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Who is TrueAccord?



The Current
Economic Landscape



Delinquencies are at an all time low but there is a tsunami coming
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Pay with their “preferred” 
method

 

● Despite robust wage growth, consumers are seeing those gains eroded by a 
9.1% inflation rate in June, the highest in 40 years

● According to Experian’s Ascend Market Insights for June, there was an uptick 
in overall delinquency rates in May, with 30+ day past due accounts up 7.39% 
month over month

● Non-Mortgage Debt grew by $103 Billion in 2Q22, largest increase since 2016

● Most major banks increased Loan Loss Reserve balances in 2Q22



The Power of Machine 
Learning in Collections

 



How TrueAccord’s machine learning works
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Consumers Take 
Advantage of the “Pay it 

Now” Option
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● TrueAccord’s patented machine-learning algorithm, HeartBeat, tailors 
outreach to each customer on their channel to optimize Engagement

● HeartBeat is not predetermined – every touchpoint is dynamically, 
individually tailored in real-time

● HeartBeat comes pre-configured with data and self-optimizing 
algorithms – delivering industry-leading results starting on day one.



Key Insights in Digital 
Collections



 

Engagement and Payment Rates
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Captured the “Eyes” of the 
Consumer

Consumers Take 
Advantage of the “Pay it 

Now” Option

Pay with their “preferred” 
method

71.2%
Open Rate

17.7%
Click Rate

33.2%
Payment 

Rate



receives new email at new 
time, doesn’t open

receives email with new 
subject, opens and clicks

receives email, doesn’t 
open

Doesn’t open email receives a SMS, reads clicks on link in  SMS 
and pays

Typical Member Journeys 



What does an outbound vs. 
omnichannel strategy look like at 
your organization?



Customer’s Expectations are Changing
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● Agents should be focused on what digital can’t do

● Engaging customers on their terms enables you to customize your current collections 
programs to each customer

“My agents want to help customers, not just take payments”
- VP, Customer Service & Collections

46%
Want to be reached through 

preferred channels

54%
Want personalized customer 

support



Case Study:

Digital vs. Call and Collect



 

Retain in Action
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TrueAccord Retain’s machine learning-driven, digital experience significantly 
outperformed three traditional “call and collect” agencies across several of the 
client’s portfolios. Relative to the best-performing “call and collect” vendor for each 
product portfolio, TrueAccord Retain drove:



Questions?



Thank you

Contact us:

Glenn Walters Thomas Kavanagh 
gwalters@trueaccord.com        tkavanagh@trueaccord.com 
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