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What You'll Learn

v Why debtors behave the way they do

The psychology behind payment decisions and avoidance patterns

v The 6 core emotional states

How to identify and respond to each type of debtor

v Proven communication frameworks

Scripts and techniques that build trust and drive action

v Ethical persuasion tactics

Respect dignity while achieving results




Understanding Debtor Psychology

The Payment Decision Framework

When a debtor receives a collection call, they unconsciously ask three critical questions:

1. CAN I pay? (Financial capability)

Do | have the money right now? Can | access it?

2. SHOULD I pay? (Priority & legitimacy)

Is this debt legitimate? Is it more important than other bills?
3. WILL I pay? (Motivation & consequences)

What happens if | don't? What's in it for me if | do?

YOUR JOB: Address all three questions in every conversation.

The Shame-Avoidance Cycle

Most debtors experience this psychological pattern:

SHAME - AVOIDANCE - DEFENSIVENESS - (your call) - RELIEF

©®© SHAME Embarrassment about financial situation
AVOIDANCE Ignoring calls, emails, letters — hoping it disappears
[ DEFENSIVENESS Anger, excuses, blame when confronted

© RELIEF Gratitude when given a clear path forward

KEY INSIGHT: Breaking the shame-avoidance cycle is your #1 priority. Make it SAFE to engage.



The 6 Core Emotional States

Every debtor falls into one (or more) of these categories. Learn to identify and respond appropriately.

1] THE AVOIDER []
CHARACTERISTICS:

- Doesn't answer calls

- lgnores emails and letters

- Hoping the problem disappears

- Feels overwhelmed and paralyzed

HOW TO APPROACH:

Non-threatening first contact
"I'm calling to help" framing
Offer simple, small first steps

Emphasize relief over consequences

SCRIPT:

> "Hi [Name], | know dealing with this can feel overwhelming. I'm not here to pressure you—I'm here to help you find a way
forward that works for you. Can we talk for just 2 minutes?"

2[] THE DISPUTER 5
CHARACTERISTICS:

- A Questions legitimacy of debt

- A Angry or defensive tone

- A May have valid concerns

- A Seeking control of the situation

HOW TO APPROACH:

Listen first, validate concerns
Acknowledge their right to dispute
Provide clear documentation

Stay calm and factual (don't take it personally)

SCRIPT:

> "l understand you have concerns about this. Let's walk through the details together. Can you tell me what specifically
doesn't match your records? | want to make sure we have this right.”



3] THE PROCRASTINATOR []
CHARACTERISTICS:

- Agrees to pay "next week"

- Breaks promises repeatedly

- Good intentions, poor follow-through
- Lacks urgency

HOW TO APPROACH:

Create immediate commitment
Schedule specific payment date/time
Send confirmation email instantly

Follow up the day before deadline

SCRIPT:

> "l appreciate you want to take care of this. Let's schedule the payment right now for [specific date]. I'll send you a
reminder the day before. Does Tuesday at 3pm work for you? Great! You'll receive an email confirmation in 5 minutes."”

4[] THE OVERWHELMED
CHARACTERISTICS:

- Multiple debts piling up

- Financial hardship (job loss, medical emergency)
- Wants to pay but can't afford full amount

- May feel hopeless

HOW TO APPROACH:

Express genuine empathy
Focus on what they CAN do (not can't)
Offer flexible payment plans

Break debt into tiny, manageable pieces

SCRIPT:

> "I hear you're going through a tough time. Let's figure out what's realistic for your situation. Even $50/month shows good
faith and gets us moving in the right direction. Would that work?"



50 THE NEGOTIATOR []
CHARACTERISTICS:

- Business-minded approach

- Wants a deal or settlement

- May have leverage (bankruptcy threat, etc.)
- Confident communicator

HOW TO APPROACH:

Be direct and professional
Present options clearly
Have authority to make decisions

Focus on win-win outcomes

SCRIPT:

> "[ appreciate your directness. Here's what | can offer: [settlement option]. This gets the account resolved today and saves
you [benefit]. What do you think?"

6] THE LEGITIMATELY UNABLE []
CHARACTERISTICS:

- [ Truly cannot pay (severe hardship)

- J May be facing bankruptcy

- [ Transparent about situation

- 0 Not avoiding responsibility

HOW TO APPROACH:

Acknowledge their honesty
Explore ALL options (payment plans, settlements, deferrals)
Be human first, collector second

Document situation thoroughly for legal protection

SCRIPT:

> "l appreciate you being honest with me about your situation. Let's document your current circumstances. Even if you can't
pay now, keeping communication open helps both of us. Can we check in again in 30 days?"



Communication Frameworks

The LATTE Method

L — LISTEN

"Tell me what's preventing payment..."
A — ACKNOWLEDGE

"l understand this has been difficult.”
T — TAKE ACTION

"Let me set up a payment plan that works for you."
T — THANK

"l appreciate you taking this call."

E — EXPLAIN

"Here's what happens next..."

The Empathy-Solution Bridge

This simple 3-step framework transforms resistance into cooperation:

STEP 1: Validate Emotion "l can hear this is stressful for you."

STEP 2: Shift to Action "Let's focus on what we CAN do today."

STEP 3: Offer Solution "Would $100 now and $100 next Friday work?"



Objection Handling

Common Objections & How to Respond

0"l don't owe this."

"Let's review the details together. What specifically doesn't match your records?"

"Yes you do, it's in our system."

0 "I'll pay you later.”

"Great! Let's schedule a specific date and time. I'll send you a reminder. Does Thursday at 2pm work?"

"Okay, call us when you're ready."

0"l can't afford it."

"l understand. Let's figure out what IS affordable. Even $25/week is progress."

"You need to find a way to pay."

0 "I'm filing bankruptcy."

"I appreciate you letting me know. Have you filed yet, or are you considering it? Let's make sure you have all the
information you need."

"That doesn't erase your responsibility."




Building Trust & Rapport

4 Proven Trust-Building Techniques

1] MIRROR THEIR PACE
- Slow talkers = Slow down your speech
- Fast talkers —» Match their speed

- Builds subconscious connection and comfort

2[] USE THEIR LANGUAGE
- They say "bill" = Use "bill" (not "debt")
- They say "stuck" = Use "stuck" (not "delinquent")

- Feels less adversarial and more collaborative

3[] SHOW CONSISTENCY
- Keep promises (call back EXACTLY when you say)
- Follow through on every commitment

- Build credibility over multiple interactions

4] BE HUMAN FIRST
- Share brief, relevant experiences (when appropriate)
- Acknowledge that life happens

- Use names (theirs and yours) frequently



Ethical Persuasion Techniques

Principle 1: Commitment & Consistency

CONCEPT: People want to act consistently with their stated commitments.

HOW TO USE IT:

Step 1: Get small agreement first

"Do you agree this debt is yours?" - Yes

Step 2: Build on that agreement

"And you want to resolve it eventually, right?" - Yes
Step 3: Move to immediate action

"Great! Let's start with $50 today to show good faith."

Principle 2: Social Proof
CONCEPT: People follow what others in similar situations do.

HOW TO USE IT:

"Most people in your situation start with a small payment to show good faith. It keeps their credit protected and shows
they're taking responsibility. Would $75 work to get started?"”

Principle 3: Reciprocity
CONCEPT: People feel obligated to return favors.

HOW TO USE IT:

"I'm going to waive the $50 late fee for you as a courtesy. In return, can we get that first payment of $100 scheduled
for this Friday?"




A Common Mistakes to Avoid

MISTAKE 1: Leading with Consequences
Bad: "/f you don't pay, we'll sue you."
Good: “Let’s find a way to avoid legal action. What payment plan works for you?"

Why it fails: Fear creates avoidance, not action.

MISTAKE 2: Talking Over the Debtor
Rule: Listen 70%, talk 30%

Why it fails: People need to be heard before they'll act. Dominating the conversation creates resistance.

Good: "Hey [Name], | know this call isn't fun for either of us. Let's make it quick and painless."

Why it fails: Robots don't build trust. Humans do.

MISTAKE 4: Accepting Vague Promises
Bad: "Okay, call us when you can pay."
Good: "Let's schedule the payment for Tuesday at 10am. I'll send you a calendar reminder."

Why it fails: Vague = never. Specific = actionable.

MISTAKE 5: Ignoring Emotions

Bad: [/gnoring their anger] "Anyway, back to the payment amount..."

"

Good: "/ hear you're frustrated. | would be too in your shoes. Let's fix this together.

Why it fails: Unacknowledged emotions escalate. Validated emotions dissolve.

MISTAKE 3: Being Robotic
Bad: “This account is past due. You need to remit payment immediately."



Real-World Examples

EXAMPLE 1: The Single Mom [|[]]]

SITUATION: $2,000 medical debt, recently divorced, working two jobs

APPROACH:

1. Empathy: "That sounds incredibly tough. Raising kids alone while working two jobs—I can't imagine the stress."
2. Options: “Let's find something manageable. What's realistic for you each month—$50? $757"

3. Solution: $75/month payment plan over 27 months

4. Outcome: Consistent payments, account fully resolved, client retained relationship

KEY LESSON: Small, consistent payments beat demanding large sums that won't happen.

EXAMPLE 2: The Business Owner

SITUATION: $15,000 commercial debt, disputing quality of service

APPROACH:

1. Listen: Spent 15 minutes hearing the complaint without interruption

2. Validate: "/ understand why you're frustrated about [specific issue]. That's a legitimate concern."

3. Separate: "Let's separate the service complaint from the payment obligation. Can we discuss a partial payment while the
dispute is being reviewed?"

4. Solution: $5,000 immediate payment, $10,000 pending dispute resolution
5. Outcome: Both parties satisfied, relationship preserved, full payment eventually made

KEY LESSON: Acknowledge grievances separately from payment obligation.

EXAMPLE 3: The Avoider
SITUATION: $500 credit card debt, 6 months past due, zero contact attempts answered
APPROACH:

1. Non-threatening voicemail: "Hi [Name], this is [Your Name] with [Company]. | know you've been busy. | have some
options to make this easier for you. Can we talk for just 2 minutes? My direct line is [number]."

2. Callback received! "Thanks for calling back. This won't take long, | promise."
3. Simple ask: "Can we start with $100 today and wrap up the remaining $400 next Friday?"
4. Outcome: Agreement made, first payment processed on the call

KEY LESSON: Make it EASY to engage—Ilow pressure, specific timeframe, brief conversation.



Quick Reference Guide

Pre-Call Checklist

D

[0 Review account details and history

O Note all previous conversations and commitments

[0 Have payment options ready (plans, settlements, etc.)

O Set calm, neutral mindset (breathe, center yourself)

[0 Eliminate distractions (close tabs, silence notifications)

uring-Call Framework (2-Minute Structure)

1. INTRODUCTION (10 seconds)

Name + Company + Purpose

2. LISTEN (30-60 seconds)

Why haven't they paid? What's their situation?
3. EMPATHIZE (10 seconds)

Acknowledge feelings and circumstances

4. OPTIONS (30 seconds)

Present 2-3 clear solutions

5. COMMITMENT (30 seconds)

Get specific agreement + schedule payment
6. CONFIRM (20 seconds)

Recap agreement + send immediate confirmation

Red Flags (Document & Escalate Immediately)

A Mentions bankruptcy filing

A Claims fraud or identity theft

A Threatens legal action against you

A Becomes hostile, abusive, or threatening

A Requests formal cease communication




Power Phrases

Opening

> "Hi [Name], this is [Your Name] from [Company]. I'm calling to help you resolve your [account type]. Do you have 2
minutes?”

Empathy

> "I completely understand. Life happens, and I'm here to help—not judge."
Solution

> "Here's what | can do for you: [specific option]. How does that sound?"

Commitment

> "Let's schedule this payment right now so you don't have to think about it again. I'll send you a confirmation email
immediately."

Closing

> "Thanks for working with me on this, [Name]. You'll receive confirmation via email within the next 10 minutes. Is there
anything else | can help clarify?"

Key Takeaways

1. Debtors are humans in difficult situations—not adversaries or criminals

2. Shame drives avoidance—reduce shame to increase engagement

3. Listen more, talk less—understanding creates solutions

4. Small commitments work—better than demanding full payment that won't happen
5. Empathy + action—validate feelings, THEN move to next steps

6. Consistency matters—follow through builds trust over time

7. Ethics = effectiveness—respectful collection actually works better
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