
Client 
Founded in 1963, Bay Area Credit 
Service is a leading financial recovery 
services provider with headquarters in 
Antioch, Calif. With a long, consistent 
record of liquidation performance, Bay 
Area Credit Service has grown to more 
than 1,100 employees and has major 
collection facilities in Antioch, Calif., 
and Atlanta, Ga., and two offshore sites 
in India. The company has established 
a reputation among its many customers 
as a leader in end-to-end transaction 
management — integrating strategy, 
technology and quality assurance that 
delivers outstanding results. 

Bay Area Credit Service was acquired 
by HOV Services, Ltd. in 2003. The 
parent company, HOV Services, LLC, 
subsequently acquired TGA, LLC 
(2004); Imperial Collection Service 
(2005); Superior Asset Management 
(2006); and Lason, Inc. (2007). The 
acquisitions have helped to complement 
and strengthen the company’s service 
offerings to its customers. In addition, 
a subsidiary of the parent company also 
began to selectively acquire bad-debt 
portfolios that then were assigned to 
Bay Area Credit Service for collections. 

Currently ranked as the world’s 15th-
largest business process outsourcer, 
HOV Services, Ltd. provides many 
services to the finance and accounting 
business sectors, including software 
development and support. More than 
half its U.S.-based customers are 
Fortune 100 companies in the health 
care, telecommunications, banking, 
finance and insurance industries. They 
are served through three main operating 
business divisions: accounts receivable 
management; insurance and tax 
services; and enterprise management 
tools and services. 

Challenge/Objective
Toward the end of 2007, the management 
of Bay Area Credit Service embarked on 
an aggressive strategy to dramatically 
enhance the company’s market position 
and increase its collection revenues. 
These goals could be achieved 
only through superior performance 
at competitive rates. At the same 
time, though, the company needed to 
drastically reduce internal operating 
expenses while facing significant 
competition. The company’s major  
goals for 2008 included the following:
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•	 Earn	a	much	larger	share	of	business	
from one of the nation’s top five 
cellular phone service providers

•	 Become	a	major	collections	partner	
for one of the nation’s largest  
banking institutions

•	 Earn	more	than	50	percent	of	the	
market in the pre–charge-off, early-
out segment for the nation’s largest 
landline communications provider

•	 Enhance	the	company’s	position	 
in the secondary collections tier

In addition, the parent company’s 
private equity subsidiary had acquired a 
portfolio of bad debt with a face value of 
$1.3 billion. Much of the data associated 
with these accounts was insufficient 
to perform effective collections, yet 
Bay Area Credit Service was still 
charged with the task of meeting or 
beating the five-year internal rate of 
return anticipated for this purchase. 
Historically, more than 70 percent of 
expected liquidations of typical five-year 
purchased debt occur in the first three 
years. The parent company’s subsidiary 
had acquired this debt early in 2007, so 
just 24 months remained to achieve the 
desired liquidation goals. If the company 
did not implement an effective result 
promptly, it would not be able to fulfill 
the expectations of its private equity 
partners regarding the purchased debt.

A key strategy was developed to 
address these opportunities and 
challenges. The accounts would be 
scored with a bureau-based recovery 
score to help segment and prioritize 
them for appropriate collection 
strategies. The accounts also would 
be enriched with current and accurate 
data to further assist in the collection 
activities. These data elements 
were specifically chosen to assist in 
determining if there were potential legal 
barriers to collections (bankruptcy 
filings and public record information), 
locating the debtor or responsible party 

(new phone numbers and addresses), 
further segmenting the portfolio 
based on the existence or absence 
of collection-specific attributes, and 
determining if funds were available from 
other sources to satisfy the obligation.

Adding to the company’s challenges was 
the fact that competition was increasing 
in the secondary and tertiary segments 
with its cellular services customer. An 
immediate improvement was needed to 
prevent business volumes from being 
impacted negatively.

Resolution 
To resolve these issues profitably, 
Bay Area Credit Service management 
put several data service providers, 
including	Experian,	to	the	test	by	
conducting a three-month trial program 
using three sets of data from each 
competitor — one each from health 
care, telecommunications and financial 
delinquent debts. 

Accepting	the	challenge,	Experian’s	
collections group responded by  
drawing upon its industry-leading 
analytic and scoring expertise to 
transform the account information 
provided by Bay Area Credit Service 
into actionable intelligence. 

The company needed to tap credit-based 
scoring at the beginning of the collection 
process, when it’s most valuable, 
along with segmentation and locator 
information for greater productivity and 
improved profits. Decisions then could 
be made using a variety of credit-based 
scoring models and multiple collections-
specific attributes to identify which 
accounts had the greatest and the least 
recovery potential.

The desired process would provide 
recovery scores, account segmentation 
indicators, tradeline details and current 
contact data — all through one seamless, 
fully automated delivery system. 

To	meet	the	challenge,	Experian® 
employed Collection Advantage,SM its 
industry-leading information resource 
that uniquely combines credit-based 
scoring, consumer contact information 
and state-of-the-art analytical services. 
Designed for maximum flexibility, this 
all-in-one service gives users quicker 
access to critical information for greater 
productivity and improved profits. The 
data	was	gathered	from	Experian’s	
File OneSM credit database, the highest-
quality source of credit information 
measured by content, depth, accuracy, 
currency and consistency. 
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Figure 1 — File comparison lift of Experian over competition on 
data availability, accuracy and dollars collected



With Collection Advantage, users 
have options to access industry-
specific credit-based scoring models 
developed	by	Experian’s	Decision	
Analytics business unit. The company’s 
exclusive RecoveryScoreSM and its 
bankruptcy models are included. Within 
the Collection Advantage platform, 
multiple data elements can be selected, 
including Social Security number, 
validation and append; best name and 
address; fraud indicators; deceased, 
employment and bankruptcy detail;  
33 collection-specific credit attributes; 
recovery and risk model scores; File One 
credit header phones; noncredit phones 
and addresses; and tradeline information 
that identifies potential sources of funds.

Results
Bay Area Credit Service reported that 
Experian	provided	the	most	accurate	
score rankings and up to 20 percent 
more hits on possible addresses 
and phone numbers — all with up 
to 25 percent greater data accuracy. 
Collections	generated	from	Experian’s	
trial accounts were 15 percent higher 
than those of the nearest competitor.

From this experience, the company 
learned that data enrichment and 
scoring techniques, when deployed 
intelligently, also enabled it to save 
thousands of dollars by eliminating 
redundant calling and lowering postage 
costs. Armed with actionable recovery 
scores, the company differentiated 
between those pools of accounts that 
warranted active collection strategies 
and those where passive collection 
strategies could be deployed. Accounts 
with the highest likelihood to pay were 
worked more aggressively. Within this 
bucket, the top 20 percent of accounts 
received the greatest attention. The 
company redeployed existing collectors 
to work on the purchased debt rather 
than hiring additional staff, thereby 
significantly reducing employment costs. 

Below are Bay Area Credit Service’s 
estimated employee costs prior  
to	implementing	Experian’s	scoring	 
and data enrichment process:

Total number of 
collection records 2 million

Percentage of accounts 
with phone numbers 
(workable accounts) 35 percent

Number of workable 
accounts 700,000

Accounts to Collector 
Ratio (ACR) for low-
balance accounts 3,000-1

Number of  
agents required 233 

Monthly fully burdened 
cost per agent (average 
of onshore and offshore) $1,700

Total estimated 
monthly employee cost $396,100

Bay Area Credit Service first activated 
those accounts with a RecoveryScore 
greater than 590. These represented  
20 percent of workable accounts 
(140,000 accounts). The company was 
able to drop the ACR ratio to 1,500-1 for 
effective penetration and was able to 
ramp up the program with 93 agents.

Twenty percent of  
workable accounts 
(RecoveryScore > 590) 140,000

ACR 1,500-1

Number of agents required 93

Total monthly employee 
cost ($1,700 per employee) $158,100

Monthly cost savings $238,000

The following is a recap of the 
successes Bay Area Credit Service 
has achieved to date as a result of 
implementing Collection Advantage:

•	 Increased	recoveries	in	both	
purchased and contingent debt.

•	 Achieved	first-place	results	for	the	
largest landline telecommunications 
provider in the United States for  
more than 90 percent of serviced 
segments. Bay Area Credit Service 
won 50 percent of secondary business 
and earned the servicing for 55 percent 
to 70 percent of combined volumes  
for all early-out segments. 

•	 Achieved	first-place	results	
consistently in more than eight out  
of 12 batches in the tertiary segment 
for the cellular phone service 
customer that was in jeopardy of 
being lost because of previously 
unacceptable performance.
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Figure 2 — Cost savings



•	 Helped	boost	liquidations	for	the	
private equity interests for health  
care receivables. 

•	 Serviced	the	first,	second	and	third	
acquisition account pools for 26, 18 
and	15	months,	respectively.	Each	
pool is in line to meet the return 
expectations of the private equity 
partner over the first 36 months.

•	 Started	servicing	delinquencies	
for a large group of physicians. The 
company had been chosen in 2008 
as a third collection agency for a 
Champion/Challenger comparison 
against two leading competitors. In 
five months, Bay Area Credit Service 
delivered a liquidation rate exceeding 
5 percent — double the performance 
of the industry leaders — and 
consistently beat the two incumbents 
in all batches. After evaluating the 
results achieved through advanced 
scoring and enrichment, along with 
the impressive increase in recoveries, 
Bay Area Credit Service’s customer 
increased its placements in January 
from 2 percent to 10 percent, and 
February placements were increased 
to 20 percent. The customer  
confirmed an increase to 30 percent  
of placements beginning April 1.

•	 Exceeded	customer’s	expectations	
The nation’s largest ambulance 
service provider had anticipated 
that Bay Area Credit Service’s new 
process would lead to an increase in 
its collections for Q4 2008 by $600,000 
over the previous quarter. The actual 
results showed an increase of more 
than $1.5 million. 

•	 Achieved	best-in-class	performance	
in two of three segments for one 
of the largest banking institution’s 
small-balance collections program. 
In this case, Bay Area Credit Service 
competed against one agency in the 
midprime small-balance card category 
and one agency in the secondary small-
balance category. As of December 
2008, the company led in both 
programs, beating the competition in 
at least four out of five batches in each 
program. The difference in average 
liquidations across six batches in each 
program was between 11 percent and 
16 percent.

In answer to the company’s concerns 
about enrichment cost as a percentage 
of revenues, these costs decreased from 
5 percent of budgeted 2008 revenues to 
actual costs of about 3.5 percent.

HOV Services, LLC Chief Operating 
Officer Karan Negi and Director of 

Operations Peter Grossman are 
convinced	that	Experian’s	data,	scoring	
capabilities and Collection Advantage 
product together comprise the factor 
that clearly has separated the company 
from other agencies. 

Company	executives	cited	Experian	for	
excellent client management, speed of 
programming in setting up services, 
quick response to special needs, 
quick and accurate return of data, and 
excellent data quality — the best they 
said they had seen after conducting the 
three-month trial.

“Our	experience	has	been	that	Experian	
undoubtedly has the best enrichment/
scoring service available in the market 
today. We have tried it in each of three 
vertical categories — telecom, health 
care and financial services. We have 
tried it in all buckets — early out, 
preprime, prime, secondary, tertiary 
and	purchased	debt.	With	Experian,	
we no longer have to spend time 
trying to collect from accounts that 
are essentially noncollectible. We 
also appreciate the human touch from 
experienced representatives who  
guided us through the process. We  
have received great service, great 
data and the best scores in the market. 
Experian	has	proven	to	be	a	true	partner.	
We are very happy with the relationship 
we have established,” said Negi.
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