Customer Service & Collections

From collections
to customer

rehabilitation:
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In an increasingly challenging
credit environment, debt

sale should be viewed

as more than a financial

tool. Done well, it can help
businesses manage written-
off accounts while giving

customers a clearer pathway to

resolution, rehabilitation and

re-engagement.

Many organisations view debt

sale as a last resort: a way to

deliver a capital uplift on written-

off accounts once internal
collections and contingent
recovery have run their course.
By then, accounts are often
aged, customer engagement

has declined, and recovery
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expectations are low. While
the capital uplift remains an
important factor, viewing debt
sale solely in this way limits

its potential as a more holistic
solution for businesses and

customers.

The traditional approach:

Recover first, sell later

The typical lifecycle for overdue

accounts is well established:

1. Complete internal collections
processes.

2. Refer accounts to contingent
collection agencies.

3. Continue prolonged recovery
efforts.

4. Consider debt sale once



other pathways have been

exhausted.

This model is designed to
Mmaximise recoveries, but it
often places less emphasis on
what happens to customers
over time. When debt remains
unresolved for extended periods,
customers may disengage,
making resolution less likely
and delaying their re-entry into
the financial system. This can
compound financial stress and,
in some cases, affect wellbeing,
family stability, employment,
and broader participation in
everyday life. 86% of people feel
embarrassed to admit they are
struggling with debt and 85%
said debt stress is something
they experienced at some point

in lifel.

Consumer debt sale as a
pathway to rehabilitation
For businesses, the challenge

is clear: how do you re-engage
people who have withdrawn
from the process and help them
resolve their obligations? This

is complex work, and many
businesses are not set up with
the specialist resources, systems
or expertise required to do it
well.

This is where debt sale

can provide a solution. When
receivables are transferred to
a debt purchaser specialising
in late-stage collections, the
objective shifts from short-
term recovery to long-term
resolution.

With dedicated resources
and significant investments in
process, training, and expertise,
a specialist debt purchaser
can offer customers a range

of solutions designed to help
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rehabilitate them back into the
economy, including:

Proven engagement

strategies designed to

reconnect with disengaged
customers;

A generous and structured

approach to hardship;

Bespoke and sustainable

repayment plans aligned

to customers’ current

circumstances; and/or

A patient collections model

resulting in a long-term

solutions.

These approaches can create
a clearer pathway for customers
to resolve their obligations
and reintegrate them into the
financial system.

At DebtManagers, this is our
core philosophy. Every day, our
team works with customers
who are experiencing the
practical and wellbeing
impacts of overdue debt.

Doing this effectively means
understanding each customer’s
situation and creating
repayment plans tailored to
their circumstances.

It also means being patient
and engaging across multiple
channels. Email and phone
outreach are not always enough,
particularly where those
channels have already failed
to get a resolution, much less
create engagement. For some
customers, face-to-face contact
is the best way to understand

wellbeing issues, build trust,

and create the foundation for

a genuine partnership built on

empathy and understanding

that supports rehabilitation.
This approach works,

with a significant number

of customers we work with

getting back on their feet

using our method, delivering

material improvements to their

wellbeing and outcomes.

Customer rehabilitation:
A broader perspective on
value

Arrears management is often
viewed through the narrow

lens of recovery percentages

and financial returns. But each
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account represents a customer,
and an opportunity for that
customer to move forward.

Reframing debt sale as part
of a rehabilitation pathway
(rather than simply a recovery
mechanism) creates a more
balanced approach, one that
helps businesses manage their
balance sheets while enabling
customers to re-engage with the
financial system and improve
their lives.

There is also a clear brand
benefit for businesses that
take this approach. In an
environment where customer

conduct is highly scrutinised,

what happens at the hard

\\




edge of the customer lifecycle
matters. Ensuring this part

of the journey is managed

with fairness, empathy

and care helps protect the
brand, supports regulatory
expectations, and demonstrates
the business is living its values,
even when customers are in

difficult circumstances.

Debt sale is more than just
a balance sheet fix

Debt sale is not just about
converting receivables into

cash. At its best, it can also be

about converting unresolved
situations into resolved ones
for both businesses and
customers, resulting in long
term benefits as the customer
reintegrates into the financial
system.

As the credit industry
continues to evolve during
this turbulent economic
environment, there is an
opportunity to think more
broadly about customer
outcomes.

Not just what is recovered, but

what is restored.

*Syavie Ghamry MICM

Client Manager

DebtManagers

E: syavie.ghamry@debtmanagers.com.au

FOOTNOTES:

1 Independent research conducted by
Talbot Mills Research (March 2026)

At DebtManagers, we're on a mission to
create a fairer financial world that gives
everyone the chance to feel financial
certainty and confidence. Founded on
principles of fairness, trust, and respect, we
never charge fees or excessive interest but
instead create easy, sustainable repayment
plans that help people climb out of debt
and become valued customers again. All
while delivering better value and financial
outcomes for companies and giving back to
the communities we work in.

For debt sale enquiries contact: syavie.
ghamry@debtmanagers.com.au
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Your AICM
Knowledge

Try asking me questions like

“Creddo, can you provide a refresher on PPSA”
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