® WGU

BALANCING EMPATHY AND RECOVERY

Compassionate Collections for Student
Accounts

Practical frameworks for collecting past-due balances without damaging student trust or retention



W WGU  What is Compassion?

« Compassion lets you recognize someone’s struggles and
respond with kindness and support. It's empathy put into action.

* Demonstrating compassion for yourself and others can
strengthen relationships, boost happiness, and reduce stress.

* The meaning of COMPASSION is sympathetic
consciousness of others' distress together with a desire to
alleviate It.



B WGU Two Goals, One Balance Due

Every past-due account sits at the intersection of two institutional priorities

Recovery

e  Protect institutional revenue and cash flow
e  Recover balances before they age into write-off
e  Meet fiduciary and Title IV stewardship obligations

e  Reduce bad-debt reserves and audit exposure

Compassionate Collections for Student Accounts

Retention & Trust

e Keep enrolled students enrolled through completion
e  Preserve trust so students self-disclose hardship early
e Protect the institution's reputation and alumni relationship

e Avoid pushing students toward default or withdrawal



&% WGU. Why the Approach Matters as Much as the Balance

A conceptual illustration — not institutional data — of how tone and timing can move two outcomes in opposite

directions

lllustrative model: aggressive, undifferentiated contact over time
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Day 60 Day 90
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The Takeaway

Both curves decline with time — but
only one has to decline with tone. Early,
empathetic contact protects recovery
odds without sacrificing the

relationship.
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I WGU Four Pillars of Compassionate Collections

Empathy-First
Communication

Tone, scripts, and channels
that lead with
understanding
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Timing & Segmentation

Reaching the right student,
with the right message, at
the right moment

Flexible Resolution
Options

Payment plans, hardship
review, and off-ramps
before referral

Staff Culture &
Compliance

Training, oversight, and the
legal guardrails that make
empathy sustainable



&5 WGU.  Pillar 1 — Empathy-First Communication

@ The words on the first notice set the tone for every interaction that follows

TRANSACTIONAL TONE EMPATHY-FIRST TONE

. _ . . “We noticed your balance is past due — we'd like to help you
“Your account is 60 days past due. Payment in full is required

o _ _ find a plan that works. Call or reply here and we'll walk
within 10 days to avoid referral to an outside agency.”

through your options together.”

e Leads with the threat, not the options e Leads with support, keeps urgency implicit
e No acknowledgment of circumstance e Invites a conversation, not just a payment
e One path forward: pay in full e Signals multiple paths forward
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& WGU  Pillar 2 — Timing & Segmentation

@ Not every past-due student needs the same message — or the same messenger

1-15 days 16-30 days 31-60 days 61-90 days 90+ days
) Live conversation Supervisor or coach Referral considered
Automated, Personalized outreach , _

_ _ offering involvement; only after
friendly reminder from o

, , payment plan or final in-house documented good-
via text and email student accounts staff _ _ _ _

hardship review resolution attempt faith attempts

Segment by risk and history, not just balance size — a first-time miss from a strong-standing student calls for a very different message than a
fourth consecutive missed payment.
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@ Give students an off-ramp before the account ever reaches referral

c Interest-Free Payment Plans

Short installment plans built into the
bursar portal with automatic
reminders

° Emergency Aid / Micro-Grants

Where available, small emergency
funds that prevent a hold from
becoming a withdrawal
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e Hardship Review

A documented process for reduced
payments or temporary holds during
verified hardship

e Employer / Third-Party Billing

Reconfirming and re-routing balances
that belong to a sponsor, not the
student

&% WGU Pillar 3 — Flexible Resolution Options

e Financial Coaching Referral

Connects the student to budgeting
support alongside the balance
conversation

e Good-Faith Grace Window

A brief, documented extension for
students actively engaging with staff



% WGU.  Pillar 4 — Staff Culture & Training

Empathy has to be trained, scripted, and reinforced — it rarely survives on good intentions alone

Hire and train for the coach mindset

Shift job descriptions and interview criteria from “collector” toward “student success partner.”

Script the opening, not the whole call

Give staff a compassionate opening line and a menu of resolution options, then let them listen.

Build in escalation paths

A clear, documented process for staff to route hardship cases to a supervisor or financial coach.

Recognize the right behavior

Reward staff for successful payment-plan enrollments and de-escalations, not just dollars collected same-day.
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% WGU  Where Compliance Meets Compassion

Empathetic collections still has to operate inside FERPA, FDCPA/Reg F, and Title IV guardrails

Documented,

auditable empathy

The overlap is the goal: every compassionate action — a payment plan, a hardship note, a grace window — should be logged the
same way a compliance action would be.

Compassionate Collections for Student Accounts
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&% WGU The Compassionate Collections Cycle

A repeatable framework you can apply to any past-due account
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Follow Up

Confirm plan
is holding

Document

Log the
agreement

Notice

Warm first contact

Listen

Understand
the situation

Offer

Two or more
resolution paths
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3 WGU  Measuring What Matters

Recovery rate alone can't tell you whether collections is helping or hurting retention

TRADITIONAL METRICS

e Total dollars recovered per month
e Days sales outstanding (DSO)
e  Percentage of accounts referred to agency

e Call volume / contacts per collector
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COMPASSIONATE-COLLECTIONS METRICS

e  Payment-plan enrollment and completion rate
e  Re-enrollment rate among previously past-due students
e  Time-to-first-contact after a missed payment

e Student satisfaction / sentiment on collections interactions
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B WGU Common Pitfalls to Avoid

One script for every student

Silence between the hold and the letter

Long gaps with no communication feel punitive, even when the institution intends otherwise.

Empathy without documentation

Undocumented flexibility creates audit risk and inconsistent treatment across staff.

Coaching staff with no authority

Front-line staff who can't actually offer a plan or hardship review can only apologize, not help.

Compassionate Collections for Student Accounts

Treating a first-time miss the same as a repeated pattern erodes trust with your best-standing students.
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Days 1-30

Audit & Align

Review current scripts, notices, and hold
policies. Align student accounts and
financial aid on tone and escalation

triggers.
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& WGU A 90-Day Starting Roadmap

Days 31-60

Pilot & Train

Rewrite first-contact scripts, train a pilot
team, and add one flexible resolution

option to the workflow.
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Days 61-90

Measure & Expand

Track enrollment, completion, and re-
enrollment metrics from the pilot;
expand successful changes institution-

wide.
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& WGU
Key Takeaways

‘ Empathy is a recovery strategy

Students who feel heard are more likely to engage, enroll in a plan, and stay in school.

‘ Timing beats intensity

Early, well-timed, well-segmented contact outperforms late, aggressive, one-size-fits-all pressure.

‘ Compliance and compassion aren't opposites

Documented flexibility satisfies both the auditor and the student.

Compassionate Collections for Student Accounts
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I WGU
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I WGU

Questions?
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