
          Communicating with Collectors 
We have to pay debts if we owe them, but sometimes life happens and 

we fall behind. When that happens, you may need to deal with debt 
collectors. 

If you’re in this situation, it may feel uncomfortable and even 
intimidating. 

That’s why it’s important be informed and to know how to handle this 
situation effectively. 

It will ensure that you are protected and feel as confident and calm as 
possible. 

And remember, once you are debt free, you will no longer need to 
worry about communicating with debt collectors! 

 

An Overview of Dealing with Collectors 
When you are late on bills it may go into collections as the company 

tries to recoup its money. 

While the collectors are simply doing their job of trying to collect 
monies owed, they can sometimes resort to practices that are 

intimidating. 

Here’s how to handle collectors effectively. 

 

First, know your rights.  
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Understand the Fair Debt Collection Practices Act. Resist unfair 
collecting practices. Know your state law too. The links to access this 
information are at the bottom of this document.  

 

Communicate with creditors. 
It puts you in control, it protects you, it prevents them from calling you 
as often, and it surprises them.  

 

Protect your essentials first. 
Your essentials are what you must pay for before paying anything or 
anyone else. The essentials are: your housing, utilities, food and 
transportation. If you have growing children it may include their clothes 
as well. Do not be intimidated into paying what you genuinely cannot 
afford.  

 

Next: 

Be informed about how collectors operate: 
• They will not stop calling you. You need to communicate with 

them proactively. 
• They are trained in the collections process. 
• They are allowed one contact per debt per day. This means they 

can call you as much as they want, but only leave one message 
per debt each day.  
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• If you have multiple debts in collections, you will likely get multiple 
messages a day. For example, if You have 10 debts in collections 
you could get 10 voicemails a day. You can start to feel like a 
hostage. 

• As a general guideline, they cannot call you before 8am or after 
9pm. It may vary by state. See your state laws for legal time 
frames for calls. 

• They cannot speak to you multiple times a day. 
• The calls are recorded.  
• They must identify themselves and state purpose of the call.  
• They can only give details to those with their name on the account 

and not anyone else.  
• You will need to write them a letter asking them to remove a 

phone number or address. You will need to provide an alternate 
way for them to reach you.  

• They can call you at work. You have to write the company letting 
them know not to contact you at work because your employer 
does not allow outside calls. You will need to provide an alternate 
way for them to reach you instead.  

• They cannot use foul language with you. If they do, ask to speak to 
their supervisor right away. Also, report the call the BBB (Better 
Business Bureau) 

• They cannot harass family, friends or employers. Each state has 
its own definition of harassment. See your state laws if you 
suspect you are being harassed.  

• Collectors can neither ask for nor accept postdated checks unless 
the consumer is notified in writing. They also may not deposit or 
threaten to deposit a postdated check unless the consumer is 
notified in writing at least three to ten days before the deposit. 
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• Collectors cannot collect an amount greater than the debt unless 
allowed by law or authorized by a contract. Any money they do 
collect must be applied to the debt. 
 

Important Do’s and Don’ts When Dealing with Collectors 

DO Communicate: 
• Prepare to communicate with collectors. You cannot hide from 

them. It’s far better to overcommunicate with them.  
• Script the call out and practice first if you need to to build your 

confidence.  
• If you’re going to be turned over to collections, ask for the name 

and number of the agency the debt is getting turned over to. Then 
call the collection agency before they call you.  

• LISTEN to what the collector is saying. Prepare emotionally to 
respond. They will try to bait you. Don’t take the bait.  

• Greet collectors with Enthusiasm. Be gracious and thank them for 
calling. This keeps them off balance. 

• Be calm, courteous and civil. You don’t owe the collector money. 
You owe the company money. They are just doing their jobs. 

• Remember that this is not a personal attack. It's about collecting a 
debt, nothing more. 

• Collectors will try to incite strong emotional responses from you, 
but you must keep your emotions under control. 

• Communicate clearly about what you can and cannot do. You’re 
not asking for permission. You are telling them what you will do. 
Say something like: “I know what I owe and I know what the 
payment is, but this is what I can afford to pay you.” Stay firm but 
polite. 
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• Always be calm, courteous and civil. Resist the urge to Argue. Take 
the high road.  
 

DO: Keep Good Records 
• Make a list of your creditors with their phone numbers. Call at the 

same time once every week at a time that works for you.  
• Be diligent and make the calls like clockwork. It will save you a lot 

of time and energy. They WILL call you if you don’t call them. 
• Keep a written record of your calls. Collect the following 

information on EVERY call (keep a notebook just for this purpose): 
o Name of the collection agent 
o Date and time of the call 
o Summary of the call’s main discussion points 
o A summary of the agreed plan of action. (or what you said 

you would do) 

 

DO Protect Yourself: 
• Set the priorities for your family. You should never allow 

collectors to set the agenda for your family's finances. Protect 
your essential expenses: Housing, utilities, food, transportation 
and possibly clothing if you have growing children.  

• Record collectors calls as allowed by state laws. Let them know 
you are recording the call.  

• Get a credit report to see all the debts in your name. If you have 
co-signed a loan or are an authorized user on a credit card, then 
you are likely liable for the full amount of that debt. 
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• Be careful if doing any kind of automatic payments with a 
collection agency. Do not give them postdated checks unless you 
have an agreement IN WRITING.  

• Also, do NOT give them your bank account or any financial 
institution information. 

• Make sure the account you are paying from is balanced. You do 
not want to end up paying NSFs at any time, and especially when 
working your way out of debt with collectors.  

• Protect yourself from abuse. Give collectors fair warning about 
inappropriate language. If it continues, hang up. 

• Remember, this is not a personal attack. Though it can feel that 
way. But they don’t know you personally. It’s a business 
transaction.  

• DO NOT make any promises that you can’t or don’t intend to 
keep.   

 

DO Enlist Support: 
• Split up the creditor calls if you are coupled. Work as a team.  
• Get emotional encouragement and support from a coach, friend 

or advisor.  
• Practice the calls with someone else first before the call if you 

need it.  
• Take care of yourself emotionally and physically. Endeavor to get 

enough sleep, exercise and good nutrition as much as possible.  
 

Regarding Settlements: 
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• You cannot settle a debt unless you have money to settle it. Don’t 
ask for a settlement if you cannot afford to pay it.  

• It’s up to the collection company whether they will accept it or not.  
• Get any settlement agreement in WRITING. It’s not real if it’s not in 

writing.  

 

Some Don’ts When Dealing with Creditors 

Don’t:  
• Do not ignore collector’s calls. It will make it worse.  
• Do not ask for their permission. Be firm, calm and polite and state 

what you will and will not do. 
• Do not promise something you cannot do.  
• Do Not share financial information that could be used against you 

later. 
• Never give collectors electronic access to your bank accounts. 
• Never make a payment promise you can't, or don't intend to, 

keep. 
• Collectors will try to bait you. Don’t take the bait.  
• Conversely, they are not your friend. They will try to manipulate 

you. Do not fall for it. 

 

Other tips 

Taking Good Notes Matters 
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Keep good records on every collection contact. In addition to sending 
correspondence through certified mail with a return receipt, you should 
also take notes on every phone conversation. These notes should 
include the name of the collector, the date and time of the call, points 
covered during the discussion, and the agreed-upon plan of action. 

Always try to talk to the same person to avoid the risk of having to start 
from the beginning with each call. 

 

Tips for Communicating with Collectors 
Communicating clearly with collectors is very important. Financial 
expert (and former collector) Chris Hogan stresses the role of 
communication in the process and offers these three tips: 

• Don’t avoid collectors! 

• Speak facts when dealing with collectors. 

• Script out some notes ahead of time so you feel more prepared. 

 

Resources 

Watch this video from Chris Hogan, a former debt collector: 
https://www.fcmtonline.com/videos/financial-coach-dealing-with-creditors 

 

About the FCDPA 
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Fair Debt Collection Practices Act (FDCPA) 
In 1977, the US Congress enacted the Fair Debt Collection Practices Act 
(FDCPA), which sets guidelines for all debt collectors and how they 
conduct their business. The main objective of the FDCPA is to end 
manipulation and other emotional attacks. The individuals who seek 
your help may not be familiar with these guidelines or their rights 
under this law. As a result, they fall victim to illegal collecting practices. 

 

How to assert your rights 
If collectors are violating the FDCPA and harassing you, you must assert 
your legal rights. Notify the Federal Trade Commission and your state’s 
attorney general or Department of Consumer Affairs in writing, 
including the recorded information about the harassing phone calls if 
possible.  

As with all correspondence, these letters should be sent by certified 
mail with a return receipt request. This provides proof that the 
notification was delivered and received. Using certified mail with a 
return receipt is a good practice for all communication between you 
and the creditor. To report unfair collecting practices, visit 

https://www.daveramsey.com/recommends/fair-debt/. 

 

Fair Debt Collection Practices Act FDCPA– Link: 
https://www.ftc.gov/enforcement/rules/rulemaking-regulatory-reform-
proceedings/fair-debt-collection-practices-act-text 
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In easier to understand terms: 
https://www.investopedia.com/terms/f/fair-debt-collection-practices-
act-fdcpa.asp 
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