historically been modest, firms looking to grow business without risking 

profit margins will find that these solutions continue to offer an excellent return on investment. 
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ABOUT BILLING TREE 
Headquartered in Phoenix, Arizona, BillingTree is committed to understanding the marketplace and 

growing payments with technology, to help clients grow their business. BillingTree has become the 

trusted, competitively priced, and proven solution provider to a variety of industries looking to increase 

efficiency and process payments quickly. BillingTree has lead the way with progressive, innovative 

solutions that address the diverse needs and challenges surrounding the payment process. With our 

experience in the payment industry, and industry-leading customer service and support programs, we 

have developed the most reliable, user-friendly payment solutions and services in the industry today. 

 

The BillingTree mission has always centered on simplifying the often-confusing world of electronic 

payments, thereby allowing clients to focus on their core competencies, initiatives and goals. BillingTree 

combines state-of-the-art technology with decades of customer-service experience to give clients the 

latest payment solutions available to succeed in a highly competitive marketplace. BillingTree 

continually strives for excellence through superior technology and industry expertise. Driven by a need 

to create solutions that provide customers with strategic advantages in their marketplaces, BillingTree 

has become the industry expert in payment technology. 

 

APPENDIX 
Results from BillingTree’s prior Collection Agency Operations and Technology Surveys can be found in 

the Resources section of the BillingTree website as per below. 

 
2013-2017 ARM Survey Reports: 

https://mybillingtree.com/collateral/whitepapers/  

 
#   #   # 

 

https://mybillingtree.com/collateral/whitepapers/

